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Q.

a.

DIRECT TESTIMONY
R. EARL POUCHER
FOR
OFFICE OF PUBLIC COUNSEL
EFORE THE
FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 920260-TL

Please state your name, bﬁsiness address and title.

My name is R. Earl Poucher. My business address is 1lil
West Madison St., Room 812, Tallahassee, Florida 3239%-
1400. My title is Legislative Analyst.

Please state your business exﬁerience.

I graduated from the University of Florida in 1956 and I
was employed by Southern Bell in July 1956 as a supefvi-
sor-trainee. I retired in 1987. During my career with
Southern Bell, I held positions as TForecaster,
Gainesville:; Business Qffice Manager, Orlando:; District
Commercial Manager, Atlanta; General Commercial~Marketing
Supervisor, Georgia:; Supervisor-Rates and Tariffs,
Florida; District Manager—-Rates and Tariffs, Georgia:

General Rate Administrator, Headquarters; Division Staff

-~

. Manager-~-Business Services, Georgia; Profitability

Manager-Southeast Region, Business Services; Distribution

Manager-Installation, Construction & Maintenance,

———y




[

14

15

16

17

is

22
23
24

25

Pensacola and IATA PlanninglManager—Florida. _n addi-
tion, I was assigned to AT&T in 1963 where I worked for
three years as Marketing Manager 2in the Market and
Service Plans organization. I joined the 0Qffice of
Public Counsel in October 1991.

Have you ever appeared before this Commission?

Yes I have. I testified cn behalf of Public Counsel in
United Telephone's Docket 30. 910980 on rate case matters
and Docket No. 910725 on depreciation matters. I
testified in GTE Docket 920188-TL on Inside Wire
activities. I recently testified for Public Counsel in
BellSouth's depreciation Docket No. ©20385-TL. In
addition, as an employee of Southern Bell I testified in
rate case and anti-trust dockets before the Public
Service Commissions in Georgia and North Carolina. I
also participated as the representative of Public Counsel
in the negotiations and settlement of the depreciation
rates established by the FCC for General Telephone and
BellSouth earlier this vyear and I negotiated the
stipﬁlation which settled the General Telephone
depreciation docket in August cof this year.

What is the purpose of your testimony?

"The purpose of my testimony is to recommend to the

Commission that it abandon the existing BellSouth Rate

Stabilization Plan and apply the existing and traditional
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rate of return standards to the company. In addition, I
am proposing *that the Commission impose an economic
penalty whichn would be directly applied to the
stockholders of the company in recognition of the
violation of the public trust on behalf c¢f the company in
the conduct of 1its maintenance and sales activities

during the Rate Stabilization Trial.

Finally, because of its unethical behavior in the conduct
of its maintenance activities during the Rate
Stabilization Trial, I am recommending that the

Commission re-regulate BellSouth's installation, sale and

"maintenance of Simple Inside Wire at the earliest

possible time. This recommendation is based on my belief
that BellScuth's actions demand that the Commission
regulate and closely monitor their future activities in

this area.

What is the basis of your proposal to return to

traditional rate base regulation for the companv and
impose an economic penalty?
The time for experiments is past. The Rate Stabilization

Plan should be abandoned by the Commission and the

company should be regulated under traditional rate base

regulation. It is my belief that the Rate Stabilization

Plan contributed to a management mind-set that encouraged
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Ths widespread atuse ¢ customers and the falsification
he Fukliz Service Commission in crder to
produce nigher earnings while creating the false
impression that =he cocmpany was meeting existing Psc
stangdards cf serv.c=.
From the standpoint ¢ the Florida consumers, the Rzte
Stabilization Plan fell far short of reaching the goals
intended by <=<his <Commission and Instead, produced a
"negative dividend" which penalized its customers. The
major impacts resulting £rom the implementaticn of the
Rate Stabilization Plan are as follows:
(1) It produced a large group of customers who
were abused by ccmpany practices which resulted in
maximized ccnmpany prefits and false quality of

service reports filed with the Commission.

(2) Based on procedures that violated company
practicass, trhe ccmpany's management perscnnel were
able to enjoy excessive and undeserved salary
increases Zuring the conduct of +the Rate
Stabilization trial while customers were subjected
to fraudulent sales and unacceptable levels of

service which were not reported to the PSC.

o
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£3) The company's stockholders enjoyed nigher
return oh their investment than Jjustified by
traditional requlation during the conduct of the
Rate Stabilization trial, again, at the expense of

the general customer body.

(4) The company was never able to achieve earnings
it could "share" with its customers, despite the
fraudulent sales and false service reports o the
PSC.
wWhy do you say the Rate Stabilization Plan produced the
"negative dividend" you described earlier.
Public Counsel has cbtained documentation which, in ny
opinion, clearly demonstrates,that:
(1) In its frantic search for higher revenues, the
company engaged in outright fraud by adding additional
services to customer bills which were not ordered by its

customers.

(2) In its desire to continue to demonstrate that it was
meeting the established PSC standards of service while

dramatically reducing its service forces, the company

 falsified its repair records and filed false and

misleading reports with the PSC.
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(3) Higher mnanagement igncred clear and compelling
signals that company employees were engaging in the above
activities. These signals were largely ignored until
such time as the company was forced to acknowledge its
problems and belatedly begin to implement new standards
and controls to eliminate widespread abuse.

Please discuss the fraudulent sales activities conducted
by the company.

Company employees added services to its customer's bills
which were not ordered by its customers and without their
knowledge. The company settled a recent action by the
Statewide Prosecutor (Exhibit No. REP~-1}) in an
investigation of the company's sales practices which

produced $12.2 million in refunds as restitution.

The company's position is that they had a few bad apples
who committed improper acts which resulted in their
dismissal or discipline. However, it appears that the
corporation was in a "revenue feeding frenzy" when it

realized it had the opportunity to enjoy a higher rate of

return under the Rate Stabilization Plan.

' The Statewide Grand Jury, in its Advisory Opinion filed

on September, 15, 1992 stated, "After careful

deliberation of the evidence produced, we have determined
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that Southern Bell created, promoted, and sustained an
atmosphere <that served to foster and reward certaiﬁ
fraudulent practices. As one example: The Company
established an extensive sales incentive program that
included such prizes as cruises and appliances, which
amounted to an engraved invitation for both craft
erployees and management alike to commit fraud on
unsuspecting and defenseless customers by selling them
services they did not need or want. The progfam was rife
with overt pressure on employees to produce sales, but
ccntained no provisions for verification of actual sales
activity. By this and similar actions, we believe that
the Company ccuntenanced the conception of a culture that
allowed corpbrate executives to look the other way when

the specter cf consumer fraud stared them in the face.®

The priorities of the higher management of the company
placed revenue generation activities first and foremost,
and they failed to exercise their responsibkilities on
behalf of their customers. Public Counsel will call as
witnhesses, Mr. C. L. Cuthbertson, Jr., General Manager,

Human Resources, and Mr. C. J. Sanders, Vice-President,

"Network~South Area, BellSouth'Telecommunicaﬁions Inc., to

describe the discipline which resulted from the company's

internal investigation into improper conduct by company
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employees in repair service. Public Counsel witness Mark
Cooper provides the Commission with specific insight into
the area of sales fraud and excessive sales pressure

inposed by the improper use of nonopoly power.

It is my opinion that we will never know the full
extent of the activities which occurred in the adaing cf
optional services such as custom calling and inside wire
maintenance to customer bills without their knowledge and
consent and in the submission of false quality of service
reports . to the Commission. At this point, Public
Counsel's efforts to discover the facts of these matters
through document requests and depositions have been
vigorously opposed by the company. Until the Commission
resolves Publid Counsel's outstanding discovery notions,
the full extent of these abuses will be known only to

BellSouth.

With over 29 years of experience 1in all rphases of
Southern Bell operations, many of them in Florida, I have
never observed or heard of anything that remotely

compares to the customer abuse and deception of the PSC

‘that has been experienced during the Rate Stabilization

Trial. In my opinion, higher management must have either

been aware of the practices of its employees, suspicious
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of them, or incredibly naive. Unless this Commission
compels BellSouth to render a full accounting of its
investigations; the extent of management's knowledge can
only be inferred from the discipline that was imposed,
existing discovery and external sources.

What specific sales abuses occurred?

BellSouth employees have Leen involved in extensive
revenue-generating sales activities which resulted in
substantial numbers of customers having various services
added to their bills without theilr knowledge or consent.
Investigations by the company revealed that the
activities took place in multiple locations. As a
result, 50 company employees were subjected to various
disciplinary measures. Further, higher management was
either aware or should have been aware that the progranms
involved customer abuse and fraud and failed to act in a
timely manner to deal with the problems.

Do you have any proof of these actions?

Yes. The company discipline administered to its employees
for sales fraud is proof that it happened. Twenty-eight
(28) Service Representatives were disciplined and five of

them were terminated. In Network, three managers were

terminated, eleven others were disciplined and five

craftpersons were terminated.
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The Statewide Grand Jury advisory opinion clearly states
+hat the company was engaging in (improper) activities
and that the company culture countenanced the conception
of a culture that allowed corporate executives to look
the other way. In his dsposition to Public Counsel on
September 14, 1992, Operations Manager L. E. Mixon,
stated that he had encountered sales fraud in West Palm
Beach in 1989 and had referred it to General Manager L.E.
Spradlin by telephone. He 2also brought it up in a
subsequent group meeting with Mr. Spradlin's managers.
Nothing happened as a result of his revelations. The
company looked the other way, just as the Grand Jury
concluded,

How did the company's repair activities impact customers
during the Rate Stabilization Trial?

During +the Rate Stabilization Trial, the company
maintenance forces engaged in a wide variety of practices
which subverted existing quality of service standards
required by Commission rule. The company was thereby
reporting acceptable levels of service to the PSC while
actually delivering a lower level of service to its

customers.

10
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Did the deviations you have identified involve just a few
"bad apples" as you described earlier, or was it more
pervasive?

Based on company data, 85 of the existing 257 managers
with maintenance responsibilities were formally
disciplined as a result of their activities (EXHIBIT NO.
REP-3). Several others received Informal Discussions.
Eighteen additional managers were identified for
disciplinary measures, but they retired EXHIBIT NO. REP-
4). In total, the discipline of Florida's maintenance
management structure exceeds anything that I have ever
observed, based on ny 29 years of experience in the
industry and my knowledge of the.history of telephony in
general.

Was the discipline confined to just the lower levels of
management?

No, it was not. All 1levels of management were
disciplined, from the lowest to the very top of the

organization.

For instance, Vice-President Sanders disciplined a number

of top level Network managers because as he stated:

", ..they were responsible for organizations and the

operations of organizations over a period of time,

11
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which I felt inappropriate activities were taking
place and were not dealt with in a timely manner.
You can sum it up by saying they were on your watch
managers during a period of time, and I felt that
they had responsibility for their organizations and
making sure that appropriate activities were taking

place during that time."

The managers who were disciplined because they should

have dealt with the problems included

and

throughout the state.

What_ circumstances caused such a large number of
personnel to be subjected to discipline at the same time?
Isn't that unusual?

Yes, it is. The investigations of maintenance operations
were conducted by the company as an outgrowth of a
complaint by the Office of Public Counsel filed with the
Commission on February 18, 1991. The Office of Public
Counsel maintained that the company was engaging in the

systematic falsification of quality of service reports to

"the PSC. Despite continuing and persistent efforts by

the Office of Public Counsel to obtain information

regarding its actions, it was not until mid-1992 that the

12
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Q.

A.

company addressed its preblems and demonstrated that it
was only then beginning to take strong steps to change
its ways of deoing business.

What steps did the company take?

The company first disciplined 85 maintenance management
personnel. Second, mnajor revisions of mnaintenance
policies and procedures were alsc implemented to tighten
the controls on the system. EXHIBIT NO. R;P—G is the
primary document which directed the network organization
to implement new, tightened procedures to prevent the
kind of abuse that occurred in Florida. There was a
tightening of the rules to classify out-of-service
troubles. "Wet Rules" for treating trouble
classifications differently  when it rained were
eliminated. CON (Carried Over Not Scored) was eliminated
as a transaction. Access to the data base for creating
and closing trouble reports was limited. The machine
time was implemented as the clear time on a trouble, as
opposed to a manual entry which could be backed up. Many
of these changes relate directly to the reasons cited in

the discipline of management.

Did the company also agree to make changes as a result of

the settlement with the Grand Jury?

Yes, EXHIBIT REP-7 is the Southern Bell Review Programn,

13
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implementation of an Ethics Program, creation of a

Corporate Responsibilities and Compliance 0ffice, Service

Sales Changes, Maintenance‘ System Changes and PSC

Reporting procedures.

Specifically, what types of discipline were administered?

The discipline ranged from termination, +to the

withholding of pay raises, to personnel en;ries in the

form of reprimands, warnings or counseling entries. 1In

the case of salary treatmenﬁ, the penalties, in some

cases, amounted to thousands of dollars. EXHIBIT NO.

REP-5 shows the extent of the discipline administered to
the individuals in the middle management of the
maintenance organization. Higher managements would have.
received significantly larger financial penalties.

Is it normal for management personnel to be disciplined
in BellSouth?

It's almost unheard of for a management person to be_
subjected to discipline in BellSouth. Sometimes they are
incompetent. But that only affects their ratings.

Historically, a management person subjected to discipline

could anticipate that their career progress had come to

‘'a total halt.

14
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Please describe the climate that existed 1in the
maintenance organization at that time.

When the company entered into the Rate Stabilization Plan
with the PSC in 1989, it basically agreed to certain rate
changes and to maintain service at satisfactory levels.
As an incentive, It was allowed to share revenues above
certain allowed rates of return with its customers. The
company had made significant efforts in the early 1980's
to introduce new and better outside plant facilities and
procedures and its overall level of service was perceived
to be satisfactory. The major challenges to the company
came from managing the lcad during bad weather and in
meeting PSC standards, particularly in the area of timely

repalr of Out-of-Service trouble reports.

With +the advent of the Rate Stabilization Plan, the
company was motivated to reduce expense to produce higher
earnings and to maintain existing levels of service. The
company did just that. It reduced expense by imposing
large cuts in its craft and managenent forces. Its

management personnel were given flat ultimatums to

‘maintain PSC service standards. It is nmy opinion that

lower management delivered exactly what higher management

had demanded--the appearance of good service. But in

15
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order to do sc, it was necessary for them to compromise
the system at the expense of its customers.

You mentioned discipline of nanagement. What about
discipline of craft personnel?

To the best of my knowledge, minimal discipline cf craf+
perscnnel has occurred, except for isolated
circumstances. Over 85 craft personnel were targeted as
committing improper acts.. But it is doubtful that the
company would prevail in disciplining its craft
personnel, since there is evidence to indicate they were
acting at the direction cf management.

So, the result of these actions was that the company
reported good results to the PSC and the customers
actually received lower levels of service?

Yes, the company went to extreme lengths to avoid having
trouble reports fall into the category that would count
against them with the PSC Out-of-Service over 24 hours.
This was the single measurement among the PSC objectives
which was most difficult to achieve. In compromising the
system and company directives, they were able to avoid
missing the PSC cbjective, but they also failed to

provide refunds to customers which were required by PSC

‘rules when service was out of order beyond the 24-hour

time period. So the PSC was not only deceived, but

customers were cheated.

16
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Please describe the activities of the company.

First, company personnel introduced false trouble reports
into the system in order to inflate the Qut-of-Service
base and produce percentage results that achieved the

objectives of the PSC.

Second, company personnel classified trouble reports as

Service Affecting during the duration of the initial

processing, thus allowing selective and arbitrary
classification in the final stages of repair based on
whether PSC objectives were missed or met. In other
words, if repaired within the objective 24 hour time
frame, a trouble might be closed as Qut-of-Service. 1If
repaired later, the same trouble might be classified as

Service Affecting.

Third, the company closed trouble reports which were
counted in the PSC rule within the time frames of the 24
hour standard, even if the repairs were not complete and
subsequently generated Employee Reports to complete

repairs. The Employee Report was not measured by the PSC

rule.

Fourth, company personnel were directed to back up

closing times in order to achieve compliance with the PSC

17
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24 hour standarss.

Numerous other practices and procedures wers impliemented
by the company %c achieve levels cI perigrmance that
statistically satisiied tTnhe reguiraments oI <=ha 33C
rules, but worked o the disadvantage ¢ thelr customers
These practices and procedures will, I believe, ke Zast
dealt with in othef dockets. However, Public Counsel's
position is <that 3ellSocuth perscrnnel reéularly and
consistently have followed procedures which produced bad
service for customers and <The appearance of good
statistical results for the company in fulfilling PSC

standards.

What evidence have you accunulated to suppert veour
allegations?

Public Counsel, through the course of this investigation
has received and processed a large volume cf documents
which pertain to the company's various systens, including
samples o©of trouble reports, internal reviews and
investigations and depositions of BellSouth personnel.

It would be impossible for Public Counsel to determine

the total extent of the failures of the company since it

handles millions of trouble reports annually. Neither

Public Counsel nor the company can precisely calculate

18
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empioyees. wnat .5 certzin 13 That &I nanacement
emplovees were disciplined In 1g¢2 <for acts which
vioiated company practizes and frocedures in providing
maintenance service Tc its customers. In addition, 30
employees nave been disciplined for sales practices which
primarily involved unauthcrized services being placed on
custcmer bills withcouz tThelir pricr apgroval.

Can you provide more details regarding the discipline
cases involving the maintenance crganization?

Yes. As a result of the investigation by Public Counsel,
the establishment of Docket No. 910963-TL by the Public
Service Commissicn and the launching of a statewide Grand
Jury investigation by the 0ffice of the Attorney General,
the company, on its own behalf, launched an extensive
internal investigation. The company maintains this
investigation is exempt from discovery under a claim of
attorney-client and work product privilege. Hence, the
findings of <*he company's investigation have been
withheld £from Publiic Counsel. what we have are the

results--a massive top-to-bottom disciplinary action

‘which affectes the lives ané careers of almost one-third

of the management in the maintenance organization.

————
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Tlease describe the zTvpes
administered.

The discipline included counseling entries, reprimands
and financial penalties. No enployees were suspended as
a result of the Iinvestigation. However, <thers were
severe financial penalties imposed on a number cof
management personnel in lieu of suspensions. 3Some oI the
management personnel were disciplined because of specific
acts, while others were disciplined becauses they were "on
the watch," which meant they should have been aware of
the improper activities which were taking place in their
organizations and should have taken appropriate steps to

correct them.

EXHIBIT NO. REP-8 ccntains the procedures used by the
Personnel and Network organizations to impose the various
types of discipline. EXHIBIT NO. REP-9 are copies of the
personnel entries for most of the managers disciplined.
What specific activities were identified as a result of
the investigation?

In some cases we do not know exactly. For instance,

and

were both disciplined but they claim that they

do not know why. was disciplined because of

20
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testified in nis depositicn that he had
no direct or second hand knowledge of "any Southern Bell
enploves that may have falsified customer repair reccrés
in any manner." This deposition was taken in July after
approximately 90 fellow managers and superviscrs in

organization had Dbeen subjected to
discipline, :iIncluding his General Manager. Is it
conceivable that no one discussed the reasons or sources

of the discipline for over four months?

Will we ever know the truth? With <this lack of candid
response on the part of BellSouth, how can Public Counsel

or the Commission ever hope to know the entire story.

only knows for sure whether he or his
"fellow managers and his supervisor, who was also
disciplined, have discussed these matters. But it is
tatally inconceivable that would have

21
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ween unaware of 2 -25. Securizy investigatisn In lorta
Tlerida which resulted in twc suspensions and one
dismissal due To the ceneration cof Iictiticus trzuble
reports. Ccne of his own enployees was investigated
extensively =nd would have received
complete details of <he investigation. However, his

response in his deposition denies knowledge of even this

activity.

The North Florida investigation was launched after a
similar investigation in South Florida revealed that It
was fairly simple for a technician to create work for
himself by calling in trouble reports into the mechanized
trouble reporting system. Prior to 1991, there  were
apparently no controls in place to alert management to
the potential for this problem. This prcblem is
symptomatic cZ the entire syster, which allowed company
personnel to easily bend the rules to produce desired

results.

The Operations Managers in charge of maintenance

throughout Florida had an obligation to be thoroughly

‘knowledgeable of any falsifications, misconduct or

compromises which may have resulted in failure to provide

rebates to customers or inaccurate reporting of repair

22
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results to the PSC. They would have been negligent In

their responsibilities had they not thoroughly pursued
The problems and corrected them. aAnd yet, they have nct
discussed the largest discipline case in the history of

~he company, according to the testinony of

However, on the same day in Pensacola, Public Counsel
took the depositicn of a crait person wWith
the title of Maintenance Administrator who works for
She freely admitted that until the past year it
was their practice to back up clearing times if out of
service troubles were cleared within 15 ninutes of the
24~hour objective which is the PSC requirement. This

practice was in force in Pensacola since 1987 and was

halted in 1992. She was instructed to follow <this
rrocedure by her supervisor who 1is now
retired.

The procedure uncovered in Pensacola could have happened
anywhere. And it ©probably did.

deposition taken by Public Counsel and the various

"disciplines administered to Network personnel supports

this conclusion. Employees responsible for the

completion of trouble reports were constantly pressed by

23
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higher management To lnsurs —rav zsuz-ocf-service troubles
were :1eafeé within =hz PSC ckjectives, Management
personnel were reguireé¢ tc pe notiiied when maintenance
administrators were clcsing troukles that failed to meet
the Comnission standarxds. The attitude o©f higher
managenent was that the objectives must be met, whatever
it tfakes. (See ZIxhibit No. REP 1Q).

What other problems were uncovered?

One o +<he more pervasive problens was the addition of
fictitious troubkle reports into the system in orde: to
achieve ?SC objectives fcr cut-cf-service troubles. The
intent of the PSC rule is that 95% of all out-of~service
troukles should be cleared in 24 hours for each exchange.

The reguirement for a measurement on each exchange is to

prevent masking cver cocor service in the rural areas with

service results from the major metropeolitan areas.

The preferred method of achieving the PSC rule is to
clear all troubles within 24 hcours. The other way is to
introduce fictitious out-ocf-service troubles into system
and clear them, thus exganding the kase to achieve 95%.

, was

'disciplined because of "record keeping in the repair

department." In his deposition by Public Counsel on

July 22, 1992 admitted in his depesition to

[ o8]
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adding fictitious trouble reports Tc the sass .n oriar o

achieve the 83% objective In Hckbe Scund.

refused tCc answer any cuestions
regarding his actions in the Zainzenance center oI sven
regarding the nature of his Job dutlies, zasserting Lhis
rights against self incrimination under <he Tiftn
Amendment. But

admitted to adding fictitious reporTz inzo the

system to build the out-of-service base.
were all disciplined v the

company.

In Gainesville, a 1991 security investigaticn revealed
that trouble zxreports had beer criginated froxz the
telephone book, apparently for the purpose of adding %o
the base to insure that the 95% standard was achisved.
No one admitted to the activity. But the follewing

Gainesville managers were subjected %to discipline in

1992:

In South Dade, , @ management employee,

testified that she observed a management person in the
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maintenance center using telephone =ooks to originaze
trouble reports in ihe Keys in 1990. She repofted the
éroblem‘to the employee's supervisor and to

her and to the best of her knowledge,

no action was taken fecllowing the incident.

and were both disciplined by the company.
In fact, it is note that you will find on
Exhibit No. REP-10 which states, It is

your responsibility to meet this important result-
Whatever it takes."(Underline added) And it is

note on Exhibit No. REP-11, page 1 which states,

..We can't miss these." Page 2 of the same
exhibit includes the note from that states, "We
must meet these." All of references are to

PSC standards for Out-of-Service(00S) repair within 24

hours. who reports
directly to You might
look closely at report as well in this sane

exhibit. It is a report that tells the maintenance
center the number of 00S troubles which missed the 24

hour objected, the total number of 00S troubles, the

'percentage and the number of additional oos troubles

required to be added to the base in order for them to

achieve the 95% objective. The final line on this report
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nas no use whatsoever in the maintenance organization,
since they do not-contrcl the total number of reports.
But it is the key number if you were actively engaged in
adding reports to the system in order to achieve the
objective or if you were reclassifying trcubles from
Service Affecﬁing to 0CS in order to achieve the same
goal. Is this an isolated report? Hardly. According to

and in their panel deposition on
July 19, 1992, this report was available to all of the
maintenance centers on a daily basis. The question is,
did they all use it like South Dade and Gainesville?
Former employee who worked in Orlando
maintained in his deposition taken on October 10, 1991
that he called in his clerks on overtime to generate
false tfouble reports from names they g¢ot from the phone

book in crder to build the 005 base in Brooksville.

Babair said he was advised of this procedure by
who was on the North Florida Network staff at the
time. It is safe to conclude that this procedure, which

served to thwart the PSC measurement system, was not

isclated and confined to a few bad apples. More

importantly, this inventive solution to a corporate

problem may have coriginated with the Vice-President's

staff person, who stated "you better not
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let *® down cn this" while ne was instructing
Babair on how to build the base.
You have mentioned backing up times and adding to the
out-of-service base. Were there other problems?
Yes. wno worked in South Dade and Miani
Metro, was disciplined by the company because she was
accused of improper use of the CON (Carried over not
scored) transaction code. So was an
and

This procedure involved using a code which
classified a trouble report as CON (Carried over not
scored), which was the company code for delay in repairs

which were caused by a customer request. This code could

be used to eliminate a trouble report which could not be

cleared in 24 hours frcm both the PSC measurement and
from a rebate to the customer. The company eliminated

the use of the CON code in its major system-wide overhaul

in January 19%2. However, EXHIBIT NO. REP-12 is the.

company's response that indicates clearly that improper
use of the CON code would result in the PSC Schedule 11

report being incorrect.

Another method to enlarge the base was to input non-

existent Qut-of~Service troubles into the system as I

have described earlier or to classify less severe service

28
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affecting troubles as out-oi-service when they were
cleared within the 24 hcur cbiective. For exanmple,

provided information that she observed
five Ft. Pierce managers in a group discussien inveolving
+he failure of one of their maintenance administrators %o
status a cable failure as out-cif-service and she refused
to do so. According to deposition, the
managers were upset, even though the e@ployee was
following the practices properly. This group involved

and
all of whom were disciplined. It is easy to
conclude that company management personnel were highly
motivated to achieve the PSC objectives, even to the
extent that they ignored existing company practices.
Was the Ft. Flerce situation unigue?
Not at all. was disciplined for backing up
times in the closing of trouble reports while he was a
supervisor in Coral Springs based on his deposition dated

July 390, 19%2. He was also aware that

had alsc been disciplined, all management employees of

the

was disciplined for classifying trouble

reports cleared over 24 hours as Service Affecting and
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classifying those cleared within 24 hours as Cut-oi-
Service based on 2is deposition dated July 27, 1992.
These activities occurred when he was in Miami Metro.

other managers in’ were also disciplined-

was also aware of the improper use of the CON
codes, of improper use of autoscreen rules, improper
backing-up of clearing times and Test 0.K. troubles being

classified as Qut-cf~Service.

Do you have other zrcof to document the extent cf the

problem?

Was higher management aware of the extent of the
deviations which were occurring in the test centers?

It is my opinion that under the incentive regulation plan
the focus of the corporation was on higher profits, force

cuts and maintaining results that were regquired by the

' PSC. Higher management had to be aware of the shortcuts

that were being taken in the maintenance centers.

EXHIBIT NO. REP-16 includes excerpts from five South
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Florida operational reviews in 1990 that showed amazirgly
consistent results. There were up to 82.5% error rates
on handling of employee reports, up to 100% error rates
on improperly classifying Out-cf-Service reports, and up
to 28% deviations on use of CON status codes. The
operational reviews should have alerted higher management
that they had major problems to deal with in the
maintenance centers. '
How can you be certain?
Of the three General Managers in the state,
and the third retired. The
Vice-President~-Network, also retired,
without being subjected to disciplinary measures.
bfought the improper use of CON codes to the
attention of in 1990.
was also aware of strong allegations of fraud in
the maintenance centers by Frank Falsetti in 19%0. Mr.
Falsetti's allegations were the source of the O0OPC-

complaint that started this investigation.

I am quoting Nancy D'Alessio's letter to

on November 29, 1990 following her abrupt

dismissal (EXHIBIT NO. REP-13):

"I merely acted on what was common practice for

everyone in the North Dade Turf...It was done on a
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daily basis per our instructions...In the midst of
all of +*=his ILesko was 3in a panic over his
index...lLesko demanded that I have one of our best
and trustful MA's close the TOK file because she

always did it this way for ., =

whi -

was also common Kknowledge that had
and several other MA's close their TOK's to
00S. That is the way it's been done since I came

to the IMC."

On December 26, 1990, Ms. D'Alessio wrote

to again appeal for mercy from the corporation, stating

the following (EXHIBIT NO. REP-14}:
"I took a direct order from my boss, a direct and
threatening order. The ccmpany put him in that
position...I told the truth everyone else lied and

I'm fired. 1Is this the integrity problem I had??"

the replacement for
who retired, stated in his deposition that he brought
to his new assignment a shift in emphasis from meeting the PSC
standards to integrity of service and placing the customer
first.
Q. Can you guantify the number of customers who were

affected by the various improper practices of the
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company?

T don't believe that's possible. Our positicn is that
the IMOS (Loop Maintenance Operation System)trouble
reporting system lacked proper controls to regulate the
activities of <+the maintenance centers. Bur im
retrospective analysis, it is inpossible to identify
which transactions were legitimate and which were not.
If a test center was faced with a trouble report that was
not going to be repaired in 24 hours, there was a wide
variety of actions which could be taken (and were) to

avoid missing the measurement.

The management style enforced in almost every test center
lent itself to potential abuse. For instance, troubles
were routinely not élassified as Out-of-Service until
they were closed out, therefore allowing the maintenance
center personnel total £flexibility to classify' the

trouble most favorably for the company.

There is clear evidence of practices requiring that if an
Qut-gf-Service trouble was over 24 hours and about to he

closed out that it had to be referred to a manager. In

Gainesville, it was done in the back room. Even if an

Out~of-Service trouble was cleared after 24 hours, there

were a variety of codes that were used to exclude the
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th

report from measurement. EXHIBIT NO. RZP-19 is cne of
many notes emphasizing to the MA's which specific codes
excluded reports from the PSC measurement. In addition,
thé management style intimidated many craftpersons to
falsify reports.

How can you be assured there was a problem?

one doesn't dJdiscipline approximately 90 managers and
virtually destroy their careers on the basis of a minor
problem. The problem was real. It happened.- Large
numbers of customers were abused in the process and good
employees were compromised in their desire to produce the
results demanded of them by higher management.

Please discuss your proposals for penalizing the company
because of its sales and maintenance activities.

One of the major problems facing Puklic Counsel has been
the extreme difficulty in obtaining hard data to quantify
the impact on customers which resulted from the various

falsifications and departures from company pelicies which

the company engaged in over the past several years.

The company has vigorously fought every effort of Public

Counsel to develop full information. For example, the

'company'vigorously denied that closeout times were backed

up by maintenance center personnel in the clearing of

troubles and then disciplined a large number of its
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management people for engaging in the practic
responses in deposition were
typical of the responses of others. With this lack of

cander on the part of the company, it is no wonder that

' OPC was unable to gquantiZy the number of customers who

were harmed and the exact number of incorrect reports

which were provided to this Commission.

The company, however, couldn't sweep under the-.rug the
report of the Statewide Grand Jury. It cannot describe
the . largest discipline problem in the history of the
company as "just a few bad apples." Many, many customers
were abused. The PSC was deceived. And the question is,
"What is the appropriate penalty to be passed on to this
company to insure that others are not encouraged to

follow the same path in the future?"

My recommendation to the Commission is that it should
treat BellSouth's activities wunder the incentive
regulation pericd as an insult to the regulatory process
and a violation of the public trust. I recommend six

specific solutions to insure that this never happens

" again in the State of Florida.

What are your proposals?

My proposals are as follows:
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(1) Return the company To trad;tional rate of return
regulation. It has demonstrated fully and completely
that it cannot be trusted tc manage its operations for
the benefit of its general body of customers under a

system which allows for looser regulation.

(2) Once the Commission has determined the allowable
rate of return for the company and has decided upon an
appropriate range of earnings, <the Commigsion should
approve rate schedules that will set the company's
earnings at the bottom of the allowable range for 1993-
1995. Then, require the company to return early in 1995

to demonstrate that it has corrected all of its problems

.and is meeting the PSC standards before authorizing rates.

to be established to produce earnings at the middle of
the authorized range starting January 1, 1996.

(3) Hold this docket open to provide continuing
oversight and follow up. Direct the PSC Staff to
intensify and broaden its surveillance of the company's
levels of service to insure that the reports of the
company are valid and that force reductions are not

producing bad service.

(4) Re~-regulate the Inside Wire activities of the

company as soon as possible to insure that the Commission
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fully protects customers from abuse In the IZuture as they
have sufféred in the past. The Commission has indicated
in its United Telephone decision it wanis to initiate
rule-making to deal with this issue, but as of this date

we still have no docket.

(5) 3Include the revenues and expenses from Inside Wire
into the regulated revenues and ‘expenses of the company
to insure the ceneral body of customers receives

equitable benefits from these activities.

(6) Require that the company itemize all services on a
monthly basis and that it clearly separate and identify
basic services from optional services in its
itemizations.

Didn't the company recently settle with the Statewide
Prosecutor in regard to the same problems you have
identified?

The company did settle with the Statewide Prosecutor, but
the settlement was intended only to return to those
customers that could be identified the money they lost

due to the improper activities of the company. The Final

‘Report of the Statewide Grand Jury (Exhibit No. REP-2,

Page 2) states,

"In closing, it must be noted that the proposed
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settlement agreement does not contain any
'punishment', per se, of the Company for Iits
alleged failure to properly report‘to the Zublic
Service Commission  actual repair time for
restoration of telephone service to customers whose
telephones were out of service....We specifically
note, however, that the Florida Public Service
Commissien has both the Jjurisdiction and the
concomitant discretion to impose severe monetary
penalties on the Company if it <£finds that the
Company has falsified reports required by PSC
rules. We therefore strongly recommend that the
Public Service Commissioﬁ, in conjunction with its
publicly mandated responsibility, investigate this
matter, exercise its penal authority, and take into
consideration this possible fraudulent conduct on
the part of the Company in determining an
appropriate rate of return."

Does the quality of service the company has rendered

deserve application of your recommended penalty?

That's the point. The Commission can't possibly know

what the real gquality of service for BellSouth's

‘customers has been over the past several years due to the

compromises introduced into the system. The fact that

the company has filed reports with this Commission which
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are erroneous, cverstated and self-serving, Is reason
enough alone to impose the penalty. The Commission
should note that the most recent service evaluation of
the company produced unsatisfactory results for Out-of-
Service restorals on the same day and within the 24 hour
objective interval. In addition, the recommended penalty
is based not cnly cn company abuse of the repair process,
but sales abuses and fraud as well.

Please describe your proposals regarding inside wire
installation, sales and maintenance.

I probose that the Commission impute the income and
expenses from inside wire installation, sales and
maintenance activities of the company, which are pres-
ently deregulated, into the regulated portion of the
income statement and re-regulate the‘terms and conditions
of providing simple inside wire as scon as possible.
Please explain the basis for your proposal.

Due to a recent order by the FCC, it is now reasonable to
conclude that the revenues and expenses from inside wire
sales and services can and should be imputed for rate of
return regulation by the states. The impact from this

proposal would increase net operating income before taxes

‘by $7,473,000(Exhibit No. REP-16) which was derived from

the 1993 budget view dated March 24, 1992. More

importantly, in order to offer customers <future
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protection from abuses by the company wihich nave occurred
in the past, I propose that, to the extent possible, <the
Commission regulate the provision of simple inside wire

services.

Please explain the reasons for your recommendations.

During the 1980's, the Federal Communications Commission
ordered the deregulation of inside wire and customer
provided telephone eguipment over the objections of =2
number of state commissions. The FCC maintained it had
preemptive rights over the imposition of state regulation
and prevailed through the appeals process. The FCC was
interested primarily in promoting competition. The
states objected mainly because of the potential impact on
local exchange prices. In Florida, the PSC required the
companies to unbundle inside wire from basic rates, write
off the inside wire investment over a period of time and
the Commission ordered the deregulation of inside wire

services.

Since the FCC did not consider the revenues of inside

wire sales and service as an interstate product, the

Florida Public Service Commission also opted to book the

revenues and expenses for inside wire activities below

the line. 1In its deregulation order the revenues and
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expenses were, therefore, assumed to ke excluded from
ratemaking in the intrastate arena. In the appeal
process before the FCC, it became evident in 1988 that
the FCC's intent was primarily to promote competition and
the FCC, at that time, specifically allowed the states
to impute the costs and revenues from de-tariffed
intrastate inside wire services for intrastate purposes.

(See Exhibit No. rep-17)

After the investment was written off at the expense of
the <%elephone ratepayer, what emerged was a highly
profitable maintenance business that never really became
competitive. In the case of BellSouth, substantial
portions of this business are derived from inside wire
maintenance plans which are offered to all basic
subscribers at a flat monthly rate. The high rate of
penetration +the company enjoys in this market is
reflective of the advantage the company enjoys over its
competitors in providing the service.

Does the Commission have the jurisdiction to impute the
costs and revenues from inside wire services into this

rate case proceeding or to regulate the service?

" on February 14, 1992, after having been reversed by the

courts, the FCC concluded Docket 79-105 which was open

for a 14 year period. This final FCC ruling clearly
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gives the states the power to regulate price and tke

conditions under which telephone companies provide simple

inside wiring services, or, if the states desire, they
may impute costs and revenues from both simple and
complex wire in the proceedings to set rates for tariffed
intrastate services. The FCC also clearly forbids
assignment of any costs or revenues to the interstate
arena. (See Exhibit No. REP-18) While we have urged the
Commission to only impute the revenues and expenses frecm
inside wire into rate cases for other companies,
BellSouth's fraudulent sales and maintenance activities
call for special moves on the part of this Commission in
order to protect the customers of the company. It is my
recommendation, in view of the company's activities, that
the Commission re-regulate inside wire activities of the
company as soon as possible and recognize the revenues
and expenses in this docket.

Won't BellSouth argue that the Commission cannot violate
its own rule?

frobably. But, in the recent United Telephone Docket No.
910980, the PSC staff concluded that "there 1is an

adequate record in this proceeding to move the revenues

"and expenses for inside wire for United above the line."

How does BellSouth conduct its inside wire business?
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Tnside wire is an integral part cf BellScuth's teleghone
business. The customefs for the company's_maintenance
contracts come from thé existing data base of the
company. The prime sales opportunity comes when the
company processes the initial service order and curing
subsequent business contacts with the company.
Maintenance contracts are sold by Service Representatives
at the same time as new service is established. The sale
is part of the service order that installs the service.
The company's repair records identify the customer as a
subscriber to the maintenance plan. Repairs are mnade,
when required, by the company's service technicians in
the normal pursuit of their job. And finally, billing
and advertising is accomplished through . regular billing
and bill inserts with local telephone service. The
inside wire product line "piggy backs" on top of every
operating csystem of the company and because of these
shared costs, it 1is extremely profitable. The
extraordinary success of the company in marketing inside

wire maintenance is related to the advantages the company

~enjoys because of the monopoly entity. If you remember,

the inside wire investment was written off entirely in

‘the mid 1980's, and it was, of course, the regulated

entity that shouldered the burden. That says to me that

BellSouth was protected from any loss in this market by
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recovery of its inside wire investments Ircm kasic
ratepayers. Today, the monopoly assets of the Company
are fully utilized to produce a highly profitable
business that operates for the sole benefit of the
stockholders.

Wwon't the company argue that this is a deregulated
service, subject to competition and that the public is
best served by allowing the forces of free competition to
regulate price and quality of service?

Certainly they will make this argument. But the bottom
line is that the company could not provide the same
service in a truly competitive arena. Let's assume that
the company wanted to also provide the same service to
United Telephone's customers inlwinter Park. It has no
data base, no list of prospects, no easy means of finding
its customers, no billing system and its service
technicians are leocated in Orlando. Not only would the
company find it almost impossible to operafe effectively,
but it is inconceivable that it would achieve 80% or

higher market penetration.

There's nothing wrong with the current methed of

providing service, since it provides a needed service to

the public in the most economical manner.

Then why should the service be competitive?
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What's happened is that major porticns of the service
that was competitive for BellSouth has been lcst. Now
that electricians can install new inside wire in a house
under construction, much of this business goes to them.
The reason electricians have taken over many of the new
installations is because they can do it in the normal
course of their business. That's exactly why BellSouth
has the same built-in advantage when it provides
maintenance. I cannot foresee any scenario that will
substantially alter BellSouth's advantage or continued
domination of this market. Whether this Commission
decides to impute the earnings from inside wire into this
rate case, or re-regulate the terms and conditions of the
service, BellSouth will continue to enjoy unusually high
levels of profit from a product that has universal demand
from its basic ratepayers.

Is the amount of your proposed adjustment accurate?

I believe my proposed adjustment is reascnable. My
recommendation comes directly from their most recent
budget. There are a variety of ways to calculate
overheads, and they can all be gquestioned. But as a

regulated service, the question becomes moot. The Company

'could, of course, be required by the Commission to

provide accurate and detailed cost analysis, in a format

acceptable to the Commission.
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A.

Do you héve any further proposals?

Yes. In the event the Commission does not impute the
profits from inside wire activities into its award in
this case, that it hold equivalent revenues subject to
refund, pending the outccme of its generic docket.

Does this conclude your testimony?

Yes, it does.
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beginning oI our term. DJuring The€ COoUrse €I Thig Lhvesilication, we
- ) ..

heard =za2stimony Ireom oumerc e ivéing Zorme- and
currant Southern Bell emplioy i sitions rCancging Izonm
crafr level workers to Company oIficercs. e have also nhad the
cpporiunity to examine & multitude ¢ company documents.

The primery Zccus of our iInvestigaticn concerned zllecgaticns of
company miscecnéuct in Zous major catego : {1) the intentionzl
‘everbilling of customers generzted oV -fravdulent "szie" £
cprtiongl services by Company emcloyvee Timary respeonsilkilizy
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wW&s supposed To have been nstelletion &nd cepeir cof
tsliephonses:; (2) the intentionsal TC pevy tThe Iull amount cwed
Zor glliegedly unintenticnal cu ceililings discovered Suoing
the Ccompany's &nglysis ¢ some =iliing Tacorés: {(3) tThe
inTentionel fziiuvre to Day reg TES TO COMDEenSatTe CUSTOmers
wneo infoomed the Company thax ephone was out ¢ service;.
and {<2) zThe intentionszl Zfaiiurs operly fepec-t tooukle znd
repeizr infcrmation to the Publl ‘ce Commissico.

3T Legai: Acdviser, the Statewide rFIoosecutTsr, @s nagotiated a
seTttlement zcreement with ths Company, In the neture cf 2 pra-trial
diversion opportunity, which calls 2 :

—--complete znd exne

iticus restitution to a&lfected STomEerss;
—-—-cecperation with the State in any investications arising out of

these matters:
—-—implementaztion of -evised i
preventative procedures, and

31

& three year review pericd, subjecting the Coempany o peciodic
cgucits and compliance monitcocring;

fundi
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ing by the Company o0 the T
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~--disgcretion To voif The EgIeement and fuIrste
ocrosecution vested inm tThe Statewil:2 FIfssfulilrl;

--%undinc orovided v+ Tos IomDany TI SISpSIs SISSezuticn oI Inass
z.lecatione. if necessary;

-—mg TesTrirTisns cn The preTtogative ¢f thsz Ststswids FrIsscuTos
-~ investigate anv CTnher &ilecgetigns oI Lompeny STaud. 2nli Ic
orosecute where afpropriate;

--z prohibiticn against including any €5 2ssocizteEd wWitl tnis
zgreement I the rzte cSase ¢l the Ccusicmers.

In our Aévisory Croinicn, issued tThis Zz3ts, ws recommencdsi tiat the
Stzzawide Prosecutcr  procead wWiThh Tng  s2TTliement I This
investigation because we =-elieve It TC e in The Dest Lntsrest o=
—he people ¢f tThis State. The agreemant will provide the Company
with <the cppertunity Tz Teificrm the onagaetive é&spect cZ =tkhe
cocrporate environment. =Zowever, it will nmot exonerzts tTha Compeny
oz repayment ¢ its ¢a2bts to cur soclety We ace hopeifcl that tThe
DI

[
Company will this unicgue and Denelicizl

ot

I cleosing, i< must be nictagd tThat the DICcocssgc S8TIi_ement agrsement
coes not contein any "punishment®, per ss2, ¢f the Company fzr itz
glleged failiure TO preperlwv report w0 The Fublic Sscovice Commissicn
zctual repeir <Time for =resteoration cI telephcne ssovice D

customers whose telephones were out cI service. Thig issue wzas
Taised in our investigation, but we have been advised that tThe
United States Supreme Court's fuling E.J5.., In

-

Northwestern Beil Teleohcne Compenv, 112 S. Ct. 2336 {1t =
cdoubt on our &kility, or the ability ©I the criminsl courts, I0
Cirectly sanction the Companv for such conduct, if it in Zfacse
ccourred. We specifically note, however, that the Ticridaz Fublic
Service Commission Las CZoth the jurisdiction znéd conocomizans
ciscrezion to impose savere monetarsy penalfties on the Cempany 15 it
Zinds that the Company heas Zzlsified reports reguiced by PSC -ules.

we therefore strongly reccmmend that the Public Service Commissics
in  conjunction withn its publiciv mandated resgon :

investigate this maiter, exercise its pena :
into consideration this tossible frandulen

~he Company in determining an approzriate

Qur investigaticn of Southern Bell led us <c an incud

g bod 2 ZUiry Into scme
cz <he regulaicry activities ¢ +the Tloride 2Publiz Sasvize
~ommission, and tThe rules and statuies governing tThis function.

We wish to make it clear that time constzaints &ié net a&ifoc-dé us
=Ae cpportunity to Iully Investigate everv issue brought befgre ug,
?ut we neard sufficient testimeony to convince usg +ha= changes mus:
2& made in tkis process to protect the utility consumers cf this

State and te renew the faith of the people in its covarnmenzt.
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The racommenda<isns we have propesed are acddressed To The filor:ice
_egislature anc¢ the Public Service {(ommiss:icn. we nLope <Thsse
racommendations will be g.ven seripus considersation.
A Tx Pzrve fommunliczaziions

In January of zthis vear, we issued an Interim Report entitlied,
"Regulating Utilities - Recommendations tO Inhance The Integriiy ol
the Frocess." This repcrT 2iscussed the necessity IoT strict rules
and laws prohiziting ex parte communications With Fullic Serovizs
Commissioners andé Commission staff by utility cepresesntatives co
2gulatory matters. We ncted that communication tec & Zudge by en
intersested party. concersning an issue to be decided by that judge.
is prohibited in American courts of law unless &ll interested
sar~ies have an cpporrunity to be present cdurinc the communicazicn.
Such communication is considered improper because it gives an
unfair advantage to the party with the most azccess o tha judge.
Since +the members ¢Z the Commissicn have raspensitilities
ecuivalent to tThat oi & Jjudge, we propcsed & strict prohibiticon
ggzinsgt all forms of ex parte communication in our interim report.

We note with some dismay that the State Legisiature has not vez
enacted any of our proposals. An amenédment tc the ex pe-te section
of Chapter 230 of the Flcrida Statutes, though not as eificacious
as ,our sucgestions, was ©passed by the tate House cI
Representatives, but it did not come to & voite in the Senate. We
etrge the Legislature to &llocate time during its next session 10
censider andé pass the recommendations contained in cur Interin
Report.

—
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ns on tmployment cf Commissioners
Immecdietely aiter rasicgning, & Icrmer Public Service Ccmmissionsrs
czcenctly accapred & lucrative position with an 2ffilizte ¢ 2ne ci

--

The utilities he used tec regulate. News reports indicztad that his
TE&rting selary was twice that of his Commission szlarv. it
appears that nothing rastricted the ability ¢ thet utility fr-om
courting the Commissioner during the regulatorvy coroscess, and
nothping prevented the Commissioner Zrom seeking such emplcvment
du;ing his tenure on the Commissien. Coupled with the zlmost

uniettiered ability to discuss regulatory matters with Conmissioners
end Commission stafi, the existence of such relation hips creztes
2n appearance of impropriety the Commission can ill affczd to bear..

We are therefore concerned that the Legislature failed to . enact
2nother necessary reform in the many sessions held this year: a
law prohibiting Public Service Commissioners frcm accepting
employment with the utilities regulated by the Commission.




e

“he Zouse and <the Senate bSoth passed Dills which 1ncluded &
orovision Tequiring former Commissicners Ic wall Two vears Zeicre
zccepting emplovment with & cegulated uTility oo LTs a&liililates,
=ut neither of “those respactive Dills came o & vgis in the cthers
shamber, =nd nhence coulgd not Teccme law.,

We therefore strongly rszommend thet the Legislature mova guickly
&nd without hesitation =2 enact tTne propesed STATUTOIV prgvision

0f & two year prohibiticn cn the acceptance ci employment by &
Commissicner with a rCegolated uwzilliswy. Any person cdesizing o
serve the people 0f the State ¢f Flcoicde &s & member ¢f the Fupiic
Service Commissicon shoe:ld D2 mere than agreeable T2 such =
limitation. The people Zeserve 0 lass.

€. PRegulaticn ¢I the Sale ci Cpitional Ser-vices

Our investigation of Soutlharn Seil, and the razommended setilement,
Zocused on the sale of coticnal sarviges during a program specially
designed for telepshone i=zstaéliletion andé -—epsir personnel. QOne cf
tThe questions leit for zncthar day is whether tThe overall szlies
practices of Scuthern 3Zell &ara plagued h the potentizl Loz
fraud. Due tc the outpouring of complaints repcrted recently in

the media from Southern Sell customers paying for services they éid
not order and do not want, we finéd it necessary 1o briefly address
this potential cuestion.

It would appear that manv of the practices which could lead to such
& Tesult may well Dbe vioclztions of consumer protection laws.
However, we note with much concern that the fraucdulent zractize cf
nisleading utility custcmers as t¢ the naturs and cost oI certain
services is not covered by the {onsumer Proteciicn and
Telemarketing Actis currently on the books. Sections 501.212 and
201.£04, Florida Statuies, specifically exempt uzility activities
cegulzted Ly the PSC. We note glso that there are few PSC -ules
cdesicned <tTo oDrotect utility conmsumers Irom unscrupulcus sales
Deople.

inasmuch as few utility customers have a2 chcice in selecting their

commen service provider, we sifongly recommenéd that the Public
Service Commission adopt similer, if not mc-e rastrictive rules,

for the szles and marketing techniques ¢ opticnal services %o
which these same customers are sudjected.

The consumer protection statutes require written and signed
verification of orders Ior goods or services taken by telephone.
Section 501.059(5),(6), Florida Statutes specifically states:

15N
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L sonm=-zo- made SuTsuant T 2 teiapheniz sales call
- .o . a2 - - - - - —_— T -
z Shzi1 D=2 Teduzad To writing znd signec Ty The
cIonsumer

“ Srall c-omoly with o z2ll czher =zzpliczcstls lazws and
3 Shal! mec-ch =he description of ccods ©r ser-vices
—rinarcioaliiv used in the tsigphons sgilciTaIions.

. €hall cecntein the name, address, and televhene ci
-~z selier, =he =ctal crice o¢f the cocontract, and =
c=<taziled descripticn of the goods or services baing sold.

contain, in hold, CONSpicuous Type,
v oreceding the signature, the Iollowing

- N
Iy

"Veu are not cblicateéd te pay eny menev unless vou sigo

“nis comTract a2né rezturn 1T T the selle-.”

5. Mav not sxclude frcm its terms any cral o writien

representeticons made by the tel ennone spiicitor to the

consumer in coanecsticn witii the transacticon.®
The Telemarketing Ac:t fuc-ther protects the consumers of this Sizte
by reguirinc & statement of consumer -ights, providing & three day
right cf rescission, eatitlement to full relfund I the Ac: is
violated, and pavment ¢ costs of cancellzation by ths seller. The
ACTT 2lsc provides Zor criminal pensliies when Cecepticon is used in
connection with an cffie- To sell.

Reguiriag uttilities to cbhtain and maintain written esuthorizations
Izcm customers is an easy method to prevent Irzud by corporate
decepticn. TSetection o such Ifrzud should ngt be the sole
responsibility of the customer. Many customers, perhaps nundreds

2Z thousands cf them, would not know they were paving too much for
shone sarvice unless they sad their phone .»hill each month in

microscopic detail, assuming they received a detailed bill each
zmonth. &2 customer zTold that the bill for monthly basic service
wiill e, Iz- example, $20 per month, but not told S8 o©of <hat
fee Iis for cpticnel sercvices, will in 211 preobability pay
tten bill each month without a guibble. After all, that was

ches the price. I1f the company only itemizes these costs
in a yearly billing summary, and the customer does not read the
summary, the customer can easily be given the false impression that
The bill contains only mandatory charges.

M

Legislature has an obligation to prevent victimization of 211
citizen

;
ens 0f this Stzte. If the Public Service Commission does

LS ]
o

5

ice guoted by the telephone company representative and the
T
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notT implement similar coonsumer - .?:: The
soTility activities 1T Tagulates, : ol strixe
“me evemoticns -o Ssctigns S31.2.12 and 321.214, Tior:iis Statutes,
and subwéc: sTili~ies =2 <he standards of fzi:- trade cSractice
suTlined in the sTatuTs.
3. CZost allgzeticn Frocedurlss

Sscurthern Bell, Like other proviZers ¢©f locel =Te.spicns sarvige, is
z vregulated =Tility. = exchange Icr Deing rCegulzted by a2
government entity, that perticn oI the business whigh is rsgulated
is allowedé to charge certa:in specified amounts T2 I11Ts customers Ior
the regulated +telephone service it provides. If & uwtilitvy is
tnable %0 achieve the minimal level ci returnl tTo which the P28C
decides it is entitled, the company can as¥k the Commission =+o
2Dprove &n incoe2ase inn The amount customers 3

- - - -
zay Izt recu
S i emma m———

telephone servic
o regulated ==
customers, Incl:
during <the *time
activity.

<
. 1i ¢ the expenses incur-ad Iin the provisst
sphone sarvice are passed Zircectly on 1o the

- e

~he salaries &nd Tenell

ose emplovees are  wWOT:

R
(K

8y Public Service Commissicn Rule, the amount oI time emplcovees
spend on unrecuiated activities is supposed te be deduczed Z-om the
amount pzid by customers of regulaied teliephone service.

there arises & cuestion c¢I "cost allecation." The uiility must

accurately allocate ceosts so0 that cusiomers ¢ regulztes telephone
services are not subsidizinc the cost oI uncsculated zctivities.
The PSC is c¢hargel with <the responsitiiizy c£2 menizerinmg eand

regulating the cost allocaticn process.

This cuestion arose in the centext of cus inguiry regartéing <he
sale pof certain unrcegulactad cprtionzgl services v instealiletion end
repzair personnel (regulzted). We resched =s cocnclusicn as o
whether the cost allocation process is currently being misused, but
we determined that the opportutnity anéd tempiation to mcve salary
and benefit allocations tc the regulated side o a2 utility eppeared
t0 be great. Wnile not & matter in which we hold a ¢grezt Zeal cof
expertise, we have considered the implications of & fzilure %o
accurately allcocate costs endé believe ther better methods cf
detection and enforcement must be implemented to gprevent the
unlawful subsicdy of the unregulated side oI the utility by the

Tegulated side.

We therefore recommend that the PSC initiate quarterlwv unannounced
Spot reviews and a complete audit and regulatory review of the cost
2llocation process on an annual basis. The audits should, at a
bare minimum, Zfollow the generally accepteZ auditing standards
established by the Auditing Standards Bozrd of the American
Institute of Public Accountants.

—
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aticn manual, w
¢ more Than one
manual for the spec
a T2 issue can scomes
st, difficult to explain.
n 2 Southsrr. Sell repair
T < 12 minutes on activi
i uired to ailoc
n employee co
4

ccncerns <tTelephone services invo
Although it may be apprcy
intended purpose, & :
lead to & rule tha
example, according <
installation worker mus
related to an unregulated servi
anyv time to <that sactivi
sclicit the szle o an unragu viTY ninutes wi
each customer he comes ir 1 each day without alloceting
cne minute c¢f his time to the unregulated activity. This resulits
in the evil sought +to be avopided by proper

subsidy of profit making activity by regulated asctivity.
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We <therefore sirencly rcecommend that the PSC develop | cwh
cuicdelines tzilored¢ to the specific needs of Ihis Sta The
formatien o©f a2 Task Torce comprised ¢I  censumer tTss,
reculated utilities anfd Commission stafi, with publi ings
throughout the State, would generaie tThe most Izir and Tive

cost zllocation procedures.

The National Association c¢f Reculatory Utilizty Commissicnars
recently compared three methods cf celculating rate ¢ return and,
as a result, reached the conclusion that "utilities were both less
risky and nmnore profitable investments than the average ngn-
regulated corporation™.

Section 364.03 (1), Florida Statutes, states that the regulated
portion of utility companies, ".. mav not be denied a reasonable
rate oi return.” We understand that what is reasonable to one
expert hired by a regulated utility may be entirely unreasonable to
an expert hired by a consumer advocacy group. It is a2ll very
subjective. The PSC has to take that subjective standard and apply
it to the real world. We rezlize that is a very difficult task.

~J
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T4 ig pur belief tThat regula+ted companies sheuld hRave the cight o
2 rate ¢ ceturn similar to ncn-regulated company ci egual Cigk.
In other words, a Cisky Dusiness vanture sheulc héve the right T
a much higher Trate ¢f return than & relatively saie venture like
the exclusive provision oI gertain Dasic Telephone sarvices To alil
cf the pecple in & given g=2ographlc feglien winc ere 1o nzed ol thet
service.

Wwe suggest that the Zuklic Service Commission zppoint & Elue RiZ
- -

canel of experts select22 oy consumer advocates, lncluding but nos
limited to the Public Cccnsel, reguiated utilities and PSC steil ¢
develop specific eccnenic parameters To eliminate some cI <the
subjectivity inherent in the currentT Iatemaxing TOCeSS. Ter

pol o]
example, the group may wish to consider the DCSS-ulllt? of twing
in some way, the maximum Tzte of Teturn for relatively low ris
regulated utilities to the interest rate ci icng term United States
Treasury Bonds, taking into acccount the economic c1"cumshances at

~he time the rate is sex. -

We have learned that several wvears can e£lapse befcre & rate of
return is changed. This reculatory ¢ap fails 0 provide £for rapid
changes in econcmic circumstances, such &5 & dacline in interest
rates and inflatiocn. 2asing the rate of return on & selected,
easily measurable economic parameter, or an averadge oi several such
parameters, would make it easier to revise the rate of return on 2

yearly bzsis i economic circumstances warrant it.

We realize that any definitive recommendaticon in this: regard is
bev01c the sccpe and expertise oi this Grand Jury. We merelyv wish
To vpeint out thet is an area worthy ¢ clese scoutiny ané

<
vigorous debate in & public Iorum.

IV. GANG AND GANG-rEZLRTED ACTIVITY

9

The Statewide Grand Jury 2lso embarked upon &n Iinvestigation ci
gangs and gang-rnla 2d activity in the State oI Florsida.

The results o our work can be Zound in the Iadiciments listed in
the attached chart as SWGJ Case Numbers 1 and 1lA. These charges
represent the first known occasion that the Street Terrorism Act
and the Racketeering Act were joined together in one presecution in
rloricda to dismantle 2 criminzl cang involved in everyzthing from
narcotics traiiicking to arson. It has been reported to us that
the gang, known as the 34th Street Plavers, has not re-formed or
resurfaced since the incarceraticon of the deiendants on these
charges.

During the course c¢f this investigation, we conducted a survey to
identify the magnitude oi the gang problem in the State. our
examination, conducted with the assistance of State and local Law
Enforcement agencies, revealed that no central repository exists

o
c
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for =he collection &nd exchange of informaticn cocncerning sansts énd
zanc-related activisv. Thus, the resultis o stetewice intTellligence
;a:ie:ing Tachnicues were cieced together =TI cbiein tThe Des:t
possible pictufe of gang activity In the S:iate. The resulits c¢3
this survey arce outiined in ocur Interim Report 52, .ssued In
January, entitled: "Gangs and w&ng-xelated ACTLIVLTY:
Recommendaticns to Aassist Law EZnicrcement.”

Thisg Grand Jury recommendec the establishment ci @ stetewids vouth
and street ¢ang computer d&te Dase with & rscgulcement ¢l TEnCEIoIY
reporting of such cata fzom ail lzw enigorcenent egencies. we notsad
that the Streer Terrcrism Info-cement and Prevention Act ¢ 182
¢criginally established such & datebase, but the funding portion of
~he bil)l was later deleted. We stronglwy uzge the Legislazure o
invest the necessary funds in the future of this State.

We are disheartened by thé totzl lack of interest demonstrated by
The Legislature in this matter. Without an accurate accouniing ci
the impact of ¢gangs on tThe crimingl Joslice system, necessaoy
reforms in criminal iaws cannct be made, 10 can zdeguate Iunding
formulas Icr law enicrcement be procduced. we toge the Lagislietire
to be more far-sighted in this regard.

V. ADMINISTRATIVE RE=COMMENDATIONS

The Grand Jury is wvested with enormous power, and with it =
rroiound responsibility. =~ It has a&n intimicdating ancé deterrent
egffect on those who vieclate the law. It a2lso has the power znd
dutv to protect the acgent &gainsc rrosacution. The

Jury &re TIu

respeonsibkilities ©f the Greand

The Statewide Grandéd Jury is & unicue crganizeticn Izom & number cf
standpoints +that reguire specisl consicderaticn. The Statewide
Grend Jury, impanelled by the Tlgrida Suzreme Court, is mads up of
citizens from 2ll ccrners oI the State. Jurprs must TTavel many
miles to and from the court site Ior each session. For us, this

has almost been monthly, Zor a2 period c¢f fifteen months. Sessions
have lasted from two to three days, and the average day's work is
in excess ©f the typical eight hour day. Because the location is
far Irom home, Grand Jurors are "secquestered” from their families,
homes, and occupations durinc the length of the sessions.

This is not a volunitary service. Jurecrs are chosen bv the couct
and must serve or face contempt charges.

Given the unique nature of the logistics and practicalities of ocur
existence, we have discussed a number of areas where consideration

should be given to treat Statewide Grand Jurors in a more eguitable
manner.
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A. Imsurance Joveracge

Zurrently, no eaccident oo zccoidental death insureance s provided
o Jurors, 25 —hev zre not considered emclowees Cr ggenis ci the
State. Jurors must then relyv on thelr own insturance coverage Iin
the event of an emergency ©r Jjury related injury. However, since
the jurors are chosen Zrzcm & cross-secticon ¢ the populaTicn, 1T D
pessible that many do 1ot have a&ny, cr adeguate, Iinsurance
Drotection oi tThelis own. ~igo, szince the ss2c-vice Is mandatersy,
rather <than elective., &5 1o csarTzin employment situsticns, the
Stare should provide insurance for accidenta: injury cr deeath ol
Grandé Jurors travelling oo and atzanding Grend Jury sessions.

Moreover, it appears to us that Grand Jurors nave nt protection
frcm law suit fcr their acticns and would have Lo stand tThe expense
0f their own defense should they be sued for zllegecdly exceeding
their authority. While the prosecuter whe advised the Grand Jusv
in & particular matie-r wouléd be covered Dy tThe Ezeate's Risx
“anacement Folicy, i1t zppears that Grand Jurors woull not.

Wwe ask the Lecislajfure to cgcnsider cpur concerns and mexs tThe
appropriate provisicn Zc- zrotection of Statewids Grand jJurocrs in
these matters. '

B. Grand Jurcc Fees
The current fee of Si10 po2r day for Statewide CGrand Juzsers is
woeltlily inadecguate. It amounts To &pcreoximetely cne-thizé of
~he minimum wage fcr ths averace work cay, &nd does nct tTEke into
account the exir-zordinazy conditicens o our sarvice.
Our service, as distincuished freom peitit jury service, often
results in expenses no:t considered in the sstting ol the Zee
structure: long distance teiephone calls To communicate with
Zemily and to maintain ties <o jobs: kennel costs for the care ol
animals; the purchase c¢f specizl travel items, ranging from
toiletries to suitcases, znd so forth. These matters have
apparently been ignored in the decision making p-ocess.

T is obvious that the Etate is in £ire Zinancial circumsteances.
Tt is also obvious, however, that the criminal justice system
could not function without individual citizens discharging theirxr
civic duty to act as fair and impartizl jurors. While neo one can
be fired for jury duty, there appears to be no restriction on the
ability of an employer to withhold salary dollars during the
affected time periods. Further, self-employed business people
may experience lost opportunities that could have an adverse
economic impact on their livelihoods for years tTo come. Citizens
facing such economic hardship are unlikely to pay complete
attention to the matters before them, and may choose to expedite

I
X
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<he proceedings &t the expense ci tThe ricgats ©f cthers. while we
nave successiully cuarcded ageinst such & travesty. in part kased
cn the ceonsideraticns elfcsded - the Lega: Adviser and her steff
in response o our needs, we GO0 oI RDow when This unconscicnakle
possibility might reach Icuicicon.

w2 have learned that thz Federal Grandé Jucty Ise is §20 per dav.
we urge the Legislaturse o consiler perity In This matters

VI CONCLUZZION AND ACINOWLZIZGIMEIXNT

The remainder of the work ¢ This Grand Jursy s summarized i “he
aTtached schedule c¢f czses

We are particularly gratifiied that one of our cases went tTo trizl

during our term, resulti the convictions of two law

enlorcement prefessionals who deliberztely subverted the criminal

justice system throuch perjury and subornaticon ol perjvry. we are
-t

proud tec heve been & part ol bringing them to justice.

Service es & enne— ci tThe Tenth Statswide CGrand Jury has been an
education in citizenshkip, the lixes ci which cannct be taught in
the classroom. It has been a unigue and memorable experience and
we are proud to have made this contribution to our State.

We wish to thank the Zcllowing individuals and their respective
of‘*ces for assisting us in the periormance oi our

The Eonorable Fraderickx Pfeiifer, Presiding Judge

The Honorable Richard Conradé, ARlternate Fresiding Judge

The Honorable fran Cariton, Cizcuiit Court Cler

Richaré Sletten, Orange County Court REdministrator

LT. Doug Huifmen, Orange County Sherifi's Qffice
Commissioner Tim Moore, Florifz Department oI Law Zaforcemen

Respectfully submitted <tc <the Honorzable Frederick 2feiffer,
Presiding Judge, this [fG6TW  day of September, 1992,

QiQnAnuébublin Jgéﬁaﬁuwugﬁhﬂ
Herman A. Rocbandt
Foreperson
Tenth Statewide Grand Jury
of Floride

- %
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I, JOHEN X. HOAG, legal Adviser, Tenih Statewide Gra

Stete of Fiorida, hereby certify that I, &s autherl

by law, have advised the Grand Jurv wnich returned
/ 7h  day of September, 18¢2, with <Tegarcd

)t

contained in secticon IIX.,

W
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Hore D2y
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&.omx L. HCAG ,{/
Speciel fssilgtarn
2rosecuto
Statewid

Tﬁﬁ-f cegoing report was -eturned beiore me in cpen

2 day of September, 19¢2, and is hereby sezaled

order ci the Court on motion by the Legzl Adviser.
-~ .

.‘| -
T\ AL <

Judge Tracderick
Fresifing Judge
Tenth Statewide
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IRRIBIT NU. REZ-2
Tege o & 2
rn Bell Tel. & Tel. Co.
acket ho. Ti101le3-TL
ns’' 28th Interrogatories
10, 199
. 5 TPROFRIETARY}
of

Please provide the names, business addresses and te

lephone numbers,

and positions vithin the company of all employees, wvho were
isciplined bv the company in connection with this investigation.

RESPONSE: See attached.

INFORHMATION PROVIDED EY:

Svlvia Parks
301 Vest Bay St.
Jacksonville, Florida

PROPRIETART

™SERT

B

\\":"-.’L_

—rmy



A

“homas. James H.

Staif Manager

3rd Tloor

1230 H. Federal Highway
Pompano, FL 33060
(3C5) 784-2110

Thomas, James V.
Assistant Hanager

4401 Davie Blvd. Exztn.
Ft. Lauderdale, FL 33314
{305) 797-9511

Adams, Jr. Hovard T.
Supervisor

Rm. 129

903 V. University &ve.
Gainesville, FL 32601
(904) 335-3202

tnderson, Roger M.
Assistant Hanager

Room 202

6451 N. Federal Hwy.

Ftr. Lauderdale, FL 33308
{305) 492-2473

[

Eatchelor, L.
Staif Kanager
7900 Hadarin Bm. 202
7900 Hadarine Blvd.
Orlando, FL 32809
(407) 351-9957

Buford, Roy &.
Assistant Manager

Em. 21DD1

301 West Bay Street
Jacksonville, FL 32202
{904) 355-1511

Bulko, Jr., John E.
Assistant Kanager
Rm. 129

903 V. University Ave.
Gainesville, FL 32601
{904) 335-3267

P
LY

po SRR T
STVO, JTe e =

i Mamm g —
ASS1STANT Ranager
o=

2 i
Sn. 125

€28 Lakesids Eonad
Vest Palm Eeach, FL 33«06
(407) 640-0245

1 tn

1)

stant daneggert
REm. 204

B10l N.%¥. 90 st.

Miami, TL 33166

{305) 884-1668

e
m |Jn
by ot
.,J

Collamati, R. P. .
Manager

15386 01d Ft. Dade Blvd.
Brooksville, TL 32512
{904) 754-3885

Ccampron, T. S.

Manager

3200 Broadway

Riviera Beack, FL 33404
(407) 842-811%

Coffone, Greg
Assistant Manager
Em. 302

iZ0 North X S:.
Lake Vorth, TL 33460
(£07) 533-9211
Calvert, C. E.
Kanager

Rm. 365

666 N. W. 79th Ave.
¥iami, FL 33126
(305) 644-4520

Connor, R. J.
Assistant Hanager
2nd Floor

7325 S.Y. 48 St North Bldg.

Miami, FL 33155
{305) 661-3010

PROPRIETARTY

Page 2 oi'3
Zean, Jechn S. \
Assistant Manager 2

Zm. 129 %
903 %. Universicty ave. &
Gainesville, TL 32601 S

{904) 335-3272 A
Ingland. V. & 7
¥Yanager %
712 Citrus avenue 4
Fr. Pierce, FL 34947 (o
(407) 468-8005 t
vZ
Finnegan, John ¥. \Z
Associate Manager 4
1st Flr. 15

503 V. Univefsity Ave. 1,
Gainesville, FL 326017
{904) 336-5748

Do

-

Tigler, Jr., L. A.
Assistant Kanager
712 Citrus Ave.

Tt. Pierce, FL 34947
(407) 468-8072

el el ™
S Lot - O

Grav, L. K. 271
assistant Manzger %

ist Flr. a8
1227 S. Division St. -
Orlando, FL 32803 Ty
(407) B49-09972 w

Griffeth, J. D. N
Assistant Kanager 55
1st Flr. ":\\‘,_,
818 N.W. 17 Ave. =
.Chiefland, FL 32626 7%
(904) 493-4786

Guyer, Jr., . C. g !
Assistant KanageT .

Em. 302 35
120 North X Stz. B
Lake Vork, FL 33460 .~
{407) 533-9209 Ui

———



|

House. T. L.
Assistant Hanager
8010 N.%. 39th Ave.
Gainesville, FL
(904} 236-5524

Haney, Christina A.
Assistant Hanager
1st Flr.

8610 S.V. 107 Ave.
Miami, FL 33173
(305) 441-5137

Harris, James W.
Assistant Hanager
1117 N.EZ. Third Ave.
Pompano, FL 33060
(305) 782-5155

Hankerson, II, C. E.
Assistant Manager
780 Deerfield Ave.
Deerfield, FL 33441
(305) 782-5155

Kearse, MHargaret E.
sssistant HManager
115 Alhambra Cir.

Coral Gables, FL 33134

{305) 441-5172

Kuwmmer, Ravmond J.
Stafi Manager

km. 330

18560 N.V. 27 Ave.
Miami, FL 33056
{305) 628-%202

Kingcade, C. J.
Engineer

Room 225 .
7795 TU. Flagler St.
¥iami, TL 33126
(303) 263-7767

32501

L

¥lipp, Mary C.
Supervisor
Zm. 230

150 S.W. 062 Ave.

Hollywood, FL 33023

(305) 985-9122

Klink, Jeifrev C.

assistant Manager

st Flr.

2000 N. St. Rd. 7

¥argate, FL 33060
(305) 784-2616

Ketchum, Dorothy A.
Assistant Manager
lst Flr.

8610 S.V. 107 Ave.
Hiami, FL 33173
{305) 598-4255

Land, R. L.
Assistant Hanager
1st Flr.

132 Commerce Way
Sanford, FL 32771
(407) 327-0530

Liebrich, G. B.
sssistant Manager

Em. 204, 9500 S.V. 180 St.

Perrine, FL 33157
{305) 252-5173

Lom-Ajan, Silvia
issistant Hanager
Rm. 330

18560 N.V. 27 Ave.
Miami, FL 33056
{303) 628-9170

Lytle, Lynn
Assistant Manager

712 Citrus Ave.

Tt. Pierce, FL 34947
(407) 468-8076

PROPRIETARY

17 o
P
!
(g
2age 53 of %
Helton. J:2 L. = y
Staff Manazer Zz
Tm. 24N73 Z
675 w. Peachtree S5z. U
istlanta, GA 36373 ¢
(4043 525-767¢ e
Morse, Gensva X. T
Assistant Manager %
Hm. 202 9
7900 ¥andartine Blvwd. (O
Orlando, TL 32809
(407) 351-9957 el
HcGovan, Vendy C. 13

Assistant Hanager

Rm. 202

I

1
7900 Handarine Bledovw

Orlande, T2 32809 17
{4073 351-9957 18
Munoz, Haria C. 14
Associate Manager 70
Rm. 626 Z1
666 N.¥. 79 Ave. 77
Miami, FL 33126 2%
(305) 263-3338 1
Moir, A. E. 79
Assistant Yanager 10
km. 330 77
18560 N.%. 27 ave. 1%
Miami, FL 330536 74
{305) 628-5206 70
¥ills. J. S. A
issistant Hanager 7,7
2nd Flr. e
7325 S.W. 4B St. North Bldg.
Miami, FL 33155 %%
(305) 661-3010 3
Maxiield, Nicole 77
Hanager b3
2nd Flr. 24
250 S.V. 62 Ave. U2
Hollvwood, FL 33023 v
(305) 985-9103 wy

—



Yarsnall, Uennis +.
Assistant Hanager
ist Flr.

1230 K. Federal Hwy.
Fompano, FL 33060
(305) 784-2170

Nance, J. H.
tafi Manager
25162
675 W. Peachrree St.
Atlanta, GA 30375

(404) 529-6564

Nevmaster, Lynn A.
Engineer

2000 N St. Rd. 7
Margate, TL 23060
{305) 975-9193

Porrer, Donald E.
Assistant Manager

712 Citrus Ave.

Fr. Pierce, FL 34947
{407) 468-8071

Robak, Nancy G.
Assistant Manager
BEm. 611

45 N Magnolia Ave.
Orlando, FL 32801
(407) 236-7061

ramsey, James H.
issistant Hanager

Rm. 201

903 T. University Ave.
Gainesville, FL 32601
(904) 336-5747

Rugama, Jose A.
Assistant Hanager .

Rm. 315

115 Alhambra Cir.

Coral Gables, FL 33134
{305) 441-5199

7,

azed, Kathleen a.
issistant Manager

Jzg Tlz,

1230 N. Fedesrz! Yww.
Pompano, FL 32060
(305) 784-2136

SMi:h Clinrox G.
issistant uana_z_.er

G010 N.V. 39tn Ave.
Gainesville, TL 32601
1904) 336-5555

Svilley, G.H.

Manager

Zm. 113

603 ¥. University Ave.
Gainesville, fL 32001
{904) 335-3258

Stewvart, J. ¥.
Staff Hanager

Rm. 25L62

675 V. Peachtree St.
Atlanta, GA 30375
(404} 539-5385

Soto, K. E.

"S=i5t31; Hanager
‘- -l'

9090 N.¥. 41 St.

Miami, TL 33178

(305) 591-7870

Schmoll, Lynn ¥
Assistant Manager
5035 N.¥. 15 St.
HYargate, FL 33063
{305) 979-9524

Slattery, Dennis K.
Yanager

3rd Flr.

1230 N. Federal Hwy.
Pompano, FL 33060
(305) 784-2113

PROPRIETARY

Tayicr, Prudence 7.

Assistanc Manager £
ist Tlr. 4
8610 S.%. 107 ive.\0
Miami, FL 33173
{305) 598-4253 17

Toodruff, David T.13
Assistant Manager |u
2278 Brockett Road:%
Tucker, GA 30084 1%

{404) 621-4107 7

I8
thite, Paul F. 14
Hanager 0
302 24

120 North X Streer 772

Lake Vorth, FL 33460232

(407) 533-9216  2d

) s
Velt, Robert 2. 20
Assistant Manager 271
1st Fl:z. A7)
102 V. Canal $z. 74

Eiami Springs, FL 23168 %

(305) 885-9651 <

Yhite, Cynthiz 4. 2%

Director 3d
Bm. 7JJ1 3
301 Vest Bay Street %b
Jacksonville, FL 32202
(904) 350-2401 A
Stamant, J. G. 24
Operations Manager Jo
Em. 217 d |
605 Garden Street <z
Pensacola, FL 32501Y 7%

(904) 436-1700  uy

4
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-\\ f/ C age 5 of %
!
. z
20th Fiz. 20 ST 3200 Broadway 2
23l Vest Bay Street 371 Vest Eay Street Riviera Beach. FL 33404 Y
Jacksonville., FL 32202 Jacksonville, FL 22202 (407) 881-8347 <
{S0+)y 350-2021 {904) 350-2862 g
&
7 B 7900 Mandarine Blvd. 4
Rm. 213 Rm. 1015 Orlando, TL 32809 9O
3300 Okeechobee Rd. 6451 N. Federal Hvy. {407) 351-9957 1
Ft. Pierce, TL 34947 Tt. Lauderdale, FL 33308 . 12
(407) 466-9970 . (305) 452-2800 ' 23
L
.Rm. 202 !9'
_ 7900 Handarine Blvd.!b
m. 103 ist Floor Orlando, FL 32809 [7
%500 S.W. 180 St. €610 S5.v. 107 Ave. (407} 351-9957 i %
Pe:rlne, FL 33157 ¥iami, FL 33173 _ lq
{383) 252-5111 (305) 5¢58-4190 : 20
. 7 |
m. 101 2
8650 V. Oakland Pk. Blvd.
Rm. 120 Suite 350 Sunrise, FL 33321 2¢%
120 North K Street 3800 Colonnade Parkway (305) 742-1820 Ayl
Lake Worth, FL 33460 Birmingham, &L 35243 2p
{407) 533-7060 (205) 970-2808 . 7
25
2nd Flr. 76
} . 250 S.%. 62nd Ave. Lo
ird Flr. - 2401 Davie Blwd. Extn. dollyvood, FL 330237
250 5.%. 62 Ave. Fz. Lauderdale, FL 33314 (305) 985-9108 %2
rAclivwood, FL 33023 {305) 791-3698 v
{305) ©85-9141
Em. 3402 e
. 712 Citrus Ave. =
Zm. 208 1650 N.V. 63 ave. Fr. Pierce, FL 34947 ©9
3100 Emerson Street Plantation, FL 33314 (407) 465-3834 25
Jazksonville, FL 32207 (305) 587-8302 : do
(504) 299-8598 e
3rd Flr. sy
- Km. 263 1230 N. Federal HUYJl“
3rd Fir. 7795 W. Flagler Street Pompano, FL 33060 ::
1230 N. Federal Hwvy. ¥iami, FL 33126 (305 754-2150 ‘Ib
Pompano, FL 33060 (305) 263-6230 4-y
(305) 784-2610 4
]
v g
<y
Rm. 664 ) =
665 N.U. 79 ave. =T

Miami, TL 33126
(303) 644-4000

PROPRIETARY
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Request:

Response:

Southern Bell Tel. a Tel. CTo.
FPSC LDocket No. ¢10163-TL
te-Filed Exhibit Reguests
June 17, 1892
Late-Filed Exhibit No.

-
4

Documentation of results of Pay Grade 6 panel.

Document attached.
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] EXITINET RO, REP-5

' lage | of 2 —
AHALYS1S D MIB-1EVEL MANAGLHLNT BISCHPLIRE
Horch 1992
‘=‘-’SE===-‘-’===:=:=:===-::-’=========:==5======;===S===
Py 4 PUOD 7
n () TN 3 (5 (6) &8
Planned Proposed
Location [Manager) Eaployce piscipline A/R Simt. Cunment s LA dase |IA Base
"y “ ¢ R Hune
2 c A None
§ C A Hone
[4 Rev./H A Hone
4 C R Hune
& C R Honer
! C A Hune
8 C A None
Y A A Me 1A, bases 1900 4900 1900 0 1900
10 [ A None
1" C A Nune '
g Rev./W A None
by R/W A Hot eligible for 11A, no base increase 3000 1800 0 0
14 Rev. /H A Nune
15 A A No 11A, no base 2000 1500 0 0
16 HR /M A Ho 11A, no basc 0 1500 n 0
Ihe Fieroe [ Hs Hone
o Heaagaeed Cinat given) ' Hune
I UK NS Ha [IA,. basei 1900 3000 1900 0 1900
K1) KRSV A o HIA, bascer1500 2600 1500 U 1500
AU e le C A Hune
Y heuth Do HR/MW A 1800 1500 0 1500
A kru A No 11A, no base ] 1500 0 0
M R/ R Hone
S RV H Hone
R TIT HR v A Ho LIA, Laser1100 1100 1500 0 1100
ol R/ A None
M s NS Ho 11A, no base 0 1900 0 0
S0 HAL C A “{rom S, Dade sheet"
SN, D R/W A None
31 o Riv A Notie
52 C A None
3 R/ A Ho I1A, baset1500 1500 1500 © 1500
‘f £ Dade WR/M R “{rom Sa, Dode sheet®, no 1IA, no base 0 1700 0 0
:; LT NS "(rom Central Dade sheet® no 1A, no Lase 0 1500 0 0
C NS
§7 Hiami CR5AB R/ A “from H. Dade sheet
8 W.ralm Div, LY A Not eligible T1A, Gaser1500 2400 1500 0 1500
i Rev, /W A None : :
“0 c A Hone
a c A Notie
e c A Hone
a3 R/ R Not eligible for 1A, no base increase 0 180¢ O 0
L6 Galnesville, Ga, i c A s
45 Athinta, Ga, ‘ ¥R/ A 1500 1700 0 1500



i
Y
(&
of

e teate gl Dade

Iuther, Ga.
hindiesvilie

Jdira

Ll

C

*R/M
RInot given}
KR/
AR/
R/

Rinot givenl
_Rinwt given)
ARsv
kot give
R/

Rinot yiven)
R/H
R/

R/

R/W
R/M
R/W
R/M
R/

R/W
R/

oo 1IA, baser13200
* more serious {se
# less seriovus (se

+ dounyeaded orterased entiey after interview

C=Counsecled
R=Reprimarxd
W-Marned
RevzReviewed

e POD #22-21)
¢ POD N22-21)

AzAccept
R=Reject

HS=Hot signed
HE=Nol enecuted

Hone
No 1A, bases 1600
Ho 1I1A, base+ 1500
Hone
Hune
Hone
No 1A, no base
Hone
Hone
Mane
"{rom Rupe sheet®

Hone
Hone
Hone
Hune
Hune
Hune
Hune
Ho [1A, bases 1500

(sce 10 §22-22

300 1500 0

1800 1800 0
2500 1500 0

0 1500 0

1900 1500 0
3300 3200 0

& 2

1400
1500

1500
3200
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TELECOMMUNICATIONS 2

subject: Siancards anc Procesurss uslomer 20 Emzicves
1vpe:  Afmunsirauve Juwiselnss - Region Poliv

r

date: DTiesgember 31, 15C:
distribution list:

reiated letters: MNone
file

other: XNone

to: Genera! Managers - Operations
Operations Maznagers ~ implemeaniation Suppors

entities: BellSoutn Talecommunications - North. Cenrral, Soush

from: H. W. Hay, Assistan: Vice President - Network Operauons Suppon
D. L. King, Assistant Vice President - CO Operauons Support

description: This leuer provides regional stancards and procedures for the tiandling of cusiomer and

employee troudle reperts. These standards 2nd procedures are region poiicy and wiil
be sunicdy enforced.

x * x

b

Quesnons regarding this subjec: shouid te referres o vour respeciive siaff contact. Questions from ¢
Operzions Siaff may be direcies to Hu ¢ Jones or Phii Peterson. BeilSouth Teiecommunicauons [NV
Suppor, anc Jonnny Blocker or Jim Stewarz. BeliSouth Teiecommunications Speciai Services Suppor.

I;—-

Assistant Vice President —
Newwork Operations Suppon

- CO Operauons Sugpost

Atlacnment

NOTICE
Not for use or disciosure outside BellSouth or
any of its subsidianes except unger wrtten agreement

Printedin U. S. A

ey

Page
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On January 1, 1962, tne reclonal standards and procedures for <he
handling of customer and enplovee trouble reports. as descrinmed ©
this docunent, will beccne &ffective. These changes will pe
reflected in the next issues of BSP 660-16¢-011SV Through
£§60-16%-02235%. These standards and procedures will ziso be
inciuded in future ccerational reviews andé compliance will ke
strictly enforced.

-

o The MLT VER codes listed below are recommended as 00S
conditions for NDT (lxx), CCO (2xx), andéd CBC (4xx) type
reports. Changes will be made to BSP 660-169-01258V.

MIT VER Code
3 Open In
17 Resistive Fault and DC FEIMF
18 Open Out and Cress
21 Ground
22 Short
25 Shert and Ground ,
32 Can’t Draw Dial Tone o=
33 Can‘t Break Dial Tone
35 Open In and Cross
41 Open Out Balanced
Oven Out In Cable
Open Out Near Drcro
Resistive Fault znd Open

Ll B A AN
mun

o All Autc-Screen mules with the MLT VIR codes described
oreviously should have an 00S indicator {100-199) in the
RESULT field. ’

o It is a management responsibility to ensure compliance to
the highest standard cf ethics and professicnalism in the
determination of OCS versus SA for all MLT VER codes.

o Modifications to the Auto~-Screen rules, necessary to
" comply with these standards, must be completed before
January 31, 1992. O©On this date, the transaction used for
compiling the Auto-Screen rules, SCRCOMP, will no longer
be available on demand. Future reguests to compile the
Auto-Screen rules nust be coordinated through the

—
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TellicuTn Tslescmmunmications
ecenoer 1561
Fage I ci 3

approrrizte Inplementaztion Staff o the Headzuartess
Staff - IMO3 Subject Matier Ixpert. )

The Headquarters Staff will raintain recosds of
Autc~Screen rule changes Icr Ilve vears. In a2ddition,
Auto-Screen change activity reporis will bde rremared
guarterly by the Headguarters Staff anéd distributed

appropriately.

It is also recommended that each IMC use only cne set of
Auto-Screen rules and in addition, the use of Automatic
Job Reject (AJR) eliminates the necessity for "wet"
Tules.

R (for retest) will be the only valid manual entry in the
VIR f£ielé cZ the IMOS TR mask.

CON or 106 (Carried Over Not Scored) will no longer be a
valid Intermediate Status code.

In network centers not designated as customer trouble
receipt centers, the creation cf initial and subseguent
trouble reports categcrized as Customer Direct (CD),
Customer ZIxcliude (CX), and Emplovee QOriginated (Z0) will
be restricted to a swmall number of specified emplovees
and the process therecf 1is to be directly supervised by
management. A customer trouble receipt center is defined
as a2 Centralized Repair Service Answering 3Bureau (CRSAB),
Business Customer Assistance Center (BCAC), Major Account
Center (MAC) / Special Services Center (SSC), National
Accounts Support and Service (NASS), and Inter-Ixchange
Carrier Trouble Reporting Center (ICTRC). Those areas
that have IMOS access through the Access Networking
System (ANS) should use ANS as a means of managing this
work function. Changes will be made tToc BSP
660=-169-0115V.

IMC employees .should not use mechanized trouble receipt
systems, for example AIRO, to enter customer trouble
reports excep:t for those reports related to his or her
personal business.
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TemELN LD TnEe STactlle 2ng L2V D& Ussn 25 rEouirsd,

~s7r —CoATIE: TIT INISTING DITUNTTTAMY AR mToa—e  menams
-t e ST s LD aad PRI P S T2 S B B I - G

03120 -NON-ACCESSIZLI PLANT: TSI ZIXISTING DITINITICON AND
DETAIL CODZS.

AR e ———m o= A e, PTET ST O TATe eyt mge v e
Jady ACCZESIZLT PLANT: LoOL TS NG _TZIINITLON RNT
———— -

2ZTAIL CODZs.

. - T msmSMTIIe T T AT AL YA OO OO e e
Cs40 - LAl . wEZ ZXIETING “_- NZTICN BND DECAIL ZZDEE.

430 -LIGHTWAVZ SYSTEIM AND TIBEZR CPTIC CABL=Z: USE aALL
EXI T;NG CODES EXCZIPT "0453". Code 0453 will be deleted
ané AIR PRISSURE SYSTIM will be included ir dispssitien
code 04%0.

Ci6C -DIGITAL .00P CARRIZIR (ILC) AND T.L ZXTINEIOoWE: sz
ZXICTING DEZFINTTION AND DIZTAIL C2CEE.
Cs7C —-DIGITAL IO0P CARRIER: USZ ZXIETING DITINITION 2NDT
SZTAZL CODES.
348C -ANAILCGE CARRIZX AND COTEZIR LIC? ZIEZCTRCWICS: =z
EXIST:Nu DEFINITION AND DZTAIZL (CCDES.
0480 -This is =2 lcncer a niscellansous cods. Zode 5420
will be defined as: AIR PRESSURT SYSTIM/SEIATH
TIRMINATING HAERDWART/PRESSURE PLUCS: ' Zpplies when
Trouble 1s loczated to pressucizZation systen. Insludes
2air pipe, manifolds, splice case leaxs, Dressure cr Ilow
Ttransducers, contrcllied leaks, check valves, fitctings,
ets. Also includes air dryer trouvbles whether cor notT alir
cryer also feeds cocper cables, Also arplies wnen Trouble
is fcund To be in the Sheath Terminating Hariware or
ezuivalent Pressure Flugs {including 1C0A clcsuras crT
equ;"aleﬁ-,. Ixcludes fiber TDreaks occurring at these
two items: code under apcropriate Iiber failurss.

-There are no changes to Zispositicn code 03w 2
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1000 -MIsCZ/ :UTZ Z: Applies when a trouble report is
referred tTo cther BellSouth agencies ¢r departments nct
normally -.v-'ve~ in the trouble clearing process and
task credit zaybe recuired for emplcvee evaluaztion.

Likewise, this code may be used when & trouble repcrtT can

be IZXCLUDZD wnder 28P 660-316%-011SV, paragrapn 4.5, and
Task creclit mavbe :eq";:ec Zor emplovee evaluzation.

Dispesition code 210 is deleted. Codes 10%2 thru 183
remain as defined in the existing practice.

- - - - -— S - - ™ 99 - -
1100 -There z2re n:c changes to dispositicn ccocde 11002 st
this tine.

-

1200 -ZQUIPMZINT PINC -~ 3ILL: Applies when trouble

W
canneot be _cuahed nn TILCO facilities and can be
is

a:::ibuteﬂ I so-_bed tc, or is fzuni In custcnar
rovided eguipment/wiring and bill is generzted via 2

:___emeﬁ- of Work Charges RF 141/RF 1356. This code

inciudes billable TariZfed or Detariffed troub

cdeterminaticn or isclation charges nmade for re
Tation wirses, jacks, connecting blocks, ezc.

custToner’s -squest. Tt a2lso applies when the tTroub
located in nmonstandars customer eguipment/wiring.

[ 4

0

—_—— e ——— g — - ——— - o~ ——- ~ -2 - - —— =
LI31C -ZQUIFMINT WIRING - NO BILL: 2AZD.ol=2s wihen Iocut.s
is fsound T2 ze in sustomer eguipment/wiring and billing
is n2tT applizable Zgor (but is notT limized tTe) the
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—ECExTer 3t
TSL.CWLnZT TEzSCh3
- Trgiblie rezorTed o o3 Third SRE2Y o
- WME Cnly CustTonmer Trnat reIuSesS 2Co2ES T2 & Taechnigian,
— NC =2CZCessss whnere ToE CUstIner REz g2 wWirs -aimszrance
B8
— CUusSTtomer suUDSCTLIDSeS TO 2 wWirs maincenance Tian tThas
rnciuges 1sSCTiaTion ant a T2COniclizan Zoes isslation o

- Repairs ccverei Dy warrantv.
- Repairs ccvered by contracted wirs maintenance.
- Trouble determination wnen included as part cf tarisf

-

for access line.

1220 -CUSTOMIR DZCLINZIS DISPATCE: 2Applies whnen a2 t-zublie
is isolate: TS the customer’s eguipment/wiring éuring
ini" al testing when centacting the customer ané no
dispatch is reguired. This code is for IMC/MAC/3CAC use

onliy.

1290 -CATV: Aany trouble isclated tc equirment associated
with Cable Tzlevision (CATV)

Any 12** code nct menticned above is deleted frexm =h
practice.

S allzw each
operatisn Tc use detail zodi e. If an
operating area desires tc use cnly G coding To
identify repcrts caus2d by lighining, then cnly cause
code 400 is reguired. If the same area wants tc run a
special study on reports caused by lightning, tThe **ouble
would be coded To cause ccde 41C. Should an orcanizatiso

PT Tt use dstall coding, tThe codes specifiei iz the

practice are The only c That may be usec.

The revisions to cause codées
u

Du
i~
v
n

200 —-NON-TZIZC-ZIMPILOVEE:

300 —-DIFECTIVE PLANT:
400 -WEZATEZR:
500 -MISCEIIANEOUS:

600 —-UNKNOWI:

-——
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MEIMORMNTUM TO: ’
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Mg. ZTecky Dunn

I have at*acqed for vour review the proposed disc
piine recommendation rrocess for three categories cf
emplcvees.

The discipline recommendation process Ior the various

individuals can becgin as socon as 2ll cI the invesilgatory
information is received. 2Assuming the dace Irem the
investigaticn is available by July 1, I believe the actual
adminisctering cZ éiscipline could begin arcund the ZiTst
ci August.

Tlezse it me xnow 1f vou have guestions sbout thi
meTTer.

Ganeral Manager - Perscnnel

=T Mr. J. 2. Lacher
r. L. J. Sanders

& BELLEZU "~ Company
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Legal Depariment

XKANCY B. WHITE
szneral Attarney

couthern gell Telecnone
and Telegrapn Comoany

150 Soutn Monrce S$ireet
Iyite 400

vallahassee, Florica 32301
1334) 529-5387

Cy
c
(o
®
’_l
th

Mr. Charles J. Beck, Esdg.
Deputy Public Counsel

Office of Public Counsel

c/o The Florida Legislature
Room 812

111 West Madison Street
Tallahassee, Florida 32399-1400

RE: Docket No. 210163-TL

Dear Charlie:

\D
\n

(g

It has come to my attention that the enclosed documents
which appear to be responsive to Public Counsel's Twenty-~Second
Production cof Documents in the above-captioned docket may not
have been included in Southern Bell's Responses dated April 29,
1992. OQut of an abundance of caution,
Please be advised that these documents are covered by the

riginal Motion for Temporary Protective Order filed cn April 29,

1992.

I am forwarding same..

snffarad,

e e e

apologize for zny inconvenience vou nav ha

Slncerely,

Nancy B

cc: Tracy Hatch

{wm
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Mr. L. 2. Crittanzen

Vice-Frasident .
Network

Desr Sir:
I am wrliing this letter to appeal my termination with Sauthesn Beil.

(ﬁ. Elr, I have 24 years of "PERFECTY service. I have dedicated a 1ifazim
- . to the comzeny, Lo ths custemer, anc to the employess. ! have a

"PERFECT".record and siways had, even as craft. I've been a manager
since 1570. My reputation apeaks for itself. You could esk any
Omeraticns Manager, Jistrict Lavel, 2B, 2A, 1st Level and craft, and
I'm sure you weuld hear it for yourself. I feel like ['ve rscsives the
"deeth sentsnce". A gun might-as-well have been put to my heac ‘oo the
situation at hang.

i wish I czuld speak =z you face toc face to discuss this rather than
welting, Nooefully these arsangements can be made. :

Mr., Crittengen, I diz not steal from the company. I dig nst stesl ‘oon
che customer. I did nct cheat. ! had no personal gain or anything

else frem this incident. 1 merely scted on what was cammon practice 7o
everyone in the North Dade Turf, inside and out, craft and managemen:.
There isn't an MA, ST, CRT, NT ar 1st lLevel that hasn't backed up a
commitment or an out-af-service to meet an index., It was done on a
daily tasis cer our instructions. 5o what did I do wrong? I know the
managers and craft will tell you this. I would please like someons to
exclain o me wny they all have their jobs and I'm fired. This is very
harg tc accept. 1 honestly can't understand how this is_ fair treswment
towarss me.. I toak a direct order and honestly made a mistake. I hacg
no idea this was ihe wrong thing ic do or that there was g cooslem with
-NAT was dene until the weexk gff the review. [ was very confusec. I
<00w nothing about the index ar how it is attmined. I den't know wnaz
the criteria is that makes it uz., This index wes monitoced by Lesko ang
the central rcom on & cailly basis. I had no idea there was a praglem at

all until the week of the review. ! swear £g God up above I =i2n'" ‘¢iew

-
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vigently CiZn't kNSw eLiner Tecmuse s
segurity cr ceacr: Laskc. She gig the same th
zisginlinary action at 2il was f3ken TIWaTos 0=
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& 2Icn't 28il he uniza 2o
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.

She nas ¢azes ihese
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> vears.

T. Czittancen, I oo xnow thatl you are a fair anc nonest gerschn. o
ssulan’t say that shout averyone tut I1°ve learned inat about yau cver
tne yeers. FPlease listen o sll the facss with an cpen minc. I =ave
documentaticn, a statement, anZ crast ano management $S verify wnat I°
going to tell you if neeq be. I have no resson to be anything but

truthful,

i1

mn

ihe clerk that ccoeg the trcucles doesn't work for me. I normally
{4 handle Fleld Assist and Facs and back un screélng.-

(st Level} was in ZJacksanvills in scnool, o she wouid have hanclad

this situation, not me.

! was the cnly manager on the floor with 21 MA"s reparting ts me, the
phones were inging cff ths hooik. 1 was working 12 and 13 hours a day,
stTaight through with nc lunch (noc ot). We were receiving over 1,000 .
(’ Teports a day, cues toc the Hisleah €SS Cut, and I was irying to determine
- wnat the cause was for the vaolume of troubiles we were receiving, tTying
22ts help gin-paint the preclems for Leska, .
Gur 8MAS ang Precictor Systems were down and we coulon't anslyze the
trouble reports in order to knaw what to ao with them ang I was sisc
woTking with the siaff ¢n that. It was by far tha worst worxing
situaticr I've ever experisnced in the IMC. I was under an extoere
amsunt c¥ pressure anc stress. I really didn't know which way te turn
anc I dicn't get any help from anyone. In the midgst of agll =7 the
Lesko was in ¢ over kis irdex. He is a very intimigating, i
cemanding_and toTeatening manager. He treated the IMC like we wers
dogs.. Constantly belittling us with how bad anc stupid we all were. We 5 :
were all afraig ¢ 1. Right arter the review the managers hac 2il )
intenticns ©f going to Mr, Seilers as a group te tell him we just
coulan't wark for him anymore. The MA's were going to file a mass
grievence against him for his threats and t-eatment lowaras them. Ha -
threatensc t3 B form the creft Tfor missing one more 00S commitment.
Iverveone was under a let cf pressure.

o,

-
-

As I atated to securily Lssko damanded that I have cne cf cur bast and
trustful MA's close thes TOK file hecause she always did it this way fer
Yo ' (1st Level}. it was aiso common knowiedgs that P
¢ nac . ' anc seversal other MA's close their 7IK's :c GOS. Tha:t . -
is the way it's been gone since I came to the IMC. When Leske told me . i

“azs this I Just Tollicwec the lead of three of “he managess that were 13

= office. CTne of which rag jlus: ceen zromsoies e b Ehmy by
cig 1t ana it was UK for o them, thaen if osust Se 0K for me.

e 4
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IC svary sIns2l invgivang the INMC i ine last yesr, o0 was LESKS'S

sipnt hano person. We wers 12ld Ly him she was the tess, =g smartss-

Y anc sne was %5 ITmin everyone. Leska cdid like .  Sne was the oniy

Tne ne thoucht nac a orair. [t bacame anparent that the incex was io

- . Yo 09 oo Brd -y = ’ o -
& iozusle in July, {ZA) were concerneq ssout it

Seing misseC. nanca herselfl closec the same 72K flle for zhe monoe =F

B luly. It was tha same time frawe as August when closez hers.
Q Zaen trounle was indiviguaily closed by cand "Y" wes types in ik

3
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25
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SGS cziumn of the MSCR mask Lo cestatus all the troubles o 0OCS 22 tyils
ithe base pecause the PSC index was in jecparcy. 3She closec
aceroximately 155 reports. She was very aware of what sne was caing
because she snawed me. She has been ‘civen IA awards far =s long as 2've
Zeer theres anc consicerec the "BSST™, I FOLLOWED HER LZIAD., [ never iz
it cefors anc I figurec if sne cid Lt ang she was the TRAINES, i* -ust
Je the right thing $90 do. ¥hy is she still on the payrell ams I'=
firea? Do you tnink this is fair? I den't.

(1st Levei), while working Statiaon Contrci NAS {no accesseq)
troudlas when an 00S was in jegpardy of being missed and put them hmex -~
in the pool ts restart the clock time in an effort 10 meer the FSC
incex. He even gave the procedures on how to co this to
ang myself so that when we relieved far him we could de it toc.

(1st Levei at the time),as I mentisned bercre, hac.géf% 4
close all the TOK's :2 0DS.. I have a statement 72sm her sayiag
that she was instrusted to dz this until further notice. wag in
the IMC ror almost 20 years ang he was vary knowledgeatle, He hag
geveral MA's coing it all the time and it was DK fcr him.
wags very well aware cof “his ang conacned it. He was cur 22 a: the zime
8Q vQu see, this type af activity has been going con since I ceme 10 ine
MC, have been there the longest. was alsc given

IA awardsand then just recently promoted to the IMC Staff. When the

ccmpany treets nanagers like this you icok us ts them, so here agai- @
FOLLYWED ANOTHER GOOD LEAD. If it was right for him then 2% was -igst
for me. Mr. Ccisttencen, ronitared this senort on e daily =asis in
the contosl room. It seems very ironic and coincidenzal inma: the Nooin
Dage Turf hao no problem meeting this index until ~AS pronciea and
loft in July. 7Thia is the first time enyome tias mismed it in 3 years we
werg tzld. The Turf wag evidenkily in trouble with At again 14 Auguss.
How would you Feel if these people were still on the payroll ang ysu
were firea? I can't deal with it mentally cr shysically becausge it ‘ust
ign't fair and I think I'VE GIYEN TO MUCM TC THIS COMPANY TQ BE TAEATED
THIS WAY. I've been a gooc hard working, honest &nd cedicatec emzicyee.

AnQihier situation is :that all of our Centrai Office failures are cut 4o
e seperatre “lle (CEF) and restiatusec tg 0O0S when closex. Zven 17 ine
toounle came in AT (affecting service) they are a2ll cmanges uz 228, fust

-
Zike e TIX's. vervcne nN3s cone onis alsc.
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B iz
*4 WiLSGul e U anc C cocoes neing Given s them By st
gvel ladie Comazzl; ar nis MA. I the :rouble weni sver Z4 houres an
ex-__-anle Scce was given &g ihe trousie.  This was terc Leac's

i - h S < - — & - .
”St:::ZL:ﬂE. - have ng Zally fooms Lhal tnis ind 3:?3._23 =85 8clro=l
- & b - 1 s .

2% for 2ao2r cne of the cleoxs that Ticsec wne troutles.  This was IS

Sover themsalves §3 iff 2ne was missee they had proef they talkec 1z Zzarl
52 L=2aks would nes S farm thenm.

Thesg acs some of the pertinent facts., ['m sorry I hacd to 4ell you 3il
this but maybe it will tursn sut ts Be a good situaticn for sveryone.

I'd like to be a part of that. Maybe ¢he office needs training c-
fToler zrocedures. Maype this is sll a sericus m;sunue‘s*and;nc s hgw-
s handlis repeots. “VERY coces versus an actual report from the
cugiomer. The practice :s confusing., wWhat is correct? IF the custcmer
repzrts CCO, NDT (can’t zall out no dailtcone) the practice fells you i=
-8 an (US. What cces the PEC co Dy, what the narrative says and what
the customer reports or the “VER"™ code MLT gives us because they con't
always match. It was stated in the review that we were not cading
reports that we should be coding to 00S for praper credit. i was
Sappening both ways anc I think it is a lack of proper sraining.
what I understand closea &4 reports to AS (affecting service)
166 to ORS (out-cf-service) of which she had no time to bacik these Lﬁ

-
-
.

b e
al,

. with the proper narrative because th= office was s0 busy because ¢cf &ih

z8E cul, and a possible 12 errccs. I really don't know I was never
cavarsa an exactly what was wrong. 1 WAS JUST TERMINATED.

Mr. Crittenden, ay reputation speaks for itzelf. I've never csusec the
zowoany any trousle. I've werkeco for Mo, Sellers on anc 2F8F foo almcs:
T4 years and ne knows me as Jainc nothing but a coSC hars woTker =5
honest. I workez for Mr. ure‘:- in between and relieved in the
nBSlgnheFt foice as an azting 2A anc was under review nat cnhly by lgzel
staf? tut Atlanta staff aﬁu not cnce was there & groslem ¢f any winz. I
d$c"“ cheat or sver fFalisfy any commany records. IF wha__- accuseg af
is wieng ii was an honest mistake., One ¢f wnich I didn't even know I

wada mexking, If I &id scmething wrong, I enly dic what everycne eise cic

“7so I felt it was QK. No discinlinary action was taken tocwercs

28

© ans she and ail the rest of “he enployees craft and managemsnt

Bvsiqﬁed the same responsibility booiklet I signed. what about

and all the crgft. No cne hurt them. Wny “e? shet
a1d 1 da any cifferent than thew?

lease racconsider the act tian that was taken towards me. We were either .

aLl FIGHT oT all WRONG, and should be tr=ated the same. SPlease lef z=
te ’“ﬂatﬂﬂ like averyone eise ! ungerstang the same Findings werz in
the Scuyin Jade "write-us' “u- ncihing was done to anyoné Secause 1D was
Zgne ThToughout the whagle o0th. =y was I singled out anC sucn hsmsn

srescrnens given?

-— -

50)

("



/
]
8

7
17

I WE8B INToWN UL WiTh nothin

AiwAya taxAnn craat prizn Ao ol . Mo matter scw cusy o

here wes o2ver 2 Ilng Lhat [ cien't helg ACMAC, 38T, 38D, zroznv flels

tecnnicien unilil we GAve Lhe cusismer servize. NoW Lt's my turn. piease

neic. My LiT= is gnattersd and whal Surss moss af Ail is Tnat tne iives
MR -

gf my chllcren are etcut to Le destIcyed., I have B S2gconsisility o
them, I need my oD desperately.

W
m
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. 0 ope -
2QITATINT TY wihCLe Lif2, I tava
b T
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g
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Tillsngen IRls aciion nas upset the entire Souln TisrizZa ares
2=iy. <EZverycne thar kncws me, coEft SN management on the Jeb arz
eq cen't pDeli=ve wnat hacpened. Zeocie have written me ang have
S me from all gver the state and no one thinks the sunishment was
fair. OCne of the 28's asked Mrs, Isenhower if she really thought the
punishment it <he crime. 1'm still :rying ts figure cus whai “he coime

Y

was. Everyones that I've talked to has lost faith in the company. Ask
the Inginesers, the IMC, RCMAC, the C5's, the St's, the Cri’s ang sll k=a
ist and 2nd Levels. The morale has paen affecteg in a n=gative ana
cepressing way. These are the wargs frum your management anc oocaf:.

. cried when sne talked tg me and said they
cculdn't telieve i:. Now heow 49 vyou thimk that makes me feel. - was
honest and I'm erf .ue payrell ang they are all still working away.

Thank you very much for taking the tinme to read this letter. It would
be appreciasted foom the bottem of my heart if you would reccnsicer the
action that was {aken Iowargs me. I'm looking farwarc to hearing from

you.

Respectfully Submitted,

fi ok AT L i

Nartiey M. 0'Alessin
2410 SH 168 Ave.
Ft. Leud. F:ia.
23319

305 434~01CC
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Happy Holidays...

and Smooth Sailing in the New Year.
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OF INSIDE KIRE CC Docket Ncoc. T&-103

adopted: November 2Z1, 19%1; Released: Tebruvary i1, 13532

TEIRD REPORT AND ORDER

36. This Order ccncludes a Docket that since its IZnception
in 1979 has witnessed, and at times caused, nunercus ch.anges
in the telecomnunications industry. Wwe believe that we should
close this Docket by restating cur policies raéa:ding state
regulation of inside wiring services. We anticipate that <his
restatement will help feoreclose diSputes regarding the extent
of the states' authority in the absence of federal greemption
of state regulation ci the prices and terms and zonditiens

under which telephone companies provide simple insife wiring

57. First, while we encourage the states nct tc regulate
sinple inside wiring services, we have not zreemctzed state
regulation cf the prices and terms and conditions under which
Telephone corpanies provide those services. I

absence of rreemption, we have not precluded those states, i

any, that
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simpie inside wiring services Irom assigning the =telepnone

companlies' similz Lnside Wiring custs and revenues w2 —he

intrastate jurisdiction Zfor intrastate accounting rurcoses,
and from setting unbundled rates based on those costs.

58. Second, we have not precluded the states Irom assigning
complex wiring cocsts and revenues . L2 the intrastate
jurisdiction for intrastate accounting purposes. 2lthough the
states are preexnpted from setting rates for complex wiring
services, (FN116) they are not preempted from imputing costs
and revenues frcn these services or fron simple inside wiring
services in preoceeding to set rates for properly tariffed,
intrastate services. (FN117)

5¢. Third, the states may regulate the terms and conditions
under which telephone companies provide simple inside wiring
services, as long as the states do not require cr permit terms
and conditions that are inconsistent with +the technical
standards set forth in Part 68 of our Rules. (FN118) The
states are preenmpted from regulating the terms and ccocnditicns
under which <elephone companies provide complex wiring
services.l We, of course, retain jurisdiction over interstate
accounting and ratemaking matters, and will monitor the
states' actions in relation to inside wiring toc ensure that

they do not inmpede our ability to achieve our policies.
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