.?)

%]

IJV e N Wy

MO OPERATIONS MANAGER LISTED IN MELD

2153 EMPLOYEE OPER MANAGER COMMENTS

3 N 33 Rl

Network Opns - south
Tier 1 - Isenhour
see SOUTH DADE sheet

w

(I) / A MELD has a BG 3

’ T see SOUTH DADE SHEET
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M W N R

~N0 0

CENTRAL DADE - RUEBIN

PG  EMPLOYEE

& .y

-
-
(g

(NI RS

(A

(W3

OPER MANARGER

(C) Rubin
{(FP) Rubin
(FB) Rubin
Rubin
T(FP) Rubirm ~
@

(C ) Dennig

COMMENTS

Not f}.’s:L)c So¢e TZA; Basc + 2200

Nol El-'s:Ll< fov T4, Bose + ISo0D

Net £ligille £+ TIR
Ne Bos<e. Tneveade

002



-

e e

SGUTH DADE - RUEIN
PG EMPLOYEE

(W)

(Y]

(1)

(]

)

L)

OPER MANAGER

Rubin

Rubin

Rubin

COMMENTS

00 =



X W

NGRTH DADE - DE LA VEGA

PG EMPLOYEE

(48]

)

(FP)

(C)

OPER MANAGER COMMENTS

De ta VYega

De La Vega Not €lig:ble £o0
: Rode. + 1520

TIA

004



h

\r\ X W ~

MIAMI METRO - DE LA VEGA

2Ic]

-
-

G

EMPLOYEE
W)
C)

(W)

OPER MANAGER

De La Vega
De La Vega

De La Vega

COMMENTS

D05



WM

g5 EMPLOYEE

O]

&Y}

(FP)

(FP)

OPER MANARGER

Allen

Allen

CCMMENTS

from CENTRAL DADE she=t
Not C/l's:blc..{a xz4d . N. Base Theveos

from SOUTH DADE sheet
Net Cligible for TZA; No Basc Tnevesse,

00 G



NORTH DADE - 0'HARE

PG EMPLOYEE

8]

W)

S , (FP)

OPER MANAGER COMMENTS
0’ Hare
0 Hare from SOUTH DRADE sheet

Nok €ligible € IZA
No RBase ﬂ:hc\r(_o.{e

007



X Mermann

JACKSONVILLE - D. M. SMITH

PG EMPLOYEE OPER MANAGER
3 (W) D. M. Smith
K (I D. M. Smith

COMMENTS
from RUPE sheet

from CENTRAL DADE sheet

008



W M

METWORK — MOERING

EMPLOYEE

(W)

OBER MANAGER

Mzering

CCMMENMTS

from NORTH DADE shest

007



N\ R W

~N

SOUTH BROWARD - I. PERERA

8]

Y]

)

)

(0]

EMPLOYEE
(C)
W)
(C)
- (FP)
(FP)

OPER MANAGER

Perera

Perera

Perera

Perera

Perera

COMMENTS

Not £riqibsle fov TIA
30.{g + 1960
Not £]0'g:6/< £>e IIR
Baze  + Ls~sn

0/0



N NN e W Y

\
o
N RS

o

NGRTH BROWARD - R.

)

L)

[©)

1]

(Y]

)

(o]

(5]

[

EMPLOYEE
(FP)

(W)

(C

)

cy -

(W)

(C)

()

(C)

)

B. SATTIZAHN

OPER MANRCER

Szttizzhn

Sattizzhn

Roi(

Sattizzhn "

Satti;ghn
Sattizahn
Sattizahn
Sattizzhn
Sattizahn
S;ttizahn

Sattizahn

/ Richardson

COMMERTS

Nox €£)igiblc €04 IIA

+ 19900

0/f



RNy ™ W Mo

WEST PALM BEACH — G. LEWIS

PG EMPLOYEE

(1]

(4}

]

(O]

Gl

(O]

OPER MANAGER

(FP) Lewis

(c) Lewis
(Ci Lewis
) Lewis
T Lewis

" (FP) Lewis

e .

COMMENTS

Not fligible £ TTA
No Bagc Tacveaic

Not £/isible £ov TIR
Bate + /S0 :

0/2



SUCRE IR NI NG

INDIAN RIVER - F.

BG EMPLOYEE

o

O]

)

O]

)

KNOWLES

(FP)
(W)
(FP)

(FP)

- o

OPER MANAGER

Kricwles
Knowles
Knowles
Kriowles

Knowles

COMMENTS

Not Eligible f2e TZA

No Bage Xneveosre

Noi e’:g:£lc fov ped]
Ne DBoge Tnrevcaie
Not E£ligible fos zTH
No Bose L nacveste

/3



W M

JACKSONVILLE - R. R.

j2ic] EMPLOYEE

-
D
-~

(1)

L

RUPE

(W)

OPER MANAGER

G. E. Olsen

R. R. Rupe

COMMENTS

from SOUTH DADE sheet

0 /4



Uy W Y

i I RN

~

GAINESVILLE - RUDY CHRISTIAN

EG EMPLOYEE OFER MANAGER COMMENTS
S (FPY Christian 19g¢ - 1490 Coeimeville

Not Eligible for TITA . Bose +/5-0
S (F Christian 1990 . Peagent Priov wer X in levieV

Not f£ligible €ar TIR 421 P<
(W Christiam 1 Resc +/ie0

(]

3 (W) Christian

3 “(W) Christian in MELD as _
T PG 4

3 (W) Christian in MELD =¢

3 (W) Christian

3 (FP) Christian Not Ef:qidle £fev TIIA

No TBate Tncrcase
3 (W Christian
K (W) Christian

0/5



N D NT KWW

<

N

ORLANDO - HAL JACKSON

PG EMPLOYEE

4

&)

[N]

(0}

[ O]

)

w

(0]

W)

(W)

(W)

W)

(W) -

(W)

(W)

(FP)

(1)

DPER MANAGER

Jackson
Jackson
Jackson
Jackson
Jacksqg
Jackson
Jackson

Jackson

Jackson

COMMENTS

in MELD as

Not Eligible €ov TTH
NRodta -+ IS o0

from CENTRAL DADE sheet

0/6



> t.((

¥

EMPLOYEE

(&

AK TNy

OPER MANAGER

Stallworth

COMMENTS

from SOUTH DADE

=
=

n

=3
=

(=]

£



Nowred

JRCKSONVILLE - A.

25  EMPLOYEE

¥. PEARSON

OPER MANAGER

W) A. K. Pearson
Training

COMMENTS

from RUPE sheet
in MELD as

0 /8



i et o

ERMCLOYEE

(FP)

OPER MEMAGER

Brendz Swith

COMMENTS

from RUPE sheet
Not Elig:bh)e o9 ITA
No Boge TLnevease

019



My i
C;c:

CRSAE - FLETCHER

ol EMBLOYEE

[2Y]

(vh

ODER MANAGER

Fletcher

COMMENTS

from NORTH DADE

0 A0




A2 - ATLANTA

PG EMPLOYEE OPER MBMAGER COMMEMTS
4 (FP) o O/M

Not Eligible £os IIA
Rose. + /Sod

0 2l



M P ey

MOSKETING - MAHAN

B3 EMPLOYEE OPER MEMAGER COMMENTS
= (FP; R. Manan from CENTRAL DSDE
Not £1;53£/< Cov T A
Bode -+ Hoo

0 22



Y

(&)

e )
-~

”e

0



~N
-
o

il SCUTH T

fra

"
(23]

“ot

‘O

)

ws

0T



¥ }J’T“'"c Pevse~

==
L4

2 ¥

Job

(2}
N\

Jo Ca“’L

LAY
"

aanet
?

3

0 £]

Zats)

T.

/5
/6
17
Woaw d
9
20

]

-

05

2/



Ras:m imand  Ond  Wad ning
P - F\'nahc"a‘ (Pcnalf\/

All nssaczoégJ_ ,
Lo 14 ?a{fn'c_: ’)4_'&\'0 '

0 2k



Al

o N =N YW oYw oo

WEST PALM BEACH - G.

8] (W] o T |.9,
V]

()

Gy

EMELOYEE

(C?

(FPj

(C)

<)

(W)

(FP)

JPER MANOGER

Lewis
Lewis
Lewis
Lewis
Lewis

Lewis, ..

COMMENMTS

Not £ligibhle fou TTA
No Boagc Tnevecaie

Not £/isible §ou TIR
Bose. + /S o0

07



At

INDIAN RIVER - F.

ps

w

EMPLOYEE

-

KNOUWLES

(FP)

(W)

(FP)

(FP

()

OPER MANAGER

HKriowles

Kriowles

Knowles

Knowles

Knowles

COMMENTS

Not Eligible fos TXA

No Base Lnevcose

Not E€ligible for XA
No DBose T rnevecase,
Not ELligible fou xTA4
No Bose Iaevecale

IR



~

< W

e

'Ia

3le

Ln

3le 4
30v2 x 3
Ve 3
ale =
ale 3
7[5—3
sheys
2le 3
?108)(3

sle 3

-

NCRSTH BROWARD - R. B.
EMPLOYEE
(FP)
. - W)
(C
1499
{C)
W)
()
((59)
(C)
(C)
({59)
()

3)e =

SATTIZAHM

OPER MANAGER

COMMENTS

Sattizahn
Sattizahn
Sattizahn
Sattizahn
Sattizahn
Sattizahn
Sattizahn
Sattizahn

Sattizahn

Not £)igible fod xz4
Beaic + 1900

/ Richardson

Sattizahn

Sattizahn

..



™

N

O

-

S3UTH BRCGWARD - I. PERERA

(8]

O}

(&)

EMPLOYEE
)
e (W)

(C)

(FB)

(FP)

QPER MENAGZR

Perera

Perera

Perera

Perera

Perera.

COMMENTS

Net £riqible fov TIA
ARE10

Bose + 1900 <
NO£ £}l’€:6j< 64 @ m“mj
Baose + 1s76> n-L

-

030



al

~

“w M~

XMevmamn - -

-

JACKSONVILLE - ». M. SMITH

PG EMMLOYEE

— SR —

= - )
CoNTACT Hdp

L Meeéq.( 3143

OPER MRANAGER COMMENTS

D . : %AOLMEQ Yo

- M. Smith from RUPE shee§4;kr c<>/8~1777
D. M. Smith from CENTRAL DADE sheet

Dnroe. 4 Niwa 1o Hardee ‘“Dc_ﬂo-\
@g 2 oe Inm

05/



v
-

N . P ma~ s e
Nvgn s | CRSAE - FLETCHER

pit] EMSLOYEE OPER MRMAGER COMMERTS
) wn . Flatcher from NORTH DADE shest
]
e

02



WwooX oW

[

ST Do

[2ir] EMPLOYEE

(FP)

&}

(FP)

Y]

O

OPER MANAGER:

Rllen

Allen

(¢)
©

¢ w—

(=)

Gl
COMMENTS /46

from CENTRAL DE sheet

/{/a /”%qui— €lisible £.1XTTH - No Rase Incvw

from SOUTH DADE sheet
,,,(?‘3@? Cligible {o«/ :fItI No Base ihcva_g,\

(7

033



N

VY W M

C N0 Ny v

|

(9]

(%]

DPERATIONS MEMAGER LISTED IN MELD

OFER MANOBER

COMMENTS

twork Opns - south
izgr t - Isenhour
= SOUTH DADE shest

0 34



-

AL S S

N

-

MIAMI METRO - DE LA VEGA

|3

_ EMPLOVEE
~

9]

(W)

\

N

)

\'-

(W)

OPER MANAGER

De La Vega
De La Yega

De La Vega

035



-

NORTH DADE - DE LA VESA

po)
oy

) (C)

(&)

(FP)

(]

OPER MANAGER

De La Vega

De La Vega

COMMENTS

WUE »
l,t—
MZ:A« £, TIA

Rose. + I1$oD

030



’QW\ )

8]

MEENTS

ca

YEZ

pLOY

o
i
$

L

[
q}

Frrom SOUTH

worth

S-S

=1

037



N

NORTH DADE - Q’HARE

PG EMPLOYEE OPER MANAGER COMMENTS
3 . W) 0?Hare
s . (FP) 0’ Hare from SOUTH DADE sheet

Net ¢ligible €00 TZA
No ‘Bcse. -Incve_o,{c

08
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1
Vet

P .r,;ﬁ_ ‘,8'.' =
AR T TR N

SR
from SEN

Not f/-saﬁ/c Cov
Bote =+ Hoo

by Py

Gmlin

N
M

037
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o
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-
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0
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b

N oo NS N WY

CENTRAL DATDE - RUEIN

PG EMPLOYEE OPER MANAGER COMMENTS
3 . ) Rubin
3 ) (FP) Rubin Nok 'ﬂ:s:Lk Soe TZA: Base +3200
3 (FP) Rubin : ot  Eligible '.{04 ZIA; Bose + 1S00
7 ) Rubin
. _(FP)  Rubin . Net Eliglle £iv IR

’ No Bose, Fneveade

3. &

044



NN WY

SCUTH DARE - RUBIN

PG EMPLOYVEE
V3 (W)
3 . (n

V3 o

" BPER MANAGER COMMEMTS
Rubin
Rubin
Rubin
Wi



«)

~

]

JACKSONVILLE - R. R. RUPE

L]

-
D
-~

G

EMPLOYEE OPER MANAGER

(W) G. E. Olsen

(I R. R. Rupe

e .

COMMENTS

from SOUTH DADE sh=aet

D 4=



GAINESVILLE - RUDY CHRISTIAN

PG EMPLOYEE

(IS noow

‘.-Jl

L) (8] (9] (8]

(2]

(FP)

(FP)

(W)

(Wi

- (W)

142)]

(L

(FP)

W)

OPER MANAGER

Christian

Christian

Christian

Christian -

Christian

Christian

Christian

Christian

Coristian

Christian

COMMENTS

1486 - 1990 Caornesr: le
Not Eligib/ec ».r’u TrA . Bose +18s0

l1g90 t. ?\'(ient N P" ot wer K in tc{f'(\/
Noft £“s‘-£l< €0, TIAR 42 pL ‘+
Ros e + 10

in MELD as John W. Finnegan
PG 4

in MELD = J. D. Griffeth

Not £ligidle £ov TIA
No DBsie Tncvcase

D 44



~

TN WM S

N QN

(]

ORLANDO - HAL JACKSON

PG EMPLOYEE

(0]

(&) [} L-l‘ O]

[

(W)

(W)

(W)

(W) -

W

W)

(FP)

(1)

(W)

OPER MANAGER

Jackson
Jackson
Jacksaon
Jackson
Jackggg
Jackson
Jacksan
Jaeckson

Jackson

oo .

COMMENTS

in MELD as

1#8%ot €ligible €or XTA
']3°$< —+ IS o0
from CENTRAL DADE sheet

D45



2 2N & 0y yWY =

~
SO XS

NORTH BROWARD - R. B. SATTIZAHN

g6

=
-

)

(&)

Q]

£l

EMPLOYEE
. (FP}
(W)
(c
()
(Cy -
(W)
{C3
(C)
{C)
()
()

OPER MANAGER COMMENTS
Sattizahn Not £ligible €ou zI A
T3ose + 1900

Sattizahn

Sattizahn

Sattizahn

Sattizahn

Sattizahn

Sattizahn

Sattizahn / Richardson
Sattizahn
Séftizahn

Sattizahn

0 46



oo N T WY =

WEST PALM EEACH - G.

PS5 EMPLOYEE

s () w w

18
4y

O]

(FP)

< (W)

(FP)

LEWIS

OPER MANAGER

Lewis
Lewis
Lewis
Lewis
Lewis

Lawis

COMMENTS

Not f/:s‘.L/< fov TITA
MNo Bagc '.'.'Eu;./ga_{(

Not £Jisible fou TIR
Base. + /500

0 47



W OR WM N,

Q

~N

INDIAN RIVER - F.

PG EMPLOYEE

La

[

)

s

Y]

KNOWLES

(FP).

(W)

(FP)

(FP

-(C)

OPER MANAGER

Kriowles

Hnowles

Krnowles

Kriowles

Knowles

b e

No £ EI:S:B/C f.e ITIA J

Ne

No? Eligib/c foe xxA

Ne
Not
No

COMMENTS

013654.

BRoge

Tneveas<

:r"c-v-c.a.{g

Eligible fou IZTA

Bose

I anCveo gk

]

0 4%



N W V=<

- 'I:>Au/¥umxhzq
—ETE R N

PG EMPLOYEE OPER MANAGER COMMENTS
3 . (FP2) Alien from CENTRAL DADE sheet

Not €/isible £, TZA ; Ne Base Tncvoas
3 .. (FP) Allen v from SOUTH DADE sheet

Not Cligible for TZA; No Basc :fhc*’o:tg.

0 47



Q?\&N\N‘U\ﬂt W M

MO OPERATIONS MANAGER LISTED IN MELD

PG EMPLOYEE OPER MANAGER
3 (N ‘,%

D omte
3 (1) D_M__M

COMMENTS

Network Opns - south
Tier 1 - Isenhcur
see SOUTH DADE sheet

MELD has & PG 3

see SOUTH DADE SHEET

050



NORTH DADE - 0’HARE

PG

2]

EMPLOYEE

(W)

(FP)

OPER MANAGER

0! Hare

0’ Hare

COMMENTS

from SOUTH DADRE shiset
Nok £ligible €ov IZA

No

Base

L acveode

05/



SR ow M

>3 N

CENTRAL DADE - RUEIN

PG EMPLOYEE

)

. L

vins
({3

-
o]

(FE)

L]

. (FB}

OBER MANBGER

Rubin
Rubiwn
Rubin
Rubin

Rubin

—

COMMENTS

Not €1:55$}c {0*’ IZA ; Basc + 2002

MNot E’-'S:ch. fov IZITH; Bosc + l.:°°".

N £ £I:S:U< fHre TIA
Ne BRos< Tneveade

052



"\ Y W T

Z0UTH DADE - RURIN

86 EMELOVEE OPER MANGHBER COMMENTS

= . {3 Rubin
= - . {1} Rubinr

K ) Rubin

053



S W

NORTH DADE - DE LA VESA
26 EMPLOYEE -~

3 {C)
3 (FP)

OPER MANAGER COMMENTS

De La Yega

De La Vega No €/:<;;£/< ‘F.a-’ TIA
Rose. + 1520

057



R WY S

MIAMI METRO - BE 1.5 VESA

)

]

S

EMBLOYEE

OPER MANAGER

De La Vega
D= Ls VYegs

D= La Vegs

CCOMMENTS

055



INTEEANS

v

9

Mot~ AR
hw L

o™y DU WM e

INDEX - HMr. sanders

Moran
Shanaver

Herrera
Smith, James

Farmer
Hernandez ,
Littles
Maestri

Mikle, Georgia
Smith, James

Johnson, L.
Maestri

Smith, James
Smith, Crystal

Hensey
Lockerd

Malone, Betty

Thomas, James
White, Paul

056



2 Littl
ilttles
;z‘ Maestri -
5' Moran
§ Wood, Leo may reference Juan Sota
A
/7 - '
2 Hamman
7 ’ T Hernandez
1% - *  Johnson, Laurie
y Littles
4 . Maesti
7 Moran 4
'8
/? Hensey
210 Wells, John - -
al Davis, Joyce

057



1 FLORIDA L -
2_ INTERROGATORY 9 = DOCKET #910163-TL

_? NUMBER NAME TITLE BUSINESS ADDRESS

¥ - - 1. ' Mgr . 903 W. University Blvd.
5 ) Gainesville, F1l

L. No grievance was filed. ¢ is a management

7 . employee).

3 2. Svc. Tech. No longer with Company
9 - See attached 3G3A

/0- 3. Svc. Tech. 1824 N. 3rd Street

// Jacksonville Beach, Tl
/2 See attached 3G3A

yACS 4. Svc. Tech. 1602 N. Cove Blvd.

/7 : Panama City, F1l

15" No grievance filed as of 4-15-91.

/6 5. Sve. Tech. 111 lst St. South

17 - Havana, Fl

/8 No grievance filed as of 4-15-91.

[7 6. Svc. Tech. 1602 N. Cove Blvd.

20 Panama City, Tl

2/ No grievance filed as of 4-15-91.

2 7. Svc. Tech. 1015 W. Highway 90

A3 ‘ Chipley, 7l

LY No grievance filed as of 4-15-91.

S 8. Svc. Tech. No lionger with Company .
20 See attached 3G3a

7 a, Svc. Tech. "No longer with Company
28 See attached 3G3a

658



SR NV SN

Q-

N o~¢ ooV
i

¥
[
(N

O W

Manager No longer with Company
No grievance-filed ( was a management employee).

has retained the services of Carl Di Bernardo, P.A.,
Suite 210, First Union National Bank of Florida Building,
8603 S. Dixie Highway, Miami, F1 33143.

Asst. Manager No longer with Company

-

No grievance was filed (. was a management
emplovee).

Ms. D'Alessio has retained the services of Mark Richard,
Attorney At Law, 304 Palermo Avenue, Coral Gables, Fl
33134. -

o -

racilictv Tech. 2800 Catherine St.
Palatka, Fl

CGrievance settled at informal level. Warning entry
changed to counselling.

059
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“('NS A NA
ERSONNEL GEx

Form JQIA
frore S-8N

_ . OBelisouth £ U
o "tl Jelisouth ‘Atdve mu ‘1 O-REC‘U&.-':.@-_. R
WORKERS, OF meq:cn‘* 'O Belisoufi Sérvies = E‘?‘Y . ng © [ eeee ——
s i O South Central Bell: - COMMUNICATIONS i il 4
& Southern Bell WORKERS OF AMERICA To be assones by
Tacmiom. Orange Pari. Fionda CWA Stase Ot5ice
. Getevance Oswe Specric Locason & State
Occurred 02-26-91 Jacksonville, FL
Oeparunom *Tite nvohvad B Apphcadle Locat No.
Network 3106
. **Grievifig &npcoy.o Name ol‘Emalopo or Worx Grovo Oeparwynert
OrWorkGroup =~ | Addross Network
W Job The- =TT —‘] NCS Dotar— - -~———-=-<- : | SerdcewpOsts . .
Service Technician T b —

. Union’s Statement’
ol What

- Terminated for failure to follow company-integrity policy.

NP LD RN el L Ly R BRI TN

Happened = -
.. Specific Basts ot Article 11, 18 and all other articles that may apply.
Grievance or Section

ot Contract Invoived

. -

aod..o{rer appiicable sectiona, the true intent and

mmosmwwm:lmeam@mwv{ha

gionnhsooﬂqammme S

3. Date Grievance Filed

03-13-91

Umon F\eovesemaon b

Vil L

/

B?59/

3. Company's

Statement ‘mployee was d_smissed for inappropri reioted to nis
of What Happened a2ndling or repair reports without customer mowiedge and in violatrion
of Company practice and policy.
I. 'Ptoposed )
Disposition- sustain Company positiom.
Second Level

S PN,

Company Representatve

8.0 Acceoted O Rejected p@w

Signed:

umw;"(/"ﬁ

." st ,(.'/-

9. True intent Queston Existx {J Yes *.G No

Tmmwe:uuuvu C!Nx._,

7
Signod: e ————— e i et e e | SiODEE _,/_ —— T R
Union Reoresentatve Date C y A th ) ]
. Fumihed By Received By: 11. Union Flirst
0. Authorization to ! . A
Inspect Personnel Union Reoresentative & y Tteot Requested Mesting -
Qazcnrd Oaw Date Second Level cate
2. Proposed Company position sustained.
Disposition -
Third Level i
- A
Signext ~ [ . / )
C A LT -‘,/Oft'e“}u'/'
— - .t bt - & ¢/
1.0 Acceotea (] A0P€aled o 4 lever (SCE. SB onty) Signoa: /‘i o
{Ag ‘e 0 1 torpr onty] / —- / /6
T Reiected :n{ R d  (SeeLmes 16817 MM/%/- ﬂr_____ Oae/s /e /7y
‘4. Proposed
Disposition -
Fourth Level
= =
Comoarny Reoresenatve Oute
‘5.0 Acceoted T Rejectea O Astitrason Requesied Signoex
Union Reoresercaswve Oste
PREPARE S COPIES .

06O



form 1G4
Feverse r3.87:

6. Company’s

The Necgw D c i vare nf and concerped abhouc cecraio sirvarionsg
where it appeared technicians were jmproperlv nandling ctrouble reporrs for thne
purpose of obraining work credit and/or "free .time" on the job, The.Deparrmen:
conducted a review over a 635 day period of specific trouble report sifuations
where appeared to be guestionable. ) :

The employee was identified as having called in over the Automated Trouble _
Reportinc System (as a customer would do to generate a ctrouble repor:) and
Subsequeizcly beingjssigned. at hi- request, ro correct the ctrouble reported.
in fact no such trouble existed. Tnis occurred on numerous occasions. Inm
of the situations, involved customers were unaware of anv trouble sictuation anc
did not call a ctrouble report in to the Companv. One customer did recuest the
employee to repair a trouble but the emplovee improperly handled such relacted
Teport. Apparently some work was done by tne employee with such work being
routine Op 'preventive maincenance" in nacture. However, no actual trouble
-} conditions existed, no customers reported such to the Companv, and the em—
piovee's own stuCemert concerniny Cne —ctcter is self erulznifoTy._ Ths em— |
plovee admitted he handled the situations ai he did, on his own, te enhance his
WOTK periormance results. ' Segnea: .

P A lbccecr; < Vool

Company Represontatve

~J

J 3 -
The grievant folowed past acceptable procedure in reporting and
handling _trouble reports. There was no intent on the emplovee's part to
violate Company practice or policy. The termination is without just

cause.

7 1 740 . 7

. /
s Anmcif Ce—T 7-2-91
18 Consersnce: QtrrHpatoce | SpmgnupeonConroncabd | Ugon Cypan e | e e
- ~—Record~——— 05-01-91 Third Par Warren Dave Mower.
06-06-91 Third Pat Harren Nage Mower
18.548tm0n Mockated Dete of Medisson Duposimon O Sewsed
Oves ONo - - O Ratorred 1or Arbaradon

*Titte being sought if Promouon Grievance

‘=*1t more than one Gnevant. use anachment 10 reliect required intormation

Where sutficient space 1s not available, make anachmeats as necessary 10 this form Arachments should also include leners, parues’ position at each
conterency, staemaents, athaavits, and other perinent Intormauon )

Five copies of thay form are t0 ba subminied 10 the Company at Tie inital lavel of prasentation. Four of hese forms are 10 be returned 10 the Union representatve
—ahowing the pcopased dispositon of the gnevance. One copy will be renstned to the Company snowing e Proposed AiSPOsIBON Of the gnevance. 1 . acceplua.

fopoctnd Of app

dodd. Each rops otmpuheswialovmdocwcopylomononnwmeiolotguuumasnpo:oorm.

Mafn:!:dlmulumoany will tlumish one copy otmegme!om’uorwi[amoddmoabon and the Union’s accepmance, rerecnon of appeal. Tne
posinon ot sach party shall be indicated on Lines 16 and 17 prior 10 fonwarng 4o the Fourtn level
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- Record of Grievance between

ommunications Workers of Amen’ca and
O Beilsouth Advanced
O Beillsouth Advertising
O Bellsouth Services

Form IG3A
from (5-8N

. u , Griovance Number
A O South Central Bell
A Southern Bell To be assigned by
G#91093 CWA LOCAL 3106} foreoom>
1. Grievance Date . Soecific Locaton & State ’
Occurred 03-5, 6, 7,-91 Jacksonville, Florida
Depasunent *Title Involved 8 Apphicable Local No.
NEtwork
2. **Grieving Employee Name of Employee or Work Group Depastmont
Or Work Group Address
to Job Tite NCS. Date Seniortty Date
- Service Technician

3. Union's Statement
of What
Happered

3 Day suspension tor tailure to tollow company integrity policy.

4. SpecificBasisot ~ -
Grievance or Section
ot Contract invoived

Article 11,

18 and all

other articles that may apply.

mk&ue sections, the true intent and
meaning ot eactt and the failure of the Companyﬁpedqﬂn its obligations

5. Date Grievance Flled Originated by ag ( ’ é /
03-13-91 Union Repr Qg'ﬂf !2/
6. Company’s /
Statement Emo R -
ot What Happened ployee was suspended for 3 days for hi ts.
7. Proposed
Disposition- Reduce suspension to one (1) ntry accordingle
Second Leavel = Sl
Sgned:
Corpdany Repeeseratve m 00*84/\0/‘1{

8.0 Accepted O Rejected topoaies

i e k\gwﬁ\ﬂ ) k)

9. True intent Question Exists: 0 Yes O No

True intent Question Existx O Yes

oum][18/7(

Signed: Signed:
Union Representative Date Company Representative Dete
10. Authorization to Fumished By. Recerved By. 11. Union First
Inspect Personnel Union Representative G y Rep Requested Meeting -
Record Dato Date Second Level
Date
12 Proposed
Disposition -
Third Lavel
Signect
Company Representative Date
13.0 Accepted (3 APPeaied 1o 4th level (SCB. SB onty) Signed:
[Applicabie 10 contract interpretaton onty}
O Rejected O Arditration Requested  (See Lines 16 8 17) Union Representative Oate
14. Proposed
Disposition -
Fourth Level
Signed: -
Comp Repr = Date
15. 0 Accopted O Rejected (J Arbitration Requested Signed:
Union Ropresemtatve Oate
PREPARE S COPIES
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/ I) . ) ‘ o : Form 1G4

Roverte (5-87)
16. Company’s
Position
(Third Level)
Signed.
_- Company Representative oaws
17. Union's
Position s
{Third Levei) -
Sgned:
Union Representative -. Date
YA Conterence SeLN3 & which Conlerence Held ¥ Lioion Chebwem@panperson & OnppaggGagminee Cnhairperson
18. Conterence
Recoe¢d
19. Mediation Mediatod Date of Mediation Disposmon [ Semted
Record OvYes ONo O Retorred lor Arbitration

*Title being sought it Promotion Grievance

**1t more than one Grievant, use attachment to reflect required inlormation.

Where sutticient space 1s not _ ilable., ke attach: ts as necessary 1o this lorm. Arachments should also include letters, parties’ position at each
conterence, statements. atfidavils, and other pertinent informauon.

Five copies of this form are 10 be submitied to the Company at the initiat level ol presentation. Four of these forms are to be returned 1o the Union vgpcesentative
snowing the proposed disposition of the grievance. One copy will be returned 10 the Company showing the ovopo;ed dispos:not\‘ol the grievance, 1.e. acceptea.
rejected or appealed. Each representative of the panies will torward one copy to the next higher level of organizaton, as appropriate.

Atine 3:d levet each party will turnish one capy of the gnevance form for entry of proposed dispositon and the Union's acceptance. rerection of appeal. The
position of each party shall be indicated on Lines 16 and 17 pnos to lorwarding to ihe Fourth luvel.

ObL3
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TriS SPACE FOR

Record of Grievance betwee

_ WA STAFF OFFICE s S Form 3G1A
» JSE ONLY . . . . Fron (3.8N
accc::o : Communications Workers of America and
caro : O Bellsouth Advanced Systems :
i : cec Sy " LOCAL GRIEVANCE NO.
i -0 Bellsouth Advertising and Publishing- - - .
FINAL DISPOSITION | 0O Belisouth Services 200 H-195
l Grievance Number
I {3 South Central Bell
CODES
&1 Southern Bell To be assigned by
] .CWA Stats Offica
1. Grievance Date 7 Speczhc Locabon & State
Oceurred MIAMI, FLA
» - -
Deparument *Title invoived it Applicabie Local Na.
NETWORK S.T. 3121
2. **Grieving Employoce Name of Employes or Work Geoun Deparunent
Or Work Group Address " NETWORK
Invoilved -
. Job Tte NC.S Date Seniomy Data
J. Union's Statement - - W{ P
of What )
Happened
4. Specific Basis of Artdcle 11 4

Grievance or Section
ot Contract invoived

-

and other applicabie sections, the true intent anc

meaning of each; and the failure of the Company 10 perform its oofigations thereunder.

5. Date Grievance Filed Originated by: 7, N-2& 7c
10-15-50 Union Reoresenative  — 7/ o _— as é«a—— Date
6. Company’s Er-plovee terriinated for misconductssociated with falsified trouble revorts.
Statement .
ot What Happened
* 7. Proposed Tr-~ termination is upheld.
Disposition- oo - -
Second Levei

7 A7

Signed:
Company Reoresentative

//[-2o-5

Date

8. O Accentea G Rejected

Gao/oeam

o penlemee 2 A Lo gz 15

9. True tntent Quesuon Exist J Yes O No

True Intent Queston Exists: O Y! ONo

Signea: Signea:
Union Representtive Date Comoany Reoresentative Date
10. Authorization to Fumishea By: ) Recerved By: ] 11. Union First -
Inspect Per 4 Union Represonmtve Company Reoresentative Requested Meeting - 10-15-90
Record Date Oate Second Level
Date
12. Proposed
Disposition -
Third Levet
Signed:
C y Repr Date
13.0A QA d to 4t level (SCB. SB onty) Signea:
{Aopli to INtOrpretabon onty) .
C Reected  C Arbitrauon Requested  (See Lines 16 & n Union Representative Oaw
14. Proposed
Disposition -
Fourth Level
Signea:
C y Represer Date
15. OAcceoteo O Rejoctod (] Artitravon Requested Signea:
Union Reoresentatve Date
PREPARE 5 COPIES
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THI5 SPACE FOR

7 CWA STAFE OFFICE Record of Grievance betwes = Form 33
use . i . . . Frones-87
o, | Communications Workers of America and
canr0 ‘ O Belisouth Advanced Systems

" O Bellsouth Advertising and Publishing ~ -
SINAL DISPOSITION .
a Bellsouth Services o
sones -0 South Central Belt
- Southern Bell To bo assgnea by
# 90B665 Yo bo aas:
1. Grievance Daw Spectfic Locavon & State
Oceurmed OCTCEER 10,1990 MIAMY, FLORIDA
Deperunent *TrSe invotved If Applicadle Local Na.
NETWORK SERVICE TECHNICIAN 107
2 **Greving Employee | Name ot Emoloyee or Work Group T Deparamort
Or Work Group Address
lnvolved | fodress NETWORK
. Job Tite | ncs Daw Semonty Oata

SERVICY: THXCHNTCIAN

3. Union’s Statement ~~
1 of What - ..
Happened

—

| TMPROPFR TERMINATION

4. Spectfic Basis of
Grievance or Section
ot Contract invotved

ARTICIE 11

and other applicable sections, the true intent an
meaning of each: and the failure of the Company to perform its obligatons thereunder.

S. Date Grievance Filed Originated by: ‘
10/22/90 Union Reoresenative ~_ (SFTIRGE, MORAT Dats . _ ;o
6. Company’s —Employee-terminated-for-misconduet i
Statement - >
of What Happened
" 7. Proposed Terminntion-is-sustained
Olsposition- = haband =
Second Level = a W
n (/1K B
Signea: //-28- 57(
Lompany Represenutive Date
8. O Accepted G Rejected L] Signoct / y‘
Union Reocuormve [/
9. True Intent Queston Exists (J Yes O No TmemamOumonEx:stlYa i
Signed: sigm
Union Reoresentative Date C y Reor Date
10. Authorization to Fumishea By Recerved By: 11. Union First -
Inspect Personnel Union Representatve Company Represemative Requested Meeting -
Record Oate Date Second Level
Date
12. Proposed
Disposition -
Thisd Lavel
Signea:
Company Representative Date :
13. O Accepiog () APPealed to 4th level (SCE. SB onty) Signedt
[Appticabie to contract interpretaton onty] .
T Rejectod U Arditraton Requesiod  (Soe Lines 16 & 17 Union Representatve Oats
14. Proposed
Disposition -
Fourth Level
Signea: =
C y Reor Oaw
1S. O Accented [ Rejectea  J Arbitrabon Requesied Signea:
Union Representatve Dats
PREPARE 5 COPIES

0153



U‘“\\‘ VV

[\

.
DR .. . . D U SV . - - —

LORIDA

DOCUMENTS REQUEST 12 - . DOCKET %910163-TL
NUMBER NAME TITLE ) BUSINESS ADDRESS
i. Manager 903 W. University Blvd.

Gainesville, Fl

See attached entry form and Security Investigative Report.

2. . ' Svc. Tech. No longer with Company
See attached entry form and Security investigative Report.
3. ' Svc. Tecn. 1824 N. 3rd Streetc
T Jacksonville Beach, Fl

See attached entry form and Security Investigative Report.

4. Svc. Tech. 1602 N. Cove Blvd.
Panama City, Fl

See attached entry form and. Security Investigative Report.
5. Svc. Tech. 111 1st Street South
Havana.'Fl

See attached entry form and Security Investigative Report. -

6. Svc. Tech. 160@ N. Cove Blvd. —
panama City, F1 ~ °

See attached entry form and Security Investigative_agpért.

7. : Svc. Tech. 1015 W. Hiéhwa& 90
Chipley, Fl -

See attached entry form and Security Investigative Report.

8. sSvc. Tech. No longer with Company

See attached entry form, grievance -prief and summary of
trouble reports. h

9. Svc. Tech. No longer with Company

06k

See attached entry form and chronology.
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@ Southern Bell

Form 3151-3

19-80
Personnel Record - . - B
Current Entry Sheet
Empluyee’s Name Title Managen/MCET1CC .
Deoariment Netwonk " Locauon 903 W. Univ. Ave., Gainesville, FL.
Date Held By Content Of Interview
03/12/9H| TCK Reprimanded jon his jailune to exercise propen

management contrnol to {nsune the comwectness of information used %o

prepare reponts fon the Pubfic Service Commission. Wamned

of mone sevene discipline should such failure occurn in the juture.
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Sc*h Cent. al Bell

(W}

¥ Southemn Bell . . .

> BeliSouth Services Investigative Report N

2 Other: ' ) ' ' T -
L I

State of Orign:

FLORIDA
Reporting Office: Investigsation At: Date:
ORLANDO, FLORIDA GAINESVILLE, FLORIDA 1-22-91
Titte: - - Classtticstion:
: * EMPLOYEE DEFALCATION
2 GAINESYI LLE , FLORIDA IMC )
i o Reporung Mansger: Steno:
- : A. F. BRADLEY WELLS
-- LT Period Covered By investigation:
’ 4~ 11-29-90 THROUGH 1-22-91

. Synopsis:

A North Florida area Network staff review of subscriber
trouble reports in the Gainesville Division IMC determined that
reports were being falsely created and improperly statused to meet
a Public Service Commission Index. Gainesville IMC employees
Billie C. Sommer and " provided signed statements
alleging that Assistant Manager James Powell made comments to them
independently, regarding the need to create false trouble reports
to offset subscriber reports having 1long outages. When
interviewed, Powell denied the allegations. All other employees

' working in the Gainesville IMC were also interviewed and denied any
knowledge or involvement.

RV ﬁ"\\-_\\‘

w)v

CLOSED

£+

Approved By:
STAFF MANAGER-SECURITY GENERAL SECURITY MANAGER -~ NF
Coples To:
VICE PRESIDENT-FLORIDA
ASSISTANT VICE PRES.-SEC.
VICE PRES.-NETWORK/FLA -
GENERAL MANAGER-NETWORK i
ASSISTANT VICE PRES.-LABOR REL. °
GENERAL MANAGER-PERSONNEL
File No:  'N003-05011 E “*Restnicted BeltSouth Secunty

intformation®”
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. After referring these type troubles to a supervisor,
I am no longer involved. It is their responsibility to handle the
trouble from that point.

- It is not part of my job responsibility to close out
troubles 4and don't have the training to do so. It 1is nmy
responsibility to utilize the CON (carried over no) transaction‘at
times when the IMC dispatch time conflicts with the dispatch time
requested by the subscriber. This transaction is used when at the

customers instructions we may exceed the 24 hour out of service

objective. The ELMOS System CON transaction would remove a trouble
from the out of service 24 hours index base, and would not.be
counted against the .Maintenance Center results. This transaction
is only used after I contact the-subscriber and attempt to get the
trouble dispatched within the 24 hour period. If this can not be
done, I note the subscriber trouble history that they requested a
future due date.

I seldom utilize the CON transaction. I estimate that
I may CON _a trouble no more than once a month if that many.

I am aware that an investigation is in progress regarding
abuse of the CON transaction and false reporting and incorrect
statusing of Test OK out of service troubles.

I have no knowledge that anyone in the IMC is involved
in manipulating trouble reports or creating false troubles for the
purpose of meeting certain PSC objectives. I have never been asked
or instructed to do anything improper regarding subscriber reports.

I have read the above two page statement and it is true
to the best of my knowledge. I have initialed the two pages.

Signed:
Virginia W. Sowell
12-11-90

Witness:

A. F. Bradley

Staff Manager-Security
12-11-90" -

Interview of - . _Manager-IMC

On December 11, 1990, ‘was interviewed and
provided the following signed statement::

070
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"Gainesville, Florida
December 11, 1990
- I ‘, do hereby make the following free and

voluntary statement to A. F. Bradley, who has identified himself

as a Staff Manager-Security for Southern Bell Telephone Company.
I realize this statement may be used as evidence.

.- . Iam old. My birthdate is
and my social security number is. I am employed
with Southern Bell as : . Gainesville, Florida
Division, and my NCS date with Southern Bell is

I.am aware that an investigation is in progress regarding
the false reporting of oOut-of Service Test OK troubles and the
improper coding of subscriber troubles using the CON (Carried Over
No) transaction in the Gainesville IMC.

I have reviewed information initially developed by the
North Florida Headquarters staff that Test OK subscriber troubles
were incorrectly statused Out of Service with no narrative to
support the Out of Service status. The headquarter's review also
determined that on the deviations found they were shown to a
fictional Repair Service Attendant (RSA) . These troubles were also
shown with short clearing times between three and five minutes.
The staff also found that these troubles were falsely created in

the Gainesville small exchanges using sequential telephone numbers
from the Gainesville Telephone Directory.

The intentional manipulation was to obviously increase
the Out of Service base to meet a PSC objective.  The utilization
of the CON transaction removes a subscriber report from the over
24 hour PSC ebjective. Those improper CON transactions were also
an obvious attempt to make sure that the PSC objective was met.

Making these PSC objectives is one of the very important
parts of my job. I also have other objectives along with the oOut
of Service Over 24 Hours that I try to daily make sure stay in
line. These include the Code 4 (Outside Facilities) report rate,

missed appointments, repeat reports, and the total Network report
rate.

07|
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Although the over 24 hour objective is important to me
I have never condoned the manipulation of company records to
include creating reports for the purpose of meeting an objective.
weekly printouts with information on subscriber reports
- regarding Out of Service reports.
If not meeting the objective of 95%,
where we stand in the exchange in question and
do everything possible within the set guidelines not
to miss another Out of Service report.

: at or near the end of a month
we would need several Out of Service reports if we were to

meet-the PSC objective. reports in the dispatch
or screening pool be retested .to see if any reports could be
restatused out of service. If the out of service base

built up we could meet the objective.

It's obvious there has been record manipulation in
center so we could meet these results. As I stated before, I do
not condone and I have never asked anyone to falsify records to
meet objectives. However, because of my constant monitoring of the
Out of Service reports and the fact that I advise
supervisors when we are not meeting an objective, I may have_

unknowingly sent the wrong message to one or more
supervisors.

I personally have not created trouble reports or asked
a manager or craft employee to create trouble reports, or falsify
any other IMC records to meet objectives.

I have also advised employees, especially managers,
that if anybody was making up short duration trouble reports or
doing anything illegal they better stop it. This was 1in "late
October or the first part of November, 1990. . My supervisor, Mr.
Kellermann, had asked me to take a look at my center to make sure
that everything was being reported and handled properly. He was
especially concerned with task building by the outside forces. I
did find some short duration Test 0.K. reports but did not pursue
or investigate the exact reason they were shown cleared in a short
time. I did say as I stated before, that if anything improper was
being done, .they better damn sure stop it.

The Gainesville IMC is my responsibility. I suspect that
the improper actions under investigation were done by one or more

of managers. However, I do not have any proof to substantiate
my suspicions.

-
-
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I do recall an incident in early November, 1990 invglving
a special circuit that had an extended duration time of receipt to
clear in excess of sixty-nine hours. This subscriber report was
mishandled by SARTS, IMC supervisor Jim Powell, and by SSIM
whereby it was not properly closed in EIMOS in a timely manner.
This incident was over a weekend. The trouble report came 1n on
a Friday afternoon and was not closed until Monday morning. Since
Powell "was on weekend duty and he was formerly a supervisor 1in

- S8IM,. I felt that he should have handled the report over the

weekend and not waited until Monday. He was somewhat inexperienced
in the operation of the IMC, so I re-covered him on tpe proper
procedures regarding dispatch and the importance of handling a long
duration subscriber report.

Because of this I told Powell that we would need many
short duration tickets to overcome the unnecessary affect of the
one long duration report. He later asked me what he could do abqut
the long duration report. As I recall, I told him we were going
to have to eat it as there was nothing we could do.

I have been advised that one of Maintenance
Administrators, Billie Sommer, stated that Powell came to her
asking that she make up false trouble reports to offset a long
duration out of service special circuit. She stated that she would
do what the supervisor asked but told him she thought it was wrong
and improper. Sommer then advised that Powell went to me to
discuss the matter. He came back to Sommer and decided that he

would not ask that false reports be made, because he had a guilty
conscience.

I don't recall that Powell mentioned false reports or
that he had a guilty conscience. I only told him that we could do
nothing but eat the trouble. When I told Powell that we would need
many short duration troubles, I in no way was suggesting or
instructing him to create trouble reports.

I have read the above statement consisting of six pages

and it is true to the best of my knowledge and belief. I have
initialed each page and correction.

- Signed:
12-11-90

Witness:

A. F. Bradley

Staff Manager-Security
December 11, 1990"
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Interview of 3 . Assistant Manager—-IMC
- On December 12, 1990, was interviewed and provided
the following signed statement:
i "Gainesville, Florida
R December 12, 1990
- I -, do- hereby make the following free and

voluntary statement to A. F. Bradley, who has identified himself
as a~Staff Manager-Security for Southern Bell Telephone Company.
I realize this statement may be used as evidence.

I am old. My birthdate is
and my social security number is . I anm
employed with Southern Bell Gainesville, Florida as
, and my net credited service date is :
. I report to and can be contacted through
him at .

I have been a manager in the Gainesville Maintenance
Center for approximately six years. During my entire time here
reporting to second level managers, _
and now '+ I have never been asked to do anything
improper with the statusing of subscriber reports for the purpose
of making a PSC objective. All managers, including myself, are
always being reminded that we need to do everything possible within
the rules and guidelines to make all of our indexes. Again, I
personally have never done anything improper or been asked to do
anything improper so that an index could be met.

I have reviewed with Mr. Bradley, a list of Test OK out
of service reports for September and October, 1990, for several
small exchanges in the Gainesville and Brooksville Districts. I
have been told that these records reflect reports that were created
for the purpose of enlarging the Out of Service report base so that
the PSC over 24 hour Out of Service index could be met.

I have no personal knowledge who may have created these
troubles.

-I do recall an incident that happened within the past

threilmonths that involved Gainesville IMC Assistant Manager Jim
Powell.

-
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' @ Southem Bell

Personnel Record
Current Entry Sheet

Services Technician

Form 3181.8
19-831

- B

Empioyee’'s Name Title
Necwork Jacksonville Beach, FL
Department Location
Date Heid By Content Of Interview
©.2/26/91] HRH Dismissed emplovee for inappropriace conduct relaced te his

improper handling or repair reports without customer kncwledge

and in violation of Company practice and policy.

- ] 7 -

Slgneq - _/_:/w___[_,".u P /\..(_//_K’;I-.' 22 Ay )
7 T - g

Dated: T -2l ’

BliEa \
e~ :
NN -
! D 2A 0f
o T3
l DED AT - ==
- Ni‘.- -
1 '—t:- - .
L1 KW A R Vo N
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= SECURITY SUMMARY

5  OVERVIEW: .

b In Florida, the Network Department Staff had determined that

7 a~“problem may have existed where Services Technicians were

g calling in Customer Trouble Reports and subsequently having
such Reports pre-assigned to themselves. In the Southeast

/0 Jacksonville Turf’a special study was conducted involving a

/ two month plus period, and employee was identified

2 as possibly being involved in process described above. 1In

/3 essence, eight situations were identified where customers .

1z’ had called in to report a trouble, with the eight being pre-

1S assigned to , and with closing out the tasks

/0 as completed.

17 FINDINGS:

|18 211 eight customers were contacted. Seven did not racall

14 any trouble with their service and had not called in any

20 trouble condition. One customer did recall referring a

A problem to handled problem per se but had

A ' referred situation as a Customer Report rather than an

2z emplayee report). was interviewed and provided

¢ the statement attached. The statement is self explanatory.

Qs NOTE - there is some evidence to suggest that some "routine"

al type work may have been done on certain of the conditions.

Q27 involved, but no trouble condition existed per se.
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Personnel Record .
. Current Entry Sheet

Zmoicyee’'s Name Title Services Technician
Decartment Network Locanon _J3cksonville Beach, FL
. Date _ I Held 8y Content Of Interview
3-c-¢1 ' HRH Suspended ¢mplovee for three days (March 3, 6, and 7, 1991)

’ for his improper handling of repair reperts. Advised emplove=2

'i that Juture incidents of a similar nature could result in
| more s2vere disciclinary acticn up to and including terminztion.
Also acdvised emplovee of his right to inspect his perscanel recorc.
- ole)

o .

Date:

t

ienzture:

[$1]
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é) . - SECURITY SUMMARY

TeoN T W

/2
3

/4

/6
/7
79
20
22

- OVERVIEW:

A NETWORK STAFF STUDY IN FLORIDA RAISED CERTAIN CONCERNS THAT
SERVICES TECHNICIANS WERE GENERATING CUSTOMER TROUBLE REPORTS
AND SUBSEQUENTLY ARRANGING TO HAVE SUCH REPORTS PRE-ASSIGNED
TO THEEMSELVES. 1IN ESSENCE, NO TROUBLE CONDITION EXISTED PER
SE. THE SOUTHEAST JACKSONVILLE "TURF" STUDIED THE MATTER FOR
A TWO MONTH PLUS PERIOD AND CERTAIN CONCERNS WERE ADDRESSED
IN THIS REGARD.

FINDING:

THE STUDY REVEALED FOUR REPORTS IN QUESTION INVOLVING
EMPLOYEE REEVES. THREE CUSTOMER REPORTS AND ONE EMPLOYEE
REPORT- INVOLVED. ALL THE CUSTOMERS WERE CONTACTED. NO
CUSTOMER REMEMBERED MAKING A TROUBLE REPORT OR REFERRING ANY
TROUBLE CONDITION TO ANY TELEPHONE TECENICIAN. STATEMENT BY

GIVEN DURING COMPANY INVESTIGATION IS ATTACHED. -
MANAGEMENT DID NOT CONDONE MAKING A REPORT IF INDEED NO
TROUBLE CONDITION EXISTED. PER "PERSONAL RESPONSIBILITY"
COVERAGE, EMPLOYEE IS AWARE THAT HE IS RESPONSIBLE FOR HIS
OWN ACTIONS AND ANY QUESTIONS OR CONCERNS ABOUT PROPER ACTION
SHOULD BE REFERRED ACCORDINGLY.

07%
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jeliSouth Setvices 3 lnveSt!gatlve Report
nther: . Qﬁ
ste of Orign: )
FLORIDA _
epcrung Otfice: Invesugation At: Oste:
JACKSONVILLE PANAMA CITY, FLORIDA 2/8/91
ite: Clasaification:

SERVICES TECHENICIAN
"=~ NETWORK DEPARTMENT

e -

EMPLOYEE DEFALCATION

Reporuing Manager: Stenc:

J. G. JEFFRIES FISH

Period Covered By Investgstion:

11/30/90 - 2/8/91

-YRODMIS:

: A Network sStaff Study identified as possibly
generating trouble reports and having the tasks assigned to
himself. admitted generating the two (2) reports in

7 question but advised they were legitimate tasks and cleared

properly by him.

-CLOSED-

e —

Z¢1f¢61
STATF MANACEBASECURITY
—_‘

Spies To:
General Manager-Network
AVP-Labor Relations
..———>General Manager-Personnel
© Operations Mgr.-Network
AVP-Security

*No: FN003-05004

NOT TO BECOME PART OF EMPLOYEE'S
PERSONNEL FILES

(4]

"Restnctea BellSouth Secunty
Information’’
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Soutn Cent.al Bell ')

Southemn Bell PN
BellSouth Services 3
Other: ﬂ‘

Investigative Report

S —

State of Origin: -

FLORIDA
Reporting Otfice: Investigation At: Date:
JACKSONVILLE HAVANA 02-07-391
Titte: ~ - . Classitication:
) - - . EMPILOYEE DEFALCATION
" SERVICES TECHNICIAN " Steno:
2 NETWORK DEPARTMENT Reporting Manager. '
P ' J. G. JEFFRIES WILLIAMS

4

Period Covered By investigation:

02-~01-91 THRU 02-07-91

'.ﬂ

? Synopsis:

Employee

admitted to

generating employee

reports and having them pre-assigned to himself when the

work load was slack.
at a satisfactory level.

He did this to keep his production

CLOSED

Copies To:

ASSISTANT VICE-PRES.-SEC.
GENERAL MANAGER-PERSONNEL
GENERAL MANAGER-NETWORK

AVP PERSONNEL-LABOR RELATIONS
OPERATIONS MANAGER-NETWORK

- .. ~avA A~ A AT~

SECURITY MANAGER

-
-

NOT TO BECOME PART OF EMPLOYEE'S
PERSONNEL FILE

0382

*Restncted BellSouth Securnity
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suth Centrat Belt . l)

tuthem Bell

B R

*liISoun1 Services 3

/

Investigative Report

ther: L —
—
1te ot Ongmn: 5-
FLORIDA
T3 Otace: Inveatigation At: Date:
~ ~CKSONVILLE PANAMA CITY FPeb. 18, 1991
et _ Classification:
N EMPLOYEE DEFALCATION
- £ VfCES TECENICIAN
- 3 :
. NIZTWORK DEPARTMENT fleporung Mansgec teno
J. G. JEFFRIES FISH
Period Coversd By Investigstion:
B ’ FEB. 14, 1991 - FEB. 18, 1991
- _______ I
VﬂODt-lli
6‘ was re-interviewed on February 15, 1991 and

TAFT MaNAG
————

les To:

provided a voluntary signed statement to answer additional
questions and clarify his“previous statement. ¢
generating one (1) report %to cover his time working with law

enforcement on an investigation.

obligated on behalf of the Company to assist.

omse /]

-SaCURITY

g

AVP-Security

en. Mgr.-Personnel
General Mgr.-Network
AVP-Labor Relations
Operations Mgr.-Network

-CLOSED-

admitted

advised he felt

NOT TO BECOME PART OF MPLOYEE'S
PERSONNEL FILES

-

e Na: =1003-05006A

(M)

“‘Restncted BeilSouth Secunty
Informetion’”
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Employee’s Name

@ Southern Bell | _ 19-80

Form 3181-8

Personnel Record - - - - B
Current Entry Sheet

Title Ser vice Tech nicen

Department Ne.*{\uof'l‘: Location Cl‘;'la /C-{

1 Date

Held By

Content Of Interview

3-71-11

35S

Sa...s'.dendeé_ +he é.m/byea i | dg,,[ o r Zm’gcopec'

ha.m{l.'n? ot trouble reports. Mo Serater Droblesws

are exlechked i~ 42w acea.
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sutnem Balt 2 . )

:liSoum Services 3 InVEStlgatlve Report

ther: 4- - . -

tte of Ongn: f
FLORIDA

Sorim3 Oftce: Investigation At: Date:
JACKSONVILLE CHIPLEY, FLORIDA 2/7/91

I: Claaaiticstion:

-

EMPLOYEE DEFALCATION

- SERVICES TECHNICIAN reoore Sarecer Steno:
NETWORK DEPARTMENT poring ger .

J. G. JEFFRIES FISH

Period Caversd By Investigation:

’ 11/30/90 - 2-7-91
‘nopws: /2
? A Network staff Study identified as possibly
# generating repair reports and having the reports pre-assigned to
. himself. On February 4, 1991, " advised he generated employee
A reports only to cover his productive time.

~CLOSED-

N

4

S h
: oproma o A O/ZDZWA-’
ol :
AFT MANAGHER-SECURITY . GENE CURITY MANAGER - NTF
h ]
»es To: )
NOT TO BECOME PART OF EMPLOYEE'S
General Manager-Network PERSONNEL FILES
AVP-Labor Relations
General Manager-Personnel -
Operations Mgr.-Network
AVP-Security
No: FNOO 3_050 0S E “"Restnctlea BaliSouth Secunty

Information™ 0 8 é
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Employee’'s Name

Department

Form 3131

Persaonnel Record B
Current Entry Sheet- - - —

= Title Service Technician

Network

Location 2470 N. W. 38th Street

Date

Held By

Content Of Interview

10-12-9

0 QDY

Termianted __for misconduct of falsifving

-

company documents. & ..o sWL*-—-mSA T, \)\AAQ% L.
S S —
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DISCIPLINE CASE BRIEF

GRIEVANCE NO._22-1CG5  LOCATION__ MIAMI. 7ia. . . . DEDPT. METWORK —
GRIEVANT'S NAME TITLE . SERVICES TECHNICIAN
N.C.S. DATE ) D.O.B.

DATE GRIEVANCE FILED  10/15/90 DATE GRIEVANCE OCCURED_10/11/90

I. DISCIPLINARY ACTION TAKEN

- TERMINATION /70-/2-90

IX. REASON FOR DISCIPLINE

: EiSCONDUCT ASSOCIATED WITH FALSIFIED TROUBLE REPORTS.

—

ITI.CHARONOLOGY OF FACTS RETLATED TO THE DISCIPLINE

SEE 4TTACHED.#- gdi;:izaw -

/8 1A F e

-8 o Z%u-fb—w
///0 :Jo 5o ﬁfi——/d dioe  f2.7. 90 /_%_‘_7‘7.._,/.J

Iv. APPQAISAL OF ACTION TAREN

INVESTIGATION OF QUESTIONABLE TROUBLE REPORTS WITH CUSTOMERS

AND FIELD OBSERVATIONS. , =/ & P

V. OUONION'S ARGUMENT

UNJUST TERMINATICN.

VI. COMPANY'S ARGUMENT ’

AFTER AN INTENSIVE INVESTIGATION, IT WAS FOUND TEAT THE GRIEVANT
DID INDEED FALSIFY TROUBLE REPORTS.

VII.POTENTIAIL, WITNESSES

C. D. CHASTEEN
ROGER GEORGE
JIM KREITZBUR3

= WG ~/ N
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CLOSSAPY OF TERMS

“The Number 247-Refers to

D.C.W.S. -Display craft work‘sumﬁary. Employees daily
vork log made-by the computer using informacion supplied
by the employee.

6571-Report that show the employees work operation om each
job. This report is completed by the employee.

PAO-This is a status given a report that means the report
has been preassigned .to an employee. This function has to
be completed manually. .

DLETHE-Display long extended trouble history.

AIRO-Automatic interactive report ordering. This is where
a customer call repair service and while using a touch-tone
phone they answer a series of prompts about the reporc.

BDO-Bulk Dispatched Out. A report given to an employee who
has already been preassigned a report. (This is done Manually)

X-BOX-An interface location between two or more cables which
allow employegs to place a wire between two different cable
pairs. ’ t :

S 0 3 7



GRIEVANCE - - - -

The <company position is that ' falsifi=zd records bu
cr=ating trouble rzportc via the AIRO systz=m when troubls conditions
did not wist. and charged esxcessive Lime to the clzaring of thsess
non-—<: ]sr~n? problems. Whil= was in the-.arza of most of

the fictitious rzports,. all of thess reports wsars pre-assiaganzd to hia
at his requszst. asnd non:z of the 25 customsars involved in thess:

reports indicatz that thzuy had filed a report nor did they indicats
that thers were any problsans.

~e

The ° company inwvsstigated over 25 &
trouble report=zs shortlu after AIRQD  report
conductzd in the division. In oanly two cacse
falsification wverifiable. and termination uwa
in both cases.

chnicians uwho r=c
5 had been Filed wa

(NI —c ﬂ'
b
Qa
n
g
- <
N a
—_
3

The period of

_ 2vizw in this cass was limited by ths amount of
data available in

r
hz data bass. 3nd consisisd of work reporis

t,
.complstzd from Augusi 1S5 through October 4. The investigstion was
r

completed on Octobe 11,  and was tarminated after he wes
unable to =xplain the discrepanciszs on October 12.

The campany afforded the union and thes =mploues the opportunitu
to identify work don= both during thez investigation and during the
Jarisvancs procsss. Th2z various excusszs of mis—coding r=ports, over-
reporting timz %o minor troublze (such as 1-1/2 hours to repair a
Jumps=zr  in & cross-box which is a two minute task). lack of knouwlezdg=
of procsdur=s and closing troubles +to items that ars difficult o
verity (such a&as reterminating jumpers or changing cut carbans a3t the
interface do not convince the company that reasonable doubt can b=
created in this cCassz. Not onlu is thes gquantity of unsubstantiatzd
reportzs cignificant, but 3 review of the zmplouysze’s past several
months aciivity indicate that knowlzdgz of coding, filing of =mplouse
reports and  time reporting is zvidenczd. In fourtzen of the tuanty-
five Jinstances (548Z) the invalid rzport was the emp loue=’5 last
troublz of th= day. The primary closz-ocut cod=s us=d bu
were  "defective carbons®  (which cannot  be d~+~ct~d bu sight from
distant cross-boxzs) and "brokzn jumpzr in cross—box™ (which nnlq
requirses Lwo minutezs to correct) contribute to the companu’
conclusion that the reports wezre fraudulzntly nterzd into the
system.

nl'

The Manager-I8M/SSIM has detailed trouble historizs on all the

accounts involved and results of the investigation on =ach rszport.
It <should be not=d that 2§ troubles 211 within thz paramsters
studizd in this sampl=. A completz review of the technician’s

troublz 1logs for all activity during the two month pzriod was not
includzd. thersfore we did not ascertain the validity of other
troubles closed by the tachnician during thic timz frame. 0f thsz
sample of 26 items reviewsd, 25 (?25Z) were found to be falsifi=d.

-

Based on the findings of thz investigation ths company was
justifisd in terminating .

090
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TROUBLE REFORTS

fugust. 1220 -
8-13-%0 Report reczived at: 2:35 F.NM.

Fre-assignzd to H2437 ¢ at: 2:09 F.N.

Dicpatched s=lf to premis= at: S$:28 F..

Clzarzd troubl=z at: 6:30 F.M.

Report cloced to: Defective Inside Wirs
- ¥a3 31 The ¢2mz address on his precziding trouble. An AIRO
report was recsived  and pra—fssigned to ' for a differsent
apartment in  the complen. Th customzr IS not swar: 3 problem
with thsir cervice and did not fil= a r=sport. This was tiths
tzchaician’™s last report of the dau. '

2-23-90 Report reczived at: 5:29 F.n. (1ﬁ*‘°“‘6

Fre-assignz=d to #247 at: 5:23 .m.
- Dispatched s=1f to premiss at: 2:37 F.

Clzared troudble 537 $:30 F.m.

Report closed to: Open é-pair tarminal in the building

was at the samz location working on another line earliszr in
the day. aAfter he went to asnother location for his next JOb an AIRO
report was reczived for the fax 1line st this custome=r’s premiss.
This r=port was pre-ascsigned to who return=d to the sits
of his_ zarlizr work activity. The customzr knows of no problam witk
the fax line and did not file the report. This was the technician’s
last report-of thes day.
B-24-%0 R=zport received at: 4303 F.n.

Pre- ssignzd to H247 at: &:18 F.M.

Dicspatchzd s=lf to premiss at: 5:26 F.M.

Clzaraed trouble: at: 5:30 F.n.

Rezport closed to: Defective carbons

wss 3t 3 Ltrouble served by the same cross-box. houwaver the
reporf was closed out to defective carbons. This iz not an item thas
zan  be found bu visual inspeciion at the cross-box, it must be testac
and cleared st the premissz. The customsr is not aware of & problzne
and did not file 3 report. This was thez tazchnician™s l1ast report of

the dauy.

8-25-%0 Report received at: 2:29 F.OM.
Fre-assigned to H247 at: 2:32 F.M.
Dispatchazd s=1lf to premise at: 3:57 F.n.
Clzarsd troubles st 4:30 F.M.
Reporti clos=d to: o< ire at the prot=sctor

=W :

was at the premi = wor king on another troubl=. This it=r
was <closed out to a looss wirs, which indicated took on=
hour to clezar (the work opzration should required no mors than 3-iC

minutes isolation &and clearing timez). Thic uwas his last troubls of

the dau. The customazr is not sware of 3 problem and did not file :
r=port. This was thz technician’s last report of thez day. Althougr
pre—assignaed Lo at 2:52 F. n-. he did not dispatch hins=1+

to the troubl: until 3:57 35 noted in tha D=etailed Troubls History

for this numbszr.
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3-28-90 Report receiveed at: 12:13 F.NM.
Fre-assigns=d to #247 at: 12:18 F.N.

CGispatched s=1f to premise at: 1:27 F.M.
Clzarsed troubl:s at: 2:00 F.NM.
Report clos=d to: D~f~ct:v~ carbons
was at ths same address. but was working at a different
gpartment in the compl=: on his pr~c~d|ng troubles. charg=d
o= hour to  the raplacement of defective carbons. far in excess of
the average work op=ration tims requirsed, immzdiat=ly preceding his

R

lunch hour. Thz customzr is not aware of 3 problzm and did not file
a report. Although pre-assigned to at 12:13 F.M.. h= did

not dispatch himszlf to the troubls until 1:22 F.M. as noted in the
Dztailzd Troubls History for this numbszr.

8-2%2-?20 Fzport reczived at: 2:34 AN,
Fre—-assigned to 8247 . at: Mot pre-assigned
. Dispatchz=d s=1f to premiss at: 10:42 A.N.

Clzar=d #®#rouble at: 11:45 A.M.
. Fzporti clossd to: Found 0K
Th=z irouble report was made by the customer.

8-29-70 Rzport received at: 9:27 A.NM.
Fre—assigned to #247 at: 9:31 A.0M.
Dispatchzd s=1f to premise at: 7:37 A.NM.

r 2
- Clzared troubla at: 9344 a.nM.
Rzport closz=d to: Missing cross-conn=ct
This AIRO™ report was recszived and pre-assigned to uWithin
four minutes. His preceding troubls was not in the arsa. slthough h&
had been in the samez cross-box the day before (2/22/50). There wa
no repart pending nor had thers been s problem rwpﬁr =d pP~v10u=1U-

The cusiomzr is not awarsz of a problem and did not file a report.
2-320-70 Fepori received ats 12:32 F.N.
- Frae-ascigrned to 8247 ats 12:45 F.M.

Dispatchzd s=1f to premise at: 1:05 F.A.

Clezar=d troubles at: 1:25 F.M.

Rezpori closed to: Broksn wirs -

was not at this location, but thz customsr iz served by the
sam=  cross-box as his preceding  troubls. Review of s
&3717¢  (paper ticket wmaintained by the tachnician) indicatz that hsz
picke=d wup the t ~ouble immediateluy after lunch. The customszr is not
awarse of 3 problezm and did not file a report .
3-30-79 Rezport received st: 4:42 F.M.

Fre-assignzd to K247 at: 4:47 F.M.

Dispatchzd s=1f to premis:z at: S:00 F.M.

Clzars=d troubls at: 6:30 F.AM.

Report clos=d to: Trouble at the protszctor
. uznt to this address, which was thes sam: as his pr=ceding
locstion. Hz clos=d out thz troubl: to 4 dzfzctive protzctor.
Inspzction of thz work locstion indicates the protzctor had not bz<n
replacs for an zxtended period of time. The customer is not awars

of & problem and did not fils a report. This wss the technician’s
last report of ths day.
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8-31-90 Report rscsived at: &:26 F.M.
Fre—-assignsd to #247 at: &:33 F.
Dicpatchid sz1f to premicse at: &:37 F.m.

Clzared trouble at: 5:45 F.m.
Report clos=d to: Dzf=ctive carbons :
was at th: same addr=ss on his przceding troubls, but
closed out this report for another apartment in the complex. The
troublz was clos=d to dzfective carbons. which must be verifisd by
t=sting. Thz customer is not awars of a problem and did not file a
report. This was the tichnician’s last rzport of the dau.

peiind <A b A S S SN 4

9—3—90. Report recsived at: 1:34 F.nN.
o Fre—assign=d to H247 . at: 1:39 F.M.
Dispatchzd s=1f to premise at: 2:45 F.M.

. Clezarzd troubls 3t: 4:30 F.AM.
Rzport closed to: | Proken jumpsr in crocsz—bosx

was not sl this addr=ss on his preceding trouble. aslthough
both customars were served from the same cross-box. The emp loyss’ <
8371 indicatzs trouble closed out to a broksen jumper. uhich hs
chargzd 1-3/4 hours to at the =nd of the day. The customsr is not
aware of a4 problem and did not filz 3 report. Although this troubls
was pre—assigned to at 1:32 F.fi., h= did not dispatch
himszlf -to the troubls until 2:45 F.M. &5 notad in the Detailad
Troubl=z History for this number.

"o

?-6-99 Report raeceived at: 3:02 F.M.
Fre—-assigned to #247 at: 33107 F.M.
Dispatchzd self ito premise at: 3:49 F.M.
Clezared trouble at: 3:55 F.M.

Report closed to: Dafective wirs

was at this premise installing servics
Th= #IRO - troubl:z was on another number at the =
w2 was working at, and it was pre-assigned to
not suware of a problem and did not file a report.

7-11-99 Report received at: 12:32 Fonm.
: Frz-assian=d to #247 at: 12:23 F.N.
Dispatchad self to premize at: 12:44 F.fM.
Clzared troubls at: 1:15 FP.M.
Report closed to: Defective tzrminating uwirs
was not at this addr=ss on his preceding troubl=s. but both

customars are served from the same cross-box. The =mplouss &571 and

the closed troubl: both indicatz that thes work dons was on the
terminating uwirs, uwhich requirss him to bz at the customsr premics.
The customzr is not awarz of a problem, did not fils a report and did
not providz access to any telesphone company zmp low=e during this tims

frams=. The rzport was filzd immadiatzly bzfors the =mployszz’s lunch
hour.

-
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e-13-90 Feport recsived st 1:S7 €.m.
Fre—-assignzd to H247 a4t 2:00 ¥.Mm.
Dispatchsd s=1f to premiss at: 3:48 F.ift.

Clzar=d troubls at: 4:45 F.M.
Rzport closzd tcg: No narrative given, bdut th= cods ic for
4 dzfective OQutside Hetwork: Interfacse
uas not at thic asddrzss on his przcading traoubhls_ but bothk-
customzrs  ars served from the same cross-box. B did nat haw=s a 4571

on Lth=  job. This troubls was last report for thz day.
Thz  cusiomszr - is not asware of 3 problem and did not £ils a rEport.
Although  this troubls was pre—assignsd to at. Z:00 F.M., h=:

did .not  dispatch himseif to the trouble until 3:42 P.IT. 3= mated in-
the D2tsiled Trouble Historu for thics numbsr. '

-~

?-17-70 Rezport received st $:53 A.M.
Fre—ascignzd to #247 at: 9:59 A.0m.
_ Dispatchzd s=lf to premiss at: 10:12 A-M.
Clezarad-trouble at:.10:20 A.M.

Rezport closzd to: Open &t jack

Was in this building on_ his przceding troubl=,. sithough he:
W3S work ing N another custom:zr’s complaint. Hz clased this:
particular trouble out to a jack problem at 1031 A.M. The customes
did not place 5 trouble report until 12:02 F.A. on the sams dat=. armr
hour and a half after left the premisss. Ths customer
statezd that he did not place the sarlier Hgubls m=gort.  and
acknouwledgszs that 3  tzlephon repairman came out o F18. Thig
trouble was also on - log and work was perform=s on 9718,
which wis clozed out to & wiring problem. :

[

14

F-20-90 Report received at: 11:54 A.N.
Fre—-sssigned to 8247 ats 12:05 P.A.
Dispatched self to premiss at: 1:14 F.8.
Clzared trouble ast: 1:45 F.l.
_ Rezport clos=d to: Upsn wirs :

#as &t Victorias Hospital on hic preseding oroublz. This
trouble was reporited into AIR0 for another nusbsr Cay assaciate sir
the hospital with a separate line not billied to the: hospital). Thes-
cusiomzr i3 not  suware of a problem on this line and did mat file a
reoort. Although this troubls was pre—ascigned to . at 12305~
F.n.. he did not dispatch himszlf to the trouble until 1214 F.M. as.
noted in the Detailed Trouble Hicstory for this number.

?-20-%9) Report receijved at: 2:52 P.oM.

Fre—assigned to H247 at: 2:04 F.nN.

Dispatched s=1f to premiss at: 4:00 P.A.

Clzarsed trouble at: 4:35 F.M.

F=zport clos=d to: Broken Jump=r in cross-bo:x

was not at this location on hic preceding trouhl=z, althouagh-
both numbzrs are served from the sam= cross-box. The customar is not:
awarsz of a problem and did rot file a r =

zport. This was
last trouble of ths dau. -
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92-21-79 Report received st: 2:1%7 F.M.
Fre-assigned to H247 'at' 2:23 F.
Dispatchzd s=lf to premises at: 2:31 F.M.
Clezar=d troubls at: 2:45 F.N.
Report clos=d to: QOpen wirs .
was not at this location on his pr=ec=sding troubls, although

23

n.

both numbzrs are served from the same cross-box. The rnport Has
clos=d out to a op=n wire. uvhich requires him to bz at ths customser
premisz to parform work. The customzr is not awars of a problem, did

nat . filez a3 report and did not provids access to the pr~m|s~s for a&anuy
t= l—phon~-~mp10u-- during thls timz fram=. ‘

7-21-290 Report reczived at: 2:3%9 F.M.
- Fre-assigr=d to H247 a+: 3:41 F.
Dispatchad s=1f to premisz at: 3:46 F.N.
Clzar=d troublsz at: 4:30 F.nM.
Report closed to: Defective carbons
- was at the same address on his preceding troublz. An AIRO
report  was  reczived  and prE-sssiagnsd  to Tor 3 differant
‘apartment in  the complex. The customer is ot swars of a problem
with thsir ervice snd did not” file 3 repor This was ths

zmp louwzz’s last trouble of the dau.
?-22-9¢ Report rereived at: 3:0% F.M.

Dsspatghej s=1lf Lo premisz at: 4:26 F.n.
- Clzarsed trouble at: 4:28 F.M.

Feport closed t0: Defactive wire e

was not at this location on hic preceding troubls, although
both numbzrs ars served from the sams cross—-box. The customzr is not
awar= of 3 problem and did not file 3 report. This was
last trouble of the dau.

F-24-70 Report received st: %:12 F.n.
- Fre-assigned to H247 at: 4:40 F.A.
Cispatched s=1f to premisz at: 4:45 F.n.
Clzared trouble at: 4:50 F.N.
Report closzd to: Defective wire at asrial terminal
was not at this location on his prec=ding troubls, bzing
six blocks away. This number is served from the same serial t~rmina1
as  an  =zarlier installation order was assighed during ths
dau. Thz cusitomzr is not aware of 3 problem and did not file a
rzport. This uWas last trouble of the dau.

§=-27-50 Rzport received at: 4318 F..

Fre—-assignzd to H247 at: 4:
Dicpatrhvd szlf to premise at: 4:42
Clzarzd troubls at: S:00 F.M.
Report clos=d to: Opzn wirs
was not at this location on his preceding trouble. although
both numbsers are szrved from the same cross-box. The customer is not

awar= of 3 problem and did not file a report. This was
last troubls of the dau.
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?-28-%0 Report r=aceived at: 12:069 F.M. .

Fre—-assignzd to #247 at: 12:14 F.N.

‘Dispatch=d s=lf to premise at: 12:22 F.M.

Clzared troubls at: 1:00 F.M.

Report clos=d to: D=f=ctive houss cabls=

was at the saem= building address on his pr=sczding troublsz.

An AIRO  rseport was recezived and pre-assianed  to for a
different gapartment in h= complezx. The customzr is not awars of a
probl=m with thesir sz2rvice and did not file a report. This troubls
octurrszd immzdiatzly bzfors the zmplousz:z’s lunch hour.

o+

P-22-5C . ~eport received at: 2:03 F.on.
Fre—-acssi :- - 2247 at: 2:09 F.n.
-~ Dispatchzd s=1f to premiss - 2200 F.n.
Clzar=zd troubls at: 3:22 F.M

3:23 .
Rezport clos=d to: Dzfective car

- was not at this addrzss for his preceding troublz, houwszver,
both customers are served from the sams

c

samz azrial terminal. Defective
€arbons cannot be visually detected. but must be tzsted for and
corr=cizd at the netuwork interfacs at ithe living unit. Thes customer
iz not awars of & problem with thzir szrvics and did not file &

r=port.

October, 1290

—_——e—e et —a

10-2-90 - Report received ats 3323 F.ql.
Fre—-assign=d to H247 at: 3:35 F.M.
"Dispatchzd s=1f-to premiss at: 4:15 F.M.

i
Clzar=d trouble at: 4:45 F.NM.
Rzport closzd to: Open jumps=r in cross-box .
was not at this address on his preceding trouble. The
customzr is not &awars of a problem with their szrvice and did not
file a report. This was the technician®s last report of the dau.

10-4-90_ Report received at:-11:07 &.M.
Fre—assignad to §247 at: 11:13 A.NM.
Dispatchzd s=1f to premisz at: 11:29 A.M.
Clzared troublsz at: 11:40 A.A.

Rzport clos=d to® Dafzctive incsid:z wire

was at this location working on a servic

report  was  reczived on the ather line serving the
was =videnc=d wupon inspection. The customsr i
problem with their szrvice and did not file s report.

ordzr. Ths AIRO
uctomzr. No work
not avars at 3

1 "' | |T~

MOTE: During this p=riod. schzdulzd tour was from 8:00
A.M. to 3:00 F.M., with a 12:00 to 1:00 lunch hour.
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@ Southemn Bell | o

Employee’s Name

Personnei Record - B
Current Entry Sheet

Tie Service Techncian

Department Network Locanon 1550 Lenox.Ave.
Date Held By Content Of Interview
10-10-9 OQ%Q Terminated for misconduct by falsifying
] > |companv documents, T TTe—

_ gt
097 _L
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/) October 10, 1990 ' : S _

A Time-11:17 a.m. -

ice Arrived at 1450 Lincoln Rd., assigned trouble address for

& - His truck was not parked in front or rear of building.
s Contacted Control Supervisor Silvia Lom-Ajan to see if S. T.

e had closed out this trouble. Was advised that trouble was still

7 in his log also that he had a preassigned trouble at 20 Island

3 Ave. Bell Plaza Building.

1 Time-11:32 a.m. .

/% Drove to Bell Plaza Building and could not find

/ R

truck in either parking lot east or west.

—_—

/2 Time-11:40 a.m.

13 : Drove back to 1450 Lincoln Rd. to see if S.T. was now on job.
/% He was not. )

1z . Contacted Sub Mrs. Betty Habif telephone number 673-1804

/6 to see if in fact S.T. had made a premise visit. Mrs.

17 Habif said she had answering set on hér telephone line. I asked
/3 her to play answering set, she said a message was left on set

19 that S.B.T. man had called her. I asked if telephone man had left
20

her a card on her door informing her of where and who to call in

2/ . her absence. (NOTE: S.T. to leave No Access Card when he makes
QA pPremise visit. Standard Practice of S.B.T.)

Q3 — ;

She said she found no cérd at her front door.

2% Time-11:50 a.m.

P I paged S.T

and he called me at my car parked at
26 1450 Lincoln Rd. at 11:55 a.m.

27 JB Question- where are you?
a3 Reply From JE-I am at X-Box 121 Ocean Dr.

21 JB Question-What are you doing there?
30 Reply from JE-I am picking up trouble with CMC terminal address
3/ 20 Island Ave.

32 JB- ‘Meet me at my office at 1550 Lenox Ave. at 1:00 p.m. .

33 Reply from JE-Ok I will see you. (John Bowers) at 1:00p.m.

34 At this time I called my Manager C. D. Chasteen and
35  advised him of what had taken place with .
K4 ™ He said he would be in my office to speak with at

37 1:00 p.m.
38 Time-12:50 p.m. from my office JNB =

3? D. Chasteen called Bell Plaza and asked a Mr. Tarrant if he
40 had placed a report that his telephone was out of order.

4 <

Mr. Tarrant said no he had no telephone trouble at this time.

097



w4

S R U R BN W N

~.
5% 8%

<X

X

~
-~
N

\
(=

B Yy s

p
W

=

) 9
MEQE

s

W W
Sod

24

October 10, 1990

1:05 p.m.-1550 Lenox Ave.-J. Bowers Office. =~ - -

CDC Question-Were you covered on these 8 items by vour supervisor
J. Bowers. See attached list.

Reply-Yes I was covered on all items. . was given list to
read.

CDC Question-Account for your time from when you first picked up
trouble (1450 Lincoln Rd.) 45 min.

Reply>I went to Bathroom-lst St. and Ocean.

CDC Qdesﬁion¥Why did you go all the way to Ocean when you haye key ta
C.0..1550 Lenax?

Reply-No Answer.
CDC™Question-Tell me where did you go for 45min. unaccounted time?

Reply-No Answer.

-

CDC Question-Who preassigned trouble at Bell Plaza?

Reply-M.A. Jackie called me. Then said no she did'=nt.
called h . \/-\_- - ——//\/\—\__’_‘

CDC Question-Who called trouble Bell Plaza to CRSAB.
Reply-I didn't know.
Reply-The maintenance man paged me.

CDC Question-What is friends name (Bell Plaza)?

. . Reply-Could not remember name.

CDC Question-Yau can't remember friends name at Bell Plaza ghat
called you and he has your page number.

Reply- I think his name is Steve.

1

CDC Question-Called Bell Plaza and spoke to Mr. Tarrant(In .
presence and min JNB) Do you have nay telephone trouble and did you
make report or did your employee Steve make report of telephone
trouble.

Mr. Tarrant reply-I do not have any telephone trouble agd I do got
have a employee by the name of Steve. Someone is playing a trick
with you..

CDC to -Lets go to Bell Plaza and see Steve.

Reply-Forget it, I made trouble report myself and no one else

involved in maintenance center. I called Jackie in maintenance center

and asked her if she had trouble telephone number at Bell Plaza.
She found trouble and I told her to assign Bell Plaza trouble to me

/00



Oa‘ >er 10, 1990

C.D. Question-Why did you do this?
Reply-Cover my time as I was falling behind in my work.
C.D. Question- do you know I have seven other trouble reparts

credited to you? All seven customers say they knew of no trouble

on there telephone service and that they did not make any trouble
reports.

Reply-Do what you have to do.

v 0 NeHE WM N

* CDC to JINB-Have . . 4 in my office at 2:30 p.m. 10-10-90.
CDC- did your supervisor John Bowers instruct you or tell you
V74 to make these reports.
/2 ‘reply-No John Bowers did not tell me to make these reports.

o

/1= . Service Tech.
/9& CDC-David Chasteen, Mgr. I&M Miami Metro
Vg JNB-John Bowers, Asst. Mgr. I&M Miami Metro

n - o—%‘ﬁ&w@/

17 ASST #sx.
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Soutiem Gell 2 . . . ~
K investigative -Report
Belifowik Servioes 3 2
Other: 4’
" » et Coagame
rtloricda -
Aaporang Othos: ESRgEDON AL ! O=e:
South Florida l Miami, Florida | l0/30/90
Tioe- [~ ... |
‘0 y i . MANAGER (SUSPECT) EMPLOYEE DEFALCATION
74 ——= .
> ASSISTANT MANAGER (SUSPECT) Aesarong Mansger: Stana:
‘ H. BOOKER jl
'3 OUT OF SERVICE TROUBLES
- W@-—a”m
. 10/15/90 to 10/30/90
o
48“_-;

-

The South rFlorida Security Office was requested by Ms. Linda Isenhour,
2neral Manager-Network/South Florida, to investigate irregularities noted by the
2adquarters Staff-Network, on a review in the North Dade Division. The review
>ted that it was "apparent that customer trouble reports were deliberately
inipulated in order to meet a Public Service Commission Index.

’ Interviews and signed statements obtained from ] and Diane’
lwards, Assistant Managers, supported the staff findings. The interview and
igned statement obtained from also identify problems which support

e staff findings. J. W. Sellers, Operations Manager, when interviewed, denied
w knowledge to support the staff findings. The remaining interviews and signed
-atements from Bertha Brooks, Maintenance Administrator, Clyde Borne, Associats.
:nager. Alexander Moir, Assistant Manager, could neither support or deny tihe
:arf Iindings of apparent manipulation of results.

’ The results of this investigation were discussed with J. W. Sellers,
>erations Manager-Network. :
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1 Associate Manager-Security eneral Security Manager
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’sistant _Vice President-Security
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ral Manager-Personnel T etrre ors 2*¢¢<~“’““4;“;41" .

ALy
- 3-161

T — 02

GO Y23 —



~ investigative -Report

e =
>(. » af Qg

Florida -
?
’mm MTASDgEDION AL " I Oste:
HA South Florida | Miami, Florida | 10/30/90
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' - ASSISTANT MANAGER (SUSPECT) Aeoorng seneger: Beanor
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The South Florida Security Office was requested by Ms. Linda Isenhour,
2neral Manager-Network/South Florida, to investigate irreqularities noted by the
eadquarters Staff-Network, on a review in the North Dade Division. The review
dted that it was apparent that Customer trouble reports were deliberately
anipulated in order to meet a Public Service Commission Index.

Interviews and signed statements obtained from ] and ﬁiang
dwards, Assistant Managers, supported the staff findings. The interview and
ignea statement obtained from also identify problems which suppor:t

1e staff findings. J. W. Sellers, Operations Manager, when interviewed, denied
1v knowledge to support the staff findings. The remaining interviews and signed
-atements from Bertha Brooks, Maintenance Administrator, Clyde Borne, Associate.
inager, Alexander Moir, Assistant Manager, could neither support or deny the

&z Zindings of apparent manipulation of results.

,The results of this investigation were discussed with J. W. Sellers,
Jeratlicns Manager-Network. ’ '
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AF-3181-8-8S

BEL LSOU TH | | F;eréonnel Record | T esa

Current Entry Sheet B
Emoioyee s Name f’tle‘ oy - ..
o Facility Tecanician
Deoanment e twork-DS i flocation 5800 Catherine Street
: : Emp's. I
Date ° Heid Bv Content Of Interview Initials

L-12-90 WTH ° Counselled on his fajlure to accura'cei:r

' and properly utilize telepnone’ ccmpany reporting procedures.

———

.
-

3 1
Emorovees Shail Be Aavisea Ot Eacn Entry Ana Reminged Ot Therr Rignt To Inspect Therr Personnes Recora. The Emoioyee Shouid Attix / 0 L)‘

Hisrmer Signature Anc Date Acxnowieaging That HesShe Has Inspectea The Entry. Acknowleagement Does Not Imoiv Concurrence.



) BELLSOUTH

W N NQ YNNI o

Y &

Employee’s Name

. Oepantment /}7.0)(/0/;7‘/.

Personnel Record
Current Entry Sheet

qFJ181-8-8S

(10-84)

B

'Title F/qf. N TEC /_/‘

Location 200 CA% er 112 st - /Qd o

Date , Held By

Ciantant Nt tntgrview

Emp'’s.
Initials

Wieved Ev _his falsi€-

Catrod oL /’pmﬂ/(noc/ f‘CCOrdS T his

Occuvrved o8 3-3-90 ohed he will-

£u [/x/ct kKpowaly refdorted o drowlle

C/ear, ele s’ ‘fﬁou,qln he twed fe

hed AJO'I’ Corrected +t e ﬂ/bé/elo(,

' E/lﬂ/ovee_ aduvised of Ars ris4t 1o

¢-2-70

/Z50

78 ‘noec,ff‘ ;Cérgouil. recovd,

Ty ar L e

-Z:f M b4/ ;/,(ﬁf"/z—y

22 v .. Pz

4

Wa

Emoloyees Shall Be Advised Ot Each Entry And Reminded Ot Their Right To Inspect Their Personnel Record. Tha Empioyee Should Attix

His/Her Signature And Date Acknowiedging That He/She Has inspected The Entry. Acknowiedgement Does Not Imply Concurrence.

J0S



W

~

NI

NORTH FLORIDA
SPECIAL STUDY .
SALES RELATED DISCIPLINE

-Service Rep

Jacksonville, FL

3-1-90

ATTACHED:

Counseled for issuing a service order with Custom Calling features
different than the customer requested.

Form 3181-B Current Entry

No Grievance filed
No Security Investigation
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Service Rep ‘ : L -

(wszoa, FL
3-12-89

4-16-90

- ATTCHED:

Suspension for falsely reporting sales items on service orders.

Suspension removed. Special discussion entry placed in record in
settlement of grievance.

Form 3181-B Current Entrie
Form 3G3A Record of Grievance
No Security Invastigation

6.
Service Rep
’ Ccocoa,  FL
£ ... 9-26-89_—

Suspended for falsely reporting sales items on service orders.

Suspension removed. Special disScussion entry placed in record in
settlement of grievance.

Form 3181-B Current Entry
Form 3G3A Record of Grievance
No Sscurity Investigation

Suspended for falsely reporting sales items on service orders.

Form 3181-B Current Entries
Form 3G3A Record of Grievance

4-16-90

7 ATTACHED:
§
1
b

7.
) Service Rep
7 Cocoa, FL
t 9-7-89
g ATTACHED:
b
7
3

Security Investigation

/07



Form 3181-8

// SouthernBell - . | B
2

Personnel Record B

Ky Current Entry Sheet

,é Emoployee’'s Nam " — . ) Title W.CL/ éﬁj

2 Department /,W W Location %Z Tt 1L

/o‘ Date Held By . Content Of Interview ) |
VY27 Loteneell A Ui L
8 Y 2L : . ’ |
7 .

/6.

V4 -

/2 _

/3 B

/7
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0S: 1i. Yl ot oo ol Lol
.Form 3;98}8.08
@) southemBell o e
Personnel Record B
- Current Entry Shest
Employee’'s Name / - Thie Sg/e‘//ce KEFKESEA}'/—-ﬁﬂbE:
Department C’i/.)' 72mER Sep i E S Location MGK,Q/ 77 ‘.ZSL A D
. -Date -1 Held By Content Of Interview

/9F

SPEUAL R=VIEL AND DisCcIsS/on] HELD L)ITH |

9 /11/3

EMPLOY & REFEREANE HANDIING  COSTOMER

£ '
OPNTACTS AND REIAEED RECOEDS 1A _Aal L

ALPROFPRIATE BUSIKIESS MANNER

e

o —— —g—

/09



THIS SPACE FOR

. CWA STAF® WFICE Record of Grievance between ThESEE :oun :c::'
" UsF o . . . on (3.87

recemen ‘R-- 395 Communications Workers of America and

caRD 0 Bellsouth Advanced Systems . —

- O Bellsouth Advertising and Publishing

FINAL DisPOSITON O Bellsouth Services - PT————

cooes O South Central Belt S $9-0c0t- 270/

(3 Southern Bell To be assigned by
EWaA Suate Office
1. Grievance Date Specific Locabon & State
*  Occumed 09-12-89 Merritt Island, FL. 32952
i
Department *Tige | Hf Applicable Local No.
- ) . . N7A 3101
. 2 "Grie'ving Employee Name_ of Employee or Work Group Departnent
7 Or Work Group Address Car. Swr
3,, _Involved - - | Job Tite_ ; - 7 N.CS. Date Senionity Date
P Sexvice Rep.
? 3. Union's Statement ~~ ] UL JUST suspension
of What - — .
Happened

4. Specific Basis of
Grievance or Section
of Contract Involved

Arccles 11, 18 and other applicable sections, the true intent and

‘meaning of each; and the failure of the Company to perform its obligations theraunder.

S. Date Grievance Filed / g~ 20 - OP 7

oranaedly) 7 'QA//:z o 7 S 2e—F

Union
The employee was suspended for one ‘day due to midconduct im conmection

6. Company's
Statement with falsely reporting sales items on service orders.
of What Happened n -

7. Proposed The disciplinary action taken was sppropriate and just.
Disposition- o
Second Level

Signed:

;Jn- e/ ’/
Comoany Representative Date 37/

/Zo

8.0 Accepted O Rejected G{ppealed

‘. @m . 77%/’. 2
Dl e 4

Daie §//7

9. Téue Intent Question Exists: (lYes O No

True Intent Question Exists: 0 Yes O N{

Sighed: Signed:
Union Representative e = . _Date Company Representative Oate
10. Authorization to Fumished By tle LIl Received By: 1o IS ™ 11. Union First
Inspect Personnel Union Represeniative Company Representative Requested Meeting - 10-20-39
Record« bate (J9-29-89 bate  (09-29.89 Second Level Date
12. Proposed Suspension to be removed i i i e
Disposition - made - "Special review and discussion held with employee reference handli}.ng
Third Leve customer contacts and related records in an appropriate, business manner.
Signed: -— , , -
. l . . » . -
Company Representative o /Z~( ¢z L\ A, Date Zj / s /"

13. ) Accepteg [ APPE2ed 0 4t tevel (SCB. SB onty)
. [Applicable to contractinterpretation oniy]

O Rejectea O Arbitration Requested (See Lines 16 & 17)

Signed:
Union Wlmm M :ﬁ—_
| =gl [~

14. Proposed
Disposition -
Fourth Level ~
Sgned:
Company Representatve Date
15. O Accepted  {JRejected (3 Arbitraton Requested Signea
Urnion Representative Date

PREPARE S COPIES

//0



Foem 3G12

Revarse 15.8°
16. Company's
Position
(Third Level)
Signed:
- " Company Representative Date
17. Union’s bl
Position e
(Third Level)
Signed:
Union Representative ° Date
Date of Conference Level at Which Conterence Held Union Committee Chairperson Company Committee Chairperson
18. Conference
Record
19. Mediation Mediated Date of Mediation Disposiion (O Setted
Record OYes ONo O Referred for Arbitration

-*Title being sought it Promotion Grievance

“*#t more than one Grievant, use attachment to reflect required information.

Wherse sufficient space is not available. make attachments as necessa

conference, statements, affidavits, and other pertinent information.

Fix2 copies of this form are to be submitted to the Company at the initial level of
showing the proposed disposition of the grievance, One copy will be returned t

ry to this form. Attachments should also include letters, parties” position at each

presentation. Four of these forms are to be returned to the Union representative
0 the Company showing the proposed disposition of the grievance, i.e. accepted,

rejécted or appealed. Each representative of the parties will torward one copy to the next higher level of organization, as appropriate.

At the 3rd level each party will furnish one copy of the grievance form for en

position ot each party shall be indicated on Lines 16 and 17 prior 1o torwarding to the Fourth level.

try ot proposed disposition and the Union's acceptance, rejection or appeal. The
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~ PERSONNEL RECORD
CURRENT ENTRY SHEET

B

7

DEPARTMENT_QLAAMA.J_M—— LOCATION

___TlTLEM"'%-’“ fg—'ﬂ :

DATE

HELD BY

CONTENT OF INTERVIEW

-

9.26.89

- —

VALS W)
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CATES EMPLOYEET ADVISED.
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of Contract {nvolved

o 85 rece Record of Grievance between ' ST e
SE OrLY - . . Feorm (3-8
necermeo L= 5= GO Communications Workers of America and
caro O Bellsouth Advanced Systems
O Bellsouth Advertising and Publishing -
FINAL DISPOSINON 1 .
" O Bellsouth Services S Grevance Noraber
cobes O South Central Bell SGo - oof- 3/0
D Southern Bel! To be assigned by
CWA State Office
1. Grievance Date Specific Locavon & State
Occurred . .
, 09-25-89 Merritt Island, Florida
- Depanment “Title Involved !t Apphcabdle Locat No.
- Cust.. Svcs. N/8 3101
2. **Grieving Employee Name_ot Employee or Work Group ' . Deépanment
Or Work Group Address Cust. Svecs.
Involved -
— = | Job Tine N.C.S. Date Semonty Date
Service 33,
2. Union's Stasemany T T T ook onsamed o
of ¥hat - ‘
Hapoened
" - —
_ 4. Specific Basis of ‘
Grievance or Section Articles 11 18 and other a:plicable sections, the true intent and

meaning of each: and the failure of the Company to perform its obligations thereundes,

5. Date Grievance Filed /, /)2 // D SLzT;:W 2 «éiﬂ/ / V%A—M Q,Da,,/ 2s/e9

6. Company's The emp e w suspended .
Statement - A 3
of What Happened _ g ice orders

»

7. Proposed ﬂm_imr.v_b.&_nemd&as_ﬁollnumm —for one day for failure
Disposition-

» Second Level

LLMDMWMM%

cnstomer services'

Signed: SIS
C:moanv Rearesentative / ;a\ /o n =24, WZO—L__ ) Date / 7——/7 { {:[

8.0 Accented O Rejected CXppeated 4 %ﬂm’ e /ﬁ-/ }/ /%,,. e L ‘e /, 9/ //a

9. True intent Question Exists: CYes  No True Intent Question E:us& GCYes O No ,
Sigfed: Signed:
Union Reorzsentatve Date C y Reor ive Date
2. Authorization io { Femsned 8B, Lanthorne | Ressed 80V, DinsCuch | 3. Union Firss ’
Inspect Personnel [2nian Recrosentative ¢ vy B e Requested Maviing - 11-25-G9
Recorde Gate Date Second Level
11-01.-89 11-01-39 Date
12. Proposed The suspension entry w:.ll be removed and reimbursement made. The followin I3

Disposition -
Third Levet

entry will be made - Spec:Lal review and discussion held with emplovee referer

handling customer contacts and related records in an appropriate, business
‘manner.

Signed

Zsinoany Reoresentative

-4. Prcposed
Dispusiton -
Fourth Level

A . Date )
3. %Qccemeo " Apdeaed 10 3t lavel (3CB. SB onty) Signed: u./
- [Apencacie 10 conirart interpretanon only) f - "y
T Rejected 2 Arditration Razuastac (Sce Lines 16 8 17) Union Representative . P o W Cate ﬁ/// f/f
g 7 7

[
i -
!
[ =

Signes:
Cainoiry Rapresentanve Date
S.C Accented T Rawacted i3 Artazzion Rugquested Sigred:
Unwon Represenanve Date
PREPARE 5 COPIES

/3
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Reve,
=
16. Company's
Position
(Third Level)
o LSz
. Coi y Repr Date
17. Union"s i i
Position
(Third Leve)) -
s
Union Representative - Date
Date of Conference Level at Whach Conterence Helg Unicon Commizes Chzirperson Company Committee Chairperson
18. Conference . - - . - . .
Record 11-28-89 Second . 22031y Lensrid Yickie Piasrich
< ii1-25-8Y Second Mike Amos Ron_Tyo
19. Mediation Mediated Date of Mediation Dispositon () Semted
Record OvYes ONo O Reterred tor Arbitration

*Tite being sought it Promoton Grievance

. **it more than one Grievant, use attachme- . 1o reflect required information,

Where sutficient Space is not available, ma.-

Slachments as

Conference, Statements, affidavits, and other s2rtinent information,

At the 3rd level each party will turnish one copy of the gnevance form #
position ot each pasty shall be indicated on Unes 16

to this forra. Attachments should also include letters. parties” position at each
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@ Southem Bell T

Smpioyee’'s Name

DN S T o /| Il

Form 3181.3

Personnel Record . . - B
Current Entry Sheet

Title je(.‘/’f& /pwl?\j&,b"\ /e

v

'/"ée-s Location /a&r'# I)/a-ﬂa/

Department
. Date Held By Content Ot Intarview :
%/Z?' ME ‘5:mf)maf(/ _For e cb, sn w&_.

‘FL—;{ l«(u‘c/u(f n ConAée fion J/?‘L FI:E/}u./L //'e.ﬂfil'/'mg

Sales items oA secvice orAErs. Advised her 7Aal’

7, hore JAcidents oF  a Aimibir Aatue wi

[Bsult in Mmore Seriou’s d/j;.,.o/n\cw\/ Actinn <Pty

fmz/ lﬂa/anLfe[Mtﬂ t‘{-fL\y\ By d !
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/O L - ﬁmmd -\'C\Q.DKQI\L D.f/f\n_xy\* TV L‘.\L\\Q('\ She :
74 \Qrbnotm\\d nma\ue& e Tellowy emplasces c e
'2 1 i NSQ\{A gé_s.a}&;\_s-\_xfa‘thrxuecﬁ The C-&N;_-Q.QA7/—Q£——4
13 ]
/ ?[ : Mok Fouldce occudtences of e rnaurse
/S Could tead Yo pore  Seysce A Dlimacy orXian
|
" N
] |
|
- i |
I l
r 1
L ]
| |
] i .
T
}_
-
- r
o
i
I
I .
|
N\ i
|
| -
]
|
t

/e



IS AL PO

ViA STAF. IFFICE Record of Grievance between TEET romoacm
ST oMY . . . Feon1(5-8N
ccenven 128G Communications Workers of America and
ARD O Bellsouth Advanced Systems
0 Bellsouth Advertising and Publishing" -
INAL DISPOSITION .
0 Bellsouth Services Criovance Number
oods O South Central Bell S &F-002 - 3701
MSouthem Bell To be assigned by
CWA State Office
1. Grievance Date Specific Locadon & Stase
Occurred . s .
09-08-89 Merritt Tsland, rlorida
— Department *Titte invoived i Applicable Locat No.
- Cust. Svycs N/A 3101
2 **Grieving Employee Name of Employee or Work Group Depanment
Or Work Group Address - ..
Involved . —i - R 1S T AVYCS
— -| Job. Tige N.CS. Date Semomty Date
- Svcs Ren e o .
3. Union’s Statement = ’”‘ 1ip 5 a neian
of What e — *
Happened
4. Specific Basis of 4
Grievance or Section Articlell & 13 and other applicable sections, the true intent and

of Contract Invoived

‘meaning of each: and the failure of the Company 10 perform its obhgauops thereunder,

S. Date Grievance Filed / 0

-20-FF

SS:M# /,ZW // f%ﬂ P

L

6. Company’s
Statement
ot What Happened

7. Propos_ed
Disposition-

Second Level

Signed:
Combpany Representanve

o /

e g

S O 22 =€ 5

g

8. G Accepted O Rejectea ?(Dealed

el

7 ol

9. Trie Intent Question Exists: G Yes T No

True Intent Quesson Exists: 3 Yes O No

Joit/ 777

Signea: Signedt
Union Reoresentative Date Company Representative Date
.. Fumusned By: Recerved 11. Union First N
10. Authorization to vl L.enaru F O
Inspect Pe . Union Representanv Comoanvz?p}'w&éen ks Requested Meeting - 10-93-39Y
Recordr oxe 09-19-69 ose 09-19-39 Second Level bate
12. Proposed Company will redo entry - " , , - ce
Disposition - problem in handling custom i i
Third Level business manner". (Refer to Line 16)
Company Representative EA DE 3 te L
13. O Accepted (C APPealedio 4m level (SCA. SB onty) 7
[Applicable to contract interpretation onty) ~‘ /7
%; 1 GA 1 d (Seeunes16817) Unmﬁeorm o") /97101.- Date ;’/& o
14. Proposed
Disposition -
Fourth Level -
Signed: =
Company Representatve Date
1S. G Acceoted C Rejectea O Asmsraton Requesied Signea:
Union Represenative Date
PREPARE 5 COPIES
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Form 3G

Reverse (5-87)
Companv position is reasonable considerine overall circumstances On seven_
different service orders on five different days. emplaoyee enrered dara far
. service not desired by customer, not requesred by customer and por cavered/
explained bv emplovee. This is more rhan an occasional work error.  _ The
| employee is craine Cralned_Mz_LLgnssd_and_fnanMdgaamJuwo_
| cedures in this Tegard. C
outlined above.
16. Company's
Positic-
(Third Level)
Segnect -'CLL C'VL—’{g 3 7 I
- . = . Company Representatve Daé / «-
4
12. Union's
* Position -
(Third Level) - -
’ Signed:
Union Representative _- - Date
Date of Conterence Level at Which Conterence Held Union C Ch son Company Comminee Chairperson
18. Cont: . =09=
Racoe';eoce UI-09-90 3rd Alan Keith D. M. Mower
02-14-90 3rd Alan Keith D. M_Mower
03-09-90 : 3rd Alan Keirh DM _Mnouer
19. Mediation Mediated Date of Mediaton Disposition [ Setded
Record DOYes ONo 0 Relerred tor Arbivration

*Title being sought it Promotion Grievance
**1f more than one Grievant, use attachment to reflect required information.

Where sufficient space is not available, make attachments as necessary 10 this form. Attachments should also include letters. parties’ position at each
conterence, statements, alfidavits, and other pertinent information.

Five copies of this form are to be submitted to the Company at the initial level of presentation. Four ot these lorms are to be returned to the Union representative
showing the proposed disposition of the grievance. One copy will be returned to the Company showing the proposed disposition of the grievance. ie. accepted.
rejected or appealed. Each representative of the parties will torward one copy to the next higher level ot organizauon, as appropriate.

At the 3rd level each party will turnish one copy of the gnevance torm for entry of proposed disposition and the Union’s acceptance. rejection or appeal. The
posihon of each party shall be indicated on Lines 16 and 17 prior to torwarding o the Fourth level.
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Re~-interview of

On October 6, 1989, was interviewed regarding the
five service orders negotiated by her with sales discrepancies.

The following unsigned statement was prepared outlining the
details of the interview.

"Merritt Island, Florida
October 6, 1989

I, , do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager-Security for Southern Bell Telephone

and Telegraph Company. I realize any statement I make may be
used as evidence.

I am a Customer Services Representative at the Merritt
Island, Florida Business Office. My NCS date with Southern Bell
is . I have reviewed with Mr. Bradley, five

. service orders that I had the initial contact with the customer

ordering new service. I have been advised that on each order

there were services or features that the customer claims he or
she did not order.

" I have no explanation why these customers would make such
comments. I do not at any time place any service or feature on
a service order that I did not discuss with the customer.

/19
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2 If this kind of thing is happening, I feel .that the
3 Company should give me or other representatives, if necessary,
¥ additional training and development regarding service orders.
5 Obviously, the Company feels that I have a problem since I have
6 been- interviewed regarding service orders twice within the past
7 . few weeks. On the five service order I reviewed with Mr.
3 Bradley, I have no recollection of ever talking with these
9 .subscribers. Also, when a representative is away from her desk

YiA and did not sign off the IBOSS, anyone with the knowledge can go
/ - to that IBOSS and type anything and it would show up as being
/2 typed by the original representative that signed on."
/;? IR Employee read the above statement and agreed that
¥ the contents reflegt her comments when interviewed. She refused
=) to sign the statement. o
/é’ " Witness:
17 A. F. Bradley
/3 Staff Manager-Security
19 October 6, 1989
20 Mike Franks
al Manager-Customer Services-Residence
2 10/6/89 ;.
: CLOSED
a3

/20



3.

PAGE 1 of 6

SOUTHEAST/SOUTH FLORIDA AREAS
SPECIAL STUDY

" SALES RELATED DISCIPLINE

Service Rep
Fort Lauderdale, Florida

Employee warned for disregarding Company Policy of not disclosing service
and rates during order negotiations with the customer.

ATTACHED:
_ B Form Entry

-f- " NOTE: No 3G3A Grievance Form
No "Security Investigation

Service Rep

West Palm Beach, Florida

Employee was suspended for falsifying Company and customer records. She
provided services to customers without their authorization or knowledge.

.ATTACHED:

B Form Entry
NOTE: No 3G3A Grievance Form
No Security Investigation

Service Rep
West Palm Beach, Florida

Employee was counseled regarding proper procedures for handling customer
contacts. The employee was disciplined for providing services that the
customer neither requested nor authorized.

~NOTE: The employee was originally warned, and during the grievance
procedure, this was reduced to a counseling entry.

ATTACHED:
B Form Entry
3G3A Grievance Form
NOTE: No Security Investigation

ALSO ATTACHED: B Form Entry Revised Through Settled Grievance

{2/



y AV o
S woeN ™ TR

[} SOUTHEAST/SOUTH FLORIDA AREAS - SALES RELATED DISCIPLINE STUDY PAGE 2 o

A

Service Rep
Fort Lauderdale, Florida

Employee was terminated on August 21, 1991 for misconduct in connection with
a customer being provided services they neither requested nor authorized.

ATTACHED: _
B Form Entry o
NOTE: No 3G3A Grievance Form i
No Security Investigation

/223
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of 6

SOUTHEAST/SOUTH FLORIDA ARFAS - SALES RELATED DISCIPLINE STUDY PAGE 3

~!

Service Rep
Fort Lauderdale, Florida

Employee was terminated for misconduct which resulted in customers being
provided with services they neither requested nor authorized.

ATTACHED:

: ° B Form Entry

NOTE: No 3G3A Grievance Form
No Security Investigation

[23
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Personnel Record B
Current Entry Sheet

EmOIOVeesName ‘rueJ // AW/ /M/)(Aﬁ)' 'vé"“

Depanment ,é//’”&/ﬁ[ ‘/\ﬁ/wa L Location \ﬂ{/{&zmﬁj \/ A

Date He}dgy Content Of Interview

(B et AL - Ua/ﬂ/w&_, WY A&Ma@g\
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: Southem Ball o
‘ Personnel Record B
Tﬂé‘ ~  Current Entry Sheet
; Employee’'s Name 0 - Titte y 1470‘
% Department _(4 ved Location M_L
7 | -Orte - Rela By | . Content Of Interview : ;
8 /0/} (‘/ yd% LN dle]/)/;/m (o A ﬂﬂo ./ N :
7- i : ay dhed Oon 7 Ml proods !
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/. | PERSONNEL RECOK | B
'. ~ CURRENT ENTRY SHEET
TMPLOYEE'S NAME | TIT'LEC%MC‘E’@//(EML_&IJE
JEPARTMENT @Aﬁo NaY=-2' ;E”ng =S LOCATION ﬂ/dd Z.jj(’/ Z -

DATE |HELD BY| " |  , CONTENT OF INTERVIEW

g-/o-ié',gé' .‘/ pihte

4

M Mw,/zfu M}/L.W M

— - M/}%é{, ﬁm 7l &7 e Ltz e
o S, ¢ 2Nl .

N - .7 | / _ 7
A y = 7, % i }Z

_,\/f//_,éM A b £

£ A o MARK IN THIS COLUMN ON THE LAST LINE OF THE ENTRY INOICATES EMPLOYEE ADVISED OF ENTRY AND
REMINDED OF RiGHT TO tINSPECT RECORD. /2 é
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3 . : Personnel Record . B

I & Current Entry Sheet

5 Employee's Name . Titte SQL&LL&_QW‘X’D‘*’[\'P

; Department (-\_1 )J\*'D.ll\.&c‘ %ﬁ!lCPq Location (_Aéiza O.:SSQ, X

7 | Dats | HeidBy Content Of Interview
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Z/ @Soutf\emBell_ -

Personnel Record -

Form 3181-8
(9-80)

- B

Current Entry Sheet

Service Representative

Employee’s Name Title
Depantment Customer Services Location Fort Lauderdale, Florida
| Date | HeldBy Content Of Interview

08~21-9T

> Terminated

for misconduct in connection with

customers being provided with services they neither requested

or authorized.

/

[ﬂ’l\lﬁll.l )
/

/)Jb/ulxml ) Zf\.ll-lom_) .
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@ Southem Bell

Personnel Record
Current Entry Sheet

“
"
L}

e
L

9 /K
-

being movided with sewvdices thew nedthen xeguested ot authesized.

P OANIET N W

N
<>

Emoluyee s Name . tme | Seaviee Renresentative
Department Cus‘tc"nc‘: SCIL‘LCCS - Rc3 Lozaunonr .I.:_g__Laudc Lda‘ec IBTL -a ‘H
Date | Hela By Content Of Interview
A /29790 Tewwnated {on miscenduct rhich tesulted 4n cusiemess L

—~ad
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l) SPECIAL STUDY
S SALES RELATED DISCIPLINE
g WEST PALM BEACH/ORLANDO

SN
) Services Technician
West Palm Beach, FL
r - Terminated for misconduct that resulted in subscribers being
g,‘-?;."z . — charged for certain services which they neither requested or
" 7 7 authorized.
o - A’I'I‘ACHED L
/ . . Eorm 3181-B Current Entry
x -.— Form 3G3A Record of Grievance
5 - —fecurity Statement
.._2~ T )
Assistant Manager C
Riviera Beach, FL
7 " Suspended for two weeks without pay regarding failure to properly'
1 *  supervise subordinates and failure to adequately investigate com-
3 prlaints regarding improper activity.
)  ATTACHED: '
: Form 3181-B Current Entry
, No Form 3G3A Record of Grievance - Management Employee
3.
Administrative Support Manager
West Palm Beach, FL
) Cotnseled regarding his failure to properly supervise subordinates
7 and his failure to adequately investigate complaints regarding
! “improper activity.
i _ ATTACHED: -
6 Form 3181-B Current Entry
/ No Form 3G3A Record of Grievance - Management employee
x4,
Manager

P West Palm Beach, FL

y Terminated for misconduct that resulted in subscribers being charged
o

for certain services which they neither requested or authorized.

7 ATTACHED: T.
’ No Form 3181-B Current Entry
' No Form 3G3A Record of Grievance - Management employee

\ - o

/20
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~ ™ N ~

Operations Manager
West Palm Eeach, FL

Retired at Company™ s option.

" ATTACHED:

No Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee
Security Statement

Maintensnce Administra tor
Orlando, FL
_ 6-22-90 . Warned concerning the correctness and proper completion
. ..— of company and customer records.
10—25-—99 — Terminated > for misconduct that resulted in subscribers
-~ being charged for certain services which they neither requested nor
authorized. .-
ATTACHED:
Form 3181-B Current Entries
Form 3G3A Record of Grievances
Security Statement

*7

!

3
#
c

-~ ooy

? x8

-

L

N W

Services Technician
Orlando, FL

Terminated for misconduct that resulted in subscribers being charged
for certain services which they neither requested nor authorized.

ATTACHED:
Form 3181-B Current Entry )
No”Form 3G3A Record of Grievance - No Grievance Filed
Security Statement

Assistant Manager-Maintenance

Orlando, FL
Terminated for mismanagement.

ATTACHED:
No Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee
Security Statement

[ 3]



9.

Assistant Manager-Maintenance - -

Orlando, FL

_*10.

Suspended for two weeks without pay as a result of his failure to
properly utilize employees in their proper work assignments and his
failure to adequately investigate conmplaints of improper activity.

Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee

. Security Statement

Manager-Maintenance

“ Orlando; FL

*11. -

Sanford,

VIR WS

ATTACHED:

Q VT ¢

12.

Suspended for two weeks without pay as a result of his failure to

‘.._properly utilize employees in their proper work assignments and his

failure to adequately investigate complaints of improper activity.

Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee
Security Statement

Manager—Constmctlon/Mamtenanoe

FL -

e

Suspended for two weeks without pay as a result of his failure to

" properly utilize employees in their proper work assignments and his

failure to adequately investigate complaints of improper activity.

Form 3181-B Current entry
No Form 3G3A Record of Grievance - Management Employee

_Security Statement

— -Assistant Manager

N

Q\gm\; XY ‘&.o\\ﬁz

ATTACHED:

Orlando, FL

Counseled regarding his failure to properly supervise subordinates
and his failure to adeguately investigate complaints regarding
improper activity.

Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee
Security Statement

/32



Assistant Manager - S -
Orlando, FL

- Counseled regardiné his failure to exercise proper judgement and his
: failure to adequately investigate conmplaints of improper activity.

" ATTACHED:
Form 3181-B Current Entry
_ No Form 3G3A Record of Grievance - Management Employee
» - Security Statement

Y

___ Assistant Manager
- Orlando, FL

- - _C;ounseled regarding his failure to exercise satisfactory judgement.
—- ATTACHED:- ~

Form 3181-B Current Entry

No Form 3G3A Record of Grievance - Management Employmee
- ‘ Security Statement

NI W

15.
Admin. Suppocrt Manager
Orlando, FL

Counseled regarding his failure to properly supervise subordinates and
his fdailure to adeguately investigate complaints regarding improper
activity.

ATTACHED:
Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee
Security Statement

NGV WA

16. -
Manager
Orlando, FL

-t

- Counseled regarding his failure to properly supervise subordinates
and his failure to adequately investigate complaints regarding
improper activity.

ATTACHED:

.V‘{wp ~

Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employee
Security Statement

\’v

; * Southern Bell demanded these individuals return any prizes or awards

: they had earned as a result of the unauthorized sales activity.

, Altemately, they could reimburse Southern Bell for the value of the
prizes or awards established as of the date they received them.

[33
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' o : Form 1313
. Southern Bell’ 9-8G,

Personnel Record | B
Current Entry Sheet - - - -

To- ?

- e QELVICES _V\ECHA/IC) AN

C‘)_eonnmom _&émf"/e/( | Location L()' Q'_-,L( ‘.B( ll . 'Fzg

Employee’s Name

2 Djte Heid By L Content Of Interview
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53 AL . . 1 . . * . . . poma—
n STAP Oece Record of Grievance = et == e
EOnLY - - . . - F :
-even Communications Workers ot America and omisen
a0 0 Bellsouth Advanced Systems
OJ Belsouth Advertising and Publishing’ -
AL DSPOSITION . .
(O Bellsouth .Serwces -
oes 0 South Central Bell
! Southem Bell 90-000-2T% To bo asuigned by
Lt ’ CWA Staw Office
. Grievance Date Specsfic Locanon & State
Occurred
11-19-3Q
Oeparsment *Tite invoived 1 Applicadie Local No.
— i} [ _Iatwork 3112 .
—2oGrleving Employee Name of Employee or Work Group _ Dopartmen
Or Work Group .o | ‘Acaress *
Involved — _Nat,.
) - _.Joo Tmo ! NCS. Dats Semonty Omte
- i Servicas Tech. | N -
Union's Statement . .. |_Teyminatad Sfoxr sisconducr that resulta {n :
of What § . .
Happened - JWMMWLn_nmmmMmy_mmu
- requestad or anthorized. : . : -
Specific Basis of T - P
S{ con::-go:m Article 11 * 1.&—;-2&-_-— and other applicable sections, the true intent and
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17. Union‘s

(Third Leved) - — - =
. Union wed // : :

Dete of Corderonce Larvel a1 Wrich Cororence Held Union Commitios Chasierson |/ Cowparty Comminee Chairperson

e : WATVED - | Tirse-Leyed- ST A
03-04-91 Second Level Rick Peeples JoAmn D. Whitelaw
05-08-91 Third Level Mike Tartaglio Dwane Ward

19. Mediation Mediatnd . Dato of Modistion Disposison O Setted

Record OYes ONo 0 Reterred for Arbiration

*Tite being sought if Promotion Grievance
"u’more than one Grigvant, use attachment to refiect required information.

Where sufficient space is not available, make attachments as necessary o this form. Attachinents shou!d also include letters. parties’ position at each
conterence, statements, affidavits, and other pertinent information.

Five copies of this form are to be submitted to the Company at the initial level of presentation. Four of these forms are 1o be returned 0 the Union representative
Sho\mﬂgmepmposeddlsposmooofmegnmnceOneoopymllberetnmedbn\oComoanyshom\gmepcoposeddsomonofmegnmnce.macceom
re;ectedmm&mtwmmdmemesmuwmcopybmnmmgwmotorgamzanon.asappvopnme.

At the 3rd level each party will fumish one copy of the grievance form for entry of propased disposition and the Union’s acceptance, rejection or appeal. The
position of each party shall be indicated on Lines 16 and 17 prior to forwarding 10 the Fourth level.
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Intarview Of

O ¢ S8ervices Technician
(October 25, 1990)

) was interviewed based on the information provided
in previous interviews and as a result of the audit findings.

October 25, 1990
326 Fern Street
. West Palm Beach, Florida

I, . hereby make the following free and
voluntary statement to Larry L. Meeker, who has identified himself
as a representative for Southern Bell. I understand that this
statement may be used as evidence. I am employed by Southern Bell
in West Palm Beach as a Services Technician. My social security
number is ', my date of birth is My
net credited service date is I live at

My home telephone number is

|
.

WSSO NTN W IS

PR

6 . For the last two years I have done mostly sales
17 which consisted of telephone sales, door to door handouts of
|3 . flyers, and I made some personal presentations to condominiums.
11 The flyers had my name and sales code on them so that when the
20 Customer called in for service, they would give my name and sales
by number. I worked for and during the last
A two years and they were aware of my sales activity all of the time.
13 I did almost no installation work. I was told to do sales. I was
:)\LI- PRIVILEGED ATTORNEY - CLIENT COMMUNICATION
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CASBE NO. 3-81
PAGE NO. 47

provided a printout with telephone numbers, names, and addresses,
with some of the services subscribed to by the customer to call for
sales. This printout was almost never up-to-date. At times I was
given -a telephone book to make sale calls from when the printout
was_not available. I spent time in the 68 Office where telephone

" ‘lines were-set up for us to call out on. Other times, I did the

calling from cross boxes in the field. Marie was in the office
some of time when I called from the 68 Central Office. A lot of
the time I would call from the cross boxes because of the other

'peqple in the office: I do not remember who the other people were.

- was aware of my sales activity during this time. I
received a colored television, 20 inch Sony, from the catalog along
with--other things that I do not remember. I used points from the
sales I made, and points I got from the sales I made that were
referred to me by other employees. I talked to every single
customer that I made a telephone sales sheet on and took credit for
a sale. I feel that if a mistake was made, it was made in the
business office because they are the ones who typed the orders in.
I felt the person in the business office knew or should have known
which ones were sales and which weren't. At first I filled out
sales forms, but most of the time I just stroked the printout to
show a sale was made. Sometimes I would fill out the form from the
pPrintout and the foreman would take them to the business office.
I would wait until I had a bunch of sales, sometimes two weeks
later, to fill out the forms. Sometimes the person in

office, would fill out the forms and send them to the
business office. The business office did not like this because it
caused extra work for them and cost them sales. The flyers were
handouts, but I did not call these customers. We did not think it
was illegal. I got a lot of credit from the flyers. We stopped
giving out the flyers in the beginning of 1990 and the sales went

‘down._. We also stopped the telephone calling for sales. My boss,

‘ , talked to me about a Public Service Commission
complaint in 1989. I do not remember the outcome of the complaint
because I was never told. I know I talked to the customer, but the
sSpouse came home and changed his/her mind about the service as far
as I remember. Most of the customers went for the maintenance plan
because of the $25.00 service charge for repairs. None of my
bosses have. ever told me to do anything wrong. They have always
been on the up and up. The reason I did not call the customers
over flyers was because I did not know which customers called the

business office. There was a toll free number on the flyers that
was in Miami.

I have read the above statement, and it is true and correct to

the best of my knowledge. I have initialed all changes. This
statement consist of three (3) pages. N

PRIVILEGED ATTORNEY - CLIENT COMMUNICATION
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Interview gf« | Operations Manager-Network
(November 1, 1990)

was interviewed and provided the
statement.

November 1, 1990
Ft. Lauderdale, Florida

PRIVILEGED ATTORNEY - CLIENT COMMUNICATION
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1«8 SPACe TOA

Local Grievance No.

B-123-9Q_

-_.f

. Cwa STAFF OFFicE Record of Grievance between Form 3G3A
USE Onuy. . . . Fron1(3-8N
Receneo Communications Workers of America and
caRD 0 Bellsouth Advanced Systems

[0 Bellsouth Advertising and Publashmg —
FivaL LSPOSTION ATV
way O Bellsouth Services £ .; : :,,,_:, Grevancs Numbor

— O South Centrai Bell gy T
COOES A

) XX Southern Bell . To be assgned by

’ R B CWA State Office

1 1. Grevance Date Speanc tocason & State

7 Occurred 10/25/90 Orlando, Florida

ﬁ Oefanument *Titte tnvotved i Applicatie Locat No.

Network 3108

Z 2 **Grieving Employee Name of Empioyee or Work Groun Oepantmen

?—.—:'Qf Work Gfoup o Adgreas i Netwark

Z Involved - Job Title - NCS Dats Semority Date

i ) - - Maintenance Admin.

3 3. Union's Statement |Termination without just cause

of What <=
Happened _. __.
~=%Specific Basisol- . |Article 1] .
Grievance or Section - \/_ /" and other applicable sections. the true intent and
of Contract Involved meaning of eacn; and the tailure of she"Gqfmpany 1o perform i obligations areunder.
- ‘Mn’-
5 Date Grievance Filed alid Ltm Originatesof. | A T2 Crawforad .~ rd, Pchfenf 4 ! L / G0
/25/ 90 70-25 -0 | Umon Reoresenmative
6. Company's
Statement 'Ihe Grz.evam: was ternnnated for mis

of What Happened

LDEN

i anrhon_zed.
- 7. Proposed
Disposition- {— The Camany deems that the discipline administrered in this case
Second Level | Was appropriate. .
Comoany R ,/ R
d ORej g Oapp d \)

8.0 A

9. True intent Ouesuon Exists (O Yes O No

Signet Signe:
Union Representative Date Comoany Represertative Date
.. Furrushed By: Received By: 11. Union Fist -

10. Autn tion to Union Reoresenatve C. y Repr Requested Meeting -

Inspect Personnet 4

Record Date Date Second Level Date
12. Proposed L COMPANY POSTTION SHSTAINED.

Disposition -

Third Level [ \ A/,

:s-;gnec A WW 7 >/ %;Z/y/

13. O Accepteg (] ADPcaled 1o 4th leved (SCEL SB onty)
{Aooticable to contractinteroreaton onty]

-Uﬁqeuec/&ubmanonneomxed (SeeUines 16 & 17)

Signed:

3437

14. Proposed
Disposition -
Fourth Level
Signea: =
[o vy Reor Date
1S. O Acceptea O Rejected T Arbirauon Requested Signea:
Unwon Reoresentative Date
PREPARE 5 COPIES
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16. Company's

Emplovee dismissed for her involvement in sales matCer where cuscomers

were billed for services cthev did not desire nor approve. Emplovee admitcred
that she falsified sales, did not make related customer contacts, and receive
numerous prizes/awards for her sales -efforts. The emplovee implies she was
under direction of supervision to do so. The employee has been covered, and
acknowledeed, several times as to her "Personal Responsibilitv" to not be
involved in any immoral, unlawful, improper conduct, even if supervision

l  directs to do_so -~ she has responsibility to refer such situations to

‘ appropriate Company or other sources (higher management, EEQ, Labor Relations

Position
(Third Level) ert.). The Company cannot condone emplovyee actions. The ramifications
- . of the overall situation have been serious for the Companv. The dismissal
__1}_-_ ) — | _is juscified.
- ' : :/_\ [ yi
. R . : Soy,{,w// 7 >N 7///
- - C vy Reps Date
This employee followed the_direct orders of her manager and several
. supervisors. Anything she may have done was with the knowledge and
- approval of her superiors. Her termination was not necessary. This
management action was without just cause. The grxevant should be
returned to the payroll and made  whole in:all’ respects.: )
17. Union's ..
Position e
(Third Levei) -

yyA

W/ S L)

Date ot Conterence Level at Wnich Conlerence Held P
" e 11-29-90 Ad Tevel T3nda Crawford T Tadam
Micheal Jones E. L. Carrick
2-19-91 3xd Tom Diekman - Dave Mower
19. Mediation Mediated Date of Meaiabon Oisposition O Sewed
Record OYes ONo ’ O Reterred for Arbitration

*Tidebeing sought if Promotion Gnevance

°*it more than one Grievant, use anachment to reflect required information.

Where suthicient space is not available. make anachments as necessary 1o this form. Aachments should also include letters. parties” position at each
conference, statements, athdavits. and other perunent information.

“ive copies ot this form are 10 be submitted to the Company at the initial level of presentation. Four of uTese torms are to be retuned 10 the Union representative
showing the proposed disposition of the gnevance. One copy will be returned 1o the Company showing the proposed disposition of the grievance. 1.e. acceptec,
rejected or appealed. Each representative of the parues will lorward one copy to the next higher level of orgaruzauon. as appropnate.

At the 3rd levei each pany will lurnish one copy of the gnevance torm for entry of proposed disposition and the Union's acceptance. rejection or aooea'. The
20sition ot each party shail be indicated on Lines 16 and 17 prior 10 lorwarding to the Fourth level.
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". Interview of

IS Uy RW

-

- . .. _.On September 19, 1990, employee was interviewed
and provided the following signed statement to Bradley in the

c.presence of her immediate supervisor,

. "Orlando, Florida
- - September 19, 1990

I, . do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager for Southern Bell Telephone Company.
I realize any statement I make may be used as evidence. '

I am old. My birthdate is , and
my Social Security Number is I am employed with
Southern Bell as Maintenance Administrator reporting to ’

at 7900 Mandarin Drive, Orlando, Florida. My NCS date
is 8-28-68. .

. In the Orlando Maintenance Center since the consolidation
with the Sandlake Maintenance Center, there has been at least one

employee assigned to telephone sales solicitation. These sales

contacts with subscribers concentrated on the Wiring Maintenance
Plan.

Within the last two years I was assigned this job.
Initially, I worked for . , Wwho was in charge of the
sales program at the time. Prior to my assuming the sales -job,
fellow employees Bea Leatherman and Joy Folley had the job.

When I started in sales I was instructed by
to upgrade the Maintenance Plan on subscriber lines having only the
Inside Wiring Maintenance, to the Full Maintenance Plan. This
would increase the subscriber's bill from $1.50 per month to $2.50

per month. instructed me to add the upgrade without
contacting the subscriber.

I knew when I took over the sales job that Bee Leatherman
and Joy Folley had also upgraded the Maintenance Plan on subscriber
lines without contacting the customer. I recall that either Bea
or Joy mentioned to me that the subscriber-would not notice the

increase, because most people don't look at their telephone bill
that closely.

[ #6
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After left the Maintenance Center, I was
Placed under the supervision of and
I never specifically discussed that I was adding the Maintenance
feature to, subscriber 1lines without making contact with the
subscriber. However, I feel that he knew what was going on,
becaus€e€ on more than one occasion came to me and told

.:i.me rot to send anymore sales referrals. in that month. He stated

that too mahy referrals might initiate an investigation.

‘I also worked for for approximately six
‘months... I feel that he knew what I was doing, but told me he did
not want to know anything about it.

.. - =  Mr. . also knew what was going on. He also
came To me on more than one occasion telling me to hold off sending
too many sales referrals in. I assume that he was concerned like

.- o that a large number of sales in a particular month
might cause problems.

My present supervisor, was not aware that

I added features to subscriber lines without contacting them. He

. has spoken to me three times regarding problems with my sales and

pPlaced a warning entry in my record regarding correctness and
proper completion of company and subscriber records.

When I came into the Maintenance Center, I was told by
fellow employees not to make any waves and to do what I was told
or Management would make my life hell.

I knew that what I was doing by adding additional
features to subscriber lines without the subscriber's authorization
was wrong, and have had many nightmares about it. However, I did
what I was told by management.

The majority of my sales were the addition of the

_ __upgraded Maintenance Plan.

Reviewing Company records with reflects that
from January, 1990 through May, 1990, I sold 2733 upgraded
Maintenance Plans. Of these I estimate that approximately 25% of
these are actual sales resulting from customer contacts. The
approximately 75% remaining sales were added to the subscriber
lines without making contact with the customer. T estimate all
previous sales I reported since I took over the sales job would
break down the same way, 25% actual sales and 75% added without
contacting . the subscriber.

I was pulled off sales in late June "and have not done any
sales solicitation since.

| 47
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A As I stated before, I kﬁéw that what I was doing was
3 wrong, however, I was following management's instructions.

and it is true to the best of my knowledge and belief.

‘r; I-have read the above statement consisting of four pages

e T - -

oo T . Signed:

7 - Witnessi

/2  A. FlU Bradley
//  staff Manager-Security
72 19-x9-90

4

5 Wi_tness T i

/L 9-19-90"
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“Orlando, Florida
September 19, 1990

I, do hereby make the following
free and voluntary statement to A. F. Bradley, who has
identified himself as a Staff Manager for Southern Bell

'~Telephone‘Company. I realize any statement I make may be used

as evidence.

. .. — I am old. My birthdate is
..—. and my social security number is - I am
employed with Southern Bell as , Orlando, Florida,

.and my NCS date is .

In 1988, the Orlando  and Sandlake Maintenance Centers

‘consolidated was the

manager of the Sandlake Maintenance Center. At consolidation,
was moved to a different job. All managers reporting
to him either moved to a different job or were reassigned

At consolldatlon, Assistant Manager was one
of the managers moving from the Sandlake Maintenance Center to
my group. . He advised me that he had a good sales program in the
Sandlake District and wanted to continue the program in my

group. He advised me that he wanted to continue to use
Maintenance Administrator Joy Folley because she was very
successful in sales. the sales program under

his supervision. When the work load permitted, Folley was
placed on telephone solicitation sales. I am not sure how she
obtained her leads as that was handled by . The sales
efforts were concentrated on the Wiring Maintenance Plan
primarily, and appeared to be very successful.

this-part of the business to

At one point, Folley resigned from the Company and Bee
Leatherman took her place as the sales contact person, and I
believe still had responsibility for sales. After
Leatherman N was put on sales.

was then moved in the latter part of 1988 to an
outside position, and reassigned the sales responsibility to
Assistant Manager - . Again, the sales appeared
to be in good shape under

Because there were gifts associated with the sales job
for the manager of the person actually making the sales
contacts, to rotate the managers responsible
for sales. )

/419



I don't recall the date, but off the sales

program and assigned the job to Assistant Manager
He kept the job for approximately one year then the job
to Assistant Manager kept that

job untiXx suspended the sales program in June, 1990.

suspended the program when received information that

- there may be an integrity problem in'the sales program.

Over a two year period, approximately ten to
twelve complaints from the Residence Service Centers regarding
customer complaints that they had the wiring maintenance plan
added to their line without authorization or knowledge.

- ' , this was such a small percentage of the
overall sales, ) ", maybe one a month, were

-not a_ sign of a problem. I have known of sales made to one

member of the family such as the wife or children and the
husband would call and cancel the sale after receiving the bill.

In approximately March of this year, I received a letter
through ’ Operations Manager Hal Jackson, that
several ‘subscribers had complained they did not order the
upgraded _Maintenance Program shown sold by Maintenance
Administrator .

. had been placed in the sales job after Bee
Leatherman. Approximately two years ' ago, Leatherman was
terminated for attendance.

I gave the customer complaints to Assistant Manager
and after talking with was assured by that
all of her sales were legitimate. No further action was taken
at that time. .

. Following receipt of the complaints in March, I received
additional complaints from other customers regarding the
Maintenance Plan added to their line without their knowledge.
These were also sales by

Assistant Manager . met with
did not accuse her of cheating but did place a warning in her

‘personnel file regarding her correctness and proper completion

of Company and customer records.

I did not take any further action and suspended the sales
program completely. I took no further action because I was
aware that Mr. Jackson was going to request that Security review
the matter. -
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I have been advised that employee V assumed that I
was aware that she was falsely reporting sales.

Because of the nature of the Maintenance Center bu51ness,
it was not possible to have a person on sales at all times.
Also, because of the competition in sales, - show
a steady sales effort each month.

Ny - I-have at times personally gone to at the end of
_the month, especially after a good month, and requested that any
sales not submitted be held for the following month. Since she
was the only one selling, this would allow us to show a
competitive effort each month, even when she was assigned other
dufies or on vacation. The allegatlon made by that
I had knowledge she was submitting unauthorized sales is totally

'“untrue.

H L I
By TR Aot oo

o

. Adding unauthorized features to a subscriber's line is

an obvious way to create customer complaints which can easily be
checked. 1In no way would I place my long career with Southern
Bell in jeopardy by endorsing such actions as this.

I have read the above statement consisting of 5 pages and
it is true to the best of my knowledge and belief. I have
1n1t1aled .each page and all corrections.

Signed:

9-19-90

Witness:

A. F. Bradley

Staff Manager-Security
September 19, 1990"
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X Interview of , o

-5 : Employee is employed as the

_‘y_'- Qrlando, Florida, and his NCS date with Southern Bell is

5" N e - e

—6 . was interviewed on October 17, 1990, and provided
7 . the following signed statement.

Q. The correspondence referred to in - statement is
7 . ._the_same correspondence obtained from employee Elizabeth Sutton

o "amd- shown as Exhibjt 21 to this report.

V{4 "Orlando, Florida
/2 October 17, 1990
/15 I, do hereby make the following
/¥ free and voluntary statement to A. F. Bradley, who has
/s identified himself as a Staff Manager for Southern Bell
/6 Telephone Company. I realize any statement I make may be-used
/7 as evidence.

/8 I am My date of birth is )
/9 - and my social security number is I am
A0 employed with Southern Bell as ; Orlando, Florida,
2/ and my net credited service date is
A When Mr. Perera became our District Manager, he
23 encouraged sales. The Maintenance Center wanted to be
¥ competitive with the Installation and Maintenance forces. We
S knew they had someone earmarked for sales because we saw the
al force reports. We tried to encourage all employees to make
Q7 sales during their normal contacts. We eventually evolved to a
b v "boiler room" type operation. I do not recall discussing this
29 type operation with anyone above my level. I don't recall
1) receiving any correspondence regarding the "boiler room" type
=/ operation, .not being sanctioned by the Company. If I had, I
32 would have certainly ceased the "boiler room" operation
23 immediately. I have just reviewed correspondence from Linda
¥ " Isenhour, Operations Manager-Network dated May 24, 1988 and June
=5 21, 1988, relating to "boiler room" operations and Mrs.
g A Isenhour's concern regarding such operations. This is the first
7 time I have seen this correspondence or been made aware that
38 "boiler room"” operations were not approved or sanctioned by
37 Southern Bell. I have reviewed my statement_dated September 19,
175 1990, and have no additional information to offer at this time.
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X ] . I have read the above statement consisting of 2 pages and
3 1t 1s true to the best of my knowledge and belief:. I have
¥ initialed each page and all corrections.
S - Signed:
— L i
i - S . 10-17-90
—9 " Witness:
Jo - A. F. Bradley
//. ~~ Staff Mgr.-Security
/2 October 17, 1990
~/3" '~ ELlén W. Reddick
X Assoc. Mgr.-Sec. -
;§ - 10-17-g0"
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Interview of :

On September 17, 1990 and September- 18, 1990, employee

was interviewed and provided the following signed statement
to Bradley in the presence of Manager
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"Orlando, Florida
September 18, 1990
x,  do hereby make the following free

and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager for Southern Bell Telephone Company.

I realize any statement I make may be-used as evidence.

-~ - I am old. My birthdate is
and my Social Security Number is I am employed

- with -Southern Bell as Services Technician and my NCS date with

Southern Bell is . -I report to at
1227 Division Street, Orlando, Florida, and I may be contacted at

4

] In March, 1989, I was relieved of my job as a Services
Technician, and brought into the office to make telephone sales to
subscribers. I concentrated on sales of Custom Calling features
and the Wiring Maintenance Plan.

After a couple of weeks on the sales job, it was brought
to my attention that my sales were not as good as others in my
district. My supervisor, , came to me one day to discuss
my low saleS. He suggested, that one way to increase my sales was
to review customer records and find those subscribers that have
only the Inside Wiring and Jacks Plan (WMR) and upgrade them to the
full Maintenance Plan (SEQ1X), without making a sales contact with
the subscriber. He stated that the subscriber really needed the
upgrade, and it would only cost them an extra $1.00 per month that
they would not notice on their bill.

I took my supervisor's suggestion and began submitting
Network Sales Referrals without contacting the subscriber on lines
that only had WMR Maintenance. Since Mid March, 1989, I estimate
that I have taken unearned credit for hundreds of the upgraded
Maintenance Plan sales without contacting any of the subscribers.

I have reviewed 499 Network Sales Referral sheets that
I submitted in May, 1990. All of these are sales referrals I
submitted without contacting the subscriber. I did not keep any
records of my sales referrals since March of 1989, however, I did
submit a substantial number of referrals each month on subscribers
that I did "not contact. During this period I only submitted -
unauthorized referrals on the upgrade of the Maintenance Plan. All
other sales referrals that I submitted on Custom Calling features
or RingMaster were actual sales from a customer contact either by
the telephone or in person.

-
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Following the initial suggestion from my supervisor
to submit unauthorized sales, we have not discussed the
matter again. '

I continued to submit unauthorized Maintenance Plan sales
until the GoldLine sales referral program went into effect in my
district in June of this year. ©Under the GoldLine Program, all
salés are referred to GoldLine and they recontact the subscriber
and confirm the sale. This made it impossible for me to submit a
sale without first making contact with the subscriber.

° = My second level supervisor from March, 1989 until April,

19906,~was . . He was not aware that I was submitting
false sales referrals. I never discussed my sales with

~.. .°_— .~ Any discussion I had with management about sales was
with my supervisor, - T

. -

- Approximately two months ago, I was approached by my
present 2nd level supervisor, He advised me that some
of my sales were being questioned that they may be unauthorized.
I told him there were no problems and that all of my sales were
legitimate. He instructed me to maintain good records of who I
spoke with .when I call a subscriber so that I could prove my sales
were legitimate. This was about the same time that the GoldLine
Program went into effect. I started making the sales referral
sheets with either an M or F to indicate that I either spoke with
the Mr. or the female of the family.

Approximately five years ago, I was cut back from
supervisor to craft. I felt that I was unjustly cut back and
started to have a very poor attitude about my job. ‘

" When I was asked to come into the office to concentrate
only on sales, I felt that this was a good opportunity for me not
only t6 reverse my poor attitude, but to also prove to the company
that I was a good contributing employee. I worked very hard in
the beginning on sales, but was not keeping up with the sales made
by others in my district. Because of this, I decided to take my
supervisor's suggestion to refer sales without contacting the
subscriber, so that I would look good in the eyes of the company.

I received a lot of gifts for my unauthorized sales.
However, this was not my main objective. I truly wanted to appear
to the coémpany to be a good and contributing employee. '

I am glad that this problem has been uncovered. I knew
that what -I was doing was improper, and it has bothered me ever
since I started.

-
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Zi I have read the above statement consisting of four pages
Y and it is true to the best of my knowledge and belief.. I have
& initialed all pages and corrections. ’

{ - Signed:

[ _ 9-18-90

-5~ - Witness: -

9 A. F. Bradley
— Staff Manager-Security

/  9-18-90

/’2-‘- . —

1= . _

7% 9-18-90"

/S  Review of Sales Results
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Interview of

On September 17, 1990, -, employee
immediate supervisor, was 1hterv1ewed and provided the following
51gned statement to Bradley in the presence of Manager Mann:

“"Orlando, Florida
September 17, 1990

- I, do hereby make the following free
and voluntary statement to A. 'F. Bradley, who has identified
himseXf as a Staff Manager for Southern Bell Telephone Company.
I realize any statement I make may be used as evidence.

I am old. My birthdate is .
and my Social Security Number is I am employed with
Southern Bell as an , and my NCS date is

is a Service Technician reporting to me.

I have -~ - worklng in Installation and Repair as needed. -When
the work load is not heavy, I remove him from I&M work and put him
on sales. contacts customers either by telephone or in

person to sell Custom Calling features, Maintenance Plan,
RingMaster, etc. He will use Company records to determine what
features a subscriber has on their service. “He will then call the

/S 7
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customer and attempt to sell them a new feature or get them to
upgrade a service. I have been advised by Security Staff Manager-
Bradley that several sales shown on Company records as made by
employee ' have come back. Either the customer has called in
claiming they did not order the service or when a customer has been
contacted, they claim again that they did not order the service.
- L. have reviewed 28 customer: records with Mr. Bradley,
where in each case the customer called in or was contacted and
denied- that they were contacted by Southern Bell regarding an

. upgrade in the Wiring Maintenance Plan. An upgrade in the plan
‘would” increase the customer bill for this service from $1.50 per

montiirto $2.50 per month.

~ .7  TI am aware that employee has made several hundred
sales in a month. Hbwever, it.is my feeling that this number of
discrepancies is unusual.

This problem has come up before with but not in
this volume. He was questioned regarding 5 or 6 sales returns in
2 month and he assured me that his sales were on the up and up.
This problem came up last summer or fall, and I was not aware of

- any additional problems until this incident. He was instructed to’

maintain good records as to who he spoke with when he made a sale
to a subscriber. - :

If customer sales are being improperlz reported, I am not
aware of it. I do not condone nor have I ever instructed employee
to report improper sales.

I have read the above statement consisting of 2 pages and
it is true. I have initialed each page and all corrections.

Signed:
Witness:
9-17-90

A. F. Bradley

Staff Manager-Security
9-17-9qOn" -
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Second Interview of

On September 20, 1990, was re-—

interviewed and provided the following signed statement to
Bradley in the presence of Manager

- "Orlando, Florida
September 20, 1990

I, , do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager for Southern Bell Telephone and
Telegraph Company. I realize any statement I make may be used
as evidence. I am old. My birth date is

and my social security number is
I am employed with Southern Bell as

~and my NCS date is

I have been advised that I have been identified by craft
employees and as the management
person providing them with the idea to add the upgraded
Maintenance Plan to subscribers®' lines without contacting the
subscriber. This is absolutely untrue. At no time did I ever
tell either of these employees to report fdlse sales.
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2. As I recall, shortly after was on the sales job,
3 either I went to him or he came to me and we discussed his low
sales. asked me how Renee Smith, the Services Technician
_2f. that did the sales before . made so many sales. I recall
¢ - telling that I had no proof but to make so many sales, I
=/> © . thought that Smith may be cheating.- I also told that Joy
3 Folley, a Maintenance Administrator handling sales in the
- " Maintenance Center, told me on the day she quit the Company in
/o . July, 1988, that she was cheating on her sales. She stated that
y/A she added the Maintenance Plan on subscribers' lines without
2N contacting them. She said something 1like, everybody needs
1> protection. I don't remember if I informed my supervisor,
ey - 2.7 T, what Folley said.
yAY ) I do recall that last summer, possibly in June, my
26 supervisor gave me six or eight customer sales that
17 were returned where the customer claimed they were not contacted
/3 by Southern Bell. These were sales reported by I went
19 to him and questioned him about the sales and he assured me
0 there was no problem. I viewed these few complaints as
M- customers calling back because they really didn't want the
22 Maintenance Service.
Again in the 1late summer of 1989, there were
3‘5 approximately ten additional sales referred by returned
25 for the same reason. Again I questioned and he said there
26 was no problem with his sales and he did not understand why the
Q7 sales were returned. He insisted that he did speak with someone
QR at the subscriber's residence and possibly the sale was held by
29 the Jacksonville Service Order Group. ' was also
30 with me when I spoke with Sloan the second time. We both told
3/ _ ‘that it would be a good idea to note on the sales referral
=22 who he spoke with when he made a sale. I did not follow—up to
33 see if he was, in fact, noting his sales referrals.
2% Employee only worked for me a short time
=5 while I was in the Maintenance Center and she only sold for ne
306 on a few occasions. Again, I never instructed her or suggested
7 to her to cheat on her sales.

: I have no idea why these two employees would state that
I told theém to cheat.

There are gifts associated with high sales and I have
been the recipient of several such gifts. However, I would

never jeopardize my job with Southern Bell cheating on sales to
receive gifts. -
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I have read the above statement, consisting of 3 pages

and it is true to the best of my knowledge and belief..

initialed each page and all corrections.

Signed:

- - 9-20-90

‘Witness:.

A. F. Bradléy
Staff~-Mgr.-Security
Sgptember 20, 1990

Sept. 20, 19s0o" .-

I have
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2 Interview of
= On October 17, 1990, Assistant Manager
s was interviewed and provided the following signed statement:

"S00 N. Orange Ave.
Orlando, Fl.

10/17/90
= I, - do hereby make the following free
and voluntary statement to L. S. Poppell, who has identified
-/60- - - himself as an Associate Manager-Security for Southern Bell
y/4 Telephone Company? I realize this statement may be used as

/2 . evidence.

!5 I am old. My birthday is " and
] my social security number is . I am employed by
e Southern Bell as » and my NCS date is
/6 . : .
/77 To the best of my memory the boiler room concept started
/3 four or five years ago when the first Hawaii trip was awarded.
19 I believe the concept (boiler room) was suggested by
20 because he won the first Hawaii trip as a management
2] person.
- I never discussed the boiler room concept with Issy
;z} Perera and Jackson or Mr. Randy Perry. However, Perera and
24 Jackson had to be aware of the boiler room operation because if
Eﬁf the trouble load got heavy they would tell us to take people off
] sales. I have no indication that Mr. Randy Perry was aware of
7 the boiler room operation. :
23 .. ) I was never told of sales points being withheld or not
4 awarded if any sales were through a boiler room operation.
30 When I saw the outstanding results of and
E?/ + I worried that their results were realized
3 honestly. i did not work for me, therefore, I had no
=3 - contact with her. I approached on four different
29:; occasions "and on two of these occasions, was
WS present and assured us everything was correct and honest.
30 On two occasions Liz Sutton, Area Sales Coordinator, returned
37 approximately twelve of sales because the customer
23 denied placing the order. and I interviewed
39 and he assured us everything was honest and it probably was
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another family member who placed the order. Even after

and I talked to I never thought about spot checking by
calling some of sales. Also, no one ever suggested to
me to cadl sales as a follow-up to insure he was not
cheating.

I.never discussed with Liz Sutton we were using a boiler

_room operation and in my opinion she was never aware of our

operation of a boiler room.

I have never seen any Company correspondence prohibiting
boiler room type sales solicitation and no one has told me not

to use this approach.

Sales objectives were part of my 5100. My 1989, 5100

. objective for sales was set at $12,000.00. My actual 1989

results were around $50,000.00. Based on my 1989 results, ny
1990, 5100 sales objective was set at $32,000.00. These
ocbjectives were set by Manager . I have never
received an IIA award based on sales, to my knowledge, because
I have received an IIA each year for the past ten years.

I left the Maintenance Center and took an outside crew

in June, 1988. Before I left the Maintenance Center I remember
working less than two weeks, and this is adding

all the days up, on sales. Her sales ran about twenty a day
which was acceptable. After I left the Maintenance Center in
1988, was put on full time sales. I had no reason to be
concerned with her sales results and certainly would not go to

her and instruct her to cheat when her results did not affect
me.

— worked for me when he was put on sales full
time. The reason Sloan was put on sales was because we needed
someone to work the sales program and I canvassed everyone in my
group and is the only person who volunteered. At first

had poor results. He was concerned and asked me how Renee
Smith had done so well. I told him my gut feeling was she had
cheated. and I did not discuss the possibility of him
cheating any further. I did not suggest or instruct to
cheat in any way. I never discussed my feelings that Smith had

- cheated with upper management because it was just a feeling.

I have never suggested that any employee should cheat on
any of their results and this includes and and
thelr sales efforts.
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I have read the above handwritten sta

of this and 3 other Pages and it is true.
initials on each

Signed:

Y

Oct. 17,

Witness:
Lamar Poppell

Associate Manager-Security
10/17/90

N;ison Thornton

Associate Manager—Security
October 17, 1990"

tement consisting

I have

Page and beside any corrections.

1990

placed my
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7F IL Dats Held 8y Content Of interview

7”:'5{'1/‘239/95@ ~ Suspended ~ _for two (2) weekm without
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7 7; _ employees in thair proper work assignments and his
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?_' responsibilities may lead to additional discipline

e up to and including terminaiion.
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Witness:

A. F. Bradley

Staff Manager-Security
September 19, 1990™

Interview of

On September 19, 1990, was interviewed
and provided the following signed statement:

"Orlando, Florida

September 19, 1990
I, , do hereby make the following
free ‘and voluntary statement to A. F. Bradley, who has
identified himself as a Staff Manager for Southern Bell

Telephone Company. I realize any statement I make may be used
as evidence. =

-
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I am . old. My birth date is
and my social security number is . I am
employed with Southern Bell as . in the

Orlando, Florida District Maintenance Center.

In the Orlando Maintenance Center we had a- sales
solicitation program until it was suspended in June of this
year. The sales program consisted of one person making
solicitation calls to customers when they were not performing
their normal duties.

~Maintenance Administrator was the last
employee used on this job. .

It is my understanding that the sales program was started
by Assistant Manager _ when the Sandlake Maintenance
Center and the Orlando Maintenance Center were consolidated in

‘1988.

Approximately two years ago, ' was moved from
supervision to mine, giving me the responsibility for
sales. ’

Although ‘ reported to me she was left alone to make
sales contacts, she was .given an office, a telephone and
Customer printouts to make her calls. Her sales were very -good
and it appeared that very 1little supervision was required.
While was under my supervision, I had no indication that
she might be submitting unauthorized sales.

It was recently brought to my attention by Assistant
Manager that several complaints had been receivéd from
subscribers that the Wiring Maintenance Plan had been added to

their service without their authorization. T was also advised

that in all cases the sales were submitted by employee—- — -

I have been advised that employee has admitted to
Mr. Bradley that she has submitted numerous sales oF ‘“the
Maintenance Plan on subscribers' lines without contacting the

subscriber. T

I have also been advised that indicated to Mr.

‘Bradley that I was aware that she was taking credit. for

unauthorized sales.

I was not aware until recently that was submitting
unauthorized sales. Her statement is totally untrue that I had
knowledge of this.
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2L I do recall going to when she worked for me, when
3 we had a good month of sales, and asking her to hold back any
& unreported sales that month and hold them for the following
5 month. This was done so that we would have an even_ flow of
¢ sales from the Maintenance Center for each month.

7
7

Again I was not aware of any unauthorized sales by

while she was under my supervision and certainly. did not
instruct her or ask her to cheat.

/9 I have read the above statement consisting of three pages

! and it is true to the best of my knowledge and belief. I have

/X initialed each page and all corrections.

1 ' Signed: .
14 '

/5 ' -

/6 9-19-90

/7 Witness: .-

/3 A. F. Bradley -

/9 Staff Manager-Security
po R September 19, 1990

23 9-19-90"
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Interview of

)

> - is an Assistant Manager in the Orlando Division,

= IMC, and his NCS date with Southern Bell is April 9, 1956.

4 ) was interviewed on October 18, 1990 and provided

S the following signed statement: i o=

b "orlando, Florida _ ~~
7 October 18, 1990

8 I, ., do hereby make the f&lléﬁihg"

q free and voluntary statement to A. F. Bradley, -who: has - : .
/0 identified himself as a Staff Manager-Security for Southern Bell -
/ Telephone Company. I realize this statement may be used as

A evidence.

1= I am old. My birthdate is

/% . and my Social Security Number is I am

/5 employed with Southern Bell as in the

/0 Orlando District Maintenance Center. ~

17/
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As I stated in my meeting with Mr. Bradley on September
19, 1990, it is my understanding that the telephone sales
solicitation program in the Orlando Maintenance Center was
initially set up and supervised by Assistant Manager Don Babair.
I don't recall when he started the program but it was several
Years ago. I was not asked by my supervisor if I thought
setting up the sales solicitation program or "“Boiler Room
Operation" was either the proper or improper thing to do. Aas I
also indicated in my earlier statement, the person doing the
telephone sales would be rotated among all the Maintenance
Center first 1level supervisors. This would allow the
supervision sales credit points generated by the sales to also
be spread among all the supervisors.

When was placed under my supervision I did
receive sales points and gifts based on her sales. However, as

"I also stated on September 19, 1990, she was left alone to make

sales and she only reported to me on paper.

I was not given any instructions to follow-up on any of
her sales or recontact a subscriber to verify any sale. I did
receive some telephone complaints from the Business Office
regarding sales, that the subscriber did not order the
Wiring Maintenance Plan added to their service. There-were very
few complaints based on her large volume of sales so I did not
think there was a problem with her integrity. When I did
receive a complaint I went to her and told her to make sure we
were aboveboard on her sales. I did not take the complaints any
further or recontact the subscriber.

I don't have personal knowledge that Mr. Bowen, Mr.
Perera, or Mr. Jackson knew that we were operating a "Boiler

Room" sales operation. However, I think they would have to kdow_

since we generated so many sales. o

I don't have any knowledge that "Boiler Room" sélesf}fe
not sanctioned by the Company. It was never mentioned to me by
anyone in meetings with my supervisor or any Qther

meetings I have attended. T

In regard to employee she spent the majority of

-her time selling, but on rare occasions she would be pulled to

perform her Maintenance Administrator duties.

I have no knowledge that false sales were being reported
by when she was under my supervision. I also have no

personal knowledge regarding cheating on sales by anyone else in
the Orlando Division. =~

- -
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In retrospect, obviously the sales program should have
been better supervised. However, while under my supeéervision
there was no glaring indications that may be cheating.
The Maintenance Center job is very busy and time consuming, and
on my part, the sales had low priority since it seemed-to be
going so well with very few subscriber complaints.

I read the above statement consisting of 4 pages and it

is true to best of my knowledge and belief. I have initialed
each page and all corrections.

Signed:

Witness: T
Ellen W. Reddick

Assoc. Mgr.-Security

10-18-90

A. F. Bradley
Staff Manager-Security
October 18, 1990"
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Interview of

On September 19, 1990, .
Orlando Network Division Maintenance Center was
provided the following signed statement:

. Manager of the
interviewed and

175



<

Q;.} 3-seN & Kb W ¥

Second Interview of .

The Mechanized Time Reporting Forms mentioned in Brad
statement are being retained in the Security file.

‘worlando, Florida .
October 23, 1990

—~— e

I

free and voluntary statement to A. F. Bradley,
identified himself as a Staff Manager-Securit
Telephone Company.
evidence.

who has

y for Southern Bell
I realize this statement may be used as

I am - My date of birth is P
. and my social security number is I am

employed with Southern Bell as a Manager-IMC, Orlando, Florida.

In regard to former employee Leatﬁéiman, I remember a
call, but don't recall that it was specifically from Mr. Perera
regarding only one incident about a sale by her. I gave the

inquiry to a supervisor and as far as I recall the complaint was

ley's

. do hereby make the following .
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satisfactorily handled. I don't remember which shpervisor
handled the matter, but do remember that I have told all of my
supervisors on more than one occasion that if any cheating was

found in the telephone sales, the employee involved would be
terminated.

In regard to Leatherman's separation from the Company,
it was totally associated with her attendance and her sales was

not a factor. As a matter of fact, I don't recall any other
complaints about her sales.

I have heard Leatherman's sales presentation but do-not
recollect that I monitored one of her sales contacts or

overheard her call while standing next to, or near her work
‘position.

At times, I along with my supervisor, monitor the
maintenance administrator positions to insure that only business
is being conducted on the telephones and to determine - if
possible additional training is needed.

Time reporting of time spent on sales is reported to Job
Function Code (JFC) 2230 ‘as outlined in the memorandum dated
July S, 1988, from G. D. Harkness, Segment Manager-I/M, Outside

Technical Support. I have provided a copy of this memorandum to
Staff Manager Bradley.

A review of Mechanized Time Reporting forms (RF-152-8)
by myself and Staff Manager for employee T

reflects that she was using the proper sales (JFC) code. I have
provided all of the MTR forms to for employee for

the year 1990 to date. She stopped using the sales <ode in

June, 1990, when I ceased the boiler room sales operation after
learning of a possible problem with sales. -

— e

I have read the above statement consisting of two pages

and it is true to the best of my knowledge and belief. I have -

-

initialed each page and all corrections.

Signed:

10-23-90

Witness:

A. F. Bradley -
Staff Manager-Security
10-23-90"
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Third Interview of

..

2 “Orlando, Florida

Ky November 7, 1990

“7‘ I, _ + do hereby make the following

£ ' free and voluntary statement to A. F. Bradley, who has

¢ identified himself as a Staff Manager-Security for Southern Bell

7 Telephone Company. I realize this statement may be used as

8 evidence. , )

9 I am Orlando, Florida, and can be reached

/0 at : —_-

// I have been told that Mr. Issy Perera and District Sales

/2 Coordinator Nick Altuvilla both recall that they referred.
15 complaints: to me in 1988 regarding telephone sales made by . .
/ Maintenance Administrator --Bea Leatherman. In Mr. Perera‘'s - - -
/ statement, he recalls that he referred complaints to me about }
1t 'Leatherman in April or May, 1988, and that I told him that ny

i investigation determined that the complaints referred by the

)% Business Office were correct and that Leatherman's sales were

19 illegal. As far as I can recall, I never talked to anyone about

20 finding illegal sales by former employee Leatherman. I feel that

2l I would remember something so important_.and think that Mr.

22 Perera is totally incorrect in his recollection.
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X I do recall that Mr. Perera wanted to reduce the
3 Maintenance Administrator work force. I informed him that I was
g— going to be distasteful in regard to Leatherman's poor

attendance. I believe that she was at the point of suspension.
b He suggested to me that I offer her separation pay. I did, she
% accepted the offer and left the Company. At no time in my

discussion with Mr. Perera about Leatherman, did we ever discuss
vi her sales. As indicated in my statement on October 23, 1990,
/9 Leatherman was induced to resign solely for her attendance.

/ 'In regard to Altuvilla's recollection that he referred
2 complaints to me in late 1988 regarding Leatherman, I don't
13 recall ever receiving a call from him about sales complaints on
s anyone. Leatherman left the Company in May, 1988, and cannot
yig understand why he would have called me in late 1988, regarding
/6 problems with her sales.
17 As I mentioned in my statement of October 17, 1990, Mr.
13 Perera heavily encouraged sales. I do recall that sometime in
19 1988, I either overheard it or was told directly by Mr. Perera
A0 that he wanted to earn enough sales points to get a pool table
4 by Christmas. He did get a pool table by Christmas and I assume
2.0 that he got it with sales points. -
23 Prior to Mr. Perera getting the pool table, I was in the
24 district office on another matter and the subject of the pool
bRy table came up in a conversation I had with Nick Altuvilla.
2l .  somewhere during this conversation I asked how many points were
X7 needed for a pool table. Nick mentioned to me that Mr. Perera
23 did not have enough points but he took care of it. I did not
29 question Nick on his statement and assumed that Nick wrote a
b sales point check to cover the table since that was his
=/ responsibility as sales coordinator. - -
=22 As I mentioned, Mr. Perera strongly encouraged sales in
33 his organization. I recall in a staff meeting, he presented I&M
= Manager with a rope and an anchor because of his. non-
3 competitive sales results. ’ .,
36 In regard to this investigation, I would like to further - °
=7 state that I have nothing to hide, and I am willing to answer
23 any questions presented to me as truthfully as I can, and to the
37 best of my recollection.
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and it

initialed each page and all corrections.

Witness:
A. F. Bradley

Staff Manager-Security
li-7-90"

Signed:

11-7-90

; have read the above statement consisting of three pages
1s true to the best of my knowledge and belief.

I have
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2 Personnel Record B
> Current Entry Sheet
a Employee's Name - - Title Manager
. Cecartmaent Network Locatton _____QOrlando
i——mte l Heid By Content Of interview
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Interview of

On September 20, 1990, : was interviewed
and provided the following signed statement:

-

“"sSanford, Florida
September 20, 1990

I, , do hereby make the following
free and voluntary statement to A. "F. Bradley, who has _
identified himself as a Staff Manager for Southern Bell
Telephone Company. I realize any statement I make may be used
as evidence. r S .

I am ~ old. My birth date is : i
and my social security number is . I am
employed with Southern Bell as T
. Sanford, Florida. My  office is —
located in .Sanford, Florida at 132 Commerce Way. )
I worked at the Sandlake, Florida Maintenance Center as L
from 1983 to March of 1988. I then was moved to —
the Sandlake Installation and Maintenance District
until I was moved to Sanford in April of this year.
I have been advised that
Services Technician . submitted hundreds of
unauthorized sales referrals, adding the-upgraded Maintenance —_

Plan to subscribers' lines without contacting the subscriber.

/32



§§>Aa&§lh&Y{PV V<

-23-

I have absolutely no knowledge that this was happening.

When I went to the Sandlake I&M District, a Sales
Solicitation Program was already in place using a craft employee
to make telephone and in-person sales contacts with subscribers.
I left the program intact. 1In about March of 1989, the craft
employee performing the sales job requested to be taken off
sales. After conferring with first level managers for
volunteers, it was decided to give Services Technician

the opportunity to demonstrate his potential as a sales
person.

immediate supervisor at that time was Assistant
Manager * who also supervised - sales efforts.

While was on the job, his sales were good. During

-that time, I did receive inquiries on two or three ocasions

regarding gquestionable sales by , Which amounted to not
more than a dozen total sales, where the subscriber claimed they
were not contacted. It was determined after investigating these
sales, for whatever reason, the customer changed their mindt

Due to the large number of sales being submitted by
and the very low number of inquiries brought to my attention, I
had no reason to suspect that there was any problem with
integrity. However, I did take the opportunity on each inquiry
referred to me to stress to both and the importance
of maintaining integrity in the sales program.

If I would have had any knowledge that unauthorized sales
were being reported by anyone .
removed that person from the sales program, investigated the
problem and would have taken the appropriate_ action.

I have read the above statement, consisting of two pages,
and it is true. I have initialed each page and all correctiops.

Signed:

9-~-20-90 >

-Witness:

A. F. Bradley
Staff Manager-Security
September 20, 1990"
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Interview of ' —

is employed with Southern Bell as
. Installation/Maintenance, Sanford,

Florida, -and his NCS date is e From

! was for
the Sandlake District in the Orlando Division. He was moved to
Sanford: in - when the Sandlake and Orlando I&M
Districts were combined under Manager . - . While in
the Sandlake District { Assistant Manager
and craft employees + and Kathy Gholson.

/8%



<

NREY-SONA I N YR

§

/R

A, SN SO
SRENREY RRRNISY &Ry

3/

was interviewed on October 17, 1990 and provided
the following signed statement:

“Orlando, Florida
October 17, 1990

I, . do hereby make the following
free and voluntary statement to N. C. Thornton, who has
identified himself as an Associate Manager for Southern Bell
Telephone Company. I realize any statement I make may be used TT
as evidence. :

I am old. My birthdate is
. My social security number is - I am employed
by Southern Bell as

. . Sanford, Fl. My office is located in
Sanford at 132 Commerce Way and my business telephone number is

I worked at the Sandlake, Florida Installation
Maintenance Center (IMC) as © from
- During this time, I had no effective sales program. I
encouraged individual employees to try to make a sale when they -
had a customer contact but that was the extent of my sales :
program. When I left the IMC, I replaced as
Sandlake in the Orlando Turf.

When this group, a sales solicitation program
(boiler room) was already in effect. It seemed to be working -
very well, the results were good, so I did not make any changes.
Renee Smith, Services Technician, was the person assigned to
full time sales. She reported to Assistant Manager-I&M, 7. - T

- Toward the end of the year (1988), Smith stated

that she was tired of sales and wanted to go back outside as--a
Services Technician and we granted her request. Then in -early ‘
1989, we asked for a volunteer for the sales solicitation and -

volunteered. At this time, was placed -full.
time on sales solicitation. I had never been told nor have I .
eéver seen any Company correspondence that indicated sales - - * o=

solicitations (boiler room) were against Company policy. To the -
best of my knowledge and belief, Liz Sutfon, Area Sales
Coordinator, and Hal Jackson and Issy Perera, the Operations
Manager of the Orlando Turf, knew we were using enmployees for

full time sales solicitations.

reported to Assistant Manager, There
was no uniform practice throughout the District for procedures
in the sales program. We all knew that sales are important to

‘the Company and each manager used his own initiative to achieve

sales results.
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was very effective with sales solicitations and his
results were very high. On several occasions I asked - if
results were honest and he assured me that they were.

I knew and had a lot of confidence in his integrity. oOn
many occasions I asked if his sales were legitimate and he
assured me that they were. stated to me that he did not

have to cheat because it was easy to sell the Maintenance Plan
and also that his daughter was helping him by selling at school
and that his church congregation was helping him make sales.

is the pastor of a church. I asked to note on his
sales referral forms the person he had talked to and he did show
me some forms with these notations on them. I did not call any
of these customers because I had complete confidence in

For about three months during mid 1989, Services
Technician Mary Mitchell -worked full time on _ sales
-solicitations. I was advised by Liz Sutton that several of
Mitchell's sales did not appear to be legitimate. Therefore, I
immediately removed her from sales and informed her of the
discrepancies. I tried to get copies of these questionable

sales from Sutton so that I could call the customer but I never
received themn.

I have never been told not to take an employee of the
load and put them on full time sales. If the trouble load
became heavy on occasion, Hal Jackson and Issy Perera would call
and tell me to take the people off sales and get them on the
load. I don't believe Jackson ever approved of the sales
solicitations program. I have no knowledge of Mr. Perry being

aware of the sales program. I never discussed the program with
Mr. Perry. .-

Liz Sutton was aware of how we were operating the sales
solicitation and she knew was making his sales from -
a boiler room type operation. Liz and I discussed sales’ many
times and I absolutely did not tell her that we did not have--a
sales solicitation program in operation. .

~— e

I have read the above handwritten statement-consisting--

of this and two other pages and it is true. I have placed my ..

initials on each page and beside any corrections

Signed:

10-17-90

Witness:

Nelson Thornton

Associate Manager-Security
October 17, 1990

Lamar Poppell
Associate Manager-Security

October 17, 1990* /8@
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Second Interview of
"Sanford, Florida
October 23, 1990
I, » do hereby make the following

free and voluntary' statement to A. F. Bradley, who has
identified himself as a Staff Manager-Security for Southern Bell

Telephone Company. I realize this statement may be used as
evidence. '

In regard to the questionable sales involving employee
Mary Mitchell, I discussed the possibility of obtaining the
specific telephone number with Liz Sutton. She called me back
after making an inquiry with someone in Customer Services who
advised her that the numbers could be retrieved but it would
take at least thirty days to obtain a printout. The printout,
the way I understand it, would provide me the necessary
information on the specific telephone numbers so that I could
further investigate. I never received the printouts.. As time
passed due to handling other needs of the business, the
situation completely slipped my mind. -

I don't recall receiving a call from Liz Sutton regarding
a problem with sales by Maintenance Administrator

did not work for me and I can't understand why she would
have called me. However, if I would have received a call. from
Sutton regarding someone not in my organization, I would have
certainly referred the problem to the appropriate manager.

Time charged to those employees exclusively workihé oﬁ
telephone sales was charged, to the best of my recollection, -te
a miscellaneous non-productive code.

—

I will assist Staff Manager Bradley in researching FIRS
reports to -determine the actual codes charged.

I have read the above handwritten statement consispiﬂ;
of this and one other page and it is true. T have placed my
initials on each page and beside any corrections.

Signed:

.10-23-90
Witness:

A. F. Bradley

Staff Manager-Security
October 23, 1990"
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- former Service Representative and had sales training.

Interview of

On September 21, 1990, Gary Lee Maser was interviewed and
provided the following signed statement:

"Hollywood, Florida - -
September 21, 1990

I, , do hereby make the following free and
voluntary statement to A. F. Bradley, who has identified himself
as a Staff Manager for Southern Bell Telephone and Telegraph

Company. I realize any statement I make may be used as
evidence.
I am . old. My birth date is :
and my social security _number is . I am
enmployed with Southern Bell as - in

Hollywood, Florida at 250 SW 62nd Avenue. I may be contacted at

I was moved into the Orlando Maintenance Center in
and took the position held by He went- to
the field and took my old position.

In early 1989, my. supervisor, - placed
Maintenance Administrator s under my supervision.
At that time, spent the majority of her time doing
telephone solicitation sales. Actually was not

supervised by me in her sales job, she just reported to me on
paper.

Approximately eight months ago, a letter came down from
Jacksonville regarding six customer complaints that the
Maintenance Plan was added to their service without their

authorization. They were sales referred by — =—and’

the customers complained that they were never contacted by
anyone from Southern Bell. -

-— e

I went to and questioned her about the complaints.

She assured me that her sales were legitimate and that She made-
a subscriber contact on each sale. In fact, she questioned me .

for questioning her integrity. She indicated that she was-a

I discussed my conversation with with my
supervisor, . He felt that six complaints out of
the thousands of sales by was not out of line, and told
me not to carry it any further. This was the last time I heard
about any problems with . sales. =
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initialed all three pages and dorrections.

-25-

I left Orlando in late July of this year and transferred
to Hollywood.

While in Orlando, I never discussed the possibi}ity that
there was a problem with the sales effort in the Malntepance
Center with any of the other managers including my supervisor,

When I was a craftsman, I also did telephone sales when
I reported to e I was very
successful in telephone sales. Based on my success, I knew that
it was possible to generate a lot of sales by telephone, so I
had no personal reason to suspect- that may be cheating.

I have read the above statement consisting of three pages
and it is true to the best of my knowledge and belief. I have

Signed:

9/21/90
Witness:
A. F. Bradley
Staff Manager-Security -
September 21, 1990" . ’

Interview of

/7D



Interview of

is presently working as
in Hollywood, Florida. His NCS date with Southern Bell is

- . From until his transfer to
Hollywood in he worked as in

the Orlando Division IMC reporting to second level manager

. From the first quarter of 1989 until his transfer,
supervised Orlando Maintenance Administrator

On October 18, 1990, was interviewed and prleded

the following signed statement:
"October 18, 1990
Pompano Bch., Fl._

I, » hereby make the following free and
voluntary statement to Paul A. Johnson, who has identified
himself as a representative for Southern Bell. I understand
that this statement may be used as evidence.

I am employed with Southern Bell as
in Hollywood, Fla. I reside at b

My date of birth is . and my

social security number is - I subscribe to telephone
number

‘o
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I have read the statement given to A. F. Bradley, Staff
Manager-Security, on Sept. 21, 1990. There is nothing I can
really add to the statement. I was not involved in sales in the
Maintenance Center. " did report to me on paper but
that's all. I was not aware of any illegal sales that were
being done while I was in Orlando.

I have read the above statement consisting of this and

one other handwritten page and to the best of my knowledge, it
is true and correct.

Signed:

10-18-90 -

Witness:
Paul Johnson

Assoc. Mgr.-Security
10-18-90

Larry Meeker
Assoc. Mgr.-Security ~ : -

- .
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Interview of

is presently employed with Southern Bell as
in Orlando and his NCS date is

Employee was interviewed on October 17, 1990 and
provided the following signed statement:

"Orlando, Florida
October 17, 1990

I, . . do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified -
himself as a Staff Manager for Southern Bell Telephone Company.
I realize any statement T make may be used as evidence._

I am old. My birthdate is and
my Social Security Number is I am employed with
Southern Bell as in oOrlando,
Florida and report to » Manager-Network/CPE.
My Net Credited Service Date is . I can be reached
in Orlando at . I transferred to Orlando in as

a Services Technician from South Florida. -
Throughout my career I have been very active in customer
sales. As a matter of fact, I was a craft sales leader from
until I transferred to the Orlando area. When I was in
South Florida my closest competition in sales was Services
Technician in Boca Raton. We transferred to Orlando

~on the same day and were assigned to the same district. .

I learned soon after my arrival in Orlando that sales was
not a high priority. I continued to make sales contacts™ in
Orlando and quickly became the top seller for all of "North
Florida. It was not so much to do with the fact that I was- a
good seller, it was due to the fact that I took the time. and
effort to talk with each customer I visited due to a trouble
report. : T
I was promoted to . in T and  _
moved into my crew. Knowing his success with sales I

-motivated him to become the Orlando top seller.

I used him when the load permitted to make call backs on
repeated report subscribers and while checking on their service,
attempt to sell the newly activated Custom Calling features. He
was very successful. I closely observed his sales contacts as
I was also contacting subscribers. :
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When I received complaints or comments that Maser was
getting the soft job, I gave the sales opportunity to .all of my
crew members. When the other crew members decided that they did
not care to sell, I continued to use to make the sales
calls as the load permitted. I never instructed - = to make
the sales calls, he volunteered,- because like me, he enjoyed the
customer contacts. In 1985 or 1986 - won a trip to Hawaii
for his sales effort.

As I recall during this same time frame two Service
Technicians in my Sandlake District, Dan Wiley and Scott
Vandergrift had problems with the. validity of a large number of

- their sales referrals. Their sales were investigated by the

business office and the majority of their sales credits were
removed from the district sales results. I don't recall what
supervisor they reported to but the District Manager was Mr.

"Clayton Pickels and the 2nd level manager was .

One point I want to make is that while working for Mr.
Pickels and they both had meetings, demanding that
sales integrity be foremost. .

I was moved to the Pine Hills area within the Sandlake
District in late 1986 or early 1987. My sales- declined
considerably as my new créw was not sales oriented. ‘

I instructed the new crew to start selling and my contact
sales slowly increased.

In late 1987 or early 1988 Renee Smith, Services
Technician had a double knee operation. Following her
operation, she wanted to continue to work on light duty while

she recuperated. This was a good opportunity for me to utilize

her on telephone solicitation. - T

I had previously used repeat reports as the source of
sales contacts. When Smith began selling, she exhausted this
source and I was able to obtain old microfiche records from the

business office. She used these records and she was extremely-
successful- selling the Custom Calling features and the newly -

offered Wiring Maintenance Plan. -

In this new crew, I also offered the sales job to.each
member and they all declined.

Initially, while recuperating from her knee surgery, I
allowed Smith to make some of her sales contacts from her home.
Mainly because she could not drive and she made calls during all
(I.E. 5-7PM) hours of the day. I also checked on her sales
progress daily.

When Smith came off light duty, she was placed back on
the load and used on sales only when the load permitted (from an
office at 1227 S. Division Street).
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to increase their sales. '

-20-

In early 1988, Mr. I. Perera replaced Mr. A. C. Bowen as
the Orlando Division Operations Manager.

Mr. Perera was very interested in generating revenue
through the employee sales referral program and encouraged all
of his managers to increase their sales efforts. -

In some meeting early after his arrival, Mr. Perera
questioned how the Sandlake District maintained their high sales
level. I assumed that my second level manager,
informed him on our sales procedures of utilizing old business
office microfiche records.

Shortly, we began receiving up-to-date microfiche records
for all of North Florida through Mr. Perera's office. All the
foremen in the district had the opportunity to use these records

I continued to use Smith to make sales contacts when
possible. At this time a new sales program was in effect,
whereby, points were awarded for sales that were used to
purchase catalog gifts. Because of this, Smith on her own,
distributed or shared her sales points with her crew members to
be fair. I also received a percentage of the sales points as
well as my second and third level managers. I did not select
catalog gifts. However, I ‘along with Mr. Bowen, Perera and .

» forfeited the gifts and accepted a Virgin Island
Cruise. This was the result of our winning area sales contests.

In regard to Smith's sales, there were a few occasions
when her sales were referred back by the business office.

My investigation revealed either service order typist-
errors, or a husband or wife not wanting torpay for what their
spouse had agreed to. - = -

I had no doubts of Smith's integrity because I either
checked her sales or observed her talking with customers.— ~She
also had very few sales returned.

I left the I&M organization in October, 1988 and now work
in the CPE/Data group. ' —

In regard to employee <, he worked for me in
1988. On one occasion while he was out sick or on benefits for
a short period, he offered to make sales calls from his home.
His results were very poor for the short period so I ceased to
use him, as it was not worth the effort.

-

I heard that was a sales leader under Assistant
Manager - Since I was no longer in the group, I have
no knowledge that may have cheated on his sales.
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I have been advised that Assistant Manger
stated that I told him that the Maintenance Center was adding
features to customer's lines at the time they were restored
after being disconnected for non-pay. i

I don't recall specifically telling this, however,
it was a rumor. Since I had no facts, I did not pursue the
issue.

. In regard to former employee Joy Folley, sometime in
1987, I visited the Maintenance Center to observe her conducting
her telephone sales contacts to determine if she needed any
assistance on her approach. During the hour that I was there,
I observed her complete several sales. I have no information

. that she may have cheated.

In regard to - statement that my employees were
receiving double credit when upgrading the Wiring Maintenance
Plan, I did not give any instructions to manipulate the service
order to get extra credit.

It was my understanding that when the Wiring Maintenance
plan was upgraded, it was. necessary to disconnect the present
plan and connect the full plan or the customer would be double
charged. If we got extra credit, I assumed that it was a
legitimate part of the sales program.

I have no knowledge (or proof) of any employee cheating
on sales and if I had, I would as an employee and manager for
Southern Bell, report them to the proper authority. It is my
desire and duty to comply with any request for information . in
the investigation of this situation. T

I have read the above statement consisting of nine pages
and it is true to the best of my knowledge and belief. I_have
initialed each page and each correction.

Signed:

10-17-90

Witness:

A. F. Bradley

Staff Manager-Security
10-17-90

Witness:

Ellen W. Reddick
Assoclate Manager-Security
10-17-90"
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Interview of

is employed with Southern Bell as an Assistant
Manager-I&M in the Orlando Network Division, and his NCS date is
September 8, 1964. .. -

Employee was interviewed on October 17, 1990 and
provided the following signed statement:

“October 17, 1990
Orlando, Florida

I . hereby make the following free and -

voluntary statement to Paul A. Johnson, who has identified

himself as a representative for Southern Bell. I understand’

that this statement may be used as evidence. -
I am employed by Southern Bell as T
at 6621 South Orange Avenue, Orlando. I subscriber to telephone

number My Social Security Number is -
and Date ‘of Birth is ' . My NCS date- is

In October of 1988, I was .transferred to Sandlake
District from the Orlando District. I was never involved in
telephone canvassing sales until 1last year. Renee Smith,
Services Technician came to work for me inside for approximately
two weeks. I had gone to her since I knew she had been involved
in sales before. My sales were way down -is the reason I asked
her. During the time she worked for me I never checked or
verified any of her sales. I never got any complaints at any
time on Renee Smith. Renee was an Auxiliary Department Sheriff
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and I feel a very honest person. I was aware - was
canvassing in Sandlake but can tell you nothing about his sales.
He did not work for me. When the sales points came out in
January, Renee gave me her points and with this I got a VCR and
ice chest. She said she got everything she wanted out of the
catalog and for me to take the points. I had her sign her check
and I then took it to Nick Altuvilla, Assistant Manager. _He
then took the check and made me a check out in my name. During
the time Renee worked for me I do .not know how she charged her
time. During my time at Sandlake, I never received any customer
complaints on sales nor was I ever aware of any person doing any
wrong doing and no one brought .anything to my attention. I have

. hever been given any instruction on how to run a sales program.

I had heard, but I do not know for sure, that Renee had taken
some of her points and bought a small fishing boat for
. Assistant Manager. I heard it was for his‘blrthday.
The sales program had already been in  place prior to me
transferring to Sandlake.

I have read the above statement consisting of this and
two other handwritten pages and to the best of my knowledge, it
is true and correct. I have initialed the first two pages.

Signed:
10-17-90

Witnessed:

Paul Johnson )
Associate Manger-Security .
10-17-90

Larry L. Meeker
Associate Manager-Security ,
10-17-90" . . -
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Interview of o ' T

is presently employed as

_ for the Orlando, Florida Is&M District, and his Southern
Bell NCS date is

assisted the Orlando Network Division Sales
Coordinator Nicholas Altuvilla on an "as needed" basis and was
interviewed to determine his knowledge of the Network Sales Program
and his instructions and responsibilities as Sales Coordinator.

was interviewed on October 16, 1990 and provided
the following signed statement: T

*Orlando, Florida =
October 16, 1990- —

I, .+ do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager for Southern Bell Telephone Company.
I realize any statement I make may be used as evidence. ' -

I am old. My birthdate is =

and my social security number is . I am presently
employed with Southern Bell as T
reporting to . at 1227

South Division Street, Orlando,
Florida. I can be reached at

In 1988 I was an I&M crew in the
Orlando, Florida District. When Mr. Perera took over as the
Network Operations Manager in the first part of 1988, he made sales
A very important part of our daily business. He stressed pretty
hard that sales was good revenue for the Company and that we, as
employees, were overlooking good opportunities to sell since we in
the Network group met the customer face to face.

2,02



el U\{wp <

/0
%
72
Vis

s
/5

/¢

19

20
al

a2
23
24
as

a7

29
30
3/

32
33

35
3t

At this time the Sandlake I&M District under Mr. Perera
was very high on sales and consistently out sold the Orlando
District. They were utilizing at least one person to do nothing
else but make telephone solicitation sales.

I decided to take a person out of my crew to also do
telephone sales in an attempt to catch up with the Sandlake

District sales. I talked with my supervisor and he
agreed.

I used Services Technician Kathy Gholson. I brought her
into the Division Street Work Center. Initially, we used the
Orlando Blue Book and the telephone directory to make calls. After
about two weeks she was only selling approximately eight to ten

Wiring Maintenance Plans a day, which was not worth her time off
the work load. -

I learned that the Sandlake District was using Customer
Service Records on microfiche to make their calls. This record
would show if the customer had either the full or partial Wiring
Maintenance Plan which we concentrated on. .

These microfiche records were originally ordered and sent
to Mr. Perera's office. -

was the Assistant Manager in the Sandlake
District that was using Services Technician Renee Smith to make
solicitation calls. I understand that she was on light duty when

. she did solicitation and I believe that she was recovering from a

knee operation.

Smith was very successful in making calls, so I decided
to have Gholson sit with her to see what her technique was. I_sat

and observed Smith along with Gholson for approximately one trour.’

In that time she made about 20 calls and reached about 12 to .15
subscribers. Of those she did reach, she sold the Maintenance Plan
to over half of them. She had a very good sales pitch. ~Kathy
stayed with Smith about a day and a half picking up sales pointers.

Because of this, her sales immediately picked up to about 30 to 35 °

sales a day.’

_ explained to me that whenever his telephone
solicitor would make contact with a subscriber and was able to
upgrade the wiring plan, he would have the employee write the order
to disconnect the plan already on the subscriber's line and show
the installation of the full plan, SEQ1lX. This would reflect a two
dollar sale as opposed to a one dollar sale to add the additional
feature. Because of the additional credit that could be received,
I instructed Gholson to Prepare her sales referral forms the same
way. Actually, the way I understood it, the referral form had to
be written this way anyway, or the subscriber would be double
charged. He would have been charged for the partial plan already
on his line and for the full SEQ1X service.
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Gholson would turn in her sales referral sheets.to me
daily and I forwarded them to the MSOC Service Order Group 1n the
Orlando Customer Services Office.

When I put Gholson on sales, I instructed her to make
sure she spoke with the subscriber and make every effort to sell
the full or upgraded Maintenance Plan or any other available
service. However, I did not instruct her to keep a record of the
name of the person she spoke with or the time of day. For a while
I kept a copy of Kathy's referral forms which reflected the date
of her sale. However, I stopped keeping copies after about 6

months because of the volume of forms.: The copies that I kept have
since been discarded. ’ :

In late 1988 showed me a list from the Business
Office reflecting the names and telephone numbers of approximately
20 subscribers complaining that a service had been added to their

telephone without their authorization. Three to four sales made
by Gholson was on the list.

I went to Gholson and questioned her. She assured me
that she was contacting the subscriber on all her sales. She
explained that she possibly spoke with the Mrs. and the -complaint
was from the husband, or she could have spoken with a teenager not
realizing she was not talking with the subscriber. I iristructed
her to make sure that she was talking with the actual subscriber
and that we were aboveboard on all our sales. I did not instruct

‘her to keep a record of who in the family she spoke with.

Because her sales were so good and this was the only
complaint that I received about her sales, I had no reason to doubt

that her sales were legitimate. r —
As I recall, the list of customer complaints reflected

the names of Leatherman and who were Maintenance

Administrators in the Test Center. =T

Gholson received several gifts for her good salés and I- -

also received a .22 rifle and a 12 gauge shotgun.

..

At no time did I ever instruct, request, or condone any
cheating in my sales.

. At some point close to the end of 1988 the sales race was

close between the Sandlake I&M District and the Maintenance Center.
who was in the Sandlake District told me that the
Maintenance Center was upgrading the Wiring--Maintenance Plan on
telephone service that had been restored after being suspended for
non-pay. I don't know where he got that information or if it was

true. I did not tell my supervisor what said about the
Maintenance Center.
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When I decided to put someocne on telephone sales
solicitation, sometimes called the "Boiler Roon" sales approach,
I made the decision on my owvn but did apprise my supervisor

. He did not have any objection to this sales approach,
especially after our sales increased so much. Operations Manager
Perera, when he was here, and my present Operations Manager Hal
Jackson were both aware that the I&M groups and the Maintenance
Center were utilizing employees to make telephone sales. I have
no knowledge that Mr. Perera or Mr. Jackson would c?ndone
unauthorized sales or any other improper operation of our business.
As a matter of fact, on more than one occasion, Mr. gackson has
specifically told me that he better not catch me cheatlpg: He was
referring to production figures .for the Services Technicians. In
my. present position as Support Manager, I have personal control of
these figures.

Nick Altuvilla, Assistant Manager, worked in the Division
Office as the Orlando Network Division Sales Coordinator, along
with his other duties. When he moved from the Division offic? to
the Sandlake I&M Group with similar duties as I, he also retained
the job as Division Sales Coordinator. -

When he was not available or busy, I assisted him at
times in this job. My assistance usually involved transferring all
sales figures for all employees in the Division to a local computer

form to keep track of the Division sales.

In this job I did notice that some employees were very
high on their sales, however, I knew that these employees were
being utilized strictly on telephone solicitation and didn't think
there might be a problem. - T

I did not have any instructions as Sales Coordination
Assistant to verify any sales by recontacting the subscriber: -I
don't believe that Altuvilla had any such instructions either.

As -far as I know, the only way we had to add any sale to -
@ customer's line was to fill out the Network Sales Referral Form -
and forward them directly to the Customer Service MSOC Group and
a Service Order Typist would issue a Service Order.

This all changed when GoldLine went into effect this
year. There was some concern that GoldLine would not be able to
handle the volume of our sales, and the Network Division would not
get proper sales credit. =
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I have read the above statement consisting of se&en pages
3& and it is true to the best of my knowledge and belief. I have )
& initialled each page and all corrections. )
%’ Signed:
b

10-16-90

 Witnessed: .-
A. F. Bradley s

Staff Manager-Security

October 16, 1990

Nelson Thornton T

Associate Manager-Security
October 16, 1990"
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Interview of —f

On September 17, 1990, ., Manager-Network,
responsible for the Orlando Sandlake Installation and Maintenance- -
District, was interviewed and provided the following signed . .
statement: ’ -

"Orlando, Florida
September 17, 1990

I, . do hereby make the following free and
voluntary statement to A. F. Bradley, who has identified himself
as a Staff Manager for Southern Bell Telephorie- Company. I realize
any statement I make may be used as evidence.
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I am . My birthdate is .
and my Social Security Number is I am gmployed
with Southern Bell as in the Orlando, Florida

Sandlake District. My office is 1located at 1227 S. Division
Street, Orlando, Florida, and I can be reached at

I the Sandlake Installation and Maintenance
group in

It has been the practice in our district to have at least
one employee when possible to work full time on telephone sales.
Normally, this person would be an employee on light duty. When the
load would permit, any one of a supervisor's employee might be used
for sales.

When I came into the Sandlake District, Services
Technician , under the supervision of Assistant
Manager ', was performing the sales job. He placed calls
to subscribers from an office at the Division Street Work Center.

Since I was new in the district I did not concentrate on
sales and left the management of in the sales job to his
supervisor, Sometime in Operations Manager
Hal Jackson advised me that Residence Operations Manager Ron Tyo
had received four or five customer complaints, that the Wiring

Maintenance Plan had been upgraded on their service without

authorization. These complaints were all from sales by I
personally went to employee - and questioned him about the
sales. He assured me that all of his sales were legitimate. I
instructed him to maintain detailed records on each of his sales

regarding the time of day and to whom he spoke with on all
subscriber contacts. -

I discussed my conversation with Slodn with Operations _

Manager Jackson. Since the GoldLine Sales program was just getting
started, it was decided by Mr. Jackson " that all future
sales by anyone in the district would be referred through GoldLineé.
Whenever a sale is referred through GoldLine, employees in that
group recontact the subscriber and confirm the sale. This would
insure that no unauthorized sales were being made. ' o

-

In my sales experience it is not unusual to have
occasional subscriber cancel a service. For instance, if a wife
bought a service and the husband did not want the additional
expense. However, this would be rare.

In late June, 1990, it was brought to my attention that
additional sales by employee were being cancelled by
subscribers claiming they were not contacted:- These again were
sales in May prior to Mr. Jackson and myself instructing and
all other employees to refer all sales through GoldLine.
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Following these sales complaints Mr. Jackson advised me
that he was referring the possible sales problem to Security for
their review. -

Because all sales were then being referred through
GoldLine eliminating any possible unauthorized sales and the matter
was being referred to Security, I felt that I needed to take no
further action pending the results of the Security review.

I have read the above statement consisting of three pages
and it is true to the best of my knowledge and belief. I have
initialed each page and all corrections.

Signed:

9-17-90
Witness: '
A. F. Bradley
Staff Manager-Security
9-17-90"
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Interview of
presently works as . { for ;he
Orlando Division Sandlake District, and his NCS date with
Southern Bell is .

was interviewed on October 26, 1990, to develop
additional information regarding his knowledge of the Network
Sales Program and he provided the following signed statement.

.The Mechanized Time Reporting (MTR) records referred to
in statement are being retained in the Security file.

"Orlando, Florida
- October 26, 1990

.

I, do hereby make the following free and
voluntary statement to A. F. Bradley, who has identified himself
as a Staff Manager-Security for Southern Bell Telephone Company.
I realize this statement may be used as evidence.

I am old. My birthdate is
. and my social security number is _ I am the
for the. Orlando Sandlake District.
When Mr. Perera became the Orlando Division Network
Operations Manager in 1987, he made it known to all his managers
that he was very strong on Network sales.

During 1988, when the Sandlake I&M District was under the
supervision of . he had at least one crarft employee
on full time telephone solicitation sales. Because of this his

sales were always much higher than my district. At that tiffe, -

I was the second level manager over the Orlando I&M District.
Because sales were so much higher than mine, Mr.
Perera, on numerous occasions strongly encouraged me to take the
necessary steps to increase my level of sales.

In early 1988, one of my supervisors, : ; came
to me and wanted to put an employee on solicitation sSales. I

agreed and he was to only use a person on light duty or when the
work load permitted. )

He initially started using Services Technician Kathy
Gohlson. After a short time and after some training her sale
production was fair but not at the level of the Sandlake group.
The monitoring of the solicitation sales was left to supervisor

- He sat with the employee frequently and observed her
sales technique. There were no specific guidelines established
to call back a percentage of the contacts to verify the sales.
I did not feel there was an integrity problem because I had not
received any subscriber complaints.
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I had mentioned to Mr. Perera that I did initiate a
telephone solicitation sale program and he thought it was a good
idea.

During the whole time that I used an employee. to make
solicitation sales, I had no reason to suspect a problem until
the complaints regarding employee came to light. That is
when I ceased all telephone solicitations and had all sales
routed through GoldLine.

' As I recall, using an employee full time on solicitation
sales began sometime in 1987 under second level manager
and his first level supervisor This is when the
Sandlake District sales started being so much higher than all
other groups in the Orlando Division. They also were winners in
‘most of the State sales contests.

I don't recall ever being told, or reading any
correspondence, that telephone solicitation sales were not
condoned during specific sales contests.

During my management career with the Company in Orlando,
I have never had any personal knowledge or indications that
there was cheating on sales in the Network Organization, until
this recent incident surfaced. If I would have had such
knowledge, I would have taken the necessary steps to correct any
wrong doing and apprised higher management.

Mr. Bradley and I have reviewed the available Mechanized
Time Reporting (MTR) records in my office. Employee was
charging his time on the sales job to Accounting Code 5532,

which is used for Miscellaneous meetings. I have provided Mr. -

Bradley a copy of the 1990 MTR records for . If this
record on other employees in my group used on sales is required,
I will take the necessary steps to obtain the records _from
Comptrollers.

I have read the above statement consisting of three (3) i

pages and it is true to the best of my knowledge and beélief. I
have initialed each page and all corrections.

Signed:

10-26-90

-

Witness:

A. F. Bradley

Staff Manager-Security
10-26-90"
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SOUTHEAST/SOUTH FLORIDA AREAS
SPECIAL STUDY
SALES RELATED DISCIPLINE

‘- -

Service Representative
Fort Pierce, Florida

_ 09-05-91 Suspended four (4) days for misconduct in connection with
- providing customer ¥ith service neither requested or authorized.

"~ATTACHED:

Form 3151-8 Current Entry
Form 3G3A Record Of Grievance
No Security Investigation

Service Representative
West Palm Beach, Florida

09-18-91 Warned for her involvement in a subscriber being charge for
service they neither requested nor authorized. .
ATTACHED:

Form 3181-B Current Entry
- Form 3G3A Record Of Grievance

No Security Investigation

Service Representative
Miami, Florida

11-19-91 Employee warned for putting calling card and wire maintenance on
customer records without their knowledge or authorization.

ATTACHED:

Form 3181-B Current Entry
Form 3G3R Request For Formal Grievance Meeting
No Security Investigation
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SOUTHEAST/SOUTH FLORIDA AREAS - SALES RELATED DISCIPLINE STUDY PAGE 2 of 2

Service Representative
Miami, Florida

12-04-91 Employee warned for putting items on customers' records without

their knowledge or authorization.

61-22-91‘ Entry reduced to counseling in settlement of grievance.

ATTACHED:

-t Form 3181-B Current Entry
Form 3G3A Record of Grievance
No Security Investigation.

rl

Service Representative
Miami, Florida

12-23-91 ' Terminated for adding maintenance plan and touchtone to order
without discussing with customer or quoting charges. Also for hanging up
on customer and putting customer on hold unnecessarily.

ATTACHED:
Form 3181-B Current Entry
Form 3G3R Request For Formal Grievance Meeting
No Security Investigation

-
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TO BE COMPLETED BY/JOB STEWARD

N N N R A

S

0w\l o
SEVvILID & ~

REQUEST FOR FORMAL GRIEVANCE MEETING

~l. Name of Gnevant(s): ' .

2. Date of Informal Mecting with Management: . e .

e Jrnusry 17 lseg2

3. Company Represenuatives in Attendance:

‘- N
L DE'Q'\E

(Note Spokesman with s | /)

© 7 4. Union Represcntatives in Attendancs:

—_ Rita Gopez

5. Gricvant(s) in A'ttendance: -

6. Issue Involved: (As well 2s Contract Section Involved) Article 18.unjust warning
for allegedly unsatisfactory order negotiations skills; znd any
oth 3 = < Y
and the failure of the company to perform its obligations there:
7. Date Grievance Occurred: J1-19~-91

- 3 h) < P < - - = = < —

TO BE COMPLETED DY !l.()(.'Al. '
PRESIDENT OR 1S DESIGNEE

this is an arbitrary cate confirm with union oZffice 07////?2
- N A—

8. Mezting Requested: Date —
. vith Mark Buttervorth
Time - e ;.oa : Dlaca_P2Cr Cam=leyx
"9. Union Representative who will attend: _Jim Dzurv & Undersicned

10. Grievant(s) who will attend:

!

—

. Reply to Request should be dirested to:

Name < s yACAY 35}r21 ___Address
W. 49 ST.
s FLA, 33012

12. Additonal Information Relevant to Grievance:

@WIJ {Signatu:

Rita Gomez - /,,7

Janvary 17, 1982 (Da:

Notre: .
This form must be filed with the District Head within Jfourteen (14) days following the Informal meetin

2,20
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) Southemn Bell

-
-

Jarmes L. Preeu 2601 Souhern 8ol Tower
Generst Secunty Marager 301 W, Bay Street .
Jacksonville, A 322624400
_ ; (904) 330-2623

Januarg 25, 1991

" RE: - GAINESVILLE, FLORIDA IMC
- SECURITY FILE: FN003-05011

Mr. W. R. Perry
General Manager-Network/NF

- 20th Floor Southern Bell Tower
Jacksonville, Florida 32202~5100

o4

Dear Mr. Perry:

“Attached is an Investigative Report regarding trouble reports in
the Gainesville Division IMC being falsely creatad and improperly
statused to meet a Public Service Commission Index.

Yours very truly,

o0 c;zz:éiﬂaﬁﬂuw—"'
eneral Security Manager
North Florida Area

JLP:pw—
Attachmént

¢cc: Mr. J. P. Lacher
Vice President-Florida

Mr. J. L. Schmidt |
Assistant Vice President-S8ecurity

Vice President-Network-Fla.

Mr. J.‘s. Barnes
Assistant Vice President-Labor Relations _

Mr. C. L. Cuthbertson
————7> General Manager-Personnel

A30
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Southern Bell .
. BakSuth Borvicas Investigative Report ~
Other:
— a— . . .
Btate of Onrgin: b
FLORIDA
Reporung Office: - investigation At: Deas:
- ORLANDO, FLORIDA GAINESVILLE, FLORIDA 1-22-91
RS - Clasaiticavon:
‘ T - EMPIOYEE DEFALCATION

- .. GAINESVILLE, FLORIDA IMC

: T Reporting Maneger: $tanc:

- A. F. BRADLEY WELLS

T o 4 _ Period Covered By investigation:

11-29-90 THROUGH 1-22-91

A North Florida area Network staff raeviaw of subscriber

trouble reports in the Gainesville Division IMC determined that

reports ware being falsely created and improperly statused to meet

a Public Service Commission Index.

. . Billie C. Sommer and

Gainesville IMC employaes
provided signed statements

alleging that Assistant Manager James Powell made comments to them
independently, regarding the need to crsate false trouble reports

to offset subscriber reports
interviewed, Powell denied the al

having long outages. When
legations.

All other employees

working in the Gainesville IMC were also interviewed and denied any

knowledge or involvement.

CLOSED

‘TAET MANAGER-SECURITY | SECURITY MANAGER - NF |
M

pioa Te:

VICE PRESIDENT-FLORIDA
ASSISTANT VICE PRES.-SEC.

VICE PRES.-NETWORK/FLA

GENERAL MANAGER-NETWORK
ASSISTANT VICE PRES.-LABOR REL.
GENERAL MANAGER-PERSONNEL

" Sbume TWTANTI _AC A S

FOT TO BECOME PART OF EMPLOYEE'S
PERSONNEL FILES

C922 000008
a3/

OBt et B IO mn i B o .
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i PREDICATION
This investigation was predicated on a letter dated
November 23, 1990, from Mr. W. R. Perry, General Manager-Network-
North Florjda, requesting that Security investigate irregularities
found as the result of a Network staff review of subscriber trouble
reports in the Gainesville, Florida Division Installation

- -Maintenance Center (IMC). This review followed the discovery of
a similar problem in South Florida. : :

The following investigation was conducted by A. F.

- Bradley, Staff Manager-Sacurity.

S BACKGROUND
Meeting With T. ¢, favier, Operations Manager-CSCC-South Sector
and J. 3} Moore, Manager-csScC-North Florida

On November 30, -1990, James L. Presau, Genersal Security
Manager-North Florida Area and A. F. Bradley, Staff Manager-
Security, met with Taylor and Moore to discuss the Gainesville
Division IMC staff review of subscriber trouble reports for the
period of September 1, 1990, through November 27, 19950. The review
revealed jirregularities with subscriber trouble reports in the
Gainesville Division's small exchanges that reflected a favorable
effect on the Florida Public Service Commission (PSC) rule 25-4070.
This .rule states that in each exchange, 95% of all interruptions
of telephone service occurring in any calendar month shall be
restored within twenty-four hours from the time it is reported to

- the Company, Sundays, Holidays and emergency situations excepted.

- In the staff's initial sample of 50 Test OK Out of
Service reports for the month of October, 1990, 33 deviations were
found on reports in the following six small exchanges:

1. Newberry - 4

2. Keystone Heights - 10
3. Hawthorne - 9

4. Bronson - 3

5. . Cross City - 1

6. Weekiwachee Springs - 6

" There was also one deviation found in the Gainesville

main exchange. The 34 reports all had the same following '

deviations:

1. Shown as received by a fictional Repair Service
Attendant employee number. .All IMC and Repair
Servica Center employees are assigned employee
numbers and are required to note their number on
subscriber report records any time they are involved
or take action regarding a subscriber trouble
report. All 34 reports were initiated by employee
number 921, which is unassigned.

- e o —— ———— - =

4045285122:314
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2. Statused Out of Sarvice with no narrative to explain

why the line was Out of Service prior to being

- testad OK by a Maintanance Administrator. An

example of a Test OK Out of Service report would be

- a short duration Central Office failure and tested
S : after the Central Offica was restored to service.

- B All cleared and closed by a fictional Maintenance
T Adninistrator. The same unassigned employee number
- was used on all 34 reports.

- 4, All reports were shown as received and then cleared
within 3 to 5 minutes.

5. All reports were shown as received on three dates,
October 8, October 10, and October 31, 19590.

Further review by the staff of a printout for all reports
statused test OK Out of Service in the Gainesville IMC for the
month of October, 1990, revealed an additional 63 reports, for a
total of ninety-seven (97) irregqularities.

With this, printouts for the month of September and
Novembaer, 1990, were reviewed. The September printout had sixty-
three similar irreqularities and the November printout through the
27th had only four.

It should be noted that following the South Florida

investigation, two Noxrth Dade IMC employees ware terminated on
November 2, 1990, for creating false trouble reports.
While reviewing the Displayed Line Extanded Trouble
Historys (DLETH) on the Test OK Out of Service irreqularities in
question, it was notad by the staff that several reports had
subscriber listings, whose last name began with the same letter of
the alphabet. A Gainesville area telephone directory was checked
and it was discoveraed that all of the reports in each of the small
exchanges in the months of September and October, 1990, were in
several groups of consecutive subscriber names. This indicated to
the staff that these reports were possibly falsely created to
enlarge the Out of Saervice base in the small exchanges to insure
meeting the PSC index that 95% of all Out of Service troubles be
Cleared by exchange within twenty-four hours.

This PSC index objective was met in the months of
September and October, 1990, in all six small exchangss. To
compare what effect the created troubles would have on the index
for the month of October, the following comparison was mada:

HOTQTOTATEN ODTTCAITMT T Aerm—rmer = Cvom e s —— e

315
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Weekiwachee 404 397 98.2

As indicated in the comparison, without the added TOK Out
of Service reports, the index would have been missed in Octcber in
the Keystone Heights and the Bronson exchanges.,

In their review, the staff also examined trouble reports
received in October, 1990, that were placed in the CON (Carried
over-NO) status. When a trouble report is placed in the CON
status, it is removed from the Out of Service base and not used to
calculate the PSC index regarding 95% of troubles that are to be
cleared within twenty-four hours.

A trouble report is placed in the CON status only when
a subscriber requests that someone be dispatched toc the residence
or businesg at a future date, and only when that future date would
exceed the normal appointment interval.

In November, 1990, 144 trouble reports in the Gainesville
IMC were placed in thae CON status. Of thesae, fifteen (15) reports
were statused CON by someone using the fictitious employee numbers
found imr the raview of the Test OK Out of Service reports.

Subscriber trouble reports are handled by IMC employees
through access to the Company's EIMOS data base. Thers are thirty
(30) EIMOS access terminal positions in the Gainesville IMC, and
are used by the eighteen Maintenance Administrators, eight managers
and one Administrative Reports Clerk. There is also one ELMOS
terminal in the office of T. C. Kellermann, Network Operations
Manager—Gainesville Division.

PETATTI /N ATIVN W MERTATL,  cme e W R A ETESE L R — - E—e® e GG . W, . o ® mm o - oo O

Actual
PSC

Index
94.5

88.0
97.8
82.9

98‘0

SENT BY: ;/ D4-24-92  4:21PM . 33~ 4043235122316
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_ ) ) clrd Not Clrd Actual Clrd
00s within Psc within Added 008 Within
~== - -EX¢h. - Base 24 Hrg Index 24 Hrs  Repts Dase 24 Hrs
.. . Kaystone. 87 84 96.5 3 32 55 52
" .. Heights -
Hawthorne. 126 124 98.4 2 24 102 100
—_— Newberry ~ 55 54 98.2 1 9 46 45
Bronson 23 22 95.6 ~ 1 ) 14 13
Cross Cty 56 55 98.2 1 5 51 50
7 18 386 379

98.2
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PN -4
4 There is no on-line program in ELMOS that would provide
_?. - an audit trail to identify a particular terminal position regarding
£=™= " activity to-a specific subscriber record, or the position used to
L or_igj.nate a trouble report.
7 ) - ~ __  The Gainesville ELMOS data base can also be accessed from
8 . ‘the other five (5) IMC locations in North Florida, as well as from
9 terminals located in the North Florida Area Network staff office
J&_  in Jacksonville.
/ The following eight management employees are agsigned to
/2 the Gainesville, Florida IMC:
/5 1. - Manger
/‘-/ 2. James S. Powell - Assistant Manager
/5 3. - Assistant Manager
/6 4. Edmund L. Wrinkle - Assistant Manager
/7 5. .~ = Assistant Manager
/3 6. - Assistant Manager
17 7. Evelyn L. Platt - Assistant Manager

8. - aAssistant Manager
20
pY) on the thrse dates in October, 1990 (10-8, 10-10 and 10-
A 31) when 97 Test OK Out of Service Reports were shown received and
Q3  closed by a fictitious employee, all of the above managers were on
24  the job with the following exceptions:
A" october 08, 1990 - ' - on vacation
26 October 10, 1950 - - United Way Mseting  from
27~ -- - 9:00AM to 11:00AM. Receipt time on trouble
a3 reports cannot be falsified and reports having
29 fictitious amployee numbers wera shown received
30 during this time pericd.
3/  october 10, 1990 - - Attending a Company sponsored
22 . school in Gainesville.
=3 october 31, 1950 - - On vacation.
24 ‘In September, 1990, Test OK Out of Service reports were
=35 shown received by a fictitious employee on 9-14-30 and 9-19-90.
3L° On these dates, all supervisors were on the job.
37 All documentation develcped by the North Florida Area
<38 staff in their review of the Gainesville, Florida IMC will be
3‘7 retained in the exhibit section of the Security file.

r3S
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- - On December 10, 1990, Sommer was interviewed and provided

- - the following signed statement:

- nGainesville, Florida
" December 10, 1990

I, Billie’C. Sommer, do hereby make the following free
and voluntary statement to A." F. Bradley, who has identified
Himself ‘as a Staff Manager-Security for Southern Bell Talephone
Company. I realize this statement may be used as evidence.

I am forty-four (44) years old. My birthdate is June 18,
1346, and my social security number is 267-74-2843. I am employed
with Southern Bell as a Maintenance Administrator in the
Gainesville, Florida IMC. I report to Stan Dean, Assistant Manager
and can be reached at 904-335-3821. My NCS date with Southern Bell
is May 22, 1967. .

I have been advised that an investigation is in progrsss
regarding false raporting of out of Service Test 0.K. troubles and
the improper coding of troubles using the C.0.N. (Carried Over No)
transactien. ' '

I recall one occasion where I was asked by IMC Assistant
Manager Jim Powell to create several spacial circuit troubles to
add to the trouble report base so that we could meet the clearing
time index. I questioned him on his request stating that I would
do what he aszked but falt that it was not proper. He came back to
me later and said he discussed the matter with his supervisor,

- I don't know what they discussed, but he told me that he
had a guilty conscience and told me not tc make up the troubles.
As far as I recall that was the only occasion that I was asked to
dc what I felt was improper.

I have, however, noticed on occasion in the past that my
employee number 018 has appeared on records of subscriber trouble
reports that I did not handle. For a while I kept copies of these
racords for my future reference in case a question came up on these
reporta. I did not ever bring it to the attention of management
that someone was using my employee number. ’

236
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. I have read the above statement consisting of 2 pages and
it is true to the best of my knowledge and belief. I have

—== " initialsd each page. :

' Signed:
- Billie C. Sommer
- 12-10-90
Witne&;: _
" A. Fr-Bradley .

Staff Manager—-Security
December 10, 19%0"
I view arbar aint inist -

On December 10, 1990, Rose was interviewed and provided

~ the following signed statement:

"Gainasville, Florida
December 16, 1590

I, Barbara C. Rose, do hereby make the following free and
voluntary statement to A. F. Bradley, who has identified himself

" as a Staff Manager-Security for Southern Bell Telephone Company.

I realize this statement may be used as evidence.

I am forty-seven (47) years old. My birthdate is May 15,
1943 and my sccial security number is 264-66-6865. I am employed
with Southern Bell as a Maintenance Administrator in Gainesville,
Florida at 903 West University Blvd. and my NCS date with Southern
Bell is Decamber 25, 1962.

I have been advised that an investigation is in progress
in the Maintenance Center regarding possible improper and false
reports on Test O.K. Out of Service Resports and Carried Over No
Troubla Reports.

I have no knowledge of anyone, management or craft that
may be issuing false or improper trouble reports. I also have not
been asked orxr instructed by management to create false reports or
to reflect incorrect information on a subscriber trouble report.

My employee number is 012 and I Aione should be using
this number when I note subscriber trouble records. I have noticed
on occasgion that an unassigned employea number or a number assigned

"RESTRICTED BELLSOUTH SECURITY INFORMATION®  ____ _..
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to a retired employee appearad on subscriber trouble records. I
felt that thess unassigned numbers weres being used by management

= - to cover up the fact that they were dolng craft work. I never had

the idea anyone might be issuing false reports or changing trouble -

codes to make better indexes.

I have read the above statement consisting of two pages
and”it_is true. I have initialed each page and all corrections.
-7 J 4 Signed:
Barbara €. Rose
12-10-50

Witness:

A. F. Bradley

Staff Manager-Security
December 10, 1990

H. D. Booker
Assoc. Mgr.-Security
December 10, 1990%

I i + Pow -} -

On December 10, 1990, Powell was interviewed and provided
the following signed statement:

NGainesville, Florida
. ~  Decaember 10, 1990

- I, James Scott Powell, do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager-Security for Southern Bell Telephone
Company. I realize this statement may be used as evidence.

I am forty years old. My birthdate is June 6, 1950 and
my social security number is 267-90-3387. I am employed with
Southern Bell in Gainesville as an Assistant Manager-IMC. My NCS
date is- February 11, 196S. .

I have been advised that an investigation is presantly
in progress in the Gainesville Maintenance Center regarding
possible 1improper and false reports on Test OK Out of Service
trouble reports and Carried Over No trouble reports.

I have been in the Maintanance Center for approximately
one year and do not have the personal knowledge of how to create
trouble reports in ELMOS.

938
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I have no knowledge that anyone in the Maintenance Center

may be creating false reports for the purpose of making the PSC Out
of Service 24 Hours Index.

‘ i have never besen instructed by upper management to do
anything improper for the purpose of making a service index.

-~ I have read the above statemaent and it is true.

Signed:
o James 8. Powell
' ’ _ 12/10/90

Witness:®"

A. F. Bradley

Staff Manager-Security
December 10, 1990

H. S. Booker
Assoc. Mgr.=-Security
12-10-90"

v ini we Mai ator—

On December 11, 1950, Sowell was interviewed and provided
the following signed statement:

- . "Gainesville, Florida
December 11, 1990

I, Virginia W. Sowell, do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himsalf as a Staff Manager—Security for Southerm Bell Telephone
Company. I realize this statement may be used as evidence.

I am 40 years old. My birthdate is Juna 4, 1950, and my
social security number is 267-86-8654. I am employed with Southern
Bell in Gainesville, PFlorida as an Administrative Reports Clerk.

My NCS date is March 5, 1973. I report to and can

be contacted at 904-335-326S8.

My job respensibilities in the IMC is to.maintain the
Repair Out of Service List (ROSL) that is produced hourly from
EIMOS. This ROSL list reflects all pending troubles and shows
which troubles may be in jeopardy for missing the 24 hour out of
service objective set by the PSC. When I notice a trouble in
possible jeopardy, I refer the ¢trouble to a 1lcad control
superviscr. There are two load control supervisors, Jim Powell and

"RESTRICTED BELLSOUTH SECURITY INFORMATION"
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. After referring these type troubles to a supervisor,
I am no longer involved. It is their responsibility to handle the

- It is not part of my job responsibility to close out.
troubles ‘and don't have the training to do so. It is nmy
responsibility to utilize the CON (carried over no) transaction at

"times when the IMC dispatch time conflicts with the dispatch time

requasted by the subscriber. This transaction is used when at thes
customers instructions we may exceed the 24 hour out of service
objective. The ELMOS System CON transaction would remove a trouble
frem the out of service 24 hours index base, and woculd not be
counted against the Maintenance Center results. This transaction
is only used after I contact the subscriber and attempt to get the
trouble dispatched within the 24 hour period. If this can not be
done, I note the subscriber trouble history that they requested a
future due date.

I seldom utilize the CON transaction. I estimate that
I may CON a trouble no more than once a month if that many.

I an aware that an investigation is in progress regarding
abuse of the CON transacticn and false reporting and incorrect
statusing of Test OK out of sarvice troubles.

I have no knowledge that anyone in the IMC is involved
in manipulating trouble reports or creating false troubles for the
purpose of meeting certain PSC objectives. I have never been asked
or instructed to do anything improper regarding subscriber reports.

I have read the above two page statement and it is true
to the best of my knowledge. I have initialed ths two pages.

Signed:
virginia w. sowell
12-11-90
Witness:
A. F. Bradlsy
Staff Manager-Security
12-11-90"
Interview of i Manager-=IMC -
Oon Decamber 11, 1990, was interviswed and

provided the following signed@ statement:

2,40
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"Gainesville, Florida
December 11, 1950

’ ) I, ' -, do hcrcb§ make the following free and
voluntary statement to A. F. Bradley, who has identified himself

'-: as a Staff_Manager-Security for Southern Bell Telephone Conmpany.

— I am old. My birthdate is
-~ "_and my social security number is I am employed
with Scuthern Beli- as ", Gainesville, Florida
Division, and my NCS date with Southern Bell is
I came into the Gainesville IMC in : as an
and promoted to r in

) . I kept this assignment until
when I was moved to Gainesville Engineering as an
: ’ . I returned to the Gainesville IMC in
and presently hold the title of

I am aware that an investigation is in progress regarding
the false reporting of oOut of Service Test OK troubles and the
improper coding of subscriber troubles using the CON (Carried Over
No) transaction in the Gainesville IMC.

I have reviewsd information initially developed by the
Noxrth Florida Headquarters staff that Test OK subscriber troubles
were incorrectly statused Out of Service with no narrative to
support the Out of Service status. The headquarter's review also
determined that on the deviations found they were shown - -to a
fictional Repair Service Attendant (RSA). These troubles were also
shown with short clearing times between three and five minutes.
The staff alsc found that these troubles wWere ralsely creatad in
the Gainesville small exchanges using sequential telephone numbers
from the Gainesville Telephone Directory.

The intentional manipulation was to obviously increase
the Out of Service base to meet a PSC objective. The utilization
of the CON transacticn removes a subscriber report from the over
24 hour PSC objective. Those improper CON transactions were also
an obvious attempt to make sure that the PSC cbjective was met.

Making these PSC objectives is one of the very important
parts of my job. I alsoc have other objactives along with the Out
of Service Over 24 Hours that I try to daily make sure stay in
line. These include the Code 4 (Outside Facilities) report rate,
missed appeointments, repeat reports, and the total Network report

rate. 2 lf-/

"RESTRICTED BELLSOUTH SECURITY INFORMATION" AAAA AnAN1O



- T

e T

y . T T v T WTLerWm v a

-11l~-

Although the over 24 hour objective is 1mportaht to me
I have never condoned the manipulation of company records to
include creating reports for the purpose of meeting an objective.

:I receive weekly printouts with information on subscriber reports

YR JevsiaLE"TLY

letting me know where I stand regarding Out .of Service reports. -

If I "am not meeting the objective of 95%, I advise all my
supervisors where we stand in the exchange in question and make

" sure_that they do everything possible within the sat guidelines not

to niss another out of Service report.

- I have made the statement at or near the end of a month
that we would need several Out .of Service raeports 1if we were to
meet the PSC objective. I would ask that reports in the dispatch
or screening pool be raetested to see if any reports could be
restatused out of service. If I could get the out of service base
built up we could meet the objective.

It's obvious there has been record manipulation in my
center so wa could meet -these results. As I stated before, I do
not condone- and I have never asked anyone to falsify recoxds to
meet objectives. However, because of my constant monitoring of the
Out of Service reports arnd the fact that I also daily advise my
supervisors when we are not meeting an objective, I may have
unknowingly sent the wrong message to one or more of my
supervisors.

I personally have not created trouble reports or asked
a managetr or craft employee to create trouble reports, or falsify
any other IMC records to meet objectives.

I have also advised my employees, espacially my managers,
that if anybody was making up short duration trouble reports or
doing anything illegal they better stop it. This was in late
October or the first part of November, 1990. My supervisor, Mr.
Kellermann, had asked me to take a look at my center to make sure
that evarything was being reported and@ handled properly. Ha was
especially concerned with task building by the outside forces. I
did £ind some short duration Test 0.K. reports but did not pursue
or investigate the exact reason they were shown cleared in a short
time, I did say as I stated before, that if anything improper was
baing done, they better damn sure stop it.

The Gainesville IMC is my responsibility. I suspect that
the impreper actions under investigation were done by one or more
of my managers. However, I do not have any proof to substantiate
my suspicions.

e
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I do recall an incident in early November, 1950 involving
a special circuit that had an extended duration time of receipt to
clear in excaess of sixty-nine hours. This subscriber report was
mishandled by SARTS, ny IMC superviser Jim Powell, and by SSIM
whereby it was not properly closed in ELMOS in a timely manner.
This  incident was over a weekend. The trouble report came in on

- a Friday afternocon and was not closed until Monday morning. Since
"Powell "was on weekend duty and he was formerly a supervisor in

S§sSI¥,” I felt that he should have handled the report over the
weekend and not waited until Monday. He was scomewhat inexperienced
in theé opearation of the IMC, so I re-covered him on the proper
procedures regarding’dispatch and the importance of handling a long
duration subscriber report. ’

Because of this I told Powell that we would need many
short duration tickets to overcome the unnecessary affect of the
one long duration report. He later asked me what he could do about
the long duration report. As I recall, I told him we were going

" to have to eat it as there was nothing we could do.

I have been advised that one of my Maintenance
Administrators, Billie Sommer, stataed that Powell came to her
asking that she make up false trouble reports to offset 2 long
duration out of service special circuit. She stated that she weculd
do what the supervisor asked but told him she thought it was wrong

- and inproper. Sommer then advised that Powell went to me to

discuss the matter. He came back tc Sommar and decided that he
would not ask that false reports be made, because he had a guilty
conscienca.

I don't recall that Powell mentioned false reports or
that he had a guilty conscience. I only told him that we could do
noething but eat the trouble. When I told Powell that we would need
many - short duration troubles, I in no way was suggesting or
instructing him to create trouble reports.

I have read the above statement consisting of six pages
and it is true to the best of my knowledge and belief. I have
initialed each page and correction..

Signed:

Witness:

A. F. Bradley

Staff Manager-Security
December 11, 19507

"RESTRICTED BELLSOUTH SECURITY INFORMATION™"
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. employed with Southern Bell Gainesville, Florida as

.+ and my net credited service date is
I report to o and can be contacted through

him at

I have been ) in the Gainesville Maintenance
Center for approximately six ysars. During my entire time here

- reporting to second level managers, . Johnny Joos

and -, I have never been asked to do anything
improper with the statusing of subscriber reports for the purpose
of making a PSC objective. All managers, including myself, are
always being reminded that we need to do everything possible within
the rules and guidelines to make all of our indexes. Again, I
personally have never done anything improper or been asked to do
anything improper so that an index could be met.

I have reviewed with Mr. Bradley, a list of Test OK out
of sarvice reports for September and October, 1990, for several
small exchanges in the Gainesville and Brooksville bDistricts. I
have been told that thesa records reflect reports that were created
for the purpose of enlarging the Out of Sexrvice report base so that
the PSC over 24 hour Out of Service index could be met.

I have no persconal knowledge who may have created these
troubles.

I do recall an incident that happened within the past

three months that involved Gainesville IMC Assistant Manager Jim
Powell.

"RESTRICTFED RELLSOUTH SECURTTY TNFORMATTONY
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- On Decembér 12, 1990, was interviewed and provided
" the followlng signed statement.
. . "Gainesville, Florida
= December 12, 1990
H I, . ., do hereby make the following free and
voluntary statement to A. F. Bradley, who has identified himself
as a Staff Ma.ager—Sacurity for Southern Bell Telephone Company.
I realize this statement may be used as evidence.
I am old. My birthdate is
and nmy social security number is s I am
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T believe that I was working at the Brooksville Centrol
positién. Powell walked by and made a passing comment, something
to the affect that he was in real trouble because he had missed too
rany ~out of service subscriber reports. He was referring to
reports that were out of service over 24 hours which directly
affected the PSC objective. He alsc mentioned something about a

"ltelaphone book and that he needed to build up the report base 80

that -he could meet the PSC objectives. I made a comment to him
like "Hey, that's very serious stuff or "That's a saerious thing".

. I.went back to my work never thinking that Powell was really

serious in his statement. As a matter of fact, I forgot the
incident until I learned of the Security investigation regarding
the improper statusing of trouble reports. I also did not cbserve
Powell sitting at an ELMOS terminal using a telephone book doing
any type transactionms. i '

My understanding of the CON ¢transaction is that it
removes the subscriber report from the PSC base. This transaction
is only rarely used when a subscriber requests a future date for
dispatch which would put the report in the over 24 hour status.
In my six years in the Maintenance Center, I have authorized the
use of the CON transaction no more than three times.

I have read the above statement consisting of three pages
and it is true to the best of my knowledge and belief. I have
initialed each page and all corrections. :

-

Signed:

12-12-90"
W wrinkl -1

On December 12, 1990, Wrinkle was interviewed and
provided the following signed statement:

nGainesville, Florida
December 12, 1590
I, Edmund L. Wrinkle, do hereby make the following free
and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager-Security for Southern Bell Telephone
company. I realize this statement may be used as evidence.

T am fifty-one years old. My birthdate is June 15, 1939
and my social security number is 264-56-6541l. I am employed with
Southern Bell as an Assistant Manager-IMC in Gainesville, Florida.
My NCS date is March 4, 1966. I may be reached in Gainesville at

904-335-3265.

Q¢S5
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I have been in the Gainesville IMC since July, 1990.
Prior .to this position, I was a Manager in the Gainesville

Lo dad A 4

I have been advised that an investigation is in prograss .

in the Gainesville IMC in regard to the manipulation of subscriber
trouble reports for the purpose of meeting certain PSC objectives.

- I have no knowledge of anyone, craft employee or manager in the

Gainsesville IMC that is or has falsified trouble report records.
My knowledge of the Maintenance Center operation is limited, and
I-would not know how to create false troubles or incorrectly status
a trouble report for the purposgse of meating a PSC objectiva.

My supervisor, ] , reqularly reminds all the
managers in the IMC where we stand on PSC objectives. However, he,
as far as I know, has never asked or instructed anyone to falsify
IMC subscriber reports to meet an objactive.

- . T have read the above statement consisting of two pages
and it is true. I have initialed each page and all corrections.

Signed:
Edmund L. Wrinkle
12-12-90"
- Interview of . Assistant Manager-IMc
- - On December 12, 1990, was interviewed and provided

the following signed statement:
T nGainesville, Florida
December 12, 1980

I, , 4o hereby make the following free and
voluntary statement to A. F. Bradley, who has identified himself
as a Staff Manager-Security for Southern Bell Telephone Company.
I realize this statement may be used as evidence.

I am . 0ld. My birthdate is _
and my social security number is I am employed with
Southern Bell as in Gainesville, Florida.
My NCS date is I report to and can

be reached through him at -

I have been advised that an investigation is in progress
in the Gainesville IMC regarding improper and false subscriber
reports baing created and the improper statusing of TOK out of
service reports for the purpose of meseting PSC objectives.

2¢4b
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> I have bean in the Gainesville IMC since . I have
— never been asked or instructed to falsify any Maintenance Center
S racords for the purpose of meeting a PSC objective. I have also

T © not asked or inatructed any craft person to create false subscriber
7 reports or incorrectly status a subscriber report for that purpose.
® . . . My supervisor is reqularly reminding myself
9. as well as the other managars in the center where we stand in
/6 regard-to all indexes, including our PSC objectives. However, as
/( far.as I_am aware he has never asked or instructed anyone to
/2  manipulate Maintenance center records for the purpose of meeting
/¥ an objective. .

/% I also have no knowledge that anyone else in our
;S Maintenance Center is manipulating subscriber reports for that
/76 reason.

{7 . I have read the above statement consisting of two (2)

/3 pages and it is true.- I have initialed sach page and all
19 corrections: :

20 Signed:

al ' : )
0 10-12-90

2.? Witness:

29Y aA. F. Bradley

Q§ staff Manager-security
26  pecember 12, 1990"

X7 Interview of Assistant Manager-ICC/IMC

38 On December 17, 1990, was interviewed and provided
4 the following signed statement.

>0 . "Gainesvilla, Florida

>/ Decamber 17, 1990

32 S 1, . do hereby make the following £free

33 and voluntary statement to A. F. Bradley, who has identified
3 & himself as a Staff Manager-Security for Southern Bell Telephone
35 Company. I realize this statement may be used as evidence.

¢ I am ' old. My birthdate is
7 and my social security number is I am employed with
38 southern Bell as in the Gainesville

247

"RESTRICTED BELLSOUTH SECURITY INFORMATTIONM —~——— mam——



viiv ot e 'I_ vV T LeT3L v Q20PN J3- CULILV¥C1LLvwIV

9 -17-

-

=2 . Maintenance Center. I report to _ at 903 W.
>-. - University Boulevard and can be contacted through him at

"o I "am responsible for service order activity in the

Maintsnance Center. However, as needed and on weekends, I assist

- .. in the: Repair part c¢f the center supervising the duties cf the
"Maintenance Administrators.

9 — I am now aware that an investigation is in progress in
460.  the Gainasville IMC regarding the improper statusing of subscriber
V4 trouble reports and that subscriber reports have been created to
/L  insure that PSC indexes are met.

K4 I have been in this Maintenance Center for over four
/} years. During this time, I have never been asked or instructed by
/ higher management to manipulate Maintenance Center records
/& improperly, including creating subscriber reports so that an index
/7 - could be met.

/8 I have reviewed the results of a raview by the North
/9 Florida Area staff which indicated that TOK Out of Service reports
30 Were created in Septembaer and October, 1990 and that subscriber
2} trouble reports were improperly put in the CON status for the
A% purpose of meeting the PSC 24 hour out of service index.

A7 I personally have not been involved in any improper
A4 actions in this regard and have no knowledge of who may be
2S5 involved.

YA * My supervisor, ', has on occasion reminded me,
X7 as well as the other supervisors in the Maintenance Center, to make
AV - sure that we moniter all of our indexes. AsS far as I am concerned,
29 he has worked hard to make sure that we are doing our work in the
J9 proper priority. He has never approached me to do anything
J/ improper, but tried to make sure that work was being handled
332 correctly.

33 - I have worked all of the assignments in the Maintenance
¥ center over the past four years. The responsibility is primarily
3$ monitored by the load control supervisors. It is that manager or
¢ nmanager's responsibility in the load control environment to match
@7 the forces to the daily load requirements, keeping the Company's
38 objectives in mind. If the load cannot be handled, they must brir}g
J9 the problem to attention so that he can attempt to obtain
%0 additional support.

HOTOMDY AP DTT P CATIMNS (@ ivrovm S rmer SLOMAmMIIS Mw AL 10
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P
— - 1 have read the above statement consisting of 3 pages,

.and _it is true to the best of my knowledge and belief. I have

= - initialad each page and all corrections.
9
= Signed:
2 -

3. - 12-17-90
q Witness: _
70 A, F.Bradley .
A( Staff Manager-Security
12-17-90..

/> Eilen W. Reddick
/4% Associate Manager-Security
/5 12-17-30"
/C  Ipterv f Ev att t - ™
17 On December 17, 1990, Platt was interviewed and provided
/3 the following signed statement. '
/ 7 “"Gainesville, Florida
20 - Decembaer 17, 1990
p Y : I, Evelyn L. Platt, do hereby make the following free and

22 voluntary” statement to A. F. Bradley, who has identified himself
Q¥ as a Staff Manager-Security for southern Bell Telephone Company.
2€ I reallze this statement may be used as evidence. )

s . - I am forty-nine years old. My birthdate is November 27,
3 1941 and nmy social security number is 265-58-0091. I am employed
X7  with Southern Bell in Gainesville, Florida as an Assistant Manager-
2% SSDAC/IMC, and my NCS date is September 14, 1964. I raeport to
o and I have the responsibility for dispatching on the
3o installation and maintenanca of special circuits. I have been
advised that an investigation is in progress regarding the improper
statusing and the creation of false subscriber trouble reports for

the purpose of meeting the PSC over twanty four hour out of service
index. : :

I have been in the Gainesville Maintenance Center since
March of 1990. My knowledge of the Maintenance Center is limited.
I have hever been asked or instructed by anyone since I came to
Gainesville to do anything improper ragarding subscriber reports.
I also have no knowledge of any other employes in the Maintenance
Center, craft or management, that may be falsifying company records
for the purposse of meeting PSC indexes.

"RESTRICTED BELLSOUTH SECURITY INFORMATTOANM
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F have read the above statement consisting of two pages
— and it.1s true to the best of my knowledge and belief. I have
- initialed both pages and all corrections. :

A . Signed:
—. T Evelyn L. Platt
- T 12-17-90

Witnesa:
A. F. Bradley

T 7 Staff-Manager-Security
12-17-90"

- ntervi o) Ass er-

On December 18, 1990, Powell was reinterviawed and
provided the following signed statement.

Gainesville, Florida
December 18, 1990

I, James Scott Powell, do hereby make the following free
and voluntary statement to A, F. Bradley, who has identified
hinself as a Staff Manager-Security for Southern Bell Telephone
.Company. I realize this statement may be used as evidence.

I am forty years old. My birthdate is June 6, 1950 and
my social security number is 267-90-3387. I am an Assistant
Manager-IMC in the Gainesville, Florida Maintenance Center. I have
bean in the Maintenance Center since October or November, 1989.
My present Jjob assignment is Load Control Supervisor for the

—-.Gainesville Turf. This takes me in the Gainesville area and all
of the smaller exchanges such as Keystone Heights, Newberry,
Bronson and others. In this job, it is my responsibility to manage
the load in my turf assignment. I am responsible to make sure that
when possible I have enough manpower in areas having trouble
reports. This includes doing everything possible in my control to
not miss clearing troubles within twenty four hours.

At no time have I ever asked any employse to creata
troubles so that the Maintenance Center would meet a PSC objective.

I understand that an employee in the canter made the
statement that I asked the employes to create troubles to offset

a special circuit outage that exceeded the out of service time
limit.

2,50
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This is a totally untrue statement. Clearing time is
very important to ma, but not important enocugh to be involved in

_.cheating. -

-

- . . . As I stated in my interviaew on December 10, 1990, I do’
not have the knowledge of the ELMOS system to create or close

" troubles.

= I have also been advised that someone in the center
overheard me make a statement to the effect that I was in trouble
becausa I had some .troubles that went over the twenty four hour
time limit. They also stated that I said I needed a telephons book
so that-I could make some troubles. This is also a false statemant,
since I don't know how to make a trouble report, why would I make
such a statement. I have never been asked or instructed by my
supervisor - 7 or any other manager to manipulate records,
Ccreate troubles or do anything else against Company policy for the
purpose of. meeting an index. I also have no knowledge of any other

K gmployee, management or craft that may be involved.

If the Company cannot get someone to admit to the
creation of false troubles why doesn't the Company consider asking
all of the employeas in the Gainesville Maintenance Center to
submit to a Polygraph test. I would have no fear of taking such
a test, but wold like to see averyone take the test.

. If I determine any information in the future regarding
who may be involved, I will immediately bring this information to
the attention of my supervisor.

I read the above statement of 3 pages and it is true to
the best of my knowledge and beliaf. I have initialed all pages
and corrections.

Signed:
James S. Powell
12-18-90 ‘
Witness:
A. F. Bradley
Staff Manager-Security
12-18-90

Witness:

Ellen W. Reddick
Associate Manager-Security
12-18-90"

25/

"RESTRICTED BELLSQUTH SECTTRTTV TNFADMATTAMN el e e BEAAAR L

J3T BUSTLIVILLWII



SNt ov-  If PAT24-GZ 4 4:31PM 33~ 4043235122:734

-21-

A

T _ Interview of . Assistant Manager-IMC
E?ithfz' SRR On December 21, 1990, .was interviewed and provided
2. the following signed statement:

L S "Gainesville, Florida

72 - - December 21, 19%0

. S e 7 » do hareby make the following
4 free and voluntary statement to A. F. Bradley, who has identified
/9 hinself as a Staff Manager-Security for Southern Bell Telephone
y/A Company.~ I realize this statement may be used as evidence.

/2 I am : old. My birthdate is

/7 » and my social sacurity number is . I am employed
/1% with Southarn Bell as : _ . in the Gainesville,
/§ - Florida Maintenance Center. I report to _ _, Manager-
/¢ IMC, and can be reached through him at ‘'« My present
{7 job assignment in the Maintenance Canter is

/3 - My responsibility is to make every effort to balance

/9 the work force with the load. To make every effort not to niss
A6 subscriber appointments, or let trouble reports go over the twenty-

A/ four hour time 1limit. I try to accomplish my work within the
A2 ' proper guidelines. .

X7 . -I understand that an investigation 1is in progress
2¢. regarding the improper statusing of subscriber reports and the
A9 creation of false trouble reports for the purpose of mesting PSC
Al index objactives. :

A7 - I have no personal knowledge of anyone in the Gainesville
23 Maintenance Center that may be falsifying or manipulating Company
A9 records for this purpose. I have not been involved in falsifying
J° records myself to meet objectives. My supervisor, ’
regularly reminds all of the Maintenance Center Managers where we
stand on missed appointments or if we are in jeopardy regarding
subscriber lines out of service over twenty-four hours. Howaver,

at no time has he ever asked me to do anything improper to make a
PSC objective. :

I have reviewed several subscriber trouble history
reports for subscribers in the Gainesville District. These trouble
histories reflect no assigned employee numbers, 921, 131, and 175
as the employea that handled thae trouble. I have not seen these
unauthorized employee numbers on Maintenance Center records and
have no information who may ba using these employee numbers.

HOTOMMYTYAMTA m@e s macemese mem e e e o
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I have read the above statement and find it to be true
to the best of my knowledge and belief and I have initialed each
page and all corrections.

= ' S i&ned :
EE 12-21-90

‘Witnaess:

A. F. Bradley
Staff -Manager-Sacurity
Decembar 21, 1990 .

Witness:-

12-21~-90"
in 1 - o in the

During the course of this investigation the following
Maintenance Administrators were interviewed. They all denied any
knowledge or involvement in the false creation or improper
statusing of subscriber trouble reports in the Gainesville Division

13-13-90 Elizabeth A. Orton’

gor- I

-

On January 2, 1991, Bradley met with Kellermann to review
the progress of the investigation and Kellermann provided the
following signed statement.

"RESTRICTED RET.TROUTH SEAIDTMV TUTADLA mT A e—e -
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Dateg e Name Rate Nane

12-13-90 Beverly A. Flinchum 12-13-50 Helen J. Hill
12-13-90 Cindy Armel - 12=13-950 Sandra B. O!Connor
12-13-90 Joann Norris 12-17-90 Shar J. Foster
12-13-90 Larxry A. Howell. 12~17-90 Frances L. BHarris
12-13-90 Ellen P. Bell 12-17-50 Nan C. Martin
12-13-50 Rita P. Garratt 12-17-90 Charlotte L. Sheffield
12-13-950- Eleanor C. Campbell 01-02-91 Roberta S. Gallahue '

253
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"Gainesville, Florida
- Dacaembar 21, 1990

I, Theodore €. Kellarmann, Jr., do hereby make the

= 7 - following free and voluntary statement to A. F. Bradley, who has

identified himself as a Staff Manager-Security for Southern Bell
‘Telephone Company. I realize this statement may be used as

- - avidence. -

77 _" 1 am forty years old. My birthdate is December 23, 1950,
and my social security number is 262-92-2606~9. I am the Network
Operations Manager  for the Gainesville Division, and can be
contacted at 904~336-5750. My NCS date with Southern Bell is
September 11, 1972.

In regard to the Security investigation in the
Gainesville Maintenance Center on improper statusing and creating
of false subscriber trouble reports in the months of September,
October and November, 1930, I have no knowledge of who may be
involved. "I do not condone the manipulation of Company records for
the purpose. of meseting an internal or PsC index cbjectiva. I have
never manipulated Company records for this purpose and I have never
asked or instructed anyone under my supervision to falsify records
to meet an index.

The creation of false subscriber trouble reports were
done in the Gainesville Division small exchanges. Reports were
created in six small exchanges apparently to enlarge the report
base to insure that the PSC index for Out of Service over twenty-
four hours would be met. 1In reviewing the reports in these small
offices, it was not necessary to enlarge the report base on four
of the six offices involved to meet the PSC index. In view of
this, it is unclear to me why anyone would take the time to create
reports when it was not necessary.

The responsibility for doing everything within Company
guidelines to meet indexes associated with the Gainesville

Maintenance Center is with myself and
T have supervised ~ for approximately two years, and have

no reason td suspect that he would manipulate records outside of .

Company guidelines to meet any objective. I see him as an
extremely honest manager and feel that he would alsc not condone
anyone under his supervision falsifying Company records.

I have r¢ad the above statement congisting of twe pages.

and it is true to the best of my knowledge and belief. I have
initialed each page and all correcticns.

254
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, Signed:
- T. C. Kellermann, Jr.
- Operations Manager
: 1-2-91

——

if;f:nééé: |
A. F. Bradlay

. . Staff Manager-Security
1=2-917

_As of January 22, 1990, reviews of the December, 1990 and

- January, 1991, TOK , Out of Service and CON reports for the

Gainesville, Florida IMC dces not reflect any additional reports
shown received and cleared by a fictitious employee.

CLOSED
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