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B e l l  T e l e p h o n e  & T e l e g r a p h  1 
C o m p a n y  ) 
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APPEARANCES : 

OFFICE OF P U B L I C  COUNSEL, 

by SUSAN RICHARDSON, ESQ. I O f  c o u n s e l ,  

a p p e a r i n g  o n  b e h a l f  o f  t h e  C i t i z e n s  of t h e  

S t a t e  of F l o r i d a .  

. ROBERT BEATTY, ESQ. , 
a p p e a r i n g  on b e h a l f  of  B e l l S o u t h  

T e l e c o m m u n i c a t i o n s ,  I n c .  
- 

J E A N  WILSON, ESQ., 

a p p e a r i n g  on b e h a l f  of Employment S e r v i c e  

Commission S t a f f  . 

ALSO PRESENT: 

STAN G R E E R ,  D i v i s i o n  of  Communicat ions 

CARL VINSON, D i v i s i o n  o f  R e s e a r c h  a n d  

R e g u l a t o r y  Rev iew.  
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D e p o s i t i o n  of  KATHLEEN G A R G I U L O ,  a w i t n e s s  

o f  l a w f u l  a g e ,  t a k e n  by t h e  C i t i z e n s  of t h e  S t a t e  O f  

F l o r i d a ,  f o r  t h e  p u r p o s e  o f  d i s - o v e r y  and f o r  use  a s  



1 e v i d e n c e  i n  t h e  a b o v e - e n t i t l e d  c a u s e ,  I n  re :  

2 Comprehens ive  Review of Customer R e b a t e s  o n  T r o u b l e  

3 Reports  of S o u t h e r n  B e l l  T e l e p h o n e  S i  T e l e g r a p h  Company, 

4 p e n d i n g  b e f o r e  t h e  F l o r i d a  P u b l i c  S e r v i c e  Commission,  

3 p u r s u a n t  t o  n o t i c e  h e r e t o f o r e  f i l e 6 ,  b e f o r e  KATHLEEN 

6 SCHWAB, a N o t a r y  P u b l i c  i n  a n d  f o r  t h e  S t a t e  of  F l o r i d a  
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a t  Large ,  a t  S o u t h e r n  B e l l  T e l e p h o n e  & T e l e g r a p h  

Company, Room 1015A, 6 4 5 1  N o r t h  F e d e r a l  Highway, F o r t  

L a u d e r d a l e ,  Broward Coun ty ,  F l o r i d a ,  o n  t h e  1 5 t h  d a y  of  

O c t o b e r ,  1 9 9 2 ,  commencing a t  2 : 3 0  o ' c l o c k  P.M. 
- 

- - - - - -  
Thereupon  : 

KATHLEEN GARG I U L O  

was c a l l e d  a s  a w i t n e s s  on b e h a l f  o f  t h e  C i t i z e n s  of 

t h e  S t a t e  of  F l o r i d a ,  and b e i n g  f i r s t  d u l y  sworn ,  was 

examined  a n d  t e s t i f i e d  a s  f o l l o w s :  

MR. BEATTY:  My name i s  R o b e r t  B e a t t y .  

And, of c o u r s e ,  I r e p r e s e n t  B e l l S o u t h  

T e l e c o m m u n i c a t i o n s ,  d o i n g  b u s i n e s s  a s  S o u t h e r n  

B e l l .  L e t  m e  t a k e  a few moments t o  p u t  a number 

of matters o n  r e c o r d .  
- 

F i r s t ,  t h a t  t h e  d e p o s i t i o n  - t h i s  

d e p o s i t i o n ' s  t a k e n  p u r s u a n t  t o  p r o p e r  n o t i c e  a s  

t o  d a t e ,  t ime  a n d  loca t ion ' .  

Number two,  t h a t  t h e  p a r t i e s  s t i p u l a t e  - 

B R O W A R D  REPORTING S Z R V I F F  __ 
( 3 0 5 )  4 6 7 - 1 4 6 7  



.. 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

17 

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

~ 

5 

and t h i s  i s  m o s t l y  l e g a l  k i n d  of i s s u e s .  

P a r t i e s  s t i p u l a t e  and  a g r e e  t h a t  w e  w i l l  r e s e r v e  

a l l  e v i d e n t i a r y  o b j e c t i o n s  e x c e p t  a s  t o  form.  

T h i r d ,  t h a t  w e  do not w a i v e  r e a d i n g  or 

s i g n i n g  of t h e  d e p o s i t i o n ,  i n  t h e  e v e n t  t n a t  

i t ' s  t r a n s c r i b e d .  

And f o u r t h  - I d i r e c t  t h i s  t o  y o u ,  Ma'am - 
t h a t  t h e  S o u t h e r n  B e l l  L e g a l  Depa r tmen t  

c o n d u c t e d  a l e g a l  i n v e s t i g a t i o n ,  which you may 

o r  may n o t  be aware o f ,  a n d  t h a t  i n v e s t - i g a t i o n  

p e r t a i n e d  t o  t h e  i s s u e s  ,about  which we ' re  g o i n g  

t o  d i s c u s s  w i t h  you t o d a y .  T h a t  i n v e s t i g a t i o n  

was c o n d u c t e d  p u r s u a n t  t o  t h e  a t t o r n e y / c l i e n t  

p r i v i l e g e  and  t h e  a t t o r n e y  work p r o d u c t  

p r i v i l e g e  a n d ,  t h e r e f o r e ,  e v e r y t h i n g  p e r t a i n i n g  

t o  t h a t  i n v e s t i g a t i o n ' s  c o n f i d e n t i a l  and  

p r i v i l e g e d .  

I r e q u e s t ,  t h e r e f o r e ,  t h a t  you n o t  

d i s c l o s e  a n y t h i n g  i n  t h i s  d e p o s i t i o n  r e g a r d i n g  

t h a t  i n v e s t i g a t i o n ,  i f  you  know a n y t h i n g  a t  a l l .  

I f  a s k e d  a q u e s t i o n  r e g a r d i n g  s o m e t h i n g  t h a t  

w i l l  c a u s e  you t o  t a l k  a b o u t  t h e  i n v e s t i g a t i o n ,  

I r e q u e s t  f i r s t ,  b e f o r e  you t a l k  a b o u t  i t ,  t h a t  

you l e t  u s  know t h a t  t h e  q u e s t i o n  and t h e  answer 

d o e s  r e l a t e  t o  t h e  i n v e s t i g a t i o n  and  t h a t  y o u  

-~ ~ 

B R O N A R D  R E P O R T I N G  S E R V I C E  (3iJSJ 467YF4-667 
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g i v e  m e  t h e n  a n  o p p o r t u n r t y  t o  n a k e  t h e  

a p p r o p r i a t e  o b j e c t i o n  and t h e n  u l t i m a t e l y  do n o t  

d i s c l o s e  any i n f o r m a t i o n  r e g a r d i n g  t h a t  

i nve  s t i g a ti o n . Okay ? 

THE WITNESS: Mm-hrn. 

D I R E C T  E X A M I N A T I O N  

Q (By M s .  R i c h a r d s o n )  Okay. And t h e n  w i t h  

t h a t  s a i d ,  what I ' d  l i k e  t o  know, h a v e  you s e e n  a n y  

documen t s  from t h e  i n t e r n a l  i n v e s t i g a t i o n  Mr. B e a t t y  

r e f e r r e d  t o ?  
- 

A No. 

Q Have you h e a r d  any i n f o r m a t i o n  r e l a t e d  t o  

t h e  i n t e r n a l  i n v e s t i g a t i o n  Mr. H e a t t y  r e f e r r e d  t o ?  

A I may h a v e .  I d o n ' t  know f o r  s u r e .  

Q Have you h e a r d  any  i n f o r m a t i o n  o t h e r  t h a n  

rumors  o r  s c u t t l e b u t t  or what  y o u ' v e  r e a d  i n  t h e  p a p e r  

r e l a t e d  t o  t h i s  i n v e s t i g a t i o n ?  

A I may h a v e  h e a r d  o t h e r  i n f o r m a t i o n  a s  p a r t  

of my job. 

Q Okay. R e l a t e d  t o ?  

A R i g h t .  

Q Would you p l e a s e  s t a t e  y o u r  name and s p e l l  

* 

i t ,  f o r  t h e  c o u r t  r e p o r t e r ?  

A F i r s t  name i s  K a t h l e e n ,  K-A-T-H-L-E-E-N,  

l a s t  name G a r q i u l o ,  G - A - R - G - I - U - L - 0 .  

~~~~~ ~ ~ .- ~- 
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Q And your  a d d r e s s ,  p l e a s e ?  

A 

And y o u r  phone number,  Please? Q 

A Bome number? Area c o d e  

Q Thank you.  And w h a t  i s  y o u r  p r e s e n t  t i t l e  
I 
1 
i 

w i t h  t h e  company? i 

' A  I'm a manager  of t .he Q u a l i t y  Assu rance  I 
I C e n t e r  i n  F o r t  L a u d e r d a l e .  
I 

Q A r e  you w i t h  t h e  r e g i o n a l  a c c o u n t i n g  j 

o f f i c e  o r  r e v e n u e  a c c o u n t i n g ?  I 
1 

A N O ,  I ' m  i n  t h e  Customer S e r v i c e s  1 

D e p a r t m e n t .  I'm i n  c u s t o m e r  S€!rViCeS. 

Q Okay. Is o n e  of y o u r  t i t l e s  Area 

C o o r d i n a t o r ?  

1 6  A P r e v i o u s l y  I was on t h e  c u s t o m e r  s e r v i c e s  

17  s t a f f  and  I was t h e  MOOSA a r e a  c o o r d i n a t o r .  

i a  Q From when t o  w h e n ?  What t i m e  p e r i o d  d i d  

1 9  t h a t  c o v e r ?  

2 0  
* 

A From p r o b a b l y  J u n e  of ' 9 1  till when I j u s t  ' - 
2 1  g o t  my new j o b ,  O c t o b e r ,  1s t  of O c t o b e r ,  two w e e k s  a g o .  ~ 

2 2  Q And i s  t h i s  p r e s e n t  p o s i t i o n  a p r o m o t i o n  

23  f o r  y o u ?  

2 4  A Y e s .  

2 5  Q And what  d u t i e s  a r e  i n v o l v e d  i n  y o u r  

~ 



I - 

2 

3 

4 

5 

6 

7 

a 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

1 7  

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

8 

p r e s e n t .  p o s i t i o n ?  

A T h e  Q u a l i t y  A s s u r a n c e  C e n t e r  i s  c r e a t e d  

f o r  t he  cus tomer  s e r v i c e s  o r g a n i z a t i o n  and  i t ' s  a 

s t a t e  - i t ' s  h e r e  i n  F o r t  L a u d e r d a l e  and  i t  h a n d l e s  a l l  

s t a t e  mat te rs .  i t  would h a n d l e  b i l l i n g  

r e c o n c i l i a t i o n s .  They a l s o  h a n d l e  t h e  c e n t r a l i z a t i o n  

of a l l  MOOSA and manual  h a n d l i n q  r e p o r t s ,  c a n ' t  g e t  

away from it. They a l s o  h a n d l e  o t h e r  matters t h a t  may 

come u p  i n  r e g a r d s  t o  d i f f e r e n t  s i t u a t i o n s .  

R i g h t  now, w e  a r e  h a n d l i n g  any cu;tomers 

who may b e  q u e s t i o n i n g  s e r v i c e s  t h a t  t h e y  have  on t h e i r  

a c c o u n t s  t h a t  t h e y  d o n ' t  b e l i e v e  t h e y  o r d e r e d .  And 

t h a t  s h o u l d  a b o u t  c o v e r  it. 

Q Okay. And w h a t  were y o u r  d u t i e s  as  a 

MOOSA a r e a  c o o r d i n a t o r ?  

A I was o n  t h e  c u s t o m e r  c e n t e r ' s  - I was 

a s s i s t a n t  s t a f f  manager and  I had  a number of d i f f e r e n t  

d u t i e s ,  s u p p o r t i n g  t h e  g e n e r a l  manager of t h e  s t a t e ,  

one  of  t h o s e  b e i n g  MOOSA a r e a  c o o r d i n a t o r  f o r  c u s t o m e r  

s e r v i c e s  t h a t  was m a i n l y  t o  be an i n t e r f a c e  w i t h  ou r  

s u b j e c t  m a t t e r  e x p e r t  i n  A t l a n t a  on  a n y  p o l i c i e s  o r  

p r o c e d u r e s  a s  t h e y  a f f e c t e d  F l o x i d a .  

Q MOOSA, t h a t  s t a n d s  f o r ?  

A Mechanized o u t - o f - s e - r v i c e  a d j u s t m e n t s .  

12 And j u s t  f o r  my c l a r i f i c a t i o n ,  i n t e r f a c e  
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w i t h  s u b j e c t  m a t t e r  e x p e r t  -- I ' m  s o r r y .  I Guess 1's 

t i r e d .  T h a t  d o e s n ' t  s a y  a n y t h i n g  t o  m e .  Could you  be 

a l i t t l e  more s p e c i f i c  o r  e x p l a i n  a l i t t l e  h i t  more? 

A T h e r e  a r e  s u b j e c t  m a t t e r  e x p e r t s  on 

v a r i o u s  s u b j e c t s  t h a t  a re  h a n d l e d  w i t h i n  t h e  c u s t o m e r  

s e r v i c e s  o r  i s  b a s e d  i n  o u r  h e a d q u a r t e r s  l o c a t i o n s  i n  

A t l a n t a  o r  Birmingham. They a r e  t h e  p e o p l e  who c rea t e  

t h e  p d l i c i e s  a n d / o r  p r o c e d u r e s  and i f  w e  h a v e  any 

p r o b l e m s  w i t h  s p e c i f i c  s u b j e c t s ,  w e  go t o  t h e s e  

s p e c i f i c  i n d i v i d u a l s .  
- 

I n  my case, I do  n o t  w r i t e  any  p r a c t i c e s  

o r  p r o c e d u r e s  f o r  any  s u b j e c t ,  h u t  f r o m  a s t a t e  

s t a n d p o i n t ,  i f  t h a t  p e r s o n  h a s  a p r o b l e m  o r  q u e s t i o n  o r  

a n y t h i n g ,  i t  comes t h r o u g h  m e  r a t h e r  t h a n  g o i n g  

t h r o u g h o u t  o u r  b u s i n e s s  o f f i c e s  i n  t h e  S t a t e .  

Q S o ,  i s  t h a t  a n  a d v i s o r y  f u n c t i o n  t h e n ,  

someone q u e s t i o n e d  w h e t h e r  o r  n o t  i t ' s  a p r a c t i c e  t o  do 

X and  t h e y  call you and  s a y  y e s  o r  n o r  i t  i s?  

A I t  c o u l d  be t h a t  O K  n o r m a l l y  t h o s e  

q u e s t i o n s  would go t o  t h e  s u b j e c : t  m a t t e r  e x p e r t ,  b u t  

t h e  s u b j e c t  m a t t e r  e x p e r t  would come t o  m e  f o r  a n y t h i n g  

t h a t  may a f f e c t  t h e  s t a t e  i n  t h e  p r a c t i c e s  o r  

p r o c e d u r e s  f o r  c o o r d i n a t i o n ,  o r  i f  I f i n d  a p rob lem 

t h a t  i s  s t a t e w i d e ,  t h e n  I would t'ake t h a t  p r o b l e m ,  

r a t h e r  t h a n  have  t h e  i n d i v i d u a l  o f f i c e s  be g o i n g  t o  t h e  

- 
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s u b j e c t  m a t t e r  e x p e r t ,  an3  I w o u l c !  t a k e  i t  t o  t h e  

s u b j e c t  mat ter  e x p e r t  t o  c o o r d i n a t e  i t .  

Q Could you g i v e  m e  an example of a 

s t a t e w i d e  problem t h a t  y o u ' v e  d4one t h a t  f o r ?  

A On MOOSA? 

Q MOOSA would b e  g r e a t .  

A We had  a q u e s t i o n  w i t h  - t h e r e ' s  a c y c l e  

d a t e  t h a t ' s  p r i n t e d  on  t h e  r e p o r t  and t h e  c y c l e  d a t e  

w a s  n o t  p r i n t i n g  on  o u r  r e p o r t s ,  and  I r e f e r r e d  t h a t  t o  

t h e  s u b j e c t  mat ter  e x p e r t  t o  f i n d  o u t  wha t  t he -p rob lem 

was, j u s t  i n d i c a t e s  when it comes t o  u s .  

Q When what  comes t o  you?  

A I ' m  s o r r y .  The m a n u a l  h a n d l i n g  r e p o r t  

f rom MOOSA. 

Q And why w a s  it n o t  p r i n t i n g ?  

A T h e r e  was a program g l i t c h  and i t  was 

c l e a r e d  t h e  f o l l o w i n g  d a y .  

Q Did t h e  a b s e n c e  of a c y c l e  d a t e  a t  a l l  

a f f e c t  w h e t h e r  o r  n o t  a 

p a r t i c u l a r  c u s t o m e r ?  

A N O .  

Q Did i t  a f f  

r e b a t e  was g i v e n  t o  a 
-- 

c t  - t h e  a b s e n c e  of a cyc 

d a t e  a t  a l l  a f f e c t  t h e  t i m i n g  o f  t h e  r e b a t e  f o r  a 

c u s t o m e r  ? 

A No. 

. e  

~ ~~~ _ _ _ _  ~ ~ 
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i Q D i d  t h e  a b s e n c e  of a c y c l e  d a t e  a t  a l l  

2 a f f e c t  w h e t h e r  o r  n o t  t h a t  r e p o r t  was maybe l o s t  i n  t h e  1 

3 . s y s t e m  f o r  a w h i l e ?  1 
I 

4 MR. BEATTY: O b j e c t  a t  t h i s  p o i n t .  T h i s  

i i s  s u b s t a n t i a l l y  beyond t h e  s c o p e  of  wha t  w e ' r e  ~ 

I 
~ 

number o f  q u e s t i o n s .  I P t h i n k  t h e  q u e s t i o n s  you ! 

h e r e  a b o u t .  You've h a d  l a t i t u d e .  You a s k e d  a 

8 '  ' a s k e d  h a v e  been s u f f i c i e n t  t o  v e r y  c l e a r l y  1 
9 i n d i c a t e  to you t h i s  i s  o u t s i d e  t h e  p e r v i e w  o f  , 

I 1 0  what  we ' re  h e r e  f o r  t o d a y .  I would o b j e c t  on 
i 

11 ~ t h e  g r o u n d s  of r e l e v a n c e .  I 
I 

12 
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I 
! 
! 

MS. RICEARDSON: To my u n d e r s t a n d i n g  a n d  

f o r  t h e  r e c o r d ,  910163 h a s  been combined w i t h  

910727, which i s  t h e  r e b a t e  d o c k e t  by - ! 

p r i m a r i l y  c o n c e r n e d  w i t h  r e b a t i n g  c u s t o m e r s  f o r  

t r o u b l e  r e p o r t s .  

Q L e t  me a s k  y o u ,  i s  MOOSA p a r t  of t h e  

p r o c e s s  f o r  r e b a t i n g  c u s t o m e r s  f o r  o u t - o f - s e r v i c e  

r e p o r t s  t h a t  have  gone o u t - o f - s e r v i c e  o v e r  2 4  h o u r s ?  -- 
A Yes. 

c 

M R .  BEATTY: What w e ' r e  t a l k i n g  a b o u t  is 

t h e  c y c l e  d a t e  p rob lem.  You were  a s k i n g  a 

s e r i e s  of q u e s t i o n s  on t h e  c y c l e  d a t e  p r o b l e m .  

What I ' m  i n d i c a t i n g  i s  t h a t  h a s  n o t h i n g  t o  d o ,  

a s  t h e  w i t n e s s  h a s  i n d i c a t e d ,  w i t h  t h e  s u b j e c t  

B ROW A R D -RE P 0 RT I NG -S-E R V I  C E (3 o 5 r - 4 ~ 7 7 4 - ~ -  
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m a t t e r  o f  your  c o ~ c e r n s .  Moreover ,  i t  h a s  

n o t h i n g  t o  do w i t h  t h e  s u b j e c t  mat te r  of t h i s  

d o c k e t .  T h e r e f o r e ,  I ' m  r e q u e s t i n g  t h a t  you move 

on. 

Q Can y o u  t e l l  m e ,  M s .  G a r g i u l o ,  whe the r  O K  

n o t  - or what k i n d  of problem was posed  w i t h  t h e  c y c l e  

d a t e  i n  r e l a t i o n  t o  MOOSA r e p o r t . s ?  

MR. BEATTY: 0 b j e c t . i o n .  I t ' s  been  a s k e d  

and answered  a l r e a d y  and I t h i n k  s h e ' s  g i v e n  t h e  

i n f o r m a t i o n  t o  you a c t u a l l y  twice.  

Q Did i t  a f f e c t  a t  al.1 cus tomer  r e b a t e s  i n  

any way, shape  o r  form? 

MR. BEATTY: O b j e c t i o n .  I t ' s  been  a s k e d  

and  answered .  T h a t  was t h e  s e r i e s  o f  q u e s t i o n s  

t h a t  p r e c e d e d  my o b j e c t i o n  t o  which s h e  had  

a l r e a d y  g i v e n  an a n s w e r .  

Q You c a n  answer tha t :  q u e s t i o n .  H e ' s  g o t  

h i s  o b j e c t i o n  on t h e  r e c o r d .  

A R e p e a t  i t  a g a i n  f o r  me, p l e a s e .  

Q Was t h e  a b s e n c e  of t h e  c y c l e  d a t e  i n  any  
- 

way, s h a p e  o r  form -- I w a s  g i v i n g  you s p e c i f i c  

i n s t a n c e s  and s p e c i f i c  q u e s t i o n s .  O t h e r  t h a n  t h a t ,  

w h a t  e f f e c t  d i d  i t  have  a t  a l l  on c u s t o m e r  r e b a t e s ?  

A None.  

Q Okay. When d i d  y o u  s t a r t  w i t h  S o u t h e r n  

~- ~ ~ 
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B e l l ?  How l o n g  h a v e  you  been  w:itn t h e  company? 

A With S o u t h e r n  B e l l ' ?  I t r a n s f e r r e d  from 

N e w  J e r s e y  B e l l  t o  S o u t h e r n  B e l l  i n  Augus t  O f  1976.  

Q How l o n g  - how manly y e a r s  h a v e  you s p e n t  

i n  t h e  c u s t o m e r  b i l l i n g  and  r e c o r d  a r e a ?  

A I n  t h e  c u s t o m e r  s e r v i c e s  o r g a n i z a t i o n ,  

I ' v e  s p e n t  my e n t i r e  c a r e e r  i n  some p a r t  of customer 

s e r v i 6 e s .  

Q Okay. Can you e x p l a i n  t o  me t h e  b i l l i n g  - 
r e c o n c i l i a t i o n  p r o c e s s  t h a t  you m e n t i o n e d  e a r l i e r ?  

MR. BEATTY:  O b j e c t  o n  t h e  g r o u n d s  of  

r e l e v a n c e .  

Q T h a t  you had s o m e t h i n g  t o  do w i t h  b i l l i n g  

r e c o n c i l i a t i o n  a s  q u a l i t y  - i n  t h e  Q u a l i t y  A s s u r a n c e  

Cen t  e r ? 

A I n  t h e  Q u a l i t y  A s s u r a n c e  C e n t e r ,  my j o b  

now, y e s .  W e  h a v e  r e c o r d s  t h a t  -- For i n s t a n c e ,  w e  

have  w h a t ' s  c a l l e d  a l i s t i n g  c o n v e r s i o n  and we have  

some r e c o r d s  t h a t  need t o  be  c l e a n e d  up .  We have  two 

r e c o r d s  and i t  s h o u l d  be j u s t  one  r e c o r d  and i t  was a 

r e s u l t  of t h e  c h a n g e .  
- 

Q Okay. And a g a i n ,  I ' m  h a v i n g  a l i t t l e  

t r o u b l e  f o l l o w i n g  r e c o r d s  and  r e c o r d s  and  r e c o r d s .  Can 

y o u  be  a l i t t l e  b i t  more s p e c i f i c  so t h a t  I c a n  

u n d e r s t a n d  e x a c t l y  what y o u  mean? 



MR. R E A T T Y :  W h a t  is t h e  q u e s t i o n ?  

MS. R I C H A R D S O N :  When you s a y  r e c o r d s ,  
i 

comparing r e c o r d s  a n d  o t h e r  r e c o r d s  -- j 
I 

Can you r e a d  h e r  r e s p o n s e  back for m e ?  I 

I l o s t  i t .  
\ 

( T h e r e u p o n ,  t h e  r e q u e s t e d  p o r t i o n  of t h e  

7 r e c o r d  was r e a d  by t h e  r e p o r t e r  a s  a b o v e  r e c o r d e d . )  

8 - A  Records  a r e  w h a t  we c a l l  a c u s t o m e r  

9 s e r v i c e  r e c o r d  and  i t ' s  a l i s t  o f  - i t ' s  a l i s t  of t h e  

1 0  c u s t o m e r  and h i s  b i l l i n g  i n f o r m a t i o n .  And we have two 

11 r e c o r d s  on t h e  same c u s t o m e r ,  b e c a u s e  a t  one  t i m e ,  f o r  

1 2  l i s t i n g s  and d i f f e r e n t  d i r e c t o r i e s ,  i t  was r e q u i r e d  t o  
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h a v e  two. We've had  a p r o c e d u r a l  c h a n g e ,  which 

combined t h o s e  r e c o r d s ,  so we ' r t ?  combining  t h o s e  

r e c o r d s  i n t o  one  r e c o r d .  W e  had what was c a l l e d  a 

b i l l i n g  r e c o r d  a t  one t ime and  EL p u b l i s h i n g  r e c o r d  and 

now w e ' r e  combining them i n t o  one  r e c o r d .  

Q T h a t ' s  a l o t  c l e a r f ! r .  Thank you.  

Can you e x p l a i n  t h e  c r e d i t  p r o c e s s  f o r  
-- 

o u t - o f - s e r v i c e  t r o u b l e  r e p o r t s ?  Are  you f a m i l i a r  w i t h  

t h a t ?  ~ 

A The o n l y  p a r t  t h a t  I ' m  f a m i l i a r  w i t h  is 

how i t  r e l a t e s  t o  u s ,  what  we do i n  c u s t o m e r  s e r v i c e s .  

I c a n  g i v e  you a b road  o v e r v i e w  crf what  I u n d e r s t a n d  

what  h a p p e n s ,  b u t  for t h e  s p e c i f i c s  u n t i l  i t  g e t s  t o  

-. -~ ~~~ -. 
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15 

c u s t o m e r  s e r v ~ c e s ,  n c .  

A cus tomer  i s  e n t i t l e d  t o  a c r e d i t  - 

o u t - o f - s e r v i c e  c r e d i t  f o r  o v e r  2 4  h o u r s  and  a MOOSA 

f l o w s  t h r o u g h  t h e  sys t em t o  g i v e  t h a t  cus tomer  c r e d i t ;  

however ,  o a s e d  on some c r i t e r i a  i n  p l a c e  now, f o r  

i n s t a n c e ,  i f  it i s  a m u l t i - l i n e  c u s t o m e r ,  i f  t h e  

a c c o u n t  i s  d i s c o n n e c t e d  or i f  t h e  t r o u b l e  r e p o r t  - if 

what  was r e p o r t e d  d o e s n ' t  match  up - t h e  numbers and 

c u s t o m e r  a c c o u n t  c o d e s  and  cust 'omer codes  d o n ' t  match 

u p ,  t h e n  i t  d r o p s  i n  t h e  c u s t o m e r  s e rv i ces  o r g 5 n i z a t i o n  

and  a manual h a n d l i n g  r e p o r t  i s  c r e a t e d .  

And t h a t  p a r t  t h e n  i s  wha t  w e  now, i n  

q u a l i t y  a s s u r a n c e  or i n  c u s t o m e r  s e r v i c e s  o r g a n i z a t i o n ,  

h a n d l e .  T h a t  i s  one  t h a t  d o e s  n o t  f l o w  t h r o u g h  t h e  

s y s t e m  and  n e e d s  manual h a n d l i n g  t o  a p p l y  t h e  c r e d i t  t o  

t h e  c u s t o m e r  ' s b i l l .  

Q Okay. Can you e x p l a i n  how t h a t  manual 

h a n d l i n g  p r o c e s s  i s  done? 

A Mm-hm, y e s .  When we r e c e i v e  t h e  r e p o r t  

f rom t h e  Q u a l i t y  Assu rance  C e n t e r  ' c a u s e  t h a t ' s  where 

i t  i s  now, t h e n  we t a k e  a l l  t h e  r e p o r t s  o f f  and  l o o k  u c  

e a c h  cus tomer  a c c o u n t  and r e c t i f y  i t ,  l i s t  t h e  month ly  

s e r v i c e  f o r  t h e  c u s t o m e r ,  l i s t  t h e  a p p r o p r i a t e  USOCS, 

which y o u ' r e  f a m i l i a r  w i t h ?  

Q U n i v e r s a l  s e r v i c e  o r d e r  c o d e s ,  U S O C ?  



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

17 

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

16 

A T h a t ' s  r i g h t .  W e  l i s t  t h e  a p p r o p r i a t e  

USOCS,  w e  l i s t  t h e  t a x i n g  a r e a  c o d e  and t o t a l  month ly  

r a t e .  W e  t h e n  t a k e  t h a t  r e c o r d ,  i t ' s  s i g n e d  and  s e n t  

t o  o u r  c o m p t r o l l e r ' s  d e p a r t m e n t  f o r  manual i n p u t  t o  

g i v e  t h e  c u s t o m e r  t h e  o u t - o f - s s r v i c e  c r e d i t .  

Q Manual i n p u t  i n t o  w h a t ,  do you know? 

A I ' m  n o t  f a m i l i a r  w i t h  t h e  c o m p t r o l l e r ' s  

p i e c e , -  what  t h e y  do f rom t h e r e .  We p a s s  i t  on f rom 

t h e r e  and  t h e y  p u t  i t  i n t o  t h e  b i l l i n g  sys tem.  I d o n ' t  

know. - 
Q Is t h a t  a new p r o c e d u r e  f o r  MOOSA, do you 

know? 

A NO. 

Q T h i s  i s  t h e  way i t ' s  been  done f o r  a s  l o n g  

a s  y o u ' r e  aware o f ?  

A Yes. We h a v e  had  p r o c e d u r a l  c h a n g e s  i n  

March o f  ' 9 1 ,  one  c e r t a i n  p r o c e d u r a l  change ,  b u t  t h a t ' s  

t h e  b a s i c  p r o c e d u r e ,  y e s ,  t h a t  das i n  p l a c e  p r e v i o u s  t o  

S e p t e m b e r  of  ' 9 1  and i s  i n  p l a c e  now. 

Q Okay. I n  t e r m s  of  -- L e t  m e  s t a r t  o f f  

w i t h  t h i s ,  M s .  G a r g i u l o .  I ' m  g o i n g  t o  g i v e  you a copy'  

of s t a f f ' s  t h i r d  i n t e r r o g a t o r y  i t e m  n u m b e r  15, 

i n f o r m a t i o n  p r o v i d e d  by Kathy  G a r g i u l o ,  l i s t e d  h e r e ,  

and a s k  you i f  t h i s  i s  a n  i n t e r r c r g a t o r y  t h a t  you d i d  

r e s p o n d  t o ?  

I 
i 
j 
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A Y e s .  ~ 

Q Okay.  And t h e  i n f o r m a t i o n  i s  t r u e  and  

a c c u r a t e ,  t o  t h e  b e s t  of your  knowledge? j 
A Mm- hm . 1 

i 
Q O k a y .  And your  response i n d i c a t e s  -- ( 

W e l l ,  t h e  q u e s t i o n  w a s :  P lease  i d e n t i f y  t h e  MOOSA area  1 

s t a f f  c o o r d i n a t o r s  f o r  F l o r i d a ,  as d e s c r i b e d  o n  Page I 

I 
r e sponse  was Kathy  G a r g i u l o .  T h a t ' s  you?  I 

i 3.41.3 of t h e  B e l l S o u t h  C R I S  User  Guide ,  a n d  t h e  

I 
I 
I 

- 
i 

A Yes. 

Q 
I 

I 
Then I would l i k e  t o  show you w h a t  may o r  a 

may n o t  b e  - I ' d  l i k e  f o r  y o u  t o  i d e n t i f y  it f o r  me - 
B e l l S o u t h  C R L S  User G u i d e  and  h a v e  you t e l l  m e  i f  t h i s  

i s  t h e  one  t h a t  was i n d i c a t e d  i n  s t a f f ' s  t h i r d  

i n t e r r o g a t o r y .  

1 6  MR. BEATTY: I f  Y O U  know. 

1 7  A I d o n ' t .  I ' m  n o t  -- I d o n ' t  know a b o u t  

1 8  t h e  u s e r  g u i d e ,  i t s e l f .  I h a v e  t o  l o o k  t h r o u g h  t h i s  

1 9  u s e r  g u i d e  t o  f i n d  o u t .  

2 0  Q You c a n  t a k e  y o u r  t ime and  l o o k .  I t h i n k  

2 1  t h e  i n t e r r o g a t o r y  m e n t i o n s  3.41.3. 

22 MR. BEATTY: A r e  you a s k i n g  h e r  w h e t h e r  

23 s h e  a t t a c h e d  t h i s  document?  

24 MS. RICHARDSON: I ' m  a s k i n g  i f  t h i s  

2 5  

- 

-. 

- 

document i s  what  s h e  r e s p o n d e d  when t h e y  a s k s d  - 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

1 3  

1 4  

1 s  

1 6  

1 7  

1 8  

19 

20 

2 1  

2 2  

2 3  

24  

2 5  

i f  h e r  r e s p 3 n s e  r e l a t e s  t.o t h i s  r e s p o n s e  i n  t h e  

document ,  if t h a t ' s  h e r  u n d e r s t a n d i n g .  

A I'm. t h e  MOOSA a r e a  s t a f f  c o o r d i n a t o r  f o r  

c u s t o m e r  s e r v i c e s .  Y e s ,  I gave  t h a t  r e s p o n s e .  

c Is t h a t  t h e  r e s p o n s e  - o n l y  r e s p o n s e  t h a t  

you g a v e ?  

A Yes. 

' Q  Okay. The q u e s t i o n  r e f e r s  t o  3.41 .3  of 

t h e  B e l l S o u t h  C R I S  User G u i d e ,  i.f t h a t ' s  what  you were 

r e f e r r i n g  t o  when you  r e s p o n d e d  t o  t h a t  q u e s t i g n .  

MR. BEATTY: I t h i n k  wha t  t h e  w i t n e s s  i s  

s a y i n g  i s  t h a t  p a r a g r a p h  B -- A l l o w  m e  t o  go o f f  

t h e  r e c o r d  f o r  a s e c o n d .  

( D i s c u s s i o n  o f f  t h e  r eco rd . )  

MR. EEATTY: B a c k  o n  t h e  r e c o r d .  

MS. R I C H A R D S O N :  L e t  m e  show t h i s  t o  t h e  

S t a f f ,  a l s o .  

MR. B E A T T Y :  The p a r a g r a p h  B on t h e  

document t h a t  you h a v e  gitven t o  t h e  w i t n e s s  -- 
MS. R I C H A R D S O N :  I n t e r r o g a t o r y  r e s p o n s e ?  

MR. B E A T T Y :  Yes. I s  n o t  h e r  document.  
- 

T h a t ' s  n o t  h e r  r e s p o n s e ,  a s  I u n d e r s t a n d  i t .  

She  i s  t h e  a r e a  c o o r d i n a t o r ,  a s  r e f l e c t e d  i n  

p a r a g r a p h  A .  P a r a g r a p h  13 - i s  n o t  h e r  r e s p o n s e .  

MS. W I L S O N :  Who w o u l d  h a v e  -- 

~~~~ ~ ~~ -- 
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Q Nha gave  t h e  answe~:  t o  B ?  

A I d o n ' t  know. I arn t h e  a r e a  s t a f f  MOOSA 

c o o r d i n a t o r .  I mean, t h a t  i s  my t i t l e ,  as  one of t h e  

r e s p o n s i b i l i t i e s ,  b u t  I d o n ' t  know. 

Q Okay. A t  t h e  b o t t o m  of t h i s  i n t e r r o g a t o r y  

r e s p o n s e ,  t h e r e  i s  a p l a c e  marked i n f o r m a t i o n  p r o v i d e d  

by .  Who i s  l i s t e d  a s  h a v i n g  p r o v i d e d  t h e  i n f o r m a t i o n ?  

' A  My name.  

Q T h a t ' s  y o u r  name. Did you  p r o v i d e  t h e  

i n f o r m a t i o n  f o r  r e s p o n s e s  A a n d  B? 

A I p r o v i d e d  t h e  r e s p o n s e  f o r  t h e  MOOSA area  

s t a f f  c o o r d i n a t o r ,  b u t  I c a n ' t  remember. I would 

a s s u m e  t h a t  t h i s  was h e r e ,  s o  I ' m  g o i n g  t o  have  t o  s a y  

t h a t  I p r o v i d e d  t h e  name a s  M 0 0 8 A  a r e a  s t a f f  

c o o r d i n a t o r .  Yes, I p r o v i d e d  my name. P lease  r e f e r  t o  

B e l l S o u t h  C R I S  Use r  G u i d e .  T h a t ' s  w h a t ' s  up h e r e .  

Q Okay. I g u e s s  I need  t o  fo l low-up  a 

l i t t l e  b i t  more t h e n ,  a t  t h e  r i s k  of b e a t i n g  a dead  

h o r s e  h e r e .  You p r o v i d e d  t h e  i n f o r m a t i o n .  Who 

p r o v i d e d  B, i f  you do know, t h e  i n f o r m a t i o n  f o r  B ?  

* 
A I d o n ' t  know. 

Q Lias B p r e s e n t  o n  t h e  fo rm when you s i g n e d  

o f f  f o r  i t ?  Was t h e  answer  t o  B p r e s e n t  when you 

s i g n e d  o f f  a s  t h e  i n f o r m a t i o n  p r o v i d e r ?  

A I d o n ' t  remember i t  b e c a u s e  I d o n ' t  

T 3 0 5 7  - 4 6 - 4 6 7  - 
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remember t h a t  p h r a s e .  

MR. BEATTY: Excuse  m e .  Do you have  t h e  

e n t i r e  document?  

MS. RICHARDSON: N o ,  I d o n ' t .  

MR. 3EATTY: I t  nasi no s i g n a t o r y  page o r  

a n y t h i n g .  I t h i n k  i f  w e  h a d  t h e  e n t i r e  

document ,  i t  m i g h t  b e  a b i t  c l e a r e r ,  b o t h  t o  h e r  

. and c e r t a i n l y  t o  m e  a s  t o  w h a t  t h i s  is and wha t  

h a s  been  a t t r i b u t e d  t o  h e r  i n  terms of  

i n f o r m a t i o n ,  as r e f l e c t e d  i n  t h i s  d o c u m h t .  

MS. WILSON: I t h i n k  w e  would want t o  know 

who r e s p o n d e d  t o  t h a t  i n t e r r o g a t o r y .  I t  l o o k s  

a s  though s h e ' s  r e s p o n d i n g  t o  i t .  

Q Then l e t  m e  t r y  one  more t i m e  on t h i s  

s e c o n d  document  t h a t  i s  e n t i t l e d  V o l u m e  111, P a r t  3 ,  

S e c t i o n  4 1 ,  B e l l S o u t h  CRIS User G u i d e ,  B i l l i n g  C o n c e p t s  

a n d  S e r v i c e s ,  B O C  B i l l i n g  C o n c e p t s  and  S e r v i c e s ,  MOOSA. 

And I am r e f e r r i n g  t o  Page 3 . 4 1 . 5 ,  S e c t i o n  3 . 0 5  w i t h i n  

t h e  CRIS User G u i d e .  And w i t h i n  t h i s  p a r a g r a p h ,  i t  

m e n t i o n s  MOOSA a rea  s t a f f  c o o r d i n a t o r .  I f  you would 

r e a d  3 . 0 5  a n d  see i f  t h a t ' s  i n  . the s c o p e  o f  your  d u t i e s  

a s  y o u  u n d e r s t a n d  them. 

MR. BEATTY: I t h i n k  w h a t  t h e  i s s u e  i s  -- 
W e  need  t o  go  o f f  t h e  r e c a r d  

( D i s c u s s i o n  o f f  t h ' e  r e c o r d . )  

i 

I 
j 

j 
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i 

j 
j 
i 
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i 
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i 
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MS. R I C U A R D S O N :  B a c k  o n  t h e  r e c o r d .  
j 

Q Looking a t  t h i s  S e c t i o n  3 . 0 5  t h a t  I ' v e  ~ 

j 
j u s t  ment ioned  - and i t  s a y s  s o m e t h i n g  a b o u t  MOOSA I 

\ 
s t a f f  a r e a  c o o r d i n a t o r s  - a r e  you f a m i l i a r  w i t h  t h i s ?  i 

I 

I 

I A T h i s  p i e c e  r i g h t  h e r e ,  which  i s  y o u r  
I 

h i g h l i g h t  p i e c e ?  

Q Go a h e a d  and  r e a d  i t  a l o u d  i n t o  t h e  

j r e c o r d .  
I 

9 A F o r m  MP 2877 MOOSA C R I S  R e c o n c i l i a t i o n  

1 0  , R e p o r t  t o  be used  by t h e  MOOSA area s t a f f  c o o r a i n a t o r  

I 11 and a r e  a l s o  t r a n s m i t t e d  t o  t h e  BOCRLS p r i n t e r  i n  t h e  

12  s e r v i c e  c e n t e r  t o  b e  f o l l o w e d  up. I 
I 
i 

1 3  Q And t h a t  i s  p a r t  o f  your  f u n c t i o n s  and I 

1 4  d u t i e s ?  

1 5  

16  

1 7  

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

A Yes.  ~t was my f u n c t i o n  and  d u t y ,  r i g h t ,  

a s  MOOSA a r e a  s t a f f  c o o r d i n a t o r ,  t h a t  I d i d  g e t  a copy 

o f  t h e  R e c o n c i l i a t i o n  R e p o r t .  

Q And a r e  you f a m i l i a r ,  i n  g e n e r a l ,  w i t h  t h e  

C R I S  - B e l l S o u t h  C R I S  User G u i d e ,  t h e s e  p r a c t i c e s  and 

p r o c e d u r e s ?  

* 
A NO, b e c a u s e  i t ' s  n o t  f rom my d e p a r t m e n t .  

Okay. T h a t ' s  t h e  C o m p t r o l l e r ' s  D e p a r t m e n t .  I h a v e  my 

own p r o c e d u r e s  f o r  c u s t o m e r  s e r v i c e s .  

Q Okay. - 

A I know t h a t  I am i n  c h a r g e  of t h e  

1 -  

-- 
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R e c o n c i l i a t i o n  R e p o r t ,  b u t  t h a t ' s  a l l .  

Q What i s  a R e c o n c i l i , a t i o n  R e p o r t ?  

A I t ' s  a r e p o r t  t h a t ' s  g e n e r a t e d  14 b u s i n e s s  

d a y s  - I hope t h a t  I remember t h l i s  r i g h t .  Wi thou t  

i o o k i n g  a t  my p r o c e d u r e s ,  I c a n ' t  t e l l  you for s u r e .  

A f t e r  14 b u s i n e s s  d a y s  a f t e r  t h e  MOOSA i s  s e n t  t o  

v e r i f y  t h e  manual h a n d l i n g ,  MOOSA is r e c e i v e d  t o  v e r i f y  

t h a t  t ha t  manual h a n d l i n g  r epor t :  h a s  been worked t o  t h e  

c u s t o m e r ' s  b i l l .  The r e c o n c i l i a t i o n  b i l l  i s  g e n e r a t e d  

b e c a u s e  t h e r e  is no i n d i c a t i o n  t h a t  i t  h a s  b e e s  worked. 

R e c o n c i l i a t i o n  R e p o r t  i s  s e n t  t o  us t o  s a y  b a s i c a l l y ,  

w h a t ' s  g o i n g  o n ,  you h a v e n ' t  done  t h i s  y e t .  

Q Okay. And i n  t h a t  p r o c e s s  t h e n ,  you 

r e c e i v e  t h a t  r e p o r t  and wha t  do you do? 

A W e l l ,  t h e r e  a re  two r e p o r t s  r e c e i v e d .  One 

g o e s  t o  t h e  Q u a l i t y  A s s u r a n c e  C e n t e r  and t h e n  I r e c e i v e  

t h e  r e p o r t  month ly .  A s  a n  a r e a  s t a f f  c o o r d i n a t o r ,  I 

would r e v i e w  t h e s e  r e p o r t s  t o  i n s u r e  t h a t  we d i d  n o t  

h a v e  d e l a y e d  manual h a n d l i n g  r e p o r t s  t h a t  have  n o t  been  

hand e d .  

Q And how would you '30 a b o u t  i n s u r i n g  t h a t ? -  

A Going t h r o u g h  t h e  r e p o r t  a n d ,  if 

n e c e s s a r y ,  f o l l o w i n g  up t o  f i n d  t h e  s t a t u s  of  t h o s e  - 
e a c h  of t h o s e .  

Q I n  b a c k t r a c k i n g  and f o l l o w i n g  u p ,  what 

-~ ~ ~ ~~ ~ 
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1 o t h e r  documer.ts  c r  systc'ms do y o c  l o o k  a t  t o  

2 d o u b l e c h e c k  o r  b a c k t r a c k  or a u d i t ?  

3 A W e  c o n s o l i d a t e d  t h e  MOOSA i n t o  t h e  Q u a l i t y  1 

! , 

4 A s s u r a n c e  C e n t e r  on t h e  e i g h t h  f l o o r ,  s o  o n c e  w e  d i d  

5 t h a t ,  t h e n  I wouid go t o  t h e  Q u a l i t y  A s s u r a n c e  C e n t e r  

6 and w e  had p e o p l e  d e s i g n a t e d ,  whcl h a n d l e d  t h e  manual  

7 r e p o r t s  and  h a v e  them check  anyth i ing  t h a t  was on  t h e  

8 r e c o n c l l i a t i o n  r e p o r t .  I would check  t h e i r  

9 r e c o n c i l i a t i o n  r e p o r t  f i r s t  b e c a u s e  t h e y  g e t  t h e  same 

1 0  r e p o r t  and  make s u r e  i t  was c l e a r e d  and  I c a n  look at 

11 

1 2  ' 

13 

1 4  

1 5  

16 

17 

1 8  

1 9  

2 0  

2 1  

2 2  

t h e  B O C R I S  r e c o r d s  t o  d e t e r m i n e  t h a t .  

Q Is t h a t  B u s i n e s s  O f f i c e ?  

A Customer r e c o r d s .  ~ 

I 
Q I n f o r m a t i o n  s y s t e m s ,  s o m e t h i n g  1 i k e  t h a t ?  ~ 

A I b e l i e v e  s o .  

Is t h a t  d a t a  i n  t h e  computer  or is t h a t  
! 

Q 

h a r d  p a p e r  form d a t a ?  

A I n  t h e  c o m p u t e r .  The R e c o n c i l i a t i o n  

R e p o r t  i s  a l s o  i n  p r i n t o u t  form i n  t h e  Q u a l i t y  

A s s u r a n c e  C e n t e r .  

I -  
, -- 

- I  

I 
Q Okay. S t i l l  r e f e r r : t n g  t o  t h e  B e l l S o u t h  

C R I S  User Gu ide  t h a t  w e ' v e  been  t a l k i n g  a b o u t ,  I ' d  l i k e  ' 

2 3  t o  show you E x h i b i t  C f rom t h a t  document  and h a v e  you 

2 4  t e l l  me i f  you r e c o g n i z e  t h a t  example  document  and  what 

2 5  i t  i s .  
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2 4  

A T h i s  i s  a C R I S  R e c o n c i l i a t i o n  R e p o r t .  

Q Is t h e r e  -- L e t  m e  show i t  t o  S t a f f  for a 

m i n u t e  so  t h e y  c a n  h a v e  a n  i d e a  of  wha t  w e ' r e  l o o k i n g  

a t .  

XR. DEATTY: No p rob lem.  

Q Now, y o u ' v e  i d e n t i f i e d  t h i s  a s  a 

R e c o n c i l i a t i o n  R e p o r t  a n d  f o r  t h e  p u r p o s e s  of  my 

u n d e r s t a n d i n g ,  would you  please r e a d  t h e  d i f f e r e n t  

column h e a d i n g s  and t e l l  m e  what  e a c h  one  of them i s  

f o r ,  t h e n  when you r e a d  t h i s  r e p o r t ,  wha t  t h a t - m e a n s  t o  

YOU? 

A The f i r s t  co lumn,  which i s  MPA, i s  t h e  

area c o d e .  Second co lumn,  CO,  i s  t h e  c e n t r a l  o f f i c e .  

The n e x t  column, l i n e  number,  is:  t h e  l i n e  number t h a t  

g o e s  w i t h  t h e  N N X ,  and  t h e  M P A ,  CO and  l i n e  number 

t o g e t h e r  e q u a l  c u s t o m e r ' s  t e l e p h . o n e  number.  N e x t  l i n e  

i s  cus tomer  c o d e ,  which i s  a u n i q u e  t h r e e - d i g i t  code  

a s s o c i a t e d  w i t h  t h e  c u s t o m e r  t e l . e p h o n e  number.  

Q You mean t h e  i n d i v i d u a l  c u s t o m e r  t e l e p h o n e  

number,  so  t h e r e ' s  a d i f f e r e n t  cine of t h o s e  f o r  e v e r y  

t e l e p h o n e  number? 

A Each t e l e p h o n e  a c c o u n t .  

N e x t  column is c o m p l e t i o n  d a t e  of  t h e  

o u t - o f - s e r v i c e .  N e x t  column i s  F A R  c o d e ,  w h i c h  i s  

2 0  

2 5  t a x i n g  a r e a  r e v e n u e .  I t ' s  accompan ied  - that's 
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a s s i g n e d  f o r  e a c h  s p e c i € i c  a r e a ,  each cus tomer  z d d r e s s  

a rea .  N e x t  column,  o u t - o f - s e r v i c e  d a t e ,  i s  t h e  d a t e  

t h e  c u s t o m s r  wen t  o u t - o f - s e r v i c s e .  N e x t  column i s  t h e  

d a t e  t h a t  t h e  c u s t o m e r  was r e s t ( o r e d .  

Q T h e i r  t e l e p h o n e  i i n e  went  o u t - o f - s e r v i c e  

and  t h e n  i t  was r e s t o r e d ?  

A E x a c t l y .  

. Q  Would t h o s e  dates re fer  back t o  t h e  a c t u a l  

c u s t o m e r  r e c o r d  a s  i t  i n i t i a l l y  came i n t o  t h e  

r e p o r t i n g  - t h e  IMC s e r v i c e  d e p a r t m e n t ,  d o e s  i't go back 

t o  t h a t  p o i n t ?  

A T h a t  i s  my u n d e r s t a n d i n g .  

N e x t  column i s  m o n t h l y  r a t e  column,  which  

would be  f i l l e d  i n  a l o n g  w i t h  t h e  t a x  a r ea  code .  Next  

column i s  LMOS l i n e  I D  number,  wh ich  r e f e r s  t o  t h e  

a c t u a l  number t h a t  was o u t - o f - s e r v i c e ,  which may be 

d i f f e r e n t  f rom t h e  main a c c o u n t  number ,  maybe a second  

l i n e .  Then t h e  LMOS t r a c k i n g  number i s  a s p e c i f i c  

number t h a t ' s  a s s i g n e d  t o  e a c h  MOOSA t h a t  f l o w s  t h r o u g h  

t h e  sys t em.  
- 

Q Okay. 

A And i t ' s  how i t ' s  t r a c k e d  i n  a l l  t h e  

d i f f e r e n t  depa  r t m e n t s  . 
Q The mon th ly  - d i d  you  s a y  r evenue  amount? 

A Monthly r a t e .  

BROWARD REPORTING-SERVTCE ~~ ( 3 0 5 )  X T T T 4 6 7 -  
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1 Q Monthly r a t e ,  w h a t  i s  t h a t ?  
1 

2 A The t o t a l  l o c a l  s e r v i c e  amount t h a t  t h e  j 
I 

I 
3 c u s t o m e r  pays .  I 

i 4 Q On a month ly  b a s i s ?  

5 A Mm-hn, b i l l e d  t o  t h e  c c s t o m e r  m o n t h l y .  , 

i T h a t ' s  f o r  a l l  t h e  l i n e s  t h a t  c u s t o m e r  
I 

I 

6 Q 

7 h a s ?  

a - A  Yes. Well, no.  I t ' s  b l a n k .  So, b a s e d  o n  I 

9 wha t  i s  o u t - o f - s e r v i c e ,  t h e n  you h a v e  t o  f i l l  i n  t h e  I 

1 

1 0  appropr i a t e  month ly  r a t e .  - 
11 Q 

1 2  t h a t  t h a t  cus tomer  h a s ?  

Is t h a t  d e t e r m i n e d  by t h e  v a r i o u s  U S O C s  

I 
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2 4  

2 5  

A Y e s .  

Q A r e  a l l  U S O C s  r e b a t , a b l e ?  

A No. 

Q Do t h o s e  co lumns  on t h a t  r e c o n c i l i a t i o n  

form c o r r e s p o n d  t o  t h e  9 1 5 6  f o r m s  f o r  manual p r o c e s s i n g  

of c u s t o m e r  r e b a t e s ?  i 
~ 

A I ' m  n o t  f a m i l i a r .  The ' 9 1  f i g u r e s  i s  n o t  ! -  
.c 

a f a m i l i a r  p r o c e s s  w i t h  m e ,  w i t h  MOOSA, so I c a n ' t  t e l l  ~ 

you.  c 

Q Okay. I ' d  l i k e  t o  show you some sample  

R e c o n c i l i a t i o n  R e p o r t s  and -- 
Off t h e  r e c o r d .  

( D i s c u s s i o n  o f f  t h e  r e c o r d . )  



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

1 4  

1 5  

1 6  

1 7  

1 8  

1 9  

2 0  

2 1  

22  

23 

2 4  

2 5  

2 7  

M,S. R I C H A R D S O N :  Back ~n t h e  r e c o r d .  

We ' r e  g o i n g  t o  p l a c e  i n t o  e v i d e n c e  t h e  f i r s t  

e x h i b i t  shown M s .  G a r g i u l o ,  wh ich  w a s  i d e n t i f i e d  

a s  s t a f f ' s  t h i r d  i n t e r r o g a t o r y ,  i t e m  number 1 5 ,  

and  t h a t  i s  E x h i b i t  Gne. 

E x h i b i t  Two w a s  i d e n t i f i e d  t o  M s .  G a r g i u l o  

as B e l l S o u t h  CRIS, ~L-R-I-S, User G u i d e ,  Volume 

. 111, P a r t  3 ,  S e c t i o n  41, B i l l i n g  C o n c e p t s  and  

S e r v i c e s ,  MOOSA. And e x h . i b i t  -- Those a r e  t h e  

two e x h i b i t s  t o  d a t e  on t h i s  r e c o r d .  - 

W e  h a v e  a g r e e d  - C o u n s e l  h a s  a g r e e d  t o  

s u s p e n d  t h i s  d e p o s i t i o n  u n t i l  a l a t e r  d a t e  t o  be 

d e t e r m i n e d  sometime t h e  f i r s t  w e e k  o f  November 

when S o u t h e r n  B e l l  h a s  a q r e e d  t o  b r i n g  M S .  

G a r g i u l o  and any o t h e r  w i t n e s s e s  t h e y  f e e l  

n e c e s s a r y  t o  a d d r e s s  t h e  o t h e r  e x h i b i t s  t h a t  

w i l l  be g i v e n  a t  t h a t  time. Is t h a t  c l o s e  

enough? 

MR. B E A T T Y :  W e  w i l . 1  b r i n g  t h e s e  w i t n e s s e s  

t o  T a l l a h a s s e e  f o r  t h e  p u r p o s e  of  c o n t i n u a t i o n  

of t h i s  d e p o s i t i o n  and  any a d d i t i o n a l  

d e p o s i t i o n s  n e c e s s a r y  t o  t e s t i f y  r e g a r d i n g  t h e  

documents  t o  which you w i l l  g i v e  me c o p i e s  

t o d a y .  And w e  have  t e n t a t i v e l y  s e t  November 5 t h  

O K  a t  l e a s t  t h e  week o f  November 5 t h  and a l l  t h e  
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p a r t i e s  w i l l  ?e t  t o g e t h e r  t o  c o o r d i n a t e  a f t e r  

t o d a y .  T h a t ' s  i t .  

(Whereuponr  t h e  d e p o s i t i o n  was a d j o u r n e d  a t  3:45 P.M.) 

- - - -  - - - -  

c ERTEE ICAICE 

STATE OF FLORIDA 1 

COUNTY OF BROWARD 1 
: ss. 

I ,  KATHLEEN SCHWABr a N o t a r y  P u b l i c  d u l y  

commiss ioned  a n d  q u a l i f i e d  i n  a n d  f o r  t h e  S t a m  o f  

F l o r i d a  a t  Large,  do h e r e b y  c e r t i f y  t h a t  p u r s u a n t  t o  

n o t i c e  h e r e t o f o r e  f i l e d ,  t h e r e  came b e f o r e  m e  o n  t h e  

1 5 t h  day  of O c t o b e r ,  1 9 9 2 ,  a t  S o u t h e r n  B e l l  T e l e p h o n e  & 

T e l e g r a p h  Company, Room lOlSA, 6451  N. F e d e r a l  Highway, 

F o r t  L a u d e r d a l e ,  Broward Coun ty ,  F l o r i d a ,  t h e  f o l l o w i n g  

named p e r s o n ,  t o  w i t :  K A T H L E E N  G A R G I U L O ,  who was by m e  

d u l y  sworn t o  t e s t i f y  t o  t h e  t r u t h  and n o t h i n g  b u t  t h e  

t r u t h  o f  h e r  knowledge t o u c h i n g  a n d  c o n c e r n i n g  t h e  

m a t t e r s  i n  c o n t r o v e r s y  i n  t h i s  c a u s e :  t h a t  s h e  was 

t h e r e u p o n  examined  upon h e r  o a t h  a n d  h e r  e x a m i n a t i o n  
* 

r e d u c e d  t o  w r i t i n g  unde r  my s u p e r v i s i o n ,  and  t h a t  t h e  

d e p o s i t i o n  i s  a t r u e  r e c o r d  of t h e  t e s t i m o n y  g i v e n  by 

t h e  w i t n e s s .  

1 f u r t h e r  c e r t i f y  t h a t  I am n e i t h e r  



1 

2 

3 

4 

5 

6 

7 

a 

9 

10 

11 

1 2  

13  

1 4  

15 

1 6  

1 7  

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

-.__ 

2 9  

a t t o r n e y  nor  c o u n s e l  f o r ,  n o r  r e l a t e d  t 3  nor employed 

b y ,  any of t h e  p a r t i e s  t o  t h e  a c t i o n  i n  which t h i s  

d e p o s i t i o n  i s  t a k e n ,  and  f u r t h e r  t h a t  I a m  n o t  a 

r e l a t i v e  or  employee of any a t t o r n e y  o r  c o u n s e l  

employed by t h e  p a r t i e s  h e r e t o ,  o r  f i n a n c i a l i y  

i n t e r e s t e d  i n  t h e  a c t i o n .  

I N  WITNESS WHEREOF I. h a v e  h e r e u n t o  s e t  my 

hand and  a f f i x e d  my o f f i c i a l  seal. t h i s  2nd d a y  o f  

November, 1992 .  
- 

I 

N o t a r  u b l i c ,  S t a t e  of  F l o r i d a  a t  L a r g e  

My Commission e x p i r e s :  December 6, 1 9 9 2 .  
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- 
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