
2 ;40 ~PEf iRTIOt4S MFINCGE;! LISTED IN MELD 

EMPLOYEE OPER MGNRGER COMMENTS 

Network. Opns - snuth 
Tier 1 - Isenhour 
see SOUTH DRDE sheet 

. - >  !I) 0- 

- 
( I )  j--&GLM& MELD has a PG 3 

- see SOUTH DOPE SHEET 



CENTRRL DADE - RUBIN i' 
EMPLOYEE -- OFEA MRNGGEA COMMENTS 

, ,  (C)  R I - 5  i n 

.I. 



SGUTH DFIEE - RCiBIN 

- PG EMPLOYEE 

7. ., 

O B  MFlNFlGER 

Rub i n 

Rubin 

Rubin 

C 0 M M E N T S 



NORTH D9DE - D E  LFI VEGA 

- F G  EXPLOYEE Mi;NGGER COKXENTS 1 

, -. 

I. 



5, 
L 
3 
2 

5 

MIFlMI METRO - DE LR VEGR 

- PG EMPLOY €E O m  MRNQGER 

( W )  De La Vega 

(C) De La Vega 

4 ( W )  De La Vega 

~ 

" 
# ,  

- - 

COMMENTS 



, 

,. . 



2 

3 

f" 

NORTH DRDE - O'HRRE 

- PG EMPLOYEE OPER MFlNFlGER COMMENTS 

( W )  0' H a r e  

(FP) 0' H a r e  

I. 

0 0 7  



JACKSONVILLE - D. M. SMITH 

P - PG EMPLOYEE 0- MRNRGER 

- 
I 7 ( W )  0. M. S K i t h  

L d 7 ( I )  D. M. Smith 

COMMENTS 

from RUPE sheet 

f r o m  CENTRRL URD€ sheet 

0 0 8  



rC ,,=-<. 
JC : . L i ~ * O R %  - MOE2ING 

- PG EMPLOYEE x 
.3 d ! W )  - . 

. -  



x 
3 
jc 

s- 

L 
7 

SOUTH BRCWRGD - I. PERERR 

(CI 

0- MGNFIGER 

Perera 

Perera 

Perera 

- (FP) Perera 

(FP) Perera 

. -. 

COMMENTS 



3 

3 

NGSTH 8RClL;FtRD - 

- FG EMPLClYEE 

c 

Li 

- 
A 

R .  8. S F t X I Z R H N  

O B  MfitJCE!? 

!FP! Sattizahn 

( W )  Satt i:chn 

(C; Sattizthn 

(C) Sat t i zahn 

Satt izahn 

( W )  Sattizahn 

!Cl Sattizahn 

. -  ( C i  - 

(C) Sattizahn / Richards,m 

i C )  Sat t i zah;-z 

(C) Sat: izahn 

(C) Sattizahn 

.. 



WEST PRLM EERCil - G. LEWiS 

E EMPL3YEE OPER MRNRGEA 2 

3 
$+ 

(FP) Lewis 

5 (C) Lewis 

5 i ( C i  Lewis 

6 i (C) Lewis 

A - (W) Lewis_. 

8 d ;I (FP) Lew i s 

c 
.J 

- 
- 
- 7 

.I. 



2. 

3 
i" 
c 
J 

I 
'0 

7 

I N D I R N  RIVER - F. KNOWLES 

- PG EMPLOYEE 

(FP)  c 
.I 

( W )  

(FP) 

7 
d 

- 
I 

(FP) - 

.I_ 



- 

J ~ ~ C K S O I W I L L C  - R. A. RUPE 

4- 7 
..a 

MANClGER 

G. E. Olsen 

R. R. Rupe 

. -. 

COMMENTS 

I. . 

frm SOUTH DAD€ sheet 



a 
3 
Y 
5 
r 
0 

7 
8 
,? 
10 

GS:NES'VILLE - RUDY CHRISTIRN 

EMPLOYEE OPER MF1NGGER COMMENTS 

Chi-istian . -. 

( W )  Chris t ian 

( W )  Chris t ian 

(FP) Chris t ian 

(U) Chris t ian 

!W) Chi-istian 



ORLRNDO - HRL JRCKSON 

- PG EMPLOYEE 

4 

7 
d 

3 

- OPER MRNAGEA 

(W) Jackson 

Jackson 

Jackson 

Jackson ' 

Jackson 

Jackson 

Jackson 

Jackson 

. -  

Jackson 
.,: 

COMMENTS 

in  MELD as 

+Jot €1:,;b/c 5.# 3 = 9  
+JS-- 

f r o m  CENTRAL DRDE s h e e t  



MRNRGER 

S t  a 1 1 w n r t  h 

COVMENTS 

from SOUTH DGDE z S @ t t  



l o a d  JSS%SONViLLE - a. K. P E ~ ~ S O N  

COMMENTS EI?PL@YEE nPEP MRNPGER .>I; - 

- (W) e. K. Peat-scm from RUPE s h e e t  -. 

Tt-ai  ni r,q in MELD as 



bI 0 



- OPER MFINGGER 

Fletcher- 

COMMENTS 

frcm NORTH DFIDE zhee: 

, -  

.I. 







. c .. ’. 1 



, -. 



, 

0 

A 

c. 
0 

c - '  : 6 
% 
/p 

.. . 
r3 

,... 

... .- 
. .  
c. ;.; 6 .. ... 

; =J .. . ,... 

i', 
..C 

2 
i;l 
I I1 
111 

!q 
'I1 
I"' 
12 .,! 
$11 
I (.I 
I l l  

, 

9J 
o\ 



, . -  

0 a b  



3 
v- 
5 
6 
7 
8 

MRNQIGER 

(FPi Lewis 

(C! ' L e u  i s 

( C i  L e n  is 

[C) L e u  i 5 

L e w  i 5 

Leuis. I 

0 a7 



- 
I N D I F l N  RIVER - F. KNOWLES 

1 - PG EMPLOYEE 

7 ' 5  (FP) 

( W )  

r / 3  (FP) 

c / 2  (FP) 

4" A . -  

7 Vr; 1 3 (C) 

, -  

.-A .. 



I NESTH HRO%GRD - R.  B. SGTTIZGHN 

EMPLWEE OPER MRNClGER COMMENTS 

(FP) Sattizahn Not ChS:b lc  fd y7A' 
noic i- 19.0 

. _  ( W )  Sattizahn 

(C; Sattizahn 

(C) Satt izahn 

(C) Sattizahn 

t u ,  Sattizahn 

(C) Sattizahn 

(C) Sattizahn / Richardson 

(C) Sattizahn 

(C) Sattizahn 

(C) Sattizahn 
,. 

.. 
(=S 



1 

3 
F 

5 

- 5  

$ 3  

Pe-et-a 

Pe t-e t-a 

COMt’iENTS 



JOCKSONVILLE - #. M. SMITH 

- PG EMCLOYEE 

-k - 
- 1  

OPEA MFlNFlGER 

D. M. Smith 

D. M. Smith from CENTRRL DRDE sheet 



0 3 2  



x 
7 

'f 

5 

I 
D 

7 

3 

3- 

EMPLOYEE OPER MRNRGER COMMENTS 
,4Li ' 

1 



3 , 
, -. 

0 3 4  



I r m r  WTRO - DE LR VEGR /) 

- FG EMPLOYEE 
/- 

) 
OPER MRNRGEE CCMMENTS 

De La Vegz 

i C )  De La Vega 

( I4 I Dz La Vega 

. -  

.I. . 



N n K H  CX!E - DE LFI VEaGQ 

- Fr; EXPLOYEE OPER MnNFIGER COMMENTS 2 

. -  

.I 



, 



NORTH DFIDE - O’HFIRE 

- PG EMPLOYEE MFlNRGEA C 0 M M E N T S 2 

3 3 ( W )  0’ H a r e  

0’ H a r e  from SOUTH DFlDE sheet 5 ( F P )  

Nwk €i;s:LJa 4d l l r A  
Y 

N. 3-r I * r * c o d c  

, -. 

0 3 8  



. . .  

, 



2 
3 



2 
3 
fc 
s- 
c 
7 
8 
9 

CENTRAL DF13E - RUBIIJ 

- PG EMPLOYEE .; . 

... 



, . . 

1 

3 

9 
5 

. -. 



3 
3 

4- 

JRCKSONVILLE - R. R. RUPE 

PG EMPLOYEE OPER MRNGGER 

( W )  G. E. Olsen - 
2, 

R. E. Rupe 

. -  

COMMENTS 

c. . 

5 , t  .- -.am SOUTH DRDE sheet 



GRINESVILLE - RUDY CHRISTIFIN 

O B  MRNRGER cljmrcws 
I) 

/ 
3 

4" 
S- 
6 2 ( W j  C h r i s t i a n  - 

~ ( W )  C h r i s t i a n  in MELD 2s J,cr.ht? L.1. Finneqan 
PG 4 , .- 

(W) Cht- i s t ian  i n  KELO ?s J. D. G r i f f e t h  

(L!) C h r i s t i a n  

(FP) C h r i s t i a n  

C h r i s t i a n  

Cht- i s t i an 

.I_ 

( W )  

!U) 



OFLGNDO - HRL JRCKSON 

- PG EMPLOYEE 2 

in  MELD 3 s  

0 45 



'I 
3 
7 
4- 
5- 

b 
7 
8 

9 
/O 

/. 

NORTH BEOWFlRD - R. P. SFITTIZFIHN 

- FF EMPLOYEE 

5 

O x  MFINilGER 

!FP! S a t t  i z a h n  

S a t t i z a h n  

(C; Sattizahra 

S a t t i z a h n  

Satt i<*hn 

Sat t izahn 

S a t t  izahrt 

S a t t i z a h n  1 Rirho-ds*cn 

Sat t i zahn 

S a t t  izahn 

Satt  izahn 

.,_ 



' I  
a 
3 
4' 

6 
7 
8 

5 

- s ( W !  Lewis 

(FP! Let? i s 
. -  - 

2 



INDIFlN R I V E R  - F. KNOWLES 

- PG EMPLOYEE 

c -, 

- 
2 .  

OPER MRNRGER COMMENTS 

.. . 



. -  

.e: . 



NO 3PERRTIONS FIRNRGER LISTED IN MELD 

- PG EMPLOYEE OPER KRNRGER 

- 
A !I! 

I&bt* 

, -. 

COMMENTS 

NeCwnt-k Opns - 5 O ~ t h  
Tier-  1 - IsenhCJlr' 
see SOUTH DQDE s h e e t  

MELD has r PG 3 

5ee SOUTH DACE SHEET 

0 5-0 



x 

3 

- FG ENPLOYEE oPER MRNFlGER 

0' Hare 

0' Hare 

COMMENTS 



1 

7 
a 



>. 

3 
i 

c. . 

0 53 



3 

4" 

InANdGER 



x 

3 
.Y 
/ 

3 

CCEMENTS 



2 
3 
L 

7 
1 

0 
/ 
2 
3 .  

7 
8 
9 
. o  

Moran 
Shanaver  

H e r r e r a  

Smi th ,  James 

I N D E X  - t-l:-. S a n d e r s  

- 

Farmer 
Hernandez ~ 

L i t t l e s  
Maestri 

M i k l e ,  Georgia 
Smi th ,  James 

... 
Johnson, L. 
Maestri  

Smi th ,  J a m e s  

Smi th .  C r y s t a l  

Hensey 
. Lockerd 

Malone, B e t t y  
‘rhomas, J a m e s  
white, P a u l  



2 
3 
v 
9- 

7 
'0  
7 
? 
7 
F 

7 

! B  

- 2 -  

L i t t l e s  
M a e s t r i  - 

Moran 

Wood. L e o  m a y  r e f e r e n c e  Juan Sota 

Hamman 
- Hernandez 

Johnson ,  Laurie 
L i t t l e s  
Maesti 
Moran 

Hensey 

,L Wells, John 
Davis, J o y c e  

, -. 



FLOXIDA 

DOCKET t910163-TL INTERROGATORT 9 - 

3 NUMBER NAME BUSINESS ADDRESS TITLE 

903 W. University Blvd. 
Gainesville, F1 
is a management 

1. Mgr . 
No grievance was filed. ( 
employee). 

. -  

2 .  Svc. Tech. 

5 
6 -  
7 

8 
9 

No longer with Company 
-. 

See actached 3G3A . -  
3 .  Svc. Tech. 1824 N. 3rd Streec 

Jacksonville Beach, :1 
See attached 3G3A 

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

No grievance fileti as of 4-15-91. 

- 
3 .  Svc. Tech. 111 1st St. South 

Havana, F1 
No grievance filed as of 4-15-91. 

6 .  Svc. Tech. 1602 N. Cove alvd. 
Panama City, Fl . 

No grievance filed as of 4-15-91. 

7 Svc. Tech. 1015 W. Hignway 90 
Chipley, Fl 

NO grievance filed as of 4-15-91. 

as 
26 

0 .  Svc. Tech. 

See attached 3G3A 

No ionger with Company 

27 

a8 
3 Svc. Tech. 

See attached 3G3A 

'No longer with Company 



- 
10. Elanager NO longer w i t h  Company 

No grievance -f  iled L was a management employee). 3 

3 
Y 
f 

has reKained the services of Carl Di Bernardo, P.A., 
Suice 210. First Union National Bank of Florida Building, 
8603 S .  Dixie Highway, Miami, F 1  33143. 

0 -11. Asst. Manager No longer WiKh Company 

. No grievance was filed ( 
empioyeel. 7 -. 

8 
wzs a management 

MS. D'Alessio has retained the services of Mark Richard, 
Attorney At Law, 304 Palermo Avenue, Coral Gables, F1 
3 3 1 3 4 .  

P 
'0 
Y -~ 

'1 - . 12 
3 

'f- 
5 

, -  

Facility Tech. 2800 Catherine St. 
Palatka. F1 

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



occumd 

- .-u(..iip -;- 
* W d C C n a p  
h.okrd' 
- 

. u m . s m m n t  . 
dWM 
IlrpPsnd 

I 
1 Arcicle 11. 18 and all other articles that may apply. 

02-26-01 Jacksonville, FL. 
w m .  

3106 
-I*-.- - - ol - - WlDl CIDW - Necvork 

Netvo r k 

- - '-a- .. . -w - .--.. 

- Jmnr-- - .  . -  
Service Technician. 

. .. - -_ -. - Terminated for failure to follov company-incegrlty policy. 
.-- - .. .-*- .. ..'_Pi. ,c.i\ - , /r. . 

- . 

i. Comoany s 
Slrlemenl 
d What Hrppmed 

I. Prnpo*ed 
Ohposition- 
Second Cerd 

/ 

Fhpioyee was disrissed f o r  Fn;ippropriace dondncr relzcea EO n i s  h r o o e r  
W L x q  ox repaix rewrrs vichouc cuecomer ?-ledge & h ~iolarJsn 
of colspsny p ractice and policy. 

5ustaiP c OqaIIy position. 

.. 
I 

0 6 0  



r Tine ti v D S 1 t h e  
o u r o o s e  o f  o b t a i r i i n E  v o r k  c r e d i t  a n d / o r  " f r e e ~ t i m e ! '  on cne i o b .  
c o n d u c t e d  a r e v i e w  over a 65 d u c r i o d  of s o e c i f i c  t r o u b l e  reoort s- s 

- .  - 
The- en: 

-. . _- . . . . .. 
. .... 

. .  

~ 

w h e r e  a p p e a r e d  fa be q u e s c i o n a b l e .  

The emplovee w a s  i d e n t i f i e d  as having c a l l e d  i n  o v e r  t h e  Automated Trouble-_ 
R e p o r t i n s  System (as a customer wo-uld do KO e e n e r a t e  a c r o u b l e  reoor:)  and 
subsequez. t lv  b e i n g  a s s i g n e d .  a c  hi;. r e a u e s c ,  
In f a c t  no s u c h  t r o u b l e  e x i s t e d .  T n i s  o c c u r r e d  on numerous o c c a s i o n s .  I n  7 
of t h e  situations, i n v o l v e d  customers  were u n a v a r e  of  an%' t r o u b l e  s i c u a r i o n  ani  
d i d  not c a l l  a t r o u b l e  r e o o r t  i n  KO t h e  Comoanv. One customer d i d  r e q u e s t  f h e  
empl'oyee t o  r e p a i r  a t r o u b l e  b u t  t h e  emplovee i m o r o p e r l v  hand led  such r e l a c e d  

t o  c o r r e c t  Che Krouble r e o o r c q i .  

' r e p o r c .  
' r o u c i n e  OR " p r e v e n c i v e  maintenance' '  i n  n a t u r e .  However, no a c t u a l  c r o u b l e  

A p p a r e n c l y  some work was done by t h e  employee vith such  work. b e i n g  

c o n d i t i o n s  e x i s t e d .  no cus tomers  r e p o r t e d  s u c h  t o  t h e  Comoanv, and t h e  em--- 
p i o y e e ' s  own >csce=ecz  cccce rn ixy  t i l e  ~ : : e :  Is s e l f  rzzlzn.::cr:. Th?t e ~ -  . 
p l o y e e  admi rced  h e  h a n d l e d  t h e  s i t u a t i o n s  as n e d i d .  on n i s  o m .  co ennance hi: 
work perrormance r e s u l r s .  

-- .-- -- 

s.F- Ll4ULu4 9.- L/k$&, cornrvn"FleD.-u- 
J 

The m-i evant followed past acceptable Drocedure in reporting and 
h a n d h c  trouble revorts. There was no intent on the emvloyee's part to 
violate ConDany p ractice or @.icy. The termination is without just 
cause. 

- 
- 

- 

,*. 

. .  _. 

. . - . 
... . . 

.. , . . . . ~  . 



Record of Grievance between ~ ~ ~ B @ R V Y B  ommunications Workers of America and 
90 0 Bellsouth Advanc 

M W  - 0 Bellsouth Advertisin 

0 South Central Bell 
I3 Southern Bell C W A  LOCAL 3106 C4'9 1093 

I. GrC1ance Dam - L a r b U . . 9 M  

o s d  03-5. 6 .  7 , -91  J a c k s o n v i l l e .  F l o r i d a  
'1#!-3-llPD*Mc Dec-W-n 

Tobsclllp"sdw 
C W A  so(. omos 

WNa 

I 3106 
ID---" 

~ -1 S e r v i c e  T e c h n i c i a n  

3. unw. Sbtmsn! 

I I I 

1 

PREPARE 5 COPIES 



16. Company's 
Porilion 
(Third Level) 

I 

-Title bemg sougnt if Promotion Grisrance 

.*It more Vwn one Grievant use auachmenl m reflsa &red inlormauOn 

Wnere sunlclent space ts not available. mahe a~ch- as n n - ~  IO mls lorm AnaicnmsnIs should also mclude leners. parries' m a n o n  a1 eacn 
conlerence. s t a m m u .  andawa and omn wnmenl n(olmawn 

Fwe copies 04 mis lorm am IO be submilled 10 me conpam, at vu, initial l e d  01 ple~entauon. Foul almese Iwm6 are 10 De relvrnea 1 0  llle Union reP8esentalire 
snowing me pr-sed dswx1sllion of me grievance. On -y will M reiurned IO me C M p m y  snolnng me pioposed dtsposiuoon 01 me grievance. I e. accePIW. 
relecled or appealed Each iepie-tauwe 01 me pane rill nnrara one copy IO ins n e x t  hqher level 01 organizallon. as appopime. 

A, m e  3rd I W ~ I  each pmy _ill lumish one copy 01 ths gmuance 1- I- mny 01 p- &a-uon and me Union's acce~tancr. irtnuon or ap!xaI Tnr 
posmon 01 eacn pa? snali w indlcaied on b n e s  I6 a m  17 p a  IO lorrarhng IO ms Foum Iurel. 



. - 
Record of Grievance betwee I I IZSPICE iOe  

LWa STaTF OCFICE . ‘XEONL” 

9EiENED I Communications Workers of America and 
U i i D  0 Bellsouth Advanced Systems 

I -0 Bellsouth Advertising and Publishing- - 

0 Bellsourn Services 
U South Central Bell 

i 
I 

FINAL DlSPOSlllON 

I XI Southern Bell 
I 

COWS 

5. Date Grievance Filed 

and m e r  applicable seojons. me me mtenr anc . -  

I 

%”-. I -  

R e c o r d  I I -  I -- 



. .  

. . . .  - 
F a  xry 
Flrn.541 

Record of Grievance betwec -I- 
7WSP6CE.FOR 

, Cea S T I P E  O F F K E  
lJCl -I I , .  
aECEMD i Communications Workers of America and 

0 Bellsouth Advanced Systems 
0 Bellsouth Advertising and Publishing. 
0 Bellsouth Services 
-0 South Central Bell 

Sa Southern Bell 

CIFW ! 
j .  - 

=I- DOPOYTM 

- 
7 tnrohed 
7 -  
1 



. . . . . . .  , . , . I  

.- . .  
I .  r 

FLORIDA 

DOCKET $9 10 16 > -TL DOCUMENTS REQUEST 12 

NUMBER NAME 3 TITLE BUSINESS ADDRESS 

903 W. University Blvd. 
Gainesville, FL 

Manager 

See attached entry form and Security Investigative Report. 0 

7 
8 

2. Svc. Tech. NO longer with Company 

See attached entry form ana Security Investigacive Report. 

4 
/3  

f/ 

svc. Tecn. . -  i824 N. 3rd Street 
Jacksonville Beach, F1 

3. 

See attached entry form and Security Investigative Report. 

Svc. Tech. 1602 N. Cove Blvd. 
Panama City, F1 

See attached entry $.arm and Security Investigative Report. 

4. 

Svc. Tech. 111 1st Street South 
Havana. F1 

See attached entry form and Security Investigative Report. 

I S  
/6 

/7 

L 

3. 

Svc. Tech. 160i N. Cove Blvd. - 
Panama City, F1 . 

See attached entry form and Security Investigative-Report. 

18 
19 
20 

6 .  

. -  

Svc. Tech. 1015 W. Highway 90 
- - Chipley, F1 - 

See attached entry form and Security Investigacive Report. 

8. Svc. Tech. No longer wich Company 1 ,  c 
See attached entry form, grievance-brief and summary of 
trouble reports. 

- 

9. Svc. Tech. NO Lonqer with Company 

066 
See attached entry form and chronology. 



@ Southern Bell 
Personne l  Record 

Cur ren t  Entry S h e e t  
- B  



5 Sr.*'*. a m .  a1 Bell 

$Southern & I 1  

: BeinSouth Services 

1 0tf.cr: 

R.poonsng Qmcr: In-wllon AI: 

ORLANDO, FLORIDA GAINESVILLE, FLORIDA 
- 

investigative Report -- 
- 

0.lC 

1-22-91 

SL.1.01 orlo": 
FLORIDA 

STAFF MANAGER-SECURITY 

& To: 

wvv-d BY: 

GEGERAL SECURITY W A G E R  - NF 

-on: I EMPLOYEE DEFALCATION 

, Period C0v.d Ey 1nr.st;LgmIon: 

. -. 11-29-90 THROUGH 1-22-91 I 
. synopu.: 

A North Florida area Network staff review of subscriber 
trouble reports in the Gainesville Division IMC determined that 
reports were being falsely created and improperly statused to meet 

7 a Public Service Commission Index. Gainesville IMC employees 
Billie C. Sommer and ,_ provided signed statements 
alleging that Assistant Manager James Powell made comments to them 
independently, regarding the need to create false trouble reports 
to offset subscriber reports having long outages. When 

. interviewed, Powell denied the allegations. All other employees 
working in the Gainesville IMC were also interviewed and denied any 

7 

f- - 

A 
3 knowledge o r  involvement. - 

CLOSED Y- 

- -  

VICE PRESIDENT-FLORIDA 
ASSISTANT VICE PRES.-SEC. 
VICE PRES.-NETWORK/FLA 
GENERAL MANAGER-NETWORK 
ASSISTANT VICE PRES.-LABOR REL., 
GENERAL MANAGER-PERSONNEL 

flb NO: FN003-0501 I I E  



-9- 

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

- It is not part of my job responsibility to close out 
troubles 2nd don't have the training to do so. It is my 
responsibility to utilize the CON (carried over no) transaction at 
times when the IMC dispatch time conflicts with the dispatch time 
requested by the subscriber. This transaction is used when at the 
customers instructions we may exceed the 24  hour out of service 
objective. The ELMOS System CON transaction would remove a trouble 
from the out of service 24 hours index base, and would not be 
coufited against the.Maintenance Center results. This transaction 
is only used after I contact the--subscriber and attempt to get the 
trouble dispatched within the 24 hour period. If this can not be 
done, I note the subscriber trouble history that they requested a 
future due date. 

I seldom utilize the CON transaction. I estimate that 
I may C0N.a trouble no more than once a month if that many. 

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

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

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

- 

Signed: 
Virginia W. Sowell 
12-11-90 

Witness: 
A. F. Bradley 
Staff Manager-Security 
12-11-90" - 

Interview. of ., Manaser-IMC 

On December 11, 1990, was interviewed and 
provided the following signed statement: 
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"Gainesville, Florida 
December 11. 1990 
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- I, ', do hereby make the following free and 
voluntary statement to A. F. Bradley, who has identified himself 
as a Staff Manager-Security for Southern Bell Telephone Company. 
I realize this statement may be used as evidence. 

- 
. -  I am gld- MY birthdate is 
and my social security number is I am employed 

with Southern Bell as , Gainesville, Florida 
DiviSion, and my NCS-date with Southern Bell is 

, ... 

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

. 

I have reviewed information initially developed by the 
North Florida Headquarters staff that Test OK subscriber troubles 
were incorrectly statused Out of Service with no narrative to 
support the Out of Service status. The headquarter's review a h 0  
determined that on the deviations found they were shown to a 
fictional Repair Service Attendant (RSA). These troubles were also 
shown with short clearing times between three and five minutes- 
The staff also found that these troubles were falsely created in 
the Gainesville small exchanges using sequential telephone numbers 
from the Gainesville Telephone Directory. 

The intentional manipulation was to obviously increase 
the Out of Service base to meet a PSC objective.' The utilization 
Of the CON transaction removes a subscriber report from the over 
2 4  hour PSC objective. Those improper CON transactions were also 
an obvious attempt to make sure that the PSC objective was met. 

Making these PSC objectives is one of the very important 
parts of my job. I also have other objectives along with the Out 
of Service Over 2 4  Hours that I try to daily make sure stay in 
line. These include the Code 4 (Outside Facilities) report rate, 
missed appointments, repeat reports, and the total Network report 
rate. 

071 
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Although the  o v e r  2 4  hour o b j e c t i v e  is impor tan t  t o  m e  
I have never  condoned t h e  manipula t ion  of company r e c o r d s  t o  
i n c l u d e  c r e a t i n g  r e p o r t s  f o r  t h e  purpose of meeting an o b j e c t i v e .  

weekly p r i n t o u t s  w i t h  i n fo rma t ion  on s u b s c r i b e r  r e p o r t s  
- r ega rd ing  Out of Service reports. 

I f  n o t  meeting t h e  o b j e c t i v e  o f  95%, 
where w e  s t a n d  i n  t h e  exchange i n  q u e s t i o n  and 

do eve ry th ing  p o s s i b l e  w i t h i n  t h e  se t  g u i d e l i n e s  n o t  
t o  m i s s  - a n o t h e r  Out of Service r e p o r t .  

. 
a t  or n e a r  t h e  end o f  a month 

w e  would need s e v e r a l  Out of S e r v i c e  r e p o r t s  i f  w e  w e r e  t o  
meet- t h e  PSC o b j e c t i y e .  r e p o r t s  i n  t h e  d i s p a t c h  
o r  s c reen ing  pool  be r e t e s t e d - t o  see if any r e p o r t s  could  b e  
r e s t a t u s e d  o u t  of service. If t h e  o u t  of service base  
b u l l t  up w e  cou ld  m e e t  t h e  o b j e c t i v e .  

I t ' s  obvious t h e r e  has  been r e c o r d  man ipu la t ion  i n  
c e n t e r  s o  w e  cou ld  m e e t  t h e s e  r e s u l t s .  As I s ta ted  before, I do 
n o t  condone and I have never  asked anyone t o  f a l s i f y  records t o  
m e e t  o b j e c t i v e s .  However, because of m y  c o n s t a n t  moni tor ing  of the  
Out of S e n i c e  r e p o r t s  and t h e  fac t  t h a t  I a d v i s e  
s u p e r v i s o r s  when w e  are n o t  meeting a n  objective, I may have 
unknowingly s e n t  the wrong message t o  one or  more 
s u p e r v i s o r s .  

I p e r s o n a l l y  have n o t  created t r o u b l e  r e p o r t s  or asked 
a manager o r  craft  employee t o  create t r o u b l e  r e p o r t s ,  o r  f a l s i f y  
any o t h e r  IMC r e c o r d s  t o  m e e t  o b j e c t i v e s .  

I have a l so  advised employees, e s p e c i a l l y  managers. 
t h a t  if anybody w a s  making up s h o r t  d u r a t i o n  trouble r e p o r t s  o r  
doing anyth ing  i l l ega l  t h e y  better s top  it. T h i s  w a s  i n  - l a t e  
October o r  t h e  first p a r t  of November, 1990. . M y  s u p e r v i s o r ,  M r .  

' Kellermann, had asked m e  t o  t a k e  a look  a t  my c e n t e r  t o  make s u r e  
t h a t  eve ry th ing  w a s  be ing  r epor t ed  and handled  p r o p e r l y .  H e  was 
e s p e c i a l l y  concerned w i t h  t a s k  b u i l d i n g  by t h e  o u t s i d e  f o r c e s .  I 
d i d  f i n d  some s h o r t  d u r a t i o n  T e s t  O.K. reports b u t  d i d  n o t  pu r sue  
o r  i n v e s t i g a t e  the exact reason  t h e y  w e r e  shown cleared i n  a s h o r t  
t i m e .  I d i d  s a y  as  I stated be fo re ,  t h a t  i f  any th ing  improper w a s  
be ing  done, .they b e t t e r  damn s u r e  s t o p  it. 

I s u s p e c t  t h a t  
t h e  improper a c t i o n s  under  i n v e s t i g a t i o n  w e r e  done by one  o r  more 
of managers. However, I do n o t  have any proof t o  s u b s t a n t i a t e  
my s u s p i c i o n s .  - 

The G a i n e s v i l l e  IMC is my r e s p o n s i b i l i t y .  

0 72 
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I do recall an incident in early November, 1990 involving 
a special circuit that had an extended duration time of receipt to 
clear in excess of sixty-nine hours. This subscriber report was 
mishandled by SARTS, IMC supervisor Jim Powell, and by SSIM 
whezeby it was not properly closed in ELMOS in a timely manner. 
This incident was over a weekend. The trouble report came in On 
a Friday afternoon and was not closed until Monday morning. Since 
Powell-was on weekend duty and he was formerly a supervisor in 
SSIM, L felt that he should have handled the report over the 
weeke-nd and not waited until Monday. He was somewhat inqxperienced 
in the operation of the IMC, so I re-covered him on the proper 
procedures regarding dispatch and the importance of handling a long 
duration subscriber qeport. - 

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

I have been advised that one of Maintenance 
Administrators, Billie Sommer, stated that Powell came to her 
asking that she make up false trouble reports to offset a long 
duration out of service special circuit. She stated that she would 
do what the supervisor asked but told him she thought it was wrong 
and improper. Sommer then advised that Powell went to me to 
discuss the matter. He came back to Sommer and decided that he 
would not ask that false reports be made, because he had a guilty 
conscience. 

- 
I don't recall that Powell mentioned false reports or 

that he had a guilty conscience. I only told him that we could do 
nothing but eat the trouble. When I told Powell that we would need 
many short duration troubles, I in no way was suggesting or 

' instructing him to create trouble reports. 

I have read the above statement consisting of six pages 
and it is true to the best of my knowledge and belief. I have 
initialed each page and correction. 

Signed: 

12-11-90 

Witness : 
A.  F. Bradley - 
Staff Manager-Security 
December 11, 1990" 

0 73 
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Interview of , Assistant Manaaer-IMC 

- On December 12, 1990, vas interviewed and provided 
the following signed statement: 

. - -  
"Gainesville, Florida 
December 12, 1990 

- 
I. , do hereby make the following free and 

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

I am old. My birthdate is 
and my social security number is . I am 

employed with Southern Bell Gainesville, Florida as 
, and my net credited service date is 

. I report to and can be contacted through 
him at 

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

I have reviewed with Mr. Bradley, a list of Test OK out 
of service reports for September and October, 1990, for several 
small exchanges in the Gainesville and Brooksville Districts. I 
have been told that these records reflect reports that were created 
for the purpose of enlarging the Out of Service report base so that 
the PSC over 2 4  hour Out of Service index could be met. 

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

I do recall an incident that happened within the past 
three months that involved Gainesville IMC Assistant Manager Jim 
Powell ~ 
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S E C U R I T Y  S U M M P R Y  

- 

OVERVIEW: 

I n  Florida, the Network Department Staff had determined that 
a-problem may have existed where Services Technicians were 
calling in Customer Trouble Reports and subsequently having 
such Reports pre-assigned to themselves. In the Southeast 
Jacksonville Turf'a special study was conducted involving a 
two month plus period, and employee was identified 
as possibly being involved in process described above. In 
essence, eight situations were identified where customers 
had called in to report a trouble, with the eight being pre- 
assigned to , and with closing out the tasks 
as completed. 

FINDINGS : 

&?? zi;ht customers were contacted. Sevcn ?;d not rec;lll 
any trouble with their service and had not called in any 
trouble condition. One customer did recall referrinq a 
problem to handled problem per se but had 
referred situation as a Customer Report rather than an 
ernplayee report 1 . was interviewed and provided 
the statement attached. The statement is self explanatory. 
NOTE - there is some evidence to suggest that some "routine" 
type work may have been done on certain of the conditions. 
involved, but no trouble condition existed per se. 
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OVERVIEW : 

A NETWORK S T A F F  STUDY I N  FLORIDA R A I S E D  CERTAIN CONCERNS THAT 
SERVICES TECHNICIANS WERE GENERATING CUSTOMER TROUBLE REDORTS 
AND SUBSZQUENTLY ARRANGING TO HAVE SUCH REPORTS PRE-ASSIGNED 
TO THEMSELVES. I N  ESSENCE,  NO TROUBLE CONDITION EXISTED P E R  
S E .  THZ SOUTHEAST JACKSONVILLE "TURF" S T U D I E D  THE MATTER FOR 
A TWO MONTH PLUS P E R I O D  AND CERTAIN CONCERNS WERE ADDRESSED 
I N  T H I S  REGARD. .I. 

FINDING : 

THE STUDY XEVEALED FOUR REPORTS I N  QUESTION INVOLVING 
EMPLOYEE REEVES. THREE CUSTOMER REPORTS AND ONE EMPLOYEE 
REPORTINVOLVED.  .ALL THE CUSTOMERS WERE CONTACTED. NO 
CUSTOMER REMEMBERED MAKING A TROUBLE REPORT OR REFERRING ANY 
TROUBLE CONDITION T O  ANY TELEPHONE T E C F N I C I A N .  STATEMENT BY 

MANAGEMENT D I D  NOT CONDONE MAKING A REPORT I F  INDEED NO 
TROUBLE CONDITION EXISTED.  PER "PERSONAL R E S P O N S I B I L I T I "  
COVERAGE, EMPLOYEE IS AWARE THAT HE IS  RESPONSIBLE FOR H I S  
OWN ACTIONS AND ANY QUESTIONS OR CONCERNS ABOUT ?ROPER ACTION 
SHOULD BE REFERRED ACCORDINGLY. 

GIVEN DURING COMPANY INVESTIGATION I S  ATTACHED: 

0 7 8  
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Investigative Report 

c x n r n g  omc.: 

JACKSONVILLE 

iu.: 

~ 

1mrlaq.wn At: 0.1.: 

PANAW CITY, FLORIDA 2/8/91 

~ t l a u o n :  

EMPLOYEE DEFPLCAT ION 

SERVICES TECENICIAV 
. .- . NETWORK DEPARTXENT 

R.mnmq Y.NO.C 

J. G. JEFFRIES 
s1.no: 

FISH 

A Network Staff Study identified as possibly 
. generating trouble reports and having the tasks assigned to 

himself - admitted generating the two (2) reports in 
1 question but advised they were legitimate tasks and cleared 

properly by him. 

-CMSED- 

To: 
General Manager-Network 
AVP-Labor Relations ..-+ General Manager-Personnel 

I operations Mgr.-Network 
AVP-Security 

c * o '  FN003-05004 

NOT TO BECOXE ?ART OF E L O Y E E ' S  
PEPSOhWEL FILES 
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soutii Gnt.al Bell I )  

BellSouth Services 3 
Olher: + 
'Southern Bell 2. 

Roponlng Otnu: Invrilp~llon A t  

- JACKSONVILLE HAVANA 

investigative Report 
- 

Dale: 

02-07-91 

-. 
i . -  

) 

x 
SERVICES TECHNICIAN ,- -. 
NETWORK DEPARTMENT 

. -  

Pertod C o r e d  By Imslbg.Uon: 

02-01-91 THRU 02-07-91 

EMPLOYEE DEFALCATION 
Roponlnp Mmuger: St.no: 

J. G. JEFFRIES 

ASSISTANT VICE-PRES.-SEC. 
GENERAL MANAGER-PERSONNEL 
GENERAL MANAGER-NETWORK 
AVP PERSONNEL-LABOR RELATIONS 
OPERATIONS MANAGER-NETWORK 

- - 
NOT TO BECOME PART OF EMPLOYEE'S 

PERSONNEL FILE 

Employee admitted to generating employee 
reports and having them pre-assigned to himself when the 
work load was slack. He did this to keep his production 
at a satisfactory levef. 

CLOSED 

ylug.c &3prvrrd By: 

STAFF MANAG GENE 

-io. TO: I 
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Investigative Report 

, 

SI. 0 1  ongn: 5 
FLORIGA 

R.ponmg uuup.c 61.M: 

J. G .  JEFFRIES FISH 

P.r(od Cor.nd By In...lqNon: 

FEB. 14, 1991 - FEB. 18, 19?1 

0.1.: 

Peb. 18, 1991 

:I.: 

CE3.VICES TECFNICIAN 
STTVJORK . .  DE_PP.RTMENT 

was re-interviewed on February 15, 1991 and 
provided a voluntary signed statement to answer additional 
questions and clarify his '-previous statement - admitted 
generating one (1) report to cover his time working with law 
enforcement on an investigation. advised he felt 
obligated on behalf of the Company to assist. 

-CIDSED- 

i W 

AVP-Security 
-?en. Mgr. -Personnel 

General Mgr.-Network 
AVP-Labor Relations 
Operations !.:qr.-?fetwork 

4-9 lo: 

i 
I 
I 
1 
I 
! 
i 
! 

NOT TO BECOME PART OF CZPLOYEE'S 
PERSOhTEL FILES 
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Investigative Report 

I-.-- L -  > mer: IWrIq.llon AI: 

JACKSONVILLE C H I P L E Y ,  FLORIDA 

0.1.: 

2/1/91 
- 
I.: 

R.pon8ng L1m-g.r: 

J. G. J E F F R I E S  

.- S E R V I C E S  TECHNICIAN 
NETWO P.K DEPARTMENT . . -  

~ ~ _ _ _ _ _  ~~~ 

~ c u r o o n :  

EMPLOYEE DEFALCATION 

s1.no: 

FISH 

/2 

A Network Staff Study identified as possibly 
generating repair reports and having the reports pre-assigned to 
hinself. On February 4, 1991, . advised he generated employee 
reports only to cover his productive time. 

-CLOSED- 

- 

I - lo: 
General Manager-Network 
AVP-Labor Relations 

Operations Mgr.-Network 
AVP-Security 

+' General Manager-Personnel 
NOT TO BECOXE ?ART OF W L O Y E E ' S  

PERSOhTEL FILES 

- - 

"0: FN003-05005 I E  0 8 6  
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D I S C I P L I N E  CASE B R I E F  
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GiUTFJANCC NO- : ? - I C =  C O C 4 T I O N  ' ' L A M I .  .:I>. 9E". '!ET'iOnK - 

GiUEVANT'S N W  TITLE SEAVICES ZCVNICTPN 

N-C-S. DATE D.O.B. 

DATE GIUEVANCE F I L E D  ~ 0 / 1 5 / 9 0  DATE GRIEVANCE OCCURED TO/ 17/90 

I .  D I S C I P L I N A R Y  ACTION T A K E N  

- 

TEWINATION .I a -/z-.Qo 7 -  - 

// 

21 ' 
ax 

a3 

11. -REASON FOR D I S C I P L I N E  
. . -  

.~ MISCONDUCT ASSOCiATED WITH FALSIFIED TROUBLE 3EPORTS. 

-. 

111. C i i R O N O M G Y  O F  'FACTS RELATED TO THE! D I S C I P L I N E  

INVEST-IGATION OF QUESTIONABLE TROUBLE REPORTS WIT3 CUSTOEAS 
AND FIELD OBSERVATIONS. 

V. UNION'S ARGUXENT 

UNJUST TERIYINATICN. 

V I .  C 0 M p . W ' S  ARtrJMFlIsT 

AFTE3 A N  INTENSIVE INVESTIGATION, I T  !.IAS FOUND TEAT THE GiliEVANT 
DID INDEED FALSIF? ?ROUBLE REPORTS. 

VI1 - POTENTIAL !XIT??ESSES 

C. D. CHASTEEN 
R E E F  GEORGE 
J I M  KREITZBURZ aL 



a - T h e  Number 2 4 7 - X e f e r s  t o  

D.C.W.S. - D i s p l a y  c r a f t  u o r k  summary .  E m p l o y e e s  d a i l y  
w o r k  l o g  made'by t h e  c o m p v t e r  u s i n g  i n f o r m a t i o n  s u p p l i e d  
b y  t h e  e m p l o y e e .  

- 
6 5 7 1 - R e p o r t  t h a t  s h o v  t h e  e m p l o y e e s  w o r k  o p e r a t '  Lon on e a c h  
j o b .  T h i s  r e p o r t  i s  c o m p l e t e d  b y  t h e  e m p l o y e e .  

PAO-This i s  a s t a t u s  g i v e n  a r e p o r t  t h a t  means t h e  r e ? o r t  
h a s  Geen  p r e a s s i g n e d  ..to an e m p l o y e e .  T h i s  f u n c t i o n  has  t o  
b e  c o m p l e t e d  m a n u a l l y .  

- 

DLETEI-Display long e x t e n d e d  t r o u b l e  h i s t o r y .  

AIRO-Automat i c  i n t e r a c t i v e  r e p o r t  o r d e r i n % : .  T h i s  i s  = h e r e  
a c u s t o m e r  c a l l  r e p a i r  s e r v i c e  a n d  w h i l e  using a t o u c h - c o n e  
p h o n e  t h e y  answer a s e r i e s  o f  p r o m p t s  a b o u t  t h e  r e p o r r .  

BDO-Bulk D i s p a t c h e d  O u t .  A r e p o r t  g i v e n  t o  a n  e m p l o y e e  u n o  
h a s  a l r e a d y  been p r e a s s i g n e d  a r e p o r t .  ( T h i s  i s  d o n e  M a n u a l l y )  

X-BOX-An i n t e r f a c e  l o c a t i o n  b e c v e e n  two o r  m o r e  c a b l e s  Which  
a l l o w  e m p l o y e e s  to p l a c e  a v i r e  b e t w e e n  two  d i f f e r e n t  c a b l e  
p a i r s .  . .  
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- l h e  ronipanu p o s i t i o n  i s  t h a t  f d l 5  i i i evd r e - r o r d s  b" 
c r 5 . 3 t i n q  t r o u b l e  r G p o r t s  v i a  the A I K O  ~ u ~ t e . 1 1 1  u h e n  t r o u b l e  c o n d i t i o n s  
d i d  n o r  +: : is t :  and c h a r g e d  e:- :cec-~ive t i m e  t.3 t h e  c l e w i n g  0 . F  t h e s e  
non-e:.: i sr_etit prob lems.  Wh i l e  u a s  i n  t h e . . a r e a  o f  nloct o f  
t h e  f i c t i t i o u s  r e p o r t s ,  a l l  or' t h e s e  r e p o r t s  u e r e  p r e - i s s i g n e d  t o  him 
a t  h i s  r e q u e s t .  and ~IJI~ or' t h e  25 c u s t o m e r s  i n v o l v e d  i n  t h e s e  
r e p o r t s  i n d i c a t e  t h a t  they had  f i l e d  d r e p o r t  n o r  d i d  t h e y  i n d i c a t e  
t ! i d t  t h e r e  u e r e  any p r o b l e x s .  

The . conip ant2 i nves. t  i g a t e d  o v e r  X t - echn  i c i anc uho rece i ved  
t r D u b l e  r e p o r t s  s h o r t l v  a f t e r  A I R @  r-.e-port.s had  been i I l e d  uzs 
c o n d u c t e d  i n  t h e  d i v i s i o n .  I n  o n l q  two  c a c e s  uds e v i d e n c e  of r e c o r d s  
f a l s i - S i c 3 t i o n  v e r i f i a b l e ,  and t e r m i n a t - i o n  u s s  the d i s c i p l i n a r q  d c t i o n  
in b o t h  c ~ s e s .  

- -  

The p e r i o d  of r e v i e u  i n  t h i s  c a s e  uas l i m i t e d  b q  t h e  amount o f  
d d c i  i ' . v a i l i b L e  in the  d a t a  base., and r c n s i s t e d  of  u.3rk r e p o r t 4  

. c o n i @ l e t e d  from A u g u s t  15 k.hrsuah October-  4 .  The investigat.iot-1 uas 
romplete.3 nn U c t o b e r  11, and u a s  t e r m i n a t e d  a f t e r  h e  uzs 
1.dnsble t o  e x p l a i n  the d i r c r e p a n c i e s . - o n  O c t o b e r  12. 

- 
Ihe canipang a f f o r d e d  t h e  u n i o n  and the ef i ip loyee t h e  o p p o r t u n i t y  

t o  i d e n t i f y  work done b o t h  d u r i n g  t h e  i n v e s t i g a t i o n  and d u r i n g  the 
q r  i evance p rocess .  The v a r i o u s  e:.:cuses o f  ni i s-cod i n g  r e p o r t s ,  over- 
r e p n r t i n g  t i m e  t o  minor  t r o u b l e c  ( s u c h  as 1-1/2 hours t o  r e p a i r  a 
. j ~ n i p e r  i n  a cross-bo:.: uh, ich i s  a t,uo m i n u t e  t a s k ) ,  l a c k  itf k n o u l e d g e  
Gf p r o c e d u r e s  i n d  c l o s i n g  t roub1e.r  t o  items t h a t  a r e  d i f f i c u l t  t.0 
Wrlffj !zuch 6s r e t e r m i n a t i n g  j umpers  o r  chanc j i ng  oiut c a r b o n s  at the 
i n t e r f a c e )  do n o t  c o n v i n c e  the company t h a t  r e ~ ~ . o n a t , ~ e  d o u b t  c i n  be 
cre.ateaj  i n  t h i s   as;^. N o t  on\! i s  t h e  q u a n t i t y  of unc.ubstanLi  a t e d  
r e p o r t s  ~ i g n i f i c a n t ,  b u t  2 r e v i e w  nf t h e  e n ~ p l o ~ e e ' ~ .  p a s t  s e v e r a l  
nlonth-5 3 C t i v i t . V  i n d i c a t e  t h a t  knowledge ,OF c o d i n g ,  f i l i n g  of efi iplot jee - 
W p o r t S .  i n d  t - i e e  r e p o r t i n g  i s  * v i  dented. I n  t 'ourte5.n of  t,he t.uenti2- 
? l V e  i n S t d f l C i S  (%Z) the i n v a l i d  r e p o r t  was -the enlploi-iee'z l a . s t  
t r n u b l e  o f  the daq.  The p r i m a r y  c l o s e - o u t  c o d e s  u s e d  b y -  
were " d e f e c t i v e  c a r b o n s "  ( w h i c h  c a n n o t  be d e t e c t e d  b g  s i  a h t  f r o m  
d i s t a n t  c ross -boxes )  and " b r o k e n  jumper  i n  cros.=-bo:.:" ( u h r c h  o n l y  
r e q u  i r e s  t w o  WinUt;S t,o c o r r e c t )  r o n t r i  b u t e  t o  the r o m p a n ~ ~ ' 5  
c o n c l u s i o n  t h a t  the r e p o r t s  veri f r a u d u l e n t l y  e n t e r e d  i n t o  the 
s '2 s t e rti . 
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a-?a-90 Reporr. r e c e i v e d  a t :  11:1-? 7.m. 
F r e - a s s i g n e d  t o  a247 .3t: :2:1e F . R .  
G i s p a t c h i f  s e l f  t o  p remise  a t :  I:?'? i ' . m .  

R e p o r t  c l o s e d  to: D e f e c t i v e   carbon^ 
C l e a r e d  t,t-oubl+ a t :  ?ZOO F.m. 

uas a t  t h e  =ante address,  b u t  uas  u o r k i n g  a t  a d i f f e r e n t  
a p a r t m e n t  i n  t h e  coniple:: o n  h i s  p r e c e d i n g  t r o u b l e -  c h a r g e d  
one hnour- Lo t h e  r e p l a c e m e n t  o f  d e f e c t i v e  ca rbons :  . f a r  in excess o f  
t he  ave raqe  work o p e r a t i o n  t i m e  r e q u : r i d .  i n i a e d i a t e l y  p r e c e d i n g  h i s  
lu r?ch  houy .  he custonier- i s  not  a u a r i  o f  j p r o b l e m  and d i d  n o t  f i le 
a r -ecor t . .  A l t h o u a h  p r r - a s s i g n e d  t o  a i  12:13 F.m.. h i  d i d  
n o t  d i s p a t c h  h i m s e l f  t o  t h e  t r o l u b l e  u n t i l  ! : 2 7  F . R .  is n o t e d  i n  t h e  
Detailed Tr-ouble H i r t o r i j  f o r  t h i s  number. 

3-2?-?(! Eepor t .  r e c e i v e d  a t :  8 : 3 4 A . R .  

- 

. . 

Fre-acz. i qned t o  g247 a t :  N o t  pre-asssigned 

C l e a r e d  * r o u b l e  at : ,  11:45 A . m .  
E e p o r t  c l o c e d  t o :  Fmund IIK 

-. D i s p a t c h e d  s e l f  t o  p r e m i s e  a t :  1 0 : 4 2  A . m .  

- i h i  ?.t-ouGle repo r? .  u i c  made bq t h e  custonier.  



8-3 1-90 F:eport r - e c e ~ v e d  a t :  & : 2 6  F . U .  
F r e - a s s i g n e d  t o  t1247 a t :  5 : 5 3  F ' . m .  4 
D i s p a t c h s d  self t o  p r e m i s e  a t :  L : Z 7  P.m. 
C l e a r e d  t r o u b l e  a t :  5 : 4 5  F ' .m .  
R e p o r t  c l o s e d  t o :  D e f e c t i v e  c a r b o n s  

A .  
3 v r 
6 
7 a 
4 
/ b  

u a ~  a t  t h e  sanie address  o n  h i s  p r e c e d i n g  t r o u b l e ,  b u t  
c l o c e d  o u t  t h i s  r e p o r t  f o r  a n o t h e r  a p a r t m e n t  i n  the complex.  The 
t r o u b l e  u a s  closed t o  d e f e c t i v e  ca rbons .  w h i c h  must be v e r i f  ieiJ by 
t e 5 t i n g .  The cus tomer  i s  n o t  aua re  of a p r o b l e n i  a n d  d i d  n o t  f i l e  a 
r % p o r t .  - T h i =  u a 3  t h e  t e c h n i c i a n ' s  l a s t  r e p o r t  of  t h e  d a y .  

.. 

%pt.;,mb_gr. 1770 
7-7-70 .d K'eDort r e c e i v e d  a t :  1:34 P.m. 

~~ 

P re -ass  i gned to #247 jt: 1:37 P.m. 
D i s p a t c h e d  s e l f  t o  p r e n i i s r  a t :  2 : 4 5  P . R .  

R e p o r t  e l o s e d  to :  , E r o k e n  juniper in  crozs-bo:.: 

.~ . 

-. C l e a r e d  t r o u b l e  a t :  4x30  P.R.  

was n o t  a t  t h i s  jmddr r - zs  on h i s  p r e c e d i n g  t,rot.rble., s l t h o u g h  
b o t h  rustomerz. u e r e  zerved f rom -the z Gnie Cross-bo:.:. The +nip loqee' E 
5571  i n d i c a t e s  t r o u b l e  c l o s e d  ou t  t o  a b r o k e n  jun iper ,  r h i c h  he 
charaeaj  1-3 / -  .'' h o u r s  to a t  t h e  end  o f  t h e  day.  The c t .~~ . to f i i r r  i s  n o t  
a u d r e  of a p r o b l e m  and d i d  n o t  f i l e  i r e p o r t .  f i l t h o u c h  t h i s  t r o u b l e  
uas  p r e - a s s i g n e d  t o  it 1:39 P.R. ,  h e  d i d  n o t  d i s p a t c h  
h i m s e l t '  - t o  t h e  t r o u b l e  u n t i l  2 ~ 4 5  P.n. 25 n o t e d  i n  t h e  D e t a i l e d  
T r o u b l e  H i . s t o r y  f o r  t.his number. 

?-5-?0 R e p o r t  r e c e i v e d  at: 3 : 0 2  P.m. 

D i s p a t c h e d  s e l f  t o  p r e n i i s e  a t :  3:47 P.R. 
C l e a r e d  t r o u b l e  a t :  3:55 F.R. 
R e p o r t  closed to: D e f e c t i v e  u i r e  

.I. 

P r e - a s s i g n e d  t o  E247 a t :  3:07 p.m. 

w a s  a t  t h i s  p r e m i s e  i n s t a l l i n g  c e r v i c e  o n  a - s e r v i c e  ordet - .  
l h e  &1f?'O ' t - r o u b l e  was O n  at-,,jiher number at, t h e  .:ar,ic b u s i n e s s  cust,onicr 
%e 465 U O r k  i n q  it, and i t  was p r e - a s s i  gned t.0 h i  n). The CtJst~onier i 5 
n o t  . i ua re  c-f a p rob lem and d i d  not  f i l e  r e p o r t .  

- 

7-11-79 R e p o r t  r e c e i v e d  a t :  12:32 P.m. 
Fre-ass i g n r d  to 3247 a t :  12:28 P.R. 
D i s p a t c h e d  s e l f  t o  p r e n i i z e  a t :  1 2 : 4 4  P.m. 
C l e a r e d  t r o u b l e  jt: 1:l; P.m. 
R e p o r t  c l o s e d  to :  D e f e c t i v e  t - e r n i i n i t i n q  u i r - e  

UdS n o t  at, th is  a d d r e s s  on h i s  p r e c e d i n g  t r o u b l e . ,  b u t  b o t h  
C L I 5 t - O n l W s  a r e  .zerved from t h e  same c ross -box .  The ef i lptoqee ed,l a n a  
t h e  c l o s e d  t r o u b l e  b o t h  i n d i c a t e  t h a t  the work done w a s  o n  t.h.2 
t e r m i n a t i n g  u i r e ,  u h i c h  r e q u i r e s  h i m  t o  be at. the cus ton le r  p r e m i s e .  
T h e  cus ton ie r  i s  n o t  auare of a prob lem,  d i d  not  f i l e  a r e p o r t  and d i , j  
n o t  pro.v i  de access  t o  a n q  t e l e p h o n e  company enip lotyee a u r  i n g  t h  i s t. i m +  
franie. T h e  r e p o r t  w a s  f i l e d  immedi at ,e ly  befsjt-e t h e  e m p l o y e r ' s  l u n c h  
hour. - 

c- 

- 
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?-2 l -? i )  R e p o r t .  r+ceived i t :  ?:I; F ' . m .  
F're- 2 5 s  i a n e d  t o  #247 i t :  _.  i d  P.m. 
D i s p a t c h e d  s l f  t o  p r e r t i i s e  at,: 2 : 3 1  F'.a. 
C l e a r e d  t r o u b l e  a t :  2 : 4 5  F.m. 
R e p o r t -  closed t o :  Open u i r e  
u a s  n o t  a t  this l o c a t i o n  on his p r - + c e d i n g  t r o u b l e l  a l t h o u g h  

b o t h  n u m b e r s  i r e  s e r v e d  f rom t h e  s a m e  crocs-bo: : .  The r e p o r t  uis 
c l o s e d  o u t  t.0 a o p e n  w i r e !  u h i c h  r e q u i r e s  h i n t  t o  b e  a t  t h e  c u s t o m e r  
p r e r t i t s e  t-rJ p e r f o r m  u o r k .  l h e  c u s t o m e r  i s  n o t  a u d r e  of a p r o b l e m ,  d i d  
no?-. f i l e  a r e p a r t  a n d  d i d  n a t  p r c w i d a  access  t o  t h e , p r e n i i s e s  f o r  ang  
t e 1 e~ h o n e  -emp l oqee d u r  i n g t.h i s t i me f r ani+ - 

- 

;-2 1 -9Q E e p a r t  r e c e i v e d  3 t :  ?.:I? P.m. 
. . F r e - a s s  i q n e d  to E 2 4 7  a t :  3:41 F.fl. 

D i s p a t c h e d  self t o  p r e m i s e  a t :  3 : 4 6  F.R.  
C l e a r e d  t r o u b l e  a t :  4 : 3 0 .  P.m. 
l ?epOr t  Closed tJ:  D e f e - c t i v e  c d r b o n s  

u a s  a t  > h e  same a d d r e s s  o n  h i s  p r e c e d i n g  t r o u b l e .  An AIF:O 
r e p o r t  was  r e c e i v e d  and  p t - e - - - -  3 . ~ ~  i gned t.o f o r  i d i f f e t - e n t -  
a p a r t m e n t  i n  t h e  complex.  The cus tor t ie r -  i E .  n o t  s u a r e  o f  a p r o b l e m  
w i t h  ? . h e i r  .set-*Jice i n d  d i d  not.- f i l e  i r e p o r + .  T h i s  ?.lie 
snip l e y e e ' s  l a s t  t r c w b l e  n f  t h e  d a y .  

7-22-95 R e p o r t  r e c e i v e d  a t :  3:O; F.R. 

-. 

._  

P r e - a s s i g n e d  t.a 8247 a t :  z:i3 ~ . n .  
D i s p a t c h e d  s e l f  t o  p r e m i s e  a t :  4:24 P.R. 

- C l e a r e d  t r o u b l e  a t :  4 : X  F.R. 
F:eport> r l o s e d  t.$: Defective w i r e  
was  n o t  a t  t h i s  l o c a t i o n  on h i s  p r e c e d i n g  t r o u b l e .  a l t h o u g h  

b o t h  n u n i b e t - s  a r e  s e r v e d  from t h e  s a m e  rrncs-bo:.:. T h e  c u s t o m e r  is not. 
a w a r e  of a problem a n d  d i d  not, f i l e  a r e p o r t .  T h i s  u a s  
l a s t ;  t t -oIJb le  OF + h e  d i g .  

7-7<-?'0 - Repor t ,  r e c e i v e d  a t :  4:12 F.fl. 
- at.: 4:40 p.n. P r e - i s s i  g n e d  t o  E247 

G i s p a t c h e d  s+lf t o  p r e m i s e  a t :  4145 P.R. 
ICleired t r o u b l e  it: 4:50 P.R. 
Repor t ,  c l o c e d  t o :  Defective wire a t  a e r i a l  t .erniinal 

U i - 3  n o t  d t  this l o c a t i o n  on h i s  p r e c e d i n g  t r o u b l e ,  b e i n g  
si,: t- lockc auaq!. T h i s  number  iz. s e r v e d  Prom t h e  same a e r i a l  t e r r t i i n a l  
2.5 i n  e . S r l i e r  i n s t . a l l a t i u n  o r d e r  us5 .is5 i gtied d u r  i n g  the 
d a 1-1 . l h e  cus+-onlrr  is  n o t  auare  fit' a p r o b l e m  a n d  d i d  n o t  file 2 

report.. T t 1 i . i  u a 5  l a s t  t r o u b l e  a f  the d . 5 ~ -  

7-27-70 F:eport  r e c e i v e d  a t :  4:13 p.n. 

- 

P r e - a s s  i :tied t o  8247 at,: 4rsa ~ . n .  
D i s p a t c h e d  s*lf to p r e o i i s e  a t :  4 : 4 2  P.n. 
C l e a r e d  t r o u b l e  a t :  5 : O O  p.n. 
K e p o r t  C l o s e d  to:  Open w i r e  
u a 5  n o t  Jt- + h i s  l o c a t i o n  o n  h i s  p r e c e d i n g  t r o u b l e ,  a l t h o u g h  

b o t h  nuniberz.  dre served t'roni t h e  Sanie croz.3-bo:-:. The c u s t o n l e r  is n o t  
m a r e  - 1 s t '  3 pr.oblefi1 a n d  d i d  n o t  f i l e  .* rq0t - t . .  T h i - ,  u a s  
l a s t  t . r o u b l e  of  t h e  dai2. 



9 - z a - ~ o  R e p o r t  r e c e i * j e d  at.: 12 :G9  f .17 .  
Fre-as; i aned t o  U247 a t :  1 1 : 1 4  F.m. 
Dispatches S e l f  t o  p r e m i s e  a t :  12:?2 F.m. 

R e p o r t  c l o s e d  t o :  D+ fec t i . ?e  house c a b l e  
' C l e a r e d  t r o u b l +  a t :  1:OO F.m. 

ua5 a t  the sanie b u i l d i n q  address  on h i s  p r e c e d i n g  t r o u b l e : .  

d i f f e r e n t  apa r tmen t  i n  t h e  coniple;.:. The c u s t o m e r  i s  n o t  a u a r s  of a 
p r o b l e m  u i t h  t h e i r  s e r v i c e  and d i d  n o t  f i l e  a r e p o r t .  T h i s  t ro i Jb \c  
o c c u r r e d  i-nln1e-d i atelu befw-e  t-he ert ip loycf 's.  l u n c h  hour. 

?-Zz -? , ;  ~ r p o r t  re ,ce ived at.: 2:i)rj P.R.  

A n  A I K O  r e p o r t  uds r e c e i v e d  and p r e - a s s i g n e d  t o  f o r  d 

F r e - a c s :  I -  - 2 4 7  at: 2 : o ~  ~ . m .  
C l e a r e d  t r o u b l e  a t :  3 : X  F.m. 
R e p o r t  c l o s e d  t o :  D e f e c t i v e  c s r b o n s  

. . . -  D i s p a t c h e d  s e l f  t o  p r e m i s e  .::GO ~ . m .  

-~ u a s  n o t  a t  t h i s  address  f o r  h i s  p r e c e d i n g  trouble, houever ,  
b o t h  c u s t o n i e r s  a r e  s e r v e d  t'rzom the sanie a e r i  a l  t e r n i i n a l .  D e f e c t i v e  

€ d r b O n s  c a n n o t  be v i s u a l l q  d e t e c t e d .  b u t  must be t e s t e d  f o r  and 
corrected . a t  t h e  net-uork i n t e r t ' a e  jt the  1 i v i n g  u n i t .  The cus tomer  
i s  n e t  i ua t -e  o f  a p r o b l e m  u i t h  t h e i r  s e r v i c e  and d i d  n o t  f i l e  a 
repu r r . .  

O_c_tLEkr_ ,-r7_9_o 
10-2-99 - K e p o r t  r e c e i v e d  a t :  3:73 P.m. 

P r e - a s r i g n e d  t o  2247 a t :  3 : s  P . R .  
. D i s p a t c h e d  self.,.t,o p r e m i s e  a t :  <:I5 F.R. 

C l e a r e d  t r o u b l e  it: 4 ~ 4 5  p.m. 
R e p o r t  c l o s e d  to: Open juniper i n  crosz-bo:.: 

Was n o t  a t  t h i s  a d d r e s s  o n  h i s  p r e c e d i n g  t r o u b l e .  The 
CUstQnIer i s  n o t  dua re  of a p r o b l e m  u i t h  t.heir s e r v i c e  and  d i d  not 
f i  102 3 r ~ 5 p ~ O t ~ t .  l h i s  was the t e c h n i c i a n ' . s  last r e p o r t  of the d j u .  

10-+-7(3 - R e p o r t  r e c e i v e d  at.: -11:07 &.m. 

- 

P r e - a s s i u n e d  t o  E:; a t :  ii:i-3 ~ . n .  
G i s p a t c h e d  c e l f  t o  p r e m i s e  it: 11:29 A . R .  
C l e a r e d  t r o u b l e  a t :  11:40 6i.n. 
R e p o r t  c l o s e d  to :  D e f e c t i v e  i n s i d e  u i r - e  

Ud5 a t  t h i s  l o c a t i o n  w o r k i n g  o n  a . s e r v i c e  o r d e r .  The A I R 0  
r e p o r t .  was r e c e i v e d  on t h e  o t h e r  l i n e  s e r v i n g  the cus ton ie r .  No work 
Ua5 e v i d e n c e d  upon i n s p e c t i o n .  The c t ~ s t o m e r  i.; not- aware g< a 
p r o b l e m  w i t h  t h e i r  s j _ r v i c e  and d i d  n o t  f i l e  a r e p o r t .  

NOTE: D u r i n g  t h i s  p e r i o d ,  s c h e d u l e d  t o u r  ud5 f r o m  8:OO 
A . m .  t o  5:OO F.fl-, u i t h  a 12:OO to 1:OO l u n c h  h o u r .  
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@ Southern Bell 
Personnel  Record . 

Current Entry S h e e t  
- B 

- ri,,e Service Techncian 

Lo c a 1 10 n 

EmoloyPe's Name 

Oeoarlrnent 
1550 Lenox Ave. N e t w o r k  

I Date 1 Held By 1 Content Of Interview 
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October  10, 1 9 9 0  

T i m e - l 1 : 1 7  a.m. - 
Arr ived  a t  1450 Lincoln  Rd.. a s s i g n e d  t r o u b l e  a d d r e s s  for 

H i s  t r uck  w a s  n o t  parked i n  f r o n p  or rear of b u i l d i n g .  
Contac ted  C o n t r o l  Superv isor  S i l v i a  Lorn-Ajan t o  see i f  S .  T. 
had c l o s e d  o u t  t h i s  t r o u b l e .  W a s  a d v i s e d  t h a t  t r o u b l e  w a s  s t i l l  
i n  h i s  l o g  a l so  t h a t  he  had a p r e a s s i g n e d  t r o u b l e  a t  20 I s l a n d  
Ave. B e l l  P l a z a  Building. 

Time-l1:32 Hem. 

t r u c k  i n  e i t h e r  park ing  l o t  east  o r  w e s t .  

T i m e - 1 1 : 4 0  a .m.  

H e  wa_s no t .  

t b  see i f  i n  f a c t  S.T. 
Habif s a i d  she had answering set  o n  h e r  t e l ephone  l i n e .  I asked 
h e r  t o  p l a y  answering set ,  she  said a message w a s  l e f t  on  se t  
that  S.B.T. man had called he r .  I a sked  i f  t e l e p h o n e  m a n  had l e f t  
h e r  a c a r d  on  h e r  door informing h e r  of where and who to  ca l l  i n  
h e r  absence.  (NOTE: S.T. t o  leave N o  A c c e s s  Card when h e  makes 
premise  v i s i t .  Standard Practice of S.B.T.) 

- 

Drove t o  B e l l  Plaza Building and cou ld  n o t  f i n d  

- 
Drove back t o  1450 Lincoln Rd. t o  see i f  S.T. w a s  now on job. 

c o n t a c t e d  Sub M r s  - Bet ty  H a b i f  t e l e p h o n e  number 673-1804 
.I 

had m a d e  a premise v i s i t .  ,Hrs- 

-_ 
23 She said s h e  found no c a r d  a t  h e r  f r o n t  door. 

Time-l1:50 a .m.  

I paged S.T and h e  cal led m e  a t  m y  car parked a t  
1450 L inco ln  R d .  a t  11:55 a.m. 

J B  Ques t ion-  where are you? 
Reply From JE- I  am a t  X-Box 121 Ocean D r .  , 

J B  Question-What are you doing there? 
Reply from J E - I  a m  p ick ing  up trouble w i t h  CXC t e r m i n a l  a d d r e s s  
20 I s l a n d  Ave. 

JB- .Meet m e  a t  my off ice  a t  1550 Lenox A v e .  a t  1 : O O  p-m- . 

Reply f r o m  JE-Ok I w i l l  see you- ( John  B o w e r s )  a t  1 : O O p - m .  

adv i sed  him of what had taken p l a c e  w i t h  
H e  said he would be i n  my o f f i c e  t o  speak  w i t h  a t  
1:OO p-m- 

T i m e - 1 2 : 5 0  p - m .  from my o f f i c e  JNB 

A t  t h i s  t i m e  I c a l l e d  my Manager C. D. Chasteen and 

- - 
D.  Chasteen called B e l l  P l a z a  and a sked  a M r -  T a r r a n t  i f  he 

had p l aced  a r e p o r t  t h a t  h i s  t e l ephone  w a s  o u t  of o r d e r .  

c M r .  T a r r a n t  s a i d  no he had no t e l e p h o n e  t r o u b l e  a t  t h i s  t i m e .  

0 S? 



1) . October 10, 1990 

3 
ff 
5 
G 
7 
3 

2b 

a3 
2 4  

a7 

3 3  

3+ 
35 
3 -6 
3-7 
38 

- 
1 : 0 5  p.,n.-1550 Lenox -Ave.-J. Bowers O f f i c e .  

CDC Question-Were you covered  on  t h e s e  8 i t e m s  by your s u p e r v i s o r  
J. Bowers. See a t t a c h e d  list.  

Reply-Yes I w a s  covered  on a l l  i t e m s .  - w a s  grven list t o  
r ead  ~ 

CDC Question-Account for your t i m e  f r o m  when you f i r s t  p icked  up 
t r o u b l e  ( 1 4 5 0  L inco ln  R d . )  4 5  min. 

Reply'I went  t o  Bathroom-1st S t -  and Ocean. 

CDC Question-Why d i d  you 90 a l l  t h e  nay to  O c e a n  when you haye key ta  
C . O . .  1550 Lenax? 

Reply-No A n s w e r .  

CDC-Question-Tell m e  w h e r e  d id ,  you go f o r  45min. unaccounted time? 

Reply-No A n s w e r .  - 
CDC Question-Who p r e a s s i g n e d  trouble a t  B e l l  P l aza?  

Rep1 y - M s l l e d  - Then said no she d i d ' n t .  H e  
c a l l e d  s- -.. 

CDC Question-Who called trauble B e l l  Plaza t o  CBSAB. 

Reply-I d idxi ' t  know. 

Reply-The maintenance m a n  paged m e .  

CDC Question-What is  f r i e n d s  name ( B e l l  P l a z a ) ?  

. Reply-Could n o t  remember name- 

CDC Question-Yau c a n ' t  remember friends name a t  B e l l  P l a z a  t h a t  
c a l l e d  you and h e  h a s  your  page number. 

Reply- I t h i n k  h i s  name i s  S t e v e -  , - 
CDC Ques t ion-Cal led  B e l l  P l a z a  and spoke t o  .e- T a r r a n t ( 1 n  
presence and min JNB) D o  you have nay t e l e p h o n e  trouble and  d i d  you 
make repor t  o r  d id  your  employee S t e v e  make report of te3ephone 
t roub le .  

M r .  T a r r a n t  r e p l y - I  do n o t  have any t e l e p h o n e  t r o u b l e  and I do n o t  
have a employee by t h e  name of S teve .  Someone is p l a y i n g  a t r i c k  
w i t h  you.. 

CDC t o  - L e t s  go t o  B e l l  P l aza  and see S t e v e .  

Reply-Forget i t ,  I made t r o u b l e  r e p o r t  myself and no one  else 
involved i n  maintenance c e n t e r .  I called Jackie i n  maintenance Center  
and asked h e r  i f  s h e  had t r o u b l e  t e l ephone  number a t  B e l l  P l aza .  
She found t r o u b l e  and I told h e r  t o  a s s i g n  B e l l  P l aza  trouble t o  m e  
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C . D .  Question-Why d i d  you do t h i s ?  

Reply-Cover my t i m e  as  I was f a l l i n q  behind  i n  my work. 

C.D. Ques t ion-  d6 you know I have seven  o t h e r  t r o u b l e  r e p o r t s  
c r e d i t e d  t o  you? ~ l l  seven customers s a y  t h e y  knew of no t r o u b l e  
on  t h e r e  te lephone  service and t h a t  t h e y  d i d  n o t  make any  t r o u b l e  
r e p o r t s .  

Reply-Do what you have to do. 

CDC t o  JNBrHave i n  my o f f i ce  a t  2130 p - m -  10-10-90. 
CDC- d i d  your s u p e r v i s o r  John Bowers i n s t r u c t  you or t e l l  you 
t o  make t h e s e  r e p o r t s .  

.reply-No John B o w e r s  d i d  n o t  t e l l  m e  t o  make t h e s e  r e p o r t s .  

. -. 

.. . . 
1 3  , S e r v i c e  Tech. 
/? CDC-David Chasteen, M g r .  I L M  Miami M e t r o  
15 JNB-John B o w e r s .  Asst. M g r .  1C.M a a m i  Metro 
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; s i s canc  V i c e  P re s iden t -Secur i ty  
: lanca.  Geor31a 

n e r a l  Nanaqer-Network, South F l o r i d a  
'P-Labor Re la t ions -At l an ta ,  Georgia 

EMPLOYEE D EFALCATICN 
1 

& W A G E R  (SUSPECq) 
I 

"E" 
- 

'2 -- ASSISTANT Y M A G E R  (SUSPECT) 

'3 OUT O F  SERVICE TROUBLES 

- 
r 

The Souch 'lorida Security o f f i c e  w a s  requested by M s .  Linda Isenhour .  
m e r a l  Manager-Network/Souch F l o r i d a ,  t o  invest igate  irregularit ies n o t e d  by =he 
:adquarters  Staff-Network, on a rev iew i n  the N o r t h  Dade Divis ion.  The review 
J t e d  t ha t  it w a s  - a p p a r e n t  t h a t  customer t rouble  reporzs w e r e  d e l i b e r a t e l y  
in ipu la t ed  i n  o r d e r . t o  m e e t  a public service Commission Index. 

In t e rv i ews  and signed statements o b t a i n e d  f r o m  and Diane 
iwards , Assis tant  Managers, suppor t ed  the staff  f indinqs . The in te rv iew and 
igned s t a t e n e n t  o b t a i n e d  from also i d e n t i f y  problems which supporz 
le scaff f i n d i n g s .  J. W. Sellers,  O p e r a t i o n s  Manager, when interviewed,  denied 
ly knowledqe t o  s u p p o r t  t h e  s taff  findings.  The. remaining i n t e r v i e w s  and  s igned  
:ate?nenKs from BerKha Brooks, Maintenance A d m i n i s t r a t o r ,  Clyde Borne, AssOciaCe- 
:naaer. Alexander zloir, Assistanc :lanager, c o u l d  n e i t h e r  s u p p o r r  o r  deny =3e 
:aff f i n d i n g s  of a p p a r e n t  n a n i p u l a t i o n  of results.  

The r e s u l t s  o f  t h i s  inves t iga t ioa  w e r e  discussed w i t h  J. W. S e l l e r s ,  
3erar ions Manager-Network. 
6 

.I. 

-C- 

* 

___^_- -w 1 
enera l  S e c u r i t y  Manager 

. "  ^ .  
~. ,-k-L..GOL 

1 A s s o c i a t e  Manager-Security 

r a l  :.fanaqer-?ersonnel 

2-161 k E  



' I  . I  

8s~sianc Vice President-Security 
lanra, 3eoz31a 

'P-Labor Relations-Atlanta, Georgia 

a-.9- ' .  I D.p: 

i 10/30/90 
I J 

'-A South Florida I Miami, Florida 

" E " 

*WAGER (SUSPE ) EMPLOYEE DEFALCATION 
2_-- 

- ASSISTANT WAGER '(SUSPECT) - Y  - I -  
J e  * 

2 OUT .OF SERVICE TROUBLES 
H. BOOKER I 11 I 

I 
--m- i 

, 10/15/90 to 10/30/90 I - 
i 

The Sourh  Tlorida Security Office was requested by Ms. Linda Isennour. 
=ner+l :<anager-Network/Souch Florida, to investigate irregularities noted by Che 
=adquarters StaffyNetwork, on a review in the North Dade Division. The review 
3ted that it was apparent that customer trouble reports were deliberately 
inipulated in order to meet a Public Service Commission Index. 

Interviews and signed statements obtained from and Diane 
jwards, Assistant Managers, supported the staff findings. The interview and 
ignea siatemenc obtained from also identify problems which support 
le siaff findings. 3 .  W. Sellers, Operations Manager, when interviewed, denied 
11, knowledge to support the staff findings. The remaining interviews and Signed 
-aienenrrs from Eerrha Brooks, Maincenance Administrator, Clyde Borne, ASSOci~~=. 
2naaer. .-  _ .  Alexander Hair. Assistanr Xanager, could neither supporz or deny ='-e 
-a;- :md ings  of apparenr: zanipulation of results. 

The results of this investigation were discussed with J. W. Sellers, 
Jeraricns Xanager-Network. 

,,. 

- - _ -  

-C- 
- - 

I -- -.T: 
eneral Security Manager 

, "  
^ I  ,k.eML- 

Associate Manager-Security 

I neral Xanager-Vetwork, South Florida - - 

ral Nanaqer-Personnel 

m e  3-161 
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NORTH FLORIDA 
SPECIAL STUDY 

W E S  RELATED DISCIPLINE 

r 3. 
-Service Rep 
Jadisanvi l le ,  FL 

3-1-90 Gunseled 
d i f f e ren t  

A'ITAO: I 

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

'0 - . FGI-IU 31814 Current Entry 
No Grievance filed 
No Security Investigation / 

?. 



5 .  
. ~. S e r v i c e  Rep 

L-+:?.:oa , FL 

3-12-89 

4-16-90 Suspension removed. Special discussion entry placed i n  record i n  

-- - 
Suspension fo r  fa l se ly  reporting sales items on service orders 

settlement of grievance 

- ATTCHED: 
- Form 3 1 8 1 4  Current Entrie - Farm X 3 A  Record of Grievance 

NG k u r i t . y  Inv?stigation 
.- 

6. 
Service Rep 

, Gcua; Ft 

’ -- 9-26-85L-Suspended for falsely reporting sales i , m s  on ervice orders 

4-16-90 Suspension removed. Special di-sion en t ry  placed in record in 
settlement of grievance. 

ATTACHED: 
Form 3131-B Current Entry 
Form 3538 Record of Grievance 
No Security Investigation 

Senice Rep 
cocoa, n 
9-7-83 Suspended f o r  falsely reporting sales items on service orders. 

ATTACHED: 
Fo-m 3181-B Current Entries 
Fom 3G3A Record of Grievmce 
=xcurity Investization 
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I Record of Grievance between 

3. Union's statemeit 
.. - 01 What 

Happened - 
-. -. . 

4. specific Baris 01 
Grievance OT Secfon 

\ 'V OVL. 

!?FCEr"E" -3- 
I 7  -&-  .a? 1 Communications Workers of America and 

C A R 0  0 Bellsouth Advanced Systems 

Jusc S u s ~ L o n  
. 

i 

A-CIPC 11 1H 

0 Bellsouth Advertising and Publishing 
0 Bellsouth Services 
U South Central Bell 
0 Southern Bell 

No. 
3101 

5. Dale Glievance Filed 

The employee w 
Stalemmt with false-y - 

6. Company's - 
01 What Happened 

/o -2c -1 
m R  a& ,'*> /+-&c+ 1 Date 

V n g V W l N  

ras suspended for oneaay due to ngconduct in connection 
reporting sales items on service orders. 

I 
The-'disciplinary action taken was .PQ ropriate and just. 

,. . 7. Proposed 
DispoLition- 



19. Medimtion 
Record 

- 
-*Title being Sought if Promotion Grievance 

*.ll rnwe man one Grievant. uta attachment Lo relIRl required intom-. 

Where sumient space is nm available. make attachmats as ncessary m this lomr Attachments Should also include Mer% paNes. position ai  each 
conterence. Patemens. aliidavits. and OW pednent intamation. 

Fk3  copies d mis lorm are to be submined to me Company at me initial level 04 pramtation. F w r  01 mese toms are Io be m m e d  to me Union representative 
Showing me poposed diwsit ion 01 the gtievance One copy will be returned to me Company swrmg me PO- disposition 01 me grievance. @.e. accepted. 
r q u i e d  w appealed Each representative of me pames will l m a r d  one copy to me nen higher b e l  01 orgentzation. as applopriate. 

AI me 3rd level each pamy will turnish one cow 01 me grievance lorn la enrr, 01 pro,msed d i sv t i on  and me Umon's acceptance. rqecl~on or ~ppeal .  The 
Position 01 each pamy shall be indicated On Lines 16 and 17 priw 10 l-arding 10 me Fwnh level. 

. . .. . .  . 
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PE a r i r  

rnECLP,ZO 1 - >-- $0 
CARD 

S l h A L  OISPOsJM* 

C O k S  

Local so. 

3101 

3JSt. svcs. 
Oewnment 

Senlorln, oats 

Record of Grievance between 
Communications Workers of America and 

~~ 

0 Bellsouth Advanced Systems 
0 Beltsouth Advertising and Publishing 
0 Bellsouth Services 
USouth Central Bell 

Southern Bell 

and other ap l i i ab le  sections. me w e  intent and 

01 What Happened 

1. Grievance 
0CC""ed 

: - 
- 

2. --Gri&ng Employe 
Or Work Group 
l""0l"ed - -_ - 

I 

Dale SPcafc LSO- h Slats 

. 09-2%39 Ekrritt Island. Florida 
Oewnmml -me 1"- 11 *wtrable 

Cuse. svcs. WQ.. 
Name-ol Employee w Work GmuP 

Addles 

Job Tine N C.S. Dare 

7. Propored . Disposition- 

~~~~~ ~ 

I ilwVHlcd ~ e ~ i i ~ ~  . i1-2-3 I cmw-;-eXm I"lPec1 Perronnll 
Record- tale Second Lewd 11-0149 Dne 

m e  11-0!.-89 
12. Propo*ed The s u s p e n s i o n  e n t r y  w i l l  be removed and reimbursement made. The followin 0 

e n t r y  wlll be made - "Spec ia l  review and d i s c u s s i o n  h e l d  w i t h - e m p l o v e e  r e f e r e r  .. - - ___ Disposition ~ 

Third L e v 4  I handl ing  customer c o n t a c t s  and r e l a t e d  r e c o r d s  i n  an *m&se. business 
rGgZ7imanner. 

I - -  -- 

PREPARE 5 COPIES 
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A N I  

(NIL DISPOSITION 

0 South Central Bell I PSouthern Bell 
OOES 

Record of Grievance between 
Communications Workers of America and 

0 Bellsouth Advanced Systems 
0 Bellsouth Advertising and Publishing 

7:Pmpoud 
Dirposh,7- 
Second Lerd 

1 I 

CornDanv w i l l  redo entrv a s  follows - P"rlPd e ee f ,,"D - C €  I. 
1 2  Proposed 

Disposition - 
Third Lerd business  manner". (Refer to  Line 16) 

The -- =et- . . .  
.,. a 

1 1  P.0p.ned 
Dispolilian - 
Fourth Lcrd - Sipnw: 
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*Title being sought it P r m h s n  Griwince 

* * I1  more man one Grievant, use anachhmeni m reUm required intnmation. 

Where sulticiem space is n n  available. make atecnmnu as necessary m a s  lotrn. MBChmentS should also tnclude leners. parties' position a1 each 
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Re-interview o f  I /  
x O n  October 6 ,  1989, w a s  i n t e rv i ewed  r e g a r d i n g  t h e  
3 f i v e  service o r d e r s  n e g o t i a t e d  by h e r  w i t h  s a l e s  d i s c r e p a n c i e s .  

The fo l lowing  unsigned s ta tement  w a s  p repa red  o u t l i n i n g  the 
de ta i l s  of  t h e  in t e rv i ew.  

- 

b 
7 

“ M e r r i t t  I s l a n d ,  F l o r i d a  
October 6 ,  1989 

I, , do  he reby  make t h e  f o l l o w i n g  free 
and vo lun ta ry  s t a t e m e n t  t o  A. F. Brad ley ,  who h a s  i d e n t i f i e d  
himself  a s  a S t a f f  Manager-Security for Southern  B e l l  Telephone 
and Teiegraph Company. I r e a l i z e  any s t a t emen t  I make may be 

8 
9 
‘0 - 

12 used a s  evidence.  

I a m  a Customer S e r v i c e s  R e p r e s e n t a t i v e  a t  t h e  M e r r i t t  
14 - . I s l a n d ,  F l o r i d a  B u s i n e s s  O f f i c e .  My NCS date w i t h  Sou the rn  B e l l  

is - I have reviewed w i t h  M r .  Bradley,  f i v e  
service o r d e r s  t h a t  I had t h e  i n i t i a l  c o n t a c t  w i th  t h e  customer 
o rde r ing  new service. I have been advised t h a t  on e a c h  o r d e r  
there w e r e  services or fea tures  t h a t  t h e  customer c la ims h e  or 
s h e  d id  n o t  order. 

/ 3  

/ 6  
I7 

E 
I h‘ave no e x p l a n a t i o n  why these cus tomers  would make such  

I do  n o t  a t  any t i m e  place any  service o r  f e a t u r e  on comments- 
a s e r v i c e  o r d e r  t h a t  I d i d  n o t  d i s c u s s  w i t h  t h e  customer.  

20. 
21 
AX 
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If this kind of thing is happening, I feel .that the 
Company should give me or other representatives, if necessary, 
additional training and development regarding service orders. 
Obviously, the Company feels that I have a problem since I have 
been- interviewed regarding service orders twice within the past 
few weeks. On the five service order I reviewed with Mr. 
Bradley, - I  have no recollection of ever talking with these 
subscribers. A l s o ,  when a representative is away from her desk 
and -aid--not.sign off the IBOSS, anyone with the knowledge can go 
to .that IBOSS and type anything and it would show up as being 
tyEed .by the original representative that signed on. " 

. - Employee read the above statement and agreed that 
She refused the contents reflest her comments when interviewed. 

to sign the statement. . -  
Witness: 
A.  F. Bradley 
Staff Manager-Security 
October 6, 1989 

Mike Franks 
Manager-Customer Services-Residence 
10/ 6/ 8 9 e.. 

a3 
- .. 

. 

CLOSED 
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S,OUTHEAST/SOUTit FLORIDA AREAS 

SPECIAL S W Y  

SALES RELATED DISCIPLINE 
- 

PAGE 1 of b 

- 

1. 
Service Rep 
Fort Lauderdale, Florida 
- 

s 
b -  
7 

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

ATTACHED: 

.g 

/ o  
// 
l x- 
I3 

7 -  ' .  . .. - 
B Form Entry . -  

-. NOTE: No 3G3A Grievance Form 
No'Security Investigation 

2 .  
Service Rep 
West P a h  Beach, Florida 

Employee vas suspended f o r  falsifying Company and customer records. She 
provided services to customers without their authorization or knowledge. 

. .  

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

No Security Investigation 

3. 
Service Rep 
West Palm Beach, Florida 

Employee was counseled regarding proper proce 
contacts. 
customer neither requested nor authorized. 

.res for handling customer 
The employee was disciplined for providing services that the 

- N O T E  The employee was originally warned. and during the grievance 
procedure. this was reduced to a counseling entry. 

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

ALSO ATTACKED: B Form Entry Revised Through Settled Grievance 

/ a /  



1) SOUTHEAST/SOUTH FLORIDA AREAS - SALES RELATED DISCIPLINE S'IWY PAGE 2 0 5 6  

- 

x 

5- 
6 
7 
8 
9 

/ O  

-~ - 
2 - 

5: 
Service Rep 
Fort Lauderdale. Florida 

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

ATTACHED: 
,. B Form Entry 

NOTE: No 3G3A Grievance Form 
No Security Investigation 



7 - -  
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SOUTHu\ST/SOUTH FLORIDA ARFAS - SALES RELATED DISCIPLINE STUDY PAGE 3 of 6 

Service Rep 
Fort Lauderdale. Florida 

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

-ATTACHED: 
B Form Entry 

. NOTE: No 3G3A Grievance Form 
No Security Invescigation 

. . -  

. -  
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I CURRENT ENTRY SHEET 

XifJLOY E'S NAME 

3E P A  R TME NT 

* A J u&a* IN T H I S  COLUMN ON T n f  LAST L INE OF THE ENTRY INDICATES EMPLOYEE ADVISED OF ENTRY AND 
REM1NDEO OF R i G H T  TO INSPECT RECORD. 
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@SouthemBell 

I '  j Date 
I -  7 10*-21-9r- 

0- 

3 

10 . 

9' 

- .  

I 

- I  
i 

Form 3r8t .6  
19-80, 

- B  

HeIdBy  Content Of Interview 

'IhchD Terminated .- f o r  misconduct in connection with 

customers being provided vith services they neither requested 

or authorized. 
. . .  

.. - .. - lc+n.ddWdtij-l.P m). 
- 

-. 
2 . -  

. .  

Personnel Record 
Current Entry Sheet 
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SPECIAL STlrDY 
SALES F6LATEr.I DISCIPLINE 
WEST PALM EEACH/ORLAMX) 

+1. 
Services Technician 
w € s t p d L m P € a c h .  n 

Terminated for misconduct that resulted in subscribers being 
charged for certain services which they neither requested or - 7- 

L7-- . 
r authorized. 

- .  ~. 

-- ATl'ACHED: 
. .~ h r m  ~ I S I - B  Current Entry 
.. - Farm 3G3A Record of Grievance 

-Security Statement 
- - 

7 

- -. -. 
2. 

A s s i s t a n t  Manager 
. -  Riviera Peach, FL 

- s m d e d  for two w e e k ~  without pay regardjng failure to properly _ _  
* supervise subrdinates and failure to adequately investigate c~m- . .  

7 
'I 
3 plaints regarding improper activity. 

II 

> ATTACHED: 

1 
Form 3181-B Current Entry 
No Form 3G3h Record of Grievance - Management Employee 

3.  
Administrative Support Manager 
West Palm &a&, FL 

Gninseled regKdrng . his  failure to properly supenrise subordbates 
and his failure to adequately investigate complaints regarding 
voproper activity. -. ; 

: 
i - .AITACH?ZD: 
e Form 3181-B & m a t  Entry 
I No Form 3G3A R e c o r d  of Grievance - Management employee 

Manager 
West Palm Beach. -FL r 

f- 

Terminated for misconduct that resulted in sukcribers being charged 
for certain services which they neither requested or authorized. 

ATTACHED: I - - 
No Form 3151-B Current Entry  
No Form 3G3A Record of Grievance - Management employee 



*.5. 
C@erations ManJger 
W e s t  Palm Eeach. E'L - 

Retired a t  Company-6 option. 

ATTACHED: 
No Form 3181-B au?.ent Entry 
No Fom 3G3A Record of Grievance - Management Employe 
Security Statement 

- 
4.L : . - 

Main'&n;mcc A?uihiatrator 
Orlando, EL 

6:22-90 . kbrned concerning the 00-tness and propzr completion 

- . 

.. - of company and customer records. . 
7 

- 
10-25-90-Teminated - for misconduct t h a t  resulted in subscribers -. 

-.zein& charged for certain services  which they nei ther  requested nor 
authorized. 

ATTACHED. ? -  

, Form 31S1-B Current Entr ies  
? Fom 3G3A Record of Grievances 
> Security Statesent 

M. 
L Services Technician 
3 Orlando, EL 

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

? 
S 

I ATTACHED: 
7 -  Form 3181-B CurrMt Entry 
3 
1 

' e. 
L Orlando, FL 

No-Form 3G3A R e c o r d  of Grievance - No Grievance F i l e d  
Security Statement - 

- Assis tant  Manager-Maintenance 

3 Terminated f o r  mismanagement. 

't ATACHED: 

- 
7 -  Security Statement 

r No Form 3181-8 Chrrent Entry 
No Form 3G3A R e c o r d  of Grievance - Management Employee 



. . .  
*9. 

Assistant Hanager-Maintenance 
Orlando. FL - 

Suspended for two &eks without pay as a result of h i s  failure to 
properly u t i l i ze  employees in their proper work assignments and his  
failure to adequatzly investigate complaints of improper act ivi ty .  

ATTACHED: - 
- Form 3181-B Current Entry 

e-. . -  - Security Statement .- 

210. 

- No Form X 3 A  R e c o r d  of Grievance - Management Employee - - 
~ . .  

... - Manager-Maintenance 
Orlando;~ F% 

.. - 
L 3uspzmded for two w e e k s  without pay.= a result of his  fa i lure  to 

failure to adequately investigate ccmplaints of improper act ivi ty .  
.~ .--.-pmRrly u t i l i ze  employees in the i r  proper work assignments and his - - 

. -. 
' - ATTACHED: -'~. 

Form 3181-B Current Entry 
No Form 3G3A R e c o r d  of Grievance - Mareg-t Employee 

I Security Statement 

*11. - 
Manager-Construction/Maintenance 

3 Sanford. FJA .. 

Suspended f o r  two w e e k s  withcut pay as a result of his failure to . 
pmperly u t i l i ze  employees in the i r  proper work assignments and his 
fa i lure  to adequately investiga*e complaints of improger activity.  

F - > . 
7 ATI'ACHED: 

! 
0 - Security Stateuent 

> -  Form 3181-B Current entry 
No-Fom 3G3A R e c o r d  of G r i e v a n c e  - Management Employee 

12. 
- -Assistant Manager 

? Orlando, FL 

Counseled regarding his failure to properly supervise subordinates 
and h is  failure to adequately investigate amplaints regarding 
improper activity. 

7 ATTACHED: 

i Security Statement 0 

- 
Form 3181-B Current  Entry 
No Form 3G3A R e c o r d  of Grievance - Management Employee 3 

- - 



12. 
Assistant Man,%er 
Orlando. EL 

C m e l e d  regard& h i s  f a i l u r e  to exercise  proper judgement and h i s  
f a i l u r e  to adequately investigatz compla in ts  of imprwer a c t i v i t y .  

ATTACHED: 
Form 3181-B Current  Entry 
No Form X3A Record of Grievance - Manageuent Employe 
Securi ty  Statement 

- 
. .- - 

-.-: .- - : 

14. __  as-:^ aistant Manager 
Orlando, EL 

. . -- 

.. - Counseled regarding his failure to exercise satisfactory 3 - -. 

i! 
i 
L . 
7 

- - ATTACXEQ;: 
Form 3181-E Curreht Entry 
No Form X 3 A  Record of Grievance - Management %lo- 
Security Statement 

judg-t . 

Counseled regarding his failure to properly supervise sub0rdinat.e~ and 
his fa'ilure to adequa-ly inves t iga te  complaints regarding improper 
a c t i v i t y .  _I. 

Form 3181-B Current Entry 
No Form X3A Record of Grievance - Managerent m l o y e e  
Security Statement 

Manager 
1 Orlando, n 
I - .- 
2 
3 

Counseled regarding his failure to properly supervise subordinates 
and his failure to adequately investigate complaints regarding 
improper ac t iv i ty .  

ATTACHED: 
c Form 3181-B Current h t m  > No Form 3G3A Reoord of Grievance - Management Employee 

=-i€y Statement i -  

- 
* h t h e r n  Bel l  demanded these  individuals return any prizes or awards 

they had earned as a resul t  Of the  unauthorized sales ac t iv i ty .  
A l t e r n a t e l y ,  they muld reimturse Southern Bell  for the value of t h e  
p r i zes  or a w a r d s  established of the date they recaived them. 

133 
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0 Bellsouth Services 
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Interview of , Services Technician 
(October 25, 1990) 

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

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

1, , hereby make the follovinq free and 
voluntary statement to Larry L. Meeker. who has identified h-imself 

8 
as a representative for Southern Bell. I understand that this 7 

10 
// - ~ statement may be used as evidence. I am employed by Southern Bell 

in West Palm Beach as a Services Technician. My social security ' X  
net credited service date is , I live at 

I :. My home telephone number is 
/L . -For the last' two years I have done mostly Sales 

which consisted of telephone sales, door to door handouts of 
flyers, and- I made some personal presentations to condominiums- 

17 
The flyers had my name and sales code on them so that when the 
customer called in for service, they would give my name and sales 2.0 

ai number. I worked for and during the last 
xa two years and they were aware of my sales activity all of the time. 
23 I did almost no installation work. I was told to do sales. I was 

PRIVILEGED n m m y  - CLIEXT COXWJXICATION 

number is I ,  my date of birth is MY ?? 
1: - 

29 



1 

1 9  
3 b  

provided a printout vith telephone numbers, names, and addresses, 
with some of the services subscribed to by the customer to call for 
sales. This printout was almost never up-to-date. At times I was 
given -a telephone book to make sale calls from when the printout 
warnot available. I spent time in the 68 Office vhere telephone 
:lines were-set up for us to call out..&. Other times, I did the 
calling from cross boxes in the field. Karie was in the office 
some of time when I called from the 68 Central Office. A lot of 
the time I would call from the cross boxes because of the other 
people-in .. - . the office; I do not remember who the other people were. 

was aware of my sales activity during this time. I 
received _a colored television, 20 inch Sony, from the catalog along 
with-other things thpt I do not remember. I used points from the 
sales I made, and points I got from the sales I made that were 
referred to me by other employees. I talked to every single 
customer that I made a telephone sales sheet on and took credit for 
a sale. I feel that if a mistake was made, it was made in the 
business office because they are the ones who typed the orders in. 
I felt the person in the business office knew or should have knovn 
which ones were sales and vhich veren't. At first I filled out 
sales fornis, but most of the time I just stroked the printout to 
show a sale was made. Sometimes I would fill out the form from the 
printout and the foreman vould take them to the business office. 
I would wait until I had a .  bunch of sales, sometimes two weeks 
later, to fill out the forms. Sometimes the person in 
office, vould fill out the forms and send them to the 
business office. The business office did not like this because it 
caused extra work for them and cost them sales. The flyers were 
handouts, but I did not call these customers. We did not think it 
was illegal. I got a lot of credit from the flyers. We stopped 
giving out the flyers in the beginning of 1990 and the sales vent 
dovn.-We also stopped the telephone calling for sales. My boss, 

-, talked to me about a Public Service Commi'ssion 
complaint in 1989. I do not remember the outcome of the complaint 
because I vas never told. I knov I talked to the customer, but the 
spouse came home and changed his/her mind about the service as far 
as I remember. Kost of the customers vent for the maintenance plan 
because of--the $ 2 5 . 0 0  service charge for repairs. None of my 
bosses have..ever told me to do anything vrong. They have always 
been on the up and up. The reason I did not call the customers 
over fly-ers-vas because I did not knov vhich customers called the 
business office. There vas a toll free number on the flyers that 
vas in Kiarni. 

I have read the above statement, and it is true and correct to 
the best of my knowledge. I have initialed all changes. This 
statement consist of three (3) pages. - 

PRIVILEGED X m R N E Y  - CLIENT COMWJNICATION 
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Personnel Recjord 
Current Entry heel 9 

Date He15 9y 7 i  

7 '11-29-901 Q/'&+- 

t Administrative S u p p o r ~  SIanager 
Emicysa 's  N a r e  

- 

- ConteTt Of lntervlew 

Counseled g h is  fai lure to properly 
r 

p+ :. .~ . 

7- I 

- 1  

v - -  ' . I. ... . supervise subordinaces and his f& ure to adequately iavescigace 

. .  - .  complaincs regarding improper acf+viCy. It-LV-F3 
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1 -  .. 
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I)  Interview ok-. Overations Manaser-Network 
3, ( H o v a m b e r  1, 1990) 

7 vas interviewed and provihed the following y statement. 

5 
b 

. - 

November 1, 1990 
Ft. Lauderdale, Florida 

- 

7 PRIVILEGED ATMRNEY - CLIENT COHlfUNICATION 
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Local Grievance No. 
Record of Grievance between 

Communications Workers of America and 
0 Bellsouth Advanced Systems 
a Bellsouth Advertising and Publishing ~ . - ..,;: , 

.. 
. .  . 0 Bellsouth Services . .  -. -. ’.’!,. .. 

0 South Central Bell , . r !  :.,t- . - 
r: -#-... 

Zl Southern Bell 
I -- I 

lnrohed ’ . . .  . 

Maintenance Admin. 

14. PIOpOred 
Disposition - 
FouIth L e d  



'a - 
+---#,.a,, 

Emolovee dismissed for her involvemenc in sales matter where cusconers 
vere billed for services thev did noc desire noc aporove. EmOlOVei? adnitcec 
that she falsified sales, did not make related customer contacts. and receive 
numerous prizes/awards for her sales efforts. The emplovee implies she vas 
under direction of suoervision to do so. The employee has been covered, anc 
acknowledced, several times as to her "Personal Responsibilitv" to noc be 
involved in any immoral. unlawful, improper conduct, even if SuperViSion 

--. 

This employee followed the-direct orders of her manager and several 
supervisors. Anything she may have done was with the knowledge and 
approval of her superiors. Her termination was not necessary. This - 

~~~~~ ~~ .~~ 
management action was without lust cause. The griwant should be 
returned to the payroll and made' whole in'. aYl.'respec+h: .::..' 

.. . 

19. Medialion 
R d  

-liQebeing sought if Promotion Grevmce 

--I1 more man one G r i e a n ~  use amtnment 10 rellecl required intonnation 



- 
J-::~.: rnt=rvi.ew . . .  of . .  

On September 19. 1990, employee was interviewed 
and .provi'ded the following signed statement to Bradley in the 

1 
F- 
y. . :.presenqe of her immediate supervisor, 

-. -. 
"Orlando, Florida 

- -  - September 19, 1990 
-. ... . 

5 

7 
6- - , 

1, , d o  hereby make the following free 
and voluntary statement to A. F. Bradley, who has identified 
himself as a Staff Manager for Southern Bell Telephone Company. $,- 

/ O  I realize any statement I make may be used as evidence. 

I am old. My birthdate is , and 
. my Social Security Number is I am employed with 

at 7900 Mandarin Drive, Orlando, Florida. My NCS date 
Southern Bell as Maintenance Administrator reporting to 1 3  

/5' 
1s is 8-28-68. 

/ L  
17 
1% 
19 
20 

.I. 

In the Orlando Maintenance Center since the consolidation 
with the Sandlake Maintenance Center, there has been at least one 
employee assigned to telephone sales solicitation. These sales 

- contacts with subscribers concentrated on the Wiring Maintenance 
Plan. 

- 
Within the last two years I was assigned this job. 

, who was in charge of the XI . 22 Initidly, I worked for . 
23 sales program at the time. Prior to my assuming the sales -job, 

fellow employees Bea Leatherman and Joy Folley had the job. a4 - ._ 
When I started in sales I was instructed by 

to upgrade the Maintenance Plan on subscriber lines having only the 
Inside Wiring Maintenance, to the Full Maintenance Plan. This 
would increase the subscriber's bill from $1.50 per month to $2.50  
per month. instructed me to add the upgrade without 
contacting the subscriber. 

I knew when I took over the sales job that Bee Leatherman 
and Joy Folley had also upgraded the Maintenance Plan on subscriber 
lines without contacting the customer. I recall that either Bea 
or Joy mentioned to me that the subscriber-would not notice the 
increase, because most people don't look at their telephone bill 
that closely. 
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After left the Maintenance Center, I was 
placed under the supervision of and 
I never specifically discussed that I was adding the Maintenance 
feature to- subscriber lines without making contact with the 
subscriber. However, I feel that he knew what was going on, 
because on more than one occasion came to me and told 

-me net to send anymore sales referrals in that month. He stated 
that too mahy referrals might initiate an investigation. 

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

. - 2-lr. also knew what was going on. He also 
cimex0 me on more than one~occasion telling me to hold off sending 
too many sales referrals in. I.assume that he was concerned like 

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

My present supervisor, was not aware that 
I added features to subscriber lines without contacting them. He 
has spoken  to me three times regarding problems with my sales and 
placed a warning entry in my record regarding correctness and 
proper compktion of company and subscriber records. - 

.I. 

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

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

upgraded Maintenance Plan. 

- 
The majority of my sales were the addition of' the 

-. - 
Reviewing Company records with reflects that 

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

I was pulled off sales in late June'and have not done any 
sales solicitation since. 
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2 As I stated before, I knew t h a t  what I was doing was 
3 wrong, however, I w a s  following management's instructions. 

+ -< I-have read the above statement consisting of four pages 
and it is true to the best of my knowledge and belief. 

Y. . . .  witn=s%r 
/ a  A. FYEzadley 
/( Staff Manager-Security - /2. -g-tg1$&=y 

1 3  Witness: 
/9 

, 
.. . 

1% 
/L 9-19-90'' 

signed: 

9-19-90 

. -  

II. . 
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"Orlando, Florida 
September 19, 1990 

30 
31.. 
32 
33 
34 

3 9  
40 
41 
41 

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

- I am old. My birthdate is 
. - and my social security number is - I am 

employed with southern Bell as , Orlando, Florida, 
andmy NCS date is - 

In 1988, the Orlando and Sandlake Maintenance Centers 
.consolidated was the 
manager of the Sandlake Maintenance Center. At consolidation, 

was moved to a different job. All managers reporting 
to him either moved to a different job or were reassigned 

At consolidation, Assistant Manager was one 
of the managers moving from the Sandlake Maintenance Center to 
my group.. He advised me that he had a good sales program in the 
Sandlake District and wanted to continue the program in my 
group. lie advised me that he wanted to continue to use 
Maintenance Administrator Joy Folley because she was very 
successful in sales. the sales program under 
his supervision. When the work load permitted, Folley was 
placed on telephone solicitation sales. I am not sure how she 
obtained her leads as that was handled by . The sales 
efforts were concentrated on the Wiring Maintenance Plan 
primarily, and appeared to be very successful. 
thispart of the business to 

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

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

Because there were gifts associated with the sales job 
for the manager of the person actually making the sales 
contacts, to rotate the' managers responsible 
€or sales - 

14 4 
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- 
I don‘t recall the date, but off the sales 

the job 
to Assistant Manager kept that 

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

job unti? suspended the sales program in June, 1990. 

7 - -  - suspended the program when received information that “a- - : there may- be an integrity problem in’the sales program. 

---9 
/& 
f/. 
/2 

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

- - 
, this was such a small percentage of the 

overall sales, - -, maybe one a month, were 
not a sign of a problem. I have known of sales made to one 
member of the family such as the wife or children and the 
husband would call and cancel the sale after receiving the bill. 

-. 

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

/ B  
20 
2 1  

’’. 
21 Administrator 

a 3  
2 Y  as- 

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

I gave the customer complaints to Assistant Manager 
was assured by that 

all of her sales were legitimate. No further action was taken 

2L a7 and after talking with 

a at that time. 

3 6  Following receipt of the complaints in March, I received 
31. -  additional complaints from other customers regarding the 
3’X Maintenance Plan added to their line without their knowledge. 
33 These were also sales by 

did not accuse her of cheating but did place a warning in her 
personnel file regarding her correctness and proper completion 
of Company and customer records. 

Assistant Manager met with 34 
35 
3(. 
-37 
38 I did not take any further action and suspended the sales 
7 9  program -completely. I took no further action because I was 
rt0 aware that Mr. Jackson was going to request that Security review 
yi the matter. - 
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I have been advised that employee assumed that I 
was aware that she was falsely reporting sales. 

Because of the nature of the Maintenance Center b'usiness, 
it was not possible to have a person on sales at all times. 

a steady sales effort each month. 
Also, because of the competition in sales, show 

- 
1 I-have at times personally gone to at the end of 

-the month, especially after a good month, and requested that any 
sales not submitted be held for the following month. Since she 
was the only one selling, this would allow us to show a 
compeiitive effort each month, even when she was assigned other 
diifies or on vacation. The allegation made by that 
I ,had knowledge - she was submitting unauthorized sales is totally 
un*-%e - 

J 

Adding unauthorized f'egtures to a subscriber's line is 
an obvious way to create customer complaints which can easily be 
checked. In no way would I place my long career with Southern 
Bell in jeopardy by endorsing such actions as this. 

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

Signed: 
.._ . 

9-19-90 
. .  

Witness : 
A- F. Bradley 
Staff Manager-Security 
September 19, 1990" 
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In te rv iew o f ,  - .- 

Employee is employed as the  
Orlando, F lor ida ,  and h i s  NCS date wi th  Southern B e l l  is . 

was interviewed on October 17, 1990, and provided 
t h e  following signed statement.  
_ -  

The correspondence r e fe r r ed  t o  i n  s t a t emen t  is 
the-same correspondence obtained from employee El izabe th  Su t ton  
a d  shown as Exhibi t  $1 t o  t h i s  r e p o r t -  - 

"Orlando, F lo r ida  
October 17,  1990 

I, . do hereby make the fo l lowing  
free and voluntary s ta tement  t o  A. F. Bradley, who has  
i d e n t i f i e d  himself as a Staff Manager f o r  Southern B e l l  
Telephone Company. I r e a l i z e  any s ta tement  I make may be used 
a s  evidence. 

I am My date of b i r t h  is 
. and my s o c i a l  s e c u r i t y  number is I a m  

employed with Southern B e l l  a s  , Orlando, F lo r ida ,  
and my n e t  c r ed i t ed  service d a t e  is 

When M r .  Perera  became our  D i s t r i c t  Manager, he  
encouraged sa l e s .  The Maintenance Center wanted t o  be 
compet i t ive  with the I n s t a l l a t i o n  and Maintenance fo rces .  W e  
knew- they  had someone earmarked for sales because w e  s a w  the 
force repor t s .  W e  tried to encourage a l l  employees t o  m a k e  
sales dur ing  t h e i r  normal contac ts .  W e  eventua l ly  evolved to a 
"boiler room" type operat ion.  I do no t  recall d i scuss ing  t h i s  
type opera t ion  with anyone above m y  l eve l .  I d o n ' t  recall 
r ece iv ing  any correspondence regard ing  t h e  " b o i l e r  room" type 
ope ra t ion ,  not  being sanct ioned by the Company. If I had, I 
would have c e r t a i n l y  ceased the "boiler room" ope ra t ion  
immediately- I have j u s t  reviewed correspondence from Linda 
Isenhour ,  Operations Manager-Network dated May 2 4 ,  1988 and June 
21, 1988, r e l a t i n g  to "boiler room" opera t ions  and M r s -  
I senhour ' s  concern regarding such opera t ions .  This  is the first 
t i m e  I have seen t h i s  correspondence o r  been made aware tha t  
" b o i l e r  room" opera t ions  w e r e  no t  approved or sanc t ioned  by 
Southern B e l l .  I have reviewed my statement-dated September 19, 
1990, and have no add i t iona l  information t o  o f f e r  a t  t h i s  t i m e -  

/ 5 2  
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- 
I have read the above statement consisting of 2 pages and 

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

---9 Witness: 
A. F. Bradley 
Staf? Mgr. -Security 

/a 
//. / z  Oc€ober 17, 1990 

-1 3 ELl%n $- Reddick 
/'Y Assoc. Mgr.-Sec. ' 

. 10-17-90" 
- 

Signed: 

10-17-90 

I -. 
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J)  Interview of . 
a. On September 17 ,  1990 and SeptembeY- 18 ,  1990, employee 
3 w a s  interviewed and provided t h e  fo l lowing  s igned s tatement  

to Bradley i n  the  presence of Manager 
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“Orlando, Florida 
September 18, 1990 

J 
I ,  , do hereby make the following free 

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

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

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

with Southern Bell as Services Technician and my NCS date with 
Southern Bell is - I report to at 
1227 Division Street, Orlando, Florida, and I may be contacted at - -  - 

-. 
2 

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

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

I took my supervisor’s suggestion and began submitting 
Network Sales Referrals without contacting the subscriber on lines 
that cnly had WMR Maintenance. Since Mid March, 1989, I estimate 
that I have taken unearned credit for hundreds of the uuaraded 

- .- Maintenance Plan sales without contacting any of the subsc>ibers. 
I have reviewed 499 Network Sales Referral sheets that 

I submitted in May, 1990. All of these are sales referrals I 
submitted without contacting the subscriber. I did not keep any 
records of my sales referrals since March of 1989, however, I did 
submit a substantial number of referrals each month on subscribers 
that I aid -not contact. During this period I only submitted 
unauthorized referrals on the upgrade ofthe Maintenance Plan. All 
other sales referrals that I submitted on Custom Calling features 
or RingMaster were actual sales from a customer contact either by 
the telephone or in person. - - 
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-2 Following the initial suggestion from my supervisor 
7 to submit unauthorized sales, we have not discussed the 
$+ matter again. 

I continued to submit unauthorized Maintenance Plan sales 
until the GoldLine sales referral program went into effect in my 6 

7 - district in June of this year. Under the GoldLine Program, all 
-8 -. - salFs are qeferred to GoldLine and they recontact the subscriber 

and confirm the sale. This made it impossible f o r  me to submit a 
sale without first making contact with the subscriber. - 6 4  

5 
- 

4 
- 

/I . . -  My second level supervisor from March, 1989 until April, 
- 199Q.-was . He was no t  aware that I was submitting 

.- Any discussion I had with management about sales was false sales referrals. I never discussed my sales with - 1 3  
1-Y 
/S with-ky supervisor. , -  

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

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

- When I was asked to come into the office to concentrate 
only on sales, I felt that this was a good opportunity for me not 
only t 5  reverse my poor attitude, but to also prove to the company 
that I was a good contributing employee. I worked very hard in 

- -the beginning on sales, but was not keeping up with the sales made 
by others in my district. Because of this, I decided to take my 
supervisor’s suggestion to refer sales without contacting the 
subscriber, so that I would look good in the eyes of the company. 

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

I am glad that this problem has been uncovered. I knew 
that what .I was doing was improper, and it has bothered me ever 
since I started. - - 
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- - a I have read the above statement consisting of four pages 
and it is true to the best of my knowledge and belief. I have 6 initialed all pages and corrections. 

6 
-7 
--&e-- -WitnZss z - 
-+@ staff Manager-security 
9 A. F. Bradley 

// 9-18-90 . . -  
_ -  

. .  16- Review of 
- 

- Signed: 

. -  
Sales Results 

9-18-90 



0 . Interview of 

a, On September 17, 1990, , employee 
immediate supervisor, was iaterviewed and provided the following 
signed statement to Bradley in the presence of Manager Mann: 

r 
b 

"Orlando, Florida 
September 17, 1990 

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

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

/I- - I am old. My birthdate is 
p I am employed with 
/3 Southern Bell as an , and my NCS date is 

1.r is a Service Technician reporting to me- 
/l  I have - working in Installation and Repair as needed. W h e n  
17 the work load is not heavy, I remove him from I&M work and put him 
J B  on sales. contacts customers either by telephone or in 
17 person to sell Custom Calling features, Maintenance Plan, 
2 0  RingMaster, etc. He will use Company records to determine what 
=U features a subscriber has on their service. -ye will then call the 

and my Social Security Number is 

/ f ;  
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customer and attempt to s e l l  t h e m  a new fea tu re  or get  them t o  
upgrade a service. I have been advised  by Secur i ty  S t a f f  Manager- 
Bradley t h a t  s eve ra l  sales shown on Company records a s  made by 
employee have c o m e  back. E i t h e r  the customer has  c a l l e d  i n  
c la iming they  d id  not  o r d e r  t h e  service o r  when a customer has  been 
contac ted ,  they claim aga in  t h a t  they  did not  order t h e  service. 

- - 
. .  . .  - I. have reviewed 2 8  customer records with Mr. Bradley, 

xhere  i n  each case  t h e  customer c a l l e d  i n  o r  was contac ted  and 
denied.: t t tat  they w e r e  contac ted  by Southern B e l l  regarding an 
upgrade i n  t h e  Wiring Maintenance Plan. An upgrade i n  t h e  plan 

'would'i3crease t h e  customer b i l l  for t h i s  service from $1.50 pe r  
month-to $ 2 . 5 0  per  month. .. 

- - 
... -. I a m  aware t ha t  employee has  made seve ra l  hundred 

s a l e s  i n  a month. Hbwever, it.k my f e e l i n g  t h a t  t h i s  number of 
d i sc repanc ie s  is unusual. 

This  problem h a s  come up be fo re  with bu t  no t  i n  
this volume. H e  was ques t ioned  regard ing  5 o r  6 s a l e s  r e t u r n s  i n  
a month and he assured m e  t h a t  h i s  sales w e r e  on t h e  up and up. 
T h i s  problem came up l as t  summer or f a l l ,  and I w a s  no t  a w a r e  of 

maintain good records a s  t o  who h e  spoke wi th  when he  made a s a l e  
t o  a subscriber. .I. 

If customer sales are being improperly repor ted ,  I am no t  
aware-of it. I do no t  condone no r  have I ever ins t ruc t ed  employee 

.. . 

- any add i t iona l  problems u n t i l  this inc iden t .  H e  was i n s t r u c t e d  t o '  

t o  r e p o r t  improper sales. 

I have read the above s t a t emen t  cons i s t ing  of 2 pages and 
it is true. I have i n i t i a l e d  each page and a l l  co r rec t ions .  

- Signed: 

Witness: 

9-17-90 

A. F. Bradley 
Staff Manager-Security 
9-1 7-qnlI- - 
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Second Interview of 

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

On September 20, 1990, 

- "Orlando, Florida 
September 20. 1990 

- 
I. , do hereby make the following free 

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

I am employed with Southern Bell as 
and my NCS date is 

and my social security number is 

I have been advised that I have been identified by craft 
employees and as the management 
person providing them with the idea to add the upgraded 
Maintenance Plan to subscribers' lines without contacting the 
subscriber. This is absolutely untrue. At no time did I ever 
tell either of these employees to report fdlse sales. 
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As I recall, shortly after was on the sales job, 
either I went to him o r  he came to me and we discussed his low 
sales. asked me how Renee Smith, the Services Technician 
that did the sales before , made so many sales. I recall 
telling that I had no proof but to make so many sales, I 
tTought that Smith may be cheating.. I also told that Joy 
Folley, a Maintenance Administrator handling sales in the 

-Maintenance Center, told me on the day she quit the Company in 
July, 1988, that she was cheating on her sales. She stated that 
she added the Maintenance Plan on subscribers' lines without 
contacting them. She said something like, everybody needs 
protection. I don't remember if I informed my supervisor, 
-. - -, what Folley said. 

I do recall that last summer, possibly in June, my 
superrisor gave me six or eight customer sales that 
were returned where the customer claimed they were not contacted 
by Southern Bell. These were sales reported by I went 
to him and questioned him about the sales and he assured me 

2 b  there was no problem. I viewed these few complaints as 
customer-s calling back because they really didn't want the 
Maintenance Service. 

/5 . 
16 
/ a  
1 9  

2 -  
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17 

- .- 

34 
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Again in the late summer of 1989, there were 
approximately ten additional sales referred by returned 
for the same reason. Again I questioned and he said there 
was no problem with his sales and he did not understand why the 
sales were returned. He insisted that he did speak with someone 
at the subscriber's residence and possibly the sale was held by 
the Jacksonville Service Order Group. was also 
with me when I spoke with Sloan the second time. We both told 

that it would be a good idea to note on the sales referral 
who-he spoke with when he made a sale. I did not follow-up to 
see if he was, in fact, noting his sales referrals. 

Employe e only worked for me a short time 
while I was in the Maintenance Center and she only sold for me 
on a few occasions. Again, I never instructed her or suggested 
to her to cheat on her sales. 

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

There are gifts associated with high sales and I have 
been the recipient of several such gifts. However, I would 
never jeopardize my job with Southern Bell cheating on sales to 
receive gifts. - - 
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I have read the above statement, consisting of 3 pages 
and it is true to the best of my knowledge and belief. I have 
initialed each page and all corrections. 

Signed: 

9-20-90 

- 
- 

Witness  I 
A. F. Bradley 
Staff- Mgr -Security 
September 20. 1990 

Sept. 20, 1990" 
. .  

. -  



d 

.- 

-27- 

1 Interview of 

3 On October 17, 1990. Assistant Manager 
-Y was interviewed and provided the following signed statement: 

- - 
-?-- . 

"500 N. Orange Ave. 
-- c Orlando, F1. 

10/17/90 - 7 

a _ -  1, do hereby make the following free 
and voluntary statement to L. S. Poppell, who has identified 
himself as an Associate Manager-Security for Southern Bell 
Telephone Company: I realizs this statement may be used as 
evidence. 

9 
-je 

D. 

ram old. My birthday is and 
my social security number is - I am employed by 
Southern Bell as , and my NCS date is 

/3 
I ?  /r 
16 

3 7  
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To the best of my memory the boiler room concept started 
four o r  five years ago when the first Hawaii trip was awarded. - 
I believe the concept (boiler room) was suggested by 

person - because he won the first Hawaii trip as a management 

I never discussed the boiler room concept with Issy 
Perera and Jackson or Mr. Randy Perry. However. Perera and 
Jackson had to be aware of the boiler room operation because if 
the tr6uble load got heavy they would tell u s  to take people off 
sales. I have no indication that Ur. Randy Perry was avare of 
the boiler room operation. 

I was never told of sales points being withheld o r  not 

When I saw the outstanding results of and 
, I worried that their results were realized 

honestly - did not work for me, therefore. I had no 
contact with her. I approached on four different 
occasions 'and on two of these occasions, was 
present and assured us everything was correct and honest. 
On tvo occasions Liz Sutton, Area Sales Coordinator, returned 
approximately twelve of sales because the customer 
denied placing the order. and I interviewed 
and he assured us everything was honest ana it probably was 

awarded if any sales were through a boiler room operation. 
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a n o t h e r  fami ly  m e m b e r  w h o  p laced  t h e  o r d e r .  Even a f t e r  
and I t a l k e d  t o  I never though t  abou t  s p o t  checking  b; 
c a l l i n g  some of sales. A l s o ,  no one e v e r  sugges t ed  t o  
m e  t o  c a l l  sa les  as  a follow-up to i n s u r e  he  w a s  n o t  
c h e a t i n g .  
- 

I - n e v e r  discussed w i t h  Liz S u t t o n  w e  w e r e  u s i n g  a boiler 
room o p e r a t i o n  and i n  m y  op in ion  s h e  was never  aware of o u r  
o p e r a t i o n  of a bo i le r  room. 

- 
I have never  s e e n  any Company correspondence p r o h i b i t i n g  

b o i l e r  room type sales s o l i c i t a t i o n  and no one h a s  t o l d  m e  n o t  
to u s e  t h i s  approach. - -  - 

S a l e s  o b j e k t i v e s  w e r e  - p a r t  of my 5100. My 1989,  5100 
. o b j e c t i v e  f o r  s a l e s  w a s  set a t  S12.000.00. My a c t u a l  1989 

resul ts  w e r e  around $SO,OOO.OO. Based on my 1989 r e s u l t s ,  m y  
1990 ,  5100 sales o b j e c t i v e  was se t  a t  $32,000.00. These 
o b j e c t i v e s  w e r e  set by Manager - I have neve r  
r ece ived  an  I I A  award based on sales, t o  my knowledge, b e c a u s e  
I have received an I I A  each  y e a r  for  t h e  p a s t  t e n  yea r s .  

I l e f t  the Maintenance C e n t e r  and took an o u t s i d e  c r e w  
i n  June ,  i988. Before I l e f t  the Maintenance Center  1 r e m e m b e r  

working less than t w o  weeks, and t h i s  is adding 
a l l  t h e  days up, on  sales. H e r  sales ran abou t  twenty a day 
which w a s  accep tab le .  A f t e r  I l e f t  the Maintenance C e n t e r  i n  
1988, w a s  p u t  on f u l l  t i m e  sales. I had no reason  t o  b e  
concerned w i t h  h e r  sales r e s u l t s  and c e r t a i n l y  would n o t  go t o  
her and i n s t r u c t  h e r  t o  c h e a t  when h e r  r e s u l t s  d i d  n o t  affect  
m e .  - 

- worked for  m e  when he w a s  p u t  on sales  f u l l  
t i m e .  The reason  Sloan w a s  p u t  on sales  w a s  because w e  needed 
someone t o  work t h e  sales program and I canvassed everyone i n  my 
group and is the o n l y  person who volunteered .  A t  first 

H e  w a s  concerned and asked m e  how Renee 
Smith had done so w e l l .  I t o l d  him my gut f e e l i n g  w a s  she had 
cheated - and I d id  not d i s c u s s  t h e  p o s s i b i l i t y  of him 

cheat i n  any way. I n e v e r  d i s c u s s e d  my f e e l i n g s  t h a t  S m i t h  had 
cheated w i t h  upper  management because it w a s  j u s t  a f e e l i n g -  

had poor resu l t s .  

cheatmg any f u r t h e r -  I d id  n o t  s u g g e s t  o r  i n s t r u c t  t o  

I have never suggested t h a t  any employee shou ld  c h e a t  on 
any of t he i r  r e s u l t s  and t h i s  i n c l u d e s  and and 
t h e i r  s a l e s  e f f o r t s .  
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I have read the above handwritten statement consisting 
this and 3 other pages and it is true. I have placed my 
.tials on each page and beside any corrections. - 

Signed: 
- - 

Oct. 17, 1990 

Witness : 
tam= Poppell 
Associate Manager-Security 
10/17/90 - -  
Nelson Thornton ' . -  
Associate Manager-Security 
October 17, 1990" 

I. 
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Witness: 
A. F: Bradley 
Staff Manager-Security 
Sepfember 19, 1990" 

Interview of 

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

was interviewed 

"Orlando, Florida 
September 19, 1990 

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

employed with Southern Bell as . in the 
Orlando, Florida District Maintenance Center. - 

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

Maintenance Administrator 
employee used on this job. 

was the last . - 

It is my understanding that the sales program was started 
by Assistant Manager when the Sandlake Maintenance 
Center and the Orlando Maintenance Center were consolidated in 
1988. 

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

sales. 

A1 though reported to me she was left alone to make 
sales contacts, .she was given an office, a telephone and 
customer printouts to make'~her calls. Her sales were very  good' 
and it appeared that very little supervision was required. 
While was under my supervision, I had'no indication that 
she might be submitting unauthorized sales. 

- 

It was recently brought to my attention by Assistant - 
Manager that several complaints had been receivea from 
subscribers that the Wiring Maintenance Plan had been added to 
their service without their authorization. 7 was also advised... . 
that in all cases the sales were submitted by employee- - - .. 

. .  
. .  I have been advised that employee has admitted to 

Mr. Bradley that she has submitted numerous sales of .ttie 

subscriber 
- Maintenance Plan on subscribers' lines without contacting the - . 

. ~ . .  . . - 
~ .~ -. 

I have also been advised that indicated to Mr. - - 
Bradley that I was aware that she was taking credit. fo r  - 
unauthorized sales. 

I was not aware until recently that was submitting 
unauthorized sales. Her statement is totally untrue that I had 
knowledge of this. - __  
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when she worked f o r  me, when 

we had a good month of sales, and asking her to hold back any 
unreported sales that month and hold them for the fOllOWing 
month. This was done so that we would have an even flow Of 
sales from the Maintenance Center for each month. 

4 
I do recall going to I 

3 
4L- 
5 c 
7 Again I was not aware of any unauthorized sales by 

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

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

/3 
// 
/l 

Witness: 
A. E. Bradley 

f7 /a / 9  Staff Manager-Security 
2 0  September 19, 1990 

21 
21 
23 9-19-90'' 

Signed : 

9-19-90 - 

. . .. 

r 
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I n t e r v i e w  of 

is an Ass i s t an t  Manager i n  t h e  Or lando Div is ion ,  

w a s  interviewed on October 18, 1990 and provided 

IMC, and h i s  NCS d a t e  wi th  Southern B e l l  is Apr i l  9 ,  1956. 

r 
t h e  following signed s ta tement:  - - - .  

_ -  
- .  . "Orlando, F lo r ida  

October 18. 1990 . - 
I, . do hereby make t h e  fo l ldwing-  

i >. - f r e e  and voluntary s ta tement  t o  A. F. Bradley, -who. has : 
i d e n t i f i e d  himself as a Staff Manager-Security for Southern Bel2 

evidence - 
- 

Telephone Company. I rea l ize  this s t a t emen t  m a y  be used a s  - 

I a m  old.  My b i r t h d a t e  is 
, and my Soc ia l  Secur i ty  tiumber is I a m  

employed with Southern Bell as i n  t h e  - Orlando D i s t r i c t  Maintenance Center. . 
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AS I stated in my meeting with Mr. Bradley on September 
19, 1990, it is my understanding that the telephone sales 
solicitation program in the Orlando Maintenance Center was 
initially set up and supervised by Assistant Manager Don Babair. 
I don't recall when he started the program but it was several 
years ago. I was not asked by my supervisor if I thought 
setting up the sales solicitation program or "Boiler Room 
Operation" was either the proper o r  improper thing to do. As I 
also indicated in my earlier statement, the person doing the 
telephone sales would be rotated among all the Maintenance 
Center first level supervisors. This would allow the 
supervision sales credit points generated by the sales to also 
be spread among all the supervisors. 

- 
When was placed under my supervision I did 

receive sales points and gifts-based on her sales. However, as 
I also stated on September 19, 1990, she was left alone to make 
sales and she only reported to me on paper. 

19 I was not given any instructions to follow-up on any of 
20 her sales or recontact a subscriber to verify any sale. I did 
2/ receive some telephone complaints from the Business Office 
XX regarding sales, that the subscriber did not order the 
13 Wiring Maintenance Plan added to their service. There-were very 
2.4 few complaints based on her large volume of sales so I did not 
aT think there was a problem with her integrity. When I did 
2 d  receive a complaint I went to her and told her to make sure we 
27 were aboveboard on her sales. I did not take the complaints any 
2 3  further or recontact the subscriber. 

s\9 I don't have personal knowledge that Mr. Bowen, Mr. 
3 s  Perera, or Mr. Jackson knew that we were operating a "Boiler 

31 

I don't have any knowledge that "Boiler Room" sales are 3$ 3 It was never mentioned to%e by 
3s anyone in meetings with my supervisor or any other 
3 6  meetings I have attended. 

In regard to employee she spent the majority af a her time selling. but on rare occasions she would be pulled to 
3 

?/ Room" sales operation. However, I think thefwould have to know - - -  since we generated so many sales. 

. - 
not sanctioned by the Company. 

- - A -  

- 37 
perform her Maintenance Administrator duties. 

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

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

40 w by 
qz. 

1-72 
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In retrospect, obviously the sales program should have 
been better supervised. However, while under my supervision 
there was no glaring indications that may be cheating. 
The Maintenance Center job is very busy and time consuming, and 
on my part, the sales had low priority since it seemed-to be 
going so well with very few subscriber complaints. 

I read the above statement consisting of 4 pages and it 
is true to best of my knowledge and belief. I have initialed 
each page and all corrections. 

- -  
Signed : 

a 
3 
9 
5- c 
7 

a 
7 

/o 

Witness: 
Ellen W. Reddick 
Assoc. Mgr.-Security 
10-18-90 

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

. -. 

I. 
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I n t e r v i e w  of 

O n  September 19, 1990, , Manager of the 
Orlando Network Division Maintenance Center w a s  interviewed and 

L provided the fo l lowing signed statement: 
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Second Interview of 

The Mechanized Time Reporting Forms mentipned in Bradley's 
statement are being retained in the Security file. - -- - - .  .. 

"Orlando, Florida _ -  
October 23, 1990 - . . 

- I. , do hereby make the following. 
free and voluntary statement to A- F. Bradley, who has . 

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

identified himself as a Staff Manager-Security for Southern Bel. - - i. 
- 

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

employed with Southern Bell as a Manager-IMC, Orlando, Florida. 
In regard to former employee Leat&-rman, I remember a - 

call, but don't recall that it was specifically from M r .  Perera 
regarding only one incident about a sale by her. I gave the 
inquiry to a supervisor and as far as I recall the complaint was 



-41- 

2. 
3 Y J- 
6 
7 
3 
7 

L 
1.7 
' 4  

satisfactorily handled. I don't remember which supervisor 
handled The matter, but do remember that I have told all of my 
supervisors on more than one occasion that if any cheating was 
found in the telephone sales, the employee involved would be 
t e -'II~ i na t ed - 

In regard to Leatherman's separation from the Company, 
it w a s  totally associated with her attendance and her sales was 
not a factor. As a matter of fact, I don't recall any other - ' .  

complaints about her sales. 

I have heard Leatherman's sales presentation but d-not 
recollect that I monitored one of her sales contacts or 
overheard her call while stan-ding next to, or near her work 
.position. 

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

Time reporting of time spent on sales is reported to Job 

July 5, 1988, from G. D. Harkness, Segment Manager-I/M; Outside 
Technical Support. I have provided a copy of this memorandum to 
Staff Manager Bradley. 

by myself and Staff Manager for employee 
reflects that she was using the proper sales ( J F C )  code. 1-have 

the year 1990 to date. She stopped using the sales =ode in 
June, 1990, when I ceased the boiler room sales operation after 
learning of a possible problem with 

Function Code (JFC) 2230 'as outlined in the memorandum dated .~~ 

A review of Mechanized Time Reporting forms (FW-152-8) - .. 

provided all of the HTR forms to for employee f m  ~~ . -. 

~- .- 

. .  ~ 

sales. - ~. . 
. I have read the above statement consisting of two pages - .. 

and it is true to the best of my knowledge and belief. I have- ' 
initialed each page and all corrections. . .  . ~. - . -. =-5- - ..  

Signed: - 

10-23-90 

Witness: 
A.  F. Bradley - - 
Staff Manager-Security 
10 - 2 3 -9 0" 
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Third Interview of 

.. . 
"Orlando, Florida 
November 7, 1990 

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

I a m  Orlando, Florida, and can be reached 

-- . - - .  

at .- .- 
- .  - 

- I have been told that Kr. Issy Perera and District Sales 
Coordinator Nick Altuvilla both recall that they ref erred. 
complaints to me in 1988 regarding telephone sales made by 

statement, he recalls that he referred complaints to me about 
Leatherman in April or May. 1988, and that I told him that my 
investigation determined that the complaints referred by the 
Business Office were correct and that Leatherman's sales were 
illegal. As far as I can recall. I never talked to anyone about 
finding illegal sales by former employee Leatherman. I feel that 
I would remember something so important-,and think that Nr. 
Perera is totally incorrect in his recollection. 

Maintenance Administrator Bea Leatherman. In M r .  . Perercs - A. 
. 

- 

- 

178 



-56- 

I do recall that m. Perera wanted to reduce the 
Maintenance Administrator work force. I informed him that I was 
going to be distasteful in regard to Leatherman's poor 
attendance. I believe that she was at the point of suspension. 
He suggested to me that I offer her separation pay. I did, she 
accepted the offer and left the Company. At no time in my 
discussion with Mr. Perera about Leatherman, did we ever discuss 
her sales. A s  indicated in my statement on October 23, 1990, 
Leatherman was induced to resign solely for her attendance. 

In regard to Altuvilla's recollection that he referred 
complaints to me in late 1988 regarding Leatherman, I don't 
recall ever receiving a call from him about sales complaints on 
anyone. Leatherman left the Company in May, 1988, and cannot 
understand why he would have called me in late 1988, regarding 
problems with her sales. 

A s  I mentioned in my statement of October 17, 1990, H r .  
Perera heavily encouraged sales. I do recall that sometime in 
1988, I either overheard it or was told directly by Mr. Perera 
that he wanted to earn enough sales points to get a pool table 
by Christmas. He did get a pool table by Christmas and I assume 
that he got it with sales points. . .  

Prior to Mr. Perera getting the pool table, I was in the 
district office on another matter and the subject of the pool 
table came up in a conversation I had with Nick Altuvilla. 
Somewhere during this conversation I asked how many points were 
needed for a pool table. Nick mentioned to me that Mr. Perera 
did not have enough points but he took care of it. I did not 
question Nick on his statement and assumed that Nick wrote a 
sales point check to cover the table since that was his 

As I mentioned, Mr. Perera strongly encouraged sales.& 
his organization. I recall in a staff meeting, he presented--1hH - 
Manager with a rope and an anchor because of his non- 
competitive sales results. 

In regard .to this investigation, I would like t'o fu-rther 
state that I have nothing to hide, and I am willing to answer 
any questions presented to me as truthfully as I can, and to the 
best of my recollection. 

responsibility as sales coordinator. - - .  

~~ 
. -  

. -  

x 
3 

b 

4 

r 
3 

a7 
aa 

33 
?# 3 

. - 



2 
3 
Y 
.r 
7e 
6 

-57- 
0 

I have read the above statement consisting of three pages 
and it is true to the best of my knowledge and belief. I have 
initialed each page and all corrections. - 

Witness: 
A. F. Bradley 
Staff Manager-Security 
11 -7 -9 0 " . -  

Signed: 

11-7-90 

. .. 
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Interview of 

: was interviewed On September 2 0 ,  1990, 
and provided the following signed statement: ._ 

~. 

“Sanford, Florida 
September 20, 1990 

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

I am old. My birth date is , 
I -am and my social security number is . 

, Sanford, Florida. My office is 

I worked at the Sandlake, Florida Maintenance Center a 3  
from 1983 to March of 1988. I then was moved to 

the Sandlake Installation and Maintenance District 

.- - - .  

employed with Southern Bell as 

located in.Sanford, Florida at 132 Commerce Way. 

until I was moved to Sanford in April of this year. 

I have been advised that 
Services Technician . submitted hundreds of 
unauthorized sales referrals, adding the-@graded Maintenance 
Plan to subscribers’ lines without contacting the subscriber. 

. .  . - - 
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I have a b s o l u t e l y  no knowledge t h a t  t h i s  was happening. 

When I went t o  t h e  Sandlake I&M D i s t r i c t ,  a Sales 
S o l i c i t a t i o n  Program w a s  a l r e a d y  i n  p l a c e  u s i n g  a c r a f t  employee 
t o  m a k e  t e l e p h o n e  and in-person sales c o n t a c t s  w i t h  subscribers. 
I l e f t  t h e  program i n t a c t .  I n  about  March of 1989 ,  t h e  c r a f t  
employee performing t h e  sales job  requested t o  be t a k e n  o f f  
s a l e s .  A f t e r  c o n f e r r i n g  w i t h  first l e v e l  managers f o r  
v o l u n t e e r s ,  it was decided t o  g i v e  Services Techn ic i an  

t h e  oppor tun i ty  t o  demonstrate  h i s  p o t e n t i a l  a s  a sales 
pe r son .  

inmediate  s u p e r v i s o r  a t  t h a t  t i m e  w a s  A s s i s t a n t  
sales e f f o r t s .  __ Manager T who a l so  supervised 

While w a s  on t h e  3ob. h i s  sales w e r e  good. During 
. t h a t  t i m e ,  I d id  receive i n q u i r i e s  on t w o  o r  three occasions 
r e g a r d i n g  q u e s t i o n a b l e  sales by , which amounted t o  n o t  
m o r e  t h a n  a dozen t o t a l  sales, where the s u b s c r i b e r  claimed t h e y  
w e r e  n o t  con tac t ed .  It w a s  determined a f t e r  i n v e s t i g a t i n g  these 
sales ,  f o r  whatever reason ,  t h e  customer changed t h e i r  mind. 

D u e  t o  t h e  large number of sales be ing  submi t ted  by 
and t he  v e r y  l o w  number of i n q u i r i e s  brought  t o  m y  a t t e n t i o n ,  I 
had no  r e a s o n  t o  s u s p e c t  that  t h e r e  w a s  any p r o b l e m  w i t h  
i n t e g r i t y .  However, I d id  take the o p p o r t u n i t y  on each i n q u i r y  
referred t o  m e  t o  stress t o  both and t h e  importance 
of m a i n t a i n i n g  i n t e g r i t y  i n  t h e  sales program. 

I f  I w o u l d  have had any knowledge t h a t  unau thor i zed  sales 
w e r e  b e i n g  r e p o r t e d  by anyone 
removed t ha t  person from t h e  sales program, i n v e s t i g a t e d  t h e  
problem and  would have t a k e n  the a p p r o p r i a t e - a c t i o n .  

I have read t h e  above s t a t e m e n t ,  c o n s i s t i n g  of t w o  pases, 
I have initialed each  page and a l l  correctiom. 

. ... - 
and it is true. 

- .- - 
Signed : 

- 
9-20-90 - 

Witness :  
A. F. Bradley  
S ta f f  Manager-Security 
September 20 ,  1990" 

. 
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: A  Interview of - 
- 

is employed w i t h  Southern Bell as 
Installation/Maintenance, Sanford, 

Florida, and his Na' date is .. From 
: was for 

the Sandlake District in the Orlando Division. He was moved to 
when the Sandlake and Orlando IhH . While in Sanford: in 

Districts were combined under Hanager 
the Sandlake District 
and craft employees : and Kathy Gholson. 

- 
- 

1 Assistant Manager 



-25- 

2, 
3 

b 
7 a 
4 
/ J  

// 
/2 
/3 

520 
ai 
2a 
23 

was in te rv iewed on Oc tobe r  17 ,  1990 and provided 
t h e  fo l lowing  s igned s ta tement :  

“Or lando,  F l o r i d a  
Oc tobe r  17 ,  1990 

1, , do he reby  make t h e  fo l lowing  
free and vo lun ta ry  s t a t emen t  t o  N .  C. Thornton.  who has  
i d e n t i f i e d  himself a s  an A s s o c i a t e  Manager for Southern  B e l l  
Telepnone Company. I r e a l i z e  any s t a t e m e n t  I make may be used - 
as evidence .  

.. 
I a m  old.  My b i r thda te  is 

. My social  s e c u r i t y  number is - I am employed 
b y  S o u t h e r n  B e l l  a s  

, Sanford ,  F1. M y  o f f ice  is located i n  
Sanfo rd  a t  1 3 2  Commerce way and my b u s i n e s s  t e l e p h o n e  number is 

I worked a t  the S a n d l a k e ,  Flor ida I n s t a l l a t i o n  
Maintenance C e n t e r  (IMC) as from - During t h i s  t i m e ,  I had no e f f e c t i v e  sales program. I 
encouraged i n d i v i d u a l  employees t o  t r y  t o  make a sale  when they 
had a customer c o n t a c t  bu t  t h a t  w a s  t h e  e x t e n t  of my sales 
program. When I l e f t  the IMC, I replaced a s  

Sandlake i n  the Orlando T u r f .  

When this group,  a sales s o l i c i t a t i o n  program 
( b o i l e r  room) w a s  already i n  e f f e c t .  I t  s e e m e d  t o  be working 
very w e l l ,  t h e  r e s u l t s  w e r e  good, so I d id  n o t  make any changes. 
Renee Smith,  Se rv ices  Technic ian ,  w a s  the p e r s o n  assigned t o  
full t i m e  sales. She r e p o r t e d  t o  Ass i s t an t  Manager-I&M, _-_ . Toward t h e  end of the y e a r  (1988), Smith s t a t e d  
t h a t  s h e  w a s  t i red o f  sales and wanted t o  go back  o u t s i d e  = - a  
S e r v i c e s  Technic ian  and w e  granted her request. Then i n e a r l y  

. 

I 

. 1 9 8 9 ,  w e  a sked  for a v o l u n t e e r  f o r  t h e  sales s o l i c i t a t i o n  and - 
volunteered. A t  t h i s  t i m e ,  w a s  p l a c e d  - f u l l .  

t i m e  on sales s o l i c i t a t i o n -  I had n e v e r  been to ld  nor  have I 
ever s e e n  any Company cor respondence  t h a t  indicat‘ed sales 

best of m y  knowledge and be l ie f .  Liz S u t t o n ,  Area S a l e s  
Coordinator, and H a l  Jackson and I s s y  P e r e r a .  the  Opera t ions  
Manager of the  Orlando Turf, k n e w  w e  w e r e  u s i n g  employees for 
f u l l  t i m e  sales s o l i c i t a t i o n s .  

i I--‘ 

- 
s o l i c i t a t i o n s  (boiler r o o m )  v e r e  a g a i n s t  Company p o l i c y .  To the - 

- repor ted  t o  A s s i s t a n t  Manager, There 
was no uniform p r a c t i c e  throughout  t h e  D i s t r i c t  fo r  procedures  
i n  t h e  sales program. W e  a l l  knew t h a t  sa les  are  impor t an t  t o  
t h e  Company and each manager used h i s  o w n  i n i t i a t i v e  t o  ach ieve  
sales r e s u l t s .  
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was very effective with sales solicitations and his 
results were very high. On several occasions I asked if 

results were honest and he assured me that they were. 
I knew and had a lot of confidence in his integrity. On 
many occasions I asked if his sales were legitimate and he 
assured me that they were. stated to me that he did not 
have to cheat because it was easy to sell the Maintenance Plan 
and also that his daughter was helping him by selling at school 
and that his church congregation was helping him make sales. 

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

F o r  about three months during mid 1989, Services 
Technician Mary Mitchell 'worked full time on - sales 
-solicitations. I was advised by Liz Sutton that several of 
Mitchell's sales did not appear to be legitimate. Therefore, I 
immediately removed her from sales and informed her of the 
discrepancies. I tried to get copies of these questionable 
sales from Sutton so that I could call the customer but I never 
received them. 

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

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

I have read the above handwritten statement consisting 
of this and two other pages and it is true. I have placed my 
initials on each page and beside any corrections. - 

Signed: 

Witness: 
Nelson Thornton 
Associate Manager-Security 
October 17, 1990 

Lamar Poppell 
Associate Manager-Security 
October 17, 1990" 

10-17-90 

_- 

. .  . i. 
- 
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Second Interview of 

** S an ford , F 1 or ida 
October 2 3 ,  1990 

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

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

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

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

Time charged to those employees exclusively working on 
telephone sales was charged, to the best of my recollection,-ta 

- 

-- .. - - .  

. .  a miscellaneous non-productive code. - ~. . 
- - 

I will assist Staff Manager Bradley in researching FIRS ~ 

. .  ~ - ~ . -  - >. - 
reports to.determine the actual codes charged. 

of this and one other page and it is true. I have placed my 
initials on each page and beside any corrections. 

Signed: 

. .  - I have read the above handwritten statement consisting - 

19-23-90 
Witness: 
A. F. Bradley 
Staff Manager-Security 
October 23, 1990" 

I 8 7  
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Interview of 

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

"Hollywood, Florida - 
September 21, 1990 

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

I am old. My birth date is 
and my social security .number is I am 

employed with Southern Bell as - in 
Hollywood, Florida at 250 SW 62nd Avenue. I may be contacted at 

I was moved into the Orlando Maintenance Center in 
and took the position held by He went to 

the field and took my old position. 

In early 1989, my supervisor, - placed 
Maintenance Administrator : under my supervision. 
At that time, spent the majority of her time doing 

was not telephone solicitation sales. Actual1 y 
supervised by me in her sales job, she just reported to me On 
paper - 

Approximately eight months ago, a letter came down from 
Jacksonville regarding six customer complaints that the 
Maintenance Plan was added to their serVice without th&r 
authorization. They were sales referred by - -and 
the customers complained that they were never contacted by 
anyone from Southern Bell. 

and questioned her about the complaints. 
She assured me that her sales were legitimate and that she'made- 
a subscriber contact on each sale. In fact. she questioned me 
for questioning her integrity. She indicated that she was-a 
former Service Representative and had sales training. 

- -  
- .  - 

I went to 

I discussed my conversation with with my 
supervisor, He felt that six complaints out of 
the thousands of sales by was not out of line. and told 
me not to carry it any further. This was the last time I heard 
about any problems with sales - - _- 
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I left Orlando in late July of this year and transferred 
to Hollywood. 

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

/ b  

Witness : 
A. F. Bradley 

2 0  
2/ 
3.2 Staff Manager-Security 
2 3  September 21, 1990" 

9/2 1/9 0 

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

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

Signed : 

2v Interview of 
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Interview of 

is presently working as 
in Hollywood, Florida. His NCS date with Southern Bell is 

From until his transfer to 
Roilyuood in he worked as . .  . in 
the Orlando Division IMC reporting to second level manager 

. From the first quarter of 1989 until his transfer, .- supervised Orlando Maintenance Administrator - .. - . 

- 
On October 18, 1990, was interviewed and pravided 

- - the following signed statement: 

"October 18, 1990 
Pompano Bch., F1.- - i 2. 

I, , hereby make the following free and 
voluntary statement to Paul A- Johnson, who has identified 
himself as a representative for Southern Bell. I understand 
that this statement may be used as evidence. 

I am employed with Southern Bell as 
in Hollywood, Fla. I reside at 

- 
My date of birth is . and my 

social security number is . I subscribe to telephone 
number . -  
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I have read the statement given to A. F. Bradl'ey, Staff 
Manager-Security, on Sept. 21, 1990. There is nothing I can 
really add to the statement, I w a s  not involved in sales in the 
Maintenance Center. . did report to me on paper but 
that's all. I was not aware of any illegal sales that were 
being done while I was in Orlando. 

I have read the above statement consisting of this and 
one other handwritten page and to the best of my knowledge, it 
is true and correct. 

Signed: 

Witness : 
Paul Johnson 
Assoc. Mgr.-Security 
10-18-90 

Larrv Meeker - 
Assoc. Mgr.-Security 
_I n-3 0-ne.. 

10-16-90 
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I n t e r v i e w  of 

is p resen t ly  employed with Southern B e l l  as 
i n  Orlando and h i s  NCS d a t e  is 

- 

Employee was interviewed on October 17 ,  1990 and 
provided t h e  following s igned  statement:  

"Orlando, F lor ida  
October 17 ,  1990 

I. ' , do hereby make t h e  fol lowing free 
and voluntary s ta tement  t o  A. F. Bradley, who has i d e n t i f i e d  ' 

himself as a S t a f f  Nanager f o r  Southern B e l l  Telephone Company. 
I r e a l i z e  any s ta tement  I make.may be used a s  evidence.- 

I am old. My b i r t h d a t e  is and 
my Soc ia l  Secur i ty  Number is I am employed with 
Southern B e l l  a s  i n  Orlando, 
F lo r ida  and r e p o r t  t o  , Manager-Network/CPE. 
My N e t  Credited Service Date is - I can be  reached 
i n  Orlando a t  . I t r a n s f e r r e d  t o  Orlando i n  a s  
a Se rv ices  Technician from South F lor ida .  .. 

. .. .I . 

Throughout my career I have been very active i n  customer 
s a l e s .  As a mat te r  of f a c t ,  I w a s  a c r a f t  sales l eade r  from 

u n t i l  I t r a n s f e r r e d  t o  the Orlando area.  When I w a s  i n  
South F lo r ida  my c l o s e s t  compet i t ion i n  sales w a s  Se rv ices  
Technician i n  Boca Raton. W e  t r ans fe r r ed  t o  Orlando 
on t h e  s a m e  day and w e r e  ass igned t o  the same d i s t r i c t  ... 

I learned  soon a f t e r  my arrival i n  OrJando t h a t  sales was 

Orlando and quick ly  became t h e  top seller for a l l  of "North 
Flor ida .  It was n o t  so much t o  do with t h e  fact t h a t  I wa.& a 
good seller, it w a s  due t o  t h e  f a c t  t h a t  I took t h e  t ime-and  
e f f o r t  t o  t a l k  with each customer I v i s i t e d  due t o  a trouble 
repor t .  . -  

no t  a high p r i o r i t y .  I continued t o  make sales con_tactS-.in. - .  

- - .  

. .  . .  
I was promoted t o  i n  - ' and  - , ~&. 

- moved i n t o  my c r e w .  Knowing h i s  success  w i t h  sales I - 
motivated him t o  become the Orlando t o p  seller. 

I used him when t h e  load permi t ted  t o  make c a l l  backs on 
repea ted  r e p o r t  subsc r ibe r s  and whi le  checking on their  s e r v i c e ,  
a t t empt  t o  se l l  the newly a c t i v a t e d  Custom Cal l ing  f ea tu res .  H e  
w a s  very success fu l .  I c l o s e l y  observed s a l e s  c o n t a c t s  a s  
I w a s  a l s o  con tac t ing  subsc r ibe r s .  - 
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When I r ece ived  compla in ts  o r  comments t h a t  Maser w a s  
g e t t i n g  the  s o f t  job,  I gave the sales oppor tun i ty  t o  a l l  o f  my 
c r e w  m e m b e r s .  When t h e  o t h e r  c r e w  m e m b e r s  dec ided  t h a t  t h e y  d id  
n o t  care t o  se l l ,  I cont inued  t o  u s e  t o  make t h e  sales 
ca l l s  a s  t h e  load  permi t ted .  I neve r  i n s t r u c t e d  - ' t o  make 
t h e  sales c a l l s ,  he  volunteered;  because l i k e  m e ,  he en joyed  t h e  
customer c o n t a c t s .  I n  1985 or 1986 won a t r i p  t o  Hawaii 
f o r  h i s  sa les  e f f o r t .  

As I r e c a l l  d u r i n g  t h i s  s a m e  t i m e  f r a m e  two S e r v i c e  
T e c h n i c i a n s  i n  my Sandlake D i s t r i c t ,  Dan Wiley and S c o t t  . - 
V a n d e r g r i f t  had problems wi th  t h e  v a l i d i t y  of a l a r g e  number o f  
t h e i r  sales r e f e r r a l s .  The i r  sales w e r e  i n v e s t i g a t e d  by  t h e  
b u s i n e s s  o f f i c e  and t h e  m a j o r i t y  o f  t h e i r  sa les  c r e d i t s  w e r e  
removed from t h e  d i s t r i c t  sales r e s u l t s .  I d o n ' t  recal l  what 
s u p e r v i s o r  t h e y  r e p o r t e d  t o  Eu t  t h e  D i s t r i c t  Manager vas M r .  

'C l ay ton  P i c k e l s  and t h e  2nd level manager w a s  

One p o i n t  I want t o  make is t h a t  wh i l e  working f o r  M r .  
P i c k e l s  and t h e y  bo th  had meet ings,  demanding t h a t  
sa les  i n t e g r i t y  be foremost. 

/ g  
l ' i  
20 

I w a s  moved t o  the Pine  Hills area w i t h i n  t h e  Sandlake  
O i s t r i c t  i n  l a t e  1986 or ear ly 1987. M y  s a l e s  d e c l i n e d  
c o n s i d e r a b l y  as m y  new c r e w  w a s  n o t  sales o r i e n t e d .  - 

I i n s t r u c t e d  t h e  new c r e w  t o  s t a r t  s e l l i n g  and my c o n t a c t  
sales s l o w l y  inc reased .  

I n  l a t e  1987 or  early 1988 Renee Smith,  S e r v i c e s  
T e c h n i c i a n  had a double  knee o p e r a t i o n .  Fol lowing h e r  
o p e r a t i o n ,  she wanted t o  continue t o  work on l i g h t  d u t y  w h i l e  
s h e  r e c u p e r a t e d .  T h i s  w a s  a good o p p o r t u n i t y  f o r  m e  t o  u t i l i z e  
her on t e l e p h o n e  s o l i c i t a t i o n .  - - .  -- 

I had p r e v i o u s l y  used repeat r e p o r t s  as  t h e  s o u r c e ' o f  
sales contacts.  When Smith began s e l l i n g ,  s h e  exhausted- t h i s  -~ 
s o u r c e  a n d  I w a s  able t o  obtain old micro f i che  r e c o r d s  from the  _. 
b u s i n e s s  o f f i c e .  She used these records and s h e  w a s  extremely- 
successful- s e l l i n g  t h e  Custom C a l l i n g  f e a t u r e s  and .the n e w l y .  - . 
o f f e r e d  Wi r ing  Maintenance. 'Plan. - . 3.. 

- 
I n  t h i s  new c r e w ,  I also o f f e r e d  the sales j o b  .to each 

m e m b e r  and  t h e y  all decl ined .  

I n i t i a l l y ,  wh i l e  r e c u p e r a t i n g  from h e r  knee s u r g e r y ,  I 
a l lowed Smi th  t o  make s o m e  of h e r  sa les  c o n t a c t s  from h e r  home. 
Mainly because  she  cou ld  n o t  d r i v e  and she-made ca l l s  d u r i n g  a l l  
( I . E .  5-7PM) hours  of t h e  day. I a l s o  checked on h e r  sales 
p r o g r e s s  d a i l y .  

When Smith came of€ l i g h t  d u t y ,  s h e  w a s  p laced  back  on 
t h e  load and used on s a l e s  on ly  when t h e  load p e r m i t t e d  ( f rom a n  
o f f i c e  a t  1227 S. Div i s ion  S t r e e t ) .  19s 
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I n  e a r l y  1988, M r .  I. Perera replaced M r .  A.  C. Bowen a s  
t he  Orlando Division opera t ions  Manager. 

M r .  Perera was very i n t e r e s t e d  i n  genera t ing  revenue 
through the employee sales r e f e r r a l  program and encouraged a l l  
of h i s  managers t o  increase  t h e i r  s a l e s  e f f o r t s .  - 

In  some meeting e a r l y  a f t e r  h i s  a r r i v a l ,  M r .  Perera 
quest ioned how the  Sandlake D i s t r i c t  maintained t h e i r  high s a l e s  
l e v e l .  I assumed t h a t  my second l e v e l  manager, 
informed him on our sales procedures of u t i l i z i n g  o l d  bus iness  
o f f i c e  microf iche records.  

Shor t ly ,  w e  began rece iv ing  up-to-date microf iche records  
f o r  a l l  of North F lor ida  through M r .  Pe re ra ' s  o f f i c e .  A l l  t he  
foremen i n  t h e  d i s t r i c t  had the  oppor tuni ty  t o  use  t h e s e  records  
t o  inc rease  the i r  sa l e s .  

I.? 
/7  
/'i 
13 - 

/7 / e  
/$ 
2t 
a2 

I continued t o  u s e  Smith t o  make s a l e s  con tac t s  when 
poss ib l e .  A t  t h i s  t i m e  a new s a l e s  program was i n  e f f e c t ,  
whereby, po in t s  w e r e  awarded f o r  sales t h a t  w e r e  used t o  
purchase ca t a log  g i f t s .  Because of this, Smith on h e r  om, 
d i s t r i b u t e d  or shared he r  sales p o i n t s  wi th  h e r  c r e w  members t o  2 b  
be f a i r .  I also received a percentage of t he  s a l e s  po in t s  as 
w e l l  as my second and t h i r d  l e v e l  managers. I d i d  Rot select 

13 catalog g i f t s .  However, I along wi th  M r .  Bowen, Perera  and 
Zrc , f o r f e i t e d  the g i f t s  and accepted a V i r g i n  I s l a n d  1r T h i s  w a s  t h e  r e s u l t  of ou r  winning area  s a l e s  con te s t s .  

26 I n  regard t o  S m i t h ' s  sales, t h e r e  w e r e  a few occasions 
27 when h e r  s a l e s  w e r e  r e f e r r ed  back by the bus iness  o f f i c e .  

2a M y  i nves t iga t ion  revealed either service o rde r  t y p i s t  

3 6  spouse had agreed to .  

/c( 

C r u i s e .  

errors, or a husband o r  w i f e  not  want ing torpay f o r  what t h e i r  - - - .  
2q 

I had no doubts of S m i t h ' s  i n t e g r i t y  because I e i t h e r  
checked h e r  sales or observed h e r  t a lk ing  with customers.- -She 
a l s o  had very few sales returned. 

2 
I l e f t  t h e  I&M organiza t ion  i n  October, 1988 and now work - - i n  the CPE/Data group. - 

I n  regard t o  employee i ,  he worked f o r  m e  i n  
1988. O n  one occasion while  he w a s  o u t  s i c k  or on b e n e f i t s  f o r  
a s h o r t  per iod ,  he of fe red  t o  make sales calls from h i s  home. 
H i s  r e s u l t s  w e r e  very poor for t h e  s h o r t  per iod so I ceased t o  
use  him, a s  it was not  worth the  e f f o r t .  

3 L  
5 7  
3 8  
rr7 
yo -- - 
y-r I heard t h a t  was a sales l eade r  under A s s i s t a n t  

Manager - Since I w a s  no longer  i n  t h e  group, I have Lt= e no knowledge t h a t  may have cheated on h i s  s a l e s .  
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I have been advised that Assistant Manger 
stated that I told him that the Maintenance Center was adding 
features to customer's lines at the time they were restored 
after being disconnected for non-pay. 

I don't recall specifically telling this, however, 
it was a m o r .  Since I had no facts, I did not pursue the 
issue ~ 

6 
7 
8 

In regard to former employee Joy Folley, sometime in - - 
1987, I visited the Maintenance Center to observe her conducting 
her telephone sales contacts to determine if she needed any 
assistance on her approach. During the hour that I was there, 
I observed her complete several sales. I have no information 
that she may have cheated. 

Y 
/3 
// 

/>. 
/7 
/Y  

5- / 6  
/7  
/g 

I C I  
2 0  
3-1 2 x  
23 legitimate part of the sales program. 

- 

In regard to statement that my employees were 
receiving double credit when upgrading the Wiring Maintenance 
Plan, I did not give any instructions to manipulate the service 
order to get extra credit. 

It was my understanding that when the Wiring Maintenance 

plan and connect the full plan o r  the customer would be double 
charged. If we got extra credit, I assumed that it was a 

plan was upgraded, it was. necessary to disconnect the present - 

I have no knowledge (or proof) of any employee cheating 
on sales and if I had, I would as an employee and manager fo r  
Southern Bell, report them to the proper authority. It is my 
desire and duty to comply with any requestrfor information in 

2Y- 

2% the investigation of this situation. - - .  

2. 2r 
27 

- -  -- 

I have read the above statement consisting of nine pages 
and it is true to the best of my knowledge and belief. Lhave 
initialed each page and each correction. - - 

Signed: 
- . 6. - 

- 
10-17-90 

Witness : 
A. F. Bradley 
Staff Manager-Security 
10-17-90 

Witness: 
Ellen W. Reddick 
Associate Uanager-Securi ty 
10 - 17 -9 0" 

- -_ 
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Interview of 

is employed with Southern Bell as an Assistant 
Manager-I&M in the Orlando Network Division, and his NCS date is 
September 8, 1964. .,. 

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

“October 17, 1990 
Orlando, Florida 

I , hereby make the following free and 
voluntary statement to Paul A. Johnson, uho has identified 
himself as a representative for  Southern Bell. I understand 
that this statement may be used as evidence. _ -  

- .  - I am employed by Southern Bell as 
at 6621 South Orange Avenue, Orlando. I subscriber to teiephone 
number My Social Security Number is 
and Date of Birth is . My NCS date is - 

- 
In October of 1988, I was .transferred to Sandlake 

District from the Orlando District. I was never involved in 
telephone canvassing sales until last year. Renee Smith, 
Services Technician came to work for me inside for approximately 
two weeks. I had gone to her since I knew she had been involved 
in sales before. My sales were way down-is the reason I asked 
her. During the time she worked for me I never checked or 
verified any of her sales. I never got any complaints at any 
time on Renee Smith. Renee was an Auxiliary Department Sheriff 
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and I feel a very honest person. I was aware was 
canvassing in Sandlake but can tell you nothing abouchis sales. 
He did not work for me. When the sales points came out in 
January, Renee gave me her points and with this I got a VCR and 
ice chest. She said she got everything she wanted out of the 
catalog and f o r  me to take the points. I had her sign her check 
and I then took it to Nick Altuvilla, Assistant Manager. He 
then took the check and made me a check out in my name. During . 
the time Renee worked for me I do not know how she charged her 
time. During my time at Sandlake, I never received any customer 
complaints on sales nor was I ever aware of any person doing any 
wrong doing and no one brought.anything to my attention. I have 
.never been given any instruction on how to run a sales p-rogram. 
I had heard, but I do not know for sure, that Renee had taken 
some of her points and bought a small fishing boat for 

, Assistant Manager. I heard it was for his birthday. 
The sales program had already been in place prior to me 
transferring to Sandlake. 

I have read the above statement consisting of this and 
two other handwritten pages and to the best of my knotrledge, it 
is true and correct. I have initialed the first two pages. 

Witnessed: 
Paul Johnson 
Associate Manger-Security 
10-17-90 

Larry L. Meeker 
Associate Manager-Security 
10-17-90" 

Signed: 

10-17-90 

--_ 
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Interview of 

is presently employed as 
for the Orlando, Florida I&M District, and his Southern 

Bell-NCS date is 
.~ 

assisted the Orlando Network Division Sales 
Coordinator Nicholas Altuvilla on an "as needed" basis and was 
interviewed to determine his knowledge of the Network Sales Program 
and his instructions and responsibilities as Sales Coordinator. 

was interviewed on October 16, 1990 and provided 
the following signed statement: .. 

-- . - "Orlando, Florida 
October 16, 1990- .- - 

I, .. do hereby make the following .free 
and voluntary statement to A. F. Bradley, who has identified - .  

I realize any statement I make may be used as evidence. 
- himself as a Staff Manager for Southern Bell Telephone Company. -~ 

I am old- My birthdate is - 

. -  

- 
. I am presently - . .  and my social security number is 

employed with Southern Bell as 
reporting to 
Florida. I can be reached at 

at 1227 South Division Street, Orlando, 

In 1988 I was an I&M crew in the 

Network Operations Manager in the first part of 1988, he made sales 
a very important part of our daily business. He stressed pretty 
hard that sales was good revenue for the Company and that we, as 
employees, were overlooking good opporkunities to sell since we in 
the Network group met the customer face to face. 

Orlando, Florida District. When M r .  Perera took over as the A 
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At this time the Sandlake 16M District under Mr. Perera 
was very high on sales and consistently out sold the Orlando 
District. They were utilizing at least one person to do nothing 
else but make telephone solicitation sales. 

. 

I decided to take a person out of my crew to also do 
telephone sales in an attempt to catch up with the Sandlake 
District sales. I talked with my supervisor and he 
agreed. 

I used Services Technician Kathy Gholson. I brought her 
into the Division Street Work Center. Initially, we used the 
Orlando Blue Book and the telephone directory to make calls. After 
about two weeks she was only selling approximately eight to ten 
Wiring Maintenance Plans a day, which was not worth her time off 
the work load. , -  - 

I learned that the Sandlake District was using Customer 
Service Records on microfiche to make their calls. This record 
would show if the customer had either the full or partial Wiring 
Maintenance Plan which we concentrated on. 

These microfiche records were originally ordered and sent 
to Mr. Perera's office. 

. 

was the Assistant Manager in the- Sandlake 
District that was using Services Technician Renee Smith to make 
solicitation calls. I understand that she was on light duty when 
she did solicitation and I believe that she was recovering from a 
knee operation. 

Smith was very successful in making calls, so I decided 
I.sat 

and observed Smith along with GholsOn for approximately one irOUT. 
In that time she made about 20 calls and reached about 12 to 15 
subscribers. Of those she did reach, she sold the Maintenance Plan 
to over half of them. She had a very good sales pitch. -Kathy 

Because of this, her sales immediately picked up to about 30 to 35 
sales a day. 

to have Gholson sit with her to see what her technique was. - 

- stayed with Smith about a day and a half picking up sales poin-ters. - 
- 

- 7  * - 
explained to me that whenever his telephone - 

solicitor would make contact with a subscriber and was able to 
upgrade the wiring plan, he would have the  employee write the order 
to disconnect the plan already on the subscriber's line and show 
the installation of the full plan, SEQlX. This would reflecta two 
dollar sale as opposed to a one dollar sale to add the additional 

I instructed Gholson to prepare her sales referral forms the same 
way- Actually, the way I understood it. the referral € o m  had to 
be written this way anyway, or the subscriber would be double 
charged. He would have been charged f o r  the partial plan already 
on his line and for  the full S E Q l X  service. 

feature. Because of the additional credit that could be received, - 

A03 
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Gholson would t u r n  i n  h e r  sales r e f e r r a l  sheets t o  m e  
d a i l y  and I forwarded them t o  the  MSOC Serv ice  Order Group i n  t h e  
Orlando Customer Se rv ices  Office.  

When I p u t  Gholson on sales, I i n s t r u c t e d  h e r  t o  make 
Sure s h e  spoke w i t h  t h e  subscriber and make every e f f o r t  t o  se l l  
t h e  f u l l  o r  upgraded Maintenance Plan o r  any o t h e r  a v a i l a b l e  
service. However, I d id  no t  i n s t r u c t  h e r  t o  keep a record of t h e  
name of t h e  person s h e  spoke with or  t h e  t i m e  of day. For a w h i l e  
I kept  a copy of Kathy's referral forms which r e f l e c t e d  t h e  d a t e  
O f  he r  sale. However, I stopped keeping cop ie s  a f t e r  about 6 
months because of t h e  volume of forms. The cop ie s  t h a t  I kep t  have 
s i n c e  been discarded.  

I n  l a te  1988 showed m e  a list from t h e  Business 
O f f i c e  r e f l e c t i n g  the  names and te lephone  numbers of approximately 
20 subsc r ibe r s  complaining t h a t  a service had been added t o  t h e i r  
telephone without  t h e i r  au tho r i za t ion .  Three t o  four  sales made 
by Gholson w a s  on t h e  list. 

I w e n t  t o  Gholson and ques t ioned  he r .  She assured  m e  
t h a t  she  w a s  contac t ing  t h e  subsc r ibe r  on a l l  h e r  s a l e s .  She 
explained t h a t  she  poss ib ly  spoke w i t h  t h e  Mrs. and the-compla in t  
w a s  from t h e  husband, o r  s h e  could have spoken wi th  a teenager  no t  
r e a l i z i n g  she w a s  no t  talking w i t h  t h e  subsc r ibe r .  I i n s t r u c t e d  
he r  t o  make sure  t h a t  she  w a s  ta lking wi th  t h e  a c t u a l  subsc r ibe r  
and t h a t  w e  w e r e  aboveboard on a l l  our sales. I d i d  no t  i n s t r u c t  
he r  t o  keep a record of who i n  the family s h e  spoke with.  

Because he r  sales w e r e  so good and th i s  w a s  t h e  only  
complaint t h a t  I received about  h e r  sales, I had no reason t o  doubt  

r 
-- t h a t  h e r  sales w e r e  legitimate. .- 

- - .  
A s  I r e c a l l ,  the list of customer complaints  r e f l e e t e d  

t h e  names o f  Leatherman and who w e r e  Maintenande 
Adminis t ra tors  i n  t h e  T e s t  Center. - .  

- 
Gholson received several g i f t s  for h e r  good sales and I - .  

A t  no t i m e  d id  I ever i n s t r u c t ,  request, or condone any 

a l s o  received a - 2 2  r if le and a 12 gauge shotgun. - - 
chea t ing  i n  my sa l e s .  

A t  s o m e  po in t  c l o s e  t o  t h e  end of 1988 the  sales race W a s  
c l o s e  between the Sandlake I&M D i s t r i c t  and t h e  Maintenance Center -  

who was i n  t h e  Sandlake D i s t r i c t  t o l d  m e  that  the 
Maintenance Center  was upgrading the Wiring--Maintenance Plan on 
telephone service t h a t  had been r e s t o r e d  a f t e r  being suspended f o r  
non-pay. I d o n ' t  know where he g o t  t h a t  information or if it w a s  
t rue .  I d i d  not  t e l l  m y  supe rv i so r  what s a i d  about  t h e  
Maintenance Center. 
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2 When I decided t o  pu t  someone on telephone sales 
3 s o l i c i t a t i o n ,  sometimes c a l l e d  t h e  "Boi le r  Room" sales approach, 
4. I made t h e  dec i s ion  on my own bu t  d i d  appr i se  my supe rv i so r  < . H e  d i d  not  have any ob jec t ion  t o  t h i s  s a l e s  approach, 

e spec ia l ly  a f t e r  our sales increased so much. Operations Manager 
Perera,  when he was he re ,  and my p resen t  Operations Manager H a l  
Jackson w e r e  both aware t h a t  t h e  I & M  .groups and t h e  Maintenance 

no knowledge t h a t  Mr. Perera  or ,  M r .  Jackson would condone 
unauthorized s a l e s  or any o t h e r  improper opera t ion  of our bus iness-  
As a matter  of f a c t ,  on more than one occasion,  M r .  Jackson has 
s p e c i f i c a l l y  t o l d  m e  t h a t  he  b e t t e r  no t  ca t ch  m e  cheating. H e  w a s  
r e f e r r i n g  t o  production f igu res . f a r  t h e  Se rv ices  Technicians. I n  
my. p re sen t  pos i t i on  a s  Support  Manager, I have personal c o n t r o l  of 
t h e s e  f i gu res  - 

C e n t e r  w e r e  u t i l i z i n g  employees t o  make telephone s a l e s .  I have . -  

Nick A l t u v i l l a ,  A s s i s t a n t  Manager, worked i n  t h e  Divis ion 
Off ice  a s  t h e  Orlando Network Divis ion Sales Coordinator, aLong 
with h i s  o t h e r  du t i e s .  When he  moved from t h e  Division Of f i ce  t o  
t h e  Sandlake I & M  Group wi th  s i m i l a r  d u t i e s  a s  I, he a l s o  retained 
t h e  job a s  Division S a l e s  Coordinator.  .- 

,, . - 

When he was n o t  a v a i l a b l e  or busy, I assis te 'd  him a t  
t i m e s  in t h i s  job. My assistance u s u a l l y  involved t r a n s f e r r i n g  a l l  
Sa l e s  f i g u r e s  f o r  all employees i n  t h e  Divis ion to a l o c a l  Computer 
form t o  keep t r a c k  of t h e  Divis ion sales. 

- 
I n  t h i s  j o b  1 did n o t i c e  that  some employees w e r e  very  

high on t h e i r  sales, however, I knew that these  employees w e r e  
being u t i l i z e d  s t r i c t l y  on te lephone s o l i c i t a t i a n  and d i d n ' t  thsnk .~~ 
t h e r e  might be  a problem. - - .  .. 

I d i d  not  have any i n s t r u c t i o n s  as Sa le s  CoordinatiOn 
Ass i s t an t  t o  v e r i f y  any sales by recon tac t ing  the subscriber:- 'I 
don ' t  be l i eve  t h a t  Al tuvi l la  had any such i n s t r u c t i o n s  either. -. 

.~ ,. - 
A s . f a r  a s  I know, the on ly  way w e  had t o  add any sale- t o  1 ~ ~ 

a customer's  l i n e  w a s  t o  fill o u t  t h e  Network Sales R e f e r r a l .  F- -. 

a Service Order T y p i s t  w a u l d  issue a Se rv ice  Order. 
and forward them d i r e c t l y  t o  the customer Se rv ice  MSOC Group and - 

This  a l l  changed when GoldLine went i n t o  effect this 
Year- There w a s  some concern t h a t  GoldLine would no t  be a b l e  t o  
handle t he  volume of ou r  sales, and t h e  Network Division would no t  

- get proper s a l e s  credit. - _  
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I have read the above statement consisting of seven pages 
and it is true to the best of my knowledge and belief. I have 
initialled each page and all corrections. - 

Signed : 

10-16-90 

Witnessed: 
A. F. Bradley 
Staff Manager-Security 
October 16, 1990 

Nelson Thornton 
Associate Manager-Security 
October 16, 1990'' 

* -  
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- .  . / Interview of 

On September 17, 1990, , , Manager-Network, -. 
responsible for the Orlando Sandlake Installation and Maintenance- 
District, was interviewed and provided the following signed 

a 
- - 5 statement: - 

6 
7 

"Orlando, Florida 
September 17, 1990 

I, , do hereby make the following free and 
voluntary statement to A. F. Bradley, who has identified himself 

I realize 

.a 
90 as a Staff Manager for Southern B e l l  TelephorisCompany. 

A 

/ I  any statement I make may be used as evidence. 
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I am . My birthdate is 
and my Social Security Number is I am employed . .  

with Southern Bell as in the Orlando, Florida 
Sandlake District. My office is located at 1227 S. Division 
Street, Orlando, Florida, and I can be reached at - 

I the Sandlake Installation and Maintenance 
group in 

It has been the practice in our district to have at least 
one employee when possible to work full time on telephone sales. 
Normally, this person would be an employee on light duty. When the 
load would permit, any one of a supervisor's employee might be used 
fo r  sales. 

When I came into the Sandlake District, Services 
Technician , under the supervision of Assistant 
Manager ., was performing the sales job. He placed calls 
to subscribers from an office at the Division Street Work Center. 

Since I was new in the district I did not concentrate on 
sales and left the management of in the sales job to his 
supervisor, Sometime in Operations Manager 
Hal Jackson advised me that Residence Operations Manager Ron Tyo 
had received four or  five customer complaints, that the Wiring 
Maintenance Plan had been upgraded on their service without 

personally went to employee - and questioned him about the 
sales. He assured me that all of his sales were legitimate. I 
instructed him to maintain detailed records on each of his sales 
regarding the time of day and to whom he spoke with on all 
subscriber contacts. 

authorization. These complaints were all from sales by I 

. .  

I discussed my conversation with Sloan with Operations 
Manager Jackson. Since the GoldLine Sales program was just gettlng 
started, it was decided by Mr. Jackson that all future 
sales by anyone in the district would be referred through GoldLiKe; 
Whenever a sale is referred through GoldLine, employees i n m a t  
group recontact the subscriber and confirm the sale. This would 
insure that no unauthorized sales were being made. . - 

In my sales experience it is not unusual to have an 

bought a serrice and the husband did not want the additional 
expense. However, this would be rare. 

- 
occasional subscriber cancel a service. For instance, if a wife - 

In late June. 1990, it was brought to my attention that 
additional sales by employee were being cancelled by 
subscribers claiminq they were not contacte21:- These aaain were ~~ 3 -  

l$f sales in May prior ti'Mr.-Jackson and myself instructing 6 all other employees to refer all sales through GoldLine. and 

I 
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Following these s a - s  comp-lints M r .  Jacks n advised me 

that he was referring the possible sales problem to Security for 
their review. - .  

Because all sales were then being referred through 
GoldLine eliminating any possible unauthorized sales and m e  matter 
was being referred to Security, I felt that I needed to take no 
further action pending the results of the Security review. 

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

Signed: 

9-17-90 
. -  

Witness: 
A. F. Bradley 
Staff Manager-Security 
9 - 17 -9 0 " 

r 
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Interview of . .  

presently works as : for the 
Orlando Division Sandlake District, and his NCS -date with 
Southern Bell is 

was interviewed on October 26, 1990, to develop 
additional information regarding his knowledge of the Network 
Sales Program and he provided the following signed statement. 

The Mechanized Time Reporting (MTR) records referred to - - 
in statement are being retained in the Security file. 

"Orlando, Florida 
October 26, 1990 - - 

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

I am old. My birthdate is 
, and my social security number is I am the 

for the Orlando Sandlake District: - 

When Mr. Perera became the Orlando Division Network 
Operations Manager in 1987, he made it known to all his managers 
that he was very strong on Network sales. 

During 1988, when the Sandlake I&M District was under the 
supervision of , he had at least one craft employee 
on full time telephone solicitation sales. @cause of this his 

I was the second level manager over the Orlando I&M District- 
Because sales were so much higher than mine, &-- 
Perera, on numerous occasions strongly encouraged me to take the 
necessary steps to increase my level of sales. 

In early 1988, one of my supervisors, , came . 

- 

sales were always much higher than my district. At that &-e, - 

- - - - 

to me and wanted to put an employee on solicitation gales. J - . 
. 

- agreed and he was to only use a person on light duty or when the 
work load permitted. 

He initially started using Services Technician Kathy 
Gohlson. After a short time and after some training her sale 
production was fair but not at the level of the Sandlake group. 
The monitoring of the solicitation sales was left to supervisor - He sat with the employee frequently and observed her 
sales technique. There were no specific guidelines established 
to call back a percentage of the contacts to verify the sales. 
I did not feel there was an integrity problem because I had not 
received any subscriber complaints. 

I 
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I had mentioned to Mr. Perera that I did initiate a 
telephone solicitation sale program and he thought it was a good 
idea - - 

During the whole time that I used an employee to make 
solicitation sales, I had no reason to suspect a problem until 
the complaints regarding employee came to light. That is 
when I ceased all telephone solicitations and had all sales 
routed through GoldLine. - 

As I recall, using an employee full time on solicitation 
sales began sometime in 1987 under second level manager 
and his first level supervisor This is when the 
Sandlake District sales started being so much higher than all 
other groups in the Orlando Division. They also were winziers in 
'most of the State sales contests. 

I don't recall ever being told, or reading any 
correspondence, that telephone solicitation sales were not 
condoned during specific sales contests. 

During my management career with the Company in Orlando, 

there was cheating on sales in the Network Organization, until 
this recent incident surfaced. If I would have had such 
knowledge, I would have taken the necessary steps to correct any 
wrong doing and apprised higher management. 

I have never had any personal knowledge or  indications that -_ 

- Mr. Bradley and I have reviewed the available Mechanized 
Time Reporting (MTR) records in my office. Employee was 
charging his time on the sales job to Accgunting Code 5532, 

Bradley a copy of the 1990 MTR records for  . If this 
record on other employees in my group used on sales is required, 
I will take the necessary steps to obtain the recordsfrom 
Comptrollers. 

which is used for Miscellaneous meetings. I have provided-.. - -- 

- - 
I have read the above statement consisting of three (3) 

pages and it is true to the best of my knowledge and belief. 2 - - 
have initialed each page and all corrections. - 

Signed: 

Witness: 
A. f. Bradley 
Staff Manager-Security 
10 -2 6 -9 0" 

10-26-90 
-_ - 
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S O L a T / S O U T H  FLORIDA AREAS ~ ~ ~ 

- SPECIAL STUDY 
SALES RELATED DISCIPLm 

. 
- 

1. - 
. Service Representative 

. 
Fort Pierce. Florida 

. . -  

. -  09-OS-91 Suspended four ( L )  days for misconduct in connection with 
pmviding customer eith service neither requested or authorized. 
- - 

-kTTACXED: 2 

Form 3181-B Current Entry 
Form 3G3A Record Of Grievance 
No Security Investigation 

1. - 
Service Representative 
Vest Palm Beach, Florida 

09-18-91 
service they neither requested nor authorized. 

A T L K E D :  

Warned for her involvement in a subscriber being charge for 

Form 3181-B Current Entry 
Form 3G3A Record Of Grievance 
No Security Investigation 

- - 

3.  
Service Representative 
Mi%. F'lorida 

11-19-91 
customer records without their knowledge or authorization. 

AITACBED: - 
Form 3181-B Current E n t r y  
Form 3G3R Request For Formal Grievance Meeting 
No Security Investigation 

Employee warned for putting calling card and wire maintenance on 



- 
2 .A. 

3 
f" 

Service Representative 
Miami. Florida 

12-011-91 
their knowledge or authorization. 

- 
-5- Employee warned for putting items on customers' records without 

. - b - _  - <--. . 
7 01-22-92 Entry reduced to counseling-in settlement of grievance. 

... .~ .- 

AlTACEED: 
Form 3181-B Current Entry 
Form 3G3k Record of Grievance 
No Security Investigation. 

. .. - 3 '. 

Y . ' . ' . .  
-fD. - 

. -. 

A- 6. 
Service Representative 
Miami. Florida 

13 
/Y  

12-23-91 
without discussing vith customer or quoting charges. 
on customer and pixtting customer on hold unnecessarily. 

Terminated 'for adding maintenance plan and touchtone to order 
Also far hanging UP 

- 
AlTACHED: 

Form 3181-B Current Entry 
Form 3G3R Request For Formal Grievance Meeting 
No Security Investigation 
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2 
3 
y: - 

'3.- .c . 
.I.,.,". - 

. . .  '. - .  2 Date of Informal Meeting with Minagernenc 

- J c n u r r v  7 7 .  1 -  0 9 2  

3. Company Rcprrvnutivcs in Anendine:  - 
.4 =.-,e* 

( h a t c  Spots-n rM s 4) 
- 
- R f t a  G o n e r  

4. Union Rep:cscntxuva in Aitcndancr 

- 

5. Gricnnr(s) in Xttendancc: 

6. Issuc Involved (As well as Contncl Seaion I n v o l d )  Article 1 8 ,  un j u s t  warning 
for allegedly unsatisfacrory order negoztations skills: cnd any 

and t h e  faflrre.of t h e  company to perform its o b l i g a t i o n s  there: 

-. i - ---I _ _  o t z  

7. Date G r i m n a  O a u r r d  1 1 - 1 9 - 9 1  

this is an a r b i r r c r y  d a t e  confizn virh union o f f i c e  a z / / l / y a  
- 8. Mming Requested Date + .  

vith X a r k  But=ervor=h 
.. 2 : D  0 D k c  D C P  " m - - l m v  Timc 

- J i m  5rurv C Undersicned 

10. t r i cnnar)  who wi artend: 

11. Reply IO Rcqucn should be dircxzd to: 

9. Union Rcpracnuuve who vill anen& 

Kame ,.. P A n  P A 1  1171 Addrcss 
i'&,o w. 49 s. 

, = c a r  Fvc 33012 

I 2  Additional Information R e h n t  to Grinancr - 

J a n u a r y  1 7 .  1 9 9 2  (02: 
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- January. 25, 1991 - 
~ 

RE: . CAfNESVILLZ, FLORIDA IHC 
. SELRITY FILE: FNOO3-05011 - 
. -  - 

-. 

Mr. fi- R. Parry 
General Manager-Network/NF 

- 20th F l o ~ r  Scruthern B e l l  Tower 
Jacksonville, Florida 32202-5100 

Dear Mr. Perry: 

- 

Attached fa an Investigativa Report regarding trouble reports in 
the Gainesville Division IMC being falsely created and improperly 
statused to meet a Public Service Commission Index. 

Yours pery truly, 

D e n e r a 1  Sacurity w a g e r  
- North Florida Area 

JLP: pw - 
AttachmGnt 

ec: Mr. J. P. Lacher 
Vice President-Florida 

Mr. J. L. Schmidt 
Assistant Vice Pr.eident-Security 

Mr. L. E. Crittenden 
Vice President-Netvork-fla. 

- - 

Hrr. 3.  3. Earnem 
ASdCtant Vice President-Labor Relations. 

Hr. C .  L. Cuthbertson --> General Manager-Personnel 
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VTCE PRESIDENT-FLORIDA 
ASSISTANT VI= PRES.-SEC. 
VICE PRES. -NX!T'WORX/PLA 
GENERAL MANAGER-NETWORK 
ASSISTANT VICE PRES.-LABOR REL. 
GENERAL WAGER-PERSONNEL 

FLORIDA 

-munQ oon: - I -  A t  Dru. 

-*/&- SECURITY WVACER - NF 

SOT TO BE- PART OF WLDPEE'S 
P?ZMONNE!! FILES 

O R I X N W ,  FLORIDA I GAINESVILLE, FLOXCIDA I 1-22-91 
- 

- 
CfndGUm: .- - 

EMPLOYEE DEFALCATION -- m 

I A. F. BRADLEY W E L L S  

--.1-: 1. 11-29-90 THROUGH 1-22-91 

A North Florida area Network staff rrviaw of subscriber 
trouble reports in tha Gainesville Div i s ion  IMC determined that 
reports were being falsely croated ana improperly statuaed to meet 
a Public Sa-nice C O ~ m i i 8 6 i O n  Index. Gaineavillr IHC employees 
Billie C. Samer and provided nigned statements 
alloging that beiatantsanager ~ a m e s  Povrll made comments to them 
independently, regarding the naed to create falee troublr repo*s 
to offset nubscriber reports having long outages. man 
intorviewed, Powell denied the  allegations. All other employees 
working in the  Gaineeville M C  were also intarviewed and denied any 
knowledge or involvement. 

CLOSED 

I -  
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This investigation was predicated on a letter dated 
November 23, 1990, from Mr. W. R. Perry, General Manager-Network- 
N o r t h  Florida, requesting that Security investigate irregularities 

- found as the result of a Network staff review of subscriber trouble 
- reports in the Gainesville, Florida Division Installation 

-c= - Maintenance Canter (IMC) . This review followed the discovery of 
a similar problen fn South Florida. 

The ~ollowfng investigation was conducted by A .  F. 
Sradley, Staff Xanager-security. 

-- 

. -  
- 
- - BL€EmmR - - - 

ith 3'. C .  'I'a'avlo,, c 6- ions m r  - cscc -South sectpr 
A@ J. W. Maor e. 0 

on Nove?nber 30, 1990, James L. Preau, General Security 
Manager-North Florid2 Area c?d A. F. Bradley, Staff Manager- 
Security, mat with Taylor and Moore to discuss the Gafnesville 
Division IMC staff review of subscriber trouble reports f o r  the 
period of September 1, 1990, through November 27, 1990. The review 
revealed irregularities with subscriber trouble reports in the 
Gainesvflle Division's small exchanges that  reflected a favorable 
effect on tho Florida Publfc Servicr Commission (PSC) rule 25-4070. 
This rule states that in each exchange, 95% of all interruptions 
of telephsne service occurring in any calendar nonth shall be 
restored within twenty-four hours from the time it is reported to 
the Company, Sundays, Xolidaya and emergency situations excepted. 

- In the staff's initial sample of 5 0  Test OK Out of 
Service reports for  the month of October, 1990, 33 deviations were 
foundqn reports in the following s i x  small exchanges: 

- 

- -_  1. Newberry - 4 
2. Beystone Heights - 10 
3. Hawthorne - 9 
4. Brohson - 3 
5 .  Cross City - 1 
6 .  WeoWwachee Springs - 6 
There wag also one deviation found in the Gaibesville 

zain exchange. The 34 reports all bad the  same following 
deviations: 

1. Shown as received by a fictional Repair Service 
Attendant employee number. -All PIC and Repair 
Service Center employees are assigned employee 
numbers and are required to note their number on 
subscrFber re o r t  records any time they are involved 
or take act B an regarding a aubscriber trouble 
report. A l l  34 reports were initiated by employee 
number 921, which is unassigned. 
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2. Statused Out of Service with no narrative to explain 
why the line was out  of Serrice prior to being 

exareple of a Test OK Out of Service report would be 
e--= - - a short duration Central Office failure and tested 

after the Central Office was rostored to se-Tvice. 

1- All cleared and closed by a fictional Maintenance 
- Adainistrator. The same unassigned employee number 

All reports were shown as received and then cleared 
wfthin 3 to 5 minutes. 

- tosted OK by a Maintenance Adminfstrator. An - 
- 

- 

. -  vas used oc all 34 reports. - 
- 4 .  - 

-. - 

- 5. All reports were shown as received on threP dates, 
October 8, October 10, and October 31, 1990. 

FUrth6r review by the staff  of a printout for all reports 
statused tesc OX Out of service in the Gainosvilla IMC for the 
month of  October, 1990, revealed an additional 63 reports, for a 
total of ninety-seven (97) irregularities. 

With this, printouts for  the month of septeaber and 
November, 1990, were reviewed. The September printout had sixty- 
three sircilar irregularities and the November printout through the 
27th had only four. 

It should be noted ';hat following the South Florida 
investigation, t w o  North Dad0 IHC employees were terminated an 
November 2, 1990, fo r  creating false trouble reports. 

- 
- While rovfeuing the  Displayed Line Extended Trouble 

Historys (DLETH) on the Test OK Out of Service irregularitiee in 
question, it was noted by t h e  staff that several reports had 
subscriber listings, whose last name began with the same letter of 
the alphabet. A Gainesville area telephone directory vas checked 
and it was diecoverod that all of the reports in each of the small 
exchanges in the months of September and October, 1990, were in 
several groups of consecutive subscriber names. This indicated to 
the staff that these reports were posmibly falsely created to 

. enlarge the Out of Service base in the small exchanges to insure 
meeting the PSC index that 959 of all Out of s82dC8 troubles be 
cleared by exchange within twenty-four hours. 

This PSC index objective war met in the months of 
September and October, 1990, in all s i x  amall exchanges. To 
compare what effect the created troubles would have on the index 
for the month of October, the following comparlaon was made: 

a 33 
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-3 - 
- - c1rd Not C l r d  Actual C l r d  Actual 

- 00.5 within PSC within Added OOB Within PSC 
e? - .~~~ L4Jr.L ~~~~ 

.- Keyatone 67 84 9 6 . 5  3 32 55 52 94.5 

. Sawthome 126 124 98.4 2 24 102 100 98.0 

- N e w h e f r y  55 54  9 8 . 2  1 9 4 6  45 97.8 

Hefghta - - 
- 

- 
, 

Bronson 23 22 95.6 - 1 9 14 13 92.9 
- 

Cross C t y  56  55 9 6 . 2  1 5 5 1  5 0  98.0 

Weekiwachee 404 397 9 6 . 2  7 16 306 379 96.2 

As? indicated i n  t he  comparison, without t h o  added TOK Out 
of Service reports,  t he  index would have been missed i n  Octobar i n  
the Keystone Heights and the  Bronson exchanges. 

In  their review, the  staff a l so  examined trouble reports 
received fn October, 1990, t h a t  were placed i n  the CON ( C a r r i e d  
over-NO) s t a t u s .  When a trouble report  is placed I n  the CON 
s t a t u s ,  it is removed from the  Out of Service base and not used t o  
calculate the  PSC index regarding 959 of troubles tha t  are t o  be 
cleared within twenty-four hours. 

A trouble repor t  is placed i n  the CON status only- when 
- -_  a subscriber requests t h a t  someone be dispatched t o  the residence 

or  business a t  a future date, and only when t h a t  future data would 
exceed t h e  normal appointment interval. 

I n  November, 1990, 1 4 4  trouble reports i n  the Gainesville 
IMC w e r e  placed i n  the CON status. Of these, f i f t e e n  (15) reports 
were statused CON by someone u ~ h g  the f i c t i t i oua  employee numbers 
found in the revfew of the T e s t  OK Out of Service reports. 

- 

Subscriber trouble reports  are handled by IMC employees 
through access t o  the Company's ELMOS data base. There are e i r t y  
(30) EIMOS access terminal posi t ions i n  the Gaineeville IHC, and 
are  used by the eighteen Maintenance Abin is tya tors ,  eight managers 
and one Adminis t ra t ive  Reports Clerk. There is a lso  one ELKOS 
t e r m i n a l  i n  the oifico of T. c. Kellermann, N 8 t w o r k  Operations 
Manager-Gaineeville Division. 

~ 
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There is no on-line program in ELMOS that vould provide 

an audit trail to identify a particular terminal position regarding 
activity to-a specific subscriber record, or the position used to 

- 

originnte a troirblc report. 

Tho Gainesville ELYOS data base can also be accessed from 
t h e . o t t < r  five (5) IMC locations in North Florida, as well as from 
terniiialo located in the N o r t h  Florida Area Network Staff office 
in Jacksonville. 

The following eight management employees are assigned to 
the Gainesville, Florida IHC: 

- 

- - 

1. 
2 .  
3. 
4 .  

6 .  
7 .  

5 .  

a .  

- Hanqar 
James S. Powell - Assistant Manager 
Edmund L. Wrinkle - Assistant Manager 

- Assistant Manager 
Evelyn L. Platt - Assistant Manager - Assistant Manager 

- Assietant Manager 

- ~esistant Manager 

on the three dates in Qctobar, 1990 (10-8, 10-10 and 10- 
31) when 97 Test OK Out of Service Reports were shown received and 
closed by a fictitious employee, all of the above managers were on 
t h o  job with the following exceptions: 

October 08, 1990 - - on vacation 
October 10, 1990 - 

- 
- 

- United Way Meeting - from 
9:bOAU to 11:OOAM. Receipt time on trouble 
reports cannot be falsified and reports having 
fictitioue employeenumbers were shown received 
during this time period. 

October 16. 1990 - - Attending a Company sponsored 
school in Gainesville. 

October 31, 1990 - - On vacation. 
I n  September, 1990, Test OK out of Service reports were 

sho-m received by a fictitious employee on 9-14-90 and 9-19'-90. 
On these dates, all supervisors were on the job. 

All documentation developed by t h e  North Florida Araa 
staff in their review of the Gainosville, Florida IMC will be 
retained in the exhibit section of the Security file. 

._ 

- 
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On December 10, 1990, Sommer was interviewed and provided 
the following signed statement: - 

*Gainesvilla, Florida . -  
- 
- - December 10, 1990 - - 

I, Billie'C. Somer, do heroby make the following free 
and voluntary Statement to A. F. Bradley, who has identified 
himself as a Staff Manager-Security for Southern Bell Telephone 
Company. I realize this statement may be used as evidence. 

I am forty-four (44) years old. My birthdata is June 18, 
1946, and my social security number i s  267-74-2843. I am employed 
with Southern Bell as a Maintenance Administrator in the 
Gainesvilla, Florida IMC. I report to Stan Dean, Assistant Manager 
and can be reached at 904-335-3821. NCS date with Southern Bell 
is May 2 2 ,  1967. 

I have been advised that an investigation is in progress 
regardinq false raporting of Out of Service Test O.K.  troubles and 
the improper coding of troubles using the C.Q.N. (Carried Over No) 
transaction. 

I recall one occasion where I waa asked by IMC Assistant 
Xanagq J i m  Powel l  to create several special circuit troubles to 
add to the trouble report base so that we could meet the clearing 
time index. I questionea him on his request stating that I would 
do what he asked but felt that it was not proper. Ha came back to 
me later and said he discusoed the matter with his supervisor, 

I don't know what they discussed, but he told me that he 
had a guilty conscience and told me not to W e  up the troubles. 
As f a r  as I recall that was the only occasion that  I was asked to 
dc what I felt was improper. 

I have, however, noticed on occasion in the past that my 
employee number 018 has appeared on records of subscriber trouble 
reports that I did not handle. For a while I kept copies of these 
records for my future reference in case a question came up on these 
reports. I did not ever bring it to the attention of management 
that soneone was using m y  employee number. 

- 

. 

- 
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- 
- I have read t h e  above statement consisting of 2 pages and 

- it 4s true to the  best oi my knowledge and belief. I have 
--- . -initialed each page. - 

- Signad: - Billie C. Sominer - 
. -  12-10-90 
- 

Witness : 
A. Fr -Bradley 
Staff Manager-Securiiy 
D e c d e r  10, 1990" 

- 

- 

IJ&rv iew cf B arbara C. Rose, M ai- Adm h i s t r a t o r  - 
On December 10, 1990, Rose was interviewed and provided 

the following signed statement: 

nGainesville, Florida 
December 10, 1990 

I, Barbara C. Rose, do hersby make the following free and 
voluntary statement to A. P. Bradley, who has identified himself 
as a Staff Manager-Security for Southern Ball Telephone Company. 
I realize this statement may be used as evidence. 

I am forty-seven (47) years old. My birthdate io May 15, 
1943 a3d my sccial security number is 264-66-6865. I am employed 
with Southern Bell as a Maintenance Administrator in Gainesville, 

-..Florida at 903 West University Blvd. and my NCS date w i t h  Southern 

I have been advised that an investigation is in progress 
in the Maintenance Center regarding possible improper and false 
reports on Tost O.K. Out of Service Reports and Carried Over NO 
Troubli Reports. . 

I have no knowledge of anyone, management or craft that 
may be issuin~ false or improper trouble reports. I also have not 
been asked o r  instructed by management to create false reports Or 
to reflect incorrect infoation on a subscriber trouble report. 

My employee number is 012 and I aiom should be u6ing 
this number when I note subscriber trouhlo records. I have noticed 
on occasion that  an unassigned amployee number or a number assigned 

- 

Ball is December 25, 1962'. 

- 

237 
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- 
- to a retired employee appeared on aubscriber trouble recorda. I 

- fel& that these massigned numbers were being used by management e= - to cover up the fact that they were doing craft uork. I never had 
the ldaa anyone might be Issuing false reports or changing trouble 

- ccdes to make better indexes. 

I have read the above statement consisting of two paqes 
~ - 

and-it-is true. I have initialed each page and all corrections. 

Signed: 
Barbara C. Rose 
12-10-90 

Witness: 
A. P. Bradley 
Staff Manager-Security 
December 10, 1990 

H. D. Booker 
Assoc. Mgr. -Security 
December 10, 1990" 

&)ten* of J w  Scott p owall. Bssfatant M a- - 
the following signed statement: 

On December 10, 1990, Powell vas interviewed and provided 
- 

nGahesville, Florida 
December 10, 1990 - 

I, James Scott Powell, do hereby make the following free 
and voluntary statement to A. F. Bradley, who has identified 
himself a6 a Staff Manager-Security for Southern Bell Telephone 
Company. I realize this statement may be used as evidence. 

I ma forty yeara old. ny birthdate is June 6, 1950 and 
my Bocial security number is 267-90-3387. I am employed with 
Southtrn-Bell in Gainesville as an Assistant z&nager-MC. My NCS 
date is February 11, 1969. 

I have been advised that an investigation is presently 
in progress in the Gainesville Kafntenance Center regarding 
possible improper and false reports on Teet Ox out of Service 
trouble reports and Carried Over No trouble reports. 

I have boon in the Maintenance Center f o r  approximately 
one year and do not have the personal knowledgo of hou to create 
trouble reports in ELMOS. 

238 
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5 have no knowledge that anyone in the Maintenance Center 
may be creating False reports for  the purpose of making t h o  P S C  Out -%- of Service 24 Hours Index. 

- - 
7.-= .- - 

f have never baen instructed by upper management to do 
anything inproper for the purpose of making a service index. 

- 
- I have read the above statement and it is true. 

- 
- Signed: 

James 5 .  Powell - - - - 
i 12/ 10/ 9 0 

Witness: 
A. P. Bradley 
Staff  Manager-Security 
December 10, 1990 

ii. 5 .  Booker 
AS6OC. ~gr.~security 
12 -10-9 0” 

Ict-Vfev of Vkainia W. ~ So well, Ma i v  i str a t o r - z  

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

~ “Gainesville, Florida 
-camber 11, 1990 

- 
24 I, Virginia W. Sowell, do hereby make the following- free 

and voluntary statement to A. F. Bradlay, who has identified 
2 - -  himself as a Staff Hanager-Security for Southern Bell Telephone 
27 Company. I realize this statement may be used as evidence. 

I an 40 yaars old. My birthdate is June 4, 1950, and my 
social 9 8 ~ ~ r i f y  number is 267-86-8654. I am employed with Southern 
Bell in Gainesville, Florida as an Administrative Reporta _ -  clerk. 
My NCS date ia March 5, 1973. I report to and CM 

31 be contacted at 904-335-3265. 

Hy job responsibilities in the m c  is to,maintain the 
Repair Out of Service List (ROSL) that I s  produced hourly fron 
ELMOS. This ROSL list raflecta all pending troubles and shows 
which t r O u b h 6  may be in jeopardy Cor missing the 24 hour out of 
service objective 6et by the PSC. Wnen I notice a trouble in 
possible jeopardy, I refer the trouble to a load control 
superviaor. There are two load control supervisors, Jim Powell and 

a 39 WSTRICTED BELLSOUTH SECURITY INFORMATION” 
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7 After referring these type troubles to a supervisor, 
- 9 I am no longer involved. It is their responsibility to handle the 

5-- trQUble from that point. -- - - L It is not part of my job responsibility to close out 
--7 troublas and don't have the training to do so. It is my 

8 responsibility to utilize the CON (carried over no) transaction at 
7 timas when the IMC dispatch tine conflicts with the dispatch time 

req%kted by the subscriber. This  transaction is used when at t h e  45 custoserK instructions we may exceed the 24 hour out of service 
objective. The ELMOS System CON transaction would remove a trouble 

/3 from the out of service 24 hours index base, and vould not be ) v  counted against the Mnintenance Center results. This transaction 
is Only used after I contact the subscriber and attempt to get the z .  trouble dispatched within the 24 hour period. If this can not be 

f7 done, I note the subscriber trouble history that they requested a 
/ 8  futura due date. 

I9 I seldom utilize the CON transaction. I estimate that 

a/ I am aware that an investigation is in progress regarding 
a abuse of tho  CON transaction and false reporting and incorrect 33 statusing of Teet OK out of service troubles. 

-A 

I may CON a- trouble no mora than once a month if that many. 

I have no knowledge that anyone in the IMC is involved 
fn manipulating trouble reports or creating false troubles f o r  t h e  
purpose of meeting certain Psc objectives. I have never been asked 
or instructed - to. do anything improper regarding subscriber reports. 

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

Signed: 
Virginia W. sowell 
12-11-90 

Witness: 
A. F. Bradley 
Staff Manager-Security 
12-11-90" 

_Interufew of - 
On December 11, 1990, w a s  interviewed and 

provided the following signed statement: 

"RESFRICTED 3ELZSOU"H SECmITY INFORMATION" 
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nGaineeville, Florida 
Decembor 11, 1990 

f ,  , do herob; make t h a  following free and 
voluntary statement to A. P. Bradley, who has identified himself 
as a Staff-Managar-Security for Southern Bell Telephone Company. 
I realha this statament may be used as evidence. 

. -  
old. My birthdate is - I am 

- -and ;ny social security number is  I am employed 
with Scathern Beli' as , Gainesville, Florida 
Division, and my NCS date w i t h  Southern Bell is 

I came into the Gainesville IMC in I as an 
and promoted to nr in . I kept this assignment until 

when I was noved to Gaineaville Engineering as an 
I returned to the Gainesville IMC in 

and presmtly 'hold the title of 

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

I have reviewed information initially developed by the 
North Florida Headquarters staff that Test OK subscriber troubles 
were incorrectly statused Out of Service with no narrative to 
suppozt the out of service statue. The headquarter's review also 
deterninod #at on the deviations found they ware shown- to  a 
fictional Repair Service Attendant (RSA) . Those troubles were also 
shown w i t h  short clearing times between three and five minutes. 
The staff also found that these troubles were falsely created in 
the Gaine8Ville small exchanges using sequential telephone numbers 
from the Gainesville Telephone Directory. 

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

Making thee8 PSC objectives is one of the very important 
parte of my job. I also have other objectives along with the Out 
of Service Over 2 4  Hours that I try to daily make sure stay in 
line. These include the Code 4 (Outside Facilities) report rate, 
missed appointmenta, repeat reports, and t!!e total Netvork report 
rate. a 

"RESTRICTED BELLSOUTH SECURITY INFORMATION" - -, 



7 

-11- 

Although the  over 24 hour objective io important to me 
- I hava never condoned the manipulation of company records to 

include creating reports LOT the purpose of meeting an objective. 
I receive weekly printouts with intormation on subscriber reports 
letting me know where I stand regarding Out of Service reports. 
If I -am not meeting the objective of 9 5 % ,  I advise all my 
nuperv&ors^ where ws stand in the exchange. in question and make 
sure-that they do everything possible within tho  set guidelines not 
to nism another O u t  of Service report. 

I have made the statement at or near the end of a month 
that we would need several Out of Service reports i€ we were to 
meet the  PSC objective. I would ask that reports in the dispatch 
or scraening pool be retested to see if any reports could bo 
rastatused out of service. If I could get the out of service base 
built up we could meet the objective. 

It’s obvious there has been record manipulation in my 
center so we could meet these results. As I stated before, I do 
not condone and I have n e v e  asked anyone to falsify records to 
meet objectives. However, because of my constant monitoring of t h e  
out of service reports ar.d the fact that I also daily adviae my 
su2ervisors when we are not meeting an objective, I may have 
unknowingly sent the wrong message to one or more of my 
supervisors. 

I personally hava not created trouble reports o r  asked 
a manage? or craft employee to create trouble reports, or f a l s i f y  
any other - IWC records to meet objectivefi. 

- 
-77 - 
- 

- - 
- - - 

- 

I have also advised my employees, especially my managers, 
- _ _  that if anybody was making up short duration trouble reports O r  

doing anything illegal they better stop it. This was in late 
October or t3e first part of November, 1990. My s u p e r v l ~ ~ r ~  Mr. 
Kellermann, had asked me to taka a look at my center to make sure 
that everything was being reported and handled properly. H e  Was 
especially concerned with task building by the outside forces. I 
did find-eoma short duration Test O.K. reports but did not pursue 
or investigake the exact reason they were shown cleared in a short 
t h e .  I did  say as I stated before, that if anything improper Was 
being done, they better damn sura stop it. 

I suspect that 
the improper actions under investigation were done by one or mar0 
of my managers. Rowever, I do not have any proof to substantiate 
my suspicions. 

The Gainesville IHC is my rasponeibility. 
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I do recall an fnCid8nt in early November, 1990 involving 
- a spacial circuit that had an extended duration t i m e  of receipt to 

clear in excess of sixty-nine hours. This subscriber report was 
<-= - misfiar.dled .by SARTS, ny IMC supervisor Jim Powell, and by SSIM 

whereby it was not properly closed in ELYOS in a timely manner. 
This incident was over a week8nd. 9.e trouble renort came in on -~ 
a Friday aftarnoon ana was not Closed un t i l  Monday-morning. Since 
Powcll-was on weekend duty and he was formerly a supervisor in 
S s I X , - I  felt that he should have handled the report over the 
weekend and not waited until Monday. He was somewhat inexperienced 
in oP%ra=ion o f  the IWC, so I re-covered hin on the proper 
procedures regaiding 'dispatch and the inportance of handling a long 
duration subscriber report. 

Because of this I told P o w e l l  that we would need many 
short duration tickets to overcome the unnecessary affect o f  th8 
one long duration report. He later asked m e  what he could do about 
the long duration report. As I recall, I told him we were going 
to have to eat it as there was nothing ve could do. 

I have been advised that one of my Maintenance 
Adniniotratore, Billie Sommer, stated that Powell came to her 
asking that she make up false trouble reports to o f f a e t  a long 
duration out of service special circuit. She stated that she wculd 
do what the supervisor asked but t o l d  him she thought i t  was wrong 
and inproper. Sommer then advieed that Powell went to me to 
discuss t h e  matter. Re came back to Sonmer and decided that he 
would not ask that false reports be mad&, becauea he had a guilty 
conscience. 

I don't recall that Powell mentioned false reports or 
that he had a guilty conscience. I only told him that we could do 
nothing but eat the trauble. When 1 told Powell that we wogld need 
many short  duration trOUblOS, I in no way was suggesting or 
instructing him to create trouble reports. 

I have read the above statement conaiating o f  eix pages 
and it is true to the best of my knowledge and belief. I have 
initialed each page and correction. 

- 

signed: 

Witness: 
A.  P. Bradley 
Staff Manager-Security 
Decsnber 11, 1990" 

243 
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- m i e w  o r  - 
On Decanbar 12, 1990, wa5 interviewed and provided 

the following signed statement: 
- 

- nGainesville, Florida 
- December 12, 1990 - - 

- 
2 , do hereby make tho following free and - 

1, - 
voluntary statement to A. F. Bradley, who has identified himself 
as a Staff Manager-Security for Southern Bell Telephone Company. 
I realize this statement may be used as evidence. 

Iam old. M y  birthdate is - 
an& my s&al security number is . I am 

employed with Southern Bell Gainesville, Florida as 

and can be contacted through 
him at 

I have been in the Gainesville Maintenance 
Center for approximately six years. During my entire time here 
reporting to second level managers, , Jobnny Joos 
and , I have never been asked to do anything 
improper-with the statusing of subscriber reports for the purpose 
of making a PSC objective. All managers, including myself, are 
always-being reminded that we need to do everything possible within 
the r u b s  and guidelines to make all of our indaxes. Again, I 
personally have never done anything improper or been asked to do 

I have reviewed with Mr. Bradley, a list of Test OK out 
of service reports for September and October, 1990, for Several 
small axchanges i n  tha Gainesville and Brooksville Districts. I 
have been told that these records reflect reports that were crtated 
for the purpase of enlarging the Out of service report base so that 
the PSC over 24 hour Out of Service index could be met. 

I have no personal knowledge who may have created *ese 
troubles. 

I do recall an incident that happened within the past 
three months that involved Gainenvilla M C  Assistant Manager Jim 
Powell. 

- , and my net credited service date is - - _  I report to 

-anything improper EO that an index could be met. 
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fbelieva that I was working at tho Brooksville Control 
position. Powell walked by xnd made a passing comment, something 

- to the affect that he was in real trouble because he had missed too 
=any out 0-f service subscriber reports. ~a was referring to 
reports L!at  were out of service over 24 hours which directly 
affected th.e PSC objective. He also mentioned something about a 
telephone book and that he needed to build up the  report  base 60 
that -he could meet the Psc objectives. 1 mad. a comment to h i m  
like "Xey, thatlm very serious stuff or Vhat's a serious thing". 
I weDt back to my work never thinking that Powell was really 
serious in h i s  statemact. A8 a matter of fact, I forgot the 
incident until I learned of the Security invastigation regarding 
the improper statusing of trouble reports. I also did not observe 
Pawell sitting at an ELMOS terminal using a telephone book doing 
any type transactions. 

18 My understanding of the CON transaction is that it 
14  removes the subscriber report  from the PSC base. This transaction 
29 is only rarely used vhsn a subscriber requests a future date f o r  
2f dispatch which would put the report in the over 24 hour status. 
22 In my 5rx years in the Maintenance Center, I have authorized the 

use OC the CON transaction no more than three t h e e .  

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

2 initialed each page and all corrections. 
- 

Signed! 

$f 
27 
23 - 

12-12-90" 
m j - w  of ~dmund r,. Wrinkle. -uer - T K  - _  

On December 12, 1990, Wrinkle was interviewed and 
provided t h e  following signed statement: 

nGainesville, Florida 
December 11, 1990 

. 

I, Edmund L. Wrinkle, do hereby make the following free 
and voluntary statement to A- P. Bradley, who has identified 
himself as a Staff Manager-Security fo r  Southern Bell Telephone 
company. I realize this atatement may bo used as evidence. 

I am fifty-one years old .  M y  birthdate is June 15, 1939 
and my social security number io 264-56-6541. I am employed vith 
Southern Bell as an Assistant Manager-MC in Gainesville, Florida. 
My NCS date is March 4, 1966. I may be reached in Gaineaville at 
904-335-3264. 

X Y 5  
"RFSmTCT%D 8EI-KSC)tppH SECU2ITY INFOR'UTION" ._ ----e- 
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3 E have boon in tho Gainesville IMC since July, 1490. 

Prior .to this gosition, I was a Manager in the Gainesville 
- E construction - group since 1971. 
e.-- c- - -- : 

- . 
I have been advised that an investigation is in progress 

in th=Gainesville IMC in regard to the manipulation of subscriber 
t roub le  reports for the purpose of meeting certain PSC objectives. 
I have-no knowledge of anyone, craft employee or manager in the  
Gainesville IMC that is or has falsified trouble report records. 
My knowledge of the Maintenance Center operation is limited, and 
I wcdd not know how to create false troubles or incorrectly status 
a trouble report fog the purpose of meeting a PSC objective. 

M y  supervisor, , regularly reminds all the 
managers in the IXC nhere we stand on PSC objectives. However, he, 
as far as I know, has never asked or instructed anyone to falsify 
IMC subscriber reports to Eeet an objective. 

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

Signed: 
Edmund L. Wrinkle 
12-12-90" 

U & e . w i e w  of . h s s & & & & J J e r  IM(; 

the following signed statement: 
- on December 12, 1990, was interriawed and provided 

- 
HGafneSville, Florida 
December 12, 1990 

a% 1, , do hereby make the following free and 
7f voluntary statement to A. F. Bradley, who has identified hhsa l f  
3 0  
3 1  

37 ram . old. My birthdate is 
33 and my social security number is I am empioyed with 
33 Southern Ball as in Gainesville, Florida. 
3U My NCS date is I report to and can 
35 be reached through him at - 

I have bem advised that an investigation is in progress 
in the Gainesvillo IMC regarding improper and false subscriber 
reports being created and the fslproper statusing of TOX out of 
service reports f o r  the purpose of meeting PSC objectives. 

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

24cb 
n- ..A^^__ 

"RESTRICTED BELLSOUTH SECURITY INFORMATION" 
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I have been in the Gainesville IMC since . I have 
never been asked or instructed to falsify any Xaintenance Center 

- records for the purpose of meeting a PSC objective. I have also 
not askid or inatructod any craft per5611 to create false subscriber 
repor-s or incorrectly status a subscriber report f o r  that purpose. 

i s  regularly reminding mysolf 
as ? E l i  as the  other managers in the center where wa stand in 
ragard-to all indexes, including our PSC objectives. However, as 
far as I-am aware he has never asked or instructed anyone to 
manipulate Maintenanco center records f o r  the  purpose of meeting 
an objective. 

M y  suporvisor 

/4L I also have no knowledge that anyone else in our 
1s Maintenance center is manipulating subscriber reports for that 
/C reason. 

17 I have read the above statement consisting of t w o  (2) 
f g  pages and it i6 true. I have initialed each page and a l l  
r q  corrections; 

20 
X I  
23 
23 . Witness: 
7 Y  A. F. SradIey 
2 c Staff Mafiager-Security 
Xb December - 12, 199OH 

3 0  
31 
3 x  
3 3  
34 
ZF 

Signed: 

10-12-90 

m e r v i e  w or tant Manaoer - TCC/TM C 

O n  December 17, 1990, was interviewed and provided 
the following signed statement. 

nGaineeville, Florida 
becamber 17, 1990 

- 
1, , do hereby make the following free 

and voluntary statemait to A. F. Bradley, who has identified 
himself as a Staff Manager-Security for Southern Bell Telephone 
Company- I roalize this statomant may be used aa evidence. 

Ian! old. Hy birthdata is 
and my social security number is 1 am employed uith 
Southern Be11 as in tho Gainesville 

a 4-7 
"RESTRICTED BELLSOUTH SECURITY THFORMATTON" --- 



- . ' I 'am roopondble f o r  service order activity in 
Maintenance Center. Xovever, as needed and on weekends, I assist 
in the Repair part of the center supemising the duties of the 
Maintenance Adninistrators. 

-17- 1 
- 

3 Maintenance center. I report to at 903 W. *-:-- University Boulevard and can be contacted th>oush his at 

- 
- My supervisor, , has on occasion reminded me, 

a7 as vel1 as the other supervisors in the Maintenance Center, to make 
X*--sure that we monitar 811 6f our indexer. AS far aB I am concerned, 
2 9  he has worked hard to make sure that we are doing our work in the 
3 0  proper priority. ne has never approached ma to do anything 
3 4  imprepet, but tried to makr sure that work w a s  being handled 
31 correctly. 

33 - I  have worked all of the assignments in the Maintenance 
39 Center over the past four years. The responsibility is primarily 
3s monitored by the load control supemisors. It is that manager or 

manager's responsibility in the load control environment to match 
;r7 the forces to the daily load requiremente, keeping the Company's a objectives in mind. If the load cannot be handled, they must bring 37 the probles to attention so that he can attempt to obtain 
yo additional support. 

. -  
- I am now aware that an investigation is in progress in 

the Gafnesville LYC regarding the  improper statusing of bubscriber 
troubl-e reports and that subscriber reports have been created to 
insure that PSC indexes are met: 

I have been in this Maintenance Center fo r  over four 
years. During this time, I have never been asked or instructed by 
higher management to manipulate Xaintenancs Center records 
improperly, including creating subscriber reports so that an index 
could be met. 

I -have reviewed the results of a review by the North 
Florida Area staff which indicated that TOK Out of Service reports 
were created in September and October, 1990 and that subscriber 
trouble reports w a r e  inproperly put in the CON statue f o r  the 
purposa of meeting the PSC 24 hour out of service index. 

I personally have not been involved in any inproper 
actions in this regard and have no kriowledge of who may be 
involved. 
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- 
I have read t h e  above otatement consisting of 3 pages, 

- a n d i t  is true to the best of my knowledge and bolief. I have 4-  . initfalad each page and all correction:. 

-- L Signed: 
7 

12-17-90 

Staff  Manage;+ ecur ity f!( 12-17-90.. 

1 3  Eilen W. Reddick &4 Associate Manager-Security 
if 12-17-90" 

/ c  Interview Of Evelvn L. €9 a t t .  -tan t- - M 

17 / a  the following signed statement. 
On December 17, 1990, Platt waa intorviewed and provided 

"Gainesville, Florida 
December 17, 1990 

x l  I, Evelyn L. Platt, do hereby make the following free and 
27 voluntary-statement to A. P. Bradley, who ha8 identified himself 
23 as a Staff Manager-Security f o r  southern Bell Telephone Company. 
29 I realrze this statement may be used as evidence. 

1c -_  Xy birthdate is Novambor 27, 
16 1941 and my eocial security number is 265-58-0091. I am employed 
17 with Southern Bell in Gafnesvflle, Florida as an Assistant Manager- 
11 SSDAC/IMC, and my NCS date i s  September 14, 1964. I report to 
x e  ar.d X have the responsibility for dispatching on the 
30 installation and maintenanca of special circuits. I have been 

advieed that an investigation is in progress ragatding the improper 
statusing and+,he creation of falee subscriber trouble reports for 
the purpose of meeting the PSC over twenty four hour o u t  of service 
index. 

I have been in the Gainasvilla Xaintenancc Center since 
March of 1990. My knowledge of the Maintenance Center is limited. 
I havo never been asked or inotructed by anyone since I came to 
Gainooville to do anything improper regarding subscriber reports. 
I also have no knowledge of any other employee in the Maintenance 
Center, craft or Panagement, that may be falsifying company records 
€or the purpose of meeting PSC indexes. 

I am forty-nine years old. 
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5 have read the above statement consisting of two pages 
- and it is true to the best of my knowledge and be l i e f .  I have 

- initialed both pages and all corrections. . -  .- -. - - 
Signed: 
hrelyn L. Platt 
12-17-90 

witnezc 
A. E. Bradley 
Staff- Manager-Security 
12 - 17 -9 0 'I 

- 

- ncott 'powell. Assistant V.crnaa er - Iz  

On December 18, 1990, Powell was reinterviewed and 
provided the following signed cstatement. 

Gainesville, Florida 
December 18, 1990 

I, James Scott Powell, do hereby make the following free 
and voluntary statement to A. F. Bradley, who has identified 
himsalf as a Staff Manager-Security for Southern Bell Telephone 
Company. 1 realize this statement may be used as evidence. 

I am forty years old. My birthdate is June 6, 1950 and 
my sociar security number is 267-90-3387. I am an Assistant 

. Manager-IMC in the Gainesville, Florida Maintenance Canter. I have 
been iii the Maintenance Center since October or November, 1989. 
My present job assignment is Load Control Supervisor for the 

- ..Gainesville Turf. This takes me in the Gainesville area and all 
of the smaller exchanges such as Keystone Heights, Newbrrry, 
Bronson and others. In this job, it is my responsibility to manage 
the load in my turf assignment. I am responsible to make sure that 
when possible I huve enough manpower in areas having trouble 
reports. This Includes doing everything possible in my control to 
not miss clea-ring troubles within twenty Four hours. 

At no time have I ever asked any employee to creata 
troubles so that the Maintenance Canter would meet a PSC objective. 

I understand that an employee in the center made the 
Statement that I asked t h e  employee to create troubles to offset 
a special Circuit outage that exceeded the out of service time 
limit. 

"RESTRICTED BELLSOUTH SECURITY INFORMATION" 
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This is a totally untrue 6tatoment. Clearing time is 
very important to ne, but Rot Important enough to be involved in 
cheating. .- 

A s  I Statbd in my interview on Decanber 10, 1990, I do 
not have the knowledge of the ELMOS system to create or close 
troubles. 

- 
- I have also been advised that someone in the center 

o v e r b a r d  me make a statement to the effect that I was in trouble 
becziiuusa I had some .troubles that wont over the twenty four hour 
tine limit. They also stated that I said I needed a telephone book 
so that I could make some troubles. This is also a false statemant, 
since I don't know how to mzke a trouble report, why would I make 
such a statesent. I have never been asked or instructed by my 
supervisor I ? or any other manager to manipulate records, 
create troubles or do anything else against Company policy for  the 
purpose of meting an index. I also have no knowledge of any other 
employee, management or craft that may be involved. 

If the Company cannot get aomeone to admit to the 
creation of false troubles why doesn't the Company consider asking 
all of the employees in the Gaineoville Maintenance Center to 
s u b m i t  to a Polygraph test. I would have no fear of taking such 
a test, but wold like to see everyone take the test. 

If I determine any information in the future regarding 
who may be involved, I will immediately bring this information to 
the aLtention of my supervisor. 

I read tho above statement OF 3 pages and it is true to 
the best of ay knowledge and belief. I have initialed all pages 
and corractLons. 

Signed: 
James 5 .  Powell 
12-18-90 

Witness: 
A. F. Bradlev 
Staff Manage;-Security 
12-18-90 

Witness : 
Ellen W. Reddick 
Associate Manager-Secarity 
1 a - 18 -9 0" 
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dn December 21, 1990, 
the folloving a i p e d  scatament: 

. -  
. -  

- 
-1 I - 

free -aRd voluntarv statement to 

.- 

was interviewed and provided 

"Gainesville, Florida 
December 21, 1990 

, do hereby make the following 
A. F. Bradley, who has identified 

hii lself  a3 a Stazf Xanager-Security €or Southern B e l l  Telephone 
Company. I realize this statement may be used as evidence. 

I a m  : old. M y  birthdate is 
, and my social security number is . I an employed 

with Southern Bell as .. in the Gainesville, 
Florida ~afntanance Center. I report t& - -, Manager- 
IMC, and can ha reached through him at . My present 
job assignnient in the mintenance Canter ia 

My responsibility is to make every effort to balance 
the work force with &&e load. To make every effort not to m i s s  
subscriber appointments, o r  let trouble reports go over the twenty- 
four hour time l i m i t .  I try to accomplish my wozk within the 
proper guidelines. 

-Z understand that an investigation is in progress 
regarding the improper statusing of subscriber reports and the 
creation of fa l sa  trouble reports for the purpose of meeting PSC 
index objectives. 

I have no personal knowledge of anyone in the Gainasvilla 
Maintenance Center #at may bo falsifying or manipulating Company 
records for thi5 purpose. I have not beer. involved in falsifying 
records nyysrlt to meet objectives. My supervisor, , 
regularly reminds all of the Maintenance Center Managers where WQ 
stand on miessd appointnente or i f  we are in jeopardy regarding 
subscriber l i n e s  out of service mer twanty-four hours. However, 
at no tfme has he ever asked me to do anything improper to make a 
PSC objective. 

I have reviewed several subscriber trouble history 
reports fo r  subscribers in t h e  Gainssville District. These trouble 
h i s t o r i e s  reflect no assignsd employee nunbars, 921, 131, and 175 
as the employee that handlad the trouble. I have not seen these 
unauthorized employse numbers on Maintenance Center records and 
have no information who may be using these employee numbers. 

. 
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I have read the above statement and find it to be trua 
to the best of my knowledge an6 beliet and I have initialed each 
pnge and all corrections. 

- - 5- 

7 -3 
? Witness: 
/U A. F. Bradley 

)2 boc&er 21 ,  1990 

- "c'- - S ihed : 

12-21-90 - - 

-J/ staff -Manager-Security 

13 Witness: 
r Y  

During the  course' of this investigation the tollowing 
Maintenanae Adminietrators were interviewed. They all denied any 
knowledge or involvement in the false creation or inproper 
statusing Of subscriber trouble reports in the Gainesville Division 
IMC . 

- 
m t s -  

- _ _  12-13-90 
12-13-90 
12-13-90 
12-13-90 
12-13-90 
12-13-90 
12-13-90 - 
la-13-90 

mZ?Q 
Beverly A. Flinchun 
Cindy Amel 
Joann Norris 
Larry A. Howdl 
Ellen P. Bell 
Rita P. Garrett 
Eleanor C. Campbell 
E l i z a b e t h  A. Orton 

Pate 
12-13-90 
12-13-90 
1 2  -17-9 0 
12-17-90 

12-17-90 
01-02-91 

la-17-90 

NmAe 

Helen J. H i l l  
Sandra B. O'COMOr 
Shar J. Foster 
Frances L. Harris 
 an C. Martin 
Charlotte L. Sheffield 
Roberta S. Gallahue 

e C .  -. Jr. - N-+w& OPerations 

O n  January 2, 1991 ,  Bradley met w i t h  Xellermann to review 
- 

the progress Of the  investigation and Kellermann provided the ' 

following signed statement. 

a53 
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llGaineeville, Florida 
becamber 21, 1990 

-<- I, Theodore C. Xellermann, Jr., do hereby make the 
-& : forloving free and voluntary statement to A. P. Bradley, w h o  has 

identified himself as a Staff Manager-security for Southern Bell 
Telephone Company. I realize this statemmnt may be used as 
evidence. ~ 

I am forty years old. My bfrthdate is December 23, 1950, 
and my social security number is 262-92-2606-9. I am the Network 
OpeM~ioIis Manager, for the Gaineeville Division, and can be 
contacted at 904-336-5750. My NCS date with Southern 9ell is 
September 11, 1972. 

In rogard to tho Security investigation in the 
Gainesville Maintenance Center on improper statusing and craating 
of false subscriber trouble repzrts in the month8 of September, 
October and November, 1990, I have no knowledge of who may be 
involved. I do not condone the manipulation of Company records for 
the purposa of mastihg an internal or PSC index objective. I have 
never manipulated Company records for this purposa and I have never 
asked or instructed anyone under my supervision to falsify records 
to meet an index. 

The creation of false subscriber trouble reports were 
dons in the Gainesville Division small exchanges. Reports ware 
created in six small exchanges apparently to enlarge the report 
base to insure that the PSC index for Out of Service over twenty- 
four hours would be met. In reviewing the reports in these small 
office, it was n o t  nacessary io enlarge the raport base on four 
of the six offices involved to meet the PSc index. In vi4w of 
th i s ,  it is unclear to me why anyone would tclra the t h e  to create 
reports when it was not necessary. 

The responsibility for doing everyUling within Company 
guidelines to meet indexes asoociat4d w i t h  the Gninesville 
Maintenance center is w i t h  myself and 
I have suparviaed for approximately t w o  yeara, and have 
no reason to suspect that h; would manipulate records outside of 
Conpany guidelines to meet any ohjectiva. I sea him 89 an 
extremely honest manager and feel that he would also not condone 
anyone under h i s  suparvision falsifying Company records. 

I have read the above statement consisting of two pagen 
and it is true to the best of my knowledge an6 belief. I have 
initialed each page and all corrections. 

- 
_ -  

a 5 4  
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Signed: 
T. C. Kellermann, Jr. 
Operations Manager 
1-2-91 .- 

- 
- As of January 22, 1990, reviews of th4  December, 1990 and 

~anUai+, 1991, TOR, Out of service and CON reports f o r  the 
Gainesville, Florida IMC does not reflect any additional reports 
shown received and cleared by a fictitioufi employee. 

-_ 

- 

CLQSED 
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