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Southern Bell

Special Assistance Bureau

666 N.W. 79th Avenue

Room 604

Miami, Florida 33126

(305} 263-4816
August 6, 1991 1-800-321-4327

MEMORANDUM TO: Stella Malloy
FROM: Carmen Sola-llonch
RE:

CASE NO. 62187-P

Our invegtigation reveals that the customer called the Busineas
Office on 7-16-91. He requested to have his service moved from a
building into a construction trailer at the same address. Due to
the service going into a trailer the order wae issued with a non-
appointed due date. The disconnect order was issued initially with
a due date of 7-26 and subsequently changed to 7-30. ©On 7-30, the
disconnect order wag worked, leaving the customer without service
on 4 of hie 5 lines.

During the middle of the day the customer called the Business
Office to complain about the fact that he had to provide conduit
{as he was told by our installer) and he never stated that he was
out of service. The commitment that the customer received was for
a call back from Southern Bell regarding the conduit. An assistant
manager attempted to contact the customer based on a call from the
Business Office, however, there was no answer.

On 7-30, L. F. Abbott, Assistant Manager, was able to contact the
customer at 5:10 PM and acknowledged the appeal. The customer told
Mr., Abbott that hie main concern was that he had been out of
service most of the day and could not conduct business in a normal
way. The service was restored at approximately 6 PM on 7-30.

On 7-31, the customer called the Business Office and canceled the
service order. He stated that he would have his vendor do the work
necesgsary to move the service to the trailer.

A BETL SOUTH Company
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CASE REFERRAL

4 ,.l(\)‘

PSC CASE NUMBER 62167-P SAO CASE NUMBER___ C-2803-91
TAKEN BY ™ coen T Time 32 roeeep_ ¥ ecarp 0
rroM_ M paye 7739 pue By %% 1Boss  FrEWD DD T
CUSTOMER'S NAME_
COMPLAINTANT
ADDRESS APT. #
CITY TEL # _
CBR # : area_ NO
O COMPLAINT:
é' APPLIED FOR A T & F TO BE INSTALLED APPROX 75FT IN BACK OF OFFICE
IN A TRAILER. HE HAD 5 LINES AND
3 '~ HE REQUESTED ELIMINATION OF THE LAST ONE AND TO KEEP
4  SERVICE ON UNTIL CONNECTED ON THE TRAILER. SB HAS ELIMINATED ALL
5  OF THE LINES EXCEPT THE . HE WANTS SERVICE BACK ON AND
£ SB SAID IT WOULD BE THE CUSTOMER'S RESPONSIBILITY TO RUN THE
‘é/ CONDUIT FROM THE OFFICE TO THE TRAILER. HE HAS A COMMITMENT BY 4
0'CLOCK ON 7-31.
/“\\ Q‘
a G-~
"j :'J T ,/’.@
— \_: o .{ e
- . s JA‘;:/\ =~
:I‘r(}"‘)&?‘/ ""/‘\} L %o
Tyt
REFD TO: \éyiﬁg@a. TEL# Fotf - 399 - ¥S493
FAX # oM PRK  pate 7-20 tme 400
REDIRECT TO FROM DATE
TEL # FAX oM poc JAX
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE
VERIFEIE e
YLRIEIED ,
U6 7 1991
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Southern Bell

Spacial Assistance Bureau
666 N.W. 79th Avenue

Room 604
Miami, Florida 33126 -
(305) 263-4816
[ March 21, 1991 | ewszs
<. MEMORANDUM TO: Mike Dymek
= FROM: Carmen Sola-Llonch
LL RE:
?
7
¥ CASE NO. 44790-P
9 This is with final reference to our interim report dated 3-14.
/10 On 3-14, Mr. Rettig, Manager Engineering, contacted to
¢ verify everything was being done for the 3-19 service date.
(2. On 3-19, service was released to the development. Mr. Rettig spoke
/j with again to insure customers were pleased.

ABELL SOUTH Comparry
-

FOIBIDY 0oC3ETY




{

QN NPL W G

NN Ton <39

-—
0y

L
| p ophbl
S—_’__" Cé?g%g ?{{5—{: w

@

Southem Beil

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Flonda 33126
(305} 263-4816 )

Harch' '14, 18991 1-800-321-4327

MEMORANDUM TO: Mike Dymek
FROM: Carmen Sola-Llonch
RE:

CASE NO. 447380-P

Qur investigation reveals that the initial sketch for structure
requiremente to serve this hi-rise building was issued by the
Building Industry Consultant Group on 3-28-80.

On 8-7-80, an Outside Plant Engineer and a representative from the
BIC group met with the electrical contractor to raview the
requirements.

On 1-3-91, they met with was
advised that grounds and mounted backboarde were needed, also a
circuit panel was needed on the main room, per BIC eketch dated
3-28-90. '

On 2-15 a building inspection revealed that grounds were missing on

floors #1 and #6. It was agreed to use building steel for
remaining terminala. Also a circuit breaker on floor #8 needed to
be moved off of backboard. A memo was sent to advising them

that the support structures were not in place.

On 2-22, a second inspection revealed there were no grounds on
floor #1. wae informed and he indicated it would be
taken care of.

On 3-4, the Outside Plant Engineer was informed by Construction
that on floor #6 the backboard had to be placed back on the wall.
It had been removed by builder to allow the placement of a wall
cable by Southern Bell. The backboard was placed on 3-4.

On 3-7, apoke with the Feeder Administrator. He said he

had been promised gervice by 3-1. The Feeder Administrator agreed
to have someone call him the next AM.

A BELL SOUTH Comparry
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On 3-8, the Engineer checked the status of a pending job order that
would provide service to Mystic Pointe Tower 500. He was told the
job was in progress. He wae trying to obtain a commitment from our
Construction group when the PSC appeal was received. Construction
committed to an estimated completion date of 3-15 for the 1lst
through the 11th floors.

On 3-8, Mr. Butts, Outside Plant Engineer, contacted . .and
acknowledged the appeal. He advised there was a service
commitment of 3-19.

Cn 3-11, called Mr. Butts asking when would he receive
service. Again, the customer was given 3-19 date for floors #1
through #11.

A final response will be issued on 3-29.
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CASE REFERRAL

W W a4y w P

PSC CASE NUMBER 44790-P SAO CASE NUMBERC-560-91 o
TAKEN BYW TELS TIMH0:00 LOGGEI¥ CARB 5’" / /ﬂ
FROMID DATES -8 DUE BY 3-15 IBOSS FIELD DD__-7 . 7
I
CUSTOMER'S NAME
COMPLAINTANT_
ADDRESS APT.#
CITY TEL #
CBR # ARER
COMPLAINT:
BUILDING A SUBDIVISION AT THE ABOVE ADDRESS. SERVICE WAS TO BE
READY 3-1 BUT SB KEEPS POSTPONING THE DUE DATE. NO EXPLANATIONS
GIVEN.
REFD TO: ~ "“‘ m?/‘ TEL# e il
FAX #__ - - - - oM .. ‘.7 DATE TTME
REDIRECT TO FROM DATE )
TEL # FAX oM poc  DA()
INTERIM-DATE DUE FIELD DD A,
CUSTOMER CONTACTED WITHIN 24 HOURS_Y IF¥ NO, REFERRED TO:
) TEL NO i DATE
jﬁ / Pt ‘_H?,ﬁ ;//"/ = /dG/’J/(I ﬁ@@& S
—-_—-‘—'-_—-—-_*_‘_-_—
< \-.,,._»-.,-. //3 S PIT n Zer J
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Southern Bell

Special Assistance Bureau
466 N.W. 78th Avenue
Room 604

Miami, Florida 33128 -
(305) 263-4816

September 9, 1991 ~ 1-800-321-4327

MEMORANDUM TO: Stella Maloy
FROM: Carmen Sola-Llionch
RE:

CASE NO. 66578-P

Cur investigation reveals that the job to provide service to

was issued on 12-27-90. The building contractor s
failure to provide an accurate completion date on the building
caused the job to be moved to the 3rd quarter of 1991. The job had
to be revised in June 1991 due to changes by the building
contractor in the manner which the entrance cable was to be placed.
This change caused further delays with the job in that everything
had to be modified and re-scheduled accordingly.

On 7-24, Chuck Morales, Facility Engineer, checked the work site
and found it fenced and locked. No access was available to verify
that the support structure wasg in place.

On 8-8, Mr. Morales again visited the job site and found that the
support structure was in place. At this time the cable needed to
work the Jjob was ordered. As of Friday 8-30, all material
necegsary to work the job had not arrived.

On 9-3, Chuck spoke with (the vendor). He acknowledged
the appeal and told him that the remaining materisl was already on
a truck bound for the construction yard. On 9-4 at 10 AM,

contacted Mr. Morales and said
that they need to have service by that evening and demanded to
speak with Mr. Morales  supervisor and threatened legal acticn due
to leas of business.

On 9-4, Steve Sauer, Manager, spoke to was
told that the remaining material (cable) was due to arrive around
noon and that every effort would be made to work the job that day.
No firm commitments were made to the customer.

When the cable did not arrive on time a different cable was secured
from another location and placed by the construction group on 9-4.
The job was not completed that evening due to lightning in area.

On $-5, the job wag completed and the customer received service.

A BELL SOUTH Comparry L
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CASE REFERRAL

2_ PSC CASE NUMBER __ 66576~P sao castE noMBer_ ( 3064 - /

3
7

V)

TAKEN BY MW TEL T TIME 12:55 LOGGED_X CARD

FROM gM DATE 9-3 DUE BY 9-10  IBOSS ___ FIELD DD Y-

CUSTOMER'S NAME_

COMPLAINTANT _

ADDRESS_ | APT. #

CITY_ TEL #_

CBR #__ AREA_
COMPLAINT:

ALSO CAN CONTACT RICK MALAKOFF AFTER SERVICE IS INSTALLED.

SB WAS TO PROVIDE SERVICE 2 WKS AGO. KEEPS GIVING COMMITMENT
DATES, BUT WON'T KEEP THEM. WANTS SERVICE. '

REFD TO: ix@wf/j"m rerg /7S5 —Z2/65
FAX # /5~ (933 oufﬁ-p DATE_7/3  TIME

REDIRECT TO FROM DATE

TEL # FAX oM poc__ Uit

INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS____ IF NO, REFERRED TO:
TEL NO : DATE

——

VERIFIED SEP 1 2 1991
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Southern Bell

,.‘—‘ K. Special Assistance Bureau
N 666 N.W. 79th Avenue
Room 604
Miamni, Florida 33126
(305} 263-4816

April 1, 19891 1-800-321-43277

Memorandum to: Kathy Brown
From: Marie Forbes

Re:

Case No. 45633-F
This is with final reference to our interim reply of 3-22.

Un 3-19, Mr. Garcia, Engineer and ¥r. Dan Potsauf. Assistant -

Manager, met with emplovee of - at the premise.
stated that they were working on exposing the conduit,

repairing it and leaving a pull string in it for Southern Bell.

Mr. Garcia then released Job Order HMZ1-0243W to construction to
reinforce the existing entrance cable and to place a new terminal
on the customer’ s premise.

On 3-20. the entrance cable was placed and on 3-21., construction
completed splicing the entrance cable and the installation of the
new building terminal. On 3-22. technicians were dispatched to
connect the remaining twoe lines and service was provided by 3:40
FM. Mr. Garcia attempted to call the customer to confirm that the
lines were working properly, however. he reached a recording that
said they would not be available until 3-25.

On 3-25. Mr. Garcia made the follow up call and verified that all
lines were working properly and the customer was satisfied.

ABELL SOUTH Company
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Southern Beli

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

i

March 22, 1991

MEMORANDUM TO: Kathy Brown
FROM: Pat Godsil

RE:

CASE NO. 45633-P

Our investigation reveais that on February 21 the customer
placed an order for three lines and was given a due date of
February 28. On the 28th the technician found insufficient
facilities at the premise and referred the order to Engineering.
On March 4, the engineer notified the Dade County  Aviation
Department to place conduit frem building

to place new entrance cable to reinforce existing facilities.
The engineer also left a message for the customer to notify him
of this. He also contacted Jim Nabors, Dade County Aviation
Telecommunications Supervisor, to set up a meeting at the
customer premise on March 8 to discuss the new conduit location.
On March 5, we notified the customer of the facility problem.

On March 8, the engineer met with Jim Nabors, Dade County
Aviatien. After reviewing the existing facilities, it was
determined that Mr. Nabors would have his field personnel locate
an existing conduit that houses facilities in order to determine
if it could be used to pull the new cable.

On March 13, Mr. Nabors informed us that Dade County Aviation
was planning to provide their own facilities to the customer and
requested that Southern Bell change their demarcation peint for
this building.

On March 153, a technician was dispatched to verify defective
pairs. It was determined that thera was cne gcod aerizl pair
and arrangements were made to dispatch a technician on March 18
to connect the service. The technician could not complete the
order due to no access. The technician was sent back out on
March 18 to connect the cne line.

A BELL SOUTH Comparry
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Page 2

On March 18, Julio Garcia, Engineer, contacted the customer to
acknowledge the appeal. He verificed Lhat the customer’s service
was working and advised that Dade County Aviation has been
requested to locate conduit for the customer’s other two
numbers.

A further response will be provided by April 2.

FUlBioy 0000u¢i2
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| CASE REFERRAL
2. psc CASE NUMBER__ 45633-P SAO CASE NUMBER §-631-91
5  7aken BYMW  TELT  Timel0:30  rogeEpX CcARDX
¢{ FROMKB DATE3-15 DUE BY 3722 IBOSSX;_FIELD‘. DD
5" CUSTOMER'S NAME_
(> COMPLAINTANT
"/ ADDRESS_ APT. #
%~ cIry MIAMI TEL # ]
¢} CBR # AREASO
(0 COMPLATNT: -
)/ ALSO ASIGNED NUMBERS ARE
12~ APPLIED FOR SERVICE OVER A MONTH AGO. STILL NO SERVICE.
20”7
M

REFD TO: %W& TEL# 25X -3

FAX # oM D/ W DATE 3-{5 TIME 10.50

REDIRECT TO FROM DATE

TEL # FAX oM poc DAD

INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITEIN 24 HOURS ____ IF NO, REFERRED TO:

TEL NO ) DATE
FOIBIOV 00C00Ulo
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Southern Bell

Special Assistance Bureau
666 N.W. 7Oth Avenue
Room 604 )
Miami. Florida 33126
(305) 263-4816
1-800-321-4327 -

October 7, 1991

MEMORANDUM TO: YNancy Pruitt
FROM: Pat Godsil

RE:

CASE NG. 70316-INQUIRY

Our investigation reveals that on October 1 an installer was
dispatched to this customer’s premise. The installer mentioned
to the customer that there was a problem with the main feed

conduit from the terminal reoom to the customer's unit. He
explained that the conduit had been cut off at the floor level
and covered over with concrete. The installer continued to
attempt to supply the service. We do not have any record the

customer contacted us to discuss the problem with the
installation prior to the appeal.

Later that day, T. A. Steele, Assistant Manager, reached Jim
Hughes, the customer’'s egquipment vendor. Mr. Steele
acknowledged the appeal. Mr. Hughes explained he was only
looking for guidance on demarc location responsibility and had
panicked because he was under pressure from the customer.

Mr. Steele explained that there would be several tariffs that
could apply to his situation. The information Mr. Steele
offered Mr. Hughes was primarily in reference to FCC Docket 88—~
37 pertaining to minimum point of penetration in regards to
strip stores with an inside terminal room. Mr. Hughes was
satisfied with the information.

Note: The installer was able to locate a second conduit which
had been covered over with dry wall. He was also able to dig
out the conduit and provide service the same day.

A BELL SOUTH Company
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© COMPLAINT:

CASE REFERRAL
PSC CASE NUMBER__ INQ. 70316-I __ SAO CASE NUMBER_ O — 33 /3-7/
TAKEN BY MW _ TEL T _ TIME 10:10 LOGGED X CARD _
FROM yp___ DATE_10-1 _ DUE BY 10-8 _ TBOSS __ FIELD DD_E"#’
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
cITY __TEL #_
CBR # AREA

CUSTOMER WAS CONCERNED BECAUSE SB INSTALLER WOULD NOT INSTALL
TODAY WHEN HE CAME OUT BECAUSE THE CONDUIT WAS COVERED BY
CONCRETE BY THE BUILDER. INSTALLER SAID IT WAS THE BUILDERS
RESPONSIBILITY TO PROVIDE THE CONDUIT. HE HAS TO GO THROUGH 3
FIRE WALLS BEFORE WE CAN INSTALL AN RJ 21X JACK. PLEASE PROVIDE
PSC WITH APFPROPRIATE TARIFF REFERENCE. CUSTOMER WANTS IT.
CONTACT CUSTOMER.

P “ l ~ /
/ H

/ ‘

REFD TO: //W”’d'_//i/ rELé [/ Y07 - 67~ 41970
Fax # [ 407 - é/(ig’“ 47 om /%/4 DATE  /O-/ TIME
REDIRECT TO FROM DATE
TEL # FAX oM Docﬁé
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS _____IF NO, REFERRED TO:

TEL NO - DATE

VERIFIED 01T - 3 1991
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 504

Miami, Florida 33126 -
{305) 263-4816
1-800-321-4327

December 17, 1991

MEMORANDUM TO: Paula Isler
FROM: Pat Godsil

RE:

CASE NO. 78381-P

Our investigation reveals that on November 22 the customer
requested a transfer of service with a due date of November 29.

On November 29 a technician was dispatched and advised the
customer he needed to provide a backboard and conduit.

On December 4 another technician was dispatched and no accessed
the order because no one was available for location of the jack
and the conduit had not been completed.

On December 5 the technician returned to the premise. He
started the installation but was only able to provide one line
due to lack of aerial pairs.

On December 9 a technician was dispatched to clear pairs for the
customer’s order. That afternoon, Gladys Williams, Assistant
Manager, contacted the customer and acknowledged the appeal.
She advised the technician was still working on the order and
service would be provided that day. The order was completed
that day and service provided to the customer.

On December 10 Anita Bryant, Assistant Manager, followed up with
the customer. She confirmed the service was working fine and
the customer was satisfied.

ABELL SCUTH Comparty

FOLBI0Y 6360016
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\ CASE REFERRAL G- 32913-91
p ~ _C 2 {L
2 PSC CASE NUMBER 78381-P SAO CRSE NUMBER ] )T
=3 TAKEN BYDB TELT TIME1:50PM  LOGGEDX CARD
1 FROMpy _ DATE]12-09 DUE BY 12-16 IBOSS FIELD Db /X-/R
5~ CUSTOMER'S NAME_
(>  COMPLAINTANT
7 ADDRESS_ APT. #
Y cITy - TEL #_
9, CBR # ) AREA S0
/©  COMPLAINT:
{{ ANOTHER CBR#
! - B934-0698
/> ON 11/19 ORDERED T OF SERVICE FOR 6 LINES AND ASKED FOR THE
‘f CONNECTION ON 12/5 ON THAT DAY THE COMPANY INSTALLED A TEMPORARY
LINE WITH NUMBER AND SAID THAT THEY WOULD HAVE THE
/# PERMANENT LINE IN ON 12/6 THEY DID NOT BECAUSE THE AERIAL
{7 FACILITIES WERE NOT ADEQUATE. SO. BELL DID AROUND 1:00PM ON
/¥ FRIDAY, 12/6, IF YOU CALLED THE OLD NUMBER IT WOULD
{ RING DIRECTLY TO THE TEMPORARY NUMBER BUT IS ONLY ONE LINE AND
20 TODAY AROUND NOON THE TEMPORARY LINE WENT DEAD SO THEY HAVE NO
2\ PHONE SERVICE. THIS IS PUTTING THEM OUT OF BUSINESS.
)3
REFD TO: TEL# HDO
FAX # ' oM DATE TIME
REDIRECT TO FROM DATE
TEL # FAX oM DOC
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO ) DATE
A -S18Y

13- 1<
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

October 11, 1991

MEMORANDUM TQ: Mike Dymek
FROM: Pat Godsil

RE:

CASE NO. 71840-P

Qur investigation reveals that two job orders were issued to
provide service to this customer’s apartment complex. These
jobs were delayed because Florida Power and Light did not
provide the power meter until September 30. Southern Bell could
not provide service without the power meter. In addition to
this delay, wiring problems in the central office caused a two
day delay in providing service.

Further problems were encountered when we found the distribution
terminals on the first five buildings could not be released for
service due to improper ground rods placed by the developer.
The developer was notified and this problem was resoclved on
October 7. -

On October 9 service was provided to the customer. On October
10 Pete Rezzonico, Engineer, contacted the customer and
acknowledged the appeal. He confirmed that the customer’'s
service was working satisfactorily.

A BELL SOUTH Company
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CASE REFERRAL

PSC CASE NUMBER 71840-P

TAKEN BY DB TEL T

CARD

FROM MD DATE_10~-09

CUSTOMER'S NAME _

COMPLAINTANT

DUE BY

SAO CASE NUMBER W 9, §/0 /f ’5/

TIME 11:14AMLOGGED X

10-16 IBOSS

FIELD DD /70— <

ADDRESS

CITY

APT. #

TEL #_

CBR #

AREA NO

COMPLAINT:

APPLIED FOR SERVICE 9/11, DD 2/20., STILL NO SERVICE.
GIVING HIM VARIOUS EXCUSES AS TOC WHY NO SERVICE.

SC. BELL

——

REFD TO: /ﬂé/bé&u; JUDT —F2T- &4 25

TEL#

FAX #/ 207 7227877 om 2SI,  pate /05  oimE
REDIRECT TO FROM DATE
TEL # FAX oM poc =7
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS_____ IF NO, REFERRED TO:

TEL NO - DATE

VERIFIED g¢T 15 1991
cOlB10Y 0600019
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Southern Bell

Special Assistance Bureau
666 NW. 79th Avenue

Room 604

Miami, Florida 33126 -
(305) 263-4816

July 11, 1891 | himisbReERy

Memorandum to: Stella Maloy

From: Marie Forbes

Re:

lase No. 58043-Inquiry

This is with final reference to our interim replv of 7-8.

On 7-10. HMr. Joe Petrock. Mr. Fred Dubon and Mr. Gerald Bourland

meet with ~ concerning the entrance facility
requirements at the college.

agreed to install a 4" PVC entrance conduit
from +the property 1line to their telephone equipment room.
Installation of the entrance cable to be <completed by the end of
August. The customer is satisfied.

A BELL SOUTH Comparry
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Southern Bel

Special Assistance Bureau
666 N.W. 79th Avenue

Roon 864

Miami, Florida 33126 ~

(305) 263-4816
July 5. 1881 _ 1-B00-321-4327

Memorandum to: 5S5tella Maloy
From: Marie Forbes

Re:

Case MNo. 58043-Inquiry

Our investigation reveals that on 6-13 our engineering department
received an inquiry from the college regarding Megalink Channel
Service.

The customer was advised by the engineers that approximately 600
feet of new entrance cable would be required. The customer needed
to provide the necessary conduit. The estimated completion date of
8-5-91., pending entrance conduit provided by the customer in a
timely manner. :

On 6-20., Mr. ¥red Dubon. Engineer. visited the premise to negotiate

new entrance conduit. Mr. Dubon spocke with and
axplained Southern Bell needs. stated that AT&T had told
her there would be no additional cost other than those quoted by
AT&T. While Mr. Dubon was there B called AT&T to advise

them of the Southern Bell requirements. AT&T advised that they
would call her back.

Mr. Dubon explained to and AT&T that under PSC approved
tariff. Southern Bell would provide the additional service but,
that the applicant would be required te furnish suitable entrance
facilities. Later that day AT&T contacted Mr. Dubon for additional
details of entrance facility requirements.

On 6-28. Mr. 3. W. Bourland Manager. Ms. Lawanna Haig. Assistant

30 Manager and Mr. Dennis Thornton. Account Executive Marketing,
3| placed a conference call to to acknowledge the appeal.

32
3%

3ﬁ.conduit.

informed them that she had called the PSC because she had
received a price estimate of $£3300.00 by AT&T to place the entrance

A BELL SOUTH Compary
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stated that when the Megalink was sold to her that she

was told that there would not be any additional expense associated

with the order. Mr. Bourland suggested that a meeting be held with

.and Mr. Dubon as soon as possible, advised that

she would be on vacation until 7-8 and could not meet until then.

My  Bourland asked if he could meet with her =supervisor and she
suggested that he contact on 7-1.

On 7-1. Mr. Bourland contacted Mr. Joe Petrock, Corporate Manager.
who set up a meeting for 7-1 at 2:30 PM to meet with
. President of At 2:30 PM. Hr.
Petrock. Mr. Bourland and Mr. Dubon met with and
‘Neither were aware that the PSC complaint had been filed by
and they were upset that she had placed the appeal.

. explained that since - was on vacation and would
return on 7-8. he would speak with her and then arrange a meeting
with Mr. Bourland. Mr. Dubon and himself. Both

and saw no problem with the college furnishing

conduit for Southern Bell.

A final response will follow by 7-19.

Bl
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- - ——CASE REFERRAL
PSC CASE NUMBER___ INQ 58043-I sao case NumBr /7 ~33 [T/
TAKEN BY MW TEL T TIME_ 3:45 LOGGED__X CARD
FROM SM___ DATE e-28 DUE BY_ _7-8 IBOSS _____ FIELD DD__
CUSTOMER'S NAME
COMPLAINTANT _
ADDRESS APT.# ;
CITY _ TEL #__
CBR # AREA_NO <
COMPLAINT: Ak
HAS SPOKEN WITH MS.RUTTER AND MR. HORVAN s
ALSO SPOKE WITH JEAN PATTERSON 1800-752-027§. THEY ARE LEASING

EQUIP. AND CABLE IS THERE. BUT SB SAID WE WILL LAY MORE CABLE
FROM THE SIDEWALK TO THE SWITCHBOARD ROOM, HOWEVER, WE WANT THE
COLLEGE TO PROVIDE AND LAY THE CONDUIT. CABLE IS5 THERE. SHE
DOES NOT KNOW WHY MORE HAS TO BE RUN. TOO EXPENSTVE.

REFD TO: W, TEL# 4o7- 799 - 233

d .
FAX # oM =CK DATE 4H-2& TmME 42S
REDIRECT TO FROM DATE )
TEL # FAX oM poc (S
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:

TEL NO - DATE
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Southemn Bell

Special Assistance Bureau

666 N.W. 79th Avenue

Room 604

Miami, Florida 33126

{305) 263-4816
November 7. 1991 CREL =R

Memorandum to: Stella Maloy
From: Marie Forbes

Re:

Case No. T4117-P
This is with final reference to our interim reply of 10-31.

On 11-6, the FX lines were established with dial tone and the
technician turned them over to the customer s vendor. Mr. Mena

called to adise him of the above, however, he was not in
and word was left for him to call.

On 11-7, MHr. Mena again left a message for to call if
he had any questions about the services. All orders were completed.

iy
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Southern Beli

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miasmi, Florida 33126
(305) 263-4816

Memorandum to: S5tella Maloy
From: Marie Forbes

Re:

o

Case No. T4117-P

Out investigation reveals that the building in question is not a
newly constructed building. It is an existing structure which is
currently being served by an existing terminal.

On 8-26, Mr. Robert Mena, Engineer contacted Mr. Carl Kingcade,
Building Consultant Engineer, in reference to a project for
Mr. Kingcade was given the name and number for
and was asked to call the customer to arrange a
meeting to explain what would be needed in terme of telephone
support structures to provide the T-1 service that the customer was
requesting.

Mr. Kingcade called the customer, who stated that he wanted to meet

z2e at the site on 8-27 at 11 AM. Mr. Kingcade advised that he was
%ﬂ‘ unable to meet that date due to prior commitments. however, MHr.
Mena would meet with him.
25 On 8-17. Mr. Mena met with the customer at the site. At that time
2 stated that he did not like to work with Southern Bell
'S  and knew who to call in order to circumvent established service
H- intervals.

27 It was discussed that the building was presently being fed from a
2% terminal in the building next door. which shared a common wall.In
29 order for 20 have direct feed intoc his building, he was
JO advised by Mr. Mena that Southern Bell would require him to place
/. conduit from the property line to the meter room, a power ground.
2- a painted backboard and a pull string inside the conduit. The
%3 location of the meter room, backboard and agreed upon conduit
34 location was discussed. The customer was to place two 4 inch
35 conduits with only one 90 degree bend in order to avoid an added
3 expense to of providing pull boxes, which are required
37 when excessive bends are used. Mr. Mena then contacted Mr. Kingcade

3$’and suggested that he meet with at the sit on 8-30.

A BELL SOUTH Compary
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On 8-28, Mr. Mena advised that we
could not meet our 21 day interval for the T-1 service due to major
construction being invelved. Later that day Mr. Mena spoke with

and advised him that we would meet a date in the week of 9-
30, if all support structures were in place by 89-6. The customer
stated that he needed 20 single business lines for service prior to
that date. Mr. Mena advised that we would accommodate him by
“wiring out of limits”. Those working lines would later be cut over
to ‘new terminal at our expense.

On 8-30. our r zineers checked the site and the customer was
advised that we needed a copy of the electrical site plan for the
building so that we could start the specification package.

advised that we could go by the site on 9-4, and pick up
the plans from Vito, the construction supervisor.

On 9-3, we checked with the Utility Notification Center Liaison
Excavator in order to get underground cables located for
entrance cable job.

On 9-4, we went to the site to get the plans as instructed and
Vito had gone for the day. Mr. Mena called the following
day to advise the events of the previous day and he advised that we
could get the plans at another location on 8-6, which we did.

On 9-11, advised that he wanted the T-1 service by 10-15
and stated that all support structures would be in place by 9-23.
Mr. Mena explained that if all the structures were in lace by 9-23,
we would expedite the work and complete the ocutside plant job by
10-15. Mr. Mena explained that no formal change in critical dates
or expedite could occur until all support structures were in place.

On 8-12, Mr. Kingcade visited the site to verify information and
met Vito for the first time. Vito then advised that he was
deviating from what was originally discussed with Mr. Mena in
reference to the conduit run. '

Vito said that to do it the way it was originally planned would
require the breaking of a large amount of concrete. Therefore. he
was going to run the conduit overhead. The way Vito wanted to run
the conduit required 4-90 degree bends and would necessitate the
use of pull boxes. Vito agreed and said that he understood that
they had to be used. We agreed to revise the package and would
deliver it to Vitoc the following week.

FOIBIOY 0006025
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On 9-13., Mr. Mena issued the first Jjob order HM21-16286X. to
distribute conditioned pairs to the c¢ross box which served

It was issued as a separate job in order to avoid any
delays in the job. due to a delay in obtaining support structure
from

On 9-16, no support structures placed. no work begun on conduit per
visit to the site.

On 9-16., we issued the order for the 20 individual business lines
to be installed on 9-19, which were worked on the due date., by
wiring out of limits.

On 9-17. Mr. Kingcade delivered an informal copy of the
specifications package to Vito to expedite matters. A formal copy
to be mailed in approximately one week, however. it was to be the
same package. We explained the package and Vito stated his
understanding. Vito assured Mr. Kingcade that all of the support
structures would be in place by 9-23.

On 9-20, no work done on the conduit placement verified by field
check. On 8-24 conduit work begun but not completed. Pull boxes.
now required due to conduit redesign. would not be received until
9- 30 per Vito. All support structure work to be completed that
week per field visit by Mr. Mena.

On 9-25, Mr. Kingcade visited the site to inspect the support
structure and found none of the structure in place. Attempts to
reach were unsuccessful.

On S-26, A second job order was issued HM21-1627N +to break
multiples and place entrance cable for site. The cable order was
expedited. The formal building package was received by Mr. Mena.

On 9-27, Mr. Kingcade visited the site to inspect the support
structures and fcund none of the structures in place. Mr. Kingcade
advised of the above. assured Mr. kingcade
that they would be in place by 10-2. He also said that he wanted
the technician out there that same day pulling the cable through
he conduit.

Mr. EKingcade advised that the cover letter of the
specification package clearly stated that we have 30 dayvs to
provide service after all support structures are in place. The
customer stated that was unacceptable and he was used to getting
what he wanted and that he would exhaust any means it tocok to get
it.
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Mr. Kingcade said the most important thing at this time was to get
the support structure in place. ’

On 10-2. Mr. Kingcade visited the site and found all structures in
place with the exception of the no. 6 ground and the black paint on
the backboard and Vito advised that these items would
be taken care of by 10-3. On 10-7, a filed visit found all
structures in place including the ones discussed on 10-2.

During the period between 10-7 and 10-18. Maurice Thompson, Systems
Designer. was in contact with the customer s vendor, Michael
Kudeviz of ABC communications, as to the status of the Megalink
Channel service and the FX trunks. Because of heavy rains which
delayed our construction. Mr. Thompson informed the vendor that our
construction crews were working on repairs and these took precedent
over new installations. The vendor apparently relayed +this
information to Mr. Thompson received a call from Ms.
Linda Isenhour, General Manager, on 10-11, inquiring as to the
circumstances which caused the delay in starting the construction
and did the customer delay the completion of his work?

I

—

DRJT W

<20  Mr. Thompson also advised the vendor during the week of 10-14 to

Ly 10-18. that because of the large number of customer’'s out of

722 service that we were operating on a day to day basis as to
2% providing service at the Opa Locka location. Mr. Kudeviz stated
2+ that accepted the fact that we were not able to begin
25 construction until the weather cleared encugh to complete the
2 construction job.

27 ©On 10-21 stated in his letter to Mr. John Anderson.
2% President of the Beacon Council. that he was promised return calls.
29 Ms. Kathy Paganini,., Support Manager, attempted to call

30 on his portable office phone with no success.

3¢ On 10-22, Ms. Paganini contacted and discussed his
32. pending service request.. Ms. Paganini assured that
33 Marketing had been in contact with engineering to get a commitment
34 as to when all outside plant work would be completed.

On 10-22, we were advised that all ocutside plant work would be
completed by 10-29. to provide the T-1 service. All work completed
as advised. -

FOIBIOY 6000028
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On 10-23, The customer was advised that the construction job would

be completed by 10~29.. Marketing stressed to the customer that

this date was not his service date. Marketing expedited the
orders through the system.

On 10-24, Ms. Paganini advised the customer that we were expediting
the orders and would advise him of his due date. The customer was
very unhappy with this response and wanted service on 10-29. The
gustomer then spoke with Mr. Marty Kaiser, Regional Sales Manager.
who also advised him that 10-29. was not going to be his service
date and Mr. Kaiser would call him as soon as it became available.

Cn 10-25. We attempted to reach the customer with the due dates.
however our attempts were unsuccessful. On 10-28. Ms. Paganini
contacted the customer and advised of the due dates. The customer
advised that he was going to notify the Beacon Council and that he
wanted Ms. Isenhour and Mr. Lacher to know what action he was
taking.

On 10-29. all outside plant work required to provide T! service was
completed per Mr. Robert Mena, Engineer and Foremen Mr. Bob
Shapland.

On 11-4, Megalinks were turned up.

11-5. Mr. Mena spoke with Mr. Thompson and advised him that our
special services were working on the FX orders.

As information in a meeting with the customer on 9-17., he promised
to have all of the regquired structures in place as of 9-23 for the
Opa Locka location. He was over three weeks late in completing the
necessary structures.

Mr. Mena spoke with the Marketing contacts., Mr. Anderson and Mr.
Thompson on an almost daily basis giving them job status. They were
in communication with Mr. Levine. All service ingquiries were given
facility ready dates of 11-15. since the beginning of all dealing
with due to the amount of construction involved. Both
Jjobs were expedited through drafting and scheduling.

A final response will follow by 11-156.

Q
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- CASE REFERRAL
PSC CASE NUMBER__ 743117-P SAO CASE NUMBER -7 /
TAKEN BY pp  TEL 7  TIME_3:44PM LOGGED X CARD
FROM_gM  DATE_jg-28 DUE BY _/2-30 7B0oSS __ FIELD DD ‘7d/,3d
CUSTOMER'S NAME _
COMPLAINTANT _
ADDRESS _ - APT. #
CITY__ | TEL #__
CBR #__ AREA_ S0
COMPLATINT:

LOCATED: 3450 NW 12TH ST
MIAMI, FLORIDA

SPOKE WITH LINDA ISENHOUR AND CARMEN SOLA-LLONCH. APPLIED FOR
SERVICE MIDDLE OF AUGUST AND WAS PROMISED DRAWINGS IN 4 DAYS, HE
CALLS COMPANY 3 TIMES A WEEK AND FINALLY RECEIVED THEM ON 9/23,

HAD CONSTRUCTION DONE TO SO. BELL SPECIFICATIONS ON
10/1 THEY INSPECTED IT 10/2 AND SAID GROUND CONNECTION NOT
PROPER, WAS CORRECTED THE NEXT DAY AND INSPECTED IN TWO DAYS.
S0O. BELL SATID WQULD HAVE TO PAINT BACK BOARDS BLACK BEFORE
CONSTRUCTION. IT WAS PAINTED THE SAME DAY. PROMISED JOB
COMPLETION BY 10/15. THEY KEEP SAYING THEY WILL TRY TO GET TO
IT. VERY UPSET, WANTS IT DONE.

REFD TO: m ﬁa.\_._,u,/ TEL#

FAX # 7153 ~-S09% om i1 /. patE TIME

REDIRECT TO FROM DATE

TEL # FAX oM DoOC A0

INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS ____IF NO, REFERRED TO:
TEL NO - DATE




vl W N

®

Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue

Room 604
Miami, Florida 33126
. (305) 263-4816
1-800-321-4327
August 19, 1991 ‘ —
MEMORANDUM TO; Nancy Pruitt
FROM: Pat Shields
RE:
CASE NO. 63900 - P
Our 1investigation reveals that on 8-7-91, a technician was
dispatched on an order to connect service. The technician

discovered that Florida Power and Light was working on the pole
that serves this customer. The technician left a note on the
customer’s door and advised the service could not be provided that
day due to the FP&L work, but that a dispatch would be made on 8-8.

On 8~-8, a technician was dispatched and determined that the service
could not be provided as sufficient aerial cable clearance could
not be obtained. Without the sufficient clearance a hazardous
condition would exist. The order was referred ta the engineering
office on 8-8.

On 8-9, a job order was issued by the engineering office for the
placement of an intermediate pole to eliminate <+the clearance
hazard. The order was placed in a hold file pending the completiocn
of the job.

On receipt of the appeal on 8-12, Mr. S. A. Roberts, Engineer,
expedited the job order to attempt to set the pole by 8-13.

Mr. Roberts spoke with the customer and acknowledged the appeal.
Mr. Roberts apologized for any inconvenience and explained that
every effort was being made to expedite the work to provide the
service hy 8-13.

On 8-13, the pole was set and the customer was provided with
service. Mr. Roberts spoke with the customer and verified the
service was working properly.

The customer is satisfied.
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CASE REFERRAL
PSC CASE NUMBER _ 63900-P SAO CASE NUMBER / CQf/j _'?/
TAKEN BY pp_ TEL T _ TIME 8:44AM LOGGED X CARD
FROM np  DATE gg-12 _ DUE BY 08-19  TBoSS___ FIELD DD S /S
CUSTOMER'S NAME__
COMPLAINTANT
ADDRESS_ APT. #
CITY _ TEL #_
CBR #_ _____ AREA SE
COMPLAINT:
PHONE TO BE INSTALLED LAST WEDNESDAY BUT IT WAS NOT. NOW SO.
BELL TELLING HIM NO PROJECTED DATE FOR SERVICE.
REFD TO: S ({30 (Y7 reLE L0 Yl 5 /0]
FAX # OM E@k / DATE &—/2+ TIME GO R
REDIRECT TO FROM DATE
TEL # FAX oM DOC ?5‘:«
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS____IF NO, REFERRED TO:

TEL NO - DATE

+ WERIFIEG AUG 7 g 1691

[

(o
[
[

Fulaiuy Cudi



 vane - | G AN

L Case # - P2813-91

22

L

Telsphone No. . Co

NHDEN-m
call Back No. ,ZigPRIET A%;L
Address - R Tiow
City - . ‘ . . : -

poc -~ Indian River Division
1. Complaint - Phone was to bé installed last Wednesday,
08/07/91, but was not. Now Southern Bell telling him no pro-
jected date for service.
pate Racvd. 08-12-91 Time Recvd. 09:15 A.M.
2. Operations Manager Answering Complaint - ¥F.R. Knowles
Manager Anawering Complaint - T, L. Jackson
Department And Group: Network Engineering
3. Provide a narrative of all actions or contact prior to the
appeal in the gpace below. Include all trouble reports and or
gervice order activity if applicable, Service Order numbers and
Job Order information is required. Please includs dates.

on 8-7-91 Service Tech. 205 was dispatched on a service
order at Upon
arriving at the job site at 1:30 PM, Service Tech. discovered
that Florida Power and Light was working on the pole that serves

this address. Service Tech. 205 left a note on the customer’s

24 door describing the problem and indicating that another dispatch

15

would be forthooming the following day 8-8-91, Service Tech.

2p 205 did not "CF" the service order.

21
Ly

Y

26

On 8-8~-91 Service Taech. 209 was dispatched on this order at
2:05 PM, He noticed at this time that he would not be able to
complete the service due to an inability to obtain sufficient
clearance aver . Service Tech. 209 called his
supervisor, Mr. Bill Cooper about the clearance problem. Mr.
Cooper agreed with Service Tech. 209 about the clearance problenm

and at 4:00 PM Mr. Cooper called S. A. Roberts (Facility

0000033
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& Southern Bell

7
% Special Assistance Bureau

666 N.W, 79th Avenue
Room 604

Miami, Florida. 33126 -
{305) 263-4816
1-800-321-4327

P

September 13, 1991

MEMORANDUM TO: Shirley Stokes
FROM: Pat Godsil

RE:

CASE NO. 67141-P

Our investigation reveals that the customer applied for service
on three separate orders. The first on July 8 with a desired
due date of September 3. The second on July 26 with a desired
due date of September 3. The third on August 9 with a desired
due date of September 3. The customer’s new location was a
building under construction. Notice was sent to the customer
that support structures must be in place 60 days prior to the
desired service date.

The builder’s requirements were completed and approved by our
Engineer on July 16, The cable and equipment were ordered
immediately and the cable placed. The terminal was ordered
also. We were notified that the terminal was backordered until
September 7.

On Several occasions we spoke with the customer advising of the
progress of the order. The customer indicated that service was
required by September 9.

We verified with construction that all work was complete except
for the terminal as of September 4.

We contacted the customer on September 6 and explained the
delay. The customer advised she realized that everything was
being done to meet her desired due date. We agreed to follow up
with her the next day.

A BELL SOUTH Company
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On September 7 S. M. Pagan, Engineer, contacted the customer and
acknowledged the appeal. He advised the terminal had been
received and the work begun.

On September 9 the installation was complete. Mr. Pagan spoke
with the customer throughout the day to confirm all was going
well,

On September 10 Mr. Pagan followed up with the customer and
verified that she was satisfied.

FOIBIOY G000G35
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CASE REFERRAL
PSC CASE NUMBER __67141-P __SAO CASE NUMBER épj /;/ ’57
TAKEN BY pp__ TEL T _ TIME 4:06PM LOGGED_X cARD
FROM ss__ DATE_09-06 _ DUE BY 09-13  IBOSS____ FIELD DD__
CUSTOMER'S NAME
COMPLAINTANT _
ADDRESS_ APT. #
CITY TEL #_ _
CBR # AREA_SE
COMPLATNT:
ANOTHER NUMBER TO BE TRANSFERED.

THERE ARE SEVERAL LINES ON THE ABOVE THREE NUMBERS PLUS ONE NEW
NUMBER THE CUSTOMER DID NOT HAVE. PLUS COMPUTER LINES AND FAX.

APPLIED FOR T OF SERVICE IN JULY AND COMPANY PROMISED CONNECTION
ON 9/3. S0O. BELL SAYS CANNOT CONNECT DUE TO A CABLE PROBLEM.
SO. BELL CANNOT GIVE HER AN ESTIMATED CONNECTION DATE. NEEDS
SERVICES CONNECTED TO BONCUT BUSINESS.

Q- caret
?O
&
- :
REFD TO: W TEL# 07— ¥37- (355
FAX # oM pPsD DATE T—( TIME 420
REDIRECT TO FROM DATE
TEL # FAX OM poc PRC.
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO - DATE
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 32126
(305) 263-4816--

- -4327
May 29, 1991 1800321

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Shields

RE:

CASE NO. 48455 - P

This is in final reference to an interim report dated 5-3-91.

The work to relocate the pole in question was conpleted on 5-23-91

Mr. Hewlett called the customer and verified the customer
satisfied.

is
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Southemn Beli

Special Assistance Bureau
666 N.W. 79th Avenue
Aoom 604

Miami, Florida 33126
(305} 263-4816
1-800-321-4327

i

MAY 30, 1981

MEMORANDUM TO: P.S. Davis
FROM: Marie Murray
RE:

The attached Public Service Commission cage was appealed by the
above customer.

The attached records state that the district does not feel that
the customer was Jjustified in filing this complaint. While the
records do indicate there was contact with the customer regarding
the delay, the customer felt that 6 weeks was an unreasonable
period of time for the move of the poles.

While there is no guarantee that it would have prevented a case,
it would have increased the probabilities of satisfying the

customer, it we had escalated the problem to a higher management
level.

cc: Vic Beninate

Attachment

A BELL SOUTH Comparty

A

& oo T S ,":"
FbiUiUV (SRS RVEVAVEN RV

— . - 5 TR




NRWE Wb

®

Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room €04

Miami, Florida 33126 -
{305) 263-4816
1-800-321-4327

il

April 13, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Shields

RE:

CASE NO. 48455 - P

Our investigation reveals the customer contacted Florida Power &
Light Company approximately March 1, 1991, to request poles be
relocated.

On March 8, FP&L notified Southern Bell the poles needed to be
relocated.

Our engineer discussed the job with the customer on March 15, and
explained that billing would be requested for the relocation, and
that Southern Bell would attempt to rush the job, to have the poles
moved within twe weeks. Job order HE81-B048P was engineered and
drafted to place the poles and transfer the attachments.

On March 26, the customer spoke with our engineer to ingquire why
the poles had not been placed. We advised the customer that right -
of-way and future road widening plans by Palm Beach County created
a design delay. The customer was advised the work should start
within one week.

On April 1, the customer spoke with our engineering manager

to advise the poles had not been placed and requested a specific
date as to when the work would be done. We advised the poles should
be set by aApril 6.

Heavy rains and traffic patterns made the job unsafe to complete on

April 4th, 5th and 6th. Several attempts were made to reach the
customer on April 5, but no answer was received.

A BELL SOUTH Company
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Cn April 8, the customer called and laft a message for the engineer
to call him back.

On April 8, prior to the notification of the appeal, the engineer
and the manager called the customer and advised the poles would be
placed by 5:00 P.M. that day.

On April 9, Mr. D. Hewlett, Engineer, called the customer and
acknowledged the receipt of the appeal. The customer acknowledged
the poles had been placed, but said he felt six weeks was too long
to wait for the job to be started. The customer said the appeal was
incorrect in stating he had waited six months for the work. Mr.
Hewlett apologized for any inconvenience and explained that
additional time will be required for the power company, cable
television and Southern Bell to transfer the service,.

A further reply will be provided by May 8.




oS u-R Sl

&)
Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue -
Room 604

Miami, Florida 33126
(205) 263-4816

May 3, 1991 1-800-321-4327

Memorandum to: Nancy Pruitt
From: Marie Forbes

Re:

Case No. 48455-P
This is with further reference to our interim reply of 4-15.

Florida Power & Light Company and Cable TV are scheduled to
transfer their facilities by 5-10.

A further response will follow by 5-30.

A BELL SOUTH Companty
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{ CASE REFERRAL fgﬁf:

P-850-91

DSC CASE NUMBER 48455-P SAO CASE NUMBER

TakeN ByM?  7erT  roMe!1i49  rogeedt CARD
FROMNP DATES "8 puUE BY 4712 IBOS FIELD DD Z/ / /

CUSTCMER'S NAME

COMPLATINTANT

ADDRESS N | APT. #

CITY TEL Ff
CBR # AREA°®
COMPLAINT:

HNR NN w R,

Y}

HIS COMPANY IS CURRENTLY WIDENING THE ROAD. WORK NEEDED TC BE
DONE AT THE INTERSECTION OF VELVEDERE RD AND DENOIST FARM RD. SB
HAD POLES ON THE WAY AND A REQUEST WAS MADE 6 MOS AGO FOR POLES
TO BE RELOCATED, BUT THEY STILL HAVE NOT. EVERY DAY SB GIVES A

NEW EXCUSE.

o ko
_ 3\3\\ ' _
O
REFD TO: @’ofgi_“} . TEL# Y67 . £33 70lb0)
FAX # ou/ DATE # £ TIME /2. /0
REDIRECT TO FROM DATE _
TEL # FAX oM Dt@
INTERIM DATE DUE | FIELD ©D ..

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:

TEL NO _ DATE
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Southermn Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

December &6, 1991

MEMORANDUM TOQ: Paula Isler
FROM: Pat Shields

RE:

CASE NO. 75212 - P
This is in final reference to an interim report dated 11-25-91.

On 12-3, Mr. Jorge F. DeApodaca, Manager, spoke with the customer
and adv1sed the permanent facilities had been completed and the
service order was being scheduled for 12-4.

On 12-5, the order was completed. Mr. DeApodaca spoke with the
customer and verified the service is working properly and the
customer 1is satisfied.

A BELL SOUTH Compary
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Sotiithern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816

-800-321-4327
November 7. 1991 1

Memorandum to: Paula Isler
From: Marie Forbes

Re:

Case No. T75212-P

Our investigation reveals that the customer is requesting temporary
service for a construction trailer. He did not want to pay special
construction charges.

Therefore, when he was told on 9-3 by Mr. Ray Llano that the
special construction charges of 3$1956.00 would apply for the
temporary service, he advised that he would wait for the
subdivision to be cabled.

The customer was advizsed that if he elected to pay the funds for
the special construction it would be 30 days after receipt of the
funds to complete the construction for the temporary facilities or
he could wait approximately 2 to 3 weeks additional until we
completed the pending job order HM21-5468P

On 11-6, Ms. Diana Mann. Engineer. advised the customer that the
original schedule had been changed to match

construction schedule for the permanent structures and that our
new estimated completion date was 11-21. The date should coincide
with the completion of the first three houses in the subdivision.

Ms. Mann also advised the customer that she would be glad to take
measurements and provide him a cost estimate for a special
constructlion job to feed the trailer. The customer advised that he
would prefer to wait for the permanent facilities and Ms. Mann
agreed to try to expedite the job.

Upon receipt of the appeal Mr. J. F. DeApcdaca. Manager. contacted
the customer to acknowledge the appeal. Mr. DeApodaca discussed the
appeal and verified that the customer did want to wait until about
11-21, for our job to complete, in lieu of a special construction
job. The customer advised that he would continue to wait.

A final response will follow by 11-27.

A BELL SOUTH Company
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CASE REFERRAL

75212-P SAO CASE NUMBER M 55& 7 ’?/

7.  PSC CASE NUMBER

2  TAKEN BY pB___TEL_T _ TIME 1:15PM LOGGED_X CARD

~  FROM pJ DATE 11-06 __DUE BY_ 11-13  IBOSS_____ FIELD i:n_z/_’_//
S CUSTOMER'S NAME _ :

(>  COMPLAINTANT

/  ADDRESS ) APT. #

& crty. TEL #

<] CBR #_ AREA

/ © COMPLAINT:

APPLIED FOR SERVICE 2 WEEKS AGO AND TODAY TOLD IT WOULD BE 4 MORE
WEEKS BEFORE CONNECTION. SPOKE WITH DIANE MANN AT SO. BELL.

REFD TO:Q& T ij Ihorns TEL# 19y -3/67)

FAX # ‘75—(.-“/‘353 Q—OM ReY oare //-b TIME /é?’o
REDIRECT TO FROM DATE
TEL # FAX oM poc_ DAD
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS_____IF NO, REFERRED TO:
TEL NO s DATE

FGIBIOV 500945
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Southern Bell

Speciat Assistance Bureau
666 NW. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327 -

June 27, 1991

MEMORANDUM TO: Shirley Stokes
FROM: Pat Godsil

RE:

CASE NO. 56876-INQUIRY

Our investigation reveals that the customer applied for service
on June 17 with a due date of June 19. A service technician was
dispatched on June 19, completed the work and provided service
at 11:58 a.m. The customer’s vendor had not connected his
equipment at this time. The customer’s line was tested on June
19 at 5:15 p.m. and found to be OK.

On June 20 Carole Schmoll, Assistant Manager, contacted the
customer. The customer advised the service was working
satisfactorily.

- ABELL SOUTH, AN ST
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CASE REFERRAL

PSC CASE NUMBER

INQ 56876-1

SAO0 CASE NUMBER

TAKEN B¥W TELF TIME : 35

LOGGED"

FROMES pATES 19

CUSTOMER'S NAME
COMPLAINTANT

DUE BY 626

/7
G-2406~-91

CARD

IBOSS

FIELD DD

APT. #

ADDRESS

CITY_

AREZSE

CBR #
COMPLAINT:

CONTACT HUSBAND

SB WAS SUPPOSED TO HAVE CONNECTED SERVICERS TODAY BUT IT DOES NOT
SB SAID SERV. HAD BEEN CONNECTED.

WORK.
9
\\*
REFD TO: M/ TEL#___ ~I<€ 0 - 5990
FAX # oM RRS DpatE b —/9 tmME ¥ 20
REDIRECT TO FROM DATE )l
TEL # FAX oM poc AwD
FIELD DD

INTERIM DATE DUE

TEL NO

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, RBPERREﬁ TO:

DATE
‘ brnoe am . ado ok
IFIED Uy ;
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Southem Bell

Special Assistance Bureau
666 N.W. 79th Avenue

Room 604

Miarni, Florida 33126 -

{305) 263-4816

1-800-321-4327
May 13, 1981 ‘ -

MEMORANDUM TO: Melinda Guess
FROM: Carmen Sola-Llonch
RE:

CASE NO. 51644-F =

Our investigation reveals that this customer is renting from the

. The needs to previde entrance
conduit and poles on their property in order for Southern Bell to
provide phone gervice.

On 5-8, Tellis Williams, Engineer, called the customer in Georgia.
He explained to the customer the above. The customer was unaware
of the telephone facility problem. Mr. Williams assured the
customer that once the necessary conditions were met by the owner,
Wwe could provide a date {0 install the new facilities. The

owner has not committed to when the conduit road and
rearrangements would be completed. The customer was satisfied with
the anawers provided by Southern Bell.

A BELL
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CASE REFERRAL

51644-P Cc-2008-91
2SC CASE NUMBER SAO CASE NUMBER - :
. MW T 325 X
TAKEN BY TEL TIME LOGGED CARD -

MG 5-3 — 5-10 ’ \57,..
TROM DATE DUE BY IBOSS FIELD DD &
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS ‘ APT. #

CITY . TEL

— SE
CBR # AREA
COMPLAINT:

MATILING ADDRESS IS:
LOC. .
WE CAN REACH HIM OR APPLIED FOR SERV. IN EARLY

MARCH. NOW TCLD WOULD BE SOMETIME NEXT MO. B-4 HE GETS SERVICE.
HE WAS NOT NOTIFIED OF A PROBLEM AFTER SEVERAL WEEKS HE APPLIED.
PROBLEM IS THAT HE IS OPENING BUS. NEXT WEEK AND NEEDS THE PHONE.

—_——

COTIVED A )
RECZIVED MAY 1 3 1909

REFD TO: rWé{,z//M/_ TEL# { LL76 - 22 Kjo

max ¢ /S H4S2-Z0 50 om F/P/~ parE 67/'3 ng'g/f‘

REDIRECT TO FROM DATE

TEL # FAX oM poc / ~ WA

INTEDRIM CATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE
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May 16, 1991

MEMORANDUM TO: Xathy Brown
FROM: Carmen Sola-Llonch
RE:

CASE NO. 51812-P

This is with final reference to our interim report dated 3-13.

Service was provided on 5-13. Doug Margo, Engineer, spoke with
and verified that service was installed and working okay.

A BELL SOUTH Company

FGIB1OY
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Southem Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Aoom 604

Miarni, Florida 33126
(305) 263-4816
1-800-321-4327
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Southermn Bell

Special Assistance Bureau
668 N.W. 75th Avenue
Room 604

Miami, Florida 33126 -
(305} 263-4816
1-800-321-4327

—

May 13, 1991

MEMORANDUM TO: Kathy Brown
FROM: Carmen Sola-Llonch

RE:

CASE NO. 51812-P

Qur investigation reveals that on 1-18, Southern Bell was contacted

to attend a meeting to discuss reguirements at Lauderhill Mall.
At that time informed Southern Bell that they were taking over
the 1lst floor of an unoccupied gtore in a mall and doing
renovations. . requested service, but had neither an occupancy
date nor line forecast. ~ best view was for approximately 200
lines.

The people wanted a commitment of what date Southern Bell could

provide that number of lines. It was stated at that time by Doug
Margo, Engineer, that the earliest possible service date was 5-15.
Marketing was advised that a 5-15 service date was the earliest
possible date due to the magnitude of construction work that must
be completed. We requested that this service date be negotiated
with the customer.

Southern Bell also required the Mall owner to grant an easement for
an electronic cabinet and to place conduit prior to iesuance of
jobs that would provide additional cables and electronics for this
gervice. Easement and customer conduits were provided by 4-2. On
the same day job HEI12103B was issued as an interim job to provide
50 lines temporarily for 8o that they could have service on or
before 4-15. This was done exclusively to help out who had
committed to move some people into this location by that date even
though they knew Southern Bell's commitment was 5-15.
Subsequently, on 4-11, job HEI17004U was issued to provide for the
remaining line requirements at this customer location.

On 5-9, Fred Fetzer, Diatrict Manager-Engineering, =zpoke with
representative of - was advised that

Southern Bell was still committed to the 5-15 gervice date for

their remaining lines. Wr. Fetzer stated he would loock into

BELL SOUTH Company
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bettering that date. After checking with all other departments and
getting overtime approval, Mr. Fetzer called and told her
we would attempt to provide an earlier service date. The new
commitment date is 5-13.

A final response will be issued on 5-23.



{ CASE REFERRAL

2_  PSC CASE NUMBER 51812 =P SAOC CASE NUMBER __ ~_90n15-91

3 TAKEN BY wmy TEL um TIME g.45 LOGGED_x CARD
+ FROM wn DATE &_o DUE BY .14 IROSS FIELD DD _55//@

&S~ CUSTOMER'S NAME

L COMPLAINTANT

-]  ADDRESS ) | APT.#_ _
< CcITY i TEL #_
¢4 CBR # AREA cp

{0 COMPLAINT:

SEE ATTACHED LETTER FROM THE PSC

&
— AN
REFD To: /{7~ Tm S Ll —T7DbxN
FAX # | Ll - OHQZ [ = ~ o<
# o . oM DAT‘:",\;'?\’!\ TIME\k&&O < —
REDIRECT TO (v e fan oM YL neuf_ - DATE '
A 2 T 7 “‘\Z

@é& #9()&/,?7’} »?OL‘S’% Tou g0 4 Q\ OC ’

b v

INTERIM DATE DUE rtm.n ) % :
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED -ro.l\ / _

e

TEL NO - DATE

,
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CASE REFERRAL

PSC CASE NUMBER ADDL INFO SAO CASE NUMBER __ ©~2032
TAKEN BY M7 rg, T rme_ 1:50 10GGED CARD
FrRoM KB pare  5-% Uk BY IBGSS FIELD DD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

CITY TEL #

CBR # AREA
COMPLAINT:

CUST. SAID THAT YESTERDAY, A SB INSTALLER HAD GOTTEN THE KEYS
FROM HER AND MADE ARRGTMS TO WORK ON SATURDAY AND SUNDAY. BUT
TODAY SHE FOUND OUT FROM GARY WILSON AT SB THAT THERE WOULD BE NO
WORK ON SAURTDAY AND SUNDAY AND THAT.ALL W ¢ORDERS HAVE BEEN
PULLED. ACCORDING TO HER HE IMPLIED IT WAS BECAUSE THEY HAD
CALLED THE PSC. ALSO SPOKE WITH IZ2ZY PERERA. THINGS ARE WORSE
NOW THAN BEFORE. SHE FEELS WE ARE BEING UNCOOPERATIVE BECAUSE
SHE CALLED THE PSC.

REFD TO: 775 it 7 TEL# )Pl T 2D
FAX # oM Zﬁ/)y F_DATE ;/5, TIME -3 Y
REDIRECT TO FROM o i
TEL # FAX oM poc

INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS I¥ NO, REFERRED TO:

TEL NO DATE
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— SOUTHERN BELL ) 51812P
E———r=o. Compary ;
MARIE MURRAY KDB 4:13 PM. 05/(
ASK 155 A, - By Twoe Dy
Conaumern (305} -321-2930 o fax " 05/¢
—_— Tekephone ¢ To. Tine Coxte
—— oty Can Be {305} -467-4226 - ts-35
Accourtt humber
e . vor X ‘o meGUG MARGO/JACK HAERE/JOY oVID
1. Matse of flequest 2. Repon of Acton /
Clasod By Ot
SB promised service to Offices in Lauderhill Mall, 1403 AW 40 Ave Bepty Recelved

by &pr 15. Need 180 lines, have only 49 temporary lines, S8 was giving
weekly meetings to update them about delay but now don’t even show up
for meetings. For weeks $B has said is waiting on a cross-connect box
to arrive from Alabama. HRS is paying $43,000 per month rent & can’t

get work done. Phones are critical as this is an Abuse registry.

Faxed 'to provide better detzil.
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CONSUMER REQUEST

e —————
FLORIDA

PUBLIC
SERVICE
COMMISION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

Kathryn‘Dyal Brown

05/22/1991
BY:
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April 2, 1891 - o=

Memorandum to: Stella Maloy
From: Marie Forbes

Re:

Tase No. 47013-P

Our investigation reveals that on 1-14, the customer called our
office and placed an order for service at the above address. The
order was igsued with a due date of 2-4. This date was subsequently
changed 5 times by the customer.

On 3-22, we dispatched a technician to install the service but we
were unable to do so because there was no power at his address. The
technician left a note advising the customer to contact us feor a
new appointment after he gets power.

The customer called later that day and spoke with ocur business
office and was advised that it would take 3 weeks to give him
overhead service. The customer was advised that we would try to get
gservice installed sooner on 3-29, but could not promise.

On 3-27, Ma. Andrea Lybarger, Assistant Manager, contacted the
customer to acknowledge the appeal. The customer =said that
everything was fine and he will have his service on 3-29.

On 3-28, Ms. Lybarger made a follow up call to verify that the
service had been connected and was working properly. Ms. Lybarger
apologized for the inconvenience and the customer was satisfied
with the service. .

0000058
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CASE REFERRAL

2SC CASE MNUMBER 47013-P SAO CASE NUMBER ))' 73f '5/

TAKEN BY DB TEL T TIME 1:00PM r10GGEDX CARDX

FROM SM DATE 03-26-91 pug BRY 04-02-91 IBOSS FIELD DD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

EEI TEL #

CBR # AREA NO
COMPLEIINT:

APPLIED FOR SERVICE MONTHS AGO FOR NEW CONSTRUCTION. SO. BELL
WAS AWARE THAT THEY NEEDED SERVICE 3/22. NOW SO. BELL SAYS THAT
BECAUE THE POWER -COMPANY PUT IN UNDERGROUND SERVICE IT WOULD BE
THREE MORE WEEKS TO BE ABLE TO GIVE THEM OVERHEAD SERVICE, AND IF
THEY WANT UNDERGROUND SERVICE IT WOULD BE A MONTH AND $250.00.
FEELS THAT AN ENGINEER SHOULD HAVE GONE OQUT TO THE SITE AND ASKED
MORE QUESTIONS AND CHECKED AROUND. NEEDS SERVICE AND IT WAS SO.
BELL'S MISTAKE DOES NOT FEEL THAT HE SHOULD NOT HAVE TO AY
ANYTHING. -

REFD TO: TEL#

FAX # oM DATE TIME

REDIRECT TO FROM ‘ DATE

TEL # FAX oM DocC

INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE

FOIB10V 0005857
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Room 604
Miami, Florida 33126
(305) 263-48186
August 14, 1991 1-800-321-4327

‘Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

Case No. 60713-Inquiry
This is with final reference to our interim reply of 7-25.
On 8-14, Ms. Reed contacted the customer and verified that all

splicing had been completed by 8-7. The customer agreed that it had
but, he is still unhappy with our scheduling procedures.

ABELL SOUTH Cormpany

FOIBIQY 0000053
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816

July 25, 1991 1-800-321-4327

Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

Case No. 80713-Inquiry

Our investigation reveals that on 8-28-90, Mr. B. Bezoe from
Southern Bell Building Industry Consulting, sent information to the
customer in reference to structure requirements from the developer
before service could be provided.

The letter also informs the developer that they need to be placed
60 days prior to expected service date, estimated to be 12-90, at
that time.

The Jjob authorization was designed and sent to drafting on

1-17-91. The authorization was drafted and returned to the engineer
on 2-24. Since then the engineer, Ms. K. Reed has monitored the
progress of the warehouse on a monthly basis.

On 5-21, Ms. Reed checked the progress of the building and spoke
with the customer. Ma. Reed found that the developer had not yet
placed the conduit to the property line. The customer promised that
it would be completed by 5-24.

The authorization was issued to construction on 6-7. Construction’
presurveyed and noted that the conduit still had not been placed
to the property line. The order was noted accordingly. "

On 6-20, the conduit was placed to the line and construction was
notified. On 6-28, the line crew placed entrance c¢able in the
customer s conduit.

On 7-8, our contractor, Church and Tower, placed cable across 5. W.
130th Street znd on 7-17, a clean up crew was sent to restore the
sod and asphalt. The authorization still required splicing and the
present estimated completion date is 8-9.

ABELL SOUTH Comparty

FOIBiOY ‘ 0000055




Ms. Reed has spoken with the customer on several occasions starting
5-21 and on an average of once a2 week since. The customer was
advised that construction cannot order the reguired material for
the authorization until the structure requirements are completed.

Ms. Reed reminded the customer that we request all structure
requirements to be completed 60 days before expected service. Ms.
Reed explained +that once the material is received. the
authorization will be worked as soon as possible

Ms. Reed further explained that Church and Tower is our master
contractor and they will do the buried work, while our Southern
Bell crew will place the cable in the conduit.

On one occasion the customer complained about the mess that was
left by the contractor. This was referred to the contractor to have
corrected as soon as possible. .

Since 7-8, Ms. Reed has explained to the customer that the cable
needs to be spliced so that the service can be provided. Ma. Reed
explained that construction crews have been delayed because they
are working on repair cases due to bad weather condlitions.

Ms. BReed advised the customer that she would contact him with an
estimated date when she receives it.

On 7-22, Mas. Reed contacted the customer to acknowledge the appeal.
Ms. Reed advised the customer that the estimated completion date
for construction was 8-9 with an estimated service date of 8-12,
The customer is not satisfied with our scheduling procedures. The

cuatomer claims that he has lost a tenant and plans to write to the
PSC.

Ms. Reed again explained that we schedule our work to complete no
later than 60 days from the date that all required structures are
in place. ©

A final response will follow by 8-21.

FOIBIOY 0G00CeD
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CASE REFERRAL 7
zsc casz voBER. L[(SS-¢?  SAO CASE NOMEER M -276 7-?/
TIKEN EY I 61655 Z0GSED ARD

TROM AT TEEAIS T FIELD T3 \’/ -/
sosTodER's xamz 7726 8-2

SOMPTATNTANT

AODRESS ' LPT.#

szTY T §

23R # ARFA 4

JoMPTITNL:

SEE ATTACHED REPORT.

zmD w0 A TEL# IS f/"%‘

TaxX # oM DLy) oare 7L o= //))
REDIRECT TO FROM DATE )
TEL # FAX oM poCc DA
TNTERTM DATE DCE FIELD DD

CUSTOMER CONTACTED WITEIN 24 EZOURS I? NO, REFERRED TO:

TEL KO DATE

VERIFIED pyg ¢ 5 1991
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CASE REFERRAL

PSC CASE NUMBER INQ. 60713-1 SA0 CASE NUMBER /(jg?(ﬂ 7‘/’9/

TAKEN BY DB TEL T TIME 9:50AMIOGGED X CARD

FROM SS DATE 07-1g DUE BY 07-2& 1BOSs - PIELD nnfl—?‘#’
[

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS ' : APT. #

CITY TEL #

CBR # AREA SO
COMPLAINT:

ACTUAL ADDRESS

WANTS TO DISCUSS THE COMPANIES SCHEDULING TO DO WORK AT THE
WAREHOUSE LOCATION. HE IS A DEVELOPER AND THE TENANTS HAVE BEEN
COMPLAINING TO HIM AT THE WAREHOUSES. SO. BELL SCHEDULE'S ONE
CREW THEY COME OUT THEN IT TAKES TWO MORE WEEKS TO SCHEDULE
ANOTHER CREW TO DO ANOTHER PART OF THE JOB THEN TWO MORE WEEKS
FOR ANOTHER CREW, AND SO ON AND SO ON, NO WONDER IT TAKES 60 TO
90 DAYS FOR INSTALLATION.
REFD TO:;/Lfgﬂca‘-/ TEL# 25 2- 571 3
i
12
FAX # oM7) /te) pate )T TIHE_Z/'a/
REDIRECT TO FROM " DATE )
TEL # FAX oM poc D 4D
INTERIM DATE DUE PIELD DD

CUSTOMER CONTACTED WITEIN 24 HOURSB IF NO, REFERRED TO:

TEL NO DATE

FOIBIOY 0000062
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e Company SOUTHERN BELL et N, 61655P
A e A MARIE MURRAY o MCD“me d:l%mfh 0?{2!
3 Coroumors . © faxw_“ 0//2¢
H orvme Couey sy comptin e t5-35

Account Nurmber, Note,

Has consumer contncted oompery? Yes, N:l() Auifeation

1. Naturs of Request 2. Report of Action /

Cloged By Dete.
Plezse see attached and respond. Reply Recohved

CONSUMER REQUEST

FLORIDA
PUBLIC
SERVICE

COMMISSION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

Mike Dymek

BY: e
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| IBIS BUILDERS & DEVELOPERS, INC.
2 12459 SW 130 Street, Bay #14
3 Miami, FL 33186-6209

(305) 252-1018

Public Service Commission J 2 5199 y,z.rJ.
state of Florida ‘L g

Fletcher Buildin : O3 “FAIRS
10? ga:i Gaines Strest CONSUMER AFFAIRS l

Tallahassee, FL 32399

sty 22, 1951 GH EEETTELY

RE: sSouthern Bell - New service installaticn
at:

Gentlemen:

This letter concerns what I consider unservice by a public
utility.

Southern Bell has an underground cable on the north side of
SW 130 Street. Our building is on the south side of the
street. Therefore, the service must be brought across the
street, thru conduit our electrician stubbed out to the
south street right-of-way, into the meter room, where a
plywood backboard installed by the electrician serves to
mount the individual tenant connections and the main cable
by Southern Bell. Sounds like a simple job!! But not in
the hands of Southern Bell.

According to Ms. Kathy Reed of Southern Bell, the conduits
from the building meter rooms were to be extended to the
property line, and be inspected by Southern Bell, before
work by them would be gcheduled (not started). The conduits
were installed during the week of June 10, 1991. A few days
later, Southern Bell pulled in cables from the south side of
SW 130 Street, thru the conduits into the meter room. As '
Ms. Reed explained, the next phase of the work would not be
scheduled (with the start obviously several days after
scheduling) until this first phase was completed and the
goilo?ing crew notified (more paperwork, or computer input =
elay).

About a week later, more or less, a second crew came; dug up
the street, installed cable(s) from the south side of SW 130
Street to the north side, and backfilled the trench - (this
crew does not splice the cables on either end).

FCIBIOY 0000G6,
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rPublic Service Commission
State of Florida

July 22, 1991

Page Two

Now it has been about two weeks withoul Lhe mysterious
splicing crew showing up (of course, after the 2nd crew
finished its work, backfilled, paving restored, grass laid -
haphazardly, the 3rd crew, if and when they show up, will
remove the grass, excavate to expose the ends of cable, and

cover and restore again.

Meanwhile, the fourth crew, making up backboards, merrily
goes about their work, wherever. oOur job has not been put
on their schedule, because the third crew has not done
theirs and notified them, etc. That still leaves the final
crew, pulling-in service to the tenants.

No wonder Southern Bell c¢laims a 60-day minimum time
required!! And at what cost!

We have lost a tenant who could not wait for phone service
forever. He was told by Southern Bell no service would be
available hefore Rugust 7, 1991,

If this method of operation is used for efficiency, that it
is certainly not; if for cost savings - how can a job done
by four sets of crews, with all the red tape, be more
economical than one set of cable people!!

And if this is called service, let me disagree vehemently.
What is more likely scenario, that this increases the cost,
employs more people, and provides a larger base for Southern
Bell'’s cost and therefore profit allowance.

Sincerely,

¢¢: John Faller, So.Bell

P.S. This a.m. Kathy Reed informed me that the splicing
crew will be out August 9th, service to tenants by August 14
(not even the August 7th date cof service promised to tenant
who cancelled his lease).

FOIBIOY 0000C6S
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
(308) 263-4816
1-800-321-4327

April 3, 1991

MEMORANDUM TO: Kathy Brown
FROM: Pat Godsil

RE:

CASE NO. 46886-P
This is in final reference to our interim dated April 3.

On March 29, an installer was dispatched to the customer

premise. He could not work the order because the customer had
not provided a string in the customer conduit. The Mr, Lear
called the customer that afterncon and informed her of the
situation. She said she would have the string put in the

conduit and notify us when it was done.

On April 3, Mr. Lear followed-up with the customer. The
customer advised the string was now in the conduit. On April 4
the installer was dispatched and worked the order.

On April 5, Mr. Lear contacted the customer and verified that
she had service. She stated that all was working fine.

A BELL SCUTH Company

FOIBIOY 0000066
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Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
(305) 263-4816
1-800-321-4327

[ April 3, 1991

MEMORANDUM TO: Kathy Brown
FROM: Pat Godsil

RE:

NN o o

CASE NO. 46886-P

Our investigation reveals that the customer applied for service
on January 31. The order was issued with a due date of February
4. The Engineer, Larry Lear, spoke with the job superintendent
from Rutley Construction and he stated that the building would
be ready for service at the end of March. An engineering job
order was issued on February 7 and was scheduled to complete on
March 14. Due to a heavy work load experienced in the Palm

/////Beach area, the estimated completion date was moved teo March 29.

gf _ﬂl70n March 21, Mr. Lear called the and informed her
Gd( | that the cable had been placed on March 15 and would be spliced
LA starting the week of March 25. He assured her that service
b@pﬂ would be provided prior to the opening of the restaurant.

W'

On March 27, Mr. Lear contacted the customer and acknowledged
the appeal. He advised we were in fact working on the job and
would still meet the March 2% due date. He advised he would
keep her informed of our progress.

A further response will be provided by April 12.

R TE

S
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CASE REFERRAL
PSC CASE NUMBER_46886-P SAO CASE NUMBERG-719-91
TAKEN BY¥W TEIT TIME 3 LOGGEH CARB
FROMKB DATE~25 DUE By 471 1Bosf__ FIELD Dné,,/_éc_'.’@"
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
crTy WPB TEL #
CBR # ARERE
COMPLAINT:

P NS W

SPOKE WITH ILARRY LEER AT SB. REQUESTED SERVICE AT THE END OF JAN
WHEN BLDG WAS STILL UNDER CONSTRUCTION. WAS TOLD CABLE NEEDED TO
BE PLACED ON 3~22 & 3-25. NO ONE HAS BEEN THERE TO DO THE JOB.

SHE IS CONCERNED.

: . &B7-
REFD TO: @Oﬂ' { Lo /- TELE _ HO7 ’&9}3—

FAX # on@m atES/ A3 TMERTOS
REDIRECT TO FROM ‘ DATE

TEL # FAX oM DO@ -
INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS /2 IF NO, REFERRED TO:

TEL NO DATE

FOIB10Y 0000068
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! CASE REFERRAL

1 PSC CASE NUMBER 46886-P

\3 TAKEN BY MW TEL T  TIME 2:35

f FROM KB

S CUSTOMER'S NAME

DATE 3-25 DUE By 4-1

LOGGED X

SAO CASE NUMBER G-719-91

CARDX

IBOSsX FIELD DD

(¢ COMPLAINTANT

7 ADDRESS

APT. #

¥ cITY WPB

TEL #

G) CER » AREA SE

1 U COMPLAINT:

SPOKE WITH LARRY LEER AT SB.

WHEN BLDG WAS STILL UNDER CONSTRUCTION.
NO ONE HAS BEEN THERE TO DO THE JOB.

BE PLACED ON 3-22 & 3-25.
SHE IS CONCERNED.

REQUESTED SERVICE AT THE END OF JAN

WAS TOLD CABLE NEEDED TO

i L&y?
N

REFD TO: TEL#

FAX # oM DATE TIME

REDIRECT TO FROM ‘ DATE

TEL # . FAX oM poc

INTERIM DATE DUE L}\b FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS_____IF NO, REFERRED TO:

TEL NO DATE

FOIBIOQY 0000469
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Southern Bell

Special Assistance 8ureau
866 N.W. 79th Avenus
Room 604
Miami, Florida 33126
(305) 263-4816
1-800-321-4327

April 12, 1991

MEMORANDUM TO: Kathy Brown
FROM: Pat Shields

RE:

CASE XO. 47326 - P

This is in final reference to an interim report dated April 4,
1991,

On April 3, Mr. Bradley sent the customer a letter requesting him
to call to discuss the appeal.

During the period of time from April 3, through April 11, Mr.
Bradley has attempted to contact the customer several times.

The customer has not responded to our calls or letter.

Attachment

A BELL SOUTH Company

FOIBIOY 60000790
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Southern Bell

7757 West Flagier Strest, Room 225

Miami, Florida 33144
(305) 2837770

April 2, 1991

RE: PUBLIC SERVICE COMMISSION COMPLAINT $P-770-81

Daar

Please be advised the above menticned complaint needs to
be ¢losad ocut by Southern Bell Telephene to the Public
Service Commission. To get this completed we need to
discuss this complaint with you neo later than April 11,

1991,
Thank you,

@y
Ernest Bradlaey
Building Industry Consultant
EB/nmy

202

Bulldin
A BELLSOUTH Company

q Industr
Consulting Serv
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miarni, Florida 33126
{305) 263-4816
1-800-321-4327

TROM: Pat Shields

RE:

CASE NO. 47326 - P

This is in final reference to an interim repeort dated April 4,
1691.

Cn April 3, Mr. Bradley sent the customer a letter requesting him
to call to discuss the appeal.

During the period of time from April 3, through April 11, Mr.
Bradiey has attempted to contact the customer several times.

The customer has not responded to our calls or letter.

Attachment

A BELL SOUTH Company
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Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

April 4, 1991

Memorandum to: Kathy Brown
From: Marie Forbes

Re;

Case No. 47326-P

Our investigation reveals that there was no previous contact with
thie customer prior to receipt of the appeal.

Upon receipt of the appeal, Mr. Ernest Bradley Engineer, made
several unsuccessful attempts to reach the customer to discuss the
appeal. has not returned any of cur calls. Mr. Bradley
did speak with Mr. Cruxant, ° architect, whe stated that
he was not waiting for any information from Southern Bell. At
present there is nc construction activity at the site. :

A further response will follow by 4-18.

0000073
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CASE REFERRAL
PSC CASE NUMBER___ 47326-P SAO CASE NUMBER P-770-91
TAKEN BY Mg TEL M TIME 12:30 T OGGED X CARDX
TROM_xp DATE_3-29 DUE BY 4-5 __ TIBOSSX _ FIELD DD_____
CUSTCMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL 2
CBR # __ SAME AREA SO
COMPIEINT:
SEE ATTACHED LETTER FROM PSC fr’;':i
{a2Y)
L
REFD TC: TEL#
FAX # oM DATE TIME
REDIRECT TO__ - FROM ‘ DATE
TEL # FAX oM poc
INTERIM [ATE DUE 4 ‘f FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE

FOIBIOQYV 0000074
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CASE REFERRAL
PSC CASE NUMBER  47326-P SAQ CASE !UMBERP-770-91
TAKEN BYMy TELM TIMEL2:30 :.oéc;zrx CARH
FROM gp DATE3-29 DUE BY 4-5 IBOSX _ FIELD DI!}_éz:,<~
CUSTOMER'S NAME
COMPLAINTANT
appRESS APT.#____
Cates TEL #
CBR # _SAME AREASO
CCMPLAINT:

SEE ATTACHED LETTER FROM PSC

REFD To: 7 Ao TELE R 225D

FAX # ou¢.:’i—%f”##-c oaTE 5/e26 ruE yiion
REDIRECT T0__ FROM ) DATE

TEL # FAX oM poexl AL
INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 EOURS IF NO, REFERRED TO:
TEL NHO DATE

FOIBIGY 0G0g0o6735
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<1 Company SOUTHERN BELL Raquest No. 47326P

o N %
qQ amn,.  MARIE MURRAY -ny_KDB  noe 10:22 a4 03/28
O5 m o CO Tne  TAX Cuter 03/29
= .

- 4% County : m Complamt Typs___ £5-35 "

=

] Acoout Manber

—ti

; Has consumes conacted company? Yﬁ_.x.__._"" w’”;_;—. ——— === usticzion

g 1. Nature of Request 2. Report of Action Chosond By Deate, ./
é Reply Roceived,

Please investigate the attached & advise.

FL PUBLIC SERVICE COMM 904-487-0509

FOIBIOV 0000076

CONSUMER REQUEST

FLORIDA

PUBLIC
SERVICE
COMMISION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399

PL™"°" OPETIIRN THIS FORM
W] T T0:
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107 FLORIDA:POWER & LI(‘HT LS T A L
245 soummm BELL S T o B
(1 . | _
/3 "'H;-“»,-n Enclosed are- copies of 1etters sent to the. above referenced - L
/75 utiiity companies.:f C _Afk ‘ . . ‘ . ) 8
/5 . As 'we ‘ara all aware construction is down and therefore, service
/L from thq utilicy companies on new construction should be fast and efficient.
17 However, as you will note T:-have been waiting two months for attention from
ff’. _the Telephone and Electric providers. The interest on the conatruction loans
(9 keep running and'1 am at a stand stiil due te this hold up..
27D . Any hulp or attention you can give us will certainiy be appreciated.r
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23 o=
O
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o
Enel 2
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ANECMITRCY - 95 INVERNTHMENTS

Mareh 15, 1991
{_ .
Southern Bell

Building Industry COnsultant -
Mr. Bradley '

7740 N.W. SOth Street. Bldg. B4 B
Miami, Florida 33156 - : SR
RE:

ey e e e
21

18 BUILDINGS 1125 UNITS

Gentlemen:

Please be hereby notified that we have called for planning on the
above refarenced community for the past two months. We have had no positive
regponse from your utility.

We are ready willing and able to start construction immediately, but
due to the lack of cooparation we have had to hold up construction. This s
cauging us to suffer sever and irreparable damages.

E am requesting that you furnish me with the plans for the design of the
utility and provide me with all necessary plans and service within fourteen (14)
days,
Sidcerely,
JM/gb i
c¢et Public Service Commission

RECEIVED
A2 3

Florida Pub!sc Service .-
uamf F’G L.J

BACTN

0000078
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August

26, 1891

MEMORANDUM TO:

FROM:

RE:

CASE NO. 63620-P

Stella Maloy

Carmen Sola-Llonch

®

Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

This is with final reference to our interim report dated 8-23.

On 8-22 the cable was repaired and service provided. On 8-23, John

Holm,

Engineer,

contacted the customer

satisfied with his phone service.

A BELL SOUTH Company

FOiIBIOY

and verified he was
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Rocm 604

Miami, Florida 33126
{305) 263-4816

August 23, 1991 1-800-321-4327
MEMORANDUM TO: Stella Maloy

FROM: ' Carmen Scla-Llonch

RE:

CASE NO. 63620-P

This is with further reference to our interim report dated 8-15.
We referred to our Maintenance Center the repair of the damaged
cable. They made a commitment of completing the work no later than
8-23.

A final report will be issued on 9-6.

A BELL SOUTH Company

FOIBIOY 0008080
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33128
(305) 263-4816

August 15, 1991 1-800-321-4327

MEMORANDUM TO: Stella Maloy
FROM: Carmen Socla-Llonch
RE:

CASE NO. 63820-P

Our investigation reveals that the customer applied for service on
7-23 with a desired due date of 8-1. On 8-5, the installer
referred the order to Engineering because the developer (Arvida/JMB
Partners) damaged the cable that serves this customer. The
engineer contacted the customer on 8-6 and advised him of what has
happened.

On 8-9, John Holm, Engineer, contacted the customer and
acknowledged the appeal. He explained to . that the work

involved in restoring the cable and that the estimated sarvice date
waes §-22.

4 further response will be issued on 8-29.

FoTBTOV 0000081
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CASE REFERRAL

PSC CASE NUMBER __ §3620-P SAO CASE NUMBER( 2. §9( 9/
TAKEN BY gM _ TEL TIME 2:40 LOGGED Y CARD Y
FROM gv DATE g-g-91 DUE BY 8-15  IBOSS FIELD DD 7/ />
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # AREA SE
COMPLAINT:
APPLIED FOR TRANSFER OF SERVICE 12 DAYS AGO. SERVICE PERSON SAID
THAT LINE TO THE PREMISE HAD BEEN CUT AND HAD TO BE REPAIRED.
NOW THE COMPANY SAID IT WILL TAKE 3-6 WEEKS. HUSBAND IS A DOCTOR
AND NEEDS SERVICE. .
/M_, TY IS GO
Ve
Oj/déz a s
REFD TO: 7 TEL# ST ~ D2
Fax ¢ / 452~ 50‘875 om FBF oare £/7 rme
REDIRECT TO FROM - DATE
TEL # FAX oM DoC ﬁﬂ)@x
INTERIM DATE DUE ‘ FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF¥ NO, REFERRED TO:

TEL NO DATE

VERIFIED AUg 2 8 1991
FOIBI0Y 0000082
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A Southern Bell

Special Assistance Bureau

666 N.W. 79th Avenue

Room 604

Miami, Florida 33126

{305) 263-48186
October 23, 1991 1-800-321-4327

Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

Cage No. 73143-P

Our investigation reveals that since mid 1990. Southern Bell has
been working with the State of Florida on a building renovation at
the State Farmer s Market in Pompanc Beach. The job involved the
replacement of the superstructure over the loading platforms and
the rebuilding of the power and telephone meter room. It affected
all the tenants and their telephone service.

From the beginning Southern Bell Engineering was in contact with
Mr. Max Goza, the manager of the Farmer s Market. Mr. Al Rudolph,
Engineer, was the company contact and agreed with Mr. Goza on
certain requirements by both parties.

These requirements were spelled out in an agreement between
Southern Bell and the State. Briefly, the Dbilling job required
that the State would pay for the relocation work and that new cable
could not be installed until the builder provided a completed meter
room, entrance conduit, back board and approved ground. It was also
agreed that Southern Bell would complete the work between 30 to 60
days after the meter room was ready.

On 5-17, HMr. Goza notified the tenants in writing that the
telephone c¢ables would bhe cut and that it was the tenants
respongibility to arrange for reconnection through their vendor.

The cable was disconnected in May and demolition of the building
was started.

A BELL SOUTH Company

FOIBIOY 0000083




In September, Mr. Goza notified Mr. Al Rudelph., Engineer., that the
building construction was nearing completion and that Southern Bell
could start work on the new cable. On pre-surveyving the job it was
found that the meter room was not ready and Mr. Goza was advised of
the items that needed to be completed. Mr. Rudolph was in close
contact with Mr. Goza for the next month while the MHarket’'s
contractor completed work on the meter room.

On about 10-1, the meter rocom was finally ready and Southern Bell
atarted the cable Jjob. Completicn was delayed when it was
discovered that 10 feet of the conduit had been destroyed while
rlacing a water main. A working cable was also cut by the Market's
contractor and forces were diverted from the entrance job, causing
additional delay

On 10-18, HMr. Fred Starke, Engineer. contacted the customer to
acknowledge the appeal. Mr. Starke advised that the cable job was
nearly complete and that Southern Bell was planning to work
overtime the next day to finish the job. The customer was not aware
of the delays caused by the contractor.

On 10-19, the splicing was completed and Mr. Dean Barrett,
Installation Foreman, worked with United Telephone, to complete the
gtation wiring on the loading dock. By 10-21, sgervice to all bays
was available . Mr. Rudolph and Mr. Starke, Engineering, met with Mr,
Goza, Farmers Market and Mr. Nickell of United Telephone to be
sure the job was acceptable. Both were satisfied with the work.

On 10-22, Mr. Starke contacted Mr. Tillman to be sure the service
was working properly and the customer was satisfied.

FO1BI0Y 000008k



‘ !  CASE REFERRAL

J_ PSC CASE NUMBER _ 73143-P SAO CASE NUMBER A4 .3y 97-%/
3 TAKEN BY M¢ TEL T TIME 12:40 LOGGED X CARD
' FROM sg DATE 10-18 DUE BY 10-25 IBOSS FIELD DD -2

——

5d.CUSTOMER'S NAME

(> COMPLAINTANT

"/ ADDRESS o APT. #

GP CITY TEL #

CBR # B AREA SE
/O COMPLAINT:

SERVICE WAS DISCONNECTED IN JUNE BECAUSE A NEW ROOF WAS NEEDED.

JOB WAS COMPLETED 3 WEEKS AGO. SERVICE HAS NOT BEEN RECONNECTED.

HE NEEDS SERVICE ASAP.

REFD T0:_/Cirtcl s/ 770- 5770
: -

FAX # J oM P>  pare 10-/8 oIME
REDIRECT TO FROM . DATE
TEL # FAX oM poc_ &) D
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS____ TP NO, REFERRED TO:

TEL NO DATE

VERIFig) g, 2
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<n

sy



—

B ANENN R C VRS

Southern Bell

Special Assistance Bureau

666 N.W. 79th Avenue

Room 604

Miami, Florida 33126

{305) 263-4816
December 19. 1981 1-800-321-4327

Memorandum to: Mike Dymek
From: Marie Forbes

Re:

Case No. 77578-FP
This is with final reference to our interim reply of 12-11.

On 12-9, all the construction work was completed and the assignment
center was notified to release a3ll the held orders for dispatch. On
12-10, all held orders were worked and service was provided to this
customer.

A follow up call was made by Mr. George Hill on 12-11., to verify
that all lines were working properly.

A BELL SOUTH Company

FOIBIOY 0000086
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

December 11, 1991

MEMORANDUM TO: Mike Dymek
FROM: Pat Godsil

RE:

CASE NO. 77578-P

Our investigation reveals that on March 6 we sent the customer
a letter outlining structure requirements for the telephone
facilities.

The customer notified us that the required structures were in
place and on Octeber 21 we issued an Engineering Work Order to
provide facilities to the customer’s new building. The
estimated completion date on the job was November 27.

On October 25 the customer placed two orders for new service.
One for two business lines and the other for one residential
line.

On October 28 the customer called to advise his terminal was not
ready yet and asked if the service could be provided from a
nearby terminal located south of his building. The Engineer
advised the customer he would research the other terminal and
call the customer back.

On Qctober 29 the Engineer visited the premise and located the
other terminal. He contacted the customer and advised it would
be possible to provide temporary service of two business lines
from the other terminal.

On November 1 the Engineer confirmed the estimated completion
date was still November 27 for the facilities.

A BELL SOUTH Comparny
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Page 2

On November 27 the Construction Department moved the estimated
completion date out to December 4 because of work delays. The
gsame day the customer called for status on the order. The
Engineer explained the delay and advised every effort would be
made to get the job completed by November 30. The customer was
satisfied.

On December 2 George Hill, Engineer, left word for the customer
to call back. Cn December 3 Mr. Hill spoke with the customer
and acknowledged the appeal. He advised that Construction was
experiencing more work delays but would complete the work by
Pecember 13. He also advised the residence line could be
provided by December 17.

On December 4 a joint meeting was held at the premise with
Construction Foreman, and the customer.

All of the customer’s remaining questions and concerns were

addressed at this time. '

A further response will be provided by December 27.

FOIBIOY 00000CGE8
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/ CASE REFERRAIL
PSC CASE NUMBER__77578-P SAO CASE NUMBER 5;733J%737177/
TAKEN BYpg _ TELT _ TIME1:36PM LOGGEDX CARD
FROMyD DATE12-02 DUE BY 12-09  IBOSS FIELD DD
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # BREA SO
COMPLAINT:
APPLIED FOR SERVICE LAST YEAR AND HAS BEEN GETTING RUN AROUND
EVER SINCE. NO SEVICE YET.
REFD TO: A ohey TEL# 79SS -3165
FAX # o RRP pare 12-2 rIME /iSO
REDIRECT TO FROM . DATE
TEL # FAX oM poc DAD
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE

/5}.5?/44,5; STior St .1£?z. o o IR0, -
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816

June 26, 1991 1-800-321-4327

MEMORANDUM TQC: Mike Dymek
FROM: Carmen Sola-Llonch

RE:

CASE NO. 56925-P

Qur investigation reveals that in February of 1990, ocur Building
Industry Consultant group sent englneering a sketch for

two buildings. The customer’s estimated completion
date was 7-1-80. A job order was drawn to accommodate facilities
for first two buildings. He had notified BIC

that the buildings would bz done in two stagee. The building to
the West would be completed first.

In March of 1990, Check Morales, Facility Engineer, drove by the
8lte and noticed an addrees of 8340 NW 64 Street on the building,
and that the support structures (conduit, backboard, powerground,
etc.) were not in place.

On 5-5, he observed the building again and noticed all construction
on the building had stopped. 1In the months of June 1990 through
January 1991, the building was obeserved at least once a month.
Sometime in July 1990, some construction resumed on the building.
Mr. Morales contacted Tom Keer, from the BIC group. Mr. EKerr wrote

a letter notifying him that he should contact
Southern Bell when he resumed construction. Mr. Keer aleo
requested that Southern Bell be informed when construction resumed
so phone service could be provided in a timely manner.

Ho confirmation as to when the building would be completed was ever
conveyed to Mr. Keer. From January 1881 through the beginning of
March 1981, construction on the building had not been resumed.

in mid-March 1991, construction resumed on the building. Mr. Keer
spoke with to Bee if he could notify Southern Bell of
an estimated completion date. According to Mr. Kerr,

had some problems and could not provide us with an accurate date.
Mr. Kerr adviged Mr. Morales to keep an eye on the building for
signs of construction. The original job order was canceled and a
subsequent 1991 job order was issued. Some modifications were made
to the job due to changes in the way FP&L was going to feed the
building. ABELL SOUTH Company -
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On 6-3, Mr. Morales observed the building and notified

that the conduit had not been placed and that Southern
Bell could not provide his building with service until this was
completed. Mr. Morales also reiterated to » at that
time that once hls support structures were all in place Southern
Bell had 60 days from that date to provide him aservice. Thie
information was originally provided with the BIC sketch dated 2-20-
90.

On 6-5, Mr. Morales observed that the conduit wae in place. During
his conversation at 1:45 PM that same day with he
agsured us all other support structuree were in place. Mr. Morales
re-informed that Socuthern Bell had 60 days to provide
him with service from the 6-5 date. wanted to know
if it could be done sooner because he had a tenant moving in. Mr.
Morales again told him we would try to expedite his service but we
could not make a firm commitment at this time.

called again on 6-14 and again on 6-17. Mr.
Morales notified him everything possible was being done to expedite
service to this building.

On 6-20, Mr. Moralee and his supervisor, Steve Sauer, contacted

They acknowledged the appeal and again informed him
that everything possible was being done to expedite the matter. At
the time, acknowledged that his conduit had not bheen
completely placed until 6-5.

On 6-20, : and (a tenant) were informed
by Roger Puerto, District Engineer, that we would have someone
there on 6-21 and that construction to the building would be
completed no later than 6-24. Inetallation would be completed no
later than 6-25.

That day, Tony Rallo, from Southern Bell's construction group,
visited the site and was met by -and ; he
informed them after a visual inspection of the meter room that the

‘proper ground was not available. indicated it would

be there by the 21at of June.

On 6-21, the construction was completed. Service to four of the
five lines in question were provided on 6-24.

notified us at the time that some erronecus address information had
been given to Southern Bell, the 8340 NW 64th St. address was that
of the second building, not yet constructed.
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CASE REFERRAL

PSC CASE NUMBER_56925-F SAO CASE NUMBER Q&Vf@’?

—

TAKEN BPB TEE TR 26AM 1 oacER CARD

FROMD DATE6-20 DUE BY?6-27 1Boss .~ FIELD Db O/

COHPLAINTAN%- /

ADDRESS APT. #

CITY TEL #

CBR # ARERC

COMPLAINT:

<
3
L&
s CUSTOMER'S NAME
b
7
4
9

HAS A BUILDING AT 8382 NW 64TH STREET, PHONE WAS TO BE INSTALLED
FOR TENANTS LAST MONTH, SO. BELL NOW SAYS 60 MORE DAYS.

REFD TO: /Mjﬁ; rerg 796 -D/65
FAX # 7579’/5’05.3 om LRP pare /20 tmE

REDIRECT TO FROM ) DATE
TEL # FAX oM poc
INTERIM DATE DUE _ | FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS____ IF NO, REFERRED TO:
TEL NO DATE

VERIFIZD JUM 2 6 1991
FOIBIOY 0000092




Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

{ April 24, 1991

MEMORANDUM TQ: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 18574-P

B 0 NDaE (W N

This is in final response to our interim dated April 16.

{0 On April 12, service was provided toe the buildine at 7660
74 Westwood Drive. The engineer informed that the
1z telephone service was installed and she advised she was
7% satisfied with the service.

A BELL SOUTH Company

FOIBIOY 0000053
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816

1-800-321-4327
April 16, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 18574-P

Our investigation reveals that on April 24, 1990, we sent a
letter to the customer advising that facilities must be in place
s8ixty days prior to the desired telephone service date. On July
19, 1990, a2 job order was issued to provide telephone facilities
to eight apartment buildings at Westwood Pines in Tamarac. This
building was on the restricted list with an estimated completion
date of April 30, 19591, In November, Mike Goff, Engineer,
reminded both : and AGB Capital Properties of the
necessary requirements.

On February 24, 1991, Mr. Goff informed of AGB
Capital Properties that the building at 7660 Westwood Drive was
not ready because the end of the conduit needed to be exposed
and a pull string was required. On March 22, Mr. Goff called

at AGB Capital Properties and advised that the request of
February 24 had not been handled and the building was still not
ready.

On April 3, from AGB Capital Properties advised that the
conduit and string were ready. Mr. Goff notified Construction
to proceed with the work. .

On April 8, with _ called
inquiring about service to the building at 7660 Westwood Drive.
Mr. Goff advised that the estimated completion date was April
17. Mr. Goff is working to improve that date.

On April 11, Mr. Goff contacted . and acknowledged the
appeal. He advised the installation department was scheduled to
complete the order on April 12 and weould follow up with her to
ensure a timely completion.

FUTETOT™ 000009k
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A further response will be provided by April 25.

FOIBIOV 0000085
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CASE REFERRAL
PSC CASE NUMBER  48574-P SAO CASE NUMBER_G-856-91
TAKEN BY MW 1. T Mg 10:15 r1oGgED X CARD
FROM_NP DATE 4-9 DUE BY 4-16 IBossX _ FIELD Db____
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # SAME AREA SE
CCMPLAINT:

DELAYED INSTALLATION OF SERVICE AT THE WESTWOOD PINES APTS AT

7656 WESTWOOD DR. TAMARAC.
ON 3-29, RENTALS- DISCOVERED THERE WAS A TRENCH WITH CONDUITS ON

IT COVERED. THEY NOTIFIED SB WHO ADVISED CUSTOMER WE WERE AWARE
OF THE PROBLEM BUT HAD NOT INFORMED THE CUSTOMER. ON 4-3 TRENCH
WAS UNCOVERED BY CUSTOMER AND NOTIFIED SB. NOW CUST . HAS BEEN

TOLD NO SERVICE TILL 4-17. CUST. VERY UPSET. AL OTHER BUILDINGS

AROUND HAVE SERVICE. TENANTS HAVE BEGUN MOVING IN.
CONTACT WITH SB HAS BEEN A MR. MIKE GOFF.

O.

AV,
Xt (’j}p
REFD TO: _@u,L TEL# Ags— 7 1'57 |

FAX # oM P DpatE 4-9  TmME J0I4S
REDIRECT TO Sottiaghrts Jfr FROM |-726-S990  DATE L%-‘?/:[:q—o
TEL # FAX on_@éS_.Do;: D [
INTERIM DATE DUE | FIELD ©D
CUSTOMER CONTACTED WITHIN 24 HOURS /04 IF NO, REFERRED TO:

TEL NO DATE

FOIBIOV 0000096




"QG\0T§ Uu N

®

Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Room 604
Miami, Florida 33126
(305) 263-4816
1-800-321-4327

April 29, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 39604-P
This is in final response to ocur interim dated April 16.

On April 24, Mr. Schoonover followed-up with the customer. She
advised the contractor did not come out on Saturday. Mr.
Schoonover arranded to have the contractor ¢go out to the
customer premise that same afterncon to complete the restoration
work. On April 25 and 26 Mr. Schoconaover left messages for the
customer to call back. Not having heard from the customer, Mr,
Schoonover went to the customer premise and spoke with Ms. Goff.
She advised she 1is satisfied with the restoration. Mrp.
Schoonover left his card and asked her to call him if she should
have any further problems.

A BELL SOUTH Company

FOIBIOY O
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Southern Bell

Special Assistanca Bureau
BeES K. Yl Avenug
Roorn oud

Miami, Florida 33126
(305; 263-4813

January 29, 1991 ' 1-800-321-4327

Memorandum to: Nancy Pruitt
From: Marie Forbes

Re:

Case No. 39604-P

Qur investigation reveals that the customer placed an order for
service at the above address. On 12-27, we provided temporary
service by way of an existing buried service wire, because the
building terminal room backbcard and ground were not ready.

Cable for the permanent service on Job Order HEI06013Y could net be
placed until this condition was corrected and the customer provided
conduit expesed at the utility easement.

On 1-23, Pat Herskind, Engineer, made arrangements +o have the
electric marker located on the end of the customer's condult so
that the electrician could place a pull string. The backboard and
ground were not ready at this time. Pat called the customer who was
not available, however, did leave word as to the current status of
the job.

The customer called at 4:55 PM to advise that the meter room would
be ready soon. On 1-24, Pat called and was advised that the meter
room was now ready. Construction was notified and the Jjob

was started and is in progress with an estimated completion date of
2-18.

On 1-24, Pat Herskind, Engineer contacted +the customer to
acknowledge the appeal. Pat explained to the customer the current
status of the job order and the estimated completion date.

A final response will follow by 2-25.

Qoo — g

-t
. ok

A BELL SOUTH Company

FOIBIGY 0000053
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
{305) 263-4816
-800-3 2
February 14, 1991 ! 21432

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 38604-P
This is in further reference to an interim dated January 29.

The cables were placed, spliced and ready for permanent service
on February 8. We cut over the temporary service to the
permanent service on February 12, Pat Herskind, Engineer,
called the customer that day. The customer advised all the
lines are in and working OK. The customer also asked about the
restoration. Pat told her she would refer that to our Plant
Contract Supervisor and would keep in contact with the customer
until all work has been completed.

A further response will be provided by March 5.

A BELL SOUTH Compary

FOIBIO0Y 0300099
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Southern Beill

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
(305) 263-4816
1-800-321-4327

March 5, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 398604-P
This is in further response to our interim dated February 14.

On February 20, the customer called Carl Rogers’' office and left
word for him to call her back. Mr. Rogers, Assistant Manager,
called the custcomer on February 21, but her secretary advised
she had left for the day. Mr. Rogers called again on February
22. He acknowledged her second appeal and advised her of the
pending restoration plan. Later that day, Tom Esposito,
Associate Manager, called the customer,. He acknowledged her
third appeal and apologized for any discourteous treatment she
may have received from Mr. Rogers. He advised he would have
someone out to her premise the next day to pull the cable inte
the last building and close the splice pit.

On February 22, Gary Connors, Foreman, pulled in the cable and
had the pit closed. He then spoke with the customer and advised
he would have the asphalt and trench completely restored.

A further response will be provided by March 15.

A BELL SOL/TH Company

FolBlov 006080163



USRSV

Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
{305) 263-4816
1-800-321-4327

March 14, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 39604-P
This is in further reference to our interim dated March 5.

On March 8, Pat Herskind, Engineer, called the customer. The
customer advised the asphalt’'s OK, but some plants were trampled
and need to be replaced. Plus, the trench needs to be tamped
level and several pieces of sod are dead and need to be
replaced. Ms. Herskind advised she would have all taken care of
and would be in touch.

A further response will be provided by March 22.

A BELL SOUTH Company

FOIBIOY 0000101
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Southemn Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816

1-800-321-4327
March 21, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO., 39604-P
This is in further reference to our interim dated March 14.

On March 18, Tom Esposito, Manager, spoke with the customer.
She advised she was not satisfied with the restoration. Mr.
Esposito suggested she provide us with an estimate of cost for
her landscaper to complete the work. The customer agreed to
check and call us back.

A further response will be provided by April 4.

A BELL SOUTH Company

FGIBIUY 000U
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
{305) 263-4816
1-800-321-4327

April 3, 1991

MEMORANDUM TQ: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO., 39604-P
This is in further reference to our interim dated March 21.

Ms. Herskind left messages on March 26, 28 and 29 for the
customer to call back. She was attempting to get the
information regarding the landscaping bid that the customer was
to provide us. As of this date, the customer has not provided
the necessary information to complete the restoration work
requested by her.

A further response will be provided by April 17.

A BELL SOUTH Company

FOI810Y 0000103
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Room €04

Miami, Florida 33126
(305) 263-4816

1-800-321-4327
April 16, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 39604-P
This is in further reference to our interim dated April 3.

On April 10, we received an estimate of zlmast $1800.00 on the
restoration of landscaping from the customer. We turned it over
to our Construction department for evaluation.

On April 11, Pat Herskind called Ms. Goff and learned that Bob
Schoonover, Manager - Construction, met with Ms. Goff and was
planning to complete the restoration work. Mr. Schoonover
advised that Scouthern Bell’s Master Contractor worked at the
customer’s premise on Saturday, April 13, and he would socon be
meeting with the customer to verify her satisfaction.

A further response will be provided by April 30.

A BELL SOUTH Company

FOIBIOV 0600104




SD RN = 00 =W 6

! CASE REFERRAL
PSC CASE NUMEER 30604~-P ADL. INFSAO CASE NUMBER G-197-91
TAKEN BY DB TEL T TIME 11:40AMLOGGED CARD
FROM NP DATE 2-21-91 DUE BY IBOSS FIELD DD
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # AREA
COMPLAINT:
MR. ROGER CALLED THE CUSTOMER TODAY. HE WAS EXTREMELY RUDE AND
ABUSIVE ON THE PHONE. HE ALSO QUESTIONED THE CUSTOMER TO "HOW
DARE HER CALLED THE PSC AGAIN" HE TOLD THE CUSTOMER HE WAS NOT
GOING TO REPLACE ANYTHING TILL THE LINE WAS BLOWN THROUGH, HE WAS
SO ABUSIVE, LOUD AND RUDE ON THE PHONE THAT HE WOULD NOT GIVE THE
CUSTOMER THE OPPORTUNITY TQ SPEAK, TO LET HER TELL HIM THAT THE
LINE WAS BLOWYITHROUGH TWO WEEKS AGO.
NANCY PRUITT IS VERY CONCERNED SINCE THIS IS NOT THE FIRST TIME
SHE HAS HEARD FROM A CUSTOMER THAT SO. BELL ASKS THEM WHY THEY
CALLED THE PSC. SHE HAS GOTTEN MANY CUSTOMERS TELLING HER SURE
THEY CALLED ME AFTER I CALLED YOU BUT THEY ALSO ASKED WHY I
CALLED THE PSC.
REFD TO: TEL#
FAX # oM DATE TIME
REDIRECT TO FROM DATE
TEL # FAX OM DoC
INTERIM DATE DUE FIELD DD

l

FGIBI0Y 08061 9:
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PSC CASE NUMBER

CASE REFERRAL

ol

39604-P ADL. INFSAO CASE NUMBER

G-/57-5/

TAKEN BY DB TEL T TIME 4:00PM LOGGED CARD
ERGM-RP DATE DUE BY IBOSS FIELD DD___
CUSTOMER'S NAME
COMPLATINTANT
ADDRESS APT. #
CITY TEL #
CBR # AREA
COMPLAINT:
1ﬂ{;-lfsf;
/

TRYING TO CALL CARL RODGERS WITH SO.
MR. RODGERS IS IN CHARGE OF RESTORATION.

CALL HER.

BELL AND CANNOT GET HIM.
CAN YOU PLEASE HAVE HIM

REFD TO: %wwy TEL# 4 7@ - Q-Q 50

FAX # ¢ oM DATE 2 -2 0 1M 'Y<

REDIRECT TO FROM DATE

TEL # FAX oM Doc

INTERIM DATE DUE FIELD DD

; 20 / 450 Jrol. Trary al2ue Vw}(,o ahe cnkicadid
d&—&@m%ad—mm&? /M%Cuﬂfe/twam

WMWWM

S et Bring

O VEFE-
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i 7 R /.27 2
12:05 / NP 1-23 1-30 ,

MW X
TAKEN BY: {TEL.) (MAIL) {TIME) {(LOGGED) {CARD) {FROM) (DATE} |, (DUE BY)
1 1BOSS . CUSTOMER'S NAME: . __
SOUthern Bell ADDRESS: APT. :
CITY . TEL. # .
PSC CASE #_______ 39604-P N REFERRED TO : CBR. # : AREA : . SE
SERVICE MATTERS - RES.( BUS./ PUBLIC Customer's complaint:
SPOKE WITH _ AND ,

RES. SERV. CENTER ON SEPT 19, APPLIED FOR SERV. WANTED 5 LINES. § 1 FAX.
BUS. SERV. CENTER —ONOCT 26, LINES FROM THE BUILDING TOTHE ROAD WAS INSTALLED BY THE " -
PUB. SERV. CENTER —BLECTRICAL-CONTRACTOR —SB—HAS—NOT- CONNECFED— T FO—FHE-CABEE—
HELD ORDERS/ENGR. 4 —THEY HAVE TEMP SERV.  BUT WANTS PERMANENT SERV. AND APPARENTLY THE = _.
BILLING LAST DUE DATE WAS FOR YEST. NO ONE SHOPWED UP. WE SAID WILL COME
DEPCSITS BACK THIS AM, AGAIN NO SHOW. ’
TREATMENT ACTIVITY
INSTALIATION
MISSED APPT. INS.
MATNTENANCE
MISSED APPT. MNT,
CONSTRUCTION
SWITCHED SERVICES
OPERATOR SVC.
CCMPTROLLERS o
ANNOYANCE CALLS S
DIRBECTORY
ACVANCE SYSTEMS
MARKETING L
DIAL-IT-51C. Shale=t ¢cKG PYL]

COMPL. LETTERS

REP'S, INITIALS & DEPT.

? ? 772230
7 Do bdie

IR IS
%

INTERIM REPORT SENT __ = ~ 4ot/ 14

e LNEVANLY VoY e e . CLOSED DATE e
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Southern Bell

Special Assistance Bureau
6668 N.W. 75th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

January 7. 1981

MEMORANDUM T(Q: Shirlev Stokes
FROM: Pat Shields

RE:

CASE NQ. 36673 - F

This is in further reference to an interim report dated December
268, 1890,

On January 2. 1981, Mr. Miller FAX'd a copy of the contact to the
customer. The customer said that she would mail the check.

As of this date the check has not been received. nor has the
customer contacted Mr. Miller regarding the iob to be issued.

A further report will be provided by March 5.

A BELL SOUTH Comparty

FOIBIOY 0000108
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Fiorida 33126
(305) 263-4816

December 26. 1980 1-800-321-4327

Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

Case No. 36673-P

Qur investigation reveals that on 12-11. the customer placed an
order for service and since it was a restricted area, the corder was
igsued with a non appointed due date. The order was held for lack
of facilities and referred tc engineers on 12-12.

On 12-13. Mr. A. R. Thompson., Engineer. visited the premise and
found that there was no construction trailer on the site and noted
the records accordingly. He also noted the records that a billing
job may be required.

On 12-17., it was determined that the trailer was on the opposite
side of <the street and actually on Palm Avenue. He ran a
broadguage for the billing of the job and gave the Building
Industry Consultant Engineer, Carl Miller the billing information
on 12-19 to contact the customer.

On 12-21, Mr. Miller contacted the customer to acknowledge the
appeal. Mr. Miller apologized and provided the customer with the
cogt of billing for Job Order HEKO-B336G of $504.00 and explained
the service would be scheduled for 30 days after receipt of the
payment.

A further reeponse will follow by 1-11-91.

A BELL SOUTH Company

FOIBIOY 00663iC3
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TAKEN BY: (TEL.) IMAIL) (TIME) {LOGGED) {CARD) (FROM} (DATE) (DUE BY)
IBOSS CUSTOMER'S NAME: . . . Y
¢
SOUthern Be“ ADDRESS: L APT.: __ G
CITY : TEL. #: 7
~ E
PSC CASE # SEEYSE REFERRED TO : CBR. #: AREA : S 8‘
SERVICE MATTERS RES. BUS. PUBLIC Customer’s complaint:
RES. SERV. CENTER
BUS. SERV. CENTER -
PUB. gﬁg% %R — ~TPOKE WITH SUE TUYER AND DAUL MILLER AT §0. BELL. B
BILLING < . APLEIED- FOR-SERVICE CONNECTION ON- 12/1F— -
DEPOSITS DD 12/19. XERMYKEY SO. BELI SAYS NO SERVICE TILL 1/26 ———
TREATMENT ACTTVITY ALSO, JUST INFORMED SHE NEEDS TQ PAY $500 TO HAVE SERVICE
INSTALLATTON - CONNECTED AT CONSTRUCTION TRAILER. SHE OBJECTS -
MISSED APPT. INS. TO THE DELAY AND THE LACK OF INFORMATION REGARDING THE B
MATNTENANCE T OOVANCED PAYMENT.
MISSED APPT. MNT. e
QONSTRUCTION ——e -
SWITCHED SERVICES
OPERATOR SVC. .
COMPTROLLERS B ] -
ANNOYANCE CALIS - e IR
DIRECTORY — ———
ADVANCE SYSTEMS . ] e
MARKETING - i )
DIAL-IT-SVC. )
OTHER .
COMPL. LETTERS ,. N
LoD - v N S
( @ & REP'S. INITIALS & DEPT. y R S e - &er
A
- UIb- AF3O - - QY- /
by
Joa Y/
m — . 4
1] (z) /,,
INTERIM REPORT SENT _ CLOSED DATE ... ~ /

FOTBTOV

8F1580081 (10-H86)

0000110



§2f

/] 4 ’/ﬁ Y

(DUE BY)

TAKEN BY: (TEL.) (MAIL) (TIME} (LOGGED) (CARD)"  {FROM) (DATE)
"~ BOSS CUSTOMER’S NAME:
' =
Southem Be“ :a z 3 é\ % DDRESS: APT. :
ST City TEL. #:
> PSC CASE # INQUIRY J8336=T~ HerERRED TO CBR. #: AREA ; _SE

SERVICE MATTERS

RES. BUS. PUBLIC Custoimer's complaint:

RES. SERV. CENTER

. REQUESTED TEMPORARY PHONE BE PUT A CONSTRICTTON TRATIER

BUS. SERV. CENTER
JPUB. SERV. CENTER

AT

TOLD LABOR CHARGE $500

HELD ORDERS/ENGR.

ASKED TONY THOMPSON OF SO. BELL FOR A BREAKDOWN OF $500 CHARGE

BILLING

BUTDUID NOT GET IT.

WANTS A BREAKDOWN.

DEPOSITS

TREATMENT ACTIVITY

INSTALLATTON
MISSED APPT. INS.

MATINTENANCE

MISSED APPT. MNT.

CONSTRUCTION

SWITCHED SERVICES
OPERATOR SVC.

OOMPTROLLERS

ANNOYANCE CALLS

DIRECTORY

ADVANCE SYSTEMS
MARKETING

DIAL~IT-SVC.

REP'S. INITIALS & DEPT.

=

S 0 2 1-Y VIR B B &
’'g 1

[~ b= D8 = O

" INTERIM REPORT SENT e
—FOTETOY

COUalT]

CLOSED DATE
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CASE REFERRAaL dws 2=
PSC CASE NUMBER -6673-F \;mASE Numpgr © 2836799
takeN B¥™  mEx¥ tmee ‘3% rocgED CARD
FROM>S paTE> ! DUE BY IBOSS___ FIELD DD__ _
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # ARERSE
COMPLAINT:
ADDITIONAL INFORMATION. CASE RECEIVED 12-21-90.
CHECK WAS DELIVERED TO THE COMPANY ON 1-15. IT HAS BEEN 15 DAYS
SINCE AND THE SERVICE IS STILL NOT CONNECTED. THE CONTRACT
STATES IT WILL BE CONNECTED WITHIN 45 DAYS. NEEDS TO BE
CONTACTED
REFD TO: 7’)\.&/»,:3/ TEL# Y76 -28 =20
FAX # oM FAF patre 3-/ tmME 400
REDIRECT TO FROM DATE )
TEL # FAX - oM poc BLWD
INTERIM DATE DUE - — FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS ____ IF NO, REFERRED TO:
TEL NO DATE

FOigiay 0083it2
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

September 26, 1891

MEMORANDUM TO: Stella Maloy
FROM: Pat Godsil

RE:

CASE NO. 68049-P
This is in final response to our interim dated September 19,

On September 19 the job order to place the cable and terminal
were completed. That same day a technician was dispatched to
install the service and found there was ne conduit from the
customer’s unit to our terminal. He was unable to provide the
service.

On September 20 Mr., Martinez notified the customer of the
situation. The customer stated she would call back when the
owner placed the conduit.

On September 24 the customer advised the conduit was in place.
On September 25 service was provided to the customer.

Mr., Martinez contacted the customer to advise the service had
been provided. The customer stated they would not be moving to
the new location for a few days. He left his name and telephone
number and suggested the customer call if there were any further
problems.

A BELL SOUTH Company

FOIBiIQYV 000Q113
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Southern Bell

Special Assistance Bureau
6668 N.W. 79th Avenue
Room 604

Miami. Florida 33126
{305) 263-4816

September 19. 13991 1-800-321-4327

Memorandum to: Stella Maloy
From: Marie Forbes

Re;

Case No. 68049-P

Our investigation reveals that on 8-13. the customer called our
office and placed an order for service at the above address with a
due date of 8-30. The customer subsequently changed this date to
9-12. :

On 9~12, the technician was dispatched but could not work the order
because the builder had not provided the pull string in the
conduit. Mr. Darioc Martinez, Engineer. contacted the customer to
advise. The customer said she had the same problem but now there
Was a new owner.

Mr. Martinez explained that it could be as much as 30 to 60 days
before we were able to provide service since the owner was still
not ready.

Mr. Martinez was able to reach the new owner on 9-13 and he agreed
to place the pull string. This was done on 9-14. Job order
HM20-5051H wae already pending since 11-7-20 to provide cable
facilities to several buildings. All buildings had been completed
with the exception of this one, since the original builder had
never provided the pull string for the building.

On 9-18. Mr. J. W. Warlen Engineer, contacted the customer to
acknowledge the appeal. Mr. Warlen explained the above and that the
rull string had subsequently been provided on 9-14 by the new
owner. We would make every effort to provide the service within 30
days. The customer said that was not gocd enough. We agreed to try
to have the service by 9-27. The customer advised that they were
moving in on Monday 9-23 and needed the service by then.

A BELL SOUTH Company

FOIBi0V 0G00I 1L




The customer =pocke with Mr. Roger Puerto. [istrict Engineer.
agreed to see what could be done to provide the service sooner.
Puerto called the customer back and said that by rearranging
aschedule on other pending iobs, we would trvy +to vrovide

service on Saturday 9-21.

A final response will follow by 9-30.

L
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CASE REFERRAL
PSC CASE NUMBER _ 58049-P SAO CASE NUMBER GBJ 23-9)"
TAKEN BY MW “°L T TIME 4:20 LOGGED X CARD | K
FROM gy _ DATE 9-13  DUE BY_9-20 _ IBOSS____ FIELD DD___
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS , APT. #
CITY TEL #
CER # AREA_SO
COMPLAINT:

LOCATION IS:

-APPLIED FOR SERVICE 3 WEEKS AGO AND WAS PROMISED 9-1. ASKED THE

COMPANY NOT TOC DISCONNECT TILL THE 12TH. SB WAS OUT ON 9-12 AND
SAID OWNER HAD TO RUN A CONDUIT WITH THE WIRES AND SAID IT WILL
TAKE 30 TO 60 DAYS FROM WHEN THE CONDUIT IS INSTALLED. WANTS A
SUPERVISOR BACK IN TOUCH TO EXPLAIN EXACTLY WHAT HAS TO BE DONE
BECAUSE SHE NEEDS SERVICE ASAP.

S

REFD TO: M TEL# 74s5-3/67 Kj}h

FAX # oM RRPL pare 913 o #1309
REDIRECT TO FROM DATE

TEL # FAX oM poc_DAD
INTERIM DATE DUE | FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:

TEL NO DATE

FOLBIOV 000d116
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| CASE REFERRAL

PSC CASE NUMBER ADDL INFO SAO0 CASE NUMBER G-3173-91
TAKEN BY MW TEL_T TIME 4:05 LOGGED CARD
FROM gsM DATE_ 9-16 DUE BY IBOSS FIELD DD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

CITY TEL #

CBR # ) AREA
COMPLAINT:

SB LAYED THE CONDUIT BUT SAID IT WILL BE 9-27 BEFORE CAN PROVIDE
SERVICE. HAS TO BE CUT OF THE OLD LOCATION BY 9-20.

REFD TO: i\ﬂ/‘r’,ﬁm B e 795-316 7

FAX # @ OM ﬁpw’"?f; pate /- /(o 1mme 7/
REDIRECT TO FROM DATE
TEL # FAX oM poc_ L~
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS_____ IF NO, REFERRED TO:

TEL NO DATE

FOIBIOY 0000117
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Southern Bell

Special Assistance Bureau

666 N.W, 79th Avenue

Room 604

Miami, Florida 33126

(305) 263-4816
October 24, 1991 1-800-321-4327

Memorandum to: Melinda Pace
From: Marie Forbes’

Re:

Cage No. 73096-P

Qur investigation reveals that since mid 1980, Southern Bell has
been working with the State of Florida on a building renovation at
the State Farmer's Market in Pompanc Beach. The job involved the
replacement of the superstructure over the loading platforms and
the rebuilding of the power and telephone meter room. It affected
all the tenants and their telephone gervice.

From the beginning Southern Bell Engineering was in contact with
Mr. Max Goza, the manager of the Farmer's Market. Mr. Al Rudolph,
Engineer. was the company contact and agreed with Mr. Goza on
certain requirements by both parties.

These requirements were spelled out in an agreement between
Southern Bell and the State. Briefly, the ©billing job required
that the State would pay for the relocation work and that new cable
could not be installed until the builder provided a completed meter
room, entrance conduit, back board and approved ground. It was alao
agreed that Southern Bell would complete the work between 30 to 80
days after the meter room was ready.

On 5-17, Mr. Goza notified the <+tenants in writing that the
telephone cables would be cut and that it was the tenants
responsibility to arrange for reconnection through their vendor.

The cable was disconnected in May and demolition of the building
was started.

A BELL SOUTH Company

FOIBIOY 0000113
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In September., Mr. Goza notified Mr. Al Rudolph, Engineer. that the
building construction was nearing completion and that Southern Bell
could start work on the new cable. On pre-surveying the job it was
found that the meter room was not ready and Mr. Goza was advised of
the items that needed to be completed. Mr. Rudolph was in close
contact with Mr. Goza for the next month while the Market’'s
gontractor completed work on the meter room.

On about 10-1. the meter room was finally ready and Southern Bell
atarted the cable job. Completion was delayed when it was
discovered that 10 feet of the conduit had been destroyed while
placing a water main. A working cable was also cut by the Market’ s
contractor and forces were diverted from the entrance job. causing
additional delay

On 10-18, Mr. Fred Starke, Engineer, contacted the customer to
acknowledge the appeal. Mr. Starke advised that the cable job was
nearly complete and that Southern Bell was planning to work
overtime the next day to finish the job. The customer was not aware
of the delays caused by the contractor.

On 10-19, +the s=splicing was completed and Mr. Dean Barrett,
Installation Foreman, worked with United Telephone, to complete the
station wiring on the loading dock. By 10-21, service to all bays
was available. Mr. Rudolph and Mr. Starke, Engineering, met with
Mr. Goza. Farmers Market and Mr. Nickell of United Telephone to be
sure the job was acceptable. Both were satisfied with the work.

On 10-22, Hr. Starke contacted to be sure the
service was working properly and the customer was satisfied.

FOIBIOY 0000119
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L CASE REFERRAL
/. PSC CASE NUMBER___73096-P SAO CASE NUMBER 5%/5.?_ “';/

2 TAREN BY DB _TEL_T _ TIME_10:25AMLOGGED_X CARD

/f FROM Mp _ DATE_10-18 DUE BY 10-25 _ IBOSS FIELD DD /023D

CUSTOMER'S NAME

COMPLATINTANT

CITY TEL #

CBR #__ - __AREA SE
COMPLAINT:

5A
C

'7 ADDRESS APT. #
5

D

/{ 12255 W. ATLANTIC BLVD.
FOMPANO BEACH ot
RK

LOCATED AT gfr -
STATE FARMERS. THEY WERE HAVING CONSTRUCTION WORK ON THE ROOF OF

THE MARKET AND THE SERVICE HAD TO BE DISCONNECTED DUE TO THIS.
THE ROOF HAS NOW BEEN FINISH“YFOR ABOUT 4 WEEKS BUT SO. BELL STILL
HAS NOT RECONNECTED SERVICE. SO. BELL JUST SAYS IS WORKING ON
IT. OTHER MERCHANTS MIGHT CALL THE PSC BECAUSE THEY ARE HAVING
THE SAME PROBLEM.

e
v
MY s
A - ol
REFD TO: //W O TEL# 1746 — 5972
FAX # oM L3S  oparE /018 TIME
REDIRECT TO FROM DATE
TEL # FAX oM poc UL
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE
VTH?H:$Tﬁ - - -
=L OC; 25
< 1591
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

January 7, 1991

MEMORANDUM TO: Shirley Stokes
FROM: Pat Shields

RE:

CASE NO. 37318 - F

Our Investigation reveals that the customer applied for service on
November 13, 1990.

It was determined that the serving area for this address Is
restricted for service as the owner of the property will not
provide Southern Bell! with easements to plece cable 1in his
recreational vehicle traller park. The owner has been advised to
Inform the tenants that are nat in the lots accessible to existing
cable, that they may not have telephone service until] the easements
are provided to Southern Bell to place cable facilities. The order
was not assigned a dues date, but placed in a hold file far
facilities.

On November 20, it was determined that the customer had provided an
Incorrect lot number and the order was updated to add the correct
1ot number.

On November 23, the order was referred to the engineering office
and answered to “"use existing cable pair 397, area is not valid for
a8 cable cut area"”.

On November 29, the engineer talked to the customer and advised him
of the problem providing the service.

On December 12, ocur engineer visited the customer to check on a
~spart that the customer had removed the station protector and drop
wire from an a&sdjacent vacant lot and placed in on his lot. The
visit fndicated that the protector and wire had not been previously
iwstalled to his lot. The customer agreed to bury the drop wire
that had been pulled up.

ABELL SOUTH Comparry

FOIBIOV 0000121
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On December 14. the customer advised our engineer that the wire had
been buried. The customer was advised that the order would be
routed for completion as soon as possible.

On December 31, the customer was infaormed that we would make svery
effort to have the service connected as soon as possible.

On receipt of the appeal o January 3, 1991, Mr. R. H. Scott,
Facility Engineer, called the trailer park manager and 1eft word
for the customer to call. Mr. Scott asked the manager te inform the
customer that the order was scheduled for the week of January 7.

On January &, the service was provided. Mr. Scott called the
customer and acknowledged the receipt of the appeal. He apologized
for any inconvenience and verified the service was working.

The customer is satisfied.

FOIBIOY 0000i22
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TAKEN BY: {TEL.)
= IBOSS

Southern Bell
PSC CASE # 373/@'-—>O

SERVICE MATTERS RES. BUS. PUBLIC

RES. SERV. CENTER

BUS. SERV. CENTER

PUB. SERV. CENTER

HELD ORDERS/ENGR.

BILLING

DEPCSITS
TREATMENT ACTIVITY

INSTALLATTON

MISSED APPT. INS.

MATNTENANCE

D8R4 -GO
_ 3:25 | '/G)? S8 12_31_ Zj;ﬁ:_i

{MAIL) (TIME}) {(LOGGED) (CARD}) {FROM) (DATE) ., (DLE BY)

CUSTOMER’'S NAME:

-]
ADDRESS: APT. :
CITY : TEL. # :
REFERRED 7O : CBR. #: __ NONE AREA : S0

Customer's complaint:

4&3MMMMSMMQNM%—
_STILL NOT CONNECTED.

MISSED APPT. MNT.

CQONSTRUCTION

SWITCHED SFRVICES

OPERATCR SVC.

CCMPTROLLERS

ANNOYANCE CALLS

DIRECTORY

ADVANCE SYSTEMS

MARKETTING

DIAL~IT-SVC.

y T ., A - T T -
/- . LoD G o g asa e, e eol e 4 s
. - : 7

INTERIM REPORT SENT ______.. . ) e e O = j __,,3____ — . CLOSED DATE ___. e
-—FG‘t B—T W OTZ SF1RANNYY (10 AR
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Southern Bell

Special Assistance Bureau
866 N.W. 75th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

December 20, 1991

MEMORANDUM TO: Paula Isler
FROM: Pat Shields

RE:

CASE NO, 75429 - P

This is in final reference to an interin report dated 12-13~91.

On 12-18, the service was established. Mr. Lonsdale met with the
customer and verified they are satisfied.

A BELL SOUTH Company

FOIBIO0Y 0000t 2y
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(308) 263-4816
1-800-321-4327

November 15, 1991

MEMORANDUM TO: Paula Isler
FROM: Pat Godsil

RE:

CASE NO, 75429-P

Our investigation reveals that on September 18 our Building
Industry Consultants Engineer advised the customer’s landlord,

of the need to provide conduit for the customer’s
telephone service.

On October 25 the customer applied for service and requested a
due date of November 4. We advised the customer that there
would be a delay because the conduit had not been provided by
the landlord.

On October 28 the order was referred to Engineering.
Engineering advised a job order had been issued to provide
facilities.

On October 31 the Engineer spoke with the customer and obtained
approval to split the order in an attempt to provide one line
via a line and station transfer in advance of the job order
completion. The Engineer advised the customer that there was a
possibility this line and station transfer might not work,
however we would try.

That same day the Engineer advised the customer that the unit
did not have electrical service for Telco grounding as specified
by the National Electrical Safety Code, He also advised that
the pending Telcoe job would be modified to eliminate the FP&L
pole replacements/transfers in an attempt to expedite service.

TUTETTY 0000125
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A subsequent field visit revealed that the property owner had
erected a mast to attach the Telce cable which did not conform
to specifications. The customer was advised.

On November 4 we advised the customer that an installer had been
dispatched but was unable to gain access. The customer was to
notify the business office of access informaticon.

On November 7 we received a call from the property owner, J.
regarding conduit to the customer location. An
appointment was set for November 8 to resolve.

On November 8 C. Lonsdale, Engineer, met with at the
site and agreed upon the conduit requirements. . will
contact Mr. Lonsdale to inspect once the conduit is installed.
It was also determined that there was still no power meter for
the customer’'s unit at this time.

That same morning Mr. Lonsdale contacted the
~ and acknowledged the appesal.

Lonsdale advised him of the current status of the order and

further advised service would be provided within thirty working

days of the conduit being provided. was not aware
that his employee, ' ) » had filed the PSC
complaint.

A further response will be provided by December 4,

FOIBIQY 0300126



Southem Beill

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816

November 29. 1981 1-800-321-4327

Memorandum to: Paula Isler
From: Marie Forbes

Re:

Case No. 75429-P
Thie is with further reference to our interim reply of 11-16.

On 11-13, Mr. Lonsdale received a call from to advize
that the conduit was being installed differently than agreed upon.
Mr. Lonsdale visited the location to inspect the installation and
when he returned to the office he revised drawing for job order
HE810194N for the third time due to the builders changes.

Cn 11-27, at 7:30 AM, Mr. Lonsdale was advised by Mr. G. Dillman.
supervisor, that the splicing was in progress, anchors had been
placed and cable placement is to be done on 12-2., The current
egtimated completion date of 12-6.

A final response will feollow by 12-18.

A BELL SOUTH Company

FOIBIOY 6300127
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Southem Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126

- ' (305) 263-4816
1-800-321-4327

December 13, 1991

MEMORANDUM TO: Paula Isler
FROM: Pat Godsil

RE:

CASE NO. 75429-P
This is in further response to our interim dated November 29.

On December 11 Mr. Lonsdale was advised by Construction that the
cable had been placed and that the new terminals were also
placed and spliced. He was further advised that the pairs will
be energized and the cable throw complete by December 12. At
this time the estimated service date is December 16. Mr,
Lonsdale advised Mr. Williams of the above.

A further response will be provided by December 27.

A BELL SOUTH Company

FOIBICY 0000128
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CASE REFERRAL
PSC CASE NUMBER __ 75429-P SAO CASE NUMBER 6 _ 33O -1/
TAKEN BY ww  TEL T _ TIME 4:10 _ LOGGED X CARD
FROM pT DATE 11-7 DUE BY_11-14 _ IBOSS____ FIELD DD____
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # - AREA SE
COMPLAINT:
OR AT 684-4787 OR

SB CAME OQUT TODAY TO CONNECT SERV. BUT COULD NOT BECAUSE THERE
WAS NO CABLE AND COULD NOT GIVE A DATE AS OF WHEN SERVICE WOULD
BE CONNECTED.

v DO

REFD TO: ::r%u.a.uz TEL# d07-%37- 6355
FAX # oM PS> pare -7 e 440
REDIRECT TO FROM DATE
TEL # FAX oM poc P
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS_____ IF NO, REFERRED TO:

TEL NO DATE

FOIBIOYV 0300128
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-48186
1-800-321-4327

July 1, 1991

MEMORANDUM TO: Mike Dymek
FROM: Pat Godsil

RE:

CASE NO. 56937-P

Our investigation reveals that on April 12 the customer applied
for a transfer of service, however he advised he wanted the
order held since he wasn't ready to give us a due date. He
advised he would call us to release the order. On May 28 the
customer advised us to release the order with a due date of June
3.

The building the customer was moving inte was not ready on June
3. The conduit had not been placed by the developer until June
5, Southern Bell Engineers advised the developer on two
occasions, February 20, 1990, and on June 3, 1991, that Southern
Bell required 60 days from the date the conduit was placed, to
provide service. (Please see case number 56925-P, Quanton
Development, for more details.)

On June 10 the customer spoke with C. J. Morales, Engineer. The
customer was extremely irate and demanded to know why service
had not been provided. The customer stated when he applied for
service in April he was promised service within seven days of
moving into his building. Mr. Morales found that when the
customer applied for service he failed to inform us that the
building he was moving into was new with no facilities. Mr.
Morales also found that the address provided by the customer was
not correct. This misinformation contributed to the incorrect
quote of the June 3 due date.

ABELL SOUTH Company

FOLIBIOV 0000130 _
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Mr. Morales and Steve Sauer, Engineer, advised the customer that
the conduit for the building had not been placed until June 5
and that we were trying to expedite the service to the building
but we could not commit to anything less than 60 days from the
June 5 date. The customer called the Engineers several times
after that date and he was advised everything was being done to
expedite the job.

On June 20, Roger Puerto, District Engineer, spoke with the
customer and acknowledged the appeal. He apologized for the
impression the customer felt Mr. Sauer was less than caring. He
explained that Mr. Sauer was simply providing the facts and was
sorry he was not able to satisfy the customer’s need for
immediate service. Mr. Puerto advised the customer that our
Construction people will be on the premise the next day and the
work would be completed no later than June 24 with service
provided by June 25.

On June 21 the builder finally provided the building support
structures and our Construction crew completed their work. On
June 24 the customer called questioning why he had not yet
received service. Mr. Maorales reminded the customer that Mr.
Puerto advised service would be provided by June 25.

Service was provided on June 24, ahead of schedule. Mr. Morales
contacted the customer. The customer advised four of his five
lines were working. He was advised the fifth line would be
working by June 25, -

On June 25 Mr. Morales spoke with the customer. The customer
advised all five lines were working and he was very satisfied.

FOIBIOV 0000131 e
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CASE REFERRAL
PSC CASE NUMBER 56937-P SAO CASE NUMBER ¢-2412-91
TAKEN B@#MW TELY TIME-0:06  10G6GEX CARD
FROMID DATES-20 DUE BY 6-27 IBOSS FIELD DD__ _
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY MIAMI TEL #
CBR # ' ARESO
COMPLAINT: :

APPLIED FOR SERV AT HIS NEW ADDRESS
HE WAS PROMISED IT WOULD TAKE 5 DAYS. HE CALLED BACK 4

DAYS LATER TO VERIFY & WAS TOLD NO PROBLEM. STILL WO SERV. SB
SAID IT WILL BE ANOTHER 2 MOS WHICH IS CRIPPLING HIS BUS. HE
SPOKE WITH STEVE SQUR AT SB WHO WAS VERY UNCARING.

(@,
X >
&
REFD TO: Ka_:dcq TEL# _ 79S - 3/ 607
FAX # oM DATE (-R 0 TIME /0.30
REDIRECT TO FROM DATE
TEL # FAX oM poc_ DAD .
INTERIM DATE DUE ‘ FIELD DD =

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE

FOIBIOV 0000132
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

July 10, 1991

MEMORANDUM TO: Melinda Pace
FROM: Pat Godsil

RE:

CASE NO. 58270-P

Our investigation reveals that our Building Industry Consultant
group informed on December 12, 19980, that all
support structures would need to be in place 60 days prior to
the expected service date of telephone service.

On April 1 a job order was issued by ocur engineer to provide new
entrance facilities to this address. Our engineer followed-up
and found the builder did not provide all support structures
until the first week of June, 1891.

On June 24 Carlos Morales, Engineer, reminded that
Southern Bell needed 60 days from the date the support
structures were furnished to provide service, however, he
advised he would try to expedite the job and complete it by June
28, Unfeortunately, the heavy construction work load caused the
job to be moved to the week of July 1.

On July 2 Bill Perez, Engineer, contacted and
acknowledged the appeal. He informed him the job would be
completed by July 5.

The job was completed on July 4. Mr. Perez followed-up with
on July 5 and confirmed that the job had been completed
the previous day.

As information, is the owner/developer of this

building. As of this date, there are no pending orders for
service for tenants or customers cof this building.

A BELL SOUTH Company

cliBioy 0600133

-1}



—

A
3

7

B NV o«

—/O
CASE REFERRAL
PSC CASE NUMBER __ 58270=P SAO CASE NUMBER _G2540-91
TAKEN BY DB _TEL T _TIME 9:14AM LOGGED X CARD
FROM Mg DATE_07-02 DUE BY_ 07-10 IBOSS____ FIELD DD__
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
cITY TEL #
CBR # ' AREA SO
COMPLAINT:
SPOKE WITH CARLOS MORALES IN ENGINEERING. CALLED SO. BELL ON
5/13 TO ADVISE THAT HIS WAREHOUSE OFFICE COMPLEX WOULD BE
COMPLETED IN TWO WEEKS AND HE WOULD NEED SERVICE TO THE ENTIRE
BUILDING. COMPLEX WAS COMPLETED ON 6/7 AND HE STILL HAS NO
SERVICE. EVERY TIME HE CALLS HE IS TOLD THERE WAS A SCHEDULING
MIX UP AND HE WOULD HAVE SERVICE BY THE FOLLOWING WEEK.
W
REFD TO: #(a:cﬁu TEL# 79s-3l6(
FAX # ov RRP pare -2 TmME 9:4S
REDIRECT TO FROM DATE i
TEL # FAX oM poc DAD
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIX 24 HOURS ____ IF NO, REFERRED TO:
TEL NO DATE
7-2 foris  Bead P,wuz pag 4l NG T-G —popy . LA OK.

FOIBIOV 00013k
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-48158
1-800-321-4327

January 31, 1991

MEMORANDUM TO: Shirlev Stokes
FROM: Pat Shields
RE:

CASE NO. 37450 - P

This is in final reference to an interim repvort dated January 23.
1991,

The service order was released and assigned on January 24. An
installer was dispatched that day and found the customer’ s vendor,
AT&T, in vioclation of attaching its inside cable facilities to
Southern Bell Telephone Company equipment. The vendor was notified
by the customer to correct the problem.

The installer was re-dispatched on Janwuary 25, and completed the
work and provided the customer with the service. Mr. Richardson
called the customer and advised that the service was working at the
location. The customer stated he was pleased and thanked MWMr.
Richardson for the effort and help in providing the service.

A BELL SOUTH Company

FOIBIOY 0000135
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Southermn Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Fiorida 33126
{305) 263-4816
1-800-321-4327

Januarv 23. 1991

MEMORANDUM TO: Shirlev Stokes
FROM: Pat Shields

RE:

CABE NO. 37450 - P

This is in further response to an interim report dated January 9.
1981.

The January 21, estimated completion date had been based on
clearing defective pairs. However, after a field survey was made.
it was discovered the cable deterioration for the cable which
serves this customer was caused by gunshot bullete and ultraviolet
exposure. It was determined that the cable could not be repaired
and an engineering recommendation was made to replace 510 feet of
defective aerial cable.

Authorization HE811807T was issued and approved on January 16. to
provide the service by January 31.

On January 22, Mr. Richards advieed the customer of the new gervice
date.

4 further report will be provided by February 13.

A BELL SOUTH Company

FOIBIOV 0000136
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4818
1-800-321-4327

cJannary 2, 1991

MEMOEANDOM TN: Shirlev Stokes

FROM: Pat Shields

274306 - F

=
[y ]
o3
2

“mp investigaticn reveals that the customer applied for service for
ten lines on November 19, 1980, with a desired due date of December
24, 1990.

The customer changed the due date to December 31.

The order could not be worked until January 2. due to the late
placement of conduit, pull string and ground rod by the customer.
An installer was dispatched on January 2. 1981, and found all
assigned and vacant pairs in the cable defective except two pairs.
The service order was split to provide the customer with two lines
sn the existing buried drops that were placed to the existing

- house, prior to being converted to a business account.

An order was issued for the eight remaining lines. The order was
placed in a hold file for no facilities. A job order was issued to
provide the facilities and the estimated completion date of January
21, was assigned.

On January 2, and January 3, the customer was advised of the
facility problem and of the estimated completion date by the
engineering office.

It was algo determined on January 2, that the pull string in the
conduit was not provided as requested.

On January 4. the customer called the business office and requested
call forwarding be placed on the service., Three Way Calling and
Call Waiting were added to the two existing lines working at the
customer’ s premise.

A BELL SOUTH Company

FOiBIOY 00001t37




n January 3. Mr. J. Lopez. Engineer, called the customer and
aknowlsdged the receipt of the appeal. He apologized for any
‘nconvenience and advised the customer that the ECD was still

ine
January 21.

Ty

39

A further report will be provided by January 28.

FOiBiOV 0000138
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TAKEN BY:

1BOSS

Southern Bell

37450-P

(TEL.)

SERVICE MATTERS

RES. SERV. CENTER
BUS. SERV. CENTER
PUB. SERV. CENTER
HELD ORDERS/ENGR.
BILLING

DEPOSITS
TREATMENT ACTIVITY
INSTALLATTON
MISSED APPT. INS.
MATNTENANCE
MISSED APPT, MNT.
CONSTRUCTTON
SWITCHED SERVICES
OPERATOR SVC.
COMPTROLLERS
ANNOYANCE CALLS
DIRECTORY
ADVANCE SYSTEMS
MARKETING ‘
DIAL-IT-SVC.
OTHER

OCMPL. LETTERS D
. 5

ﬁ@b@‘/ '

9

'NTERIM REPORT SENT ___

RES.

BUS.

PUBLIC

{MAIL) (TIME) (LOGGED)

CUSTOMER'S NAME:

(CARD) {(FROM)

" (DATE)

{DUE BY)

ADDRESS:

CITY :

TEL. #:

REFERRED TO :

Customer’s complaint:

CBR. # :

APT. :

SAME

AREA - SE

SPOKE WITH CAROL MCKENZIE AT SO. BELL.

REQUESTED T OF

SERVICE OVER ONE MONTH AGO AND SO. BELL HAS ONLY CONNECTED

TWO LINES.

WANTS ALL LINES CONNECTED AND CF PUT ON THE LINE.

o ) .
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Southern Bell

Special Assistance Bureau
866 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

September 13, 1991

MEMORANDUM TO: Shirley Stokes
FROM: Pat Godsil

RE:

CASE NO. §7092-P

Our investigation reveals that on May 20 Rey Llano, Engineer

spoke with to discuss the required
support structures for the building under construction at the
above address. He confirmed the information in a letter sent

May 20 and also requested sets of the plans.,

On May 24 representative,
y met with Mr. Llano at the site. They agreed as to the
required support structures. . advised that the plans

would be forthcoming.

On June 12 Mr. Llano received the plans. On June 17 sketches
and a letter were sent to and detailing
the required customer provided support structures. The letter
also advised that the support structures must be in 60 days
prior to the expected service date.

On August 27 Mr. Llano sent another Jletter to

advising that the suppoert structures were not yet in. The
letter again reminded him that the structures must be in place
and Southern Bell netified at least 60 days prior to the
expected service date.

On September 3 + contacted Mr. Llano and confirmed
that he had received the letter. On September 6

contacted Mr. Llano again with his general contractor on the
line. He claimed no one ever told him of the required support
structures and demanded service by September 29.

A B£LL SOUTH Company
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The afterncon of September 6 Mr. Llano visited the premise, He
found that the support structures were still not in place and
the building was still under construction. He alse found that
ne orders for service had been placed with Southern Bell at
these locations.

On September 6 Orlando Soto, Manager, attempted to contact

He was advised by that he was not in.
Mr. Soto acknowledged the appeal with . He assured
her we would do everything possible to provide timely service,
however, support structures muast €first be placed per our
previcusly mentioned letters.

Mr. Sote also contacted the general contractor and spoke with
. He explained the requirements and faxed a copy
of the sketches and letter.

Copies of the letters mentioned are attached for your
convenience.

Attachments

FOIBIOY 0000 T4 ]
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Southem Bell

May 20, 1951 e RUT
Mo, Ploride 33148
(300 1651770

RE:

Dear Sir:

We are informed that the above captioned project is planned for development in
the near future,

Southern Bell's Building Industry Consuiting Service stands at your disposal to
assist you in the design of the necessary supporting structures to allow the
provision of Retwork telephone services throughout this project. This design will
involve service entranc¢s conduits, distribution conduits or raceways, distribution
terminsl locetions or space and other details in order that this may be
incorporated into your coastruction drawings,

Because of the complexities involved in providing telephone service to many new
developments throughout our area, we request the earliost possible design
meeting to determine the telephone service to be provided by Southern Bell,
Please note that the needed supporting structure is to be furnished by the
developer in reasonable time to meet service requirements. _

Plense take advantage of this service which we offer at no cost to you by
contacting me st the telephone number listed above. If architectural site plans
und/ci_rﬁelectrlcal plans sre now available, please forward two copies of each to
our office,

In order to avoid service delays, your timely coordination iz essential 50 that we *

may commence our planning, engineering and construction sctivities to provide
telephone service for this project.

Bujlding Industry Consultant

043
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SouthernBell

. Raom 225

June 17, 1991 _ T757 Wew Fiagler Gtrems
Mismi, Fiorids 33144
(30%) £83-7770

RE:

Dear Sir:

This is to confirm our agreements concerning customer provided support structures
required to accommodate Southern Bell telephone facilities to provide network services
to the demarcation point for the subject project. The attached specification,
§90-91-0603, reflects anly the requirements of Southern Bell. However, there may be
other vendor telecommunications requirements such as conduit, sieeves and equipment
space that you may néed to consider in your plars. You thould negotiate any additional
requirements with your vendor(s).

If elevator teiephone 3ervice is required to obtain = Certificate of Occupansgy, your
construction schedule should allow sufficient time for Southern Bell to install the
serving terminal. Plesse call your local telephone company Business Office & minimum
of one week in advance of the desired service date. )

notified at least 60 days prior to the expected service date presently estimated to be
August 30, 1991, The attached specifications reflects our agreements. If changes are
required, prior to building completion, please inform us as soon as possible, Southern
Bell recognizes that design changes are gometimes necessary and we will do our best to
accommodate your needs. Please understand, though, that such changes may result in
delayed service, and special charges may be applied in accordance with the general
provisions of the tariff to recover any excessive cost incurred by Southera Bell.

”K 1t is necessary that the agresd upon support structures be in place and Southern Be!ll be

If additionsl information is required, or if changes occur, p]caig do not hesitate to

contact me.
Yours truly,
& F .
,%2;fpzﬂzh«r
Rey Tlane
Building Industry Consultant
RL/mr
Attachment: 350-91-0603
¥ ca

Mr. Chuck Morales, Southern Bell
071
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{ CASE REFERRAL
PSC CASE NUMBER _ §7092-P SAO CASE NUMBER © —3 L(_?'Cfl
TAKEN BY M@ TEL T TIME 12:05 LOGGED X CARD
FROM s DATE 9-6 DUE BY_ 9-13 _ IBOSS____ FIELD DD____
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS . APT. #
CITY TEL #
CBR # AREA_SO
COMPLATNT:

SB ADVISED IT WILL TAKE TWO MOS TO GET SERVICE AT THE ABOVE
LOCATIONS. HE NEEDS TO HAVE SERVICE BY 9-29. SPOKE WITH MR. RAY"

LLANOC.

D
‘?‘Dwﬁ
REFD TO: I rhania TEL# 79s-3/67
FAX # - o KRR oate 9G—¢ TIME [R/3S

/e
REDIRE( TO_gpen SG:H! SeuerFROM DATE
te O/LAAS SBAD
Mﬁf‘ oM T poc_ DAD

INTERIM DATE DUE FIELD DD

TEL #

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:

TEL NO DATE

VERIFIED SEP 1 8 1991

FOIBIOVY 0600144







1992 BUSINESS

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

ERT HUMDER-DATE

A BELL SOUTH Company D 2 h 8 8 Hr’iﬁ -h g"
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Southermn Bell

Special Assistance Bureau
666 N.W. 78th Avenue

- : Room 604
Miami. Florida 33126
(305) 263-4816
1-800-321-4327

MEMORANDUM TO: Shirlevy Stokes
FROM: Pat Shields

RE:

CASE ND. 22728-P

Our investiligation reveals that since December 19%1, when

moved the construction trailer to this construction site,
7 trouble reports have been placed regarding this telephone number.
However, Mr. the construction foreman for

was advised that a new cable would have to be placed to

}‘ffreplace the old one. This cable was damaged on the censtruction

15

/
%

&

site by unknown contractors.

was to advise our Southern Bell engineer to whom the
bill was to be sent for the cable replacement. Because
nas not notified us, the cable has not been replaced.

On 6-24-92, -at 11;34 A.M. a trouble report was received on "noise
on the line". A commitment of 6-24, at 4:00 P.M. was given and the
line tested as a swinging ground. The commitment was missed on 6-
24, due to the unworkable weather conditions.

On 6-25, a technician was dispatched and the trouble was isolated
to the temporary cable. ’

On 6-26, Mr. A, Moir, Assistant Manager, called the customer and
acknowledged the receipt of the appeal and apologized for any
inconvenience.

On 627, a facility technician was dispatched and the trouble was
cleared in 3 different spots on the temporary cable and the
underground feeder pair was changed due to a light battery
condition. Repairs were completed on 6-29, and the service was

.restore. This outage was related to the construction damaged cable.

A BELL SOUTH Company

FO1810Y 0000146
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On 6-2¢, Mr. J. dMontes, ZIZngineer, reminded that
Southern Bell was waiting for the notification as to whom to bill
before the cable replacement could be done. said he

had forgotten about.

The trailer has since been moved and is now fed by aerial drop
wire, thus eliminating the need to replace the cable.

A local service adjustment for 3 days is being given in the amount
of $8.C0.

-

gigloy 0oo6iL7/
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CASE REFERRAL

PSC CASE NUMBER 22728-P SAO CASE NUMBER ﬂQO/—)’ﬁ]

TAKEN BY DB TEL T TIME 10:40AMogeep X

FROM SsSs DATE 6-26  DUEBY 7-6 IBOSS FIELDDD Cﬁz //

CUSTOMER'S NAME

COMPLAINTANT -

ADDRESS APT#

CITY TEL#

CBR#¥ AREA S0

COMPLAINT:

WILL ONLY BE AT CBR# FOR THE NEXT TWO HOURS. SERVICES OFF AN)ON
SINCE DECEMBER. OD NOW.

DocC 52 !ZE&! 2

cLs /NIN/T
REFERRED TO &/‘\a N v — L b 0 QR -9/5 0
FAX # oM \DL\/DATE b/85  rime_ /O0SH
CASE PASSED PER , TO
DATE ] TIME NEW OM
CASE PASSED PER TO
DATE TIME NEW OM

V-2 ald Oﬂl_}oﬁ:ﬂ'}é/y‘?%w/gm
FO1B10Y 0000143
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327

August 21, 1992

MEMORANDUM TO: Stella Maloy
FROM: Pat Godsil

RE:

CASE NO., 28940-P
This is in final response to our interim dated 8-20-92.

On 8-17-92 contacted Mr. Vacas to advise the
grounding job had been completed. Mr. Vacas advised that since
the cable had already been received, our construction crew would

be on the job the first thing the following morning to complete
the work.

On 8-18-92 the crew was dispatched to work the job. They
advised Mr. Vacas the job would be completed and ready for
service by 8-19. Mr. Vacas met with and advised
this.

On 8-19-92 the work was completed and service provided.

On 8-20-92 Mr. Vacas contacted and confirmed that all
was OK. . advised that she had received excellent
service and was treated very professionally by all Southern Bell
rersonnel she had dealt with. She also advised she would call
the PSC and remove the complaint because she had nothing but the
best to say aboul the iLype of service she received.

-

A BELL SOUTH Company
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue

- Room 604
Miam, Florida 331286
{305) 263-4816
1-800-321-4327

August 20, 1982

MEMORANDUM TO: Stella Maloy
FROM: Pat Godsil

RE:

CASE NO. 28940-P

Our investigation reveals that the customer’s new location is a
new building which was constructed adjacent to an existing
remodeled structure. The owner's intention was to feed the new
building from the building terminal located in the adjacent
existing structure. NOTE: Scouthern Bell'’s Building Industry
Consulting Service group was never notified by the
developer/owner of the construction of the new building.

On 6-12-92 the customer, applied for
service with a desired due date of 8-15-92,. The same day the
ordeY was referred to Engineering for facilities.

On 6-15-92, in order to give the customer immediate service,-
Ramiro Vacas, Engineer, advised to wire "out of limits" since
there were no more available pairs in the terminal feeding that
building.

Mr. Vacas alsc found other orders that had been placed
requesting a total of 15 aerial pairs for the same location.
Mr. Vacas contacted our Building Industry Consulting Engineer,
Pedro Torres, to discuss the growth at this location and the
need for another terminal.

Mr. Vacas also contacted the building owner and
arranged --to meet on 6-25 to discuss the support structures
required.

A BELL SOUTH Comparny
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Page 2

On 6-25-92 Mr. Vacas and Mr. Torres met with at the
new location. Mr. Vacas and Mr. Torres found that the two
structures shared a common wall and was being fed from a 25 pair
terminal located in the back of the remodeled structure. At
this time was advised that a new entrance cable and
terminal was required for the new building. Mr. Torres asked

to provide him with a copy of the building fleor
plans so that he could start working in the Southern Bell
Specification Package.

On 8-29-92 Mr. Torres went back to the premise and picked up the
plans. He went over the plans with and explained the
support structure requirements. ’

On 6-30-92 Mr. Torres mailed a letter confirming the
requirements discussed on 6-29,. The letter also stated that
when the support structures are in place, the Building Industry
Consultant needs to be notified and that this was necessary at
least 30 days prior to the desired due date.

On 7-10-92 Mr. Torres went to the premise and found that
although the support structures were in place, the grounding
electrode svstem was not. advised Mr. Torres that
his electrician would finish the job socon.

On 7-17-92 Mr. Torres went to the premise. He found that the
grounding job was not complete.

On 7-27-92 Mr. Torres went to the premise. He found again that
the grounding job was not complete.

On 7-28-92 Mr. Torres called office and spoke with

~ the electrician. advised the grounding was not
ready because he had not been able to find the bonding clamp
necessary to complete the job, also advised he would call
when the job was cemplete.

On T-30-92 the entrance cable job was forwarded to our
construction group with a completion date of 8-15-92.

cOlBlaY 0000151
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On B8-11-92 Tony Rallo, Construction Supervisor, wvisited the

premise. He spoke with ) father of

owner of Mr. Rallo explained that the
cable had been ordered and that as soon as it was received, his
crew could complete the job. Mr. Rollc advised this would

probably be the following week.

On 8-12-92 two additional orders were placed for service at this
location. One had a desired due date of 8-13 and the other a
desired due date of 8-21.

On 8-12-92 Julie Quick, Southern Bell Marketing, contacted Mr.
Vacas for status on the order. Mr. Vacas advised when the cable

was received, Construction would start working on it.

Ms. Quick expressed concern about the customer,

being very upset about not having service vyet. Mr. Vacas
advised Ms. Quick that he would call explain the
delay.

That same day Mr. Vacas attempted to contact but she
was not available. He was able to speak with her father who
clearly understood the situation. The father advised he would
pass the information to his daughter. The father also advised
they were planning to move to the new location by 8-19. Mr.

Vacas advised -he would do everything possible to provide them
with service by then and that he would keep them informed of the
progress.

Cn 8-13-92 Mr. Vacas contacted Mr. Torres who advised that as of
this date, the customer’s electrician has not informed him of
the grounding job completion.

A further response will be provided by 8-31-92. \\\\
N
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PSC CASE NUMBER 28940-P

CASE REFERRAL

TAKEN BY AAI TEL T TIME 11:40AMocgep X C

FROM SM DATE 8-12 DUE BY 8-15

CUSTCMER'S NAME

SAO CASE NUMBER G3343-92

IBOSS FIELD DD

COMPLAINTANT

ADDRESS

APT#

CITY

TEL#

CBR#

AREA 50

COMPLAINT:

CUSTOMER IS MOVING TO A NEW LOCATION AT

KEEPING SAME #.
INSTALLED AT NEW LOCATIN ON 8-12.

SHE APPLIED FOR T OF SVC TO BE
S. BELL WAS AT LOCATION ALL

LAST WEEK AND AT 5:00PM ON 8-11 TOLD CSUTEOMER NOT ENOUGH CABLE-
NEEDS SERVICE NOW AND IS STILL GOING TO

WOULD BE BACK NEXT WEEK.

MOVE.

FAX #

poc_ DAD
cLs__H-DO
REFERRED TO Kaxfau% TEL # 7G5 - 37677
oM KRP pate €-/2 TIME /[.SO
CASE PASSED PER TO
DATE__ TIME NEW OM
CASE PASSED PER TO
DATE TIME NEW OM
FOIBiOY 00C0153
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{24 PSC CASE NUMBER 28940-P SAQO CASE NUMBER G3343-92

3 TAKEN By DB TEL T TIME 2:41PMoggep X CARD

Lj FROM SM DATE 8-12 DUE BY IBOSS FIELD DD

P

b CUSTOMER'S NAME

Q COMPLAINTANT

7/ ADDRESS APT#

¢ crry TEL#

4  CBR# AREA

/0 compLaINT:

4 SHE WILL BE AT THE NUMBER AND AFTER THAT SHE WILL BE AT
/2.~ HER CELULAR NUMBER PLEASE HAVE SOMEONE CALL HER ASAP.

’

DOC
CcLS
REFERRED TO 7{5(/%// TEL # LGS~ P16 D
FAX # & om DATE_f~/ 32 _TIME_. 3 SOT)
CASE PASSED PER TO
DATE TIME NEW OM
CASE PASSED PER TO
DATE TIME NEW OM
FOIBIOY 060015k
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e Southern Bell

Special Assistance Bureau

— N 666 N.W. 78th Avenue

Room 604

Miami, Flarida 33126
(305) 263-4816
1-800-321-4327

March 20. 1892

Memorandum to: Shirley Stokes
From: Marie Forbes

Re:

Case No. 10134-P

Our investigation reveals that on 3-17 an unrouted service order
established new service at this 1location, which automatically
completed in -the data base on the due date. It was determined that
there was trouble in the field and a technician was dispatched at
1:08 PM. The customer was not at the premise when the technician
arrived.

The technician found that the network interface and associated
cabling on the outside of the building was in disrepair. He found
the customer’ s number to be working at the outside interface.

The customer arrived with the work partially completed and
requested that the inside wiring be checked. The customer was
advised at that time that no inside work was requested on the
service order, but he would check it. Work was completed on the
new outside network interface with the inside wire found on the
customer s line connected.

Inspection of the inside wiring revealed haphazard wiring, multiple
25 pair house cables with connectors and jacks that appeared to
have been tied down to an old PBX system, which had been removed by
the previous tenant. One jack was found to have the customer’ s new
gervice working on it in a back office.

The customer then requested that certain jacks in various locations
be made to work on his new line. Noting the condition of the
premise wiring, the customer was advised that this request would
require time and material charges. At that point the custcmer
became irate. All attempts to explain the charges and the situation
were unsuccessful. The customer was advised that a supervisor would
contact him.

A BEEL SOUTH Comparnry
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Mr. Bob Hereford and Hr. Jim Bex. field supervisors. arrived at the
customer 's location. They inspected the work done by the
technician. then contacted the customer and explained what work
would have to be done inside the building to provide the type of
service he was requesting. We also explained the charges for the
inside wiring work.

The customer kept saying that there was previous service at this
building and he would not accept any explanation as to why all the
existing jacks would not work without the inside wiring being
performed. _—

Mr. Hereford tried to explain that the previous tenant had numerous
outside lines that would require Southern Bell to identify and
_ reconnect to his new network interface. The customer became irate

and ordered our supervisors off the property. Before leaving the
property, the customer called Mr. Hereford over and asked him if
the equipment that was removed by the technician belonged to
Southern Bell. Mr. Hereiord assured the customer that the equipment
removed was an outdated network interface and it indeed belonged to
Southern Bell.

On 3-18, Mr. Jim Bex. assistant manager, and Mr. Tom Peacock.
manager. visited the premise to acknowledge the appeal. On this
date the customer's main concern was the o©old network interface
removed the previocus day and if he could bhe held liable for the
expense to his landlord for the cost to reestablish the mulit-line
system in the building at any future date.

Mr. Peacock assured the customer that there would be no additional
charges. over and above the normal installation charges, to
reconnect a multi~-line system to the network interface outside the
building. Both the customer and the landlord requested that this
be stated in writing and then they would be satisfied. The
requested letter was sent on 3-20.

FOIBIOY 00GC 15
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CASE REFERRAL

PSC CASE NUMBER 10134-P SAO CASE NUMBER M-501-92
TAKEN BYMW TELT TIME9:55 LOGGED X C
FROMSS DATE 3-18 DUE BY 3-25 IBOSS / FIELD DD 3

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS - APT. #

CITY TEL #

CBR #_ SAME AREA NO
COMPLAINT:

HAS SPOKEN WITH WHEN HE REQUESTED SERVICE CONNECTION,
SB REMOVED THE MULTI-LINES SYSTEM FROM THE BUILDING OUTSIDE. HE
ONLY NEEDED ONE LINE BUT HE DID NOT ASK SB TO REMOVE THE MULTI-
LINES SYSTEM. HE WANTS THE SYSTEM REPLACED BECAUSE HE IS ONLY

RENTING THE BUSINESS. HE DOES NOT WANT TO PAY THE OWNER TO HAVE

THE SYSTEM REPILACED.

REFD TO:E@W TEL¥ /)-£0T- 7 ?‘?”335[/

FAX # 76’/?- AL T ov_S el pate 3-€ TmmE Q594
REDIRECT TO FROM DATE
TEL # FAX oM poc CS 7
INTERTM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 EOURS TP NO, REFERRED TO:
TEL No DATE

FOLBIgv 0000157
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Southern Bell

Special Assistance Bureau
666 N.W. 791h Avenue

= Hoom 604
NMiami, Floriga 33126
(305) 263-4816
1-800-321-4327

July 23, 1992

MEMORANDUM TC: Nancy Pruitt
FROM: Pat Shields

RE:

CASE XNO. 253782 - P

Our investigation reveals that on 4-14-92, an order was placed for
new service, with an estimated service date on 7-17.

On 7-1, the conduit placed by the developer was damaged and had to
be repaired. This caused several days delay in Southern Bell’s
pulling of teliephone cable into equipment room.

A further delay was encountered, around 7-15, when the equipment
room door was locked. This delayed the final splicing of the
telephone equipment for a least 2 days.

T‘

S~
A ptds

On 7-18, the customer’s vendor, had its equipment backbeoards
provided for Southern Bell, causing a further 1 day delay until the
equipment was relocated.

o~y

~D

In addition, during the period of time from 7-1, thru 7-15, the
2/ developer failed to have the air conditioning in the main equipment
21 room turned on until 7-15. This caused a delay in testing the
5 equipment and providing the service.

S

24 On receipt of the appeal, it was verified that the éplicing would
25 be completed as soon as possible.

AL The testing of the telephone circuits was completed on 7-24, and
277 the sBrvice was provided.

7% ©On 7-28, Mr. Brent Bell, Engineer, spoke with the

customer, apologized for any inconvenience and verified the service
,50 was working properly.

A BELL SQUTH Compacty
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CASE REFERRAL
. i “—"""""—‘—--.._'-?-‘

“‘\

PSC CASE NUMBER 25782-P SAO CASE NUMBER P~3142~92
25 ,
e

TAKEN BY MW TEL T TIME 12:00 10cGED X

/\
FROM NP _ DATE_ 7-22 _ DUEBY _ ‘BOSS FIEL@D 74@;2 \9?0’/

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT#

CITY TEL#

CBR# AREA SE

COMPLAINT:
ON 4-14 THEY PLACED ORDER FCR WERE TOLD WE COULD
PROVIDE SERVICE ON 7-13. NOT DONE. NOW WERE TOLD 8-5. UPSET
BECAUSE WHEN SHE PLACED ORDER SHE WAS TOLD THEY WOULD BE THE
FIRST TO GET SERVICE. ALREADY HAS SERVICE. )

>

&

o

' poc B L

cLs & u)7"’”'

REFERRED TO ’}/m:ﬁ#\ S p&é@(/ﬁﬂ EL £ [ 7949?—/&0'0" -
FAX # OM—CE’)’? DATE 7—0?«1/ TIME
CASE PASSED PER (lediy \_.;,Oo_é’,de/a,o. To_ o ariegny Kedbhbpereh
DATE 70{3 TI}% LA --‘PmNEW oM \yljx’;,e/()
CASE PASSED PER TO
DATE TIME NEW OM

7= 277 \.7&;(_ Y CL-W?L_ W-é /Q/V*Q_) % TmRE-

FOi3loy 0000159
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Southern Beli

Special Assistance Bureau
6668 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305} 263-4816

Januvary 20, 1992 1-800-321-4327

Memorandum to: Shirlev Stokes
From: Marie Forbes

Re:

Case No. 1502-P

Our investigation reveals that on 1-8. the customer called our
office and placed an order for new service. The order did not
reflect that it was for a temporary construction trailer.

On 1-9, The order was referred to engineers for facilities. The
engineer visited the site and was advised that the installation was
for a trailer. which was not vet on site. The engineer explained to
the customer that there will be a billing to provide the temporary
service unless he wants to provide the trench or structures to
place the facilities. The customer agreed to provide the trench for
placement of wire to nearby existing pole in lieu of construction
charges.

On 1-11. the technician was dispatched to the site for
installation. however, he was unable to gain access.

On 1-14.. the technician was again dispatched to the site but the
customer had not completed the trench 15 feet across driving area.
The technician was unable to place the wire for service.

On 1-15, Mr. J. Lehman, engineer, visited the site and
acknowledged the appeal. Mr. Lehman explained to the customer that
wire cannot be placed until <the trench is opened across the
driving area. The customer was provided with the wire to place
when the trench is completed and advised to call the engineer when
the work is completed fcr a dispatch of the technician.

On 1-15, the customer called to advise that the trench was
completed. The engineer updated the order accordingly and it is
ready for dispatch cn 1-168. On 1-16, the technician was dispatched
and the service was provided. The engineer visited the site and
verified that the service was working properly.

A BELL SOUTH Company
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CASE REFERRAL

PSC CASE NUMBER _1502-P sao case NuMBer_ M -¥ ¥— T
TAKEN BYMW _ TELT _ TIME2:25  LOGGED X CARD
FROMgS DATE1-14 DUE BY 1-21 IBOSS FIELD DD/-/

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

cITY ' TEL #

CBR # AREA 80
CCMPLAINT:

HAS SPOKEN WITH SEVERAL REPS. SB HAS GIVEN HIM SEVERAL
CONNECTIONS DATES FOR TEMPORARY CONNECTION WO RESULT. LAST
PROMISE WAS TODAY. SB IS SAYING NOW THERE IS NO RECORD FOR
CONNECTION TODAY. WANTS PROBLEM INVESTIGATED AND SERVICE

CONNECTED.

:
REFD TO: }’)/l,a,vt— TEL# 2% 2-57173

FAX # 318- 5357/ om Lel DATE /~/4  ©IME 9-35”0
REDIRECT TO FROM DATE

TEL # FAX oM poc Da-P

INTER¥M DATE DUE - FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:

TEL NO DATBl

FOIBIOY CO0CCIoi
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Southem Bell
% Special Assistance Bureau
666 N.W. 79th Avenue
Room €04
h Miami, Florida 33126
(305) 263-4816
1-800-321-4327
/ April 20, 1992
2 MEMORANDUM TO: Nancy Pruitt
3 FROM: Pat Shields
o RE:
& CASE ' NO. 13738 - Inguiry
9 Oour investigation reveals that on 2-18-92, our Building Industry
[ o Engineer and our Engineer met with , Acting President of
1/ the and the Maintenance Manager. We

/ % explained in detail that the cable supplying the service to the

5 building 24, was failing and needed to be replaced. It was further
explained that the was responsible for furnishing
and placing the conduit from the outside to the splice on the#first-
floor. The customer was also advised that an electrician needed: to.
be contacted to facilitate this matter.

-..,‘--...,_____\ —

A letter was sent to explaining the situation and on 2
occasions, our engineer made a premise visit to monitor the
progress of the work.

On 4-16, Mr. Barry Godin, Engineer, spoke with the customer and
acknowledged the recelpt of the appeal. Mr.Godin discussed the
previously provided information with the customer and agreed to

speak with the customer's electrician and explain what was
required.

Mr. Godin advised the electrician of the requirements and advised
him to contact Southern Bell when his job was completed.

Attachment

-

ABELL SOUTH Comperny— : C e T i

FOtBi0Y =~ 0000162
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Southem Bell

3601 W, Sunnse Boulevarg
Plantaton, Flonga 33322

April 7, 1981

-

Debr
mismaspmﬂmisregudmg cur meeting last momth concerning tha

Customer Conduit that will enable Scuthern Bell to replace tha defective

cable at As I expressed to you in our conversation, the
entrance cable is dangercusly close to failing, therefcre to avoid any
lengthysazvmedisruptimmrequastthatthnnwmntbeplacadas

Plﬁaseadvisaastowhmymmmactthammtranmcmduitwillbe
c:cmpleted

IﬁtlmmaraanyquestiworifIcanbeofanyassmmm-pleasecaum
a’n476-2812

BAG/ma

co: W. A. Rihlewind \

A

B AT B 000G1I63
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CASE REFERRAL

PSC CASE NUMBER - o SAO CASE NUMBER E C;;Z;7'§aﬁ;1

r ] j 4

FROM DATE DUE BY : ~L7¢
_ o IBOSS FIELD DD -/t

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

CITY TEL #

CBR # AREA
CCMPLA

TOLD BY SB THAT CONDUIT UNDERGORUND HAS TO BE REPLACE AND HE HAS
TO PAY FOR IT AND REPLACE IT. HE WANTS TO MAKE SURE THAT WE ARE
GIVING HIM THE CORRECT INFORMATION. COMMISSION DOES NOT WANT US
ASKING THIS CUSTOMER WHY HE CALLED THE PSC LIKE WE DO SO MANY
TIMES, THE CUSTOMER JUST WANTS TO MAKE SURE THAT HE IS GETTING
THE CORRECT INFORMATION FROM SO. BELL.

)

REFD TO: S reLé__|475-9120

r T
FAX # oM 0 Y ¥

T - pate /Y rive (10X
REDIRECT TO FROM DATE
TEL # FAX oM poc__ Ay )
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO,” REFERRED TO:
TEL NO DATE

FO1Bi0Y 0060154
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Southern Beli

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
i Miami, Florida 33128
{305) 263-4816
1-800-321-4327

January 8, 13992

MEMORANDUM TO: Shirley Stokes

FROM: Phyllis Savage
RE:

CASE NO. 76618-P

This is a final reply from our interim report of 12-18-91.

The final shipment of cable was sent as scheduled and the job
was completed on 12-30-81. Mr. Al Rudolph, Engineer, called

and he told Mr. Rudolph that he was satisfied with
the completed work.

A BELL SOUTH Company

 FOIBIOY 0000165
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

December 19, 1981

MEMORANDUM TO: Shirley Stokes
FROM: Phyllis Savage

RE:

CASE NO. 76618-P

This is a further reply from the additional information that you
called to us today.

On 12-19-91, our Building Industry Consultants, BIC Group took
some orders out to check and see if developers had put in the
right conduit. One of the employees went to

without our Engineer’ s knowledge. They had a set of incorrect
rlans, and they told that he didn"t need the conduit.
Bill Hatzmann investigated this and called He

apologized for the confusion and misunderstanding. Everything
is still on schedule with the estimated completion date of
12-31-91.

A BELL SOUTH Company

FOIBIOY I
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Southern Bell

Special Assistance Bureau
666 N.W. 73th Avenue
) Room 604
’ Miami, Florida 33126
(305) 263-4816
1-800-321-4327

December 18, 1981

MEMORANDUM TO: Shirley Stokes
FROM: Phyllie Savage
RE:

CASE RO. 78618-P

This is a further reply from our interim report of 11-26-91.

The final section of the cable is expected to ship on 12-23-91.
The estimated completion date of the job is 12-31-91. Mr.

Hatzmann informed of this schedule and the estimated
completion date.

A further reply will be given by 01-07-92.

A BELL SOUTH Company

FOIBIOY 0006 |
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami. Flonda 33126
(305) 263-4816
1-800-321-4327

November 26, 18991

HEHOERANDUM TO: 3hirley S:tokes
TREOM: Phyllis Savage

R

[z}

=

E HO. 7T8B18-F

)

)
Fel

Jur investigation reveals on §-18-91, Al Veldran, Building Industry
consultant, sent a letter o ., Superintendent of the
project. The letter detailed the conduit, backboard and electrical
grounds required. The letter also stated that service would be
provided within 60 days afiter the site was ready.

signed and returned Southern Bell s copy of the letter.

is constructing a 64 uqunit, 5
building complex called the There are
currently no held service orders in this area.

Juring Southern Bell = design of the job. the engineer. Fred Starke
was in contact with was requested to advise
him when his conduit and backboard was completed.

On 10-28-81 called Mr. Starke and told him that the job
was ready for placement of Southern Bell s cable. That zame day
fred Starke and Al Rudolph, Engineer inspected the site. It was
determined that some of the conduit did not reach the easement
ana that the developer would have to place additional pipe.
was advised that Southern Bell s policy was not to order
the cable until the site was ready. Mr. Starke also requested that
review the original letter of agreement.
pulled the letter from his file and the details were reviewed.
It was_again pointed cut that Southern Bell would need a reasonable
amount of +time to complete the Jjob. Mr. Starke stated that
although the letter said that service would be provided within
60 days. we would be sure to have it done sconer.
was asked to advise Mr. Starke when the conduit was ready.

On 10-30-91 called Mr. Starke and told him the conduit
was complete. Mr. Starke advised construction so the cable ceould
he ordered.

A BELL SOUTH Company
FOIBIOY GOCGio3d
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Sage W
wn 11-12-91 cvcailed Mr., ltarke to check oan the progress

i
2% the ‘iob. Hdr. Starke znd Mr. Hatzmann advised that
rhe 2able was scheduled 2o be wplaced the following week.

zald that was acceprtable zince he was expecting to complete
~he buillings in Lecember.

n 11-20-81 the dav the cab
flant Contract Supervisor. @
dr. Hatcmann advising thev we
iiscover=sd & manurfacturing

L
Sack.

ad to be placed the

ro. <called Mr. Starke and
the cable shipment. they
cable was o we snipped

At Y000 AM that zame day Mr. Hatzmann notified of
the problem with the cable. The replacement shipment was being
zxredited and should be in by the =nd of the week. Mr. Hatzmann

also stated the cable would be placed as soon as possible arfter
recelpt.

Cn 11-Z0-81 at 11:30 AM after receipt of the appeal Hr. Hatzmann
again explained the situation to . A date for
completicon of the job will be set upen receipt of the cable.

4 further reply will be sent by 12-30-81.
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M&AS FERRAL
PSC CASE NUMBER _76618-P SAO CASE NUMBER 53 7{;’9/

TAKEN BY TEL TIME LOGGED CARD

FROM DATE DUE BY IROSS FIELD DD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

CITY TEL #

CBR # ARER
COMPLAINT:

(. ce. - |

SO0. BELL TOLD HIM AFTER HE INSTALLED INTENSIVE PIPES THAT THE
PIPES ARE NOT NEEDED AND THE SERVICES STILL NOT CORNECTED. SO.
BELIL HAS HAD LONG ENOUGH TO CONNECT THE SERVICES.

it gttt 7 T

REFD TO: @wfm@ o LL-»V} teLé /-9 7~ A
FAX # J - oM DATE '"*-l}-o TIME /& 36 }J

REDIRECT TO FROM DATE
TEL # FAX OM DOC
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS___*_IP WO, REFERRED TOD:
TEL NO DATE

FOICi0Y 0000170
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Room 604
Miami, Florida 33126
{305) 263-48186
May 4. 1982 1-800-321-4327

Memorandum to: Doug Martin
From: Marie Forbes

Re:

Case No. 15148-F

This is with final reference to cur interim reply of 4-29.

All the work was completed and service was provided cn 4-29.

On 4-30, Mr. Scott visited the premise to verify that the service

was working properly. The customer confirmed that they were and he
was satisfied with the service.

A BELL SOUTH Company

Falsloy Gy
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room €04

Miami. Florida 33126
{305) 263-4816

April Z29. 1892 1-800-321-4327

Memorandumr to: Doug Martin
From: Marie PForbes

Re:

Case No. 15148-F

Our investigation reveals that on 3-6, Mr. E. L. Scott, engineer,
contacted regarding a building under construction
at . Mr. Scott was informed
the owner of the building was not available.

Mr. Scott explained to the secretary that if the above mentioned
building was going to require more than five lines, it would
require that they place entrance conduit to enable Southern
Bell to place entrance cable to the building. Mr. Scott requested
that the building cowner contact him as soon as possible.

Since Mr. Scott had not received a call from , he
called them again on 3-10 and reguested that the owner call him to
discuss the entrance conduit. Mr. Scott called again the last week
of March and left word for the owner to call him.

On 4-2,.~—Ms. Patterson called Mr. Scott and advised that _

would be sharing the building with another tenant. Mr.
Scott requested that the entrance conduit be placed as soon as
poesible and to have someone contact him to confirm, as a job
order had to be issued to place the telephone cable.

On 4-21, . called and astated the entrance conduit
had been placed and they would be moving into the building on 4-23.
Mr. Scott visited the site and found the conduit did not extend to
the property line as required. The electrician at the site
informed Mr. Scott he would extend the conduit to the property
line.
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called Mr. 5cott on 4-23 and inguired about service to
the building. Mr. Scott explained that it would be approximately
two weeks before we could complete the job, which had been delayed
due to lack of information on the entrance conduit. The customer
stated that she wanted service by 5-1.

Upon receipt of the appeal. Mr. W. G. Gallagher, engineer contacted

to acknowledge the appeal. complained
about the length of time we were taking to provide service. Mr.
Gallagher explained that we would make every effort to complete the
Job order by 4-29.

A follow up report will follow by 5-7.

-
fab
C

B

L ==

‘o)
.
=t
(g}
~|
o



~

——

7 psc CASE NUMBER

QPN N = O =

U\“-‘:\\N T‘-‘\

-~
AN

CASE REFERRAL

sao case numBER S— /3{-

TAKEN BY
FROM DATE

CUSTOMER'S NAME

LOGGED y cARD

—— -
/ P~

IBOSS FIELD DD - ...

e T . ¥

COMPLAINTANT

ADDRESS

APT. #

CITY

TEL #

CBR #

[7

COMPLABNTME

MAILING ADDRESS I8

SPOKE WITH BILL GALLAGHER AND EUGENE SCOTT.

AT

HAS ALREADY INSTALLED

THE CONDUITS AND ARE WAITING FOR SB TO INSTAL THE CABLE. WHEN
MR. SCOTT CAME OUT HE SAID IT WOULD BE 2 WEEKS BEFORE WE GET THE

CABLE IN. THIKS THIS IS TOC ILONG TO WAIT FOR A PHONE.
Y .
REFD TO: RO TELE | N o T
: — — ,
FAX # oM__ ! R )( DATE -~ /2> TIME ~/ .')CJ
REDIRECT TO FROM DATE
TEL # FAX oM poc {0,
INTERIM DATE DUE PIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NO DATE
& H [ 0 4 1‘! Y oo =¥t
FOiBidy GoUoi74
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Southern Bell

Special Assistance Bureau
- 666 N.W. 79th Avenue

Room 604

Miami. Florida 33126

(305) 263-4816

Dctober 16, 1882 1-800-321-4327

Memorandum to: Nancy Pruitt
From: Marie Forbes

Re:

Case No. 36810-P

Our investigation reveals that on 9-4, the customer called our
office and placed an order to transfer his service:- to a new
location, due to Hurricane Andrew. We issued the order with a due
date of 1-3-93 for the new location and 9-4 for the old location.
The customer was advised that no field visit was necessary

On 9-9, the customer called to request a sooner due date for the
new ilocation. The customer was advised that we would work the order
as soon as possible.

On 9-15., the customer called and again requested that the order be
worked sooner We changed the due date on the order to 9-16 at the
customer s request. The service automatically completed on 9-16.

Cn 9-16 at 6:03 PM, the customer called to report a no dial tone
condition. A commitment of 9-17 by noon was given. The line tested
open out and a technician was dispatched at 8:588 AM. In the interim
two subsequent reports were received. The technician found that
there were no facilities available to provide the customer with
service. The trouble was referred to the cable department.

The cable technician was dispatched on 9-19 at 5:03 PM. The trouble
was then referred to the engineer, Mr. Jim Yeager, to issue the
necessary job order to provide the cable facilities.

Mr. Yeager met with the trailer park owner on 9-24 to explain that
conduit had to be placed before we could provide service.

BSugi7
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Upon receipt of the appeal Ms. Nannette Carmody. assistant manager.
contacted the customer to acknowledge the appeal. Ms. Carmody
advised the customer that we would be starting a job order on 10-
19 the would be necessary to provide him with service. The customer
advise Ms. Carmody that a trailer near by was disconnecting their
service on 10-15 and asked if we could use their facilities to
provide him with service. Ms. Carmody agreed to check and we were
able to reuse those facilities and service was provided to this
customer on 10-15.

As information and adjustment was issued for $17.41.
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CASE REFERRAL

PSC CASE NUMBER  36810-P SAO CASE NUMBER 5 3{///29’

TAKEN BYDB TELFAX TIME12:29PM LOGGED S ;CARD

FROM NP DATE 10-12 DUEBY 10-19 IBOSS / FIELD DD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT#

CITY . TEL#

CBR# ' AREA SO

COMPLAINT:

SEE ATTACHED

DOC Do
CLS QR
.
REFERRED TO(Da.wwy ok sAQ®azny ws\\ TEL # 35S o-SWwWak
AT S=c Cosmon, (oo Naw Y
FAX # I S8y oM_RcA~ DATE \o\\z- TIME  \.=u X
CASE PASSED PER )hon®a- (252-51/3) To_(Cigarn Xl Lyun 598-H90
cd T 0

DATE__ /0 —/& TIME__ 3.0 NEW oM HT R
CASE PASSED PER TO
DATE TIME NEW OM
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[ Wame s _ Company_SOUTHERN BELL TELEPHONE & TELEGRAPH

) ' .

‘—f Q’Address Attn. MARIE MURRAY
a ‘ Consumerts
o3 retephone #_(305)-451-2593
O

,:; . Can Be

= Z% City/lip County Reached
(o)

’.(.) Account Nurbes

: Has consumer contacied ¢ompany? Yes__XHo who

[e3}

N

i

+

S See attached on delay of service.
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Request Ko, 35810P

By NEP _time 9:02 AM_ 0a1o15/08/

1o CO.  7ime _fax patel0/12/

Complaint Type £5-35

Note

Justification

Closed by pate i

#eply Received

w
CONSUMER REQUEST
__

FLORIDA
PUBLIC
SERVICE

COMMISSION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TO:

Nancy Pruitt

puE: 10727/97
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SOUTHERN BELL C Ty legp
COMPLAINT DEPT. ,
CC:FLORIDA PUBLIC SERVICE COMMISSION ‘ L
DIVISION OF CONSUMER AFFAIRS e e PRIRS
101 EAST GAINES STREET C T e
TALLAHASSEE, FL 32399-0867

N g,

TC WHOM IT MAY CONCERN,

I WAS RESIDING AT AND
MOVED TO ANOTHER LOCATION AT THE SAME ADDRESS

1 CONTACTED SOUTHERN BELL TO HAVE MY SERVICE MOVED TO THE
NEW LOCATION AND WAS ADVISED THERE WAS A BOX AT THE B-12
LOCATION AND THAT I WOULD BE TURNED ON THE FOLLOWING
TUESDAY OR AS SOON AS THEY COULD GET IT CHANGED OVER. WHEN
THE DAY CAME FOR THE CHANGE I FOUND THAT SPACE #8111 HAD
BEEN TURNED ON AND I HAD NOT. I CONTACTED SOUTHERN BELL
AGAIN AND WAS TOLD AGAIN THAT I WOULD BE TURNED ON THE
FOLLOWING WEEK. I WAS NOT! I THEN CONTACTED SOUTHERN BELL
AGAIN AND WAS TOLD I WAS ON LINE BUT IN FACT I WAS NOT.
THEY WERE AGAIN CONTACTED AND I WAS AGAIN TOLD IT WOULD BE
TAKEN CARE OF. IT WAS NOT. AT THIS TIME SOMEONE MOVED INTO
SPACE All DIRECTLY BEHIND ME. THIS PERSON CALLED IN FOR

SERVICE AND WAS ORIGINALLY TOLD IT WMAY BE AS LONG AS:

JANUARY BEFORE THEY COULD GET SERVICE, THEY ADVISED
SOUTHERN BELL THAT THERE WAS A SICK PERSON IN THE HOUSE
AND PHEY NEEDED SERVICE. AN ADDITIONAL, LINE WAS THEN RUN
TO MY BOX AT B12 AND THEY WERE GIVEN SERVICE, I STILL HAD
NONE. THESE PEGPLE -LIED AS THEY HAVE NO SICK PERSON AND
LAUGHED ABOUT IT TO NEIGHBORS. I AGAIN CONTACTED SOUTHERN
BELL AND WAS AGAIN TOLD I WOULD HAVE SERVICE BY 2 P.M. THE
FOLLOWING DAY. I DID NOT GET IT. I AGAIN CALLED AND WAS
GIVEN A TIME OF 11 A.M. THE FOLLOWING DAY, THIS DID NOT
HAPPEN EITHER.I HAVE FINALLY GIVEN UP ON GETTING MY
SERVICE TRANSFERRED AND MAINTAINING MY PRESENT OR PAST
NUMBER WHICH I HAVE HAD FOR THE LAST SIX YEARS! I FEEL ¥
WAS TREATED VERY UNFAIRLY AND SOUTHERN BELL HAD NO RIGHT
TAKING THE BOX ASSIGNED BY THEM 7TO B12 AMD GIVING IT TO
B1ll AND THEN RUNNING ANOTHER LINE IN TO MY ASSIGNED BOX
AND CONNECTING IT TO All,

Wwoy ad[Alag 2rlgnd Bl4
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SEVERAL EMPLOYEE'S OF SOUTHERN BELL WERE OUT TO THIS AREA
CHECKING ON THE PROBLEM AND ONLY TWO EVER CAME TO MY DOOR
TO DISCUSS THE PROBLEM THEY CREATED WITH ME. I WAS ADVISED
TO CALL A MR. JIM YEAGER WHO I UNDERSTAND WAS THE HEAD
ENGINEER. I DID THIS ON THREE OCCASICONS AND LEFT MESSAGES
ON HIS RECORDER. MY CALLS WERE NEVER RETURNED! I HAVE A 24
HR. BUSINESS HERE IN KEY LARGO FOR THE PAST THREE YEARS
AND TRANSFER THE OFFICE PHONE TO MY HOME ON A REGULAR
BASIS AND HAVE BEEN UNABLE TO DO SO FOR OVER ONE MONTH! I
CANNOT EVEN USE MY CELLULAR PHONE AS I GET NO SERVICE IN
THIS AREA DUE TO THE POWER PLANT NEXT DOOR AND OTHER AREAS
OF INTERFERENCE THERE, THE COMPANY IS A SECURITY OPERATION
AND A BAIL BOND OPERATION SO ALL EMERGENCY CALLS AT NIGHT
CANNOT BE RECEIVED. MY SECURITY PECPLE CAN GET INTO
TROUBLE AND CANNOT REACH ME AND PERSONS WANTING TO BOND
QANNOT REACH ME, AS YOU CAN SEE THIS CAN COST US CONTRACTS
AND AS MUCH AS $10,000.00 BY MISSING ONE BAIL BOND CALL.
ALL OF THIS WAS EXPLAINED TC SOUTHERN BELL AND STILL I
HAVE NO SERVICE.

YOUR ASSTSTANCE WOULD BE GREATLY APPRECIATED

SINCERELY y

Wwoy 3ATALAS 31[aNd B14
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SOUTHERN BELL

COMPLAINT DEPT.

CC:FLORIDA PUBLIC SERVICE COMMISSION
DIVISION OF CONSUMER AFFAIRS

101 EAST GAINES STREET

TALLAHASSEE, FL 32399-0867

TO WHOM IT MAY CONCERN,

I WAS RESIDING AT AND
MOVED TQO ANOTHER LOCATION AT THE SAME ADDRESS

I CONTACTED SOUTHERN BELL TO HAVE MY SERVICE MOVED TO THE
NEW LOCATION AND WAS ADVISED THERE WAS A BOX AT THE B-12
LOCATION AND THAT I WOULD BE TURNED ON THE FOLLOWING
TUESDAY OR AS SQOON AS THEY COULD GET IT CHANGED OVER. WHEN
THE DAY CAME FOR THE CHANGE I FOUND THAT SPACE #B1ll1 HAD
BEEN TURNED ON AND I HAD NOT. I CONTACTED SOUTHERN BELL
AGAIN AND WAS TOLD AGAIN THAT I WOULD BE TURNED ON THE
FOLLOWING WEEK. I WAS NOT! I THEN CONTACTED SOUTHERN BELL
AGATIN AND WAS TOLD I WAS ON LINE BUT IN FACT I WAS NOT.
THEY WERE AGAIN CONTACTED AND I WAS AGAIN TOLD IT WOULD BE
TAKEN CARE OF. IT WAS NOT. AT THIS TIME SOMEONE MOVED INTO
SPACE All DIRECTLY BEHIND ME. THIS PERSON CALLED IN FOR
SERVICE AND WAS ORIGINALLY TOLD IT MAY BE AS LONG AS
JANUARY BEFORE THEY COULD GET SERVICE, THEY ADVISED
SOUPHERN BELL THAT THERE WAS A SICK PERSON IN THE HOUSE
AND THEY NEEDED SERVICE. AN ADDITIONAL LINE WAS THEN RUN
TO MY BOX AT Bl2 AND THEY WERE GIVEN SERVICE. I STILL HAD
NONE. THESE PECFLE LIED A5 THEY HAVE NO SICK PERSCON AND
LAUGHED ABOUT IT TO NEIGHBORS. I AGAIN CONTACTED SOUTHERN
BELL AND WAS AGAIN TOLD I WOULD HAVE SERVICE BY 2 P.M. THE
FOLLOWING DAY. I DID NOT GET IT. I AGAIN CALLED AND WAS
GIVEN A TIME OF 11 A.M. THE FOLLOWING DAY, THIS DID NOT
HAPPEN EITHER.I HAVE FINALLY GIVEN UP ON GETTING MY
SERVICE TRANSFERRED AND MAINTAINING MY PRESENT OR PAST
NUMBER WHICH I HAVE HAD FOR THE LAST SIX YEARS! I FEEL I
WAS TREATED VERY TUNFAIRLY AND SOUTHERN BELL HAD NG RIGHT
TAKING THE BOX ASSIGNED BY THEM TO Bl12 AND GIVING IT TO
Bll AND THEN RUNNING ANOTHER LINE IN TO MY ASSIGNED BOX
AND CONNECTING IT TO All.

FOIBIOY 060081
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SEVERAL EMPLOYEE'S OF SOUTHERN BELL WERE OUT TO THIS AREA
CHECKING ON THE PROBLEM AND ONLY TWO EVER CAME TO MY DOOR
P70 DISCUSS THE PROBLEM THEY CREATED WITH ME. I WAS ADVISED
TO CALL A MR. JIM YEAGER WHO I UNDERSTAND WAS THE HEAD
ENGINEER. I DID THIS ON THREE OCCASIONS AND LEFT MESSAGES
ON HIS RECORDER. MY CALLS WERE NEVER RETURNED! I HAVE A 24
HR. BUSINESS HERE IN KEY LARGC FOR THE PAST THREE YEARS
AND TRANSFER THE OFFICE PHONE TO MY HOME ON A REGULAR
BASIS AND HAVE BEEN UNABLE TO DO SO FOR OVER ONE MONTH! I
CANNOT EVEN USE MY CELLULAR PHONE AS I GET NO SERVICE IN
THIS AREA DUE TO THE POWER PLANT NEXT DOOR AND OTHER AREAS
OF INTERFERENCE THERE. THE COMPANY IS A SECURITY OPERATION
AND A BATIL BOND OPERATION SO ALL EMERGENCY CALLS AT NIGHT
CANNOT BE RECEIVED. MY SECURITY PEOPLE CAN GET INTO
TROUBLE AND CANNOT REACH ME AND PERSONS WANTING TO BOND
CANNOT REACH ME. AS YOU CAN SEE THIS CAN COST US CONTRACTS
AND AS MUCH AS $10,000.00 BY MISSING ONE BAIL BOND CALL.
ALL OF THIS WAS EXPLAINED TO SOUTHERN BELL AND STILL I
HAVE NO SERVICE.

YOUR ASSISTANCE WOULD BE GREATLY APPRECIATED

SINCERELY -

"
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Southern Bell

Special Assistance Bureau
866 N.W. 75th Avenue
Room 604

Miami, Florida 33126
{305} 263-4816

February 28, 1992 1-800-321-4327

Memorandum to: Mike Dymek
From: Marie Forbes

Re:

Case No. 6822-P

Our investigation reveals that the customer placed an order to
transfer his service to the above address with a due date of 2-21.
The order was not worked on the due date due to fact that the
cable and terminal had been removed by the contractor during
renovation of the building. There was a job order pending ZMX1017H
to replace cable and terminal.

Upon receipt of the appeal, Mr. Philip Li, Engineer, contacted the
customer and acknowledged the appeal. Mr. Li explained the problem
and what was being done to correct it. Mr. Li explained that they
should have their service the following day when the job order
completed.

The work was cowmpleted on 2-25 and service was provided. A follow
up call was made on 2-27 by Mr. Rod Perry, Assistant Manager, to
verify that the service was working properly and the customer was
satisfied.

Ae information the other orders were due date sooner and utilized
the last of the existing facilities.

A BELL SOUTH Comparry

FOiBIoY GUCG183
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CASE REFERRAL
PSC CASE NUMBER 6822-P SAO CASE NUMBER S'—‘:&Q3*ﬁc}
TAKEN BYMW TELT TIME 10:35 10GGED X CARD___
FROMMD DATE 2-24 DUE BY 3-2 IBOSSY _ FIELD DD = ¢ ;) /7
CUSTOMER'S NAME
COMPLAINTANT
ADDRESS APT. #
CITY TEL #
CBR # AREA SO
COMPLAINT:

APPLIED FOR A T & F TWO WEEKS AGO. IT WAS SUPPOSED TO BE
COMPLETED THIS PAST WEEKEND. SB NOW SAID THERE IS NO CABLE AND
HAS TO WAIT UP UNTIL 2 MONTHS. THE PAT BUCANAN CAMPAIN NEXT
DOOR, SAME BLDG. APPLIED FOR SERVICE THE SAME TIME AND WE
PROVIDED SERVICES. A SB REP SAID THAT POLITICAL CAMPAIN OFFICE
TAKES PRECEDENCE OVER ANYTHING ELSE.

,.!"—\ I,; ~
REFD TO: /f// F N TEL# qu-l ,.ra' :-
FAX # oM GSD DATE oL/Q/-/ rve /). AD .
Ll
REDIRECT TO FROM DATE f\fi’s\ &
TEL # FAX oM poc A Q "y
INTERTM DATE DUE FIELD DD R \‘\Q ) 1
B -
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TQ: gm e
4 i 5 v
TEL NO DATE
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
Room 604

Miami, Flonida 33126
(305} 263-48186
1-800-321-4327

July 13, 1992

MEMORANDUM TO: Melinda Pace
FROM: Pat Shields

RE:

CASE NO. 22999 - p
This is in final reference to an interim report dated 7-9-92.
The service was provided on 7-8.

The customer was contacted on 7-9, and said the service was working
properly.

A BELL SOUTH Company
FGiBIGY 0600155
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-48186
1-800-321-4327

July 8, 1992

MEMORANDUM TO: Melinda Pace
FROM: Pat Shields

RE:

CASE NO. 22999 - P

Qur investigation reveals that on 6-8-92, the customer requested
that service be connected at y and disconnected
at , on 6-10,

On 6-10, a technician was dispatched to install the service at the
new location, but was not able to locate the address. A call was
placed to the "can be reached number" and a man advised that the
secretary had gone home for the day and would not return until 6-
11. The order was placed in a hold file for customer reasons.

The technician was dispatched ¢n 6-12, and was again unable to
locate the address. We called the "can be reached number” and
received no answer. The order was referred to the business office
for an incorrect address.

On 6-15, the address on the order was corrected to

A technician was dispatched on 6-17, and at that time it was
determined there were no underground or aerial cable facilities.
The order was referred to the engineering office.

This location was an existing warehouse that had been converted
into eight office spaces which required an entrance rcable arnd
building terminal. This customer was the first tenant at the
location. ’

A BELL SOUTH Company

e

Foloioy

]
L)
o
L
(&9
(W)



1

n
&4

The customer was informed that our engineering office had to design
a job to provide facilities for their telephone service. The order
was also referred tc maintenance to clear the pairs in the
underground facilities and a job was to be issued for the aerial
facilities. A service date of 7-8, was assigned to the order and
the customer was advised.

©n 6-18, 6-22, 6-24, and 6-25, our engineer spoke with the customer
and advised that everything was being done to provide the service
on 7-8.

On receipt of the appeal on 6-30, Mr. G. Van Kessel, Manager, made
several calls to, but was not able to reach the customer.

Mr. Van Kessel spoke with the customer on 7-1, and explained that
the work was in progress and that the estimated service date was
still 7-8. :

On 7-2, Mr. Van Kessel spoke with the customer, who
said that no one from Southern Bell had visited or called on 6-10,
or 6-12. Mr. Van Kessel apologized for any inconvenience and again
advised that service date remained 7-8.

A further report will be provided by 7-17.



! _ CASE REFERRAL

<. PSC CASE NUMBER____ 22999-P SAO CASE NUMBER__ [ =203 0-9)

2 TAKEN BY MW TEL M TIME 11:35 LOGGED X CARD

¢4 FROM_Mp DATE_6-30 DUEBY___7-8 IBOSS FIELD DD r//ézq’g/

5  CUSTOMER'S NAME

é COMPLAINTANT

7/  ADDRESS APT#
& ciTy - TEL#
7  CBR# AREA SO

COMPLAINT:

// SEE ATTACHED CORRESPONDENCE FRCM THE PSC.
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| crs_ DO
REFERRED TO WC{H/Z_@J TEL # BSR_57.L
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& g
CASE PASSED PER TO =
DATE 7 TIME NEW OM__ -
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Jun 30,92 i1:22 No.QQ7 P.04706

Fla Public Service Comm

~ W N

Name

conpany_SOUTHERN BELL TELEPHONE & TELEGRAPH
‘aten. MARIE MURRAY -

Address

Request No. 22999P

SVMGP Tioe _4:04 PM DateOﬁ[ZS

Consumer's

City/Zip {

Account Number

1o L0 rime fax patelB/ 3¢

Teleghone #_{305)-296-9995

€an Be

G geachod _[305)-745-4904

Complaint Type £5-35

Hate

Has consumer contacted campany?

'les_iuo

Wiho

Justification

See attached Tetter from customer about the delay in transferring

service te new location. Please respond by date shown below.

FOIRIOV

Closed bry Qate ,f /

Repiy Received

jess—————CTEC—

CONSUMER REQUEST
M

FLORIDA
PUBLIC
SERVICE

COMMISSION

101 EAST GAINES STREET
TALLARASSEE, FLORIDA 3239¢

PLEASE RETURN THIS FORM
WITH REPORT OF ACTION TQ:

Melinda Pace

07/15/92
DUE;

fannil an !
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Tallahassee, FL. 32399-0867

June 25, 1992

The Fflorida Public Service Fommlsqlon
Division of Consymer Aftairs ) .
101 EFast.Gaines Strect ,

Dear Si_r.r

At this time I wish to inform you that
is extremely disappointed in the services of Southaern
Bell. )

I originally scheduled our service

to be transferred to our new office location

on June 10, 1992. No representative showed up so I rescheduled

it for June 12, 1992. Again, no representative showed up. It

was rescheduled for June 15, 1992 at which time I was finally
notified and told that Southern Bell could not find the new loca-
tion. I was told that I have an invalid@ address. How absurd!

Once again, I rescheduled the transfer of our services for June 17,
1992. At this point I was told that thore is insufficient cablc at
our new location and that our phone lines could not be transforred.

Please keep in mind that the closing on our property at the old
location was June 12, 1992, therefore, making access to our phones
and fax machine very inappropriate and inconvenient!

Today I called the Bureau of Appeals and Criticisms to inform them
of this all happening. 1 was connected to the enginecr, Ed Genner,
who I have sSpoken to several times since June 17, 1992. I am not
satisfied with his response. He says that they are working on the
problem—to the best -of their ability and that they are trying to
complete this problem by July 8, 1992. This is almost a month from
the original- scheduled transfer date!

Your response would be appreciated at your earliest convaonience.

wwoy s821AJ3S JIfgngd el4

0000130
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PAGE TWO

~R

.--..._\\

O Obviously you can not reach me at:the above mentioned numbers
é; " unless you wish-to just leave 2 message. My mobile. phoné number
is e _ T L o
/> I look forward to hearing from you.

*

Sincerely, \

~eX

90790°d 4007 ON €£Z:1T Z6*Qg ung wwoo 23TAJ88 211gnd Pl
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Southern Bell

Special Assistance Bureau
666 N.W. 7591h Avenue
Aoom 604

Miamni, Florida 33126
{305) 263-4816
1-800-321-4327
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MEMORANDUM T9:  Shirisy 2tokes

[y

3 FROM: Phyllis Cavag

? CASE NO. 44173-F

(¥ Qur investigavich reveals that on 12-14-22 at 12:05 B,
{/ called the business office and asked for a nanager. The call was
tZ-given to Kathy Dennisten, Assictant Manager.

(3 - expressed he had been waiting over a month for dial tone
/“fat his hew location and there still was ne servics.

/5 Rathy explained to that on the original due date, 12-11
/¢ 2 sErvice technician was dispatched to the location and there were
7 ao fagilities available due ta the cable not being cut into the
ﬁ%’buildimg. said the taechnician had told him that, but he
! vice right away and wanted to speak to the department

2r
20 vresponasible for the cable problem.

7/ Xathy bridged -with the Engineering Department who agreed
22 to see if we could improve the 12-18~82 cbjective service date. We
Liagreed to call by 5:00 PM rhat day and let him know the
2status ., ‘
2¢ At 3:30 PM the Engineering Superviscor, Dot, left word with
26 that a pit would be opened on 12-14, the splice done on
27 12-15, and service would be working by 12-16-92.

26 At 3:48 PM, Kathy Denniston received a higher managenmsnt complaint.
<29 This appeal stated several different problems *hat
30 hadn't discussed in his first contact with Kathy.

3] Kathy called and discussed each item. The message left
32 by Engineering hadn't been retrieved by 30 Kathy
373 =xplained that he would have service by Dsecember 186,

A BELLSOUTH Company
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anved on Wednesd

The customer was satisficd with the resolution of Lis oomplaints.

Kathy advised that she would be out of the cffice on

Tuesday, 12-10, but z=he gave him her direct aumber in case of a
L

rroopiem.

On 12-15 at 5:1% FH, 1zft a voice message for Kathy
atating that his second line wag not repaired but "not a big
deal since service will e installsd a2t the new location tomorrow”.

On 12-16. at 3:00 AM Rathy <hecked the service order to move

to their new building. Although the
congtruction work had been done, the order had not been assigned
and therefore not routed.

Rathy called the Facility Assignment cffice to expedite and called
Lee Pritts, Installation Foreman, to authorize a dispatch by the
original technician. Mr. Pritts agreed and the technician was
dispatched to this job.

Kathy then received a second higher management appeal from

She attempted to reach him at his business number, but
they indicated they didn"t know him. She then left a message
at hIfes residence number to call her.

At 11:05 AM upon receipt of the complaint Kathy called Gary
to acknowledge the complaint. A message was again left at the
residence number.

Kathy then paged the technician to verify he was on the job and
that the work would be completed.
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Lathy zpoks to
later that day

ot - 1. e =,
ATy that tha tach
3

. 1. 3 - -
25 Elhg worse
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1 1 o - ry .
Zathy to advise that

rred

location. Zhe refe
a2l effice and waz adviszed that frame

ician had all but

+}

[P¥S

d by the c¢entral

431-3121 was
he problem

was workirg wo

rartaser

ised that L= would go to
£ 2

vrroblens.

advise that the Iine had battery but
work the
computer side of the troubls and a technician was dispatched out.
The treuble was cleared and the custcmer had dial tone on
tir. DsCanter was present wihen a test st was hooked up to
tone. The <customer was satisfied.

e . h~athy had the

maintenance administrator

431-3121.
show dial
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CASE REFERRAL

PSC CASE NUMBER 44179-P SAO CASE NUMBER 5-4345-92

TAKEN BYMW TELT TIME 9:15 LOGGED X . CARD

3 i"\}
FROM SS DATE 12-16 DUE BY 12-23 IBOSS IELD DD '/f‘-"/ry'!
CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT#

CITY TEL#

CBR# AREA SE

COMPLAINT: .
MAIN NUMBER IS WORKING AT THE OLD LOCATION. APPLIED FOR A T & F
ON 10-14. ALSQO REQUESTED A NEW HUNTING TELEPHONE NUMBER. WANTS
PROBLEMS RESOLVED.

poc__Lu)D

b | cts_ SV C
REFERRED TO %(wa;;ﬁ __ TEL # -0V SIED6L
FAX # oM T} /A DATE !3‘!‘.@ rIME S22: e
CASE PASSED PER TO
DATE TIME NEW OM
CASE PASSED PER TO
DATE PIME NEW OM
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Southern Bell S

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Flarida 33128
{305) 263-4816

February 27, 1992 1-800-321-4327

Memorandum to: Nancy Pruitt
From: Marie Forbes

Re;

Case NO. 6797-P

Our investigation reveals that +the customer called to apply for
service in a construction trailer on 1-9-82 and requested a desired
due date of 1-15.

The customer was referred to the Building Industry Consultant group
due to lack of facilities and because special construction charges
were required to provide the needed facilities to the temporary
structure. The price finally quoted and accepted by the customer
was $2,000.00, which was paid on 2-6.

The customer was advised that we would try to provide the service
by the requested date of 2~21. This was well within the 30 day
c0m@;tment that is given on special construction.

The job order 2M2-5411B was issued on 2-7 and sent to construction
on 2-8. The cable required for the job was ordered "Rush" on 2-17,
but not received until 2-21. Due to this delay the service was not
provided on the target date.

Upon receipt of the appeal, Mr. Jorge DeApodaca, Manager, attempted
unsuccessfully to reach the customer to acknowledge the appeal. The
Jjob completed that day and the next morning construction released
the facilities. The orders were assigned and routed for the
following day, since twelve lines were involved.

Mr. "Andee Anderson, Engineer, visited the premise with Mr. Tom

Presnell, Senior Engineer, to confirm that the customer was ready
22 for-the service. However, they did not make contact with

on site.

A BELL SOUTH Company
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Mr. Anderson did speak with and advised him of the
situation. That evening MNr. Anderson called and spoke with

who advised that he would call and have
him call Mr. Anderson that evening or tomorrow morning. No call was
ever received from

On 2-26, the technician was dispatched %o the premise. Hr.
DeApodaca spoke with and advised that
the technician had been dispatched to provide the service.
said that he had called the office to change the billing to
{0 instead of The customer seemed
!/ satisfied that he would receive the service that day.

!
2
3
‘-{"’
S5
b
=
G-}

j 2. On 2-27, Mr. DeApcdaca called and spoke with the receptionist who
/3 advised that everything seemed to be in working order. Mr.

+#-DeApodaca provided his name and number and requested that
/5 call him.
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CASE REFERRAL

PSC CASE NUMBER__6797-P SAO CASE NUMBER 073;@ 92

TAKEN BY DB TELT TIME9:23AM LOGGEDX CARD

FROMNP DATE2-24 DUE BY 3-02 1BOSS FIELD DD_-/ )—77

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT.#

CITY TEL # B

CBR # AREA SO
COMPLAINT:

APPLIED FOR SERVICE AT THAT ADDRESS. IT IS A CONSTRUCTION SITE
WHERE HE IS BUILDING THE WIN DIXIE DISTRIBUTION CENTER. HE PAID
$2,000 FOR EXTENSION OF FACILITY. SO. BELL PUT IN THE NEW POLE
BUT NOTHING ELSE HAS BEEN DONE AND THE JOB WAS TO HAVE BEEN _ ..

COMPLETED LAST FRIDAY. TH RPN S B-OR - DAL -END_HE"
PP E T > IS LEROY WILLIAM AT

471-3792, AND D.C. ANDERSON,. ; pf%%_{;}

REFD To:/é&gu,mu Silps e TELE 795~ 3 /67
Fax # 1SL — !/%753 oM 22 /"9 DATE %Lz & TIME G307
REDIRECT TO FROM ’ DATE
TEL # FAX oM poc__ DAD
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS____IF NO, REFERRED TO:

TEL NO DATE
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Southern Bell

Special Assistance Bureau
- 866 N.W. 79th Avenue
Room 604
Miami. Florida 33126
{305) 263-4816
] august 7, 1992 1-800-321-4327

GL-Memorandum to: Melinda Pace

3 From: Marie Forbes

%Re :
&
=

>
% Case No. 22726-P

‘? This is with final reference to our interim reply of 7-8.

/O0n 7-10, Ms. Francis received notification from
(/ electrician that the conduit was completed.

{Z-0n 8-6, our construction forces completed the job and removed all
/2 restrictions for the shopping center. The order for the tenant,
/¢ , has been released.

5 Ms. Francis contacted , representative of and
d

>é7a vised him that his order was being released. Ms. Francis called
77 , Who was not available and spoke with his secretary,
{9/ and advised her that restrictions were being removed.
/7 The customer is satisfied.
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Southern Bell

Jpecal Assisiance Bureau
566 N.W. 78th Avenue

- Room 604
Miame, Florida 33126
(305) 263-4816
1-800-321-4327

AEMORANDUM TD: Melinda FPace
TROM: Pat Godsil

s &

6-P

N

JASE XO. 227

Jur investigation reveals that on 1-13-92 we received an order

for service for which feeds
out of the meter room at Village Shopping
Center. The order was held for insufficient underground pairs.

On 1-16~92 ocur contractor visited the site and determined that .

conduit was needed to reinforce the entrance cable to the meter';

room at

On 1-17-82 Martina Francis, Engineer, contacted the tenant,

and
office, and advised them of the facility problem.
Subsequently the original order for was filled using vacant

pairs made available from lines that were disconnected by

On 2-12-92 we received an order for five additional lines from

We explained that a facility preoblem still existed at that
location. requested additional information on conduit
requirements. We advised the customer we would send a letter
with a preliminary sketch.

At this time we also contacted with
She advised that conduit placement would be up to
the t=snant.

On 2-14-92 Ms. Francis, Southern Bell Eng., visited the site and
spoke with and
They were advised that the appropriate

3 2- representative for the Village Shopping Center needed to contact
2% her. She left her name and number.

A BELL SOUTH Company
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On ~-21-32 Ms, Francis met with City Gas and Underground
Utilities XNotifications,. Thev marked the splice and existing
—able with orange paint to This was done

so that :the customer’'s electrician knew where to wplace the
conduit.

on 2-24-92 Ms, Francis spoke with She faxed him a
tetter wnich included the conduit requirements of 2-2" DPVC to
he meter room at The =same information

On 3-10-%2 Ms. Francis spoke with Bob advised that
“he property owners are not willing to place conduit but he is
sLill nesotiating. He advised he would call Ms. Francis when

the decision is made.

On 4-16-92 the order for was released. The required
facilities were made available through disconnects of other
customers.

On 4-29-92 Ms. Francis received a call from
advised that they now have a new tenant moving
in and the tenant was advised of the restricted facilities by

the business office. Ms. Francis reminded of the previous

conversations regarding the facility situation. She also

advised of the letter dated 2-21-92 to with a copy to
advised she didn’t have it and requested

another copy. The letter was faxed again.

Ms. Francis also advised again that an appropriate

representative for the building owner would need to contact her
for detailed specifications if they were willing to place the
conduit because as of 4-29-92 there was no commitment vet from

320 the tenant or building owner to place the conduit.

2 [ On 5-4-92 contacted Ms. Francis and

2 7. requeated a letter addressed to

' advising of

3% the facility situation. This letter was faxed the same day.
EﬁfNOTE: At -this point, there were no service orders vending for
35"any new tenants.
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Mg, Francis advised that the owner needs to advise if they
are willing to place the conduit. She alsc advised that after
the conduit is placed, Southern Bell would need a reasonable
amount of time to work the Jjob.

On 6-9-92 Sandy 0'Neil, Southern Bell Engineer, received an
crder for two lines for Onlyv one line was available at
that time.

On 6-11-92 Ms. O'Neil received an order for
which also feeds out of the meter room at
The order was held as facilities were still not
available. That same day Ms. O’Neil and a technician . visited

the premise and repainted our splice and cable to the meter room
at

On 6-15-92 Ms. Q’Neil received a call from

Ms. 0O’Neil re-faxed the Scuthern Bell letters dated
5-4-92 and 2-21-92,

On 6-17-92 called Ms. O’Neil to advise that the conduit
had been placed.

On 6-18-92 Ms. O’'Neil received a call from

He advised they needed the cable placed by the
following day.

On 6-22-92 Contract Engineer, Pat Feo, with U.C.I., representing
Southern Bell, met with 0. Espinosa, Building Industry
Consultants Engineer-Southern Bell, and

electrician representing _ They reviewed the
conduit. They found that the customer’s electrician placed the

conduit at the wrong location. The conduit was placed to the
meter room at not

requested.

The Gentract Engineer, Pat Feo, and the Southern Bell BIC
Engineer, 0. Espinosa, advised

that there may be a problem and that they would need to get back
with him after reviewing further.
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On 6-24-92 Ms. Francis, Southern Bell Engineer, received a call
from the customer's electrician, , requesting a
status on the cable. Ms. Francis advised there was a problem
with the conduit being placed to the wrong meter room.

insisted that it was placed to the correct meter
room. He further stated he couldn’t understand why Southern
B8ell needed conduit when so many vacant facilities were in the
meter room.

Ms. Francis explained that the meter room at

had a 100 pair terminal and that yes, facilities were
available there, however, the conduit was needed to the meter
room at as this meter room was serving the
customers who needed the service.

Mg, Francis asked if he had seen the Locator'’s
markings indicating where the conduit was to be placed. He just
kept insisting that the conduit was placed to the correct meter
room.

Ms. Franclis then requested a meeting with that
dayv. advised he could meet at the site the
following day.

On 6-25-92' Ms. Francis, Pedro Torres Building Industry

Consultant Engineer-Southern Bell, and Pat Feo Contract
Engineer, met with at the site. It was determined
that the c¢onduit was placed incorrectly, however, 1if the
building owner was willing to place additional conduit between

and Southern Bell would try to engineer the job
accordingly. :

; agreed to place the conduit between the meter rcoms
saying this would be easier than trying to correct the mistake.
Mr. Torres agreed to provide with appropriate
specifications.

On 6-25-92 the Scouthern Bell engineer received a call from
The engineer advised that the conduit was in
but to the wrong meter room and the building owner was willing

2{ to run additional conduit between the meter rooms.
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On 6-26-92 Jorge DeApodaca, Engineer, and Ms. Francis, Engineer,

called office to acknowledge the appeal. His
secretary, advised that was not
available. They left a message for to call.

On 6-29-92 Mr. DeApodaca spoke with and explained the
above. The also advised that Southern Bell needs conduit frem
either the street or the other meter room. agreed to

place the conduit and notify Mr. DeApodaca upon completion.

A further response will be provided by 9-8-92,

01810V © 000025
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CASE REFERRAL

& 0154 >

PSC CASE NUMBER 22726-P SAO CASE NUMBER

TAKEN BY DB TEL T TIME 10:35AMoGGeDp X CARD

FROM MP DATE 6-26 DUEBY 7-06  IBOSS ___ FIELD DD
CUSTOMER'S NAME UNITED PROPERTY MANAGEMENT

COMPLAINTANT

ADDRESS APT#

CITY TEL# B

CBR# AREA SO

COMPLAINT:

HE MANAGES THE VILLAGE SHOPPING CENTER AT

. HE CALLED SO. BELL OVER ONE MONTH AGO TO ORDER
SERVICE FOR TWO NEW TENANTS, HE WAS TOLD THERE WERE NOT ENOUGH
LINES FOR NEW TENANTS, HE DUG UP AND PLACED CONDUIT FOR MORE
LINES. WHEN SO. BELL TECHNICIAN WENT OUT AFTER HE HAD DONE THE
WORK HE FOUND OUT THAT THERE WERE OVER 70 LINES AVAILABLE, IT HAD
NOT BEEN NECESSARY FOR HIM TO DO THE WORK. SERVICE STILL HAS NOT
BENE CONNECTED FOR THE TWO TENANTS AND HE ALSO FEELS THAT SO.
BELL SHOULD REIMBURSE HIM FOR THE COST OF THE UNNECESSARY WORK
THAT HE DID.

poc DAD
cLs HDO
TEL #_795-367

REFERRED TOQ

Katcﬁc?%

FAX # oM RRP opare G- R4 tmE | 4S
CASE PASSED PER TO
DATE TIME NEW OM
CASE PASSED PER TO
DATE TIME NEW OM
FOIBIOY PCCCZ285
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Hoom 604
Miami. Florida 33126
{305) 263-4816

Maren 30, 1992 1-800-321-4327

Memorandum to: Mike Dymek
From: Marie Forbes

Re:

Case No. 8210-P

This is with final reference to our interim reply of 3-20.

On 2-19, all lines were cutover to the new cable route. On 3-20,
the entire job authorization was completed. Ms. Barbara Hall,
assistant manager, contacted the customer to advise that the job

order had been completed. In addition we notified
manager of the mall, +that all the work had been

completed.

ABEL} SOUTH Company
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Southern Bell

Special Assistance Bureau
&66 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

March 20, 19882

MEMORANDUM TO: Mike Dvmek
FROM: Pat Godsil

RE:

CASE NO. 9210-P

Our investigation reveals that in preparation for the proposed
Broward County construction on the bridge to the Broward Mall,
an engineering work order was prepared and approved on August 1,
1991. The job entailed rerouting the duct structure and cable
entrance into the mall. The job was not to be issued until
notification and verification of the proposed scheduled work on
the bridge.

Without notification to Southern Bell, Broward County Project
45072 began work. No cable locations had been secured or
identified and on September 16, 1991, ABC Cutting, a sub-
contractor for Weekley Asphalt Paving, cut Southern Bell's cable
in several locations while dismantling the bridge to the mall.
Repair crews were able to restore all service by September 23.
In response to the cut cable, and Southern Bell's concern over
the protection of the existing cable, our engineering job order
was released on September 17.

The construction of the duct structure was scheduled to start on
October 21, In the first week of COctober however, John
Brouillard, Southern Bell Engineer, was informed that the
Broward County project was put on hold due to some on-site
problems discovered by the contractor. Southern Bell's work was
then tentatively rescheduled to begin in early December.

In late November, Mr. Brouillard was notified that work on the

bridge had been suspended again at the request of the management -

of the mall due to the impending Christmas shopping season. At
this point Scuthern Bell was required to reschedule the duct
work to begin in January, 1992, On January 6, Southern Bell
started placing the new duct structure. It was completed on
January 28.

A BELL SOUTH Company

FOI310Y 0000207
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On February 6 Mr. Brouillard received a letter from

The same day, Barbara Ball, a Southern Bell Manager, left a
message for to call regarding the
status of the bridge work. Also at this time we alerted our
construction department to the urgencyv aof the job.

On February 11 =2 second messade was left for

requesting anticipated start and completion dates. In the
meantime, our construction devartment was expediting delivery of
the required cable. The cable was placed on Februarv 12. On

February 14 ABC Cutting damaged the active cable on the bridge
again.

On February 26 our engineering department requested assistance
expediting the required customer releases to improve upon the

construction completion dates. The normal interval for the
Megalink releases was also accelerated to be available by March
5. Our construction department advised that the cutover would

begin within two weeks.

On March 6 our engineer attempted unsuccessfully to reach Mr.
Warren Craven about the status of the project.

On March 16 rerouting of the subscriber lines was started. The
estimated completion date is March 20. On March 17 Louis
Toledo, Engineer, left word for to call to

acknowledge the appeal.

A further response will be provided by april 3.
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CASE REFERRAL

PSC CASE NUMBER__ 9210-P SAO CASE NUMBER (5 - S 12-5
TAKEN BYMW TELM TIME 2:00 LOGGED X gz'ARD
FROMMD DATE 3-13 DUE BY 3-20 IBOSS . FIELD DD @/c_,

: 7
CUSTOMER'S NAME 3-%

/rr"'

COMPLAINTANT -

ADDRESS ; APT. #

CITY TEL #

CBR # AREA SO
COMPLATINT:
SEE ATTACHED CORRESPONDENCE FRCM THE PSC.

D0

. At
REFD TO: ?/’!‘"“‘“TM“‘ TEL# Ags- 4137 =
FAX # v ' oM__=F*  pare Z-.3 TIME.S'3¢
g Lhupileo » Nl o
REDIRECT TO_"/r.arsy (L dcavws FROM DATE
TEL # FAx_ e S EBF poc AwD
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS ____IF NO, REFERRED TO:

TEL NO DATE

] ! —_ f
a-18/dido  hoodhas Huch TE pag. ek T 202 At DK
i
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name WEEKLEY ASt *i ' PAYING, INC.

Address

CitysZip

Account Nurmber

company_SOUTHERN BELL TELEPHONE & TEiEGRAPH

attn. _MARIE MURRAY

Consumer's
Telephone #

Can Be
Reached

Kas consumer contacted company? Yes_x No

lerase see attached complaint and respond.

Request No. 9210P

8y MCD rtime . ]f“) 10 AM pateQ3/12,

te CO Time _fax pate03/13,
Complaint YType ts-35

Note

fustification

Closed by pate ;/

Reply Received

CONSUMER REQUEST

FLORIDA
PUBLIC
SERVICE
COMMISSION

101 EAST GAINES STREET
TALLAHASSEE, FLORIDA 32399

PLEASE RETURN THIS FORM

WITH REPORT OF ACTION TQ:
Mike Dymek

03/30/92
DUE:




CERTIFIED RETURN RECEIPT Sl
P 707 649 545 s

March 6, 1992 .

PUBLIC SERVICE COMM]1SSION
Fletcher Building

101 E Gaines Strcet
Tallahassee, FL, 32399

Attention: Mr. George Hanna

RE: Broward County Project No. 5072
ConstruciLion of Broward Blvd. Pine
Island Rd to University Dr., Plantation
Broward County, Florida
CT&A Project No. 89-005h

Decar Sir:
We are requesting your assistance in resolving
are having with Southern Bell relocations

referenced project.

Plcase contact me as. soon  as possible
information is required.

Respcctfully,

the problem we
on the above

if additional

3]

2? <c:  Warren R. Craven, Craven Thompgon & Associates
Z0 William Fowler, Broward County, Engineering Department

ggooziy . . . .
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CERTIFIED RETURN RECEIPT
P 707 649 544

March 6, 1992

SOUTHERN BFELL TELEPIONE CO.
8601 West Sunrise DBlvad.
rPlantation, FL 33322

Attcntion: Ms. Barbara Ball

RFE: DBroward County ProjeclL No. 5072
Construction of Broward Blvd. Pine
Island Rd to University Dr., Plantation
Broward County, Florida
CT&A Project No. 89-005a

Dear Madam:

Pleasce find enclosed correspondence dated January 31, 1992,
February 3, 1992 . and February 20, 1992, regarding Southern
Bell responsibilities on the above referenced project.

Regarding our January 31, 1992, letter, Southern Bell to date
has not begun to splice the new transmission line into the
Broward Mall. We have informed your firm that your lack of
work and communicatic: will effect our schedule on structure
#5. Please bc aware that we plan to begin construction on the
roadway-. and structur: #5 on March 9, 1992, Your existing
transmission cable o the West side of structure #5 must be
removed by March %, 1 -l. Our’' equipment and manpower will be
idled if your -rk 1+ not finished. We will have no choice
‘but to charge thi .¢ costs Lo Southern Bell.

Regarding ~ o-.v  Fecbruary 20, 1992, letter, your company is the
‘only utilily that has not responded with a schedule., We find
your actions to be counterproductive to our efforts to provide
scheduling of roadway activities East of University Drive. We
are putting you on notice that should your firm's
lackadaisical approach to this matter persjist, our roadway
activitjes will be hampered and additional costs incurred. We
will have no choice but to0 charge these costs to your firm.

37

60007172
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Barbara BRall
2
h 6, 1992

advertisement expounds Lo your desire to "Reach out and
h Someonc™. We arc requesting that you live up to your
of the bargain and schedule your work to begin as soon as
ible.

Sincerely,

George Hanna

Tublic Scrvice Commission
Fletcher Building

101 E Gaines Strect
Tallahassee, FI. 32399

Warren R. Craven, Craven Thompson & Associates
William Fowler, Broward County, Enginecring Department

Al
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Februarxy 20, 1992

SOUTHERN BELL TELEPHONE COMPANY
8601 West Sunrise Blvd.
Plantation, FL. 33322

Attention: Mr. John Brouillaxrd

RE: Broward County Prolect No. L072
Construction of Broward Blvd., Pine Island
R4 to University Dr., Plantation
Broward County, Florida
CT&A Project No. 89-005A

Utility Relocation and Coordination

Gentlemen:

Please be informed that our company has received Broward
County approval to begin roadway operations East of University
Prive on  Broward  Boulevard. We anticipate beginning
construction in approximately three{3) to four (4) weeks.

Would you please notify our company of your intentions
regarding the reluvcation of your utilities in order . for our
roadway construction Lo be undertaken. It is imperative that
we recceive confirmation of your schedule by February 28,

1992, in order for us to properly schedule our work. 2
Respectfully,
25
2L,
2
b |
2.4 '
30 -
31

goooety

FOIBIOY

FOR




—_—

& ASSOCINTES INC.

Febhruary 3.

Mr .

RE:

/0 Dear Mr.

1992

William Fowler

Broward County Engineering Division
115 South
Fort Lauderdale,

Avenue
Florida

Andrews

33309

BROWARD COUNTY PROJECT HNO. 5072

BROWARD BOULEVARD (PINE ISLAND RD.

TO UNIVERSITY DRIVE, PLANTATION)
CT&A PROJECT NO. 89-000S5A

Fowler:

{/ Enclosed you will find a copy of a letter from the

Englnesrs /2~ contractor, to
Planners /3 Southern Bell relative to a potential delay due to
Survoyors ] %4 Ssouthern Bell's failure to relocate their

/5  facilities, The purpose of this letter is to

) & document for the files this potential claim.

/7’ Very truly yours,

i N & ASSOCIATES, INC.
. %,

7

20 WA '.16§;;EN'

Z2-( Chairman

27 WsC/pj

2% e¢e¢: John Brouillard

24

3563 N.W. 531d Sxoot
Font Lauderdale, FL 33309
(R TR0

Fax (305) 739-6409

Wesl Faln Baach
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< CERTIFIED RETURN RECEIPT
o4 P 707 649 S04

—

O Januvary 31, 1992 - Ry

( SOUTHERN BELL TELEPAONE co.
%/ 8601 W Sanrise BITE. Ll :
; WPB

Plantation, FL, 33322 - MB .
SR - S BT '
9 attention: Mr. John Brouillard MM 1cs N
. £l e ARI
/U RE: Broward County Project No. 5072 ?‘lE# - <
1/ Construction of Browaxd Blvd. Pine "
Island R4 to university Dr., Plantation R ONR RLO
/5 Broward County, Florida '
1 ~f CT&A Project No. 89-005a

15 Gentlemen:

/¢ Your comstructicor superintandent (Mr. Joe Dadonioc} completed

the jnstallation of the conduit work in oxder that the
/¢ existing Southern Bell trausmission line located on the West
/9 side of structure #5 can be abandoned. It has been one month
7w since then and no work has progressed on your part since then.
21 It 1is imperative +that you compléte your obligations as the -
21 delay in installing the cable and splice work has caused us to
2% suspeud all bridge work on this structure.

24 please provide a date when. this work will be completed in
.45 order for.. ns £o.schedule our operations acoordingly.... Shogld, .
2l this delay persist, additional:costs will be incurred by*.our .

2 firm and we will have no choice but to invoice these costs to
’2} your firm.

A9 Respectfully, - .
2

W
S Y X

cc: Warren R. Craven, Craven, Thompson & Associates
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Southern Bell

Special Assistance Bureau
- 666 N.W, 79th Avenue

Room 604

Miami, Florida 33126

(305) 263-4816

1-800-321-4327

1991 - NGT UNDERSTAND SERVICES

1.

2.

5 .

4. ' Wl

D 2

6. o ? yY1E v

7. S
P \ o

A BELL (X TH Company

3 oot tHItRY A
Folsidy GatLdi



\Js&ﬁ4: LN ?J

Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue

- Room 604
Miami, Florida 33126
{305) 263-4816

November 7. 1991 1-800-321-4327

Memorandum to: Paula Isler .
From: Marie Forbes

Re:

Case No. 74947-P

—

Our investigation reveals that on 10-30, the custémefr called ocur
office to advise that he felt that Southern Bell was misleading
customer s regarding caller ID. We apclogized and explained how it
works, and that it only works in his local calling area.

The customer said that was not the way he understood the service to
work and advised that he felt that our advertising was misleading.
We offered to remove the service and adjust back to the date of
installation. The customer declined and advised that he wanted to
keep the gservice. We apologized for any misunderstanding and agreed
to refer his complaint te ocur staff.

On 11-5. Ms. Betty Smith, Assistant Manager, contacted the customer
to acknowledge the appeal. The customer advised that he received
the mnewspaper this weekend and that the ad in the Orlando Sentinel
is misleading customers on Caller ID. The customer feels that the
ad should state that Caller ID only works in the local calling
area.

Ms. Smith apologized and advised the customer that she would refer
his concerns to our advertlsing department. We again offered to
remove the service and adjust back to the date of installation. The
customer agreed to the removal of the service.

We called Ms. Tina Stoy at BellSouth, 800-733-2355 and she agreed
to adjust the Callsr ID unit once it is received in their office.
The wustomer agreed to mail the unit to them.

A BELL 50U FH Comparny

) Nty A 9
F:Wi SRS / Loy
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As information Ms. Smith spoke with HMr. Michael Chlon with
BellSouth Advertising and advised him of the complaint. Mr. Chlon
advised that legal limitations apply in advertising and®that the
ads are generic for use in all areas and that customers are to call
their business office for detajiled instructions about the service
and how it works.

An adjustment was prepared in the amount of $7.50.
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I CASE REFERRAL

PSC CASE NUMBER___ 74947-P SAO CASE NUMBER M-3( Yy ‘i-“7/

TAKEN BY MW TEL T TIME 3:25 LOGGED X CARD

FROM pPI DATE 11-4 DUE BY 11-11 IBOSS _ / FIELD DnL})*7

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS . APT. #

R~ VRSV

CITY TEL #

CBR # AREA NO _
COMPLAINT: -

COMPLAINS ABOUT SB ADVERTISING FOR CALLER ID SERVICE. THERE IS A
BIG AD IN THE ORLANDO PAPER TODAY THAT STATES CALLER ID IS NOT
AVAILABLE IN ALL SERVICE AREA AND THAT IT WORKS ONLY FOR
CUSTOMERS WHO HAVE THE CAPABILITY FOR CALLER ID. HE SAYS NO
WHERE IN THE ADD IT STATES THAT IT IS FOR LOCAL CALLS ONLY. HE
WENT TO THE EXTEND OF BUYING THE UNIT FOR $75 AND $7.50 A MONTH,
AND HE IS UPSET THAT IT WON'T WORK EXCEPT FOR CALLS MADE ONLY IN
THE ORLANDO AREA.

REFD TO: CW @?# /- 407-237 325"

FAX # 413-—03§_3 oM 7 pate H-¥ ome 332

REDIRECT TO Qﬁv\s FRO{ N DATE

TEL # FAX oM poc p L —

INTERIN- DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOURS _ IF NO, REFERRED TO:
TEL NO DATE
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Southern Bell

Special Assistance Bureau
6566 N.W. 75th Avenue

Room €604
Miarni, Florida 33126
(305) 263-4816
February 6, 1991 IEDTER-Ry
MEMORANDUOM TO: Kathy Brown
FROM: Carmen Sola-Llonch
RE:
CASE NO. 40642-P - -
Vi Our investigation reveals that on 1-2 requested Memory

g~ Call service. The order was issued with a due date of 1-7.

On 1-8, . called the Residence Service Center to obtain
Z information regarding Memory Call service. Brochures were majiled
> to the customer that day.
¢
5

On 1-16, the customer called inquiring about the number of ring
cycles that Memory Call picks up his calls.

On 1-31 called and informed the service representative
that he could not get Memory Call messages from outside phones.
The service representative was able to get the customer  HMemory
Call.-from her line. After the customer hung up the service
representative called Repair Service for the customer.

20

2o Repair had not received any trouble reports from the customer.
22 Repair gave the service representative a clearing day of 2-1. The
23, service representative set a local follow up to call the customer.
2¢ She intended to verify that Memory Call service was working and to
2% give an adjustment.

A On 1-31 at 4:30 PM, Mrs. Mary 0. Salgueiro, Relieving Supervisor,

27 called and had to leave a message in the customer’s
2% Memory Call. ©On 2-1, Mrs. Salgueiro, called the customer again.
A9 Again_she had to leave a message in the Memory Call. An order was
36 issued to give the subscriber one month credit on the service due
2| 2-1.
32 On 2-5 called Mrs. Salgueiro. She acknowledged the
>3 appeal and apologized for any inconvenience. The customer
b4 indicated he had been out of town. Mrs. Salgueiro advised him of
%% the one month credit on local sexvice and one month credit for
L Memory Call amounting to $17.55. She agreed to talk again at 10:00
A BELL SOUTH Comparny
~ 1 oy \ o |
caiRigy Oocilszld
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AM to review with him the instructions on how to retrieve calls
from another phone. saild he was able to retrieve
messages from his own phone and that he will call her back at 10:00
AM from another phone.

At 10:30 AM the customer called Mrs. Salgueiro who instructed him
on the procedures to retrieve message, step by step. The customer
was satisfied. E '

-
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SouthernB

PSC CASE #

SERVice maciERS

RES. SERV, CENTER
BUS. SERV. CENTER
PUE. SERV., CENTER
HELD ORDERS/ENGR.
BILLING

DEPCSITS
TREATMENT ACTIVITY
INSTALLATICN
MISSED APPT. INS.
MATNTENANCE
MISSED APPT. MNT.
QONSTRUCTION
SWITCHED SERVICES
OPERATCR SVC.
COMPTROLLERS '
ANNOYANCE CALIS
DIRECTCGRY

DIAL~IT-SVC,
OTHER
CMPL, LETTERS

~
M
N

INTERIM REPORT SEN

REP'S. INITIALS & DEPT.

C-2)1-9)/ 2
[ = 7 X 10:55 / KB 1-31 27
TAKEN BY; (TEL.) (MAIL) {TIME) (LOGGED) (CARD) {FROM) (DATE) (DUE BY}
% IBOSS ; CLSTOMER'S NAME: ____ )
e ADDRESS: __APT.: i
S5 (S — TEL. #: _
40642-p REFERRED TO : CBR. #: __" ! AREA : SO
mes.  BUS. &B}& Customer’s complaint:

HAD MEMORY CALL SERV. INSTALLED 3 WKS AGO, IT TOOK AND
WEEK TO GET INSTRUCTIONS IN THE MAIL AND SERV. HAS NEVER WORKED

WANTS FOMEONE (SPANISH SPEAKING) TO CALL HIM.

CLOSED DATE .

v

T
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Southem Bell

Special Assistance Bureau
566 N.W. 79th Avenue
Reom 604

Miamni, Florida 33126
(305) 263-4816

April 2, 1991 1-800-321-4327

MEMCRANDUM TO: Nancy Pruitt
FROM: Carmen Sola-Llonch

RE:

CASE NO. 47143-P

Our investigation reveals that on 3-20 the customer requested Call
Forwarding, Call Waiting, Call Forwarding Don 't Answer and Prestige
be added to 855-2936 and 855-5231. The order was due 3-25.

On 3-25 at 9:52 AM, the customer requested Call Forwarding-Busy
Line be added to those same telephone numbers. Calls were to be
forwarded to another 855#.

On 3-25 at 9:58 AM, the customer called to reaquest be
removed from the existing hunt group.

On 3-25 at 10:32 AM, the customer called to request Prestige, Call
Forwarding, Call Waiting and Call Forwarding Don "t Answer be added
to Calls were to be forwarded to
another 855#. ({rder was issued with a due date of 3-28.

On 3-25 at 4:15 PM, the customer called to regquest Call Forwarding
be changed from 855# to a 6238 in Winter Park. We advised the
customer that we had to check if the equipment serving his exchange
could forward calls to that area. After checking, we advised the
customer that he could only Call Forwarding Don 't Answer or Call
Forwarding Busy Line to numbers within the same exchange. The
customer requested a list of those exchanges but hung up before we
could provide this information.

On 3-26 at 9:48 AM, the customer called and requested an
explanation of why he could only Call Forwarding Don 't Answer and
Call Forwarding Busy Line within certain exchanges. We informed
him that the type of equipment in the central office that serves
his exchanged was restricted. We provided the customer with a list
of numbers served in that type of central offices. The customer
then requested to add Call Forwarding to one of his lines,
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On 3-26 at 12:20 PM, the customer called to change his
number to an 855# so he could Call Forwarding Don 't Answer and Call
Forwarding Busy Line to another 855%.

On 3-26 at 2:00 PM, the customer called and requested to change
to ~effective 3-26.

On 3-27, Beverly Murray, Assistant Manager,contacted B
and acknowledged the appeal. She explained to the customer the
tariff restriction involving Call Forwarding Don t- Answer, Call
Forwarding Busy Line and provided him with the tariff reference
that he requested. =c

Ms. Murray further explained that he would be able to forward his
calls if he was willing to change his telephone numbers to ones
served by a different switching equipment. The customer agreed to
have all of his numbers changed so he could forward his calls to
Winter Park. Ms. Murray issued an order to change the numbers and
remove his hunting due 3-28. The customer was satisfied.

On 3-28, Ms. Murray contacted the customer and verified that ail
numbers had been changed and that service was working properly.
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CASE REFERRAL

PSC CASE HNUMBER 47143-P SAO CASE NUMBER (ff’?Vfoiy

TAKEN BY DB orr. T 7IME 1:10PMOGGED X CARD- X

FROM NP DpATE 03-27-9YE BY 04-02-90B0SS FIELD PD

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS o | APT. #

CITY ' TEL

A

CBR # AREA NO -
COMPLAINT:

WANTED ALL FEATURES OF PRESTIGE SERVICE PACKAGE. PLACED ORDER
FEW DAYS LATER S50. BELL CALLED HIM AND SAID ALL WAS OKY, ALL
SERVICES INSTALLED. IT WAS NOT HE COULD NOT USE HIS BUSY CALL
FORWARDING. SO. BELL SAYS HE NEEDS HUNTING WHICH IS $14 A MONTH
THEN PAY $2.00 A MONTH FOR BCF, SO. BELL ALSO SAID HE COULD NOT
CALL FORWARD THE CALLS TO A UNITED TELEPHONE NUMBER. HE WANTS TO
BCF THE CALLS TO NUMBER WHICH IS5 IN UNITED TERRITORY.

c*g)
Lh

REFD TO: TEL#

FAX # oM DATE TIME

REDIRECT TO FROM DATE

TEL # FAX oM DOC

INTERIM DATE DUE FIELD DD

CUSTOMER CONTACTED WITHIN 24 HOUKS IF NG, REFERRED TO:

TEL NO ) DATE
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Southern Bell

Speciat Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miam, Florida 33126
{305) 2634816
1-800Q-321-4327

= 3

December 30, 1591

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Shields

RE:

CASE NO. 80246 - P

Qur investigation reveals that on 12-9-91, at 10:15 A. M, the
customer reported "can't call out, long distance%". The service was
tested OK with the customer at 12:05 P.M. and the customer was
advised to contact their long distance carrier. There are no other
notations regarding this matter.

On 12-16, Ms. Teri Pifer, Assistant Manager, called the customer
and acknowledged the receipt of the appeal and agreed to send a
manager to the customer's premise.

Mr. R. G. Hereford, Assistant Manager, went to the premise and
assisted the customer in programming their speed calling. The
customer had misunderstood the speed calling directions and would
hang up before the number was programmed, believing they would be
charged for all long distance numbers they were attempting to
program.

The customer is satisfied and understands how to program the speed
calling service.




CASE REFERRAL

PSC CASE NUMBER _80246~P SAO CASE NUMBER 4{2’ Kffbfjgdfalﬁi/

TAKEN BYDB TELT TIME3:00PM LOGGEDX CARD

FROMNP DATE12-26 DUE BY 01-06 IBOSS: FIELD DB |2 -

—

CUSTOMER'S NAME

COMPLAINTANT.

ADDRESS APT. #

CITY TEL #

CBR # AREA NO .
COMPIAINT:

-

THEY HAVE SPEED DIALING FEATURE BUT DOES NOT WORK. SHE CAN'T
PROGRAM IN THE NUMBERS, MONDAY THE REPAIR MAN WAS OUT AND SAID
THE PROBLEM WAS IN THE CENTRAL OFFICE AND THAT IT WOULD BE
CORRECTED THE NEXT DAY, STILL THE SAME PROBLEM, NEVER GOT
CORRECTED.

MHT

REFD TO: K%ﬂm%ii ég' TEL# 4o71-799 - 3BY/
FAX # ' oM Sc/< DATE |]2-Rf TIME 3'3D
REDIRECT TO FROM DATE
TEL # FAX OM poc ST
INTERI¥ DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REPERRED TO:

TEL NO g " DATE
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Averue

Room 604
Miami, Florida 33126
(305) 2634816
1-800-321-4327
November 4, 1991
MEMORANDUM TO: Stella Maloy
FROM: Pat Godsil -
RE: .

CASE NO. 73665-P

Our investigation reveals that on October 15 the customer called
to discuss his 900 block. The representative verified that the
900/976 block was on his line. The customer expressed concern
that the 900 block was not fully explained to him. He requested
that the representatives be covered to give a better
explanation. This was referred to a manager to investigate. We
alsc referred the customer to AT&T for an adjustment.

On October 24 and 25 Kathy Vaughn, Assistant Manager, attempted
unsuccessfully to reach the customer. On October 28 a message
was left at his work number for him to call her back.

On October 28 the customer called Ms. Vaughn. She acknowledged
the appeal. He advised he may have misunderstood the
restrictions when he placed the order. She advised that the
matter has been referred to our staff for possible enhanced
instructions for the service representatives. She also verified
that AT&T issued an ad.iustment for §50.00 which cleared the
cugtomer’'s bill.

A BELL S(OUTH Companty
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CASE REFERRAL
PSC CASE NUMBER 73665-D SAO CASE NUMBER @35 35 2/
TAKEN BYDB TELT  TIME 2:45PM LOGGED X ¢ARD -
FROM SM DATE 10-23 DUE BY 10-30  IBOSS. / rIELD Do /0L €
CUSTOMER'S NAME_
COMPLAINTANT
ADDRESS : APT. #
CITY TEL #
CBR # SAME AREA SE
COMPLAINT:
REQUESTED BLOCK FOR 900 CALLS LAST APRIL. TOLD BY SO. BELL THAT
IT WOULD BLOCK ALL 900 NUMBERS, NOW THEY SAY THAT ALL 900 NUMBER
ARE NOT BLOCKED. ITT HAS AGREED TO REMOVE THE $50.00 CHARGE,
HOWEVER, HE IS CONCERN OF THE MISREPRESENTATION HE WAS GIVEN BY
SO. BELL.

q
ﬂw"[
REFD TO: Opntl TELE /YO 7 — #4339 F3 ¢/
FAX # oM LT parg /0~ piME
REDIRECT TO FROM DATE
TEL # FAX oM pocC P A
INTERIM DATE DUE FPIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:
TEL NoO . DATE
cAlatny ODCCeR0
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
= Room 604
- Miami, Florida 33126
(305) 263-4816

o -4327
May 16, 1991 1-600-321-4

MEMORANDUM TO: Mike Dymek
FROM: Pat Godsil

RE:

CASE NO. 52083-P

Our investigation reveals that on February 19 the customer
called the Direct Marketing Center and ordered the Twenty-five
Hour WATS-Saver Service Plan. The order was issued with a due
date of February 28.

On May 6 the customer received his first bill and called the
business office. Lou Ann Lecucna, Assistant Manager, explained
his bill and the billing procedures for WATS-Saver Service. The
customer stated he had been advised WATS-Saver Service was
billed on a per second basis, not a flat rate and was surprised
to see his bill indicating a flat rate charge for each minute of

use . Ms. Lecuona advised the customer she would have the
supervisor in the Direct Marketing Center call him back to
further explain. Ms. Lecuona immediately called Mary Klutz,

Assistant Manager, in the Direct Marketing Center and requested
she call the customer back that same day.

Ms. Klutz called the customer right back and explained the WATS-
Saver billing schedule. She further explained that the calls
are accumulated in minutes and seconds and rounded only at the
end of the billing period, not on each individual call. Ms.
Klutz apologized for any misunderstanding and advised the
customer she would be happy to have the toll plan removed from

his account. He refused and requested an itemization of his
1ocaL_service. We faxed a copy of his line charges and called
to explain. The customer requested additional time to review

his records to be sure he is billed correctly.

Ms. Lecuona called the customer the following day and again went
over his bill carefully to ensure his understanding of the toll
plan billing. again requested more time to review
his records.

A BELL SOUTH Company
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Page 2

On May 10, Ms. Klutz called the customer back to answer any
possible unanswered questions, The customer felt the name of
the product gives the wrong indication. He felt "WATS-Saver
Service” implied a WATS line. The customer requested back up
information in writing of the billing procedures for WATS-Saver
Service billing. We mailed a copy of the attached to the
customer on May 16.

Attachment _
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Southemn Basil

f Drect Markeung Caaar Suite 200

2295 Parklake Drive
P.0. Box 33

Atlants. Georgla 30345
1 800 §22-8ELL

2. May 16, 1991

Attention:

Deay

wy & WnEW

Thank you for your interest in our WAT8 Baver Service Toll Plan. Hopefully,
the attached Tariff page will explain the method of determing the momthly
usage charge. .

If I can be of further aseistance, please feel free to contact me through

1-800-522-2355.
Sincerely,
c
<
C
Betty Klultz C
Aselgtant Staff Manager C
Direct Marketing Centar C
Attachment
<.
- <
L
A BELLSOUTH Company
<04 WE 28101 1§-f1-%




. SOUTHERN BELL TELEPMONE  GENZRAL SUBSCRISZN
AND TELEGRAPR COMPANY LA Origina Fegn 28,1

”UFEI.QR:‘DAJ 1960 CTtv
BY:R. €. u:’Qr:.':r.. Vics Prasiden: EFFBCTIVE: Augast 1, 1980
Miami, Florids
- A18.LONG DISTANCR MESSAQR TELECOMMUNICATIONS SERVICE
A18.13 Caliing Plans - Saver-Service{Cont'd) ™
A18.12.1 Description of Sarvies (Cont’d) ' ‘ (N
0. (Cant'd) : ' ' (N}

Savar* service, whaa offared in conjunction with Ramots Call Forwsrding, is avaliabia oa & Revenue (N)
Agtousting Office (RAD) batls enly; L., & customer must ssfsct from the avallable plen options for each
RAQ which pravides billing for apecific psogeaphic locations within the Compeny's sarving aras.,

L. The secvica is offsred on an acsount bash only which weuld lnolude the number of tadividusl lines, FBX Ny
trunks, Canteax equivaienst irunks or E33X® servics nerwork access regisiers 10 the soeount.

£, Theservice s avatiatie only where the biliing capabilicy exists. (N)
A18.13.2 Qensral Regulstions (NY
As A customer may sublcribo o only ons Sactien A18, toll Optional Calling Plan. (N)
B.  Except as otherwise stated In this Taritf, ihe minimum sarvics period is ana month, (N)

€. Saapsmion of the service is allowsd subject 10 the tatms and conditions spacified in A2,3.16 of this TariW. {N)
During the suspansion pariod the monthiy recurring rates for tha service ace rated st ons-half thair normal
amaunis, S

D, This Tari# sets forth the minimum, maximum and sucrent ratas for $aver® cervice, Following 8 30 day notics (™)
to the Commission and sxisting subscribars, the Company may incress or decraasy rates within the minimum
- < and maximum ranges specified in this Tariff.unless dented or suspended by shis Commission.
A18.13.3 Use of the Service ()
A,  Resals or sharsd use of Savar® service i ﬁnrmlmd. Uss of the servics |s subject 10 regulations In this Sestion (N)
and “l; Saction A2, of this Tarltf, wiin the exceptions of AZ2.1.A, and A2.2.1.5. which restrict the uss of
tarvice.

8. Ths service ls affared on an sccount basls only, which would laciude the number of ladlvidual lines, PEX {51
trunke, gentrex equivaiont trusnke ar EASX® sarvics network accass raginters in the sccount,
A18.13.4 Limitation of Service (N)

A, The asrvice s 0ot avallabls for uts with (ntralATA only Outward WATS ¢nd combined Outward WATS I {N) -
Sestion A9, of thiy Turlft. !’ml’_nl!mm;; Servics, Mobils Telephone Ssrvics, Dormitsry Communioations
[ ]

Setvien. Public and Semispublic Telephone Service,
A18.13.8 Noarecurring Charges (N}

A, Service Charges as spesifled In Section Ad. of this Tari® apply A appeaprists when tha servics la ordersd, (N}
A13.13.6 Savar® Service Options (N}
A, B pending upon n , & 1 ¢ 0 N3 ¢
101 Sl per scotm for & Awed momhty T, 1n 1ha Mine SHHAE period. Laags which troueds he oter
biack of tims will bs prorated basad on the e of the inlial bliook. —
1. Method of Datermining Monthly Ussgs Charges NY

2. Total Minutes of Use (N)y <

(1) For thg bliting paricd, it acoumulated In minuces and uoom far-all rate periods uﬁmlm (N
in A1L31 gmﬁtng and for all lines in aa sccount. The minutes and seconds are convermd ©
minutes and roundaed to the nagt whola minuss,

FOIBLOY

*8srvice Miark of BeliSouth Corromion
Shagiitared Service Mark of 8siiSoutn Cormorstnn



S0 XN T w LW ’bo

P
-

AN AN NA PRSI

cAlontinu

£_ )3
55
CASE REFERRAL
PSC CASE NUMBER 52083-P SAO CASE NUMBER & ‘9@9/’7/
TAKEN BY DB opy, T oM 9:02AMpogeEp X CARD ’
FROM MD parg 05-08-8%g gy 05-15-%Boss ”//;IELD DD ™
CUSTOMER'S NAME B
COMPLAINTANT
ADDRESS APT. #
CITY TEL # ,
CBR # AREA SO —
COMPLAINT:
At d
SIGNED UP WITH SO. BELL WAT'S SAVER PLAN. SO. BELL TOLD HIM THAT
HE WOULD BE BILLED FOR FRACTIONS OF MINUTES THAT THE LINE WAS IN
USE@, BUT BY THE TOTAL AMOUNT OF TIME USED. WHEN HE RECEIVED THE
BILL HE FOUND OUT THAT WAS NOT THE CASE AT ALL AS FACH CALL WAS
BILLED BY THE MINUTE AND FRACTIONS ROUNDED UP. HE BELIEVES THIS
IS VERY DECEPTIVE ADVERTISING AND IS VERY UPSET ABOUT IT.
REFD To: “Ygr— Jundirbong tee Jod —529-9879
T = 7 _
FAX # QLOL{" LEE - (akLéon JHF DATE S-¥ TIME ,0:0D
REDIRECT TO FROM DATE )
TEL # FAY oM poc_DAD
INTERIM DATE DUE FIELD DD
CUSTCMER CONTACTED WITHYN 24 HOURS IF NO, REPERRED TO:
TEL NO DATE

Mg - O
Aty sl apeha wyche sor.
Yod- d93~-2060
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami., Florida 33126
{305) 263-4816
1-800-321-4327

May 13, 1991

MEMORANDUM TO: Melinda Guess
FROM: Pat Godsil

RE:

CASE NO. 51631-P

Cur investigation reveals that on May 3 the customer called the
business office to advise that his call forwarding was not
working. We gave him instructions on using the feature. The
customer advised it was still not working.

We referred the problem to our Dial Tone Assistance Group who
verified that the feature was in translations correctly. They
did find, however, that the customer had entered the wrong codes
in the system which caused his line to hang up in the switch.
We cleared the problem at 2:08 and when the customer tried it
again, the feature worked fine. He was satisfied.

Upon, receipt of the appeal, Ron Gillam, Manager, attempted to
contact the customer. He found that the line was already
forwarded to the number in Atlanta. He spoke with the
receptionist who advised the line was working properly.

A BELL SOUTH Company
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CASE REFERRAL
3SC ~ASE NUMBER 6/&: 3P SAO CASE NUMBER 6’90‘05”7/
DB g 2:10PM X - :
TAKEN BY TEL TIME LOGGED CARD
MG T 05-03-91 T 05-10-91 - / -

FROM DATE . DUE BY 1Boss_/ FIELD DD

CUSTOMER'S NAME

COMPLAINTANT .

ADDRESS APT.#

MIAMT
CITY TEL
2{o]

CBR # AREA

COMPLAINT:
TRYIN TO FORWARD THEIR CALLS TO THE ATLANTA OFFICE BECAUSE HE IS
LEAVING IN TEN MINUTES TO GET ON A PLANE AND THE CALL FORWARD
DOES NOT GO THRU. IS THE NUMBER THAT THEY ARE
TYRING TO CALL FORWARD TO, THEY DID IT ON 4/17 AND IT WORKED FOR
TWO AND THEN IT DROPPED OFF.

SN

REFD TO: He oz TELé o2 b D— Y/ A
FAX # ~ oM 5T DATE 5-3 _ TIME RIS
REDIRECT TO %m _ FROM__ Y/ -S252  DATE
TEL ¥ : FAX ‘,‘M’a. oM 5 EApac DAD
INTERIM DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS _____IF NO, REFERRED TO:

. TEL NO DATE

5 - Q/Bﬁvciﬁ-b &uwﬁ%mcu&r/w4f&nmgﬂuq_Aic.
Me ado Lo dldni decapX,
5_9/345 . Caloents cld 1 ado  fu wl foawdle & faid

/Ie,rzflét o<1, TR Ywunz,;
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Southern Bell

Special Assistance Bureau
666 NW. 79th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816
1-800-321-4327
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604
Miami, Florida 33126
{305) 263-4816

July 1B. 1992 1-800-321-4327

Memorandum to: Nancy Pruitt
from: Marie Forbes

Re:

Case No. 24183-7

Our investigation reveals that on 7-5 at 8:38 PM, the customer
called to report that she could not be called. She called back at
8:44 PM and advised that her memorycall was not working and should
answer after 3 rings. It was not giving messages and she needed it
as soon as possible. She called back at 10:39 PM and advised that
the memorycall had not been working since Thursday. She stated that
she runs a business on this line and needed the line working before
1:20 PM. She was upset.

The customer called back on 7-6 at 7:47 AM and requested a call
back when the line was cleared. The customer placed two subsequent
reports.

On 7-8 at 2:10 PM the mailbox was re-initialized and the trouble
was closed and the customer notified. The mailbox was fully
operational and only needed to be initialized by the customer.

On 7-8, the customer called another report and said that the
nemorycall was not giving out a message. The line was tested and
found to be fully operational. The customer was advised that no
trouble was found and the trouble was closed.

On 7-9, the cusatomer called another report of can’t access
messages, access number 887-9141. Subsequent reports were received.

e SPSLRN
Upon receipt of the appeal, C. V. Jackson contacted the customer to
acknowledge the appeal. The customer was advised that she needed to
reprogram her mailbox. A follow up call was made by Jeff Grieger to
check on the memorycall service. The cuetomer advised that she-had
already reprogrammed the greeting and name announcement. Mr.
Grieger provided additional instructions and helped her program the
mailbox again as she had made errors on what she had done: . The

N e e e e ]

e I e SRR a Y

RO e o

service was now working properly. Mr. Grieger apologized for-any"
misunderstanding and inconvenience caused. e D

W

A BELL SOUTH Company
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CASE REFERRAL

PSC CASE NUMBER 24163-P SAO CASE NUMBER M~ 2033— 72~

4

TAKEN BY MW TEL. T TIME 8:55 10GGep X ZARD

-
FROM NP DATE 7-10 DUE BY 7-17 1BOSS 7 FIELD DD jZ-19

CUSTOMER'S NAME

COMPLAINTANT  _ |

ADDRESS , APT#

CITY - TEL#

CBR# AREA S50

COMPLAINT:
FOR OVER A WEEK SHE HAS BEEN REPORTING THAT HER MEMORY CALL IS
NOT WORKING. IT SUPPOSE TO PICK UP ON THE 3 RING, INSTEAD PEOPLE
GET A TERRIBLE SCREECHING NOISE. SB SAID THAT THE PASS CODE WAS
THE TROUBLE SO WE CHANGED IT. BUT PROBLEM CONTINUES.

DocC DAD

| cLs_ S/ 7
REFERRED TO o TEL # 2(3. 2432
Fax # AL -2 Hb oM JIRO  pare V-0 time F/EH
CASE PASSED PER TO
DATE TIME NEW OM
CASE PASSED PER TO
DATE TIME NEW OM

FOIBIOY noAN DL A
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Southern Bell

Speciai Assistance Bureau
666 N.W. 75th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816
1-800-321-4327

April 2, 1992

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 10386-P
This is in fipal response to our interim dated March 25.

On March 27 Ms. Hymes followed up with the customer. The
customer gave her a list of numbers that she did not recognize.
Ms. Hymes gave the customer listings for the numbers in
question. At that point, the customer remembered making some of
the calls and wanted others investigated.

Ms. Hymes had the customer’'s line tested and no trouble was
found. She followed up with the customer on April 1 and advised
the above. She also advised she investigated the calls and went
over ‘them with the customer. The customer remembered making all
but 23 calls. Ms. Hymes agreed to adjust the 23 local calls at
$.10 each-.

At this point Ms. Hymes pointed out to the customer that her
local calling volume reflects 121 calls in February and 106 in
March. She advised this is much higher than the 30 allowable
calls monthly for the message rate service plan she subscribes
to. Ms. Hymes suggested that based on this information, the
customer may want to change plans and subscribe to the unlimited
local calling plan. The c¢ustomer stated she does not want to
change at this time and thanked Ms. Hymes for the information.

-

A BELL SOUTH Comparry
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue

= Roomn 604
Miami, Florida 33126
(305) 263-4816
1-800-321-4327

March 25, 1992

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Godsil

RE:

CASE NO. 10386-P

Our investigation reveals that we have no record the customer
contacted us prior to the appeal.

On March 19, 20 and 21 Clara Hymes, Assistant Manager, attempted
unsuccessfully to contact the customer. On March 23 Ms. Hymes
reached the customer and acknowledged the appeal. The customer
explained that she has local message rate service and was billed
for more than 100 calls that she did not make. Ms. Hymes
advised the customer that a printout of all calls made from her
residence from January 21 through March 6 was available and
could be faxed to her for approval. The customer agreed.

The customer then questioned calls to directory assistance. Ms.
Hymes explained that each subscriber is entitled to three free
calls to directory assistance per month and that all other calls
to directory assistance are billed at $.25 each. Ms. Hymes also
advised that calls to directory assistance, 911 and Southern
Bell are not included in the message rate service.

Later that day Ms. Hymes followed up with the customer to ensure
she received the fax. The customer advised she did and didn’t
have time to review it. Ms. Hymes agreed to follow up with the
customer on March' 25. '

A further -response will be provided by April 9.

A BELL SOUTH Company
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} CASE REFERRAL
Z PSC CASE NUMBER _10386-P SAO CASE NUMBER G-512-92
3  TAKEN BYMW TELT _ TIME10:30  LOGGEDX D
t{  FROMNP DATE3-19 DUE BY 3-26 IBOSS__ ~_ FIELD DD_____
5 CUSTOMER'S NAME
7z COMPLATINTANT
7 ADDRESS APT. #
4  cITy TEL #
7 CBR # AREA SO
/0  COMPLAINT:

/! AFTER MONDAY HER WORK NUMBER 15

i SHE HAS LOCAL MEASURED SERVICE. SHE HAS BEEN CHARGED FOR OVER A

2 700  FOR THE PAST 2 MONTHS. SHE DID NOT MAKE THAT MANY CALLS.
WANTS IT CHECKED OUT. ALSO, ARE CALLS TO D.A. COUNTED AS LOCAL
CALLS?
. ﬁ\ 1/
REFD TO: W TEL# _ Rp3-AY6
FAX # oM DA  patE TIME
REDIRECT TO FROM DATE
TEL # FAX oM DoC
INTERI¥ DATE DUE FIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS IF NO, REFERRED TO:

TEL NO

DATE

3~37@50(EMAA_NQﬁﬂa,Akbéw34ﬂ30,A$TJwIib3

FOIBIOY

S Adr Ok

s

100243




NEhN W

Southern Bell

Special Assistance Bureau
666 N.W. 78th Avenue
Room 604

Miami, Florida 33126
(305) 263-4816

December 20. 1991 1-800-321-4327

Memorandum to: Shirlev Stokes
From: Marie Forbes

Re:

Case No. 79485-P

ur investigation reveals that on 11-26. the customer called our
office and placed an order to change his class of service from flat
rate to message rate service. The charge to make the change was
waived during this period.

On 12-12. the customer called back to change his service back to
flat rate and was quoted a charge of $9.00 to do so. The customer
advised that he had been told there would be no charge to change
the class of service if he decided to do soc. We explained that the
waiver only covered changing to message rate and not changing back
to flat rate. We apologized for any misunderstanding and the
contact wae closed.

Upon receipt of the appeal, Mr. Jeff Cushing contacted the customer
to acknowledge +the appeal. Mr. Cushing explained that normal
waiver procedures dictate service order charges are waived for
changing to measured rate service but not changing back to flat
rate service.

Mr. Cushing explained that due to the misunderstanding regarding
the waiver that we would not hold him responsible for the $9.00
charge to change his service back to the flat rate service. Mr.
Cushing again apologized for +the misunderstanding and any
inconvenience caused.

ABELL SOUTH Compavty

FOIBIOV 0000254
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CASE REFERRAL

PSC CASE NUMBER 79485-P SAQO CASE NUMBER /Z{g%i;&f{’7;/

TAKEN BYDB TELT TIME11:34AM LOGGEDX 7&9
PIELD DD /*A0

FROMgg DATE12-17 DUE BY 12-24 IBOSS

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

CITY TEL #

CBR #_SAME AREANO
COMPLAINT:

E Z:T{

WHEN HE AGREED/TO HAVE MEASURE SERVICE HE WAS TOLD THE ACCOQUNT
WOULD NOT BE C IF HE DECIDED TO REMOVE THE SERVICES. WHEN
HE CALLED TO HAVE SERVICE REMOVEVSO. BELL SAID THERE WOULD BE A

$9.00 CHARGE FOR THE REMOVAL OF THE SERVICE. HE OBJECTﬁgo THE
CHARGE AFTER BEING INFORMDTHAT NO CHARGE WOULD APPLY.
&

REFD To:_ﬁrw TEL# YO0V~ 237 3'79.3"

FAX #4230 373 oM RPT pare_/t2-17 r1mve sy p-

REDIRECT TO ‘%_\\m 3 FROM 34[»_4._:_,\ DATE_ />~ )
TEL # FAX oM poc_gélL.
INTEREM DATE DUE FPIELD DD
CUSTOMER CONTACTED WITHIN 24 HOURS ____ IF NO, REFERRED TO:

TEL NO DATE

3~ B "<3wﬂ4gifié am@s

FoIBIOY 0030255
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Avenue
Room 604

Miami, Florida 33126
{305) 263-4B16

December 13, 1991 1-800-321-4327

Memorandum to: Nancy Pruitt
From: Marie Forbes

Re:

Case No.78573-P
This is with final reference to our interim reply of 12-13.
As of 12-19. the customer has not experienced any further problems

with her service. We have provided her with a number to call direct
if she should have any further service problems.

A BELL SOUTH Company

FOIBIOY 0008245




Southern Belt

Special Assistance Bureau
666 N.W. 75th Avenue
Room 604

Miami, Florida 33126
{305) 263-4816

: 1-800-321-4327
December 13, 1991

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Shields

RE:

CASE NO. 78573 - P

Our investigation reveals that during the period of time from 5-1-
91 thru 11-30-91, the customer had 7 varyious trouble reports of -
transmission trouble, no dial tone and cut off during conversation.
The trouble were cleared by clearing defective line cards, changed
pairs in the SLC and advising customer to check the sets.

Oon 12-2, the customer reported "can't be called" at times. The
trouble was cleared the same day by changing the cable pairs from
SLC to copper.

On 12-10, the customer reported "gets cut off using call waiting™.
The trouble was closed to found OK, advised the customer.

The appeal was received by the Installation and Maintenance Center
on 12-10, at 3:30 P.M.. At this time there was a pending report and
a technician was at the customer's premise. Mr. Bob Bowen,
Assistant Manager, visited the customers premise and acknowledged
the appeal and apologized for any inconvenience. Neither Mr. Bowen
or the technician could locate any trouble.

On 12-11, the customer called Mr. Basil Vann, Assistant Manager,
and advised she had been cut off during one call. A trouble report
was made and a technician was dispatched. Approximately 20 test
calls were made to the customer's number and no failure occurred.
However, the technician found that the customer was using her
telephdhe set improperly when attempting to answer a call via the
call waiting feature. The customer was instructed on the proper way
to answer call waiting calls. We agreed to follow-up with the
customer daily to be sure there are no further problems.

A further report will be provided by 12-27.

A BELL SOUTH Company
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CASE REFERRAL

PSC CASE NUMBER 1 55713 - 0 SAO CASE NUMBER <Z285737P HM.3 93{,~0}/

TAKEN BYMW TELT TIME3:05 LOGGEDX CARD

FROMyp DATE12-10 _ DUE BY 12-17 __ IBOSS ./ FIELD DD /2% 13 _7

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS APT. #

CITY TEL #

CBR # AREA NOQ
COMPLAINT:

HAS BEEN HAVING ALL KIND OF TROUBLES. LINES IS OFF AND ON. HAS -
NO DIAL TONE, OR DOES NOT RING WHEN BEGPER- CALLRolALSO HER CALL -
WAITING DISCONNECTS.

REFD TO: MQﬂgmzw TEL# GO ¥ 3??'0&‘5_23

FAX # om A QR oare /3)7) wme 330
REDIRECT TO FROM DATE
TEL # FAX oM poc_~T/#X
INTER™M DATE DUE - ) FIELD DD :
CUSTOMER CONTACTED WITHIN ?‘ HQURB_____IF NO, REFERRED TO:

TEL NO DATE

FOIBIOY 0000248
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- Southern Bell

Speciat Assistance Bureau
866 NW. 79th Avenue
- Room 604
Miami, Florida 33126
{305) 263-4816
| September 20, 1882 1-800-321-4327

] Memorandum to: Nancy Pruitt
3 From: Marie Forbes

H Re:
5

&

7

Case No. 31141-FP

This is with final reference to our interim reply of 9-4.

On-9-17,-Ms— Maria Rojas,; assistant manager; contacted the customer
and acknowledged the appeal. The customer advised that she did not
dispute the connection charge, however, does dispute that she was
not advised that with the measured sgervice, when she dialed a
telephone number and received a busy signal or the number does not
answer, that it would register as part of her limited calls.

The customer was advised that it should not register as part of her
local calls. Only completd calls registered. Ms. Rojas confirmed
that all calls were adjusted and the customer was satisfied with
the overall service, but does not like the bill format as she feels
that it is too difficult to understand.

As information the customer requested that we change her back to a
flat rate service, which had been done.

A BELLSOUTH Compay

FOIBIOY 0000243
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Southern Bell

Special Assistance Bureau
666 N.W. 75th Avenue
B Room 604
: Miami, Florida 33126
{305) 263-4816
1-800-321-4327

September 4, 1992

MEMORANDUM TO: Nancy Pruitt
FROM: Pat Shields

RE:

CASE NO. 31141-P

Our investigation reveals that on 6-19-92, the customer called to
transfer the service.

On 7-16, we received a letter from the customer disputing operator
assisted charges for $1.10. An adjustment of $1.21 was given.

On 7-27, the customer called and requested we go over the bill,
item by item. At this time the customer claimed he had never
ordered the maintenance plan. An order was issued to remove the
maintenance plan and credit the account back to 6-22-92.

On receipt of the appeal on 8-31-92, several attempts were made to
contact the customer. Additional unsuccessful attempts were made on
9-1, and 9-2.

A further report will be provided by 9-24.

A BELL SOUTH Company

FOIBIOV 6000250
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CASE REFERRAL

PSC CASE NUMBER __ 31141-P SAO CASE NUMBER__ A — 39 3~9\

TAKEN BWW TEIM _ TIME8:30  LOGGED X CARD

FROM NP DATE 8-31 DUE BY 9-8 IBOSS____ FIELDDD - =

CUSTOMER'S NAME

COMPLAINTANT

ADDRESS _ APT#

CITY MIAMI TEL#

CBR# AREA SO

COMPLAINT:

SEE ATTACHED REPORT FROM THE PSC.
poc_ DAD
cts AL Fig

REFERRED TO (o TEL #___263-31Y¥¢

FAX # oM DL B DATE _ZE-3| TIME R. 3O

CASE PASSED PER TO

DATE " TIME NEW OM

CASE éASSED PER TO

DATE TIME NEW OM
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conpany_SOUTHERN BELL TELEPHONE & TELEGRAPH Request Mo. 31141P
N
‘—: 2 Address

atn. _MARIE MURRAY By NEP_time _3:38 PH  0a1e08/26/
e Consumer's
= 2 Telephone # 10C0.  vime _fax bare08/31
@
c; \ Can Ge
= 1/ City/iip County, Reached Corplaint Type LD-16
~ !
r.(.) Accourit Number wote hold
n
= .
~ Has consumer contacted company? Yes_l Ko who Justification
ol
o Closed by  Date a4
™~
g‘: ) ) Reply Received
& See attached on billing for incompleted calls.

CONSUMER REQUEST

FLORIDA
PUBLIC
SERVICE
= COMMISSION
e
S 101 EAST GAINES STREET
o TALLAHASSEE, FLORIDA 32399
g PLEASE RETURN THIS FORM
@ WITH REPORT OF ACTION TO:
E Nancy Pruitt
fiw)
s 3
.
3 09/15/92
- nIE .



/ August 27, 1992

{\Wﬁwm

Dear

I
-

Thank you for your recent letter concerning
Southern Bell Telephone Company.

We will look into the matter you outlined and
get back in touch with you at the conclusion of our

investigation.
Sincercly,
Nancy Pruitt
Consumcr Alfairs Analyst
Division of Consumer Affairs
_NP:kt
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OFFICE OF THE ATTORNEY GENERAL

DEPARTMENT OF LEGAL AFFAIRS
THE CAPITOL
c,L TALLAHASSEE, FLORIDA 32399-1050

Altarnisy Goneral

|
| 5 ROBERT A BUTTERWORTI
i %7 State of Florida

8/ August 24, 1992

7

o .
1

J} 2~

/2 Dear e

Attorney General Butterworth has asked me to respond to your
letter of August 8, 1992,

The relocation charge you refer to, unlike the maintenance plans,
is requlated by the Florida Public Service Commisgion. We will
investigate the matter of the $.10 charge for non-complete calls
and send a copy of your letter to the Public Service Commission.

If you have further questions or comments, please do not hesitate
to contact us,

Sincerely,

M AR sniid)

William H. Garvin, III
Assistant Attorney General

cct Mr. George Hanna, Director“/’
Division of Consumer Affairs
Public Service Commission
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Southern Bell

Special Assistance Bureau
666 N.W. 79th Averua
Room 604

Wiami, Flonda 33126
{305) 263-4816
1-800-321-4327

| December 28, 1992

.2 MEMORANDUM TO: Melinda Pace
2 FROM: Pat Godsil

RE:
‘*‘5?,
@

4

¢ CASE NO. 44534-INQUIRY

¢ Our investigation reveals that we have no record of contact with
/tthe customer prior to the appeal.

{// On 12-21-92 Judy Avril, Assistant Manager, contacted the
/2 customer and acknowledged the appeal. The customer explained
/3 that he attempted to call the business office that morning but
14 reached a recording which put him on hold. He stated he also
{5 called the repair service and asked the clerk about the calling
/¢ areas but was referred back to the business office.
17 Ms. Avril found that the customer thought his office number,
8’4 - exchange, was a South Port St. Lucie number
1§ since his office is physically located in Port St. Lucie. The
20 customer felt he should be able to call his office locally from
2f home. Ms. Avril explained the calling areas. The customer said
22 he now understands that his company installed a Stuart number in
his office and that calls to his office from Ft. Pierce are long

2.3
24 distance.

Ms. Avril also advised that calling plans from Ft. Pierce to
Stuart were Saver Service and Value Pak, neither of which will
benefjit the customer. Ms. Avril also explained that a proposed
tariff for calls within 40 miles could benefit the customer if
approved.

A BELL SOUTH Company
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PSC CASE NUMBER

CASE REFERRAL

INQ. 44534-~1

TAKEN BB

TELT

FROMMP
CUSTOMER'S

COMPLAINTANT

DATE 12-21

NAME

DUE BY 12-29

SAO CASE NUMBER

TIME1:05PM LOGGED X

IBOSS

PENE

g B2k

CARD

FIELD DD

ADDRESS

APT#

CITY

TEL#

CBR#

AREA NO

COMPLAINT:

HAS

/éLﬂ— LIVESIN WHITE CITY, BUT HAVE A FT. PIERCE EXCHANGE.
CALL INTO THE 221 EXCHANGE WHICH IS STUART AND SHE THOUGHT THIS
WAS INTE ONE OF THE EXTENDED AREAPLANy BUT CANNOT GET ANSWER FROM

DATE

S0. BELL.

SHE WANTS TO

poc_ T KC
cLS Yw E;uo

TEL # H407- R T~ 3795

REFERRED TO

FAX #

Caroler

DATE

oM R+7T DATE J]A-3( TIME 3.5
CASE PASSED PER TO
] TIME NEW OM
CASE PASSED PER TO
TIME NEW OM
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