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March 7, 19921
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Dear Mr. Tribble:

Enciosed for filing are copies of six post hearing depositions
taken 1in this docket. By agreement of the parties and the
Commission, these depositions and their exhibits should be placed
intv the evidentiary record in this docket. Southern Bell will o
m:;lm be filing errata sheet to these depositions as soon as they re e 2R

scx  »~@re available. S

AFA s Thank you. Please let me know if you have any questions.
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v BEFOP Y THE
FLORIDA PUBLIC SERVICE COMMIS

TON

In re: Proposed tariff filings )
by SOUTHERN EBELL TELEPHCNE AND )
TELEGRAPH COMPANY clarifying )
when & nonpublished number can ) DOCKRET NO. 391194-T1
be disclosed and introducing )
maller ID to TouchStar Service )
}

DEPOSTTION OF: DARLENE N. WALLACE

NOAT PHE INSTANCE OF: The Citizens o0f the State L
Florida, by and through
Jack Shreve, Public Counsel i

{
DATE: Tuesday, February 19, 1° 3
TEME: Commenced at 3:00 p.m. ;
Concluded at 3:50 p.m. |
|
t
PLACE: Offine of the Public Coun !
111 West Medison Streen !
Room 812
Tallahassee, Florida 322301
REPORTED BY: JANE FAUROT |
Notary Public in and for ihe |
State of Florida at "arge
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The following deposition of DARUENE N. WALLACE ¢

taken on oral examination, pursuvant Lo notice, for purposes of

discovery, and for use as evidence, and for other uses and

purposes as may be permitted by the applicable and governing

rules. All objections, except as te the form of the qgues

cion,

ave reserved until the final hearing in this cause; and reading

and signing is not waived.

Thereupon,

DARLENE N. WALLACE

%
]
0

called as a witness, having been first duly sworn, v

axamwined and testified as follows:

-

MR. KEENER: Before we start, T just want to --
know wou don't stipulate to anything, at least lately vou
haven't done that. But I would like to say that we won'tl
waive signing and reading, and we'll only go off the
record if the witness requests it. Okay?

MR. BECK: That's okay with me.

£

ME. KEENER: The taking of the deposition is for

purposes of discovery only.

I

MR, BECR: Okay. This deposition, I think, wa
gncouraged by a Commissicn order that encouraged us to
take a deposition prlior to hearing to limit the amount of

Ldence we'd have to present to the Commission.

ACCURATE ETENOTYPE RpPORTERS, INC.




3

AL

LRIl

DIRECT EXAMINATION

BY MR. BECK:

0 Ms. Wallace, have you been sworn?

A Yes, I have.

Q Would vou please state your full name?

A Darlene N. Wallace.

2 By whom are you enployed?

A Southern Bell Telephone and Telegraph Company.

0 What is vour position with Southern Bell?

A T am the Manager of the Annoyance Call Center fov
State of Florida.

& Ts that located in Fort Lauderdale?

A Correct.

o Mow long have you held that position?

A Since January of 1990.

6] Sould you briefly described what the Annoyance Call
Center doeg?

A Yes. We handle and investigate complaints of
customers who are receiving harassing calls.

Q and is that the sole function af the Annoyance Cal.

A Genarally, yves.

0 How long have you been employed by Southern Bell?
A Twenty—Seven years.

0 And what was vour position just previously U2 the

i
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b 1 Annoyance Call Center?
2 . Claims manager.
23 ; Q Where was thatl?
4 | A Southern Bell, Fort Lauderdale.
5 ¢ For the state?
) A No, for the southeast area and - portion of North ¢
7 Florids. |
8 9] Other than your attorneys, have you discussed this
2 deposition with anybody before coming here today?
10 A No. s
11 | ) Do you recall when Call Trace was put into effect by ?
1a Seuthern Bell? %
" 13 A Not specifically, it was prior to my becoming Manag i
LA of the Annoyance Call Center; I bel.eve sometime around May or
15 April of 19920 -~ 1989, excuse me.
16 0 itThat effect has Call Trace had on the operations at
17 the Annoyance Call Center?
18 A The work load has increased to the extent that we %
1% have had to double our force, increase our floor space, |
20 Furniture, mechanization, implementation, and so forth.
24 0 How many people are emploved there ncow?
e A We were just filling some positions. T am just
N thinking for a moment. Can T ¢give you an estimate? (
A Q2 Yeas, f
i B Thivty.
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Q . Prior to Call Trace going into effect you had about

1% persons there?

) Approximately, ves. And there was no managey
locally.

Q - Who did run the Annovance Call Center?

A Well, the next level above operstions lLevel.

o Then was there a supervisor at the Annovance Call
Center?

A Yes, there were two.

2 Why do you believe Call Trace has had that eff. .ct on

thie Annoyance Call Center?

p: The ease of use of the service.
Q What do you mean by that?
A Well, customers being able to strike star, 5, 7 aftax

thiey have yveceived a nuisance call has facilitated their
reporting narassing cvalls and having them investigated.
Whereas, by the traditional means, prior to that, they would
need te keep a log, and we would make a judgment as to whethsr
or not it was practical to put up eguipment in the ceutral
office manually and through some computer nrogram as well.

Q Let me ask vou to take a look at Deposition Exhibit
Nugber 1.

MR, KBEENER: Is the deposition marked Exhibit Number

‘?.—i
-3

MR. BECK: I just marked it 1.

ACCURATE STENOTYPE REPORTERS, INC.

B A B B e R B

P




MR, KEENER: You just marxed it 17
MR. BECK: Yes. I have alreacy handed it out.

{(Deposition Exhibit Number 1 marked for

identification.)

BY MR. BECK:

Q Ms. Wallace, have you seen Deposition Exhibit 1
before?

A Yes, sir.

Q Are you the author of this memorandum?

A Yes, I am.

G “Could you tell me what prompted vou to write this
mnemorandum?

A I guess probably two basic things: One was the

understanding that we would -- that we had the technology or

would be having the technology for enhanced call rtracing,

whereby the number could be given back to the customer as well

as tracing the call; and number two, some of the abuses that
have noticed with random reporting of calls that really wers
not in the old traditioral harassing call definition. You
know, bagically, that was the reason for it.

0Q Okay. Could vou give me examples of what you meal

net being in the harassing call tradition?

A Frivolous use of call tracing, yvou know, a customer

reporting one hang-up call with no appparent, you Kknow, ¢

urgeaoy teo it. Well, just reporting a hang-up call becaure

ACCURATE STENOTYPE REPORTERS, INC.
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they had, vou know, call tracing. O, redefinivg, what is
harvassing to them might be a neighbor celling when they are

eating dinner, you know?

Q Is that a preblem today still with call tracing?
y! Yes,
Q Has anything been done by the Conpany to help

ameliorate what you see as a problem with that?

b

& Well, our representatives, vou know, discuss each
case with the customers that call in, you know, to try to guid
them to something reasonable. If, you know, there is no .zal

resson ~- if I can just give an example. One individual, you

know, might repeort 30 calls a monch with no pattern to it al
311l. He just traces everything that comes over his line,
vou know, they can be from all kinds of businesses and

residences, and they are not even two calls from the sawme
number for us to do something about it. Our objective is to

stop the calls if we can, but in a situation like that it iz,

vou know, an abuse of the service and each call needs to be
looked at und investigated. 5o, that is what I am referring
to, that type of thing.

Q Are you getting some good, or what you would view as

gaad uses of Call Trace as well?

B Oh, ves.
e And what would vou see as good uses for Call Trace?
B Oh, you know, threatening, obscene, excesslive hang-up

ACCURATE STENOTYPE RRPORTERS, INC.




calls, harassment, you know, those types of things.

Qo What types of action does the innoyance Call Center
take when persons use Call Trace to trace the number for such a

call?

A What type of action? There are two things thal can
be done: One is deterrence by the company and the other one it
1% the customer elects to prosecute, we will assist by
providing information to law enforcement.

Q Do you offer both of those to the customer when they
getivate céll tracing?

A We stress deterrence rather than, vou know,
presenting tremendous workload to prosecution. There are a lot
of things, you know, that we can do by sending letters to the
subscriber from whose telephone the calls are originating, a
series of letters up to denial and disconnection, if it is

serious. And it i3 guite effective.

Q Is that a typical action the Company will take?

A Yes.

G Okay. Do you think it has been very effective to do
that?

A I think so.

o No yon think most calls are handled in that way or,

if you know, do more go to the prosecution route?
A More to deterrence,

o Okay. Let me ask you to take a look at the Exhibic

S
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T take it, generally. vou propose that the

1. In thie letter,

merson who activates Call Trace be gl en the trace numbey

directly, is that correct? If I mischaracterized that, please
correct me.
A Could you point out what particular paragraph you are

referring to, or are you talking about the entire flavor of the

Tetter?

Q Well, for example, the bottom pargraph, it says,
"When a customer pays $4 monthly for call tracing, he is apt to

activate it frivolously because he feels he should be receiv ag

something in return.”

A Okay.
Q and the paragraph before that says, "Given a |
resclution to caller ID, we should provide the caller’'s number

as an expedient way to give the public what they want.”

A Aand you:. question again, please?
Q In your memorandum, do you propose that Southern Belld

previde the trace number to the person who activates Call

Trace?

A Yes, that was my opinion.

Qi Okay. And why did you feel that way?

A Well, it is what the customers are asking for

o Is that still yous cpinion?

p T don't see any harm in it and, you know, in this day
of information, people are very curious and want to know who

ACCURATE STEHOTYPE REPORTERS, INC.
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has been calling them.
Q Could you teli me who the addressee of ywur

”
A"
[

memorandum is, a Mr. W. J. Schultz

A Yes. He is my level in BellSouth Corp in Atlanta.

He is a Staff person.

Q Why did vou address this lettnar to him?
A He is a gatherer of, you know, opinions of the

annoyvance call managers. You know, he gathers information and
wa, yvou know, hopefully we will have a little piece part in

som2 decision-making, but it is only our opinion. We don’'t . e

-

the whole picture, we see our Annoyance Call Centeyr, but

iy Okay. Do you know whether other managers of
Annovance Call Centers in Southern Bell or South Central Bell
share yvour opinion about providing the trace number to the
person who activates Call Trace?

A They may, I don't know. You will have to azk them.

Q Okay. Do you know whether security at eithar
Southern Bell or BellSouth Corporation has a position about
providing the trace number to the person who activates Call
Trace?

A T weuld not sav that they have a wosit.on, a formal

position, an opinion perhaps.

O And what is vour knowledge about that?
A, Well, it has been discussed, you know, lLhat we

provide the telephone, vou know, number to the individual.

5, INC.




R R o

AR A A S B T AR

13
I 3

1 Q Do you think the Security Departnent generally agrs

2 with vour opinion?

3 A I really can't speak for the whole Security

4 Department.

5 Q0 Well, for whom can yvou speak?

& A For myself.

7 Q Okay.

8 a Yes.
9 y] With whom have you had discussions about that with

10 Security? ‘
11 A Well, most of the Annovance Call managexrs and Mr.

12 Schultz,

% 13 2 And what has been thelr opinion expressed to vou ?

14 about that?

15 A Well, there has been a lot of opinions. I really

i couldn't capsulize., I will say this is the positicn or the

17 opinion of, you know, the managers ccollectively. I can only

18 speak for myself, but we have kicked this around and talked

19 about it.

20 0 Do yvou know whether a majority, or if you know, or £
21 $OU één sayv, whether a majority of the people agree with you in
22 rthe Annovance Call Centers and/or Security?

a3 A I don't know what their positicn 1z at this time., at
o this momnent.
25 {3 Okay. Did you discuss your memorandum with Mr.

;' ACCURATE STENOTYPE REPORTERS, TNC.
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Schultz?

A I am sure that I must have when I sent it to himn,

but, yvou know, it has been awhile ago.

Q Do you recall what his reaction was to your letter?

A I don't recall.

Q Has anyvthing happened as a result of this menorandum?
A Nothing.

9 Other than today, right?

A Right.

Q This has gone no further than simply send 1t to Mr

Schultz, and that has been the end of it?

VY I sent a copy te Will Hendricks in Marketing, but as

far as I know there has been nothing else come of it.

] Did Will Hendricks ever express any reaction te vour
nemne?
A I don't vrecall having heard anything £rom him,

glther.
@ Has there ever been any discussion that you
about the pricing of Call Trace, to price it on a per

basis instead of on a monthly charge?

A Anongst whom?

Q Amongst anybody that you are familiar with?
B Yes, it has been discussed.

52 Okay. And you address that in your memo as

’Are& aware

call

well, do

ENOTYPE REPORTERS, INC.
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0 On the second page of vour memorandum?

MR. KEENER: I'm sorry, Charlie, I lost you.

BY MR. BECK:

Q Concerning the pricing of Call Trace on a per use
basis rather than a monthly basis?

A Sure. You know, there hss been discussion just as --
you know,:you are looking at my rates here to consider what I
proposed, but it was really pie-in~the-sky. There is ro
sublstance to these figures. It is just an idea of churging,
wou know, per call.

Q Do you recall anybody with whom you have discussed
that?

A I am sure that there have been & lot of pesople, vou
know, dust in chatting on the telephone, but --

Q Qkay. Can vou recall any reaction that you've gotten

from those discussions?

A Nothing formal, mnothing, you know, supportive, you

know.

Q Okay. Have you gotten any reaction that iz negative

to that idea of pricing on a per use basis?

A 7 don't remember.

G You don't recall any negative reactions?

B No.

"] You don't recall any positive reactions, either?

R
B

ACCURATE STERNOTYPE REPORTERS, INC.
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Well, you know --
MR. KEENER: I think she answered your guestion the
first time, you know, if yvou want to -- asked and
answered.
BY MR. BECK:

Q Okay. The objection is note”. Can you answer my

gquestion now?

A Okay. Go ahead and ask me.
Q Do you recall neither positive nor negative reactions

to the idea of pricing Call Trace on a per call basis”®

A Well, I don't recall spaeific conversations, but T do
wnow there has been a give and take in discussions from one or
the other, but as far as positive, or negative, or neuwtral, T
really can't -—~ you know, I am sdre there has been some of all
of that in there in discussing a subject. But, again, this 1s
my opinion and, vou know, the way the Company sets the rates
for this tyvpe of service, they have a lot more knovledge thau I
do from all different parts of the Company. I just have this
little piece of action here in the Annoyance Call Center.

0 Would it still be vyour opinion that it would be
desirable o price Call Trace on a per use basis”®

A T have not -- I have some other ideas, toc. I think
the wmonthly rate that we are charging could, you know, remaln
an 1t is. But for those abusers wno reguire over and above,

vou xnow, what would be reasonable and profitvable, both

ACCURATE STENOTYPE XEPORTERS, INC.
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reasonable for the customer and profitable for ns, I think
“hat, yvou know, maybe we should add c.. somethiang. But the
monthly rate is probably the way to ygo, and I am sure it is,
becausze, you know, the Company has all the input of the
sccounting and, you know, tariff information that T awm not
familiar with in my part of the job.

v The last sentence of the first paragraph on the
second page?

A Uh~huh.

Q  You state that, “The abolishment of the $4 monthly
charge and universal service to all subscribers would
discourage potential offending callers who would he aware Uthax

their calliung number would be delivered."”

A Uh-huh.

Q T take it there when yvou were proposing usage charges
thiat coincident with that yvou are proposing abolishing the
monthly charge?

A Yes, right. But you must remember, too, I was in the
job for about 2-1/2 months when I wrote this letter, and it
wag, you uznow, my idea at that time. And, you know, it soun .
a little utopian to have it universally available. I don
know whether or not physically, you know, and rate-wise they
can do it.

9] Are vou saying your opinion has changed now about

4

abolishing the monthly charge?

ACCURATE STENOTYPE REPORTERS, INC.
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A Well, that is what I just z-id before, that perhaps
Foir the abuser of the service that, vou know, we would still
have the $4 monthly rate, but maybe charge something over and
above that for those who are abusing it or cauvsing -~ say, Just
roughly, let me give vou another figure, say over tan
investigations a menth. You know, vou have to draw the line
vomeplace to make it eguitable.

Q How about for those not abusing the service, would
vou favor abolishing the monthly charge or not?

A No.

Y] Ckay. Now, what is the basis for the change of you:
opinion then to no longer favor abolishment ¢f the monthly
sharge as you did in your memnoc?

A Well, again, wvou know, this is just one thought at
that time, and I awm continuing to think about, you know, the

rate, certainly, and, you know, I have no fcvmal plan to

preasent to anybody.

Q Well, ¥ am wondering whai caused you to change your
cpinion, -hough?
A Well, again, T don't have the total knowledge of what

e

goes ivnto that 54 makeup to begin with. But if the Company

devided that was the position we were going to take, cbviously,

P

it was based upon, you know, some studies that I wasrn't privy

wime I wrote this letter. And just thinsing, you

avr, about Lt, vou know, vou certainly wouldn't want

=3
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a policy based upon, you know, my letter of March of 1990,
Q 8o, are you changing your opinion for the sole reason
that the Company doesn't support that opinion?
A I'm sorry?
Q Are you changing your opinion because the Company

hasn't agreed with your opinion? I am w~ondering if there is

same veason other than that that you have changed your opinion.

MR. KEENER: Other than the reason she has already
given. you?
MR. BECK: Yes.

BY MR. BECK:

9] Which I take is simply that you changed your mind,

but I haven't heard anything to tell me why.

A Well, I thought about it in a lot cf different ways

over a period of time. This is one opinion at that time.

Q Would a vsage charge discourage the abuser, as you

gall it, that calls in a lot?

A T am sure it would.

Q And a fixed monthly charge encourages what you call

o

the sbuser or calling in a lot for frivclous reasons, would

not?
A That is true.
"] 8¢, a usage charge would be better to deter that

than would a monthly charge, would it not?

s If we are -Hust talking abhout the abuser, ves.

SR
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Q Is there any other reason -
B But you are talking about a majority of people hers

not just the abuser. The abuser is the exception
¢ Is it any other reason other than what you have
alresdy stated, that you would no longer favo: abolishment of
the monthly charge?
A You know, I can'’ think of anything.

MR. BECK: 'That is all I have. Thank you.

THE WITNESS: You're welcone.

MR. BECK: I would like to reserve the right 1o
continue this deposition after I have had a chance to
read the additional documents that we were provided.

MR. KEENER: And we can hopefully do that this
afterncon?

MR. BECK: Yes, I will start reading.

MR. EKEENZR: Recause Darlene will be out-of-pocken.

MS. GREEN: Staff has no guestions.

MR. DORAN: No guestions.

MR. MATHUES: T Lave several.

CROSS EXAMINATION
BY MR. MATHUES:
Q Ms. Wallace, my name is Steve Mathues. I represent

@

the Department of Ceneral Services.

A Yes.
o What is vour understanding of Caller ID?

to the rule.

ACCURATE STENOTYPRE REPORTERS, INC.
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A Caller ID is an expedient way for peopie to come

home, say -~ I‘ll just give an example —- come home from work,
take a look at list of calls of people who may have called -~
or called during the day and choose, you know, to whom they
want to return a call. Cr if they are home, and they see the
number on there and, you knrw, the telephone is ringing, the
nunker ig there, they can make a decision as to whether or not
they want to answer the telephone.

Q Is it your position today that delivery of the trace .
number should be given to the subscriber in a Call Trace
gituation?

A We would like to be able to.

¢ Would there be a difference in the end result betwes

w

¢!
delivery of the number through Call Trace and delivery of the

number through Caller ID?

A Would there be a difference in the end result?
o Yes.
A Yes, indeed, because on call tracing vou are only

able to trace the last call. Whereas, Caller ID, it gives you
a reference list of the people who have been trying to reach
you. They are different purposes, although it can assist, you
know, with scme harassing calls. But that is not the purpose
Fer Caller ID din total, maybe a little piece part of it.

] Are vou familiar with the concept of "calling number

looking™?

ACCURATE STEHOTYPE REPORTERS, INC.
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T 1 MR. KEENER: I anm going to ebject at this point, !

hecaunge T don't think it comes in the scope of the

o

3 letter. And one of thes -- I guess you were ai Lhe

4 conference when we talked about the discovery documants,
5 and what have vou, and all of the questions are supposad
G to come out of the document itzelf. I mean, if vyou can

i expluin to me somehow how it does, I will accept ity 1

3 will listen. But other than that, T don’'t sese how it

& falls within the scope of the letter. !
Y MR. MATHUES: Well, are vou going to instruct the
11 witness not to answer, or ig thabt your objection for the :

13 MR. KEENER: I would like to take care of any, you

A4 know, problems we have in terms of taking something

Jix

15 to the Prehearing O0fficer here, you know. And that is

1.6 why I say if yeu have an explanation about how that falls

within the context of the letter, I would Le willing to

18 iisten. But as I can tell right now it doesn't.

L9 MR. BECEK: Well, what if it came within the ambit of {

50 any of the documents you've provided for the deposition

today? Do vou gtill bave an objection?

T MRk, KEENER: In that case, probably not.

A, MR, BECK: and vou have reviewed those documents,
hawe you not?
25 M. RKEBNER: T have reviewed mopt of taem, 3

e

RES
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- i MR. BECK: 2and dossn't that cowme within the ambit o
2 fhese documents?
3 MR. KEENER: Well, if you cau show me wh s i p
4 I will consider it, Charlie. |
5 Just for the record, I didn't instxuct the witne
& not to answer the question. I just objected to it.
7 MR. MATHUES: I will just save the guestion until we
8 come back for the continuation. ‘
& MR. KEENER: Okay.
30 BY M. MATHBUES: %
i
11 2 Could vou explain to me how Call Trace works? 2
10 A Yes, sir. You are talking about the TouchStar ;
13 Trace versue the old traditional way of putting up the é

wipment?

0o Correct. ;

1é A Okav. An individual receives a call that they £
1.7 i% havassing. They hit star 5, 7 on the telephone and., you
18 tpnow, after the other party has hung up and then the recorded

19 announcement will say you have successfully traced 2 call. il

201 am caphrasing this. Call your annovance call center

i
- PR . s . . . . . } [
ak additional investigation, if vou wish to investigate further, !
i %
3L, ing like that. And i1s that what you wanted? ;
i
e % . . . - 5 - . . » |
) That ig basically what T was interested in. Do vou 3
G s meveentage of the number of people who actualliy call wou |
b i o e " .o }
B activated star 5, 77 ;
] ]
{ H
; ;

t

i

%
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10

A I can remember some figures for the wonih of Janu:

0 ‘917

A Yes., I'm sorry. It's the ead ¢of January “91. I
believe there were about 35,000 activations, of taat
11,000~and~-some calls were reported to us. So, you kXnow, Yoy
are talking close to, yvou know, 30 percent or something, 33
parcant.

0 Would vou have any way of knowing if a particulavr
aubscriber traced every call he or she received but didn’'t <all
you?

A We wouldn't know every single call he got, because

don't know how we would keep a record of that. If vou recerw
100 ecalls during the daytime, would the telephone conpany know

you received 1060 say local calls and activated all 100? No, I

have no knowledge that there is a way to do that.

) When vou referred earlier in vour deposition To the
peoplie you call the abusers of the service., would those be then
oniy people who followed up and called you?

A Right. I am not referring to the activations. but
the obvious, vou know, strange cases where, you kKnow, vou Jjust

wonder what are doing, because vou offer number change and

dor 't want that, free number change. You offer -- well,

can't do anyvihing about duterrence because there aren't

within ten dave coming from the same nunber.

no good., We can't go to the cther subscribsy, to eac!

BPORTERS, INC,

|
|
|
|
]




gy

1 individual one, because they wmade a call to that nunbe

o L,
i oa

A
PARS R W

3 wouldn't be fair to them. We would be getting complaints Lrom

bt

3 all of those people, “Why did you send me a letter of
& nature?” And I don't believe the prosscution would ha
5 | tvpe of a situation. However, the customer has the, y
& he can go ahead and talk to prosecution about it, ov t
7 1ax enforcement. And we will give them every single t
4 name and address, and if they can put together a patte
@ can go out and investigate it. But I don't think they

1 those types of cases either, because they are veally u

O R L
BUATAEDE .

e MR, MATHURS: fThat is all I have, but I will

3% the right to ask more dquestions based on the new
14 documents.

15 MR. BECK: Okay.
10 M. KEENZr: Any other questions? OCkay. Wh
17 we take a recess?

1& {(OFf the record briefly)

o
e g
Tnan

1

nale that

ou know,

&)

e local

o

elephons
rn, they
wont

aasnal,

v odonth

19 MR. KEENER: Does anybody have anything else?

a0 MR, MATHUES: I do.

21, BY MR. MATHUES:
!
oo o Ms. Wallace, just yrior to this deposition t

documents handed out. Were those documents that
i e e 4P
i B Ves.

here w

Yo

o

&
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€ When was the fivst Cime you were asked toe produce

docvments relating to Caller ID?

A That was this week.

") When this week?

A Friday.

9 Last week?

A Yes. I mean, within the week, excuse ne.

MR. MATHUES: Thank you. That is all I have.
MR. BECK: I have a question based on that.

REDIRECT EXAMINATION

BY MR. BECK:

you

nadl

to search your records for documents about caller ID or

0 at no time prior to this past week had anybody aske

=

Trace?

"A No.

MR. BECK-: Thank you.

MR. KBEENER: Just just for the recovrd, Ms. Wallace
was asked to respond to Staff linterrogatories.
Apparently, she was overlooked in the search lost summey
by a regulatory document production person, and so whan
we discovered that we went and made sure we ¢got all the
docunents produced that she had.

ME. FALGOUST: You probably ought toe let her state
that.

Wity WITHESH: I worked Sunday.

)
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4

10
1i

12

MR. KEENER: Let me just ask -
RECROSS BXAMINATI.N
BY MR. KEENER:
Q Ms. Wallace, I am going to ask you a courle of
guestions on -- well, not redirect, on cross.

Let me just ask you about the document production
just for the record. Did you receive a request from someone
within the Company regarding certain questions asked by the
Public BService Commission Staff?

A Yes.

O And did you assist in responding to those guestions?
& ves, I did.
Q@ Okay. Regarding a statement you made earlier about

e

providing the number for call tracing, you stated chat,

would like to be able to give the number."” Ms. Wallace, wh
you saild "we," were you talking about you and sonecne else you

know, or were you talking about "we," being the Coenpany?

A Myself and my people in my Annoyance Call Center.
@) 8o, you weren't referring to the Company wanting o

be zble to give out the number for Call Trace for Sounhern
Bell?

A That's correct. I was not.

0 And, Ms. Wallace, ave you familiar with the tariff

and wast the tariff states with regard to call tracing?

ACCURATE STENOTYPE REPORTERS, INC.
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4

) And what does the tariff sav with regard to providing
the telephone number when someone activates or redquests a Call
Trace with regard to Southern Bell providing that telephone
nunmbher to the person making that request?

A It indicates the customer will not be given the
numbar, or the subscriber inforwmation, whatever, name, address,
~zlephone number.

MR. KEENER: Okay. That is all.

{The deposition concluded at 3:50 p.m.)
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CERTIFICATL OF REPORTLR
2 STALE OF FLORIDA )

3 COUNTY OF LEON )

4 T, JANE FAUROT, Court Reporter, Notary Public in anud
5 for the State of Florida at Large:
6 DO HEREBY CERTIFY that the f-regoing proceedings was

7 taken before me at the time and place therein designated; thsat

8 bhefore testimony was taken the witness/witnesses were duly
@ sworn: that my shorthand notes were thereafter reduced to

10 tvpewriting; and the foregoing pages numbered 1 throucrh 28 ace

11 a true and correct record of the proceedings.

14 T FURTHER CERTIFY that I am not a relative, employss,
23 sttorney or counsel of any of the parties, nor ralative or j
14 employee of such attorney or cownsel, or financially int

1% in the foregoing action.

-

16 WITNESS MY HAND AND SEAL this méémw day of Marah,
3.7 1991, in the City of Tallahassee, County of Leon, Stute of

18 Florida.
1.8 ( \\ > e
e Vs T TAIAGA

20
JANE FARUROYT, Court Repoerter
s Notary [Fublic in and for the
State Florida at lLarge
4
23 My Commission Expires: July 16, 1893
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In re: Proposed tariff filings by
SOUTHERN BELL TELEPHONE AND TELEGRAPH
COMPANY clarifyving when a nonpublished
nunmbear can be disclosed and introducing
Caller ID to TouchStar Service

Deposition Exhibit No. éjf;m
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BEFORE THE FLORIDA PUBLIC SERVICE COMMI
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Southern Bell
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0, kA Wallace Room 107

franagerannoyance Call Center £a51 Wor Fageia M
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March 22, 1980
MEMORANDUM

TO: W, J. Schultz L
Staff Manager-Security 7
BellSouth Corp. '

FROM: D. A. Wallace
Manager-Florida ACC
Southern Bell

RE: Call Tracing

The propogition of delivering the telephone number i
the caller when the called party activates *57
scimulates thought over the entire Call Tracing off=r.

Onpe cannot address Call Tracing without discussing
the impending Caller ID offering 'n Florida which !
uncder scrutiny by the PSC to assure that 1
other special interest groups' concerns oL anom
resolved. This is the only roadblock to lnsitit
=he *57 pumber delivery service.

r ID, we shouid pr
xpedient way ToO g"”
'ng is a phenomenal
néd follow-up Ccal L

Given & resclution to C

e callers number &s an
T
&t

wnat thev want. Call

n

e
R

success, but the acziv ns a

+c the ACC's by customers have incicact 4 most ¢
net of an vrgent nature; mcre oI & cur;os*ty over
cells or apparent m*s"*e:t ¢ calls. 8ince ther -
proven market for "informa ion' (versus invesutigatviongs
Geterrence; *=he tradliti L reason for the ACC), we -
changs our approach to proceaure and oricing.

customer pavs $4.00 monthly for Cell
-0y mCTivate Lt frivolously bescause
n revurn. That

ving something 15
ﬂdav*or. However, the ACC‘S nave b
LTV referrals, which, adde
: have resulied in sub
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It ig sensible to deliver the caller telephone numno
the time of the Call Tracing activation. Addiricnally,
a pricing study is in order to consider chargina pex
activition as we would four either "411" service or
iong distance calls. Consider $ .50, ¢ .75, or S.L.
actcivation. abolishment of the $4.00 monthly charg
gniversal service to all subscribers would discoure

potential offending callers who would be aware that
celling number would be delivered.

Both the customers' desires for "information' and the
5 e i

Company's increased revenue obhjectives rould be satis:
by implementing these changes.
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