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BEFORE THE FLORIDA PUBLIC SERVICE CO 
'. . 

Ciaoam X 7 - L  
DOCKET NO. 91Q163--L 

-L, L 
FILED: June 11, 1993 

) :n re: Petition on behalf of CITIZENS 
1 IF THE STATE OF FLORIDA to initiate 

lnvestigation into integrity of SOUTHERN ) 

) 
) ,epair service activities and reports. 
) 

SELL TELEPHONE & TELEGRAPH COMPANY'S 

Pompano Beach, Florida 

June 23, 1993 

1:35 o'clock p.m. 

* * *  

DEPOSITION 

OF 

ROBERT FECHT 

* * *  
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APPEARANCES: 

JANIS SUE RICHARDSON, ATTORNEY AT LAW, 
OFFICE OF THE PUBLIC COUNSEL 
111 West Madison Street 
Room 8 1 2  
Tallahassee, Florida, 3 2 3 9 9 - 1 4 0 0  
( 9 0 4 )  4 8 8 - 9 3 3 0  

WALTER W. BAER, REGULATORY ANALYST, 
OFFICE OF THE PUBLIC COUNSEL 
111 West Madison Street 
Room 8 1 2  
Tallahassee, Florida, 3 2 3 9 9 - 1 4 0 0  
( 9 0 4 )  4 8 8 - 9 3 3 0  . 
ROBERT PIERSON, ESQUIRE, 
FLORIDA PUBLIC COMMISSION 
101 East Gaines Street 
Tallahassee, Florida 3 2 3 9 9 - 0 8 6 3  
( 9 0 4 )  4 8 7 - 2 7 4 0  

CARL S. VINSON, Jr, REVIEW SPECALIST, 
FLORIDA PUBLIC SERVICE COMMISSION 
DIVISION OF RESEARCH AND REGULATORY REVIEW 
101 East Gaines Street 
Tallahassee, Florida 3 2 3 9 9 - 0 8 7 2  
( 9 0 4 )  4 8 7 - 1 3 2 5  

STAN L. GREER, ENGINEER, 
FLORIDA PUBLIC SERVICE COMMISSION 
DIVISION OF COMMUNICATIONS 
101 East Gaines Street, Rm. G-28 
Tallahassee, Florida 3 2 3 9 9 - 0 8 6 6  
( 9 0 4 )  4 8 8 - 1 2 8 0  

ROBERT BEATTY, ESQUIRE, 
Bellsouth Telecommunications, 
Inc. (Southern Bell Telephone 
& Telegraph Company) 
1 5 0  W. Flagler Street., Suite 1 9  
Miami, Florida 3 3 1 3 0  
( 3 0 5 )  7 6 4 - 7 2 1 3  
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NANCY WHITE, ATTORNEY AT LAW, 
Bellsouth Telecommunlcations, 
Inc. (Southern Bell Telephone 
& Telegraph Company) 
150 W. Flagler Street., Suite 1910 
Miami, Florida 33130 
(305) 764-7213 

WAYNE TUBAUGH 
Appearing on behalf of SOUTHERN BELL 
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DepositiOn Of ROBERT FECHT, a witness O f  

lawful age, taken by the OFFICE OF THE PUBLIC COUNSEL': for 

the purpose of discovery and for use as evidence in the 

sbove-entitled matter, In re: -Petition on behalf of  

ZITIZENS OF THE STATE OF FLORIDA to initiate investigation 

into integrity of SOUTHERN BELL TELEPHONE & TELEGRAPH 

ZOMPANY'S repair service activities and reports, pending 

Jefore the FLORIDA PUBLIC SERVICE COMMISSION in and;;for 

the  State of Florida, pursuant to notice heretofore filed, 

2efore CHRISTINE A .  AMAN CANNON, a Notary Public in and 

t o r  the State of Florida at Large, Southern Bell Telephone 

4 Telegraph Company, 1 2 3 0  North Federal Highway, in the 

lity o f  Pompano Beach, County of Broward, State of 

Florida, on the 23nd day of June, 1993, commencing at 1:35 

- 

o'clock p.m.  

* * *  

There upon : 

ROBERT FECHT 

a witness of  lawful age, being called as a witness by the 

Florida Public Service Commission, having been first duly 

sworn, testified under oath as follows: 

DIRECT EXAMINATION 

BY MS. RICHARDSON: 

Q. Mr. Fecht, would you please state your name and 

spell it for the court reporter. 
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A. Robert PI. Fecht Si-, R-0-B-E-R-T E I .  as iir Nartin 

-, 
- E - C -€ f  -T . 

Q. Your address please. 

A. 6451 North Federal Highway, room 1016, Fort 

.auderdale, Florida. 

Q. 

A. 

Q. 

A .  

a. 
A .  

Q. 

A .  

a .  
A .  

Q. 

A .  

Q. 

A .  

.. 
i 

Do you have a zip code for that? 

3 3 3 3 1 .  

Is that a business address? 

Yes. 

And your phone number. 

4 9 2 - 3 0 0 0 .  

That's your business? 

Uh-huh. 

Are you represented by an attorney here today? 

No. 

What is your present position with the company? 

Associate staff manager. 

Is that a first level position? 

It's pay rate four. It's kind of like a step and 

3 half. 

Q. Have you discussed this deposition here today 

dith anyone other than counsel for the company? 

A .  What deposition? 

Q. The one that we're taking here today. 

A .  No. 
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0 .  Has a i iyo i i r  advised you that y o u  ~ ~ c ~ u l d  n o t  be 

- disciglined based upon your anskiers given today? 

A .  Yes. 

Q. Has anyone advised you of the possible criminal 

penalties that could apply if you perjure your testimony 

here today? 

A .  No. I've been told to tell the truth and not 

worry about t h a t .  And I wouldn't be disciplined asJlong 

3s I told the truth. 

Q. Have you given a statement to the company in 

terms of their repair investigation? 

A .  Yes. 

Q. Do you remember when you gave that statement? 

A .  Not specifically. I think I talked to our 

security department two o r  three different times and the 

legal department once something like two or three years 

a g o .  

Q. Who was present when you talked to the security 

department? 

A .  I ' m  really not sure. We had - -  I had an attorney 

and the internal security company attorney. I guess it 

was a representative and o u r  security people in both 

instances. I think - -  Were you in the first one Robert? 

I don't remember but I know we did have an attorney and 

s e c u r i . t y  people on the review. 
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0 .  Was anyone e l s e  Ijr-eseiit bes ide  t h e  attorneys ant) 

- .he security? 

A. No. 

0. Did you discuss that statement with anybody? 

A .  No. 

0. Were you asked to assist the company in 

)erforming their internal audits that they conducted on 

_. 
;he operations systems in 1991? i 

M R .  BEATTY: The internal audits? 

MS. RICHARDSON: The internal audits. 
1 

A .  Yes. I assisted in the internal audits. 

@. Which auditor did you work with? 

A. It was the auditiny department down in Miami. 

ind there were about four or five of them involved in it. 

i l l  of them reported to Maria Gonzalez I believe her name 

das w h o ' s  a pay rate five at that time. 

@. 

A .  

Q. 

A .  

Q .  

A .  

(I. 

Did you work on the LMOS audits? 

What's an LMOS audit? 

Are you familiar at all with the term LMOS? 

Oh, yes. 

Do you know what it is? 

Yeah. I know what LMOS is. 

Were you aware that the company had audited the 

LMOS system in 1991? 

A .  I g u e s s  I don't understand. LMOS is a base f o r  
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A.  

Q .  

you a s s  

A .  

t h e  aud 

:iir;tomer 1 . i n c  rec*orcls .  

Q .  Were you aWare t h a t  t h e  company a u d i t e d  tl1a.t" 

sys t em i n  1 9 9 1 ?  

I know t h e y  were l o o k i n g  a t  t r o u b l e  r e p o r t s .  

Do you know t h e  t i t l e s  of  a n y  o f  t h e  a u d i t s  t h a t  

s t e d  on?  

Most o f  t h e  a u d i t s  - -  I r e a l l y  d i d n ' t  a s s i s t  on 

t s  p e r  s a y .  I more o r  l e s s  t r a i n e d  t h e  a u d s t o r s  

i n  t h e  p r o c e d u r e s  t h a t  were u s e d  o r  

s t a t e d  t h a t  w a s  s u p p o s e  t o  b e  d o n e .  

> u t - o f - s e r v i c e  l o o k ,  some CON. 

* 

MR. BEATTY: J u s t  a m i n u t e  

what  t h e  p r a c t i c e  

we d i d  some 

I f  you wou ld  a t  t h i s  

p o i n t  k e e p  y o u r  comments g e n e r a l  a s  o p p o s e d  t o  

d i s c u s s i n g  t h e  s u b j e c t  m a t t e r  of  t h e  s p e c i f i c  q u e s t i o n  

b e c a u s e  I may h a v e  a n  o b j e c t i o n  a t  t h a t  p o i n t .  

Q .  What t r a i n i n g  d i d  you g i .ve  t h e  a u d i t i n g  

d e p a r t m e n t ?  

M R .  BEATTY: A r e  you a s k i n g  a q u e s t i o n  t h a t  

would - -  what  t r a i n i n g  was p r o v i d e d  w i t h  respec t  t o  

s u b j e c t  m a t t e r ?  

MS. R I C H A R D S O N :  L e t ' s  j u s t  g e t  r e a l  s p e c i f i c  a n d  

t h e n  you c a n  p l a c e  t h e  o b j e c t i o n  on t h e  r e c o r d .  

0 .  What s p e c i f i c  i tems d i d  you  t r a i n  t h e  a u d i t i n g  

d e p a r t m e n t  t o  l o o k  a t ?  

MR. BEATTY: I ' m  g o i n g  t o  o b j e c t .  Tlie a u d i t s  a r e  
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p r i v j . l e g e t l  a n d  c o n f i d e n t i a l  s u b j e c t  L o  t.11~: a t t . c i rne l -  

c l i e n t  p r i v i l e g e  and a t t o r n e y  wo.rk p r o d u c t .  The i -> fo r ,  

M r .  F e c h t ' s  work w i t h  r e s p e c t  t o  t h e  a u d i t  wou ld  f a l l  

w i t h i n  t h e  p u r v i e w  o f  t h o s e  p r i v i l e g e s  a s  well. 

A c c o r d i n g l y ,  I would  r e q u e s t  t h e  w i t n e s s  n o t  t o  

r e s p o n d  t o  t h a t .  And Bob,  you n e e d  t o  t e l l  h e r  t h a t  

you w i l l  n o t  r e s p o n d  t o  t h a t  b e c a u s e  of  t h e  

.. 
a p p l i c a t i o n  o f  t h e  p r i v i l e g e .  z 

A .  B e c a u s e  of  t h e  a p p l i c a t i o n  o f  t h e  p r i v i l e g e ,  I 
5 

J o u l d  n o t  r e s p o n d  t o  t h a t  q u e s t i o n .  

Q. Who d e t e r m i n e d  what  a s p e c t s  o f  t h e  o p e r a t i o n  

sys t em y o u  would t r a i n  t h e  a u d i t o r s  o n ?  

A 

Q 

Xuest  

I 

D 

o n s  

s t a t u s i n g ,  

roll? 

d o n ' t  knotd 

d t h e  a u d i t o r s  come t o  you w i t h  s p e c i f i c  

11 t e r m s  o f ,  how d o  I l o o k  a t  o u t - o f - s e r v i c e  

f o r  i n s t a n c e ,  t h a t  t h e y  n e e d e d  t r a i n i n g  on f rom 

M R .  BEATTY: I ' m  g o i n g  t o  o b j e c t .  A r e  you  a s k i n g  

him d i d  t h e y  come t o  him w i t h  s p e c i f i c  q u e s t i o n s  

g e n e r i c a l l y  o r  d i d  t h e y  come t o  him w i t h  s p e c i f i c  

q u e s t i o n s  and  o n e  o f  t h o s e  q u e s t i o n s  was 

o u t - o f - s e r v i c e  s t a t u s i n g ?  

Q. L e t  m e  see i f  I c a n  do i t  t h i s  way. N r .  F e c h t ,  

s i n c e  w e ' r e  t r e a d i n g  on s u p p o s e d l y  p r i v i l e g e d  g r o u n d s  

i e r e .  Did  t h e  a u d i t o r s  t h a t  y o u  worked w i t h  come t o  Y O U  
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;it11 a speci~fic request for t.rainiiicJ already i n  mind 1;lien 

-hey talked to you? 
- 

MR. BEATTY: I f  YOU can. 

A .  No. 

Q. When the auditors came to you, did they describe 

ties that they wanted to l o o k  in general the kind of  activ 

it in their audit? 

MR. BEATTY: Yes or .. no if you can. 

A .  Give it to me one more time. 

Q. For example. did the auditors come to you  and say 

de need to find out how to check on whether or not anyone 

ids backed up clearing times improperly on customer 

.-e c o r ds ? 

MR. BEATTY: I ' m  going to object to that question 

because the answer would actually disclose the 

substance of attorney client privilege and work 

product information unless that was merely an example 

of instructions generally such that the auditors came 

to him with specific requests as opposed to someone 

else determining what the auditors were going to look 

at. 

Q -  In this process if you're assisting With the 

iuditing, how much was left to your discretion in terms of 

the training of  the auditors? 

A .  None of it was at my discretion. N d i n l . \ .  \;hat 
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caine u p  w a s ,  what i s  t h e  i n t e r p r e t a t i o n  of  t h e  p r a c t i c e  

and how s h o u l d  j . t  b e  h a n d l e d  on a t x o u b l e  r e p o r t  a n d  - the  

p r o p e r  way t o  d o  i t .  T h a t  was b a s i c a l l y  wha t  t h e i r  

q u e s t i o n i n g  was a n d  my t r a i n i n g  t o  them.  

@. Do you d o  o p e r a t i o n a l  r e v i e w s  f o r  t h e  company? 

A .  P e s .  

@. And i n  terms o f  o p e r a t i o n  r e v i e w ,  i s  p a r t  o f  y o u r  

f l u t i e s  t o  l o o k  f o r  how t h e  p r o c e d u r e s  h a v e  n o t  been, 

f o l l o w e d ?  . 
A .  A s  f a r  a s  t h e  p r a c t i c e  g o e s  now, r i g h t ,  t r o u b l e  

r e p o r t s  v e r s e s  t h e  p r a c t i c e .  

Q .  I n  terms o f  t h e  t r a i n i n g  t h a t  you d i d  w i t h  t h e  

a u d i t o r s ,  d i d  you a l s o  i n s t r u c t  them t h i n g s  t o  l o o k  f o r  

t h a t  would r a i s e  q u e s t i o n s  a b o u t  w h e t h e r  o r  n o t  t h a t  a n y  

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

i m p r o p e r l y ?  

FIR. BEATTY: O b j e c t i o n  on t h e  g r o u n d s  t h a t  i t  

c a u s e s  t h e r e  t o  be  r e v e a l e d  a t t o r n e y  c l i e n t  work  

p r o d u c t  i n f o r m a t i o n .  And I would  i n s t r u c t  t h e  

w i t n e s s ,  t h e r e f o r  -- I would r e q u e s t  t h e  w i t n e s s ,  

t h e r e f o r ,  n o t  t o  r e s p o n d .  

@. You n e e d  t o  t e l l  me you e i t h e r  a r e  g o i n g  t o  g i v e  

me a n  a n s w e r  o r  y o u ' r e  n o t  g i v i n g  me a n  a n s w e r  b e c a u s e  o f  

- 0 u n s e l ' s  a d v i s e .  

A .  C a n  I t a l k  t o  you a m i n u t e .  
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( T i i e r e u p o n ,  a i l  o f f  t i l e  r e c o r d  d i s c . u s s i . o i l  (cas 

- 
h e l d .  1 

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

i n f o r m a t i o n .  

a .  M r .  F e c h t ,  how l o n g  h a v e  you been a n  a s s o c i a t e  

s t a f f  manage r?  

A .  I t h i n k  i t ' s  a p p r o x i m a t e l y  f o u r t e e n  y e a r s .  

Q .  D u r i n g  t h a t  e n t i r e  f o u r t e e n  y e a r s ,  h a v e  yo$ b e e n  

i n  t h e  S o u t h  F l o r i d a  a r e a ?  - 
A .  S o u t h ,  s o u t h e a s t  a r e a s ,  y e s .  

Q .  D u r i n g  y o u r  f o u r t e e n  y e a r s  a s  a n  a s s o c i a t e  s t a f f  

m a n a g e r ,  h a v e  you b e e n  c o n d u c t i n g  o p e r a t i o n  r e v i e w s  t h a t  

e n t i r e  t i m e ?  

A .  No. 

Q .  How l o n g  h a v e  you b e e n  d o i n g  o p e r a t i o n  r e v i e w ?  

A .  P r o b a b l y  f o r  t h e  l a s t  s e v e n  o r  e i g h t  y e a r s .  

Q. D u r i n g  t h a t  s e v e n  o r  e i g h t  y e a r s ,  how many times 

h a v e  you b e e n  c a l l e d  upon t o  a s s i s t  a u d i t i n g  i n  a u d i t s  

t h a t  t h e y  h a v e  p e r f o r m e d ?  

A .  Only  tw ice .  

Q .  One t ime  w e ' v e  b e e n  d i s c u s s i n g  was w i t h  t h e  1 9 9 1  

i n t e r n a  a u d i t .  When was t h e  o t h e r  t i m e ?  

A .  I t  was j u s t  p r i o r  t o  t h a t  t h e  y e a r  b e f o r e  - -  No,  

w a i t .  ' 9 1  was t h e  f i r s t  o n e  t h e y  d i d :  i s  t h a t  c o r r e c t ?  

Y .  Yes. 



L 

2 

3 

4 

5 

6 

7 

8 

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  

23  

24 

2 5  

.x . I ~ d i ;  a s k e d  t c ~  help  them w i t h  a n o t h e l -  o n e  i n  ' 9 % .  

Q .  \<hen y o u  d i d  t h e  ' 9 2  a u d i t , .  what  was y o u r  
- 

Eunct  i o n ?  

MR. BEATTY: J u s t  p l e a s e  r e s p o n d  i n  a g e n e r i c  

way t h a t  d o e s  n o t  c a u s e  t h e r e  t o  be a d i s c l o s u r e  of  

t h e  s u b s t a n c e .  

A .  A t  t h a t  t ime  w e  were l o o k i n g  a t  t r o u b l e  r e p o r t s  

S p e c i f i c a l l y .  When I s a y  w e ,  t h a t ' s  s t a f f  p e o p l e  t 9 a t  

2 e l o n g  t o  i n t e r n a l  a u d i t s .  
f 

PlR. BEATTY: Excuse  me. 

( T h e r e u p o n ,  a n  o f f  t h e  r e c o r d  d i s c u s s i o n  was 

h e l d .  ) 

Q .  Did  you p e r f o r m  t h e  a n a l y s i s  011 t h e  t r o u b l e  

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

A .  What do y o u  mean by a n a l y s i s ?  

Q .  A l l  r i g h t .  I f  t h e y  were l o o k i n g  s p e c i f i c a l l y  f o r  

w h e t h e r  o r  n o t  c l e a r i n g  t i m e s  h a v e  b e e n  b a c k e d  up i f  t h a t  

would  h a v e  b e e n  one  o f  t h e  q u e s t i o n s ,  would  y o u  h a v e  b e e n  

t h e  o n e  t o  l o o k  a t  t h e  t r o u b l e  r e p o r t s  t o  make t h a t  

d e t e r m i n a t i o n ?  

A .  If t h a t  was one  of  t h e  i t e m s ,  y e s .  

Q .  H a v i n g  a s s i s t e d  w i t h  t h e  1 9 9 1  a u d i t ,  o p e r a t i o n a l  

a u d i t s ,  wha t  c o n c l u s i o n s  d i d  you  draw a b o u t  S o u t h e r n  

B e l l ' s  h a n d l i n g  o f  t r o u b l e  r e p o r t s ?  

N R .  BEATTY:  A t  t h i s  p o i n t  I o b j e c t  on t h e  
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grounds tiiat-, t he  i n f u r m a t i o n  wou ld  c a l l  t h e r e  t o  b e  

a d i s c l o s u r e  o f  t h e  a t t o r n e y  c l i e n t  work p r o d u c t  

p r i v i l e g e d  i n f o r m a t i o n  and  t h e r e f o r ,  M r .  F e c h t ,  I 

wou ld  r e q u e s t  t h a t  you d o n ' t  r e s p o n d .  

- 

A. I'll go a l o n g  w i t h  t h a t .  

Q .  Mr. F e c h t ,  what  c o n c l u s i o n s  d i d  you  d r a w  f r o m  

j o u r  p a r t i c i p a t i o n  w i t h  t h e  1992 a u d i t ?  

MR. BEATTY: Same o b j e c t i o n .  M r .  F e c h t ,  I, 

r e q u e s t  t h a t  you n o t  r e s p o n d  b a s e d  upon t h e  f a c t  t h a t  

t h e s e  a r e  p r i v i l e g e s  o f  t h e  a t t o r n e y  c l i e n t  work 

p r o d u c t  and  t o  t h e  s u b s t a n c e  of  t h a t  i n f o r m a t i o n .  

A .  Same. 

* 

Q .  Were t h e  r e s u l t s  f rom t h e  ' 9 2  a u d i t  d i f f e r e n t  

f r o m  t h e  r e s u l t s  of  t h e  ' 9 1  a u d i t ?  

N R .  BEATTY: O n  t h e  b a s i s  o f  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  

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

would b e  a v i o l a t i o n  o f  t h o s e  p r i v i l e g e s .  I r e q u e s t  

M r .  F e c h t ,  you do n o t  r e s p o n d .  

A .  Same. 

Q .  M r .  F e c h t ,  h a v e  you g i v e n  a s t a t e m e n t  t o  t h e  

4 t t o r n e y  G e n e r a l ?  

a .  P e s .  

Q .  Do y o u  r e c a l l  t h a t  s t a t e m e n t ?  

a .  Yes .  
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Q .  D i d  y o u  CliSCl~Ss ~ i t h  the A t t c 1 1 ' 1 - 1 ~ 1 -  G e n e r a l  a t  ally 

p o i n t  t h e  use n f  i l l s i d e  wire c o d e s ,  . t w e l v e  h u n d r e d  c o 3 e s ?  

A .  Yes. 

Q .  And c a n  you b r i e f l y  e x p l a i n  t o  me w h a t  you 

I i s c u s s e d  w i t h  t h e  A t t o r n e y  G e n e r a l - o n  t h a t .  

A .  T h e r e  was s e v e r a l  d i f f e r e n t  i tems t h a t  were 

3 r o u g h t  up .  Can you  b e  more s p e c i f i c .  

Q .  I ' m  a s k i n g  on t h e  t w e l v e  h u n d r e d  c o d e s ,  t h 3  CPE 

:odes  s p e c i f i c a l l y .  - 
A .  A g a i n ,  t h e r e  were  s e v e r a l  d i f f e r e n t  s u b j e c t s  t h a t  

:he t w e l v e  h u n d r e d  code  came up u n d e r .  

Q .  Do y o u  r e c a l l  a p a r t i c u l a r  r e p o r t  t h a t  i n d i c a t e d  

i n  o v e r u s e ,  s t a t i s t i c a l  o v e r u s e  o f  t h e  t w e l v e  h u n d r e d  

:odes  i n  S o u t h  F l o r i d a ?  

A .  Yes. 

Q .  T h a t ' s  t h e  one I ' m  i n t e r e s t e d  i n  f i n d i n g  o u t .  I f  

i o u  would  j u s t  g i v e  m e  a b r i e f  resume o f  wha t  y o u  r e c a l l  

lrom y o u r  s t a t e m e n t  t o  t h e  A t t o r n e y  G e n e r a l  on t h a t .  

A .  T h i s  was f o u n d  d u r i n g  e v e r y d a y  a n a l y s i s  i n  

Looking a t  r e p e a t e d  r e p o r t s .  I h a d  f o u n d  t h a t  i n  a 

, a r t i c u l a r  d i v i s i o n  two s e c o n d  l e v e l  g r o u p s  were v e r y  low 

in r e p e a t e d  r e p o r t s .  When I s a y  v e r y  maybe a h a l f  a p o i n t  

:n a p o i n t  d i f f e r e n t  f rom what  t h e  norm w a s .  

And i n  i n v e s t i g a t i n g  I f o u n d  t h a t  t h e  C P E  c o d e  a t  

t h a t  t i m e  t h e  twe lve  h u n d r e d  n o n r e g u l a t e d  c o d e s  were 
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. e v e 1  g r o u p s .  ., 

A t  t h a t  t ime we were  n o t  s c o r i n g  r e p e a t e d  r e p o r t s  

)n  d e r e g u l a t e d  c o d e s  o n l y  on t h e  n e t w o r k  c o d e s .  And I 

[ound  some p r o b l e m s  w i t h  t h e  u s e  of  t h e  twelve h u n d r e d  

: o d e s  a t  t h a t  t ime .  

Q .  Did  you d e t e r m i n e  w h e t h e r  o r  n o t  a n y  c u s t o m e r  

l i g h t  h a v e  b e e n  d e n i e d  a r e b a t e  b a s e d  upon t h e  u s e  6,f 

. h o s e t w e 1 v e  h u n d r  e cl c ode  s ? . 
A .  A t  t h e  t ime t h a t  ne\-el- even e n t e r e d  my mind .  

Q .  Have you gone  b a c k  s ince  you d i d  t h a t  r e p o r t  t o  

.ook a n d  see if any  c u s t o m e r s  h a d  i n  f a c t  b e e n  d e n i e d  a 

- e b a t e  b e c a u s e  of  t h e  o v e r u s e  of  t h o s e  c o d e s ?  

A .  No. 

Q .  Did you do  any  p a r t i c u l a r  f o l l o w - u p  a f t e r  you 

iound t h e  o v e r u s e  of  t h o s e  c o d e s ,  t h e  t w e l v e  h u n d r e d  

: o d e s ?  

A .  A c o u p l e  o f  months l a t e r ,  y e s .  

Q. What d i d  you f i n d  on t h e  f o l l o w - u p ?  

A .  T h a t  t h e y  were r e t u r n i n g  t o  n o r m a l .  

Q .  Did  you draw any  c o n c l u s i o n s  a s  to why t h e y  were 

. - e t u r n i n g  t o  n o r m a l ?  

MR. BEATTY: O b j e c t i o n .  I t  c a l l s  for 

s p e c u l a t i o n .  You  c a n  r e s p o n d  t o  t h a t  i f  you c a n .  

A .  W e  hac1 p i - e s e n t e d  t h i s  i n f o r m a t i o n  t o  t h e  manaye1-s 
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i.1, t l i a t .  c l i \ : i s ion  t h a t  ~ j e  had  found  a pro;-Jleiii and e x p e c t e d  

i t :  t o  t 1 e  t a k e n  c a r e  o f .  * 

Q .  Did  you draw any  c o n c l u s i o n s  a s  t o  w h e t h e r  o r  n o t  

t h i s  h a d  b e e n  d e l i b e r a t e l y  - -  The o v e r u s e  o f  t h e  c o d e s  h a d  

b e e n  d e l i b e r a t e  b y  t h e s e  m a n a g e r s ?  

A .  No. 

Q .  Did  you draw any  c o n c l u s i o n s  a s  t o  w h e t h e r  o r  n o t  

t h e  o v e r u s e  of  t h e  t w e l v e  h u n d r e d  c o d e s  was j u s t  a 3 

m i s t a k e ?  , 
,I . N O .  

Q. Was t h a t  a q u e s t i o n  t h a t  you c o n s i d e r e d  a t  a l l  

when you l o o k e d  a t  t h i s  t w e l v e  h u n d r e d  c o d e  o v e r u s e ?  

NR. BEATTY: O b j e c t  t o  t h e  fo rm o f  t h e  q u e s t i o n .  

Isas what  a q u e s t i o n ?  

S .  Idas w h e t h e r  o r  n o t  t h e  o v e r u s e  was d e l i b e r a t e  o r  

by  m i s t a k e  o r  a c c i d e n t l y .  

A .  S t a r t  a l l  o v e r  a g a i n .  

Q .  T h a t ' s  t h e  k i n d  o f  q u e s t i o n .  Nhen you saw t h e  

o v e r u s e ,  d i d  you  q u e s t i o n  why i t  was b e i n g  d o n e ?  

A .  A g a i n ,  I p i c k e d  i t  up on a r e d u c t i o 1 1  o f  r e p e a t e d  

r e p o r t s  i n  t h o s e  two m a n a g e r s '  g r o u p s  o v e r  t h e  r e s t  of t h e  

m a n a g e r s '  g r o u p s  w i t h i n  t h e  a r e a .  T h a t ' s  wha t  k e y e d  m e  

i n t o  i t .  

I mean, we want t o  r e d u c e  r e p e a t s  okay  b u t  a g a i n .  

Y O U  d o n ' t  look a t  eve ry t l i j . ng  when you clo a n a l y s i s .  Y O U  I 
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i o n '  t j u s t  key i n  on one t h i n g  

0 .  Did you p e r f o r m  t h a t  same k.ind of  a n a l y s i s  0% t h e  

;welve h u n d r e d  c o d e s  when you f o u n d  t h e  p r o b l e m  i n  t h a t  

i r e a  and  a n y  o t h e r  a r e a s  i n  F l o r i d a ?  

A .  I o n l y  l o o k e d  a t  t h e  s o u t h e a s t  a r e a .  

Q .  Did  you  c h e c k  t h a t  p a r t i c u l a r  p r o b l e m  t h e  o v e r u s e  

i f  t w e l v e  h u n d r e d  c o d e s  i n  any  o t h e r  IMC d i s t r i c t ,  

l i v i s i o n ,  u n i t ,  w h a t e v e r  you b r e a k  them down t o ?  i 

A .  Not a t  t h a t  t i m e .  

Q .  Have you done  it s i n c e  t h e n ?  

A .  We do  r e v i e w s  t h a t  c o v e r  t h a t .  

Q .  Have you f o u n d  any  p rob lems  o r  h a v e  you f o u n d  a n y  

P 

i t h e r  i n s t a n c e s  o f  o v e r u s e  i n  t h e  rev iews  t h a t  y o u  haVe 

l o n e ?  

MR. BEATTY: Overuse?  

Q .  O v e r u s e  o f  t h e  t w e l v e  h u n d r e d  c o d e s .  

A .  Not i n  t h e  r e v i e w s  I ' v e  d o n e ,  n o .  

Q .  You s a i d  by a p o i n t  o r  two m i g h t  b e  c o n s i d e r e d  

3 v e r u s e .  Can you e x p l a i n  how much i s  o v e r u s e ?  

MR. BEATTY: I o b j e c t  t o  t h e  form of t h e  

q u e s t i o n .  C o u n s e l  i s  t e s t i f y i n g  a n d  s e e k i n g  t o  

r e c h a r a c t e r i z e  t h e  t e s t i m o n y  t h a t  h a s  come up on  t h i s  

r e c o r d  p r e v i o u s l y .  

A .  Say what?  

(2. HOW do  y o u  d e c i d e  t h a t  t h e  t w e l v e  h u n d r e d  c o d e  
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ha:; been o v e r u s e r l ;  what- jumped o u t  a t  y o u ?  

d. E v e r y t h i n g  is p e r c e n t a g e s  and  you l o o k  f o r  iyorms. 

You l o o k  f o r  h i g h e s t  and  l o w e s t .  And you u s u a l l y  

i n v e s t i g a t e  t h e  h i g h e s t  a n d  l o w e s t .  The  p e r c e n t  o f  twelve  

h u n d r e d  c o d e s  was a h i g h  u s a g e  compared  t o  t h e  r e s t  o f  t h e  

a r e a .  And i n  t h a t  p a r t i c u l a r  t y p e  o f  e n t i t y ,  I f u r t h e r  

i n v e s t i g a t e d .  

Q .  H o w  many p o i n t s  o v e r  t h e  a v e r a g e  would  a u s e  o f  a 

p a r t i c u l a r  c o d e  h a v e  t o  b e  t o  i n d i c a t e  t h a t  you m i g h t  need 

t o  l o o k  a t  i t  f u r t h e r ?  

1 

A. A g a i n ,  you  g o t  t o  know t h e  b u s i n e s s .  T h e r e ' s  a 

l o t  o f  t h i n g s  t h a t  d r i v e  p a r t i c u l a r  c o d e s .  Demograph ics  

w i l l  d r i v e  t h e  c o d e .  

M R .  BEATTY: Are you a b l e  t o  g i v e  h e r  a 

p e r c e n t a g e ?  

A .  No. Not t o  g i v e  you  a f l a t  number ,  no .  

0 .  I ' m  g o i n g  t o  make t h i s  E x h i b i t  1. I t  i s  P u b l i c  

C o u n s e l ' s  g r a p h  and  i t ' s  g o t  a b a s e  s t a m p  number two o n  

t h e  b o t t o m  r i g h t - h a n d  c o r n e r .  And i t ' s  t i t l e d  Y e a r l y  

Average  o v e r  Twen ty - fou r  Hours  O u t - o f - S e r v i c e  R e p o r t s .  

And t h e  s o u r c e  f o r  t h a t  would b e  PSC s c h e d u l e  1 1 A  f i l e  by  

t h e  company. 

( T h e r e u p o n ,  t h e  g r a p h  r e f e r r e d  t o  was marked a s  

P u b l i c  S e r v i c e  Commiss ion ' s  E x h i b i t  No. 1 f o r  

i d e n t i f  i c a h i o n .  ) 
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i l lK. BEATTI':  Excuse  me. I:;  this a 

.. docunient s u p p l i e c l  t o  you by S o u t h e r n  B e l l ?  

MS. R I C H A R D S O N :  No. T h i s  i s  a document  t h a t  was 

c r e a t e d  by our  s t a f f  b a s e d ~ u p o n  t h e  s c h e d u l e  11A 

r e p o r t s  f i l e d  b y  S o u t h e r n  B e l l  w i t h  t h e  P u b l i c  S e r v i c e  

Commission.  

I t  was i n t r o d u c e d  f o r  t h e  f i r s t  t ime  a t  t h e  p a n e l  

d e p o s i t i o n  h e l d  i n  May o f  1 9 9 1 .  S o u t h e r n  B e l l  l p d  

f i v e  p a n e l  i n d i v i d u a l s  t h e r e  a t  t h a t  t i m e .  A t  t h a t  

t ime I s t i p u l a t e d  w i t h  Mr. Anthony t h a t  s i n c e  we h a d  

t a k e n  t h i s  i n f o r m a t i o n  d i r e c t l y  f rom t h e  11A t h a t  i t  

was c e r t a i n l y ,  you  know, no p r o b l e m  f o r  m e  i f  t h e  

company wan ted  t o  v e r i f y  this c r a f t  b a s e d  upon t h e  1 1 A  

t h a t  t h e y  h a d  i n  t h e r e  own f i l e s .  

z 

S i n c e  t h e n  I h a v e  n o t  h e a r d  a n y t h i n g  c o n t r a r y  t o  

what  we h a v e  h e r e  b u t  t h a t  a p r o f f e r  was made f o r  t h e  

company t h a t  t h e r e  may h a v e  b e e n  some k e y  s t r o k e s  i n  

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

t h e  s c h e d u l e  11A r e p o r t .  

M R .  BEATTY: W e l l ,  you know, f e e l  f r e e  t o  a s k  t 2 

q u e s t i o n s .  I d o  o b j e c t  t o  i t s  u s e  h e r e .  I d o .  T h i s  

document  h a s  n o t  b e e n  a u t h e n t i c a t e d ,  c a n n o t  a t  t h i s  

p o i n t  b e  a u t h e n t i c a t e d .  

T h i s  w i t n e s s  - -  T h i s  p a r t i c u l a r  w i t n e s s  

h a s  n o t  I assume and  Mr. F e c h t .  c o r r e c t  m e  i f  1'111 
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~ .~~rc .~nq - -  has n o t .  had any j-mpute i l l  t h e  c r e a t . i o i i  o f  

t h i s  document  ant1 h a s  no way t o  . i i l s u i - e  t he  a c c u r a 2 y  of  

t h i s  document  o r  t h e  i n f o r m a t i o n  f rom w h i c h  i t  w a s  

e x t r a c t e d .  

I d o  u n d e r s t a n d  where  t h e  i n f o r m a t i o n  w a s  

o b t a i n e d  f rom b u t  t o  a s k  t h i s  w i t n e s s  a n  o p i n i o n  

b a s e d  on what  t h i s  document  a p p e a r s  t o  r e v e a l  i s  

o b j e c t i o n a b l e ,  you know, c e r t a i n l y  w i t h o u t  

t h e  b a c k u p  d o c u m e n t a t i o n .  

.. 
i 

* 

F o r  e x a m p l e ,  i f  you h a v e  t h e  S c h e d u l e  1 1 A  

s u p p l i e d  t o  t h e  P S C  f rom which  t h i s  d o c u m e n t ,  E x h i b i t  

No. 1 h a s  b e e n  c r e a t e d  t h e n  t h a t  would  g i v e  t h i s  

w i t n e s s  a n  o p p o r t u n i t y  t o  rev iew t h e  s o u r c e  d o c u m e n t s  

a s  w e l l  a s  t h i s  document  f o r  a c c u r a c y .  

And h e  would  t h e n  b e  i n  c e r t a i n l y  a more  t e n a b l e  

p o s i t i o n  n o t  e v e n  s a y i n g  t h a t  t h a t  p o s i t i o n  i s  o n e  

t h a t  c o u l d  j u s t i f y  h i s  a n s w e r  b u t  c e r t a i n l y  more o f  a 

t e n a b l e  p o s i t i o n  t o  p r o v i d e  a r e s p o n s e .  W i t h o u t  t h a t ,  

t o  a s k  t h i s  w i t n e s s  q u e s t i o n s  r e g a r d i n g  t h i s  documen t  

would  b e  u n f o u n d e d .  

Q .  M r .  F e c h t ,  s u b j e c t  t o  a n y  f u r t h e r  c h e c k i n g  t h a t  

j o u  may want  t o  d o  i n  terms o f  t h e  a c c u r a c y  o f  t h e  d a t a  

: h a t  c o m p r i s e s  t h i s  d o c u m e n t ,  I h a v e  some g e n e r a l  

a u e s t i o n s  t h a t  I would  l i k e  t o  a s k  i n  t e r m s  o f  when you  

Look f o r  h i g h e s t  a n d  l o w e s t  t o  s e e  i f  s o m e t h i n g  maybe a 
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L i t t l ?  o f f  Li1tc.r. 

Look ing  a t  t h i s  S c h e d u l e  11.4 d a t a  t h a t ' s  bee71 

, l o t t e d  ' 8 7 ,  ' 8 8 ,  ' 8 9 ,  ' 9 0  a n d  s o  on i n  terms o f  t h e  way 

: h i s  i s  g r a p h e d  a n d  t h e  number~s  of t h e  r e p o r t s  g o i n g  f rom 

i l i t t l e  o v e r  1 . 8  i n  1 9 8 7  a n d  t h e n  d r o p p i n g  t o  1 . 4  i n  1 9 8 8  

:h rough  ' 9 0  and  t h e n  e s c a l a t i n g  t o  r o u g h l y  2 . 3  t h o u s a n d  i n  

. 9 9 1 ,  would  y o u  c o n s i d e r  t h i s  t h e  k i n d  of  i n f o r m a t i o n  t h a t  

n i g h t  t r i g g e r  q u e s t i o n s  i n  terms o f  h i g h e s t  a n d  l o w e 2 t ?  

M R .  BEATTY: A g a i n ,  I o b j e c t  t o  t h i s  document  
* 

s e r v i n g  f o r  t h e  b a s i s  of a n y  q u e s t i o n s  p o s e d  t o  t h i s  

w i t n e s s .  T h i s  w i t n e s s  i s  n o t  the  a u t h o r  o r  

c o n t r i b u t o r  t o  o r  o f  t h i s  document  a n d  t h e r e f o r ,  

c a n n o t  b e  e x p e c t e d  t o  r e a c h  a n y  c o n c l u s i o n  b a s e d  upon 

t h e  n o r m a l  way t h a t  h e  c o n d u c t s  b u s i n e s s  i n  terms o f  

p e r c e n t s  ancl p e r c e n t a g e s .  He c a n ' t  b e  e x p e c t e d  t o  

r e a c h  a c o n c l u s i o n  on  t h i s .  And I would  o b j e c t .  Now 

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

A .  No. 

Q .  M r .  F e c h t ,  when you d o  - -  Do you d o  s t a t i s t i c a l  

i n a y l s i s ?  

A .  Most of  mine i s  t r a c k i n g .  

Q .  h'hen you  t r a c k ,  d o  you  t r a c k  t h e  t o t a l  numbers  o f  

. - e p o r t s  b y  c a t e g o r i e s ?  

A .  In some c a s e s .  

(1. F o r  i n s t a n c e ,  was y o u r  r e v i e w  o f  t h e  t w e l v e  
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l t t : d ~ . e t i  i:ode:; ti t i - a c k i  t ~ i j  p r o c e s s ?  - 
A .  It's a - -  You're talking about - -  

Q. During the review that you discussed with the 

kttorney General and this today. 

A .  

Q .  

A .  

a .  

A .  

a .  
track. 

A .  

Q. 

A .  

a .  

That was not a review. 

That was not a review? 

That was a daily activity. 
.. 

What did you say, daily - -  i 

That was found through day-to-day activity. 

Give me an example of a report that you would 
* 

Customer report rate. 

How would you track a customer report 1-ate? 

Year to year, month to month. 

When you say year to year and month to month, are 

you looking at specific numbers of trouble reports? 

A .  No. Normally, you're looking on a percentage. 

Q. You're looking at a percentage. If you were to 

make a conclusion about whether or not the report rate was 

excessive, what kind o f  things would you look at in terms 

of the percentages? 

A .  You got to realize reports are driven up by 

customer direct reports. What's changed from the 

previously - -  Look, there's s o  many things that come lilt0 

it. That's a very vague question really. 
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e r v i c e  r a t e s .  

A .  Not f o r  r e p o r t  r a t e .  . 

Q .  Does r e p o r t  r a t e  i n c l u d e  b o t h  o f  them? 

A .  Y e s ,  ma'am. 

Q .  Do you h a v e  any  r e p o r t s  t h a t  you f o l l o w  t h a t  

Zracli t h e  number of  o u t - o f  - s e r v i c e s  v e r s e s  t h e  e f  f e 3 t i n g  

; e r v  i c e 1- ep or t s ? 

A .  Yes. 

0 .  Do y o u  h a v e  a n y  r e p o r t s  t h a t  y o u  f o l l o w  t h a t  

;rack t h e  number o f  o u t - o f  - s e r v i c e  o v e r  t w e n t y - f o u r  h o u r  

7 ep o 1- t s ? 

A .  Yes. 

(1. Do you h a v e  r e p o r t s  t h a t  t r a c k  t h e  number o f  

a u t - o f - s e r v i c e  o v e r  f o r t y - e i g h t  h o u r  r e p o r t s ?  

A .  Yes .  

Q .  On t h o s e  p a r t i c u l a r  r e p o r t s ,  i s  t h e r e  a month  t o  

n o n t h  t r a c k i n g  on o u t - o f - s e r v i c e  o v e r  t w e n t y - f o u r  h o u r s ?  

A .  T h a t  r e p o r t  i s  a v a i l a b l e .  I v e r y  s e l d o m  l o o k  a t  

i t .  

Q .  I n  terms o f  t h e  g r a p h  I h a v e  i n  f r o n t  o f  you  

l a b e l e d  Y e a r l y  A v e r a g e  o v e r  T w e n t y - f o u r  Hours  

O u t - o f - S e r v i c e  R e p o r t s ,  h a v e  you i n  y o u r  e x p e r i e n c e  i n  

d e a l . i n g  w i t h  o u t - o f - s e r v i c e  r e p o r t s ,  t r a c k i n g  t h o s e  
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-e i . jo i ' l  :;, h a v - E  > ' u i i  e \ ' e r  d o ~ ~ e  t h a t ?  Have yoib I ' V ~ I :  trar:i;ed 

1 1 1  o i i t - o f - s e r \ 7 i c e  o v e r  t w e n t y - f o u r  h o u r  r e p o r t ?  - 
A .  No. 

Q.  Have you e v e r  t r a c k e d . t h e  t o t a l  number of 

) u t  - o f - s e r v i c e r e p 0  r t s ? 

a. No. 

Q .  When you do o p e r a t i o n  r e v i e w s ,  d o  you look a t  t h e  

iurnbers of  o u t - o f - s e r v i c e  r e p o r t s  o v e r  t w e n t y - f o u r  3 o u r s ?  

A .  No. 

Q. Have y o u  e x p e r i e n c e d  a n y  d i f f e r e n c e s  i n  t h e  way 
* 

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

) u t - o f - s e r v i c e  r e p o r t s  b e f o r e  1 9 9 0  a n d  a f t e r  1 9 9 1 ?  

MR. BEATTY: I ' m  g o i n g  t o  o b j e c t  t o  t h e  fo rm 

o f  t h e  q u e s t i o n .  I t ' s  ambiguous .  You c a n  r e s p o n d  

to t h a t  i f  you c a n .  

A .  Give  i t  t o  me a g a i n  

Q .  Were you  r e s p o n s i b l e  f o r  b e i n g  a w a r e  o f  t h e  

Zompany's p r a c t i c e s  f o r  s t a t u s i n g  a n d  c o d i n g  t r o u b l e  

r e p o r t s ?  

A. Y e s .  

Q. Have you e x p e r i e n c e d  a n y  d i f f e r e n c e s  i n  t h e  way 

t h e  company h a s  h a n d l e d  o u t - o f - s e r v i c e  r e p o r t s  b e f o r e  1 9 9 0  

3nd a f t e r  1991?  

FIR.  BEATTY: I ' m  g o i n g  t o  o b j e c t  t o  t h e  form o f  

t!ie ciuest, l .on.  I t ' s  ambiguous .  
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@. L e t  ine ' t r y  OIIF: ~ i iore  t i m e .  L e t ' s  111a1,e i t  s ~ : ~ ~ . ? ~ ' i f i c  

i n  t e r m s  of  s t a t u s i n g  o u t - o f - s e r v i . c e . ,  d e t e r m i n i n g  wl1e-h a 

r e p o r t  i s  o u t - o f - s e r v i c e .  Was t h a t  t h e  same i n  1 9 9 1  a s  i t  

das  i n  ' 9 0 .  

A .  Y e s .  

Q .  Was t h e  p r o c e d u r e  f o r  r e c o r d i n g  c l e a r i n g  t imes  on 

t r o u b l e  r e p o r t s  t h e  same i n  1 9 9 1  a s  i t  was i n  ' g o ?  

.' 
A .  Yes. 

Q .  I n  d o i n g  y o u r  o p e r a t i o n  r e v i e w s  - -  Did  you  d o  any  . 
Z p e r a t i o n  r e v i e w s  i n  1 9 9 0 ?  

A .  Y e s .  

0 .  I n  d o i n g  t h o s e  r e v i e w s ,  d i d  you look a t  s t a t u s i n g  

f o r  o u t - o f - s e r v i c e  i n  1990? 

A .  Yes. 

Q .  Did  you d o  any  o p e r a t i o n  r e v i e w s  i n  1 9 9 1 ?  

A .  Yes.  

Q .  Did you look a t  s t a t u s i n g  of o u t - o f - s e r v i c e  i n  

1 9 9 1 ?  

A .  Yes. 

Q .  I n  1990  d i d  you look a t  d e t e r m i n a t i o n s  o f  

c l e a r i n g  t imes  on r e p o r t s ?  

A .  No. 

Q .  Y o u r  o p e r a t i o n  r e v i e w s  i n  1 9 9 0 ,  d i d  you a t  a l l  

look a t  r e c e i p t  of c l e a r i n g  t i m e ?  

A .  No. 
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.. 
Q .  M r .  F e c h t ,  when you d i d  t h i s  t r a c k ,  t h i s  r e p o r t  

,n t h e  t w e l v e  h u n d r e d  c o d e s ,  d i d  you  d o  a n y  s i m i l a r  

- e p o r t s  w i t h  c a u s e  c o d e s ?  

A .  

Q .  

A .  

Q .  

A .  

Q .  

A .  

Q .  

A .  

A t  t h a t  t i m e ?  

P e s .  

No. 

Have y o u  d o n e  a n y  s i n c e ?  

Y o u ' r e  t a l k i n g  o u t s i d e  r e v i e w s  o r  i n s i d e  r e v i e w s ?  

* 

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

Y e l l ,  a r e v i e w  w i l l  l o o k  a t  c a u s e  c o d e s .  

Yes .  

O n  a no rma l  d a y - t o - d a y  b a s i s  I may d o  a n a l y s i s  on 

: a u s e  c o d e s .  L'liich a r e  you t a l k i n g  a b o u t ?  

Q .  I ' d  l i k e  t o  t a l k  a b o u t  b o t h .  S o  l e t ' s  t a k e  t h e  

l a y - t o - d a y  b a s i s  on c a u s e  c o d e s .  Have you  done r e v i e w s  

J e t w e e n  1990  and  1992  o n  c a u s e  c o d e s ?  

A .  Yes .  

Q. And h a v e  you d o n e  t h e  same - -  

A .  Wait  a m i n u t e .  Wai t  a m i n u t e .  Be tween  ' 9 0  a n d  

' 9 2 ?  

Q .  P e s .  

A .  Cause  c o d e s ,  I d o n ' t  b e l i e v e  t h a t  w a s  p a r t  o f  t h e  

.-eviews i n  1 9 9 1 .  
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, ,jd:, i .  ,. i t   art of then1 i i i  '92:' (2 . 

A. I b e l i e v e  t h a t ' s  when we i m p l e m e n t e d  them i n - i n  

' 9 2 .  I c a n ' t  s w e a r  t o  i t .  

Q .  When you s a y  i m p l e m e n t e d ,  do  you mean i n  t h e  

s t a n d a r d i z a t i o n  of c o m p l i a n c e  r e v i e w s ?  

A 

0 

3 x h i b  

3 & C  

R i g h t .  

L e t ' s  t a k e  a l o o k  a t  - -  I'm g o i n g  t o  i n t r o d u c e  

t 2 t i t l e d  S t a n d a r d i z a t  on and  C o m p l i a n c e  Rev*w a n d  

Review 1 9 9 2  a t  t h e  b o t t o m .  And w e ' l l  t a k e  t h i s  - 
Z s h i b i t  2 and  a s  s o o n  a s  we g e t  c o p i e s  o u t  h e r e ,  w e ' l l  

l a s s  them o u t .  

( T h e r e u p o n ,  t h e  t w e n t y - s e v e n  p a g e  documen t  

r e f e r r e d  t o  was marked P u b l i c  S e r v i c e  C o m m i s s i o n ' s  

E x h i b i t  N o .  2 f o r  i d e n t i f i c a t i o n . )  

Q. Are y o u  f a m i l i a r  w i t h  t h i s  documen t?  

A .  Yes.  

Q .  Do Y O U  u s e  t h i s  document  i n  y o u r  r e v i e w  work?  

A .  We d i d .  

Q. Did Y O U  c o n t r i b u t e  t o  t h i s  document  i n  terms of  

t h e  d e v e l o p m e n t  of  t h e  document i t s e l f ?  

A .  Yes.  

Q .  I ' d  l i k e  t o  go t h r o u g h  and  l o o k  a t  S e c t i o n  A 

*?h ich  i s  l a b e l e d  "Employee R e p o r t s .  " What i s  an employee  

L- e p o 1- t ? 

A .  We c a l l  i t  an E O .  I t ' s  a r e p o r t  t h a t ' s  b e e n  
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- i ~ i ~ ~ : } . ~ . ~ 1  U ~ J  by ail  v i i i p l~oyee  ~ i t l i o u t  c o i i ~ ' e i  s a t . i o r i  ~ i t l i  t h e  

I I> !: t 0 Ill e 1- s . - 
Q .  Where i t  s a y s  r e v i e w e r s  h i n t s ,  who u s e s  t h e s e  

h i n t s  ? 

A .  Reviewers t h e m s e l v e s  a n d  t h e  m a i n t e n a n c e  c e n t e r s  

3re s u p p o s e  t o  d o  t h e i r  own r e v i e w s  u s i n g  t h i s  d o c u m e n t .  

a .  S o  t h i s  document i s  u s e d  o u t s i d e  o f  t h e  s t a f f  

r e v i e w e r s  ? 

A .  Yes. 

0 .  1Ias t h a t  a 

MR. BEATTY 

, 
i ~ a y s  been  t h e  c a s e ?  

I'm g o i n g  t o  o b j e c t  t o  t h e  fo rm o f  

t h e  q u e s t i o n .  

0 .  I s  t h i s  a r e w r i t e  of  a n  e a r l i e r  documen t?  

A .  Yes.  

0 .  On t h e  e a r l i e r  v e r s i o n  of  t h i s  document  - -  Was 

t h e  e a r l i e r  v e r s i o n  u s e d  i n  t h e  I M C s  a l s o ?  

A .  Yes. 

0.  Did t h e y  a l s o  h a v e  t h e  r e v i e w e r s  h i n t s ?  

A .  Yes. 

Q .  Can y o u  t e l l  m e  what c h a n g e s  w e r e  

r e v i e w e r s  h i n t s  i n  t h e  1 9 9 2  v e r s i o n ?  

MR. BEATTY: I f  you know. 

A .  I d o n ' t  b e l i e v e  t h e r e  was a n y  emp 

b u t  I d o n ' t  know. 

made u n d e r  t h e  

o y e e  r e p o r t s  

Q. U n d e r  the  examples  i t  s a y s ,  "Employee r e p o i - t s  
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i s s u e c :  t u  c:omylcte repcij.L.Li 011 ail e s i s t . i n c J  t r u u b l e  r e p o i - t . '  

I S  t h a t  a p r o p e r  o r  i m p r o p e r  a c t i v i t y ?  
- 

A .  I m p r o p e r .  

Q. Can you e x p l a i n  t o  m e ~ w h e t h e r  o r  n o t  you  h a v e  

found  i n  y o u r  r e v i e w s  be tween  ' 9 0  and ' 9 1  and ' 9 2  a n y  

examples  o f  t h a t ?  

A .  A few.  

Q .  Did you f i n d  any  examples  o f  t h a t  t h a t  y o u >  

conciluded were  o t h e r  t h a n  j u s t  m i s t a k e s ?  

A .  Can y o u  r e p h r a s e  t h a t  q u e s t i o n .  

Q .  O t h e r  t h a n  s a y  t h e  employee  n e e d e d  t o  be 

* 

r e  t 1-d i n  e cl f o r  e r r  o r  s ? 

A .  No. 

a .  Under number two ,  "Employee r e p o r t s  i s s u e  t o  

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

\;as e x c l u d e d . "  Is t h a t  p r o p e r  o r  i m p r o p e r ?  

A .  I m p r o p e r .  

Q .  I n  y o u r  r ev iews  d i d  you  f i n d  a n y  i n s t a n c e s  o f  

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

i n t e n t  i o n  a 1 a c t i v i t y  ? 

A .  N o t  i n  my r e v i e w s .  

Q .  Did y o u  come upon t h i s  p r o c e s s  anywhere  e l s e ?  

A .  No. 

Q .  I n  t e r m s  o f  t h e  s t a f f s  d o i n g  t h e i r  own r e v i e w s ,  

do yo11 k i~ io i~  o f  any s I . a f f  who h a v e  u n c o v e r e d  p r o b l e m s  i n  
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t h a i  parLicular a ~ e a  ; ) t i  Ll ie i r  own? - 
A . No. 

Q .  The t h i r d  one  i n d i c a t e s ,  "Employee  r e p o r t s  i s s u e d  

t o  c l e a r  m u l t i p l e  t r o u b l e s  on a c u s t o m e r  r e p o r t . "  Is t h a t  

p r o p e r  o r  i m p r o p e r ?  

A .  I m p r o p e r .  

Q .  And c a n  you e x p l a i n  t o  me why i t ' s  i m p r o p e r .  

A .  T h i s  was m a i n l y  done  f o r  t a s k s  c r a f t s .  I t p a c l  

n o t h i n g  t o  do w i t h  t h e  a c t u a l  t r o u b l e  r e p o r t .  

Q .  T h e s e  r e p o r t s  u n d e r  number t h r e e ,  s h o u l d  t h o s e  

r e p o r t s  h a v e  b e e n  coded  a s  c u s t o m e r  d i r e c t  r e p o r t s ?  

A .  No. 

Q .  S o  t h e y  were p r o p e r l y  c o d e d  a s  e m p l o y e e  r e p o r t s ?  

A .  They s h o u l d  n o t .  What w e ' r e  l o o k i n g  f o r  h e r e  i n  

t h i s  p a r t i c u l a r  i n s t a n c e  i s  an  employee  w i . 1 1  g o  o u t  a n d  

r e p l a c e  a d r o p ,  okay  b a d  d r o p .  C u s t o m e r s  h a s  s e r v i c e .  

E v e r y t h i n g  i s  b a c k  t o g e t h e r .  

A g a i n ,  h e  m i g h t  h a v e  t o  r e p l a c e  s o m e t h i n g  a s  a 

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

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

r e p o r t  o r  how l o n g  t h e y ' r e  o u t - o f - s e r v i c e  o r  a n y t h i n g  l i k e  

t h a t .  

Q .  I f  i t ' s  a d r o p  p rob lem a n d  t h e  t r o u b l e  i s  

r e p o r t e d .  s h o u l d  i t  b e  a c u s t o m e r  d i r e c t  r e p o r t ?  

A .  I f  t h e  c u s t o m e r  r e p o r t e d  i t ,  y e s .  



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

12 

13 

14 

15 

1 6  

1 7  

1 8  

1 9  

2 0  

21 

22 

23 

24 

25 

a .  ~ l l d  i f  i ~ t  i;as r i l e d  an eml~ loy t<e  o r i g i r l - : c d  

. - e p u r t ,  woirid t h e  ct is toiner  r e c e i v e  d. r e b a t e  if :ha1  - 

3 u s  tom e r was o u t  - o f - 5 e r v i c e m o r e t h a 11 t. w e n t y - f o u 1- 11 o u 1- s ? 

A .  No. 

Q .  Have you f o u n d  a n y  i n s t a n c e s  o f  t h a t  o c c u r r i n g  

ihen  you r e v i e w e d  i t e m  number t h r e e  u n d e r  h i n t s ?  

A .  No. 

Q .  F o u r t h  e x a m p l e ,  “Employee r e p o r t s  i s s u e d  w&en a 

; r o u b l e  r e p o r t  i s  r e c e i v e d  on a s p e c i a l  c a l l - b a c k  number  

Loca ted  i n  t h e  d i s t r i c t / t u i - f  g i v e n  t o  t h e  c u s t o m e r  on  a 

T e p a i r  o r  i n s t a l l a t i o n  v i s i t ,  p r e v i o u s  n o - a c c e s s ,  o r  on a 

- e p e a t  r e p o r t  r e d u c t i o n  p l a n .  Do you h a v e  a n y  k n o w l e d g e  

i f  t h a t  o c c u r r i n y  i n  y o u r  a r e a ?  

% 

A .  No. 

Q .  Have you h e a r d  o f  t h a t  o c c u r r i n g  i n  West Palm 

3 f a  c h ?  

A .  No. 

0 .  I s  West Palm Beach i n  y o u r  a r e a ?  

A .  Yeah. 

Q .  H a s  t h a t  o c c u r r e d  on a n y  r e v i e w s  t h a t  you  ha \ -e  

2 on  du c t e d per  s on a 1 1 y ? 

A .  What t i m e  f r a m e  a r e  you  t a l k i n g  a b o u t  h e r e ?  

0 .  L e t ’ s  t a k e  it b a c k  a s  f a r  a s  1 9 8 6 .  

-4 . T o ?  

a .  To p r e s e n t  d a y .  
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A . I n d i a n  R i \ , e r ,  I j u s t  f i n i s h e d  a r e v i e i <  up the i - i .  

t h e  f i r s t  p a r t  o f  t h e  y e a r .  And t h e y  hac1 a c !a l l -back-  

2umber t h a t  w a s  o n l y  u s e d  when t h e y  were c a l l i n g  b a c k  

i u s t o m e r s  t o  f i n d  o u t  i f  t h e i r = s e r v i c e  was o k a y  w h i c h  i s  

J e r f e c t l y  l e g a l  t o  g e n e r a t e  a n  employee  r e p o r t  o n .  

I f  t h e y  were r u n n i n g  i n t o  t r o u b l e ,  t h e y  were 

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

t h e y  would  l e a v e  a t e l e p h o n e  number t o  c a l l  b a c k  i n s o  t h e  

n a i n t e n a n c e  c e n t e r .  And a t  t h e  t i m e  t h e y  r e c e i v e d  t h a t  

: d l l ,  i t  was g e n e r a t e d  a s  a n  employee  r e p o r t .  I c o u l d n ' t  

j e t e r m i n e  t h e  number t h a t  were i n v o l v e d  b u t  i t  was s t o p p e d  

i m m e d i a t e l y  a s  s o o n  a s  we f o u n d  t h e  p r o b l e m .  

. 

Q .  You mean t l i e  number o f  c u s t o m e r s  t h a t  r e p o r t e d  

t h e  p r o b l e m ?  

A .  Number  o f  c u s t o m e r  t r o u b l e  r e p o r t s .  

Q. Do you know how many e m p l o y e e s  i n  I n d i a n  R i v e r  

d e r e  i n v o l v e d  i n  t h a t  p r o c e d u r e ?  

A .  No.  

Q .  D o  you know who i n s t i t u t e d  t h a t  p r o c e d u r e ?  

A .  No. 

Q .  Who d i d  you r e p o r t  t h i s  f i n d i n g  t o ?  

A .  I t  was r e p o r t e d  t h r o u g h  t h e  r e v i e w  p r o c e s s .  

Q .  And when saw s a y  t h r o u g h  t h e  r e v i e w  p r o c e s s ,  who 

j o e s  t h a t  go t o ?  

A .  A s  h i g h  a s  MI-. S a n d e r s .  
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r )  ~. C:an 1 - o ~  g i v e  me Nr. S a n d e r s  t i ! . J c , ?  

A .  V i c e  p r e s i d e n t  of F l o r i d a ,  . L > r e s ~ i d e n t  of  F l o r - i d a .  

e .  Were t h e  r e p o r t i n g  p r o c e d u r e s  f o r  o p e r a t i o n  

?v iews  c h a n g e d  i n  1992?  - 

A .  Y e s .  

Q .  What were t h e y  b e f o r e  1 9 9 2 .  

A .  T h a t ' s  - -  Y o u ' r e  t a l k i n g  a b o u t  t h i s  p a g e ?  

Q .  No. J u s t  i n  g e n e r a l ,  t h e  r e p o r t i n g  p r o c e d j s e s  

) r  o p e r a t i o n  r e v i e w s  b e f o r e  1 9 9 2 .  Who g o t  t h e  r e v i e u s ;  

io hea rd  a b o u t  t h a t ?  

* 

A .  J u s t  t h e  d i v i s i o n  manager  down i n  t h a t  p a r t i c u l a r  

. v i s i o n .  

Q .  The manager  who was s u p e r v i s i n g  t h e  o t h e r  p e o p l e  

i a t  were d o i n g  w h a t e v e r  t h e  i m p r o p e r  a c t i v i t y  Gas? 

A .  U s u a l l y  t h e  d i v i s i o n  manager  who i s  t h e  t u r f  

i n a y e r  who h a s  t h a t  p a r t i c u l a r  d i v i s i o n .  

Q .  Was a c h a n g e  made i n  ' 9 2 ?  

A .  I b e l i e v e  it w a s ,  y e s .  

Q .  Now who do  t h o s e  r e v i e w s  go t o ?  

A .  They go t o  t h e  a t t o r n e y s .  They g o  t o  t h e  g e n e r a l  

i n a g e r s .  They g o  t o  t h e  l e g a l  d e p a r t m e n t .  They  go t o  

l t e r n a l  a u d i t s .  

Q .  I s  t h e r e  a n y  p r o c e d u r e  f o r  g e t t i n g  s e c u r i t y  

i v o l v e d  i f  y o u  f i n d  a c t u a l  e v i d e n c e  o f  f r a u d ?  

A .  Yes. 
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- like t o  go t o  S e c t i o n  B which  i s  " E x c l u d e d  R e p o r t s " .  

A .  Uh-huh. 

Q .  Can you  b r i e f l y  t e l l  m e  what  a n  e x c l u d e d  r e p o r t  

i s .  

A .  A n  e x c l u d e d  r e p o r t  i s  n o r m a l l y  o n e  t h a t  wou ld  n o t  

b e  c o u n t e d  i n  t h e  t r o u b l e  r e p o r t  b e c a u s e  i t  d i d n ' t  p e r t a i n  

t o  o u r  e q u i p m e n t .  I t  c o u l d  a l s o  be b e c a u s e  t h e r e  i$ a 

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

i n s t r u c t i o n s  g i v e n  t o  t h e  c u s t o m e r  on how t o  o p e r a t e  a 

f e a t u r e  t h a t  t h e y  d i d n ' t  u n d e r s t a n d .  T h e r e ' s  s e v e r a l  

r e a s o n s  t o  e x c l u d e  a r e p o r t .  

Q .  A r e  a n y  of  t h o s e  r e a s o n s  - -  E x c u s e  me. L e t  m e  

p u t  i t  t h i s  way. I s  i t  p r o p e r  u n d e r  company p r o c e d u r e s  t o  

e x c l u d e  o u t - o f  - s e r v i c e  r e p o r t s ?  

A .  No. Y o u ' r e  t a l k i n g  a b o u t  a r e p o r t  - -  

Q. T h a t  h a s  b e e n  s t a t u s e d  o u t - o f - s e r v i c e .  

A .  I t  c a n  b e  clone. T h e r e ' s  r e a s o n s  t o  e x c l u d e  

r e p o r t s  w h e t h e r  t h e y ' r e  marked o u t - o f - s e r v i c e  o r  n o t .  I t  

d e p e n d s  on t h e  n a t u r e  of t h e  t r o u b l e  r e p o r t .  

Q .  Do you know w h e t h e r  o r  n o t  i n  t h i s  ' 9 2  v e r s i o n  

t h e r e  a r e  a n y  c h a n g e s  t h a t  were made i n  t h e  way you l o o k e d  

a t  e x c l u d e d  r e p o r t s  f rom t h e  p r i o r  p r a c t i c e ?  

A .  No. 

Q .  I ' d  l i k e  t o  look a t  t h e  r e v i e w e r s  h i n t s  on t h i s  
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s r c l i o n .  XuiiiLer o n e .  It s a y s  "Closed n a r ~ - a t . i v e s  must 

s u b s t a n t i a t e  t h e  e x c l u d e . "  t i as  t h a t .  a l w a y s  b e e n  p a r t -  o f  

t h i s  p r a c t i c e ?  

A .  Yes. 

Q. W h a t ' s  t h e  p u r p o s e  o f  h a v i n g  a c l o s e d  n a r r a t i v e  

t h a t  e x p l a i n s  t h e  exc lude?  

A .  S o  we c a n  v e r i f y  t h a t  i t  c o r r e s p o n d s  t o  t h e  i t e m  

.. 
i i n  t h e  p r a c t i c e  t h a t  i t ' s  e x c l u d e d .  

Q .  Under number t w o ,  " A s  p e r  660-169-012BT, p a r .  

3 . 1 ,  A c h a n g e  o f  a p p o i n t m e n t  f o r  Company r e d s o n s  t o  a 

l a t e r  t i m e  t h a n  o r i g i n a l l y  g i v e n  t h e  c u s t o m e r  s h a l l  b e  

c o n s i d e r e d  a Missed A p p o i n t m e n t .  I f  t h e  a p p o i n t m e n t  i s  

DO NOT c h a n g e d ,  

u s e  a CX 

a Cus tomer  D i r e c t  r e p o r t  w i l l  b e  u s e d .  

s u b s e q u e n t  t o  c h a n g e  a p p o i n t m e n t .  

Can y o u  t e l l  m e  what  t h e  e f f e c t  would  be o f  u s i n g  

a C X  s u b  e q u e n t  t o  c h a n g e  a p p o i n t m e n t  i n s t e a d  f a 

c u s t o m e r  d i r e c t ?  

A .  I f  a CX s u b s e q u e n t  t o  c h a n g e  a p p o i n t m e n t  i s  u s e d  

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

moved o u t ,  t h a t  new a p p o i n t m e n t  becomes t h e  a p p o i n t m e n t  

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

Q .  When you s a y  r e s u l t  p u r p o s e s ,  do you mean 

c o u n t i n g  t h e  number of o u t - o f - s e r v i c e  o v e r  t w e n t y - f o u r ?  

A .  I t  h a s  n o t  n o t h i n g  t o  do  w i t h  o u t - o f - s e r v i c e s .  

I t  has t o  do w i t h  a p p o i n t m e n t s .  
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Q. I,,,: i loi i ig  d 1ii: t j .e t . i ac l ; i i i g  i n  illy i n i n d .  1 \ < & l i t .  

to t l l i n h ;  a ~ , o i . i t  w11at l'ou s a i d .  1 '111  s o r r y  f o r  t h e  p a u s e .  

Then if t h e  a p p o i n t m e n t s  h a d  b e e n  CX'd ,  would  t h a t  b e  

? r o p e r  o r  i m p r o p e r ?  

A .  T h a t  would  b e  i m p r o p e r .  

Q .  I f  a n  a p p o i n t m e n t  h a d  b e e n  CX'd ,  would  t h a t  

3 s s i s t  t h e  company i n  t h e i r  m i s s e d  a p p o i n t m e n t  r a t e ?  

.. 
A .  Yes .  2 

0 .  111 p o u r  r e v i e w s  from ' 8 6  t o  t h e  p r e s e n t  t i m e ,  

: lave  i ~ o u  f o u ~ i d  any  i n s t a n c e s  o f  m i s u s e  a s  d e s c r i b e d  i n  

llulllber txo? 

L 

A .  i30, n o t  on  r e v i e w s .  

Q .  Number t h r e e ,  " A  t r o u b l e  r e p o r t  a s s o c i a t e d  w i t h  

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

o r d e r  has b e e n  c o m p l e t e d . "  Have you f o u n d  any  i n s t a n c e s  

b e t w e e n  ' 8 6  and  ' 9 2  o r  p r e s e n t l y ,  e x c u s e  me, o f  t h a t  

o c c u r r i n g ? 

A .  T h e r e  h a s  b e e n  a c h a n g e  i n  t h i s  p r a c t i c e  on t h i s  

i t e m .  The p r a c t i c e  o r i g i n a l l y  s t a t e d  t h a t  L e  c o u l d  

e x c l u d e  a t r o u b l e  r e p o r t  if it was r e c e i v e d  p r i o r  t o  

n r i d n i q h t  of  t h e  d u e  d a t e  of  t h e  s e r v i c e  o r d e r .  

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

r e p o r t  t h e  n e s t  d a y ,  we d i d n ' t  h a v e  a n y t h i n g  t o  f i s  t h e  

C u s t o n i e r ' s  t r o u b l e  w i t h .  The t r o u b l e  r e p o r t  was gone  e v e n  

t l m u q l i  t-.Iie t r o u b l e  hacln' t b e e n  f i x e d .  



---- - 
_. c, 

1 

'2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

1 3  

14 

15 

16 

17 

1 8  

19 

2 0  

21 

2 2  

2 3  

2-1 

2 5  

_ .  ,ve,,.i+ c ; ; j ; j r l ~ ~ . ~ , ~  1,1,,2 p 1 . i i c : t i c c :  t u  redil i €  t.he 

- 
;el-r-icc ol-der i s  still t i c t i1 -e  i n  t h e  s y s t e m ,  we i;ill 

3 x c l u d e  t h e  t r o u b l e  r e p o r t  and  w o r k  t h e  t r o u b l e  f rom t h e  

s e r v i c e  o r d e r .  

Q .  I s  t h e r e  anyway t o  a t t a c h  t h a t  r e p o r t  t o  t h e  

s e r v i c e  o r d e r  r e q u e s t ?  

A .  No. 

Q .  H o w  d o e s  t h e  ST going o u t  t o  i n s t a l l  t h a t  s> rv ice  

k n o w  t h e r e  was a t r o u b l e  r e p o r t e d  on t h a t  l i n e ?  -. 
A .  The s e r v i c e  o r d e r  i s  what  g e n e r a t e d  t h e  t r o u b l e  

r e p o r t .  B i l l i n g  h a s  n o t  s t a r t e d  on t h a t  c u s t o m e r ' s  l i n e  

\ -e t .  S e e ,  we c a n n o t  i s s u e  a t r o u b l e  r e p o r t  b e c a u s e  t h e  

c u s t o m e r  m i g h t  b e  g e t t i n g  r e b a t e d  a n d  t h e y  d o n ' t  e v e n  h a v e  

s e r v i c e  y e t .  

Q .  Do you know o f  a n y  i n s t a n c e s  o f  i n d i v i d u a l s  

i m p r o p e r l y  e x c l u d i n g  o u t - o f - s e r v i c e  r e p o r t s  t o  e f f e c t  t h e  

P S C  i n d e x ?  

A .  No. 

Q .  Look a t  S e c t i o n  C i f  you w o u l d  p l e a s e .  S e c t i o n  c 

s a y s  "CPE C o d e s . "  Are t h o s e  t h e  i n s i d e  w i r e  c o d e s ?  

A .  Y e s .  

(2. A r e  t h o s e  g e n e r a l l y  t h e  t w e l v e  h u n d r e d  arid 

t 11 i r t e e n  h u n d r e d  d i s PO s it i 011 c o d e s  ? 

A .  A t  t h a t  t i m e ,  y e s .  

Q. A r e  t h c y  s t i l l  t w e l v e  a n d  t h i r t e e n  h u n d r e d  c o d e s ?  
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Q .  Under r e v i e w e r s  h i n t s .  I t  ;;a17s, "J.11 CPE cedes, 

must h a v e  a c l o s e  n a r r a t i v e  e x p l i c i t l y  i s o l a t i n g  t h e  

t r o u b l e  c a u s i n g  c o n d i t i o n  t o  t h e  c u s t o m e r ' s  e q u i p m e n t  o r  

w i r i n g . "  I n  t h e  r e v i e w s  t h a t  you h a v e  done  b e t w e e n  1 9 8 6  

a n d  p r e s e n t ,  h a v e  you f o u n d  any  p r o b l e m s  \<i t11  number one?  

A . No. No. 

Q. In t h e  r e v i e w s  o t h e r  t h a n  t h e  one  1-ou s p o k s  o f  t o  

t h e  A t t o r n e y  G e n e r a l  - -  
1 

A .  gain, . t h a t  was n o t  a r e v i e w .  

Q .  Okay. I n  any o f  t h e  r e v i e k s  t h a t  y o u  h a v e  d o n e ,  

h a v e  y o u  f o u n d  any  i n s t a n c e s  of t w e l v e  h u n d r e d  c o d e s  b e i n g  

c l o s e c l  o r  r e p o r t s  b e i n g  c l o s e d  t o  t k e l v e  h u n d r e d  c o d e s  

%here t h e  o t h e r  i n f o r m a t i o n  on t h e  r e p o r t  c l e a r l y  

i n d i c a t e d  t h a t  t h e  p rob lem was a n  o u t s i d e  pi-oblem? 

A .  No. 

Q .  I n  any- of  t h e  work  t h a t  you h a v e  clone d a i l y  

r e v i e w s  o r  any  o t h e r  work t h a t  y o u  h a v e  done  l o o k i n g  a t  

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

f o u n d  a n y  i n s t a n c e s  of  t w e l v e  hunclred c o d e s  b e i n g  u s e d  

when t h e y  d i d  n o t  a p p l y ?  

A .  Any i s  a b i g  term. Y o u ' r e  t a l k i n g  o n e ?  

Q .  L e t ' s  make i t  more s p e c i f i c .  Ha\-e you  f o u n d  

s i g n i f i c a n t  numbers  o r  a number t h a t  w o u l d  r a i s e  a 

i i l l e s t i o n  i n  y o u r  i n i n d  a s  t o  ~ 1 1 1 -  the  I > I C  i s  f o l l o t c i t i y  t h a t  
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j u s t  a q u e s t i o n ?  

MS. R I C H A R D S O N :  B a s i c a l l y  wha t  I ' m  t r y i n g  t o  g e t  

a t ,  I g u e s s ,  i s  i m p r o p e r  a c t i v i t y .  I ' m  r e a l l y  t r y i n g  

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

g e n e r a l  m i s t a k e s ,  r e t r a i n i n g  t h a t  t h e  company may 

c o n s i d e r .  2 

When t h e y  s e e  f i v e  o u t  of  t en  o f  t h o s e  e m p l o y e e s  . 
d o i n g  i t  t h i s  ~ t i y ,  t h e  c:ninpani- m i g h t  c o n s i d e r  t h a t  a 

r e t r a i n i n g  p rob lem where someone e l s e  l o o k i n g  a t  i t  

may l o o k  a t  i t  a s  an  i n i t i a l  t r a i n i n g  p r o b l e m  o r  b a d  

i n s t r u c t i o n  o t h e r  t h a n  j u s t  i s o l a t e d  r e t r a i n i n g  

f o r  a p a r t i c u l a r  MA. They d i d n ' t  g e t  i t  r i g h t .  The>- 

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

A .  N O .  

Q .  Y o u ' v e  n e v e r  found  a n  i n c i d e n t  o f  t h e  t w e l v e  

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

i n s t a n c e s ?  

A .  W e l l ,  d u r i n g  a r e v i e w ?  

Q.  Can w e  come up w i t h  a name I c a n  u s e  f o r  y o u r  

s t h e r  r e v i e w  t y p e  work s o  I c a n  c o n t i n u e  t o  a s k  you  

J u e s t i o n s  b a s e d  on t h e  f o r m a l  r e v i e w s .  P l u s  c a n  you 

W a l i f Y  o r  g i v e  me a noun o r  a n  a d j e c t i v e  s o  you  a n d  I a r e  

t i l l k i n g  a l lou t  t h e  same t h i n g .  
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A. lit.\  ield . L S  0111~ o r  1 - e s g o n s i b i l i L r s .  

0 .  Yes . 
A .  The r e s t  o f  my j o b  i s  b a s i c a l l y  t h e  o t h e r  

- 

r e s p o n s i b i l i t i e s  where  I l o o k  f o r  p a r t i c u l a r  p r o c e d u r a l  

p r o b l e m s  t h a t  m i g h t  e v e n  h a v e  to do w i t h  how a t r o u b l e  i s  

h a n d l e d ,  where  w e ' r e  n o t  d o i n g  a good j o b  w i t h  a c u s t o m e r  

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

I ' m  a l w a y s  l o o k i n g  f o r  s t u f f  l i k e  t h a t  i n  b ; c l e r  

t o  h a n d l e  a t r o u b l e  r e p o r t  b e t t e r  a n d  how t o  h a n d l e  a 

s e r v i c e  r e p o r t  b e t t e r  a n d  s o  o n .  

* 

Q .  Can we c a l l  it d a i l y  work? 

A .  T h a t  would  b e  good.  

0.  Have you f o u n d  any  i n s t a n c e s  i n  y o u r  d a i l i -  work 

where  i n s i d e  w i r e  c o d e s  were  u s e d  when t h e  p r o b l e m  was n o t  

i n s i d e  w i r e ?  

A .  Only  i n  t h e  West Palm Beach  i n s t a n c e .  

Q. And t h a t  was t h e  o n e  you s p o k e  of t o  t h e  A t t o r n e y  

G e n e r a l ?  

A .  C o r r e c t .  

Q .  I f  Y O U  c o u l d  l o o k  a t  S e c t i o n  D f o r  m e .  S e c t i o n  D 

"Ou t -o f  - S e r v i c e  S t a t u s i n g . "  When i s  it d e t e r m i n e d  t h a t  a 

r e p o r t  i s  o u t - o f - s e r v i c e ?  

A .  We h a v e  two b e s t  ways o f  d o i n g  i t .  The i n i t i a l  

VER t y p e  c o d e  i f  t h e y  ma tch  a c e r t a i n  c r i t e r i a  w i l l  be 

s c o r e d  o u t - o f - s e r v i c e .  Those  t r o u b l e s  t1la.t a r e  s e n t  to d i i  
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q?. 1.~1 : . ; L : L - ? ~ : : I I ~ I I ~ ,  t ~ l l a t  p e r s o n  d t :c ides  ~ ~ ~ l 1 e t I i e r  Liie cusic~i i ier  

l~las lost t h e  a b i l i t y  t o  make OL- r e c e i v e  a c.111. ~ l l a t ' s  

t h e  two.  

Q .  When you  say  VER c o d e i  V-E-R s t a n d s  f o r  

v e r i f i c a t i o n ?  

A .  I t ' s  a n  i n i t i a l  t e s t  t h a t  comes from t h e  m u l t i p l e  

l i n e  t e s t  s y s t e m .  

Q .  Has t h a t  p r o c e d u r e  been c h a n g e d  by t h e  comgany 

r e c e n t l y ?  . 
A .  Yes. 

Q .  And what  i s  t h e  p r o c e d u r e  t o d a y ?  

A .  We a s k  t h e  c u s t o m e r  w h e t h e r  t h e y  p e r c e i v e  

t h e m s e l v e s  t o  b e  o u t - o f - s e r v i c e  o r  n o t .  

Q .  A n d  i n  t e r m s  of  a u t o s c r e e n i n g  o r  a u t o m a t i c a l l y  

s t a t u s i n g  u s i n g  t h e  VER c o d e s ,  h a s  t h a t  cha i iged?  

A .  T h a t ' s  g o n e .  

Q .  A u t o s c r e e n e r  i s  n o  l o n g e r  i n  u s e ?  

A .  A u t o s c r e e n e r  i s  i n  u s e  b u t  a u t o s c r e e n i n g  i s  g o n e .  

Q. A r e  t h e r e  a n y  r e p o r t s  t h a t  f l o w  - -  a n y  

o u t - o f - s e r v i c e  r e p o r t s  t h a t  f l o w  d i r e c t l y  f rom 

a u t o s c r e e n e r  t o  d i s p a t c h  t o d a y ?  

A .  Oh, y e s .  

Q .  Then i n  what  manner  d o  t h o s e  r e p o r t s  g e t  s t a t u s e d  

o u t  a s  o u t - o f - s e r v i c e ?  

A .  B y  t h e  C R S A B  a n d  t h e  c u s t o m e r ' s  r e q u e s t .  
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i,. 1-11 t t e r i i r s  o f  t h e  r-ei-ieLie1.s h i n t s  u n d e x  t h i s  

. locument  i t  s a y  number o n e ,  " T e s t  n a r r a t i v e s  s h o u l d  b-e on  

311 r e p o r t s  m a n u a l l y  t e s t e d  by t h e  m a i n t e n a n c e  c e n t e r .  

r e s t  n a r r a t i v e s  wh ich  s t a t e  an-  o u t  of s e r v i c e  c o n d i t i o n  

S s i s t e d  a t  t h e  t ime  of  t h e  t e s t  must  h a v e  a n  o u t  of  

s e r v i c e  RSLT c o d e . "  I s  t h a t  a r e s u l t  c o d e ?  

A .  Yes. 

Q .  Have you f o u n d  a n y  i n s t a n c e s  i n  t h e  p a s t  ij: y o u r  

r e v i e w s  where  o u t - o f - s e r v i c e  r e p o r t s  were n o t  s t a t u s e d  u p  

f r o n t  b u t  h e l d  t o  be s t a t u s e d  u n t i l  c l o s e  o u t ?  

.- 

A .  

Q. 

A. 

A t  t i m e s ,  y e s .  Y e a r s  a g o .  

I ' d  l i k e  you  t o  t e l l  m e  a b o u t  t h a t .  

I t ' s  b e e n  a l o n g  t i m e  a n d  I c a n ' t  be r e a l  

s p e c i f i c  on where  i t  was f o u n d .  I t  was j u s t  a t h i n g  we 

f o u n d  a n d  w e  s t o p p e d  p e o p l e  f rom d o i n g  i t .  

Q .  When you s a y  you  s toppec l  t hem,  d o e s  t h a t  - -  I 

i n f e r  f rom t h a t  t h a t  i t  was a n  i m p r o p e r  a c t i v i t y .  

A .  I t  i n f e r r e d  we were d o i n g  a n  i m p r o p e r  j o b  o f  

t e s t i n g .  

Q. Did you draw a n y  c o n c l u s i o n s  a s  t o  w h e t h e r  o r  n o t  

t h e  s t a t u s i n g  o f  o u t - o f - s e r v i c e  was being d o n e  a t  t h e  e n d  

o f  t h e  r e p o r t ,  was b e i n g  done  t o  e f f e c t  t h e  PSC i n d e x ?  

A .  In one  o c c a s i o n ,  y e s .  

Q .  A g a i n ,  i n  t h a t  p a r t i c u l a r  case do you know who 

K ~ S  i n v o l v e d ?  
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A. It was in the N o r t h  Dade niaintenaiice center and I 

know that the second level nianager's. name was 

(phonetic) but I don't know how much of his involvement 

was in the statusing of trouble ~reports. 

Q. In your daily work have you found any instances 

of this number one occurring? 

A .  No. 

Q. On the customer reports that were produced3rior 

to 1990, was there an indication on the report other than 

the result code that indicated that that report was 

* 

out-of-service? 

A .  No. Oh, wait a minute. No. That was the result 

code. No. You have the result code. 

Q .  If the result code did not indicate an 

out-of-service condition, was it still possible for that 

report to have been out-of-serviced or statused 

out-of-service on close out? 

A .  Yes. 6 -  - 

Q. Did you find any or did you in your daily work -- 

Let me ask it a different way. How could you tell on 

looking at a delay then whether or not that report had 

been out-of-service or statused out-of-service on Close 

out? 

A .  You would have the three zeros on the result 

code. 
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i,. i : o u l c ~  t;lial. l i u t  be a S-A-3 r e p c i r i ?  

A .  T I I C  S A D  t loei;  c s r r b -  t l i r e e  ze . ros  b ~ ~ t  tha t .  I S  no? tlle 

f i n a l  l i n e  of  s t a t u s .  

Q .  Number t w o ,  " R e p o r t s  m a n u a l l y  o r  s c o r e d  a s  o u t  of  

s e r v i c e  s h o u l d  q u a l i f y  as  p e r  t h e  d e f i n i t i o n  i n  t h e  

p r a c t i c e .  R e p o r t s  c o n c e r n i n g  c u s t o m  c a l l i n g  f e a t u r e s ,  

t e s t  O I i ' s  where t h e  V E R  c o d e  d o e s  n o t  i n d i c a t e  a n  o u t  o f  

s e r v i c e  c o n d i t i o n  e x i s t e d  a t  t h e  t i m e  of t e s t ,  e tc . ;  

sl ioulcl  r i o t  be  s c o r e d  o u t  of  s e r v i c e  u n l e s s  t e s t  o r  c l o s e  

n a r r a t i v e s  i n d i c a t e  o t h e r w i s e .  An examine  of  t h i s  would  

be a c e n t r a l  o f f i c e  f a i l u r e . "  I n  y o u r  r e v i e w s  h a v e  y o u  

€ound a n y  i n s t a n c e s  o f  t h i s  o c c u r r i n g ?  

. 

A .  No, o n l y  i n  t h e  N o r t h  Dade r e v i e w .  

Q .  I s  t h a t  t h e  same r e v i e w  t h a t  y o u  t o l d  m e  a b o u t  

e a 1- 1 i e I- ? 

A .  Did w e  t a l k  a b o u t  t h a t  one  j u s t  a few m i n u t e s  

ago, y e s .  

Q .  Was t h a t  t h e  r e v i e w  where  t h e y  were t a k i n g  t e s t  

o k a y s  a n d  c l o s i n g  them o u t - o f - s e r v i c e ?  

A .  Yes. 

Q .  Have you foui id  a n y  i n s t a n c e s  o f  t h a t  o c c u r r i n g  i n  

y o u r  d a i l y  w o r k ?  

A .  Y o u ' r e  t a l k i n g  a b o u t  o n e  t r o u b l e  o r  - -  

Q .  Ins t an c e s t h a t  wou 1 d i n d i c a t e  cl i m p r  ope  1- a c t  i v  i t y 

o c : c u i - ~ - i n y  i n  !hat p t i r t i c u l a r  d i v i s i o n .  
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A. KO. 

g .  Did y o u  participate in the statewide review 'bn 

the particular problem of test okays being closed out as 

out-of-service? 

A .  Was this by internal audits? 

Q. No. Well, I shouldn't say 

sfter the North Dade I think. 

A .  Yes. 

Q. Did you participate in tha 

A .  Yes. 

Q. This was a staff review? 

A .  Yes. 

that. This occurred 

one? 

Q. What were the conclusions drawn from that review? 

A .  I don't remember. I can't tell you what the 

results were on it to be honest. 

Q. Do you recall whether or not other divisions were 

€allowing the same procedure as (phonetic) and 

zlosing them out as out-of-service? . ' -  

A .  I remember we found discrepancies. I don't 

remember. Some of them were very high percent. I don't 

remember if that was the same problem that was encountered 

)r not, 

Q. From that review did you draw any conclusions as 

to whether or not this was an improper activity done 

leliberately o r  j u s t  merely something that needed 
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1 e t 1  n l l i l l i g : .  

- 
-1 . No.  

Q .  S e c t l o n  D ,  "Not O u t - o f - S e r v i c e  S t a t u s l n g "  p a r t  

t h r e e .  "RSLT I n d i c a t e s  00s - S t a t  n o t  0 0 s .  What i s  t h a t :  

i s  t h a t  d i f f e r e n t ?  

A .  No.  

Q .  Can y o u  e x p l a i n  t h a t  t o  me. 

A .  The r e s u l t  c o d e  has  t h e  f i r s t  t k o  c h a r a c t e r > .  I f  

i t ' s  a o n e ,  i t ' s  o u t - o f - s e r v i c e .  I f  i t ' s  a n i n e ,  i t ' s  n o t  

o u t - o f - s e r v i c e .  The s e c o n d  d i g i t  i n d i c a t e s  an oillening i n  
* 

t h e  g r o u n d  a s h o r t  o r  w h a t e v e r .  

What w e  d i d  i s  t a k e  any r e s u l t  c o d e  t h a t  h a d  a 

n i n e  a s  a f i r s t  d i g i t  and  t h e  s e c o n d  d i g i t  was a o n e  two 

o r  t h r e e ,  I b e l i e v e  which i n d i c a t e s  a p o s s i b l e  o v e r  s h o r t  

o r  g r o u n d  p u l l  

T h e s e  r e p o r t s  l o o k  a t  n a r r a t i v e s ,  t h e  t e s t  

n a r r a t i v e s  t o  s e e  i f  they  s h o u l d  h a v e  been s c o r e d  

o u t - o f - s e r v i c e .  

Q .  Did  you f i n d  any  e v i d e n c e  of  i m p r o p e r  a c t i v i t y  i n  

t h i s  a r e a  i n  t h e  r e v i e w s  t h a t  you d i d  b e t w e e n  1986  a n d  

p r e s e n t ?  

A .  No. 

Q. Did y o u  f i n d  any  e v i d e n c e  o f  i m p r o p e r  a c t i v i t i e s  

i n  your d a i l y  work be tween  t h a t  p e r i o d  o f  t i m e ?  

.a . No.  
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:> . SerlLiolJ 1: ;.s 

I . Yes.  

Q .  We d i s c u s s e d  

A .  I t h i n k  we d 

Q .  Do you know 

d .  

f a n y  c h a n g e s  h a v e  b e e n  ma( 1 i s  

s e c t i o n  u n d e r  r e v i e w e r s  h i n t s  i n  t h e  1 9 9 2  v e r s i o n ?  

A .  Ve r s e s ? 

.. e .  The e a r l i e r  v e r s i o n .  4 

A .  The e a r l i e r  v e r s i o n s ,  1 - c a n ' t  s a y  f o r  s u r e .  

Q .  Under number o n e ,  "Was t h e  t r o u b l e  r e p o r t  

l i s p a t c h e d  011 t h e  a p p o i n t m e n t  d a t e  a n d  t i m e ? "  Why wou ld  

t h a t  m a t t e r ;  why w o u l d  4-ou l o o k  a t  t h a t ?  

A .  I t ' s  j u s t  f o r  a d m i n i s t r a t i o n  o f  t h e  b u r e a u .  

a. H O W  d o e s  t h a t  e f f e c t  a d m i n i s t r a t i o n  o f  t h e  

J u r e a u ?  

A.  We s e t  up o u r  a p p o i n t m e n t s  b y  t h e  l o c a t i o n  and 

manpower t h a t  we h a v e .  

a .  Y e s .  

A .  And we ' r e  p u t t i n g  a p p o i n t m e n t s  way o u t  j u s t  t o  be 

s a f e .  Of c o u r s e ,  w e  want t o  g i v e  t h e  c u s t o m e r s  t h e  b e s t  

a p p o i n t m e n t  p o s s i b l e .  I f  we g i v e  them t h r e e  d a y s ,  w e ' r e  

g o i n g  two d a y s  a h e a d  of  t ime .  We s h o u l d  h a v e  o u r  

a p p o i n t m e n t s  i n  t h a t  t Q o  d a y s  a n d  t e l l  t h e  c u s t o m e r  w e ' l l  

he  o u t  t h e r e  i n  a clay. 

A n d  i t ' s  j u s t  a d m i n i s t r a t i o n  o f  b u r e a u .  I t  h a s  
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? l s e .  T h i s  r e v i e h  l o o k s  a t  a l o t ,  inore L h a n  j u s t  

r e g u l a t o r y  i t ems .  

Q.  Under  number - -  L e t  me see .  Number  t h r e e ,  i t  

i n d i c a t e s  t h a t  t h e r e  a r e  two no  a c c e s s  c o d e s ,  an NOA v s  

VAS c o d e  a n d  i t  i n d i c a t e s  t h a t  t h e  NAS w i l l  s t o p  a r e p o r t  

trom s c o r i n g  a s  a m i s s e d  a p p o i n t m e n t .  W i l l  i t  a l s o  s t o p  

t h e  c l o c k  on t h e  t w e n t y - f o u r  h o u r  i n d e x ?  .. 
i 

Q .  Has t h a t  a l w a y s  b e e n  t h e  c a s e ?  

A .  No. 

Q .  P r i o r  t o  1 9 9 2  would a n  NAS s t o p  t h e  c l o c k ,  t h e  

t w e n t y - f o u r  h o u r  c l o c k  on an o u t - o f - s e r v i c e  r e p o r t ?  

A .  Y o u ' r e  t a l k i n g  t h e  P u b l i c  S e r v i c e  Commiss ion  

r e p o r t ,  i t  w i l l  e x c l u d e  i t  f rom t h e  P u b l i c  S e r v i c e  

:ommission r e p o r t .  

Q .  Do you know of  a n y  i n s t a n c e s  o f  no  a c c e s s  r e p o r t s  

2 e i n g  no a c c e s s e d  b e f o r e  d i s p a t c h ?  

A .  Through my r e v i e w s ,  no .  

Q .  What a b o u t  t h r o u g h  y o u r  d a i l y  work?  

A .  No. 

Q .  Have y o u  e v e r  seen a n y  i n s t a n c e s  o f  

J u t - o f  - s e r v i c e  r e p o r t s  b e i n g  no  a c c e s s e d  i n  1 -our  o p i n i o n  

t o  e f f e c t  t h e  P S C  i n d e x ?  

A .  I h a v e  s e e n  them i n  a n o t h e r  r e v i e w  i n  a n o t h e r  
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1rci1. 

0 .  I\'ould you t e l l  me a b o u t  t h a t  p l e a s e .  

A .  I n  s o u t h  a r e a  I worked w i t h  Hampton Booker  was my 

~ 

: o u n t e r p a r t  down t h e r e  d o i n g  t h e  r e v i e w s .  And h e  f o u n d  a 

: a s e  a few y e a r s  b a c k  where  t h e  m a i n t e n a n c e  c e n t e r  h a d  a 

i i c t i t i o u s  crew i n  t h e i r  s y s t e m .  And t h e y  would  d i s p a t c h  

I t r o u b l e  r e p o r t  t o  t h a t  crew, show i t  n o  a c c e s s ,  a n d  t h e n  

) u t  i t  b a c k  o u t  f o r  PDO.  And i n  t h a t  way you d i d n ' f l ; t a ! i e  

I m i s s e d  a p p o i n t m e n t  on i t .  
c 

Q. When y o u  s t a y  P D O ,  pencling d i s p a t c h  o u t ?  

A .  They would t a k e  i t  and  PDO i t ,  y e s .  

Q .  How c o u l d  you t e l l  - -  How d i d  h e  p i c k  i t  u p  t h a t  

.t was a f i c t i t i o u s  crew? 

A .  I b e l i e v e  h e  g o t  t h e  numbers  a n d  a g a i n ,  t h i s  i s  

i e a r s a y .  I b e l i e v e  h e  g o t  t h e  numbers  o f  t h e  c r e w s  t h a t  

J e r e  a s s i g n e d  p e o p l e  a n d  f o u n d  t h a t  t h i s  o n e  was n o t  on 

:he l i s t  w i t h  names .  

Q .  So h e  was c h e c k i n g  names w i t h  employee  c o d e s ?  

A .  Well ,  e v e r y  employee  c o d e  s h o u l d  h a v e  a name. 

Q .  S o  d i d  h e  f i n d  employee  c o d e s  t h a t  d i d n ' t  h a v e  

i ame s a t  t a c lied ? 

a. Y e s .  

0. Can you t e l l  me where  t h i s  was o c c u r r i n g ?  

A .  I b e l i e v e  i t  was i n  c e n t r a l  Dade .  I ' m  n o t  s u r e .  

Q .  Can you t e l l  me \;lien a p p r o x i m a t e l y  t h i s  occuri:eCi? 
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A. Back .  i l l  tile 8 0 5 ,  l a t e  3 0 s .  

a .  L a t e  8 0 s ?  

A .  Yeah. 

Q .  Can you  t e l l  me o r  d o ~ - y o u  know w h i c h  m a n a g e r s  

iere i n v o l v e d  i n  t h i s ?  

A .  

Q. 

No. 

I n  y o u r  o p i n i o n  was th is  t o  e f f e c t  t h e  P S C  

.. 
:e s u 1 t s ? i 

A .  I t  would  h a v e  a n  e f f e c t .  I d o n ' t  know i f  i t  was 
* 

:lone f o r  t h a t .  

Q .  Do you know i f  a n y  i n v e s t i g a t i o n  fo l lowec l  M r .  

3ooker's f i n d i n g s ?  

A .  I d i d n ' t  i n v e s t i g a t e .  I t  was i n  d i s c u s s i o n  w i t h  

'Ir. B o o k e r .  

Q .  Do you know i f  any  i n v e s t i g a t i o n  f o l l o w e d  h i s  

r e v i e w  o f  t h a t ?  

A .  No. 

Q .  Was t h a t  a f o r m a l  r e v i e w ?  

A .  I t  w a s n ' t  t h e i r  r e v i e w .  

Q .  Was i t  a f o r m a l  i n v e s t i g a t i o n  o f  t h i s  r e v i e w ?  

A .  Yes. 

Q .  Number - -  L e t  m e  s e e .  Number f i v e  i n d i c a t e s  t h a t  

t h e r e  i s  a p r a c t i c e  t h a t  documen t s  t h e  u s e  of  t h e  

d i s p o s i t i o n  c o d e s  1 2 0 7  f o r  c l o s i n g  no a c c e s s  r e p o r t s  a n d  

t h e n ,  "All o t h e r  n o  a c c e s s  p r o c e d u r e s  a r e  v a l i d . "  I ' i n  n o t  
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r e  n o t  v a l i d ?  

A .  s h o u l d  be i n v a l i d .  

Q .  So it s h o u l d  be n o t  v a l i d ?  

A .  Wait  a m i n u t e .  I ' m  s o r r y .  

Q .  I s  it c o r r e c t  t h e  way it i s ?  

A .  What we ' re  s a y i n g  t h e r e  i s  t h e  u s e  of 1207 h a s  

. .  

.. 
)eel1 s u p e r s e d e d .  We l i m i t e d  t h e  1 2 0 7 .  i 

Q .  What i s  t h e  1 2 0 7  u s e d  f o r ?  

A. I f  we no  a c c e s s e d  a r e p o r t  and  s a t  i n  t h e  b u r e a u  

!or 'X' amount  of  t ime  a n d  we d i d n ' t  h e a r  f rom t h e  

: u s t o m e r ,  w e  c l o s e d  i t  o u t  t o  a 1 2 0 7 .  

Q .  Was t h a t  t h e  t w e l v e  h u n d r e d  d i s p o s i t i o n  c o d e s  

: h a t  were i n s i d e  wire  c o d e s ?  

A .  Yes. 

Q .  Do Y O U  know o f  a n y  i n s t a n c e s  o f  t h e  m i s u s e  o f  t h e  

I 2 0 7  c o d e  i n  a n y  of y o u r  r e v i e w s ?  

A .  No. 

Q .  How a b o u t  i n  a n y  of  y o u r  d a i l y  work?  

A .  N O .  

Q. S e c t i o n  F i n d i c a t e s  on t h i s  "Non-Network c o d e s .  'I  

A .  Uh-huh. 

Q .  E s s e n t i a l l y  i s  a n o n - n e t w o r k  r e g u l a t e d  o r  

l e r e g u l a t e d ?  

A .  D e r e g u l a t e d .  
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m i s u s e ,  i m p r o p e r  u s e  o f  t h e  O l X X  c o d e ?  

A .  No. 

(1. I n  your d a i l y  work h a v e  you  f o u n d  a n y  m i s u s e  of  

.. 
t h a t  c o d e ?  2 

A .  No. 

0. P r i o r  t o  t h i s  document  coming o u t ,  was t h e  0 1 X X  

. 
c o d e  u s e d  for c u s t o m e r  t r o u b l e  r e p o r t s ?  

A .  I t ' s  used on c u s t o m e r  t r o u b l e  r e p o r t s  f o r  

c o r p o r a t e  t r o u b l e s .  I t ' s  n o t  u s e d  i n  t h e  n e t w o r k  i n  t h e  

I P I C  f o r  t r o u b l e  r e p o r t s .  

Q .  Under S e c t i o n  F ,  ~ o u l d  a n y  o f  t h e  r e p o r t s  t h a t  

1-ou look a t  u n d e r  t h i s  s e c t i o n  h a v e  a n y  i m p a c t  on a n y  o f  

t h e  P S C  i n d e x e s ?  

A .  What was t h a t  a g a i n ?  

Q. I f  you were  t o  f i n d  o r  c h e c k  i n t o  n e t w o r k  c o d e s ,  

c o u l d  t h o s e  c o d e s  b e  u s e d  o r  m i s u s e d  t o  i m p a c t  P S C  

r e p  o 1- t s ? 

A .  Yes.  

Q. Have you f o u n d  a n y  i n s t a n c e s  o f  t h e s e  c o d e s  b e i n g  

u s e d  o r  m i s u s e d  to i m p a c t  P S C  r e p o r t s ?  

.4 . so. 
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Q. 

.A . 
Q .  

A .  

Q. 

A .  

Q .  

A .  

Q .  

I I I  \ -UUL. c i a i ! > ~  K O ~ I ;  h ave  y o u  L o U I ~ L I  t h a t . ?  

i G V .  

And t h e n  i n  y o u r  r e v i e w  h a v e  you  f o u n d  t h a t ?  

No. - 

Have you e v e r  h e a r d  o f  t h a t  b e i n g  d o n e ?  

_I 

No. 

I ' d  l i k e  you t o  

Okay. 

Under t h e  examp 

l o o k  

e nu 

a t  "Cause  Codes"  S e c t i o n  H .  

b e  two t h e y  men i o n ,  " 3 2 0  .. 
n u l t i p l e  c a b l e  f a i l u r e ,  i s  u s e d  w i t h  c a b l e  f a i l u r e s  c a u s e  

35.7 s h e a t h  p r o b l e m ,  c a b l e  s u p p o r t  h a r d u a r e ,  e t c .  U s e  o f  

t h i s  c o d e  on D L C  f a i l u r e s  o r  o t h e r  p r o b l e m s  n o t  a s s o c i a t e d  

d i t h  c a b l e  f a i l u r e s  s h o u l d  b e  s c o r e d  a s  a n  e r r o r . "  

In  a n y  o f  y o u r  r e v i e w  work b e t w e e n  ' 8 6  a n d  p r e s e n t ,  h a v e  

y o u  f o u n d  any u s e  of  t h e  320 c o d e ?  

A .  Not m i s u s e .  I h a v e  f o u n d  i t  u s e d  i n  e r r o r .  The 

m u l t i p l e  c a b l e  f a i l u r e  t o  m e  was a n  misnomer on t h e  

p a r t i c u l a r  t i t l e  o f  i t .  We've s i n c e  r e t i t l e d  i t  t o  

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

c a n  g e t  v e r y  c o n f u s e d  on t h i s .  

Q .  Do you know i f  t h e  u s e  o f  t h e  320  c o d e  e x e m p t e d  

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

o u t - o f - s e r v i c e  o v e r  t w e n t y - f o u r  h o u r  i n d e x ?  

a .  Yes ,  t h e y  d i d .  

Q. In y o u r  d a i l y  iGork d i d  you e v e r  f i n d  r e p o r t s  
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j c ~ ~ i l , y  clL>:;+cj L C ,  111s 32i~ code  t ] , a t  l e a d  1 - c ~  tu l . ie l ie \e  t ! i ? i t  

i t  ,,lay h a v e  b e e n  u s e d  t o  i m p a c t  t h e  .PSU results? 
* 

A .  No. 

(I. Did you f i n d  a n y  i n s t a n c e s  o f  t h e  320 c o d e  being 

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

A .  No. 

Q .  Have you h e a r d  o f  t h a t  b e i n g  d o n e ?  

.. 
A .  No. i 

Q .  Undei- t h a t  a l s o  i t  i n d i c a t e s  " C a u s e  Com ! 4 2 0  * 

q o i s t u r e "  a n d  i t  d e f i n e s  s p e c i f i c a l l y   hen i t  a p p l i e s ,  

" r a i n ,  clew, h u m i d i t y ,  c o n d e n s a t i o n ,  etc. I f  a c a b l e  g e t s  

, jet  b e c a u s e  o f  a t a p e d  o p e n i n g ,  s p l i c e  c a s e  f a i l u r e ,  

g a f f e d  c a b l e ,  e t c . ,  t h e  r e p o r t  s h o u l d  n o t  b e  c l o s e d  t o  

n o i s t u r e . "  I s  t h a t  a new c h a n g e ?  

A .  I t h i n k  we made t h a t  c h a n g e  si c o u p l e  o f  y e a r s  a g o  

a r o u n d  ' 9 2 .  I b e l i e v e  t h a t  was a d d e d .  

Q .  Do y o u  Itnow why t h a t  was a d d e d ?  

A .  J u s t  t o  c l a r i f y  t h e  c a u s e  c o d e  i t s e l f  and  t h e  u s e  

o f .  

Q .  Do you know i f  t h e r e  was a n y  c o n f u s i o n  i n  t h e  u s e  

3f t h e  c o d e ?  

A .  Y e s ,  t h e r e  was.  

Q. Do you know if t h e r e  was a n y  a b u s e  o f  t h e  u s e  o f  

t h a t  4 2 0  c o d e ?  

A .  Not w i t h  a l l  t h e  c o n f u s i o n  !;e h a d .  I ( : a i i ' t  t e l l  
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o~ a b ~ , s ~ !  fr , , , , ,  , ~ ~ . , : i f u s i o ~ i .  

Q .  DO you knob! i f  i t .  i m p a c t e d  .PSC r e su l . t ' ?  

A .  Y e s ,  i t  d i d .  

Q. P r i o r  t o  1 9 9 2  were i n d i v i d u a l s  c l o s i n g  r e p o r t s  

. h a t  h a d  been  c a u s e d  by s p l i c e d  c a b i e s ,  e t c .  t o  t h e  4 2 0  

:ode?  

A .  I d o n ' t  know. 

Q .  Did y o u  d o  any  r e v i e w s  o f  t h a t  i n  y o u r  d a i l 2  

Jerk? 

A .  N O .  

Q .  Have y o u  done any  r e v i e w s  o f  t h a t  s i n c e  1 9 8 6  i n  

!oui- f o r m a l  r . ev iew? 

A .  S i n c e  ' S G ?  

Q .  Yes.  

A .  IZe '\-e d o n e  t h i s  r e v i e w .  

Q .  S i n c e  1 9 9 2  w i t h  t h e  b r a n d  new r e v i e w s ,  h a v e  y o u  

l o n e  any  r e v i e w s  of  t h i s  p a r t i c u l a r  i t e m  o f  t h e  4 2 0  c o d e s  

Jn  y o u r  f o r m a l  r e v i e w ?  

A .  No. I d o n ' t  b e l i e v e  i t  was on t h e  f o r m a l  r e v i e w .  

I d o n ' t  remember.  

Q. Have y o u  done  any  s i n c e  1 9 9 2 ?  

A .  Y e s .  

Q. Have y o u  found  any  p r o b l e m s  w i t h  t h e  u s e  o f  t h e  

4 2 0  c o d e  s i n c e  t h i s  change?  

A .  N O .  
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i2 . Il l  tel',ll:; o t  <:auL;c ccJcle:s, C l i d  you i i l l i l  < I n \  

, r o b ~ l e m s  \,,it11 t h e  u s e  o f  any  o t h e r  c . a ~ ~ e   ode t h a t  111a'j- 

l a v e  i m p a c t e d  PSC i n  any  o f  t h e  f o r m a l  r e v i e w s  you h a v e  

lone  s i n c e  1986? 

A .  No. 

Q .  How a b o u t  y o u r  d a i l y  work?  

A .  No. 

( T h e r e u p o n ,  a f t e r  a r e c e s s  was t a k e n  t h e  , 
f o l l o w i n g  p r o c e e d s  were  h a d . )  

Q .  Hi-. F e c h t ,  I'm g o i n g  t o  show you  C i t i z e n s  t h i r d  

; e t  o f  I n t e r r o g a t o r i e s  d a t e d  June 6 ,  1 9 9 1 .  We b a s i c a l l > -  

3 sked  t h e  company t o  g i v e  u s  t h e  names o f  e m p l o y e e s  who 

l a d  i n f o r m a t i o n  a b o u t  c e r t a i n  items. 

T h i s  i tem t h a t  I ' m  g o i n g  t o  show you  a s k s  f o r  

i n f o r m a t i o n  a b o u t  employees  who knew a b o u t  c u s t o m e r  

r e p  r t s  b e i n g  d e s i g n a t e d  employee  r e p o r t s ,  i m p r o p e r l y  

d e s  g n a t e d  a s  employee  r e p o r t s .  

The company r e s p o n d e d  w i t h  t h e  names o f  e m p l o y e e s  

who m i g h t  h a v e  some i n f o r m a t i o n  a b o u t  t h e  c r e a t i o n  o f  

employee  o r i g i n a t e d  r e p o r t s  f o r  c u s t o m e r s  who c a l l e d  o r  

were c a l l e d  c o n c e r n i n g  r e p e a t  p r o b l e m s .  

W e ' l l  go o f f  t h e  r e c o r d  a n d  you  w i l l  h a v e  a 

c h a n g e  t o  l o o k  a t  t h a t .  

( T h e r e u p o n ,  a n  o f f  t h e  r e c o r d  c l i s c u s s i o n  was 

helcl .  ) 
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Q .  

A .  

Q. 

.. 

Do you have any knowledge other than what you‘ve 

testified to regarding I believe it was Indian River about 

the creation of employee originated reports, improper 

-reation of employee originated reports? 

A. In lieu o f  customer direct reports? 

Q. Well, in terms of what the company has idestified 

:iere for customers who called or were called concerning 

repeat problems? 

A .  NO. 

Q. The Indian River incident occurred in 19 - -  

A .  93. 

Q. ‘ 9 3 .  _ _  

Do you know of any instances of impqop_er creation 

of employee originated reports instead of customer direct 

reports? 

MS. WHITE: The company responded in February 

of ‘ 9 3 .  

MS. RICHARDSON: The company responded in 

February of ‘93. Thank you, Ms. White. Ne asked the 

question in ‘ 9 1 .  
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Q .  Do y o u  have ally o t h e r  in~ormat.ion? - 
A .  No. 

Q. Your statement was given to the company before 

1993; is that correct? 

A .  Yes. 

Q. Did you give any statement to the company in 

1993? 

A .  When you say company, what do you mean compny? 

Q. In terms of being interviewed in relation to your 

knowledge of the investigation in the handling of repair 

reports. 

A .  You're talking about the Indian River incident? 

MR. BEATTY: Just a minute. 

Q. That's all right. Let me move on. From the same 

document there's a 1 i s t e d under another 

question. We basically asked for any employee that had 

information or knowledge about records o f  extending time 

for repairs that were granted by a customer when the. 

customer was not contacted. 

We'll go o f f  the record and let you  look at 

this document and then I'll have some questions about it. 

Q. 

A 
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t h e  p r e s e n t  t ime a n d  o t h e r  t h a n  a n y  i n f o r m a t i o n  you  h a v e  

a l r e a d y  g i v e n  me, d o  you  know of  a n y  i n s t a n c e s  o f  

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

A .  T h a t ' s  k i n d  o f  v a g u e .  / 

Q .  I t ' s  v e r y  b r o a d  and  i t ' s  d e l i b e r a t e l y  b r o a d  i n  . 
g e n e r a l .  

A .  No. 

Q .  Mr. F e c h t ,  a t  t h i s  t ime  I d o n ' t  t h i n k  I ' v e  g o t  

anymore .  We h a v e  o n e  more.  Excuse  me. Do you  r e c a l l  

b e i n g  p r e s e n t  a t  a m e e t i n g ,  I t h i n k ,  i n  t h i s  room w i t h  P l r .  

R u p e  r e g a r d i n g  a r e v i e w  t h a t  was done  - -  L e t  m e  t a k e  a 

m i n u t e .  

Do you r e c a l l  a m e e t i n g  i n  t h i s  room w i t h  M r .  

Rupe a t  a n y  t ime c o n d u c t i n g  o r  g o i n g  o v e r  a f e e d b a c k  of a 

r e v i e w  on n o t e s  t h a t  were p o s t e d  on  m a i n t e n a n c e  

a d m i n i s t r a t o r s '  t e r m i n a l s  i n s t r u c t i n g  them n o t  t o  s t a t u s  

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 ?  

A .  God. T h a t  was y e a r s  a g o .  I remember t h a t  coming  

UP i n  c o n v e r s a t i o n .  I d i d  n o t  f i n d  t h e  n o t e s .  And I 

d o n ' t  remember who e v e n  b r o u g h t  i t  up t o  be  h o n e s t  w i t h  

I -ou  b u t  I u n d e r s t a n d  t h a t  was f o u n d .  
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i'. L)id \ ' O U  ];,low K I l t i t  happel led ' tS ' I  1 - e s u i i  irf t l l d t  

.. 
i n d i n g ?  

A .  No, I d o n ' t .  I know t h a t  t h e  n o t e s  were t a k e n  

lown i m m e d i a t e l y  b u t  t h a t ' s  a l l  I know. 

Q. Do you know i f  any  c o n c l u s i o n s  were drawn a s  t o  

i h e t h e r  o r  n o t  t h a t  was a p r o p e r  o r  i m p r o p e r  a c t i v i t y ?  

A .  No.  

Q .  I h a v e  110 f u r t h e r  q u e s t i o n s .  Thank y o u .  , .. 

MR. V I N S O N :  M r .  F e c h t ,  I ' d  l i k e  t o  a s k  you  a 
f 

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

r e v i e w s  were conc luc ted ,  t h e  r e v i e w s  w e ' v e  b e e n  t a l k i n g  

a b o u t ,  what  t h e  p r o c e s s  was i n  s u b m i t t i n g  t h e  

f i n d i n g s  o f  t h e  r e v i e w s  t o  t h e  I N C  management  a n d  

t h e i r  r e s p o n s e .  I f  you  c o u l d  j u s t  d e s c r i b e  t h a t  i n  

g e n e r a l  p l e a s e .  

THE WITNESS:  Which t ime  f r a m e ?  

M R .  V I N S O N :  L e t ' s  t a l k  a b o u t  t h e  1 9 9 0  t ime  f r a m e  

a n d  b e f o r e .  

THE WITNESS: Okay. I p u l l  t h e  r e p o r t s ,  g o  

t h r o u g h  them f o r  e r r o r s ,  go t h r o u g h  t h o s e  

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

manager  a n d  a c o u p l e  of  o u t s i c l e  m a n a g e r s  t o  v e r i f y  

t h a t  Ke were  a l l  o n  b o a r d  w i t h  t h e  e r r o r s ,  w r i t e  up 

t h e  r e v i e w s ,  f e e d  i t  back  t o  t h e  o p e r a t i o n s  m a n a g e r  

I ' ni s o r r y ,  the o p e r a t i o n s  iiianager a n d  t h e  m a n a g e r s  _ _  
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b ~ i s i c ; t I l y  t h e  end  of  i t . .  

MR. V I N S O N :  Was t h e r e  a n y  f o l l o w - u p  t o  see  i f  

a n y  c o r r e c t i v e  a c t i o n  was t a k e n  i n  p r o b l e m s  t h a t  h a d  

b e e n  f o u n d  i n  t h e  r e v i e w ?  

THE WITNESS: No. J u s t  a r e - r e v i e w  w h e n e v e r  t h e y  

came a r o u n d .  

M R .  V I N S O N :  You mean t h e  n e x t  r e g u l a r l y  , 
s c h e d u l e d  o r  t h e  n e x t  r e v i e w  t h a t  wou ld  come u p  f o r  

t h a t  m a i n t e n a n c e  c e n t e r  ? 

* 

THE WITNESS : C o r r e c t .  

MR. V I N S O N :  Was t h e r e  a n y  p r o c e s s  where  a r e v i e w  

was f o u n d  t o  h a v e  shown some p r o b l e m s  a t  a m a i n t e n a n c e  

c e n t e r  t o  come b a c k  w i t h i n  a c e r t a i n  p e r i o d  o f  t i m e  

f o r  a n o t h e r  r e v i e w ?  

THE WITNESS:  No. 

MR. V I N S O N :  I t  would  j u s t  be on  t h e  same 

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

THE WITNESS: Yes. 

MR. V I N S O N :  Thank y o u .  T h a t ' s  t h e  o n l y  c Iues t io l1  

I h a v e .  

C R O S S  EXANINATION 

B Y  EIR. BEATT 

Q. When dur j . ng  t h e  c o u r s e  o f  a r e v i e w  you d e t e c t  a 

jl-oblcni i n  t h e  m a i n t e n a n c e  c e n t e r  i s  t h e r e  e v e r  a n  
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~c:c.dsioii ,  iiiid tiiis i s  a follow-up U I I  P I L .  V i n s o i i ' s  

l u e s t i o n ,  whei i  y o u  will g o  b a c k  i n t u .  t h a t  p a r t i c u l z r  

i a i n t e n a n c e  c e n t e r  t o  do a f o l l o w - u p  a n a l y s i s  o f  t h a t  

) r o b l e m  a r e a ?  -. 

.. 

A .  A r e  y o u  t a l k i n g  p r i o r  t o  ' 9 2 ?  

Q .  P r i o r  t o  ' 9 2 .  

A .  No. 

Q .  Today i s  t h e r e  s u c h  a p r o c e d u r e ?  

A .  We a r e  r i g h t  now d i r e c t e d  t o  clo two r e v i e w s  p e r  

.. 
2 

*. 

n a i n t e n a n c e  c e n t e r  p e r  y e a r .  In t h e  c :u r r en t  p a c k a g e  t h e r e  

is no' t  a s t i p u l a t i o n  t o  go  b a c k  anc: l o o k  a t  a s p e c i f i c  

i t em w i t h i n  a s p e c i f i c  t i m e .  

Q .  A r e  y o u  t a l k i n g  a b o u t  r e v i e u s  o r  g o i n g  b a c k  i n  t o  

l o  a s u b s e q u e n t  r e v i e w  of t h e  p r o b l e m  a r e a ?  

A .  C o r r e c t .  

v .  L e t ' s  s e t  a s i d e  r e v i e w s  f o r  a s e c o n d  a n d  l e t ' s  

z a l k  a b o u t  d o i n g  a f o l l o w - u p  on a p r o b l e m  a r e a .  Has t h e r e  

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

) p e r a t i o n  r e v i e w  o r  any  k i n d  o f  r e v i e w  t h a t  you  would  g o  

l a c k  i n t o  t h e  m a i n t e n a n c e  c e n t e r  t o  t a k e  a n o t h e r  l o o k  

d h e t h e r  i t  was c a l l e d  a r e v i e w  o r  a n a l y s i s  o r  r e g a r d l e s s  

Jf t h e  t e r m i n o l o g y  u s e d ?  

A .  Pes .  

Q .  B e f o r e  1 9 9 2  was t h a t  t h e  p r o c e d u r e ?  

:I . No. 
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cj . lilieii d i d  t h a t  p r o c e d u r e  f i i - sL  c ~ i n e  i n t o  

2 xi s t e 11 c e ? 

a .  I n  t h e  ' 9 2  t i m e  f r a m e .  

REDIRECT EXAMINATION 

3 Y  MS. R I C H A R D S O N :  

Q .  Do you know why t h a t  p r o c e d u r e  was i n s t i t u t e d  i n  

' 9 2 ?  

A .  They f e l t  t h a t  t h e r e  w a s n ' t  enough  i m p o r t a p e  

i e i n g  p u t  on  t h e  r e v i e w s  p r i o r  t o  ' 9 2 .  
* 

(2. Do y o u  k n o w  i f  t h a t  weis a t  a l l  a r e s u l t  o f  t h e  

4 t t o r n e y  G e n e r a l ' s  i n v e s t i g a t i o n ?  

A .  I'm s u r e  t h a t  h a d  a n  e f f e c t  on i t .  Can I s a y  

; om e t 11 

Q .  

-\ . 

I l Y ?  

Yes.  

The A t t o r n e y  G e n e r a l ' s  i n v e s t i g a t i o n  l ias s t a r t e d  

3 e c a u s e  o f  c o r r e c t i v e  a c t i o n  t h a t  we h a d  t a k e n  a g a i n s t  

? e o p l e  we f o u n d  c h e a t i n g  w i t h i n  t h e  company. 

Q .  Are you r e f e r r i n g  t o  a n  e a r l i e r  i n c i d e n t  t h a t  y o u  

l a v e  a l r e a d y  s p o k e n  o f  t o d a y ?  

A .  Y e s .  The r e p a i r  p o r t i o n  of  t h i s  i n v e s t i g a t i o n .  

Q .  Was t h a t  1 9 9 1 ?  

A .  N o r t h  Dacle. 

(1. N o r t h  Dacle i n c i d e n t .  T h a t  was b e f o r e  ' 9 1 ,  w a s n ' t  

i t ?  
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MR. BEATTY: O b j e c t i o n  t o  t h e  form o f  t h e  

q u e s t i o n .  The q u e s t i o n s  c a l l s  f o r  i n f o r m a t i o n  w i t h i n  

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

t h e  a t t o r n e y  p r o d u c t  d o c t r i n e .  A c c o r d i n g l y ,  I wou ld  

r e q u e s t  t h e  w i t n e s s  n o t  t o  r e s p o n d  u n l e s s  you h a v e  a n  

i n d e p e n d e n t  knowledge  o f  why t h a t  i n v e s t i g a t i o n ; \ < a s  

c o n d u c t e d .  

A .  K O ,  I d o n ' t .  

Q .  S o  y o u ' r e  n o t  a n s w e r i n g  b a s e d  on counsel's 

s 

ins t r uc t i o n ?  

A .  Yes. 

MR. BEATTY: C o u n s e l  d i d  n o t  i n s t r u c t .  I 

r e q u e s t e d .  

A .  I d o n ' t  h a v e  a n y  knowledge .  

Q .  A l l  r i g h t  Mi'. F e c h t .  Thank you  v e r y  much. 

d e ' l l  move on t o  t h e  n e x t  p e r s o n .  

(Whereupon,  t h e  d e p o s i t i o n  was 

c o n c l u d e d  a t  3:lO o ' c l o c k  p.m.) 

AND FURTHER DEPONENT S A I T H  N O T .  

And 
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H A T E  OF FLOI:ID.\ 

COUNTY OF BROWARD 

\IT i t n e s s 

SWORN t o  and S U B S C R I B E D  before me t h i s  

C i t y  of Fort Lauderdale, C o u n t y  of 
Broward. State of Florida. 

day of , 1993, in the 

Notary Public, 
State of Florida at Large 



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 3  

1 5  

16 

17 

1 8  

1 9  

20  

2 1  

2 2  

2 3  

2 4  

2 5  

.. 
i: El RT I F I C ATE 

STATE O F  FLORIDA 

lOUNTY OF BROWARD 1 
) ss  

I .  CHRISTINE A.  AMAN CANNON, a N o t a r y  P u b l i c  i n  and 

€ o r  t h e  S t a t e  o f  F l o r i d a  a t  Large: 

DO HEREBY CERTIFY t h a t  t h e  f o r e g o i n g  d e p o s i t i o n  was 

t a k e n  b e f o r e  me a t  t h e  t i m e  a n d  p l a c e  t h e r e i n  d e s i g n a t e d ;  

t h a t  t h e  d e p o n e n t  was b y  m e  d u l y  s w o r n ;  t h a t  my shor fhand  

i o t e s  were  t h e r e a f t e r  r e d u c e d  t o  t y p e w r i t i n g  u n d e r  my 

s u p e r v i s i o n ;  and  t h e  f o r e g o i n g  p a g e s  1 t h r o u g h  6 8  

. * 

i n c l u s i v e ,  a r e  a t r u e  a n d  c o r r e c t  r e c o r d  of t h e  t e s t i m o n y  

j i v e n  b y  t h e  wi tness .  

I FURTHER CERTIFY t h a t  I am n o t  a r e l a t i v e  oi- 

Zmployee of  a n y  of  t h e  p a r t i e s ,  n o r  r e l a t i v e  o r  employee  

~f s u c h  a t t o r n e y  o r  c o u n s e l ,  o r  f i n a n c i a l l y  i n t e r e s t e d  i n  

t h e  f o r e g o i n g  a c t i o n .  

WITNESS MY HAND AND SEAL t h i s  5 t h  d a y  of  A u g u s t ,  

1 9 9 3 ,  i n  t h e  C i t y  o f  F o r t  L a u d e r c l a l e ,  County  o f  Broward ,  

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

, 
/?%w nY)/7n- Qmb7y 

CHRISTINE A .  AMAN C A N N O N ,  
N o t a r y  P u b l i c ,  
S t a t e  o f  F l o r i d a  a t  L a r g e  

CHRISTINE A lUMN CANNON 
COMMISSW No: CC157072 

WCMKUSSMIWRES 
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SECTION a 

EMPLOYEE REPORTS 

T h i s  s e c t i o n . l o o k s  a t  employee r e p o r t s .  Exc luded  are ITE 
g e n e r a t e d  service o r d e r s ,  O f f i c i a l  Services, a n d  a l l  Coin 
classes o f  service. 

S o u r c e  documenta t ion :  

660-169-011BT I s s u e  D, J a n u a r y ,  1992 

660-169-013BT I s s u e  H ,  J a n u a r y ,  1992 

REVIEWERS H I N T S :  .. 
/ 

1. P r o p e r  d o c u m e n t a t i o n  i s  r e q u i r e d  i n - t h e  t r o u b l e  n a r r a t i v e  t o  
s u b s t a n t i a t e  t h e  employee r e p o r t .  Thils must  i n c l u d e  t h e  . 
d e p a r t m e n t  and  t h e  i n i t i a l s  of t h e  employee r e p o r t i n g  t h e  
t r o u b l e  i f  d i f f e r e n t  t h a n  t h e  employee e n t e r i n g  t h e  r e p o r t .  
R e p o r t s  n o t  h a v i n g  t he  r e q u i r e d  i n f o r m a t i o n  w i l l  be s c o r e d  a s  
e r r o r s .  

2 .  Employee r e p o r t s  i s s u e d  f o r  r e a s o n s  o t h e r  t h a n  t h o s e  
d e s c r i b e d  i n  t he  p r a c t i c e  w i l l  be s c o r e d  a s  e r r o r s .  

EXAMPLES : 

Employee r e p o r t s  i s s u e d  t o  comple t e  r e p a i r s  on a n  
e x i s t i n g  t r o u b l e  r e p o r t .  

Employee r e p o r t s  i s s u e d  t o  c l e a r  a c u s t o m e r  t r o u b l e  
r e p o r t  and t h e  o r i g i n a l  r e p o r t  was e x c l u d e d .  T h i s  
i n c l u d e s  employee r e p o r t s  i s s u e d  t o  c o m p l e t e / r e p a i r  
i n s t a l l a t i o n  orders. These type of t r o u b l e s  s h o u l d  be 
c l e a r e d  on t h e  s e r v i c e  o r d e r .  

Employee reports i s s u e d  t o  c l e a r  mul t ip le  t r o u b l e s  on a 
c u s t o m e r  r e p o r t .  T h i s  i n c l u d e s  r e p o r t s  i s s u e d  t o  
i n s t a l l  ne twork  interfaces w h i l e  on repair  v i s i t s .  

Employee r e p o r t s  i s s u e d  when a t r o u b l e  r e p o r t  is 
received on a special c a l l - b a c k  number l o c a t e d  i n  t h e  
d i s t r i c t / t u r f  given t o  t h e  cus tomer  on a repa i r  or 
i n s t a l l a t i o n  v i s i t ,  p r e v i o u s  no -access ,  o r  on a repeat 
r e p o r t  r e d u c t i o n  p l a n .  

S & C  REVIEW 1992 



SECTION A 

ENPLOYEE REPORTS 

USE MTAS 686-30 

CRITERIA: C A T = ~ & C S * = O ~ ; O ~ ; ~ ~ ; ~ ~ ; ~ ~ ; ~ ~ & T L C P = N & F T Y P * = ~ ~ ~ ; ~ ~ ~ : ~  
99 &RSA*=007 

TOTAL IN CATEGORY: 

NUMBER DEVIATIONS: 

NUMBER SAMPLED: 

% DEVIATIONS : 

FINDINGS : 

RECOMMENDATIONS: 

S 6 C  REVIEW 1992 



SECTION B 

EXCLUDED REPORTS ' 

This section looks at excluded,reports. Excluded are ITE 
generated service orders, Official Services, and all Coin 
classes of service. 

Source documentation: 

660-169-011BT Issue D, January, 1992 

660-169-012BT Issue F, January, 1992 .. 
i 

: 

REVIEWERS HINTS: 

1. Close narratives must substantiate the exclude. Only those 
reasons given in the practice are valid excludes and close 
narratives must include at least the information given in the 
examples. 

2. As per 660-169-012BTt par. 3.1, A change of appointment for 
Company reasons to a later time than originally given the 
customer shall be considered a Missed Appointment. If the 
appointment is changed, a Customer Direct report will be used. 
DO NOT use a CX subsequent to change appointment. Any change of 
appointment by other than the customer through the CRSAB, must 
be documented. 

3 .  A trouble report associated with service order activity 
cannot be excluded if the service order has been completed. A 
report excluded for service order activity will require 
verification' of the date and time the order was completed. 

"0" routed service orders will have an ITE employee report 
associated with the trouble report. This should be sufficient 
documentation to justify the exclusion. If further verification 
is required, the SHAK number and completion date can be obtained 
by requesting the '/FOR IFSTQT' mask and inputting the NPA and 
TN. When the SHAK number and date are known, request the '/FOR 
IFSTQU' mask. Input the Completion Date, NPA, Telephone Number, 
and SHAK number. This additional information should help in 
determining the validly of the exclude. 

"M" route or automatic completion orders without errors complete 
at 5:OO PM on the due date. 

S&C REVIEW 1992 



CRITERIA: 

SECTION B 

PART 1 

EXCLUDED REPORTS - LEAD TICKET ONLY 
USE MTAS 686-31 

CAT=6&CS*=08;09;11;14;18:19&TLCP~N&LT~O&FTYP*=897; 
898 ; 899&RSA*=007 . .  

TOTAL IN CATEGORY: 

NUMBER DEVIATIONS: 

FINDINGS : 

RECOMMENDATIONS : 

NUMBER SAMPLED: 

% DEVIATIONS: 

S&C REVIEW 1992 



SECTION B 

PART 2 

EXCLUDED REPORTS 

NOT LEAD TICKET - NOT ISSUED BY CRSAB 
USE MTAS 686-32 . . .  

CRITERIA: CAT=6&CS*=08;09;11;14;18;19&TLCP=N&LT=1&RSA>=580 

TOTAL IN CATEGORY: NUMBER SAMPLED: 

NUMBER DEVIATIONS: % DEVIATIONS: 

.. 
FINDINGS : i 

RECOMMENDATIONS: 

S&C REVIEW 1992 



SECTION C 

CPE CODES 

This section looks at all CPE disposition codes. It 
excludes No-Accessed reports, Official Services, and all Coin 
classes of service. 

Source documentation: 

660-169-013BT Issue H, January, 1992 

REVIEWERS HINTS 

1. All CPE codes must have a close narrative explicitly ' 
isolating the trouble causing condition to the customer's 
equipment/wiring. Isolation of the trouble will include 
CUSTOMER NOTIFICATION for close Out purposes. 

S&C REVIEW 1992 



. .  
SECTION C 

CPE CODES 

USE MTAS 686-33 - 
CRITERIA: CAT=1&SUB~O&AR~O&CS*-08;09;11;14;18;19&TLCP=M&DISP 

=12 &NA=O 

. . .  
TOTAL IN CATEGORY: __ 

NUMBER DEVIATIONS: 

NUMBER SAMPLED: 

% DEVIATIONS: 

FINDINGS : 

RECOMMENDATIONS: 

S&C REVIEW 1992 

v n n - e ? , - .  



SECTION D 

OUT OF SERVICE STATUSING 

This section looks at out of service statusing. It 
excludes Official Services, Disposition code 07XX, all Coin 
classes of service, and those reports statused out of service by 
auto screen. 

Source documentation: 

660-169-012BT Issue F, January, 1992 

REVIEWERS HINTS 
.. 

1. Test narratives should be on all reports manually tesded by 
the maintenance center. Test narratives which state an out of 
service condition existed at the time,of the test must have an 
out of service RSLT code. 

2. Reports manually scored as out of service should qualify as 
per the definition in the practice. Reports concerning custom 
calling features, test OK's where the VER code does not indicate 
an out of service condition existed at the time of test, etc., 
should not be scored out of service unless test or close 
narratives indicate otherwise. An example of this would be a 
central office failure. These reports will probably test OK per 
MLT but should be scored out of service if the customer has lost 
the ability to receive or originate calls. 

S&C REVIEW 1992 



CRITERIA: 

SECTION D 

PART 1 

MANUAL OUT OF SERVICE STATUSING 

USE MTAS 686-34 

CAT=l&SUB-O&AR=O&CS*=08;09;11;14;18;19&TLCP=N&SP*= 
299&0OS=l&DISP*=07 .. 

TOTAL IN CATEGORY: 

NUMBER DEVIATIONS: - 
NUMBER SAMPLED: 

% DEVIATIONS: 

FINDINGS : 

-. 

RECOMNENDAT I ON S : 

S&C REVIEW 1992 

- - . - - - _ -  



SECTION D 

PART 2 

OUT OF SERVICE STATU'SING 

TEST OK 

USE MTAS 686-35 

CRITERIA: CAT=1&SUB=O&AR=O&CS*=08;09;11;14;18;19&TLCP=N&OOS= 

. . .  

l&DISP=07&SP*=299 

TOTAL IN CATEGORY: - NUMBER SAMPLED: 

NUMBER DEVIATIONS: __ % DEVIATIONS: - 
.. 
4 

FINDINGS: 

RECOMMENDATIONS : 

S&C REVIEW 1992 



CRITERIA : 

SECTION D 

PART 3 

NOT OUT OF SERVICE STATUSING 

RSLT INDICATES 00s - STAT NOT 00.5 

. . .  USE MTAS 686-36 

TOTAL IN CATEGORY: 

NUMBER DEVIATIONS: 

FINDINGS : 

RECOMMENDATIONS: 

NUMBER SAMPLED: 

% DEVIATIONS: 

SLC REVIEW 1992 



SECTION E 

NO-ACCESS STATLKING 

T h i s  s e c t i o n  looks  a t  no-access s t a t u s i n g  by maintenance 
c e n t e r  personnel .  It excluded O f f i c i a l  Services, and a l l  Coin 
classes of service. 

Source documentation: 

660-169-012BT I s s u e  H, January 1 9 9 2  

660-169-314SV Issue B, March, 1989 

REVIENERS HINTS 

1. Was t h e  t r o u b l e  r e p o r t  dispatched on t h e  appointment date  and 
time? B e  s u r e  t o  check t h e  before  and a f t e r  f i e lds  i n  t he  
t r o u b l e  n a r r a t i v e .  These w i l l  be  f i l l e d  i f  t h e  customer h a s  

2 reques ted  a s p e c i f i c  t i m e  f o r  access. 

2 .  I n  some c a s e s  it may be b e n e f i c i a l  t o  d i s p a t c h  a r e p o r t  of 
t r o u b l e  b e f o r e  t h e  appointment da t e .  .This  may b e  due t o  
extended appointments on out  of s e r v i c e  r e p o r t s ,  b u l k  t y p e .  
r e p o r t s ,  etc.  Where p o s s i b l e ,  t h e  customer should b e  c o n t a c t e d  
and a d v i s e d . o f  t h e  ear l ier  appointment t o  reduce  t h e  p o s s i b i l i t y  
of a d d i t i o n a l  no accesses. 

.. 

3 .  B e  s u r e  t h e  proper  no-access code is used. (NAD vs NAS) 

The NAS s t a t u s  w i l l  s t o p  a r e p o r t  from s c o r i n g  as a m i s s e d  
appointment.  B e  s u r e  t h i s  s t a t u s  code is be ing  used 
p rope r ly  by t h e  IMC. 
i f  problems are suspected.  

A more d e t a i l e d  l o o k  may be n e c e s s a r y  

4 .  T h e  v e h i c l e  f o r  new appointments on no-accessed r e p o r t s  is 
t h e  subsequent r e p o r t .  I f  a r e p o r t  i s  c losed  by t h e  IMC and a 
subsequent r e p o r t  w a s  rece ived  i n d i c a t i n g  a new appointment  and 
e x i s t i n g  t r o u b l e ,  be  s u r e  t h e  c l o s e  n a r r a t i v e  s t a t e s  t h e  
customer w a s  con tac t ed  and ag rees  with t h e  f i n a l  d i s p o s i t i o n .  I f  
t h e  c l o s e  n a r r a t i v e  i n d i c a t e s ' t h e  r e p o r t  w a s  c l o s e d  w i t h o u t  
r ega rd  t o  t h e  subsequent r e p o r t ,  s co re  an error.  

5.  660-169-314SV documents t h s  use  of D i s p o s i t i o n  Coded 1 2 0 7  f o r  
c l o s i n g  no access reports i n  t h e  IMC. 
t h i s  Di spos i t i on  Code. 
v a l i d .  

6 .  B e  s u r e  3rd p a r t y  r e p o r t s  are being handled p rope r ly .  T h i s  
can become a problem i f  b i l l i n g  is involved.  

7 .  B e  s u r e  r e p o r t s  are being held t h e  p rope r  amount of t i m e  
b e f o r e  c l o s i n g .  Fai lure  t o  do so w i l l  r e su l t  i n  an e r r o r .  You 
may want t o  Look a t  t h e  day r e p o r t s  are c l o s e d  vs how nIany 
r e p e a t .  Reports  c losed  on Fr iday ,  Saturday,  Sunday and Monday, 
u s u a l l y  r e p e a t  a t  a h ighe r  r a t e  than t h o s e  c l o s e d  o u t  d u r i n g  t h e  
week. 

660-169-013BT s u p e r s e d e s  
A l l  o t h e r  no access procedures  are 

SLC REVIEW 1 9 9 2  



SECTION E 

N 0-ACC ES S STATUS ING - 
USE MTAS 686-37 

CRITERIA: CAT~1&SUB~O&AR~O&CS*~08;09;11;14;18;19&TLCP=N&NA=1 

TOTAL IN CATEGORY: NUMBER SAMPLED: 

NUMBER DEVIATIONS: - % DEVIATIONS: 

FINDINGS : 

.. 
i 

RECOMMENDATIONS: 

S&C REVIEW 1992 



S E C T I O N  F 

N ON -NETU QRK CODES 

- 
This section looks at all customer direct reports closed to 

non-network disposition codes. Disposition Codes other than 
03XX, 04XX, 05XX, 07XX, 08XX, 09XX. It excludes all Coin 
classes of service, Disposition Codes 12XX, and No access 
reports. 

Source documentation: 

660-169-013BT Issue K, January, 1992 

REVIEWERS HINTS 

1. Non-network codes, just like any &her disposition require 
proper documentation in the close narrative for use. 

2 .  The use of disposition OlXX is reserved for use on service 
orders and will be scored as an error Ff used on a trouble 
report. 

S&C REVIEW 1992 
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SECTION P 

NON-NETWORK CODES 

USE MTAS 686-38 . - 
CRITERIA: CAT=1&SUB=O&AR=O&CS*=08;09;11;14;18;19~TLCP=N&N=1& 

DISP*=12&NA=O 

TOTAL IN CATEGORY: NUMBER SAMPLED: 

NUMBER DEVIATIONS: % DEVIATIONS: 

FINDINGS : 

RECOMNENDATIONS : 

S&C REVIEW 1992 



SECTION G 

SSMMP CLASSES OF SERVICE 

This section looks at all SSMMP classes of service. It 
excludes coin classes of service. 

. . .  

Source documentation: 

660-169-011BT Issue D, January, 1992 

660-169-012BT Issue F, January, 1992 

660-169-013BT Issue H, January, 1992 

.. 
i REVIEWERS HINTS 

1. These trouble reports should be handled the same as any other 
type of trouble report in regard to coding. The only difference 
is the objective established for average clearing times. For 
this reason, particular care must be used when evaluating these 
reports. The clear date and time should be compared to the 
final status day and time for abnormally large intervals. These 
large intervals may happen occasionally, but should be 
documented as to why. If an excessive number of reports with 
abnormally large clear to FST intervals are found, the backing 
up of clearing times should be investigated. Subsequent reports 
issued by the CRSAB are issued in real time. Any status or 
clearing times prior to the subsequent but appearing after the 
receipt of the subsequent report on the DLETH is documented 
proof that times are being backed up. 

2. Look for improperly excluded or closed reports. In some cases 
a new report may have been generated to complete repairs 
(particularly on weekends). 

3. Dummy Line Records (Issued to clear.trouble reports not 
tracked in LMOS) should not be issued as Customer Direct 
reports. Any Dummy reports that should have been issued as 
Category 1 reports should be scored as errors. 

S&C REVIEW 1992 

- -  -._ 



SECTION G 

SSMMP CLASSES OF SERVICE 

USE MTAS 686-39 

CRITERIA: C A T = ~ & S U B = O & A R = O & T L C P = N & ( ( C S = ~ ~ ; ~ ~ ; ~ ~ ; ~ ~ ; ~ ~ ) / ( C S = ~  
1&'96,3'*=X2W;X4W)) 
. . .  

TOTAL IN CATEGORY: NUMBER SAMPLED: 

NUMBER DEVIATIONS: % DEVIATIONS : 

FINDINGS : 

RECOMNENDAT I ON S : 

S&C REVIEW 1992 
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S E C T I O N  H 

CAUSE CODES 

This  s e c t i o n  looks  a t  Cause coding. It Excludes c o i n  
c lasses .  of service and no-access r e p o r t s .  

. . .  

Source documentation: 

660-16s-013BT I s sue ,  H, January,  1992 

REVIEWERS HINTS 
_. 
2 

1. Cause coding re l ies  f o r  t h e  most p a r t  on t h e  in fo rma t ion  i n  
t h e  c l o s e  n a r r a t i v e  suppl ied  by t h e  person  c l o s i n g  t h e  r e p o r t .  
I f  t h i s  information is n o t  complete enough t o  determine the  
proper  cause code, s c o r e  t h e  r e p o r t  as  an e r r o r .  

2 .  Some Cause Codes do n o t  apply t o  c e r t a i n  D i s p o s i t i o n  codes.  

Example : 

Cause code 3 2 0  MULTIPLE CABLE FAILURE, is used  
w i t h  cable f a i l u r e s  cause by s h e a t h  problem, cable 
suppor t  hardware, etc. U s e  o f  t h i s  code on DLC 
f a i l u r e s  o r  o t h e r  problens n o t  associated w i t h  
c a b l e  f a i l u r e s  should be sco red  as an e r r o r .  

Cause Code 4 2 0  MOISTURE, a p p l i e s  t o  t r o u b l e  
c o n d i t i o n s  caused by r a i n ,  dew, humidi ty ,  
condensation, etc. If a cable ge t s  w e t  because of 
a taped  opening, s p l i c e  case f a i l u r e ,  g a f f e d  
c a b l e ,  etc.,  t h e  r e p o r t  should  n o t  be c l o s e d  t o  
mois ture .  The Cause Code should  relate t o  w h a t  
al lowed t h e  moisture  t o  e n t e r  t h e  cable. 

S & C  REVIEW 1992 



SECTION R 

PART 1-n 
CAUSE CODES - PSC EXEMPT 

FLORIDA USE ONLY 

USE MTAS 686-40 

CRITERIA : CAT=1&SUB=O&AR=O&CS*=08;09;11;14;18;19&TLCP~N&(('l 
67,1'*=4) / ( 167,Z *=31: 32 ; 35 ; 50) / (FCAS*=200 ; 210 : 22 
2;280;303:304)) 

TOTAL IN CATEGORY: 

NUMBER DEVIATIONS: 

FINDINGS : 

NUMBER SAMPLED: 

% DEVIATIONS: 
.. 
/ 

RECO>DIENDATIONS : 

S&C REVIEW 1992 

F n ? n r : 2 7  n n n n t v  - 



S E C T I O N  H 

P A R T  2-H 

C A U S E  C O D E S  - NON-PSC . E X E M P T  

F L O R I D A  USE ONLY 

USE MTAS 686-41 

C R I T E R I A :  C~T=1&SUB=O&ARSO&CS*=08~09;11;14;18~19&TLCP=N&'167 
,~~~~4&~~~7,2~*=31;32;35:50&FCAS*=200;210;222:2~0: 
303  : 304 

TOTAL I N  CATEGORY: NUMBER SAMPJXD: 

NUMBER DEVIATIONS:  % D E V I A T I O N S :  

F I N D I N G S  : 

RECOMMENDATIONS : 

S & C  REVIEW 1992 

r n q s q n 7  ^ ^ ^ -  



SECTION H 

PART 3-H 

CAUSE CODES 

OTHER THAN FLORIDA 

USE MTAS 686-42 

CRITERIA: CAT=1&SUB=O&N(=O&CS*=08;09;11;14;18;19&TLCP=N 

TOTAL IN CATEGORY: - NUMBER SAMPLED: 

NUMBER DEVIATIONS : % DEVIATIONS: 

.. 
FINDINGS : i 

: 

RECONMENDATIONS : 

SLC REVIEW 1992 
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DEFINITIONS FOR RESULT SHEET 

1. TOTAL IN CATEGORY - 
The number of reports derived using the "00" MTAS report for 
the section being reviewed. 

2. TOTAL SAMPLED 

The number of "DLETH" pulled for analization for the section 
being reviewed. 

3. NUMBER DEVIATIONS 

The number of deviations found from the "DLETH" pulled for 
analization for the section being reviewed. / 

.. 4 .  PERCENT DEVIATIONS 

The percent of deviations found as compared to the number of 
"DLETH" pulled for analization for the section being 
reviewed. 

S&C REVIEW 1992 



- - D I V I S I O N  

P E R I O D  COVERED: TO 

TOTAL I N  TOTAL NUMBER PERCENT 
CATAGORY SAMPLED D E V I A T I O N S  D E V I A T I O N S  

-, 

S E C T I O N  A 
EMP REPORTS 

S E C T I O N  B 
EXCLUDED R E P O R T S  
PART 1 
PART 2 
TOTAL S E C T I O N  B 

S E C T I O N  C 
C P E  CODES 

S E C T I O N  D 
OUT O F  S E R V I C E  
P A R T  1 
PART 2 
PART 3 
TOTAL S E C T I O N  D 

S E C T I O N .  E 
NO A C C E S S  

S E C T I O N  7 
NON-NETWORK CODES 

S E C T I O N  G 
SSMMP 

S E C T I O N  H 
CAUSE CODES 
PART 1 
PART 2 
PART 3 
T O T A L  S E C T I O N  H 

OVERALL R E S U L T  



MTAS REPORTS 

SCRATCH PAD 6 8 5  

3 0 .  EMPLOYEE REPORTS 

31. ' ' .  EXCLUDED REPORTS - LEAD T I C K E T  ONLY 

32.  

33. 

34. 

35. 

36. 

37. 

38. 

39 .  

40. 

41. 

4 2 .  

EXCLUDED REPORTS - NOT LEAD TICKET - NOT 
Issum BY CRSAB 

CPE CODES 

MANUAL OUT O F  S E R V I C E  S T S T U S I N G  

OUT OF S E R V I C E  STATUSING - TEST OK 

NOT OUT O F  S E R V I C E  STATUSING 

.. 
/ 

NO-ACCESS STATUSING 

NON-NETWORK CODES 

SSNMP CLASSES OFSERVICE 

CAUSE CODES - P S C  EXEMPT - F L O R I D A  ONLY 

CAUSE CODES - NON-PSC EXEMPT - F L O R I D A  ONLY 

CAUSE CODES - A L L  OZHERS 

S & C  REVIEW 1992 
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. * .  
~ANDAIiDIZATION AND COMPLI. :E 

REVIEW FEED BACK 

DATE: , , 
PLEASE PRINT 

I .. 

*V NAME : 

TITLE : DEPT: 

- PHONE: ( 1 

TITLE: DEPT: 
2 - PHONE: ( ) 

* . 
NAME : 

TITLE: DEPT: 

TITLE : DEPT : 

- PHONE: ( ) 

NAME : 

TITLE: DEPT : 

- PHONE: ( 1 

TITLE: DEPT : 

- PHONE: ( ) 

S&C REVIEW 1 9 9 2  
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