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ATTACHMENT A 
Page 1 of 3 

PPSC DOCKET 910163-TL 
SOUTHERN BELL TELEPEONE AND TELEGRAPH COMPANY 

REQUEST FOR CONFIDENTIAL CLASSIFICATION 

TRANSCRIPTS OF MAY 4, 5 & 6, 1993 DEPOSITIONS OF 
PELLEGRINI. JOOST. STOUT, FOUTZ. BOND. WILLIS. KILGORE. 
ROTE, CROSBY. ROBERTS, EALTIW~NGER, ~ PHILLIPS, METZ, 

WICHMAN, WILCOX, MONIZ, WILLIAMS, SCOTT, SHEPPARD A N D  STEPHENS 

JUSTIFICATION FOR CONFIDEX"I?UITY REQUEST 

1. This information is employee personnel information unrelated 
to compensation, duties, qualifications and responsibilities. A s  
such, this information is confidential business information 
pursuant to Section 364.183, Florida Statutes, and is exempt from 
the requirement of public disclosure of Section 119.07, Florida 
Statutes. 

The following information identified by page and line numbers is 
considered confidential and proprietary: 

PAGE 
DEPONENT No. Line NOS. 

PELLEGRINI 44 6,7,10,11 

JOOST 

STOUT 

FOUTZ 

31 12,14 
32 13,22,25 
33 16,17,25 
35 4,7,23 

32 19 
33 11,14-18,20 
34 5,6,12,13,14, 

34 23-25 
35 18-19,21-25 
36 2,3,7-11,15,16 

BOND 29 2-6,16,22,25 
30 2-4,16,17 

WILLIS 28 25 
29 3,4,14-16,19,22-25 

Reason Proprietary 

1 

1 
1 
1 

1 
1 

1 
1 



ATTACHMENT A 
Page 2 of 3 

FPSC DOCKET 910163-TL 
SOUTHERN BELL TELEPHONE AND TELEGRAPH COMPANY 

REQUEST FOR CONFIDENTIAL CLASSIFICATION 

TRANSCRIPTS OF MAY 4, 5 & 6, 1993 DEPOSITIONS OF 
PELLEGRINI, JOOST, STOUT. WUTZ. BOND. WILLIS. KILGORE. 
ROTE, CROSBY, ROBERTS, HALTIWANGER , . PHILLIPS , METZ, . 

WICHMAN, WILCOX, MONIZ, WILLIAMS, SCOTT, SEEPPARD AND STEPHENS 

PAGE 
DEPONENT No. 

KILGORE 10 
12 
14 
17 
19 
20 
26 
27 
29 
30 
31 
32 
34 
39 
49 

Line Nos. 

1,21 
20 
2-5,7,8,10,12,13,22 
4,5,9,10,11 
3,4,10 
2 
6,8,10 
3,10,12 
11 
8,9,10 

ROTE 32 24-25 
33 1,20,21,23-25 

ROBERTS 7 13,14,16,18 
39 9,10,19,20,22-24 

HALTIWANGER 34 6,16,19 
49 24 

PHILLIPS 34 1-6,17-19,25 
35 1-5 

METZ 24 4,5,24,25 
25 3-6 

WICHMAN 21 1-2,18-19,21-24 . 8 .  

22 4-6,lO-13 

Reason Proprietary 

1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 
1 

1 
1 

1 
1 

1 
1 

1 
1 

1 
1 

1 
1 
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FPSC =RET 910163-TL 
SOUTHERN BELL TELEPEONE AND TELEGRAPH COMPANY 

REQUEST FOR CONFIDENTIAL CLASSIFICATION 

TRANSCRIPTS OF HAY 4. 5 & 6, 1993 DEPOSITIONS OF 
PELLEGRINI, JOOST, STOUT, POUTZ, BOND, WILLIS, KILGORE, 
ROTE, CROSBY, ROBERTS, BALTIWANGER, PEILLIPS, METZ; 

WICIlMAN, WILCOX, MONIZ, WILLIAMS, SCOTT, SHEPPARD AND STEPHENS 

PAGE 
DEPONENT Line NOS. 

WILCOX 48 23 
51 12,13,21 
52 2.5 

MONIZ 

SCOTT 

SHEPPARD 

STEPHENS 

62 lj,14,23 
64 1 
65 1,3 

25 9-17 
33 24,25 
34 3 
49 22 
50 1,20 
51 24,25 
52 3,4,20 
53 16,17 

27 19-20 
28 9-11,16,17 

21 8,9,11,12 
22 8,10,18,19 
23 18,19,23,25 

16 15-17 
17 6,8 

Reason Proprietary 

1 
1 
1 
1 
1 
1 

1 
1 
1 

1 
1 

1 
1 
1 

1 
1 
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BEFORE THE FLORIDA PUBLIC SERVICE C O M M I S S I O N  

I n  re: I n v e s t i g a t i o n  i n t o  t h e  ) DOCKET NO. 9 1 0 1 6 3 - T L  
i n t e g r i t y  o f  SOUTHERN BELL ) 
TELEPHONE A N D  TELEGRAPH 1 
COMPANY'S r e p a i r  service 1 
a c t i v i t i e s  a n d  r e p o r t s .  1 

1 

SOUTHERN BELL TELEPHONE A N D  1 

- 

I n  re: I n v e s t i g a t i o n  i n t o  ) DOCKET NO. 9 1 0 7 2 7 - T L  

TELEGRAPH COMPANY'S compliance 1 FILED: 04/28/93 
w i t h  R u l e  2 5 - 4 . 1 1 0 ( 2 ) .  F .A.C.  ) - . I  

R e b a t e s .  

DEPOSITION OF: 

TAKEN AT THE INSTANCE OF: 

PLACE: 

TIME: 

DATE : 

REPORTED BY: 

GERARD M. PELLEGRINI 

The S t a f f  of  t h e  F l o r i d a  
P u b l i c  Service Commission 

S o u t h e r n  B e l l  
3100 E m e r s o n  Street  
J a c k s o n v i l l e ,  F l o r i d a  32207 

Commenced a t  8:20 a . m .  
C o n c l u d e d  a t  9:35 a . m .  

T u e s d a y ,  May 4 ,  1 9 9 3  

Marie C. G e n t r y  
C o u r t  Repor t e r  

- - -  

ORIGINAL 

MARIE C .  GENTRK h A S S O C I A T E S  
C o u r t  R e p o r t e r s  

1 3 2 9 - A  K i n g s l e y  A v e n u e  
O r a n g e  P a r k ,  F l o r i d a  32073 

( 9 0 4 )  2 6 4 - 2 9 4 3  
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APPEARANCES : 

J. SUE RICHARDSON, ESQUIRE, Office of Public Counsel, 

c/o The Florida Legislature, 111 W. Madison Stree.t-; Room 812, 

Tallahassee, Florida 32399-1400. 

JEAN R. WILSON, ESQUIRE, Staff Counsel, Florida Public 

Service Commission, 101 E. Gaines Street, Tallahassee, 

Florida 32399-0863, Telephone No. (904) 487-2740, appearing 

on behalf of the Florida Public Service Commission. 

STAN L. GREER, Engineer, Florida Public Service 

Commission, 101 E. Gaines Street, Room G-28, Tallahassee, 

Florida 32399-0866, Telephone No. (904) 488-1280. 

WALTER BAER, Analyst, Office of Public Counsel, c / o  The 

Florida Legislature, 111 W. Madison Street, Room 812, 

Tallahassee, Florida 32399-1400. 

ROBERT G .  BEATTY, ESQUIRE, BellSouth Telecommunbcations, 

Inc., Museum Tower Building, Suite 1910, 150 West Flasler 

Street, Miami, Florida 33130, Telephone No. (305)  530-5561. 

NANCY B. WHITE, ESQUIRE, BellSouth Telecommunications, 

Inc., 675 West Peachtree Street, Suite 4300, Atlanta, Georsia 

30375-0001, Telephone No. (404)  529-5387. 

WAYNE TUBAUGH, Southern Bell Telephone and Telegraph 

Company, 150 S. Monroe Street, Suite 400, Tallahassee, 

Florida 32301. 
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ERRATA SHEET 

STIPULATION 

AFFIDAVIT OF DEPONENT 

CERTIFICATE OF REPORTER 

CERTIFICATE OF NOTARY 

3 

I N D E X  - - _ - _  
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Pase No. 

4 
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61 
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WITNESS 

GERARD M. PELLEGRINI 

Examination by Ms. Richardson 

Examination by My. Beatty 
6 
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S T I P U L A T I O N  _ _ _ - _ _ _ _ - _ -  

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 
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GERARD M. PELLECRINI 

appeared as a witness and, after being duly sworn by the 

court reporter, testified as follows:. 
- 

EXAMINATION 

BY MS. RICHARDSON: 

Q Mr. Pellegrini, would you please state your name 

and spell it so that the court reporter will have it right? 

A My name is Gerard, G-e-r-a-r-d, M. Pellegrini, 

P-e-1-1-e-g-r-i-n-i. 

Q And do you want to give me your position presently? 

A I ' m  a staff manager with BellSouth 

Telecommunications. 

0 I n  an IMC, or  where are you located? 

A I'm on the staff here in Jacksonville. 

0 I n  Jacksonville. Okay. And would you please give 

us your address? 

A Room 14HH1, 301 West Bay Street, Jacksonville. 

0 And that's Southern Bell? 

A Southern Bell Tower, yes. 

0 Okay. And phone number? 

A (904) 350-4864. 

0 And how long have you been a staff manager? 

A Here in Jacksonville? 

Q Yes. 

A Here in Jacksonville since 1983.  
- - 
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0 And w h a t  d i d  you  do w i t h  t h e  company before Y O U  

were a s t a f f  manager? 

A I was a manager  on  t h e  s t a f f  down a t  F o r t  
- 

L a u d e r d a l e  from a p p r o x i m a t e l y  -- l e t ‘ s  see - -  ‘ 7 7 ,  I g u e s s ,  

t o  coming up h e r e  i n  ’ 8 3 .  I worked i n  a b u d g e t  j o b  down i n  

F o r t  L a u d e r d a l e .  

0 A budge t  -- 
A I n  a b u d g e t  j o b  down i n  F o r t  L a u d e r d a l e .  

Q B u t  s t i l l  a s t a f f  manager? 

A Uh-huh. 

0 Is t h a t  t h e  same pay  g r a d e ?  

A No. The b u d g e t  j o b  was r e a l l y  -- a t  t h a t  time i t  

was a f i r s t - l e v e l  p o s i t i o n .  P r o b a b l y  s u p e r v i s o r  was t h e  

t i t l e ,  I guess .  

Q A l l  r i g h t .  And y o u r  p r e s e n t  s t a f f  manager 

p o s i t i o n ,  I assume, h a s  b e e n  a promot ion  t o  what pay  g r a d e  

l e v  e l? 
~. 

A Well, a c t u a l l y ,  I ,  a f te r  a b o u t  two years on t h e  

b u d g e t ,  was promoted t o  what  you would c a l l ,  I g u e s s ,  a s t a f f  

manager .  I t  was a d i f f e r e n t  t i t l e  back t h e n .  

0 Okay. 

A But  i t  was down i n  F o r t  L a u d e r d a l e  from about  ‘78, 

I g u e s s ,  t o  ‘83, t i l l  I moved up h e r e .  

0 And wha t  is y o u r  p r e s e n t  p a y  g r a d e  l e v e l ?  

A P a y  g r a d e  4 .  -- 
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0 And have you ever had IMC responslbilities at all? 

A No. 

Well, not in the field, if that's what you mean. ., 
- 

Have I ever had an IMC Job? No. 

Q Have you given a statement to a company 

investigator in terms of the company's internal investigation 

into this docket? 

A Yes. 

0 Okay. Who was present when you made that 

statement? 

A Robert Beatty and Hampton Booker, and I believe 

that was it. I don't recall. 

0 Were you disciplined in relation to the company's 

investiqation into this docket? 

A No. 

0 Did you discuss today's deposition with anyone 

before you came outside of the company attorney? 

A I'm sorry. Outside of what? 

Q Other than the company attorney. 

A No. 

Q Are you presently represented by an attorney in 
Y 

this deposition? 

A No. 

0 Has anyone advised you o f  possible criminal 

penalties that may apply if you perjure your testimony here 
- 
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today?  

A No. 

0 

be -- 

Are you aware t h a t  t h e  p e n a b t l e s  f o r  p e r j u r y  may : 
- 

MR. BEATTY: I object .  T h i s  p r o c e s s  is a p r o c e s s  

by  which you are a d v i s i n g  a c l i e n t  as i f  you were h i s  

a t t o r n e y  w i t h  r e g a r d  t o  p e n a l t i e s  which may or may n o t  

a p p l y  and I would object  t o  t h a t  l i n e  of q u e s t i o n i n g .  

MS. RICHARDSON:  L e t  m e  j u s t  make it  a s t a t e m e n t  

i n s t e a d  o f  a n  a d v i s i n g .  Okay? I ' m  n o t  a t t e m p t i n g  t o  

a d v i s e  you, I ' m  a t t e m p t i n g  t o  make a statemerit and  I 

have  a copy of t h e  s t a t u t e  w i t h  me i f  you would l i k e  t o  

see i t ,  or i f  you would l i k e  t o  t a l k  t o  M r .  B e a t t y  a n d  

have  Mr. B e a t t y  advise  you. 

P e r j u r y  is a t h i r d  d e g r e e  f e l o n y  -- 
MR. BEATTY: I o b j e c t .  

MS. R I C H A R D S O N :  T h a t ' s  f i n e .  

-- for  p e r s o n s  who a re  found g u i l t y  o f  p e r j u r y  a n d ,  

o f  c o u r s e ,  t h a t  r e q u i r e s  a c o u r t  t r i a l  and  so  on.  

The re  is a p o s s i b l e  p e n a l t y  o f  up t o  f i v e  y e a r s  i n  

j a i l  a n d  t h e r e ' s  also a p o s s i b l e  p e n a l t y  o f  a $5,000 

f i n e .  O k a y ?  

MR. BEATTY: Well, a t  t h i s  p o i n t  t h e n ,  b e c a u s e  

you 've  gone so f a r ,  I t h i n k  by t h e  a c t i o n  y o u ' v e  t a k e n  

t o  make t h e  comments t h a t  you 've made w i t h  resard t o  t h e  - 
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perjury statute appear to me to either be an effort to 

or at least may have the effect of intlmldatlng the 

witness with regard to hls testimony here today. I 

think it's very approprlate for you to read the statute 

so that the witness can get the full flavor of what 

perjury actually stands for. 

- 

MS. RICHARDSON: Okay. I tell you what we'll do. 

We'll go off the record and I will show it to you and 

you can have any questions that you may have either for 

me or Mr. Beatty. 

1s that suitable to let him see it? 

MR. BEATTY: I don't know why we would go off. 

I mean, you've come this far. 

MS. RICHARDSON: All right. 

The definition for perjury in an official 

proceeding means a proceeding heard or which may be or 

1s required to be heard before any legislative, 

judicial, administrative or other governmental agency 

or official authorized to take evidence under oath, 

including any referee, master in chancery, hearing 

examiner, commissioner, notary o r  other person taking 

testimony or a deposition in connection with any such 

proceeding. Okay. 

And then whoever makes a false statement which 

he does not believe to b e  true under oath in an official - 
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proceeding in regard to any material matter shall be 

guilty of a felony of the third degree punishable as 

provided for a felony of the third degree. 
- 

MR. BEATTY: Thank you. 

MS. RICHARDSON: And do you have any questions? 

THE WITNESS: I want to take a break and talk to 

Robert. 

MS. RICHARDSON: That's fine. 

(Off the record.) 

MR.  BEATTY: If we can go back on the record for 

a second. 

I just had a conversation with Mr. Pellegrini and 

this witness has been thoroughly intimidated in terms of 

providing his testimony here today by virtue of the 

process that has just been gone through with regard to 

the whole issue of perjury and Mr. Pellegrini would 

like to make a statement on the record. 

THE WITNESS: I feel with the way Ms. Richardson 

has discussed the perjury and explained it and whatnot, 

I do feel intimidated by it. 

I have worked for Southern Bell for many, many 

years, 21 years to be exact, and, as far as this 

intimidation, there may be some things that, you know, 

from my past that I don't recall or forgot o r  whatever 

that I feel she may try, you know, to u s e  against me. - 
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Anyway, I want i t  on t h e  r e c o r d  t h a t  I fee l  

i n t i m i d a , t e d  by her s t a t e m e n t s .  

MS. R I C H A R D S O N :  Okay. M r .  - P e l l e g r i n i ,  my p u r p o s e  .. 
- . . 

i n  making t h e  s t a t e m e n t  r e g a r d i n g  t h e  p e r j u r y  s t a t u t e  

was t o  make s u r e  t h a t  you were on  n o t i c e  a n d  t h a t  y o u  

were aware of a l l  t h e  p o s s i b l e  c o n s e q u e n c e s  t h a t  may 

r e s u l t  from t h i s  p a r t i c u l a r  s ta tement .  

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

s i n c e  you are  n o t  r e p r e s e n t e d  by a n  a t t o r n e y ,  I Wanted 

t o  make you aware of t h a t  i f  you were n o t  aware o f  it. 

I f e l t  l i k e  you needed t o  know t h a t  b e f o r e  we went a n y  

f u r t h e r  w i t h  y o u r  d e p o s i t i o n  t o d a y .  So I j u s t  wanted 

t o  make t h a t  s ta tement  a l s o  on the -  record. 

We are n o t  t h e  

It was n o t  f o r  t h e  p u r p o s e  of i n t i m i d a t i o n .  Okay. 

I want t o  a s s u r e  you of t h a t ,  b u t  I c a n ' t  h e l p  how y o u  

feel  and how i t  a f f e c t e d  you. T h a t ' s  n o t  s o m e t h i n g  t h a t  

I h a v e  any c o n t r o l  over.  

MR. BEATTY: Having a l ready o b j e c t e d  t o  i t ,  I w i l l  

b e  b r i e f .  I t h i n k  t h a t  t h e  fact  t h a t  t h i s  w i t n e s s  is 

n o t  r e p r e s e n t e d  by c o u n s e l  is n o t  an i s s u e  of c o n c e r n ,  

a t  least  n o t  of p r o p e r  c o n c e r n  for  t h e  Off ice  o f  P u b l i c  

C o u n s e l .  I t h i n k  a l s o  t h a t  by v i r t u e  of t h e  a d v i c e  

t h a t  you have  g i v e n  h i m ,  I t h i n k  you have  made y o u r s e l f ,  

a t  least  i n  sum a n a  s u b s t a n c e ,  h i s  c o u n s e l .  

MS. R I C H A R D S O N :  No, no. 
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M R .  BEATTY: Excuse me. S o ,  again, I think that 

this process is so totally inappropriate that it almost, 

almost necessitates with this particular witness, 

because he is feeling the way that he is, it almost 
. . . 

necessitates withdrawing from this deposition this 

witness here today. It is that egregious, I believe, 

what has occurred here today. 

MS. RICHARDSON: Okay. First of all, I have not -- 
MR. BEATTY: With that, we'll proceed. 

MS. RICHARDSON: No. I disagree with your 

characterization, Mr. Beatty. Since we're still on the 

record, I would like to make that official statement. 

I disagree with your characterization of my position and 

my reading of the statement of the perjury, that it was 

for simply to get it on the record so that Mr. Pellegrini 

was aware that the statute was there and what the statute 

said. Okay? I did not attempt to advise him at all as 

to his answers to my questions. I will not do so. I'm 

not his attorney. I have asked him if he is represented, 

he said he was not represented here today. ble've made 

that clear and we've established it on the  record.^ I 

was answering both yours and his statement about 

intimidation, that my purpose was not to intimidate him 

in any way but just to get the information out on the 

table and let him react to it however he reacts to it - 
~ 
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14  

like I said, I cannot control his reactions - but to 

put it out there just to clear the air, to make sure 

that we're all on the same playing field. 
.~ . ~~ 

~ . .  

MR. BEATTY: I'ffi confident that it was not your 

intent to intimidate this witness. I feel Very 

confident of that and I'll put that on record, 

obviously. 

going through this process ana it is to that effect 

that I speak today. 

The focus, though, is the effect of your 

MS. RICHARDSON: Okay. 

M r .  Pellegrini, I guess since the possibility 

has been raised, let me ask you: If I proceed with 

questions, are you prepared to answer theffi at this time? 

THE WITNESS: Yes. 

MS. RICHARDSON: All right. Then let's go ahead 

and go on with the deposition, if we can. 

BY MS. RICHARDSON: 

0 You were telling me about your position in 

Jacksonville, or at least that's where I would like to start. 

Can you please describe for me what your functions 

and your duties are in your present position? 

A My main function is the responsibility of the MTAS 

data base for the North Florida area. I am the subject 

matter expert in that field of the data base as well as 

programs and what have y o u .  - 
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0 You're the subject matter expert in that particular 

area, MTAS. Is there anything else that you are responsible 

for? 
~. - ~ - 

A I currently conduct compliance ana standardization 

reviews for the North Florida area. 

0 How long have you been doing that? 

A We began that -- I believe it was about the 
beginning of the summer last year. I don't remember the 

exact date. 

0 Just for Jacksonville you mean? 

A Well, no, the North Florida area, which is 

Pensacola, Jacksonville, Orlando, Cocoa and Gainesville -- I 
mean Melbourne and Gainesville. 

Q Now, standardization reviews have been done much 

longer than that, haven't they? 

A Well, you asked me what I do in Jacksonville. 

0 Oh, okay. Were you involved in compliance and 

standardization reviews prior to this time? 

A Yes. In the early to mid ' 8 0 s  time frame. 

0 Okay. And where were y o u  doing the reviews then? 

A It was here in Jacksonville. There was a lapse in 

between the mid ' 8 0 s  and this past year. 

0 Okay. Were you on -- well, let me ask you:  Do y o u  

know when the standardization reviews were first done by the 

company? When were they created or invented or first done? 
- 
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A I don't recall. 

Q Because I was golng to ask if you were a part of 

that process of developing the reviews to begin with. 
- 

A Not initially, no. 

0 And what was your -- or did you have a specialty in 
doing the reviews? 

compliance and standardization reviews that was sort of your 

specialty area? 

Was there a particular area in the 

A No. It was just the whole process. 

0 In terms of the reviews themselves, there is 

several different modules or sections, aren't there? 

A Yes. 

0 During the process of the time, mid ' 8 0 s  and even 

presently, have you worked in reviewing every single module 

for any particular IMC? 

A Yes. 

Q Okay. I think what I would like to focus on are 

right now the modules related to trouble reports and trouble 

repairs. 

In terms of having worked on compliance and 

standardization reviews, have you been part of the team that 

goes -- I guess visits the IMC and actually works hands-on 
with the DLETHs and so on with the standardization reviews? 

A Yes. 

Q You have done that? 
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A (Nods nead . )  

9 Okay.  Can you t e l l  m e  which I M C s  you have  a c t u a l l y  

p a i d  v i s i t s  t o ?  A s  many as  you c a n  remember. 
- 

A C o a s t a l ,  J a c k s o n v i l l e ,  West F l o r i d a .  T h e r e  were 

o thers  I don ' t  recal l  i n  t h e  mid '80s. I c a n ' t  recal l  them. 

Q A l l  r i g h t .  A l l  these,  C o a s t a l ,  J a c k s o n v i l l e  and 

West F l o r i d a  were a l s o  m i d    OS, i n  t h a t  time frame? 

A Well, Coastal and J a c k s o n v i l l e  e v e n  t h i s  y e a r .  

0 Oh, okay. Mid '80s a n d  '92. And t h e n  West F l o r i d a  

would j u s t  b e  mid  OS? 

A West F l o r i d a  was i n  t h e  mid '80s  as  w e l l .  T h e r e  

were o t h e r s .  I d o n ' t  remember which o n e s  and when. 

Q Okay. Do you know a b o u t  how many rev iews  you 've  

done? Is t h a t  even  p o s s i b l e  for  you t o  f i g u r e  i t  o u t ?  

A I d o n ' t  r eca l l .  

0 Well, l e t ' s  t h i n k  a b o u t  b a c k  i n  t h e  m i d    OS, was 

t h e r e  a set  number of reviews t h a t  you d i d  e v e r y  y e a r ?  I 

mean l i k e  a g o a l .  You had f o u r  t o  d o  o r  maybe f i v e  or 

whateve r?  

A No. 

9 HOW o f t e n  d i d  you do a r e v i e w  i n  t h o s e  d a y s ?  

A J u s t  p e r i o d i c a l l y .  T h e r e  was no s c h e d u l e .  

Q Who d e c i d e d  when t h e  reviews would b e  done?  

A U s u a l l y  i t  was t h e  o p e r a t i o n s  manager f o r  t h e  

s t a f f .  
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0 T h e  o p e r a t i o n s  manager. And who was t h a t ?  

A I n  what t i m e  frame? 

0 Well, you 've g o t  mid   OS, so i t ' s  k i n d  o f  
.. - ~ . .  

d i f f i c u l t .  I ' m  working w i t h  your m i d  ' 80s .  The more 

s p e c i f i c  you can  be ,  t h a t ' s  g r e a t .  If  you c a n ' t  b e  s p e c  

18 

f i  1 

j u s t  q u a l i f y  what  y o u ' r e  t e l l i n g  m e ,  you know, as b e s t  you 

c a n  recall .  

A I n  t h e  m i d    OS, I b e l i e v e  o u r  o p e r a t i o n s  manager 

was Rober t  Rupe. 

Q And so  i t  would be up t o  Mr. Rupe, t h e n ,  t o  d e c i a e  

whe the r  o r  n o t  we're g o i n g  t o  go and d o  a s t a n d a r d i z a t i o n  

r e v i e w  i n  J a c k s o n v i l l e  o r  C o a s t a l  o r  somewhere else? 

A Yes. 

0 A l l  r i g h t .  And do you know how he  made t h a t  

d e  c is ion?  

A no. 

0 Do you know i f  t he  reviews were ever o r d e r e d  from 

h i g h e r  up? 

A I d o n ' t  know. 

0 D i d  Mr. Rupe h a v e  s t a f f  m e e t i n g s  w i t h  -- wel l ,  l e t  

me, f i r s t  o f  a l l ,  a s k  you b e f o r e  w e  g e t  t o  t h a t  p o i n t ,  how 

many other  p e o p l e  were i n v o l v e d  b e s i d e s  you i n  d o i n g  t hese  

reviews? Who e l se  were t h e y ?  

A T h e r e  was Bob F e c h t .  

P And t h a t ' s  F-e- - -  
~ 
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A c-h-t. Curtis Wright. 

Q And that's -- 

A W-r-i-g-h-t, I think. 

Q Okay. 

A Melanie Davis, Hampton B 

19 

oker . 
Q So there were five of you working for Mr. Rupe? 

A Yes. 

0 A l l  right. Did Mr. Rupe have staff meetings, 

riodic staff meetings to discuss standardization reviews 

with you and the other four people? 

A Not particularly, no. 

What kind of training were you given in order to do 
- .-- Q 

a standardization review? 

A None. 

0 None. It was on the job or just based upon your 

experience? 

A Experience. 

Q All right. What kind of experience did you bring 

to the standardization and compliance review that made YOU 

capable of doing this job? 

A The practices that we utilize. 

0 Is that BellSouth practices? 

A Yes. 

Q A l l  right. And how are you famillar with those? 

A T h e y  were in writing. 
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Q Okay. I assume that most managers In Southern Bell 

have access to those but most managers weren't selected for a 

staff review position. What made your training or 

experience - -  
- 

MR. BEATTY: Objection to the form of the question. 

It assumes facts not in evidence. 

You can respond. 

THE IVITNESS: Restate the question, please. 

MS. RICHARDSON : Okay. 

BY MS. RICHARDSON: 

Q What in your background and experience made you 

qualified for this without any further training other than 

just being familiar with the rules? 

A Just that and the MTAS data base. 

Q Okay. Briefly outline your experience then with 

the rules. Go back for me. 

A I don't understand. 

Q Okay. Did you just read the rules once and then 

you were qualified? 

A N o .  

Q Did you work with the rules? 

A Uh-huh. 

Q And that was a yes? 

A Yes. 

Q Tell me how you work with the rules. - 
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again. 

Q 

A 
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You read them, g o  Over them again and again and 

You reference them as you're doing your review. 

Okay. 

It's a guide. 

Did you work with the rules prior. to becoming a 

~. - ~ ~. 

standardization and compliance review Officer? 

A I don't understand the question. What do you mean 

"work with them"? 

0 Well, I'm trying to figure out. I believe you told 

me that you didn't have any special training for this job and 

the reason that you were qualified for the job was your 

familiarity with the rules and I've asked you for your 

experience with the rules and you're relating it to doing the 

standardization and compliance reviews. So is the first time 

you saw the rules during the compliance review? 

A No. The I M C s  operate with these rules, guidelines, 

whatever you want to call them. 

Q And what was your function -- 
A That's our staff is the IMC staff. 

0 All right. What was your function on staff then 

before you got to the position of doing standardization 

reviews? 

A Let me Clarify a point. Standardization reviews . -  
are not the only job  function that I have. 

tireat. What else do you do? 
~ 

Q 
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A Well, I just told you, my main responsibility is 

the MTAS data base and programming. 

Q A l l  right. Has that always been the case since the 
- 

mid 1980s? 

A Yes. 

Q When did you first start with the company? 

A 1972. 

0 A l l  right. And what was your first position? 

A I was an installer/repairman. 

Q So you have Some outside field experience? 

A Yes, about four and a half years. 

0 Four and a half years. And was that before the 

mechanization, the computerization of that process, the 

trouble repair process? 

A I assume so.  I have no knowledge of what went on 

inside in the beginning years. 

0 Okay. In '72 the outside people didn't have a 

C-A-T,  a CAT,  did they? 

A Oh, absolutely not. 

Q Okay. Trouble tickets were on paper, weren't they? 

A I don't know. I was an installer. I was not a 

repairman. 

0 Oh, you didn't do any repair work at all? 

A No. 

0 Simply new service orders? - 
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A Strictly installation. 

Q A l l  right. And installation, was that a paper 

ticket format? 
~. . ~ . . 

A It was a printed thing, yes. 

Q A printed thing you got? 

A (No response.) 

0 And how did you turn in your work assignments? 

did that happen? 

- 

23 

H o w  

A You wrote in different fields on this form and at 

the end o f  the day you handed it in, plus you called it in as 

you completed each job to dispatch. 

Q Okay. And then a maintenance administrator inside 

the building would take your call? 

A No. They were -- I don't know what the title was 
but it wasn't maintenance administrator. It had nothing to 

do with maintenance at all. 

0 I'm sorry. 

A Two separate entities. 

Q Are they the same now? 

A Pretty much so, yes. 

Q Okay. But in '72 they were absolutely separate? 

A Very definitely, yes. 

0 8 Okay. So, in terms of  y o u r  staff manager position, 

how did y o u  use the rules? In what way were y o u  using the 

rules other than in the standardization ~ reviews? 
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A Any questions that might come from field personnel 

as to how to this or how to that. 

Q And the questions would be concerning Simply 
- 

installation o r  repair or both? 

A you're jumping back and forth now. 

0 Yes, I know. 

A Well, I don't understand. 

0 I'm trying to get you to clarify questions from 

field. What kind of questions? 

A It would be like a particular type of repair job, 

would code such and such apply, different code. 

0 Okay. 

A Just general questions. 

a All right. And were these outs ide  field techs 

calling you or managers or -- 
A No. These would be managers. 

0 Okay. Were there occasions when the managers would 

call and ask to use special codes like a flood code or a 

hurricane code and have t o  get permission from you to do 

that? 

A Not that I recall. 

0 Were there ever occasions when you would notify 

managers -- let's just take for example like Hurricane 
Andrew. I know that was South Florida and you don't have 

those kind of responsibilities now. But if a hurricane had - 
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come up back in those days, would it have been part of your 

responsibility to call the managers and say, "Look, we're 

going to be using that hurricane code for cause now simply 8 

because this stuff has been w o r k i n g ,  so let's use that." 
- 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

You can respond. 

THE WITNESS: Restate the question. 

MS. RICHARDSON : Okay. 

BY MS. RICHARDSON: 

0 Were there ever any times when it would be your 

responsibility to call ffianagers and tell them to use specific 

codes that might hzve appliea, given certain conditions, 

weather conditions, or whatever? 

A It would not be my responsibility, no. 

Q Would you ever have done so? 

A Under direction, yes. 

0 Direction of whom? 

A Higher management. 

Q And who would your higher manageffient have been at 

that time? 

A I n  my case I would report directly to the 

operations manager. 

Q And who was that? 

A T. C. Taylor. - 
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Q So can you recall any specific occasion when 

M r .  Taylor called you or told you to notify everyone that we 

need to be using a certain code because of certain weather . 
condltlons or whatever? 

- 

A Yes. 

0 Can you tell me about that? 

A It was in Hurricane Andrew specific. We were sent 

down there to work the hurricane and whatnot. 

Q Okay. Were there any times prior to Hurricane 

Andrew back in the -- as far back as you can go in your 

memory while you've worked with the company that that has 

happened? 

A Not that I recall. 

Q Okay. Let's go back. Can you think back to the 

mid '80s when you were first doing these reviews and you were 

handling Coastal and West Florida and so on, how many times 

can you recall doing a standardization review in Coastal? 

A Two that I can recall. 

Q Two. And were both of those in the mid ' 8 0 s  or 

were they -- 
A NO, they were recent. They were recent, within 

probably the last year or s o .  

0 Okay. What about Jacksonville? 

A Jacksonville -- 
MR. BEATTY: Objection to the form of the question. 
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0 How many times can you recall having done a 

standaraization or compliance review in Jacksonville? 

MR. BEATTY: Is this ever? . 

MS. RICHARDSON: Yes. 
. ~ 

A Twice. 

0 Twice. And are both of those recent or  do you 

remember something before? 

A One is recent and one was sometime in the ' 8 0 s .  I 

don't remember. 

Q And let's try West Florida. About how many have 

you done there? 

A I've done one there, and I don't remember when it 

was. It was certainly in the ' 8 0 s  sometime. 

Q Okay. Have you ever had occasion to go back and 

re-review, do a follow-up review in one of these areas o r  any 

of the areas, I M C s ,  that maybe you can't even remember what 

the name of it was. 

A Restate the question. I don't understand it. 

Q Have you ever had an occasion or  a reason to go 

back and re-review an IMC that you had done maybe a couple of 

months before? 

A 1 still don't understand. 

Q Okay. Let's take -- see i f  you can think back to 

the ' 8 0 s  when y o u  were doing the reviews. Do you recall any 

occasions when an IMC was scored b y  y o u  as unsatisfactory? 

I1 - .  
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A Not that I can recall. 

Q Okay. Can you recall any occasion when an IMC was 

scored satisfactory on all o f  the modules? 
- 

A I don't remember if we even had a satlsfactory o r  

unsatisfactory. It was a percent error. 

Q Percent error? Okay. Thinking back then in terms 

of percent error, was there some kind of threshold below what 

-- is an IMC fell below that percentage that you would 
consider retraining or some kind of problem existed? 

A Not that I recall. 

Q What was the purpose of standardization reviews in 

the mid  OS? 

A TO see that everyone was performing their work and 

coding and whatnot to the standards of the BSP. 

Q And did you always find that everyone was coding 

properly and performing according to the standards of the 

BSP? 

A Be more specific. That's too vague. 

Q Well, did you ever find on one of your reviews 

where one of the IMCs was not performing according to the 

BellSouth practices on the review that you did? 

A Define "performing" for me. I don't understand. 

Q Okay. What would you consider -- part of  your 

responsibility was to determine whether or not they were 

performing according to the BSP; is that correct? 
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A Uh-huh. 

0 Okay. Then you define "performing" for me. 

A "Performing" is the work that they're doing that is 
- 

in accordance with the BSP. 

0 Now, uas there ever an occasion when you found that 

the IMC was not performing according to the BSP? 

A Let me answer it by saying we founa errors, human 

errors, if you want to consider an error not performing. 

Q Well, I'm trying to use your definition, 

Mr. Pellegrini. Okay? So give me a definition that you're 

comfortable with and then let's go from there. 

MR. BEATTY: Objection. It's been asked and 

answered. 

You can go ahead. 

A I just restate that we did have errors, human 

errors, mistakes, misunderstandings, and it was scored as 

such. 

Q All right. And once you had finished the review, 

what did you do? 

A You had a feedback. 

0 And to whom did you feed back? 

A Usually the manager of the maintenance center. 

0 First level, second level, operations manager? 

A Second level. 

Q Second level? 



. .  

U 1 

4 

f 

7 

E 

9 

IO 

1 1  

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

2 1  

23 

24 

25 

30 

A Q u i t e  o f t e n  o p e r a t i o n s  managers  would s i t  i n .  

Q But n o t  e v e r y  t ime?  

A Not t h a t  I r e c a l l .  

0 Okay. And how was t h i s  feedback  done 6r g i v e n ?  

A I t  was i n  w r i t i n g  and it was a l s o  v e r b a l .  

0 And were you r e s p o n s i b l e  f o r  t h e  v e r b a l  f eedback?  

A Yes, i f  you were t h e  r e v i e w e r .  

0 Okay. b o u l a  i t  be j u s t  you or  would a team o f  

r e v i e w e r s ?  Would you go down w i t h  M r .  F e c h t  o r  Mr. Wrigh t  or 

o n e  o f  t h e  o t h e r  p e o p l e  and  do t h e  r ev iew?  

A be had on o c c a s i o n .  

0 Okay. And t h e n  i n  terms of  t h e  f e e d b a c k ,  i f  you 

and maybe one of t he  o the r  r e v i e w e r s  were a p a r t y  t o  t h a t  

p a r t i c u l a r  review, would b o t h  of you go down and g i v e  

f e e d b a c k ?  

A P robab ly .  I d o n ' t  remember. It 's too  l o n g  ago .  

0 Okay. And do you know what  t h e  manager  d i d  w i t h  

t h e  f eedback  once  you had g i v e n  it  t o  him or  h e r ?  

A H o p e f u l l y  t h e y  c o v e r e d  t h e i r  p e o p l e  on  t h e  errors. 

0 O k a y .  Bu t  you d o n ' t  know? 

A No. 

0 Was t h e r e  e v e r . a n  o c c a s i o n  when t h e y  a s k e d  you t o  

come b a c k  and do  t r a i n i n g ?  

A No. 

0 Was the re  ever  a n  o c c a s i o n  where  M r .  Rupe o r  
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someone above  h im a s k e d  you t o  g o  b a c k  and  r e - r e v i e w  a 

p a r t i c u l a r  I M C  t h a t  you had j u s t  done? 

.I 

A Not t h a t  I reca l l .  

0 Was the re  ever a n  o c c a s i o n  when a n  IMC-did n o t  meet 

t h e  p e r c e n t a g e  p e r f o r m a n c e  t h a t  e i t h e r  you o r  M r .  Rupe f e l t  

was s a t i s f a c t o r y  anb a d e c i s i o n  was made t o  go back  and 

re-review t o  see i f  t h e  f e e d b a c k  had been  e f f e c t i v e ?  

A You a l r e a d y  a s k e d  me t h a t  q u e s t i o n  and  t h e  answer  

is no. 

Q Okay. L e t ' s  t a k e  i t  t o  '92. A l l  r i g h t .  Well, l e t  

me f irst ,  before t h a t ,  mid ' 8 0 s .  Were t h e s e  r e v i e w s  k e p t ?  

A I b e l i e v e  most of them, y e s .  

Q Okay. Do you h a v e  access t o  copies of t h e s e  

reviews? 

A Yes. We forwarded them t o  y o u r  o f f i ce .  

Q Okay. I know t h a t  o u r  off ice  d o e s n ' t  have a l l  o f  

them, okay ,  b u t  some o f  them were e v i d e n t l y  n o t  a v a i l a b l e .  

B u t  i n  terms of you s p e c i f i c a l l y ,  le t ' s  j u s t  d e a l  w i t h  you 

S p e C i f i C a l l y ,  e v e r y  r e v i e w  t h a t  you have k e p t  h a s  b e e n  t u r n e d  

over? 

A Yes, m a ' a m .  

0 Okay. I have  -- I t h i n k  I ' v e  added -- you have 

g i v e n  me f i v e  reviews t h a t  you c a n  reca l l  h a v l n g  done  and  

t h a t ' s  between t h e  mid  '80s a n d  '92.  Is  t h a t  t h e  sum t o t a l  

o f  y o u r  reviews o r  d o  you t h i n k  y o u  may h a v e  done  more t h a n  
- 
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five? 

A I think I did more. 

Q Okay. Ana can we do -- let's play bigger than a 

breadbasket for a minute. Did you do maybe ten? ~ 

A Probably. I would say no more than that though. 

0 No more than ten? Ten might be the maximum? 

A (Nods head.) 

0 Okay. And is there any way on these reviews that 

you did back in the mid ' 8 0 s  to identify whether it was your 

particular review, one that you personally had done? 

A Some of them had cover letters on them that would 

mention the fact that I was the reviewer. 

Q And who would have written the cover letter? Whose 

signature would have been on that? 

A Probably the operations manager. 

0 But there's no other way to identify whether it was 

one that you had done personally? 

A 

letter 

them. 

Q 

who di 

A 

Q 

In the earlier years? Not if there's not a cover 

on it. I don't think the names appear anywhere on 

Okay. Is there some way to do it now, to determine 

the review? 

NO. 

I'd like -- in terms of asking about the mid '80 

reviews again, was there any kind o f  retention policy f o r  
- 
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these reviews, to keep them either on disk format or paper 

format? 

A There wasn't, no, that I know o f .  

0 Is there one now? 

A Yes. 

0 And what is the retention policy now? 

A Five years. 

0 Five years? And is that in paper format or disk or 

- 

both? 

A I'm not sure. I keep mine in paper format. There 

is a policy. I'm not positive what it is. I do keep mine 

now in paper format. 

Q Okay. Is there a central storage? Do you have to 

turn over a copy in some format to somebody or some custodian 

that keeps these things or -- 
A My operations manager is responsible to keep them. 

0 And that's Mr. Taylor? 

A Yes. 

0 Okay. Is there a policy now in '92 for 

re-reviewing particular IMCs that were considered not 

performing? 

A I believe so,  but I can't be positive. I would 

have to re-read the BellSouth practice on that. 

Q What BellSouth practice covers reviews? 

A Well, it's not really a practice. It's a review 
- 
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package that come out of BellSouth. 

Q And is that the title "Revlew Package"? 

A I don't know what its title is. Compliance and . 
Standardization, I guess. - 

Q About how many pages is that document? Can you 

give me an estimate? 

A 35 or 40. 

Q Have you developed for your own use any kind of 

quick reference guide or tool or sort of a manual that you go 

by when you do these reviews? 

A NO. 

Q Has Mr. Taylor developea anything or passed 

anything to you that would be helpful in terms of doing a 

review, Sort of a reminder sheet, something quick and handy 

or pinpointing certain items and so forth? 

A No. We use the package. 

Q Does the package have in it a series of reviewer's 

hints, things -- 
A Yes. 

Q Okay. Let me give you a question then: In terms 

of one of the modules that you review in the trouble repair 

process, the employee-originated reports -- and I guess to 
set a foundation, can you define for me what an EO or an 

employee-originated report is? 

A It's a trouble report in the system where the 
- 
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creation of it or the knowledge of it was gained by an 

employee exclusive of any conversation with the customer. 

0 And then how does an EO report get generated? 

A There's people in the maintenance center that have 

that capability through the convergent system to create it. 

0 Convergent system? 

A It's a computer. It's a terminal. 

Q Is that LMOS? 

A Yes. I'm sorry. 

a L-M-0-S. And I'm guilty of using acronyms, too. 

Would that be called in through A-I-R-0, AIRO? 

A I don't believe so. I don't think you could do 

that through AIRO. 

Q NOW, in terms of reviewing employee-originated 

reports, what are some of the reviewer's hints that you are 

given to look for? 

A Well, you want to know who is the employee, 

naturally, creating the thing and briefly how did they gain 

knowledge of the condition. That's it. 

Q All right. And would the gaining of knowledse show 

Up somewhere on the DLETH, D-L-E-T-H? 

A It should be in the narrative, yes. 

0 All right. And if it's not in the narrative, is 

that an AIRO? 

A Yes. 
~ 
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Q Reported as an A I R O ?  Is that the only A I R 0  you 

look for in EO reports? 

A That and who created it. Really who and why is 
- what you're looking fo r .  

Q Okay. Have you ever had experience back in the 

' 8 0 s  and ' 9 2 s  when you were doing, at any point that you were 

doing these reviews, had occasion to ook at 

employee-originated reports that were generated within five 

or ten minutes of a closed-out out-of service report on the 

same number? 

A I don't recall. May have. 

Q Is that something that you look for at all? 

A Yes. 

Q Okay. Is that in the reviewer's hints to look for 

that? 

A I'm not sure. 

Q Why would you look for that? 

A To determine that they didn't close out a trouble 

report, a customer trouble report, and issue an employee 

report to continue repairs. 

Q A l l  right. For what purpose would they have done 

that? Why would they have done that? 

A I don't know. 

Q A r e  you familiar with the requirement that the 

conpany complete out-of-service repairs within 24 hours at 
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least 95 percent of the time? 

A Yes, I am. 

0 Okay. Would closing out an out-Of-Service report 
~ 

just under 24 hours and then opening up an 

employee-originated report raise any questions in your niind? 

A It could. 

Q All right. And what kinas of questions as a 

:-e-riewer would you be asking yourself? 

A Was the first report legitimately closed out, and, 

as far as the issuance of the employee report, was it within 

the guidelines, 

P Okay. And when you look at this juxtaposition of 

the category direct report and the EO report within five or 

ten minutes, what on those two reports do you look at to 

determine whether there‘s been an improper closing of the 

out-of-service report and an opening of the employee report 

in order to really finish the work on that particular 

trouble? 

A Restate the question. 

0 Okay. It was a long question. 

If I’m going to look at the two DLETHs, the 

out-of-service DLETH that was closed before 24 hours and 

appears to be not fixed because we’ve got an employee report 

immediately following it, where do I look on the DLETH to 

determine whether or  not the first report was irrlproperly 
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A hell, today you would look to see if the close-out 

VER Code, V-E-R Code, still showed that there was possibly 

trouble on the llne, and the biggest thing, naturally, 1s why 

was the employee report created. 

Q All right. And would that be only in the narrative 

or would there be some other information in the EO report 

that I could look at that might determine that it really is a 

follow-up on the out-of-service report? 

A Well, your narratives throughout the whole DLETH 

would be what you're looking for to determine the why. 

0 Would one of the narratives be what the customer 

said? Would that be one of the things I ' d  look at? 

A It could be, yes. 

Q Okay. And if the customer is complaining on the 

original report that he couldn't call out and then also 

complaining on the employee report that they still can't call 

out, then there might be a problem? 

A It could be. 

Q Have you ever found instances where out-of-service 

reports were closed out early in order to meet the index with 

an employee report opened? 

A I can't remember. 

0 Let me ask you what a C-0-N is. Do you know what 

the CON Code is? 
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A Yes, I do. 

Q Okay. Can you briefly explain that? 

A It‘s an acronym and it stands for carry-over no. 

0 Okay. 

A And what do you want to know about it? 

0 Just briefly define it for purposes of my follow-up 

~ 

questions. 

A Its intended use in the past, because we don’t have 

that code anymore, was when a subscriber called in requesting 

a date beyond what we’re offering for an out-of-service 

commitment, which we call future date requested, and we’re in 

a position to provide their service to be put back in now but 

they don‘t want us there until, say, two or three days from 

now, the CON transaction was such that you didn’t penalize 

yourself on an out-of-service over 24 hours because the 

customer didn‘t want you out there. That’s what its intended 

use was. 

0 All right. Have you ever in doing standardization 

reviews found a problem in the use of the CON Code? 

A Define “problem. ‘I 

0 Okay. Well, let me go back and give you some 

source information f o r  why I’m asking this question. 

A Okay. 

0 Okay. Are you familiar that the Attorney General 

has recently released some statements from Southern Bell - 
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employees? 

A Yes, I am. 

Q Okay. Have you had occasion to read a statement by 
~ 

Ms. Melanie Davis? 

A No, I have not. 

Q Okay. Well, in Ms. Davis' statement, she makes 

reference to you as having investigated an allegation of the 

creation of false trouble reports ana, in doing s o ,  you found 

a C-0-N, or CON Code problem, something to do with 88 percent 

problem rate or error rate. Okay. Now, that's the preface 

for my particular question. If that j o g s  your memory, fine. 

If it doesn't, fine. 

NOW, have you ever found any problems in the use of 

the CON Code? 

MR. BEATTY: Object to the form of the question. 

Counsel has testified with regard to matters that are 

not before this particular witness, and s o ,  therefore, 

I suggest to you that the predicate issue as you've 

referred to it is not a predicate for this witness at 

all. I object. 

A Your question was originally did I find anything on 

CON standardization reviews. 

0 Okay. 

A And the answer to that is no. 

0 All right. 
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A Now, what your information is -- 1 don't remember 
any 88 percent. I don't know where that came from. But we 

did have a problem in the Miami Metro.operation, which is not 

under my responsibility, but myself and Bob Fecht-looked into 

it because one of the numbers appeared to be out of line and 

it was because of CON and we turned that over to higher 

management. That's all I can tell you about it. 

0 Well, can you tell me approximately what year or 

what time this occurred? 

A I believe it was in the fall of 1990, but I'm not 

positive. 

Q Did you look at a particular employee code on that 

report? 

A 1 don't remember whether it was a particular 

employee or not, but it was a significantly high use that was 

certainly out of line. 

Q Did you form any opinion as to why the CON was 

being significantly highly used? 

A I did not. Like I say, there was a problem that 

needed investigation and we turned it over to higher 

management. 

Q All right. And who was higher management in that. 

case? 

A We gave it to April Ivy and T. C. Taylor. 

Q And do you know what either Mr. Taylor or  Ms. Ivy 
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did with it? 

A No, I do not. 

a Do you know if any further investigation was done 

by security or anyone else? . ~ ~~ 

A That I don't know. 

Q Do you know if that ended Mr. Fecht's participation 

in this particular instance also? 

A No, I don't know. 

0 Can you recall what you were investigating, this 

allegation of creating false trouble reports, at the time? 

A Rephrase the question. It's not clear. 

0 All right. Ms. Davis made some statement about you 

were at that point investigating someone creating false 

trouble reports. 

A In the Miami Metro? 

MR. BEATTY: I object to the form of the question 

again. Counsel is testifying regarding matters that are 

not in the record in this proceeding, that are not before 

this witness, and it is inappropriate, procedurally 

inappropriate for counsel to continue to refer to matters 

that are not before this witness. I object. And out of 

fairness to the witness, you might want to ask the 

questions based upon whatever knowledse you may have, but 

to attempt to lock him into or to induce him to respond 

based upon testimony that asain is not his own is 
.- 



i n a p p r o p r i a t e .  

W i t h  t h a t ,  i f  you c a n  answer  t h e  q u e s t i o n ,  p lease  

do. 

THE WITNESS: Rephrase  - -  res ta te  t h e  q u e s t i o n ,  

p l e a s e .  

MS. R I C H A R D S O N  : Okay. 

BY MS. R I C H A R D S O N :  

0 Do you reca l l  i n v e s t i g a t i n g  a l l e g a t i o n s  t h a t  a n  

employee  or maybe e v e n  more t h a n  one employee  were c r e a t i n g  

f i c t i t i o u s  t r o u b l e  r e p o r t s ?  

A Yes. 

0 A l l  r i g h t .  About when d i d  t h i s  occur? 

A I b e l i e v e  i t  was t h e  w i n t e r  of 1990- 

0 W i n t e r  o f  ‘90. And which IMC d i d  t h i s  i n v o l v e ?  

A G a i n e s v i l l e ,  F l o r i d a .  

0 I n  G a i n e s v i l l e .  A l l  r i g h t .  And were you on t h a t  

p a r t i c u l a r  i n v e s t i g a t i o n  w i t h  anyone  else? 

A Yes. 

0 And who e l s e  was i n v o l v e d ?  

A J e r r y  Moore. 

0 And t h a t ‘ s  J - e - r - r - y ?  

A Yes. 

Q And M-o-o-r-e? 

A Yes. 

25 0 And w h a t  was h i s  p o s i t i o n ?  
._ 
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A He was my manager at the time on the Staff. 

Q And how aid y o u r  staff become involved in this 

fictitious trouble report problem? 

A The incident in North Dade where two employees were 

dismissed. 

9 

A I believe. 

THE REPORTER: Spell that, please. 

THE WITNESS: I don't know. 

MS. RICHARDSON : 1 and \is 
I 

i 

A The finding and review that Bob Fecht did down 

there was the dismissal, and it prompted us to look 

throughout the entire state for similar occurrences. 

Q Okay. 

A And we did find in Cainesville this situation of 

trouble reports that could not be, in our mind, accountable. 

Q All right. What led you to make that conclusion? 

A There was a usage of a fictitious employee code 

creating a trouble. They were all made Test OK, they were 

all made out of service, they all had a very short cradle to 

grave time, let's say, received a final status time, and in 

subsequent investigation found them to be only small 

exchanges and the alphabetlzing of the names indicated to us 

that it came from the phone book ,  which we did get a phone - 
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book and they were in alphabetical order. 

0 So someone had just gone down the phone book and 

created reports off those phone numbers? 
- A It looked that way. 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

BY MS. RICHARDSON: 

Q Was any follow-up review done after this report was 

finished? 

A Not a review. 

Q Okay. Well, let's go back. I'm off track here. 

Let me get back. 

You and Mr. Moore investigated this event in 

Gainesville and drew these conclusions and you, I believe 

said, this was a statewide review that was triggered by the 

North Dade Test OK events. Do you know of any other 

information that came out of the statewide review? 

MR. BEATTY: I object to the form of the question. 

Counsel again is testifying for this record. 

Respond if you can. 

A There were findings, but the seriousness in 

Gainesville was the one that stands out in my mind 

particularly . 
0 Okay. 

A Very serious. 
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Q Do you know about how many customers were affected 

by this? 

A No, not a count, but it was.not a large amount. I 

can't answer that. I'm not sure. But it was not-a large 

amount, no. 

0 Okay. Did you have any findings as to why this 

occurred? 

A It appeared to be, you know, as a kind of -- 
referenced now as base building. 

Q Okay. And can you explain what base building is? 

A I don't know. It didn't come out of Southern Bell. 

It came out of one of you people. 

But base building to raise the level of base, if 

you will, of out-of-services to more or less give you a 

percentage that was meeting the objective. 

P Okay. And that objective being the 95 percent 

index for out-of-service under 24? 

A Yes. 

0 And you said Gainesville was the most significant. 

Do you recall any of the findings from any other parts of the 

state? 

MR. BEATTY: Objection to the form of the question. 

Counsel is testifying. 

THE WITNESS: Restate the question. 

MS. RICHARDSON: Sure. 
- 
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BY MS. RICHARDSON: 

a I'm going back again. I believe you said this was 

a statewide investigation triggered by North Dade. Do you 

recall any of the other findings from the rest of-the state? 

MR. BEATTY: Objection to the form of the question. 

Counsel is testifying. 

A There were errors, but I don't remember anything 

outstanding. I would have to look at the document again, 

which you have. 

Q Okay. Was the sole focus of the statewide 

investigation just the use of Test OK? 

A I believe so, yes. 

Q Do you know of any other statewide investigation 

that went beyond just Test OK? 

A There was an overall entire investigation, but I 

don't know, you know, what items they looked at necessarily. 

Q Is this the internal audit privileged investigation 

that you're referring to that the company is claiming 

privilege for? 

A Yes. 

a Do you know of any other statewide investigation 

other than the privileged one that the company is claiming 

privilege for? 

A Well, from what we found in Gainesville, we turnea 

over to higher management and security. I don't know if  
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that’s privileged or not. 

0 Okay. I’d like to ask you about some other matters 

here. Have you heard the terms “backing up the time”? I 

- 
A Yes. 

Q And what does that mean to you? What’s your 

understanding of those terms? 

A Backing up the time to -- the clear time in 
particular to the time that service was actually restored. 

0 Okay. And is that the only context that you‘ve 

heard it in? 

A I‘ve heard rumors, but I’m not going to testify to 

rumors. 

Q Have you ever heard of anyorre backing up a clearing 

time in order to meet that 24-hour index? 

A Only hearsay and rumors. 

Q Have you ever had occasion in doing your reviews at 

any point in time that you were doing compliance and 

standardization reviews to check into whether or not times 

were being backed up in order to meet an index? 

A It was something we looked at, yes. 

0 When you say “something we looked at,“ is that 

every time you did a review or just occasionally or  when 

someone indicated there might be a problem? 

A No. It was pretty much every time. 

Q And durins all of those times did you  ever find any 
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employee b a c k i n g  up a c l e a r i n g  t i m e ?  

A I d o n ' t  r eca l l .  We may have .  But i t  w a s n ' t  

any  t h i n g  w i d e s p r e a d .  

0 O k a y .  L e t  me r ephrase  i t  a d i f f e r e n t  w a y .  Dur ing  

t h a t  t i m e  d i d  you e v e r  f i n d  an employee  b a c k i n g  up a c l e a r i n g  

t ime i n  order t o  meet t h e  o u t - o f - s e r v i c e  24-hour  index?  

A I c a n ' t  r eca l l .  

Q L e t  me a s k  you: When you look  a t  -- when you do  a 

review t o  check  on  b a c k i n g  up  t he  c l e a r i n g  time, how c a n  you  

t e l l  i f  t h e  t i m e  h a s  been  b a c k e a  up? 

A The clear date and t ime would b e  d i f f e r e n t  from -- 
i n  t h e  '80s would h a v e  b e e n  d i f f e r e n t  from what  we c a l l  a TH 

key  time which is when t h e  t r o u b l e  is p a s s e d  t o  t h e  h o s t .  

However, you have  t o  k i n d  of t e m p e r  t h a t  from t h e  s t a n d p o i n t  

t h a t  t h e  h o s t  c a n  p o s s i b l y  be d e l a y e d ,  as M r .  Hall g a v e  i n  

h i s  t e s t i m o n y ,  t h a t  t h e r e  can be a d e l a y  when p a s s i n g  from 

t h e  f r o n t  end t o  t h e  h o s t .  You k i n d  o f  look a t  t h e  

d i f f e r e n c e  be tween  t h e  two times i n  t h e  '80s.  

C u r r e n t l y  we d o n ' t  u s e  clear time a t  a l l .  We u s e  a 

f i n a l  s t a t u s  t i m e ,  which i s  t h e  machine ,  so t h e r e ' s  no  need  

t o  look a t  a l l  a t  someth ing  l i k e  t h a t .  

What a b o u t  h i s  E and  T t ime, t h e  a c t u a l  

t h e  manual  t i m e ?  Do you check  t h o s e  

0 A l l  r i q h t .  

machine  time, v e r s u s  

now? 

A Not  r e a l l y  T h e r e ' s  no need t o  b e c a u s e  e v e r y t h i n g  
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that gets reported is the machine stamped time. 

Q Coins back to prior to ' 92  when this new timing was 

instituted, what would have been a significant amount of time, 

between clear and close that would have raised questions in 

your mind for further investigation? 

MR. BEATTY: Objection to the form of the question. 

It's ambiguous. 

You may respond. 

A There was no marker per se or period of time, no. 

Q What's the -- if you can recall, what's the longest 

amount of time that you've seen between clear and close? 

A I can't recall. 

Q Can you define a cause code for me? 

A It's a three-digit numeric value that equates to a 

condition that caused the trouble. 

0 All right. Does that appear on a DLETH? 

A Yes, it does. 

Q And is that an entry that's always made on an 

out-of-service report? 

A It's made on all reports. 

Q On all reports. Even exclude reports? 

A It used to be. 

Q Okay. On the cause codes, are there specific cause 

codes that would exempt a report from being counted asainst 

the company as a miss on that out-of-service over 24-hour 
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index? 

A Yes. 

0 In terms of your position as an MTAS expert, is 

there an MTAS program that you  can run that would-look f o r  

improper use of cause codes or significantly high use? 

A Yes. 

Q All right. Is that a standard MTAS run or 

something that you would have to create? 

A It's part of the review package. It's already 

created by BellSouth Telecommunications. 

Q Does it have a name or a number or some 

identification? 

A It's got a number, but I don't know what it is. 

Q Is there any way you can think of that I can 

identify it? 

A It's got a title of PSC exempt cause codes, I 

think. 

0 Is that a fairly new report or has that been around 

awhile? 

A The BellSouth package is fairly new, but cause 

codes have been looked at for a while. 

0 In terms of your experience either doing reviews, 

handling MTAS reports, have you ever found occasion when 

cause codes have been misused? 

A On AIROs, yes. 
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0 A l l  right. Have you ever found occasion when 

someone was improperly usins cause codes in order to effect 

the out-of-service index? : 
. 

A Not that I can recall. 

0 On doing the reports, the MTAS reports, have you 

ever looked historically, let's say taking a statistical 

sample historically of cause code use? 

A Not that I can remember. 

0 Do you know if anyone else has? 

A I don't know. 

0 All right. Do you know of any employee who has 

used the AIR0 system in order to create fictitious trouble 

rep or t s? 

A No, I do not. 

0 Have you ever had occasion to look into that? 

A No, not that I can remember. 

0 Can you tell me what a task-per-day requirement is? 

A I didn't know there was a requirement. But a task 

Per day is each job a field person completes, whether it be a 

service order or repair. It's considered a task. 

Requirementwise, I don't know if it's a requirement o r  not. 

That's not in my field. 

Q Okay. When you were an installer did you have so 

many installations that you had to do per day? 

A Not when I was an installer, no. 
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Q Okay. Do you know if that changed at all after 

that point? 

A Again, it's not my field. I'm not sure. 

Q Okay. Are you aware o r  do you know of any 

complaints by outside forces, pressure, to meet the 

out-of-service index? 

A No, not personally. 

0 Are you aware of any complaints that may have been 

spoken or brought to a manager's attention by outside forces 

about not having enough field techs to do all of the work 

that was assigned? 

A Just hearsay, rumor. It was just general, I think, 

people in general who's always saying we don't have enough 

people. I don't know whether it's true or not. 

0 Okay. Have you ever done any checking or looking 

or reviewing, MTAS or standardization reviews, on the force 

to load? 

A No, no reviews. 

0 Mr. Pellegrini, I'm going to show you a document 

that I think has your name on it, and, once I've introduced 

it, we'll go off the record and I'll give you a chance to 

look at it and ask Mr. Beatty any questions if you want to. 

This was filed by Southern Bell on April 1st of 

1993 and it's titled Southern Bell's Response to a 

Prellminary Order No. PSC-93-0263-PCO-TL entered on February 
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1 9 t h .  And I r e a l l y  t h i n k  I o n l y  h a v e  one  q u e s t i o n  l e f t  on 

t h i s ,  b u t  I would l i k e  you t o  i d e n t i f y  i t  f i r s t  and  have  a 

c h a n c e  t o  look  a t  it. We'll make  s u r e  t h i s  is y o u r  name 

f i r s t .  T h e r e ' s  650 and  I t h i n k  y o u ' r e  No. 462 .  
~ 

A Yes, t h a t  is my name. 

0 Okay. If you want t o  look  a t  i t  and i f  you want  t o  

read any o f  t h e  i n t r o d u c t o r y  p a r t s ,  M r .  B e a t t y  c a n  show you 

wha t  t h e  numbers a p p l y  t o .  

MS. R I C H A R D S O N :  O f f  t h e  r e c o r d .  

( O f f  t h e  record.)  

M S .  RICHARDSON:  A l l  r i g h t .  We're back  on t h e  

r e c o r d .  

BY M S .  RICHARDSON: 

Q M r .  P e l l e g r i n i ,  is t h i s  y o u r  name on t h i s  document? 

A Yes, it is. 

Q Okay.  Can you e x p l a i n  t o  m e  why t h e  company migh t  

have  p u t  down No. 24, s p e c i a l  services or s p e c i a l  c i r c u i t s ,  

by y o u r  name? 

MR. BEATTY: O b j e c t i o n  t o  t h e  form o f  t h e  

q u e s t i o n .  I t  c a l l s  f o r  s p e c u l a t i o n  on t h e  p a r t  o f  

t h l s  w i t n e s s .  

If you have  p e r s o n a l  knowledge a s  t o  why t h e  

company d i d  what i t  d i d  i n  t h i s  r e s p e c t ,  you m a y  answer  

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

A No. 
~ 
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Q Okay. DO YOU know what special services or special 

circuits refers to? 

A Yes. 

Q Okay. Have you done any investigation regarding 

special services and special circuits? 

A No, no investigation, no. 

Q And what about standardization reviews? 

A It's one of the items in the review package. 

0 Okay. In terms of looking at special services and 

special circuits, at any time did you find a significant 

problem in how that area was being handled by an IMC? 

A I didn't find a significant problem, no. 

Q All right. Did you find any problem that you felt 

was more than just a minor error? 

A I did not, no. 

0 Okay. Do you know of anyone else that dia? 

A Not that I can recall. 

Q Between the standardization and coffipliance reviews, 

the lapse I think you referred to between the mid '80s and 

92, was that just a personal lapse for you not doing it or 

was that the company did not do them f o r  a certain per.iod of 

time? 

I 

A We didn't do them in North Florida. I don't know 

if you could say the company. 

Q Okay. Did the North Florida group do them in the 
- 

M f i R T F  r' C F N T R V  9. f i S S n r T I I T F S  
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mia  OS? 

A Yes. 

Q When d i d  t h e y  s t o p  d o i n g  them, what y e a r ?  

A I d o n ' t  remember. 

0 Do you know when t h e y  s tar ted up a g a i n ?  

A We started last y e a r ,  I be l i eve  i t  was. I s tar ted 

~ 

l as t  y e a r .  L e t  me s a y  t h a t .  I s h o u l d n ' t  s a y  t h e  company. 

0 I n  '92? 

A Yes. 

P And do you know why N o r t h  F l o r i d a  started up a g a i n  

i n  '92? 

A To g e t  it back on b o a r d  and t o  be sure t h a t  t h e  

p e o p l e  are c o d i n g  p r o p e r l y  by t h e  p r a c t i c e .  

Q Okay. I n  the  most  r e c e n t  r e v i e w s ,  have  you found 

a n y  p rob lems  t h a t  are associated w i t h  f a l s i f i c a t i o n  of 

t r o u b l e  r e p a i r  r e p o r t s ?  

A No, ma'am, I have n o t .  

l y  o f  anyone who h a s  f a l s i f i e d  a Q Do you know g e n e r a  

c u s t o m e r  t r o u b l e  r e p o r t ?  

A No, I do n o t .  

Q Have you ever been  

company? 

A No. 

i n v o l v e a  i n  sales f o r  t h e  

0 B a c k  i n  t h e  '80s  when you  were d o i n s  

s t a n d a r d i z a t i o n  a n d  compl i ance  r e v i e w s ,  can y o u  l i s t  f o r  m e  
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the managers that supervised you? 

necessarily in chronological order, but just remember the 

people that you worked f o r .  

Ana it doesn't have to be 

i 

A Dennis Bolena. 

0 Would you spell that? 

A B-o-1-e-n-a. Jerry Moore. That's it in the ' 8 0 s .  

- 

M S .  RICHARDSON: Okay. Mr. Pellegrini, I think 

I'm through. I thank you for coming today. I thank 

you for your testimony. 

Ms. Wilson or Mr. Beatty or Ms. White or someone 

may have some more questions for you. 

MS. WILSON: I have no questions. Thank you. 

MR. BEATTY: I do have one. 

EXAMINATION 

BY MR. BEATTY: 

0 You testifiea on direct examination with regard to 

the Gainesville incident and the fact that fictitious trouble 

reports were filed in Cainesville; is that correct? 

A We believe that to be so,  yes. 

0 And you also testifiea a few moments ago about what 

was characterized as customers affected by virtue of the 

Creation of fictitious trouble reports. Do you recall that? 

A No. Customers affected? 

Q Yes. 

A I think the question w ~ i s  how many trouble reports 
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there were. I think that's what her question was. 

Q Is there any customer effect by virtue of the 

creation of fictitious trouble reports if that is, in fact, 

what occurrea in Gainesville? 
- 

A No, sir. There's no effect at all. 

MR. BEATTY: No further questions. Thank you 

very much. 

(Witness excused.) 

(Whereupon, the deposition concluded at 

9:35 o'clock a.m.) 

- - -  



c; I 

1 

3 

A 

5 

6 

7 

8 

9 

10 

1 1  

12 

13 

14 

IS 

16 

17 

18 

19 

20  

21 

22 

23 

24 

25 

59 

AFFIDAVIT OF DEPONENT 

This is to certify that I ,  G E R A R D  M. PELLEGRINI, 

have read the foregoing transcription of my testimony Page 6 

through 58, given on May 4, 1993,  i n  Docket No. 9+0727-TL, 

and find the same to be true and correct, with the 

exceptions, and/or corrections, if any, as shown on the 

errata sheet attached hereto. 

G E R A R D  M. PELLEGRINI 

Sworn to and subscribed before me this 

day of , 1993. 

NOTARY PUBLIC 

State of 

My Commission expires: 
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STATE OF FLORIDA 

COUNTY OF DUVAL ) 
CERTIFICATE OF OATH 

- 

I, t h e  u n d e r s l g n e d  a u t h o r i t y ,  c e r t i f y  t h a t  G E R A R D  

M .  PELLEGRINI p e r s o n a l l y  appeared before m e  and was d u l y  

sworn. 

WITNESS my hand and o f f i c i a l  sea l  t h i s  

June ,  1993.  
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STATE OF FLORIDA ) 

COUNTY OF DUVAL 1 
CERTIFICATE OF REPORTER 

I ,  Marie C. Gentry, C o u r t  Reporter, 

DO HEREBY CERTIFY that I was authorized to and did' 
- 

stenographically report the foregoing deposition of GERARD 

M. PELLEGRINI;  

I FURTHER CERTIFY that this transcript, consisting 

of 61 pages, constitutes a true record of the testimony given 

by the witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, nor am I 

a relative or employee of any of the parties, nor am I a 

relative or employee of any of the parties' attorney or 

counsel connected with the action, nor am I financially 

interested in the action. 

STATE OF FLORIDA ) 

COUNTY OF DUVAL ) 
The foregoing certificate was acknowledged before 

me this 4 day of June, 1993, by Marie C. Gentry, who is 

personally known to me. /- 

M A R T E  c .  C X N T R Y  R A S S O C T O T F . S  
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S T I P U L A T I O N  - _ - - _ _ _ - - - -  

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 

M ~ R T F  c r ’ C t < i ~ w v  E O C C ~ C T I ~ C V  
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WILLIAM H. JOOST 

appeared as a witness and, after being duly sworn by the 

court reporter, testified as follows: 

EXAMINATION ~ 

BY MS. RICHARDSON: 

Q And would you please state your name and spell it 

so she'll have it correctly? 

A My name is William H. Joost. The last name is 

spelled J-o-o-s-t. 

Q Okay. And your address? 

A My address is Room 108, 3100 Emerson Street, 

Jacksonville. 

0 And the ZIP? 

A 32207. 

Q Is that Southern Bell? 

A Yes. That's this building. 

0 All right. And phone number? 

A 348-2512. 

Q Ana what's your present position? 

A I'm an engineer with Southern Bell. 

0 And what pay grade is that? 

A That's a Pay Grade 111. 

0 Pay Grade 111. What do you do as an engineer? 

A Specifically I'm an outside plant engineer and I 

design the facillties o r  repair -- design the repair for a n >  
. 

6 
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of the facilities that are outside of the central office to 

the customer locatlon. 

0 

that? 

A 

Does that deal with laying cable and things like 
~ 

Yes. I draw up the jobs that place the cables or 

the electronic equipment, the manholes, the poles; you name 

it. Anything that's outside the central office. 

Q And do you have any supervisory responsibility for 

seeing that done or do you just draw up the plan? 

A I have no supervisory responsibility per se. 

mean, I have no employees that-report to me. 

Q 
A 

Q 

A 

0 

A 

0 

A 

0 

A 

0 

A 

Q 

area? 

I 

Who's your present supervisor? 

Steve Weeks. 

W-e-e-k-s? 

That's correct. 

And I Quess he's a Pay Grade IV or V? 

V. 

V? And do you have a supervisor above him? 

Yes. 

All right. And who is that? 

Ed Qlsen. 

0-1-s-e-n? 

Correct. 

Okay. And who's the operation manager for your 

I 
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A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

0 

A 

a 

Rup e. 

Mr. Rupe? 

Rupe. 

R-u-p-e, Rupe? - 

Yes. 

And what about -- 
It's either Rupe or Robert. It's not Mister. 

Oh, I'm sorry. Robert Rupe. Okay. 

And who is your general manager? 

Randy Perry. 

P-e-r-r-y? 

Yes. 

And how long have you held this position? 

Since October of '89. 

And what did you do before that? 

I was an installation foreman. 

And what does an installation foreman do? 

An installation foreman supervises installers and 

repairmen in installing new service or repairing existing 

service. 

Q I n  which IMC were you an installation foreman? 

A At the time it was called Northwest. 

Q And what city is that located in? 

A That's in Jacksonville. 

0 And how many people d i d  you have working for you? 
I 
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A Oh, it varied anywhere from ten to, I think, 18, 

21, something like that. 

0 Outside? 

A Uh-huh. - 

P Installer ana repair, you did both? 

A Well, they used to be separate job functions, but 

now they're one. 

0 Okay. I guess what I'm trying to get at is you 

have experience in both the installation side and the repair 

side? 

A Yes, I do. 

Q Okay. 

that job? 

A 

At any point -- well, how long did you hold 

I was hired on with the conpany -- let's see. I 
held that job for -- it became official in January of -- I 
held that job for about 13 months, I think, 14 months. 

Q And what did you do before that? 

A Before that I was in a training position. 

Q Training? 

A Yes. 

0 You doing the training, training other people? 

A No. I was being trained as an installation 

foreman. 

0 Okay. And when did you start working for the 

company? 
~ 
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A June of ' 8 8 .  

Q Have you talked to anyone tooay other than company 

counsel about the deposition here today? 

A NO. 

0 Have you given a statement at any time to company 

counsel or investigator regarcling the company's 

investigation? 

A Yes. 

P And can you tell me who was present at the time you 

gave that statement? 

A NO. 

0 You don't recall or you can't? 

A I don't recall. 

0 Okay. Do you know when you gave a statement 

approximately? 

A No. There were, I think -- honestly, I just -- I 
couldn't tell you. 

0 Okay. Were you disciplined in any manner in 

relation to that? 

A No. 

0 Did you discuss that statement with anybody else? 

A No. 

0 Has anyone siven you any assurances that you would 

not be disciplined f o r  your responses here today? 

A Say that question again. 
~ 
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Q Has anyone given you any assurance that you would 

not be disciplined based upon the answers that you might give 

me today? 

A No. 

Q Has anyone aavised you of possible criminal 

- 

penalties that may apply if you perjure your testimony here 

today? 

M R .  BEATTY: Objection. 

You can respond if you can. 

THE WITNESS: Repeat the question, please. 

BY MS. RICHARDSON: 

0 Has anyone advised you of possible criminal 

penalties that could apply if you perjure your testimony here 

today? 

A No. 

0 Mr. Joost, have you ever heard the terms "backing 

up the time"? 

A Yes. 

Q In what context? 

A In the context of how my installers or my repairmen 

-- well, I guess that would be mainly my repairmen, how they 
closed out their trouble tickets. 

0 And how would that be? How woula they back up the 

time on trouble tickets? 

A Well, when I took over as an installation foreman, - 
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I t h i n k  i n  December of '88 and  t h e  p e r i o d  p r i o r  t o  t h a t  I was 

i n  - -  a g a i n  I was i n  t r a i n i n g .  Well, p a r t  of o u r  p o l i c y  was 

how w e  were g o i n g  t o  h a n d l e  c l o s i n g  o u t  t r o u b l e  t i c k e t s  a n d  

p a r t  o f  t h e  i n s t r u c t i o n s  w e  p u t  o u t  t o  o u r  employees  on how 

t h e y  were g o i n g  t o  h a n d l e  it. 

N o w ,  I h e s i t a t e ,  b e c a u s e  -- I ' m  p r o b a b l y  g o i n g  t o  

have  t o  r e a l l y  back  up. You know, we had c o m p u t e r s  t h a t  we 

accessed t h e  c a i n  compute r  w i t h  and  t h e y  p i c k e d  up t h e i r  

t r o u b l e  t i c k e t s  and  closed them o u t .  What we were u s i n g  a t  

t h e  time was cal lea  a CAT. I t  was a l i t t l e  y e l l o w  hand-he la  

device. 

Q Okay. 

A And t h e  compute r  had a l o t  of i n p u t  on  t h e  times, 

and one of t h e  p r o b l e m s  we n o t i c e d  we were h a v i n g ,  o r  one  of 

t h e  p rob lems  ne  f e l t  we were h a v i n g ,  was t h a t  t h e  r e p a i r m e n  

were a l l o w i n g  t h e  compute r  t o  a u t o m a t i c a l l y  c lose o u t  t h e  

t ime as opposed t o  a c t u a l l y  them manua l ly  e n t e r i n g  t h e  t ime a 

c u s t o m e r ' s  s e r v i c e  was r e s t o r e d .  

And s o  we had t a l k e d  a b o u t  t h i s  i n  managers '  

m e e t i n g s  and  we had  s e t  up t h e  c o m p u t e r  t o  t r a c k  i n s t a n c e s  

where we t h o u g h t  t h e  i n s t a l l e r  m i g h t  have j u s t  allowed t h e  

computer  t o  c lose  it o u t  as  opposed  t o  showing when t h e  

t r o u b l e  was cleared.  

And one  of t h e  areas w e  t a l k e d  a b o u t  was a t  l u n c h ,  

and a n  example  we t a l k e d  a b o u t  i n  t hese  m e e t i n g s  w i t h  o t h e r  
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managers was, suppose the guy picks up a trouble at 10:30 or  

s o  and he restores service at 11:30. Well, he goes straight 

to lunch without closing out his trouble ticket and picking 

up a new one. He goes to lunch, goes into the computer, 

closes it out, doesn't manually punch in the time. The 

computer would automatically assign -- say it's 12:30 or  a 

quarter to 1:00, or whatever, the computer would assign that 

time as the time service was restored and if it was an 

out-of-service ticket and say it went over 24 hours at noon 

or sometime before a quarter of 1:00, then we would, in fact, 

show a miss for that out-of-service trouble when, in fact, we 

restored the service prior to the 24-hour clock expiring. 

And so I was informed by my manager to counsel 

employees. What we would do is we would get a printout from 

the IMC and suppose something went out of service at 1 : O O  

o'clock and suppose the employee showed it being closed out 

at 1:15 .  

Another example we talked about, a lot of the 

installers, instead of closing the trouble ticket out at the 

customer prem right when he had finished it, typically they 

would go back to the crossbox -- and, again, if any of these 
terms are not familiar to you. Again, that's why I was 

hesitating earlier. I'm getting into a lot o f  jargon, so -- 
0 When you say "prem,"' you meant premises? 

A Premises, the customer premises, yes. 
- 
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They may go b a c k  t o  t h e  -- t y p i c a l l y  -- a n d  I d o n ' t  

know why, b u t  t h e  i n s t a l l e r s  love t o  g o  back t o  t h e  c r o s s b o x  

t o  c l o s e  o u t  t r o u b l e  t i c k e t s .  Well, by  t h e  time t h e y  l o a d  

t h e i r  t o o l s  up ,  t r a n s p o r t  b a c k  t h e r e ,  t e n  or f i f t e e n  m i n u t e s  

may have  e x p i r e d .  And so we t a l k e d  t o  them a b o u t  t h a t .  

A t  no time d i d  I infor f f i  a n  employee t o  i l l e g a l l y  or 

i n  any f r a u d u l e n t  way t o  back up t i m e .  The o n l y  time I ever 

c o u n s e l e d  employees  was i n  r e l a t i o n  t o  examples  t h a t  I ' v e  

j u s t  ment ioned .  

And, a g a i n ,  t h e  o t h e r  t h i n g s  I d i d  was j u s t  p u t  o u t  

t h e  g e n e r a l  p o l i c y ,  s t a t i n g  it to t h e  employees .  

I have  no knowledge s p e c i f i c  o r  o t h e r w i s e  of' a n y  

a t t e m p t  t o  -- s y s t e m a t i c  a t t e m p t  t o  d e f r a u d  o r  i l l e g a l l y  back 

up  time. 

0 A l l  r i g h t .  When you s a i d  index  and 24 h o u r s ,  are 

you r e f e r r i n g  t o  t h e  r e q u i r e m e n t  t h a t  t h e  company r e p a i r  

o u t - o f - s e r v i c e  t r o u b l e  r e p o r t s  w i t h i n  24 h o u r s  a t  least  95 

p e r c e n t  o f  t h e  t i m e ?  

A T h a t ' s  c o r r e c t .  

0 And when you s a y  " c r o s s b o x , "  you mean t h e  w i r i n g  

t e r m i n a l  box t h a t  s i ts  on t h e  s i d e  o f  t h e  road  t h a t  s e v e r a l  

h o u s e s  run  wires o f f  o f ?  Is t h a t  a c r o s s b o x ?  

A Yes. 

0 E s s e n  t i a  1 l y ?  

A T h a t ' s  e s s e n t i a l l y .  
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0 I n  a l ayman ' s  v i e w  m i g h t  be w h a t  t h a t  i s ?  

A I t ' s  a l a rge  box and  i t  w i l l  h o l d  more t h a n  -- t h e  

f i r s t  p o i n t  o f  p r e s e n c e  is u s u a l l y  ca l led  a p e d e s t a l  and  t h a t ,  

may h a n d l e  anywhere f rom,  s a y ,  25 t o  t e n  l i n e s  o r - s o m e t h i n g  

l i k e  t h a t ,  and  t h e n  t h e  n e x t  p h a s e  back is t h e  c r o s s b o x ,  

which w i l l  h a n d l e  several hundred  l i n e s .  

Q Okay. 

A And the  c r o s s b o x  is u s u a l l y  t h e  large t h r e e  or 

f o u r - f o o t  t a l l  and  t h r e e  o r  four - foot  wide green s t r u c t u r e .  

Q Okay. I ' m  g o i n g  t o  make  t h i s  an e x h i b i t ,  I t h i n k .  

E x h i b i t  1 w i l l  b e  a sec t ion  o f  -- l e t  me see i f  I can f i n d  

it. 

The e x h i b i t  comes f rom t h e  P z n e l  d e p o s i t i o n  from 

t h e  summer o f  -- it was '91 ,  w a s n ' t  i t ?  

Summer o f  '91 .  It  was a l a t e - f i l e d  e x h i b i t  

r e q u e s t e d  by S t a f f  on t h e  c ra f t  access t e r m i n a l s ,  and  i t  is a 

s e c t i o n  o f  t h a t .  

MS. RICHARDSON: Mr. B e a t t y ,  I ' m  g o i n g  t o  l e t  you  

look  a t  it a n d  i f  y o u  want  t o  m a k e  a statement a b o u t  

c o n f i d e n t i a l i t y  o r  whatever. 

We'll go o f f  t h e  r e c o r d  and  p a s s  i t  a r o u n d  a n d  

t h e n  we ' l l  come b a c k .  

(Off t h e  r e c o r d . )  

MR. BEATTY: To t h e  e x t e n t  t h a t  E x h i b i t  1 h a s  b e e n  

t h e  s u b j e c t  o f  a c o n f i d e n t i a l i t y  r e q u e s t  a n d / o r  o r d e r ,  
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then I would request that everyone stipulate to the fact 

ng here that transpires here in this depo be 

as a violation or a waiving of the 

that noth 

construed 

confident 

MS. 

ality request if one has been sought,. 

RICHARDSON: Public Counsel will agree with 

that on the proviso that if we have objected to any 

confidentiality, then our objection would st.and. 

MR. BEATTY: Of course. 

(The document last above referred to was marked for 

identification as Joost Exhibit No. 1 . )  

BY MS. RICHARDSON: 

Q Mr. Joost, can you identify this document? Are you 

familiar with it? 

A No, not this document in particular. 

Q Have you had a chance to look at it? 

A Oh, yes, I have. 

9 Okay. And what does it deal with? Can you tell 

from looking at it? 

A Yes. It deals with -- I believe it deals with 
procedures that my craft people used in obtaining trouble 

tickets and closing them out. 

Q A l l  right. And does it deal with their use of the 

CAT or the craft access terminal? 

A Yes, it does. 

0 A l l  right. I ' d  like to ask you some questions 
- 
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about that. 

If you could work your way into -- this is on the 
section of closing a job and work your way back to 4.8, PDO, 

service affecting (CRAS). 

A Okay. You're on Page 45?  

a Oh, I'm sorry, Page 45. I didn't realize they were 

numbered. I should have looked. 

Okay. And you were speaking of counseling 

individuals about being sure to use the service restoral 

time. And I'm curious as to how a CAT would do that. I'm 

looking at this particular section on Page 45. Is there a 

place in the CAT script where the ST has an opportunity to 

input a particular time? 

A Yes, I believe so.  

Q And, let's see, one, two, three, four, five. 

That's about the fifth row down? 

A That's correct. 

Q Separate column? All right. And I believe it says 

finished work on this job at 0301 P. Is that a time 3:Ol 

p.m.? 

A Yes. 

0 Okay. And there's an opportunity there for time is 

incorrect or  time is correct? 

A Yes. 

0 Is that how a CAT script l o o k s ?  Would his terminal 
- - 
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be showing that picture of this particular wording? 

A I believe that's correct. 

Q Okay. And so if he chose tp hit -- what kind of 
key would he hit to show that it was the correct-time? Do 

you just hit a send key or -- 
A If -- he had a little toggle on the CAT and just by 

maneuvering his -- yes, I believe you just punched it down 
and that accepted the current entry that was on the screen. 

Q All right. And that would be the 3:Ol p.m.? 

A Yes. 

Q And how would the 3:Ol p.m. show up? Would it 

already be on the screen? 

A Yes. My understanding was that the computer 

populated that automatically showing the current time. 

Q Okay. The time that he's actually working with the 

CAT script? 

A Exactly. In other words, it's real time that he's 

actually -- 
Q All right. And so if he wanted to back up the time 

to the point when he actually restored service, then he would 

choose that first option time as incorrect? 

A Yes. 

Q All right. And then what would he do? 

A Then he would populate it with the correct time 

that service was restored. He could punch the numbers in 
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there with a key pad on the CAT terminal. He would populate 

it correctly and then, again, depress the switch, the little 

toggle, and that would input it- 

Q Okay. S o  there's more key strokes involved in 

changing it, backing up the time to the restoral time than 

just using it? 

A Oh, yes. 

0 Okay. Did you find your ST's had any problem 

following your instructions to back up to restoral time? 

A NO. 

0 If you would turn to Page -- and these are out of 
order. It's the last two pages and it's really Page 24 and 

Page 26. 

Well, let's go to 26 because that's what we're 

really on. It's the very last page on the exhibit. 

A Okay. 

0 And there appears to be again a little script 

section there, "The time entry is incorrect. Press BACK and 

try again." Can you decipher that for me? I don't 

understand "press BACK.'' And these are error messages, if 

that helps. The title of it is "Error Messages.'' 

A I see. 

I don't have a clue what that is. 

Q Okay. 

A Well, wait a minute. I do have a clue. 
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If a guy punched in -- again, I guess the clock was 
on a 12-hour clock and suppose it got punched in at 1400 

hours or something, I would think that that would cause an 
. error message. 

0 Okay. So it wasn't that he was entering a time 

that was earlier than the real time? He wouldn't get an 

error message for that? 

A Say that again, please. 

Q Okay. If he's backing up the time to restoral 

time, there's no error message saying you're not punching in 

the real time? 

A No, I don't think so. 

Q Okay 

A I'm speculating on what that incorrect -- I don't 
ever really recall discussing it or having any of my 

employees ask me about it. 

Q Glhen your outside field technicians received 

trouble reports, were they statused out of service, affecting 

service, or how did they come to you? 

A That information was supposed to be contained in 

the script. 

Q On the CAT it would show up? 

A Right. 

0 A l l  right. And when a j o b  is called up on a CAT, 

what's the first thing that an outside person would see? - 
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Gosh, y o u ' r e  a s k i n g  me t o  s p e c u l a t e .  

Okay. I ' m  s o r r y .  I d o n ' t  want t o  do t h a t .  I f  you 

I ' m  r e a l l y  n o t  s u r e .  

Okay. Would your  p e o p l e  g e t  i n s t a l l a t i o n  a n d  

r epa i r  t r o u b l e s ?  

A Yes. 

Q Okay. So t h e y  g e t  e i t h e r  one? 

A Uh-huh- 

Q Do t h e y  know which one t h e y ' r e  g e t t i n g ?  

A Yes, by t h e  body of t h e  information.  I t ' s  a 

c o n c l u s i o n  t h a t  fo l lows  j u s t  from t h e  t e x t  o f  t h e  

informat ion .  

Q Okay. Is it  p o s s i b l e  f o r  y o u r  men to close o u t  a n  

a f f e c t i n g  service r e p o r t  as a n  o u t  of service? 

MR. BEATTY: O b j e c t i o n .  The q u e s t i o n ,  I b e l i e v e ,  

c a l l s  f o r  s p e c u l a t i o n .  

You can answer i t  i f  you can. 

A I ' d  have  to s p e c u l a t e .  

Q Well, l e t ' s  look  a t  Page  45. 

A A l l  r i g h t .  

0 And l e t ' s  s t a r t  w i t h  -- w h a t ' s  a s e r v i c e  a f f e c t i n g  

r e p o r t ?  Because t h a t ' s  w h a t ' s  a t  t h e  t o p  o f  t h a t .  

A Okay. Serv ice  a f f e c t i n g  r e p o r t  i s ,  a s  a n  example ,  

s t a t i c  on  t h e  l i n e  o r  one  o f  t h e  phones  -- s u p p o s e  a cus tomer  
. 
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h a s  more t h a n  one phone i n  t h e  home b u t  one  of t h e  phones  

i s n ' t  o p e r a b l e .  Those  a re  two examples .  And w h a t  t h e y  mean 

is -- what service a f f e c t i n g  means b y . t h o s e  examples  is t h a t  

t h e  cus tomer  s t i l l  h a s  s e r v i c e ,  i . e . ,  he c a n  ' s t i l l  t a l k  on  

t h e  phone and communicate, b u t  t h e  g r a d e  o f  service, t h e  

q u a l i t y  of service i s  n o t  up t o  ou r  s t a n d a r d s .  

a Okay. So l o o k i n g  a t  Page  45, t h e n  s e r ' v i c e  

a f f e c t i n g  r e p o r t s  would b e  t h o s e  k i n d  o f  r e p o r t s  t h a t  y o u r  

men receive t h a t  s u p p o s e d l y  t h e  p e o p l e  c o u l d  u s e  t h e i r  phone? 

A Uh-huh. 

Q A l l  r i g h t .  Then l o o k i n g  ,down t o  t h e  f i f t h  row and 

t h a t  first column. 

A Yes. 

Q I t  l o o k s  as t h o u g h  a n  ST is g i v e n  a n  o p t i o n  when 

h e ' s  c l o s i n g  o u t .  We're s t i l l  d e a l i n g  w i t h  c lose-outs  h e r e .  

A Uh-huh. 

0 Of c h a n g i n g  an a f f e c t i n g  se rv ice  t o  a n  o u t  o f  

service.  

A Yes, i t  d o e s  look t h a t  way. 

a Okay. Is p a r t  o f  y o u r  f u n c t i o n  t o  t r a i n  t h e  p e o p l e  

you  s u p e r v i s e d ,  t h e  foremen t h a t  you s u p e r v i s e d  i n  t h e  u s e  o f  

t h e  CAT s c r i p t  o r  i n  t h e  u s e  of t h e i r  CATS? 

A Yes, t h a t  was p a r t  o f  my j ob  f u n c t i o n .  

0 Was p a r t  of y o u r  job f u n c t i o n  t o  t r a i n  y o u r  o u t s i d e  

r e p a i r  p e o p l e ,  t h e  men t h a t  workea r e p a i r ,  on t h e  B e l l S o u t h  
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practices regarding repair? 

A That's correct. 

Q Okay. Did you ever instruct your ST's on the 

meaning of an out-of-serv ice? 

A I don't ever recall specifically -- on the face of 
it, I don't think it required any instruction. No, I don't 

ever specifically recall discussinq it with any employees. 

Q Okay. Well, you've told me what an affecting 

service is. What is an out-of-service? 

A Where the customer can't talk, can't communicate at 

all. 

Q Then if an ST got an affecting service and went out 

to look at the job and found out that the customer couldn't 

use the phone, couldn't call out, what would your ST normally 

do then in closing that report out? 

A Normally he would show it as an out-of-service if, 

in fact, it was. 

Q Okay. Is there a possibility for your STs to keep 

track of whether a report is about to miss that 24-hour 

index, that comffiitment time? 

A I'll tell you what I believe. 

Q Okay. 

A I believe there was -- in the text of the 
information that he picked up, I believe it did show when we 

picked the trouble up, but, again, it's been s o  long, I don't 
~ 
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know for certain. 

0 Do you know if any STs would have been aware of 

that 24-hour time and, if they missed.it on a service 

affecting report that they had deterrrlined was actually out o f  

service, just would not status out of service so that it 

wouldn't count as a miss? 

M R .  BEATTY: If you know. 

A Say that again, please. 

Q All right. Do you know of any ST who received an 

affecting service report knew that he had not repaired it 

within 24 hours and left it service affecting instead of 

restatusing out of service -- 
A No, I don't. 

0 All right. I woula like to show you Exhibit 2 

which is entitled "Closing Repair Jobs." And in this 

particular exhibit is a two-page exhibit that comes from a 

CAT script authored by a Mr. Dowdy, D-o-w-d-y, in an earlier 

deposition we covered that, and we're going to go off the 

record and let you look at it. 

(The document last above referred to was marked for 

identification as Joost Exhibit No. 2.) 

BY MS. RICHARDSON: 

Q We're back on the record wlth Exhibit 2. 

I'd like to ask if the general script information 

1s what you recognize as being pretty much the same that your 
. 
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people use. 

A Generally. 

Q Okay. What differences do you note? 

A My recollection isn't clear enough to specifically 

point anything out one way or the other. 

Q Okay. I'd like to ask you some questions about 

some of the statements on that first page. Paragraph 1, 

!lo. 1, "When you first receive a trouble report in your CAT, 

the date received will appear on Page 6 of the customer menu. 

The date received will also appear on your CAT when you close 

the job on the closed TTN screen. This is the time you want 

to watch for the 24-hour commitment." 

IS that referring to receipt of the trouble report? 

Is that what shows up on the CAT? Because I had asked you 

earlier if you knew whether or not your men would be able to 

tell whether or not the 24-hour commitment was met or knew 

about it. 

A Uh-huh. 

MR. BEATTY: I object. The document speaks for 

itself, and this gentleman, who is not the author of 

the document, is being asked to opine on the intent of 

the author. I object to the form of the question. 

BY MS. RICHARDSON: 

0 Can you answer it anyway? 

A Can y o u  ask that question one more tlme because I 
. - 
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think there might be something in there I can help you with? 

0 Well, I’m trying to get at whether or not an 

outside technician either on Exhibit 2 or on Exhibit 1 would, 

be aware of that 24-hour commitment, would know about it from 

the information he receives or she receives on the CAT 

terminal. 

A U h- huh. 

Q Is that clear to you from either Exhibit 1 or 

Exhibit 2 or from your own experience? 

A Well, again, my recollection of it was that on the 

trouble ticket we did -- we did know when we picked it up, 
i.e., when it came into the maintenance center. I believe 

that information was in the text of the information that the 

repairman received over his CAT terminal. 

Q Okay. Then keeping track of that, look at No. 3 

for me. Mr. Dowdy indicates if you were closing a repair job 

and you were at or had exceeded the due date and time or the 

24-hour commitment time, you must go to another line, not the 

one you will be closing in order to close out the job. If 

you close out the job from the line you just repaired, LMOS 

will not recognize the time you backed up to meet the 24-hour 

commitment. 

Now, is that an instruction that you have ever 

given? 

A No. 
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0 Okay. D o  you know whether any of the STs that you 

have ever supervised routinely go to an outside line to close 

out? 

A N o ,  I wasn't aware of any of this. 

Q D o  you have any idea of why someone would be 

instructed to close out the job from another line than the 

trouble line? 

M R .  B E A T T Y :  Objection. Calls for speculation. 

A no. 

Q Do you know why the statement "LMOS will not 

recognize the time you backed up"? 

A No. 

MR. BEATTY: Objection. It calls for speculation. 

0 Okay. Reading, "If you are not in jeopardy of 

missing the 24-hour commitment, you can close out from your 

job. *I 

D o  you have any idea why he would make a 

distinction between meeting the commitment and not meeting 

the Commitment and which line was closed out? 

M R .  B E A T T Y :  Objection. The question calls for 

speculation and I object to the form. 

B Y  MS. R I C H A R D S O N :  

Q And you're shaking your heaa. Is that a no or a 

yes? She can't -- 
A Oh, sorry. 
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0 That's all right. 

A You're asking me to speculate. I really can't 

answer. I can only speculate. 

0 Okay. Based upon your knowledge and experience arid 

the training that you have received and the training that you 

have given, does this appear to you as though someone is 

being instructed, an ST is being instructed to back up the 

time just to meet the 24-hour commitment? 

MR. BEATTY: Objection. I object to the form of 

the question. It calls for him to speculate as to the 

intent of the author, and to the extent that I assume 

he has not talked to the author of this document to 

ascertain the author's intent, it is pure speculation 

for him to opine as to the question that you have asked. 

MS. RICHARDSON: That's fine. 

THE WITNESS: You're asking me again to speculate 

and I would prefer not to. 

BY MS. RICHARDSON: 

0 But would you please answer my question? We have 

an objection on the record and you've stated your own 

objection. Now please answer my question. 

A Okay. Sure. Rephrase the question for me, please. 

0 Does it look like STs are being instructed to back 

up the repair time to meet the 24-hour commitment? 

A Yes. 
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Q Okay. Is it possible to change the month and day 

of the trouble report on a CAT? 

A I'm not sure. 

0 Let's l o o k  at Exhibit 1. 

A All right. 

Q And, again -- let's see if there's not a place. 

Again, on Page 45, the very bottom row of the 

second column, are those month, day, year that's populated, 

is that the current month, day, year, o r  is that a blank? Do 

you know? 

A I'm not sure. You're on Line 5? 

Q The very bottom, "The date is.'' 

Is it possible to change the month and day? Do you 

know? 

A I don't think so.  I don't know for sure. 

Q Okay. Do you know if a customer is due a rebate if 

he goes out of service over 24 hours? 

A I do now. 

Q As of when did you get this information? 

A Shortly after reading an article in the 

T i me s - U n ion. 
Q Is that a craft newsletter or  -- 
A The Florida Times-Union. 

0 Oh, the Floriaa Times-Union. A regular newspaper? 

A Yes. 
-. 



1 

c 

7 

6 

9 

IO 

1 1  

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23  

2 4  

25  

30 

a A l l  r i g h t .  Do you know o f  any cus tomer  who was 

d e n i e d  a reba te  b e c a u s e  of f a l s i f i c a t i o n  of  a c u s t o m e r  

t r o u b l e  r e p a i r  r e p o r t ?  

A No. 

Q Do you know o f  any  c u s t o m e r  who was d e n i e d  a r e b a t e  

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

A NO. 

0 Do you know a b o u t  anyone  who h a s  i m p r o p e r l y  

p r e p a r e d  t r o u b l e  r e p o r t s ?  

A No. 

0 Have you h e a r d  o f  anyone  imprope r ly  p r e p a r i n g  

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

i n d e x ?  

A Yes. 

Q And what have  you h e a r d ?  

A I n  d i s c u s s i o n  w i t h  a n  o u t - o f - s e r v i c e  p rob lem w i t h  

o n e  of my employees ,  he  had t o l d  me t h a t  t h e  s e c o n d - l e v e l  

manager  had a s k e d  him t o  back  up t h e  t i m e .  

Q And when you s a y  “back up t h e  t i m e , ”  do you mean 

back  up t h e  time t o  meet t h e  24-hour  c l o c k ?  

A Yes. 

C! B a c k  i t  up beyond t h e  s e r v i c e  r e s t o r a l  time is what 

you mean? 

A T h a t ’ s  co r r ec t .  

0 A n d  d i d  y o u  i n v e s t i g a t e ?  
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A No. 

0 Why didn't you? 

A I only knew of one instance, and since it was in my 

judgment hearsay, I chose to ignore it. 

O Was the individual that reported to you one of the 

men or women that you supervised? 

A That's correct. 

0 All right. And the second-level manager, was that 

an individual that you supervised? 

A No. The second level is someone who supervises me. 

0 Who was the second-level manager? 

A His name is 

P And would you spell that, please? 

A 

0 Are you familiar with the company's hotline that 

has been recently installed for anonymous reporting? 

A I'm vaguely familiar with it. 

0 Was that in place at the time you received this 

report? 

A I don't think so .  

0 Were any company procedures in place for 

indiviauals reporting this kind of activity? 

A Well, it wasn't -- when you say "company 

procedures," elaborate on  that. 

Q If somebody reported, f o r  e x a m p l e ,  a falsification, 
- 
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somebody was f a l s i f y i n g  r e p o r t s  - -  
A Uh-huh. 

0 -- and  you h e a r d  a b o u t  i t ,  d i d  t n e  company have  a n y  

p o l i c y  or p r a c t i c e  t h a t  would h a v e  i n d i c a t e d  t o  you w h a t  you 

s h o u l d  have done had y o u  heard t h i s ?  

A Nothing  o u t  of t h e  o r d i n a r y  of j u s t ,  s a y ,  s t a n d a r d  

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

Q Okay. Did you  hear a n y o n e  e l se  make t h i s  

c o m p l a i n t ?  

A No. 

0 Did anyone  else? 

A (Shakes  head . )  

Q How many p e o p l e  d i d  t h i s  s e c o n d  leve1,F 

manage? 

A Good q u e s t i o n .  I ' m  g o i n g  t o  g u e s s  150. 

Q Would it have  b e e n  u s u a l ,  a u s u a l  o c c u r r e n c e  for  

hiffi t o  d i r ec t  a p a r t i c u l a r  ST t o  b a c k  up time? 

MR. BEATTY: O b j e c t i o n  t o  t h e  form o f  t h e  q u e s t i o n .  

I t ' s  ambiguous.  

BY MS. R I C H A R D S O N :  

0 Would i t  have  been  a u s u a l  o c c u r r e n c e  f o r  

t o  d i r e c t  a n  ST i n  a n y  s p e c i f i c  area o f  t h e i r  

d u t  i es? 

A No. 

0 Did  you r e p o r t  t h i s  t o  
i 
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A No. 

Q And why did you choose not to do that? 

MR. BEATTY: Objection. 

1'11 withdraw the objection. You may respond. 

A In my judgment it was hearsay and I only knew of 

one instance. I speculated that maybe -- my feelings were 
that if I heard other reports about this or if there was 

anything that I could determine might be systematic or more 

than just an atypical occurrence, then I thought I would 

investigate it further and perhaps see if there was something 

to it. But one instance over the course of 13 months really 

didn't pique my curiosity to the extent where I thought it 

needed investigation. 

0 And who was the inaividual that reportea this to 

you? 

A His name was 

0 

A Correct. 

0 Is he still presently employed with the company? 

A As far as I know. 

0 Is he still working in Jacksonville? 

A As far as I know. 

0 Is he still in his position? 

A Yes. 

0 Has maae any other complaints to y o u  o f  
- 
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this nature or was that the only statement? 

A It wasn't really a complaint per se. 

Q Any other reports of  this nature to you? 

A No. 

Q Has any other individual that you supervise 

reported to you that they had been asked to do something 

improper? 

A No. 

Q Can you tell me when this occurred? 

A Only in the most general. I can tell you it was 

somewhere -- let's see. I had Baldwin at the time. I took 

over that area in March of '89. Somewhere after February of 

'89 and before October of -- wait a minute. 
that would be right. Yes, before October of '89. 

Yes, I guess 

Q Are you aware or have you heard of any other 

instances of intentional mishandling of customer trouble 

reports? 

A no. 

Q Do you know of anyone who has falsified a customer 

trouble report? 

A No. 

MS. RICHARDSON: Okay. Mr. Joost, I want to thank 

you for your presence here today. The Commission Staff 

rriay have some questions f o r  you or M r .  Beatty may have 

some redirect. 
. 
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EXAMINATION 

BY MS. WILSON: 

0 Mr. J o o s t ,  do you know i f  anyone  else was aware o f  

i n s t r u c t i o n  t o  I 

A No. 

0 Does anyone  e l se  have  knowleage a b o u t  t h i s  i n c i d e n t  

o t h e r  t h a n  

A No. 

MS. WILSON: I have no o t h e r  q u e s t i o n s .  

MR. BEATTY: I have  one. 

EXAMINATION 

BY MR.  BEATTY: 

0 Have you concluded t h a t  t h e r e  was, i n  f ac t ,  

imprope r  a c t i v i t y  t h a t  had  o c c u r r e d  t h e r e ?  

A No, I had n o t  concluded t h a t .  

Q If you had -- and  I ' m  a s k i n g  you t o  s p e c u l a t e ,  i f -  

you would. I f  you had  conc luded  t h a t  t h e r e  was imprope r  

a c t i v i t y ,  is t h e r e  a c t i o n  t h a t  you would have  t a k e n  t o  

address  t h e  i s s u e ?  

MS. R I C H A R D S O N :  O b j e c t i o n ;  s p e c u l a t i o n .  

Go ahead .  

A Well, now, when y o u  s a y  c o n c l u d e ,  l e t ' s  focus i n  on 

t h a t .  We're t a l k i n g  a b o u t  a c o n v e r s a t i o n  I had w i t h  

on a c a r  phone,  on a s t a t i c k y  car  phone ,  d r i v i n g  on a bumpy 

road  and  t h e  c o n v e r s a t i o n  l a s t e d  15 s e c o n d s .  
- 

MARIE C .  ( ; E N T R Y  R R S S O T T A T E S  
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0 Let's then -- allow me to pose a hypothetical to 
you: If you had been made aware of a continuous and 

systematic effort to intentionally manipulate and alter or 

falsify trouble reports, is there action that you could take 

to address that issue? 

A Yes. 

Q Would one such act be to report the matter to 

security? 

A That's correct. Another might be to go to -- at 
the time Rudy Christian was the operations manager and that's 

probably what I would have done. 

Q And do you perceive that either of those two 

actions are required by the company? 

A Again, that goes back to standard operatingg 

Nrocedure. As a manager, I would .have just -- yes -- I don't 
:now if that's inscribed somewhere in the manual somewhere or 

.he practices, but that's just good management in my 

judgment. 

0 Would it ever be acceptable from a company's 

perspective f o r  you to tell no one of that systematic effort 

to falsify trouble reports? 

A Again, the entire time I was in installation, I 

came across no instance of anything that remotely resembled 

any attempt to systematically inproperly close out trouble 

tickets o r  defraud customers or anything along those lines. 
~ 
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0 My question to you is, if you had been made aware 

of something like that, would it ever be proper from the 

company's perspective f o r  you to do nothing? 

A Certainly not. 

MR. BEATTY: I have no further questions. 

MS. R I C H A R D S O N :  Thank you, Mr. Joost. 

(Witness excused) 

(Deposition concluded at 10:33 a.m.) t 

5 

1 C  

I I  

12 

13 

14 

1s 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 



1 

2 

3 

A 

5 

6 

7 

8 

9 

IO 

1 1  

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

2 2  

23  

24 

25 

38 

AFFIDAVIT OF DEPONENT 

This is to certify that I, WILLIAM H. JOOST, have 

read the foresoing transcription of my testimony, Page 6 

through 37, given on May Q, 1993, in Docket No. 910727-TL, 

and find the same to be true and correct, with the 

exceptions, and/or corrections, if any, as shown- on the 

errata sheet attached hereto. 

WILLIAM H. JOOST 

Sworn to and subscribed before me this 

day of , 1993. 

NOTARY PUBLIC, State of Florida 

My Commission Expires: - 
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STATE OF FLORIDA 1 

COUNTY OF DUVAL 
CERTIFICATE OF OATH 

H. Joost 

June, 19 

I, the undersigned authority, certify that William 

WITNESS my hand and official seal this &day of 

personally appeared before me and was duly sworn. 

3.  

~~~ _ _ _  
My Commission No. CC 251t46 
Expires: January 21, 1997 

OFFICIAL NOTARY SEAL 

." n r, T r , 
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STATE OF FLORIDA) 

COUNTY OF DUVAL ) 
CERTIFICATE OF REPORTER 

I, Marie C. Gentry, Court Reporter, 

DO HEREBY CERTIFY that I was authorized to and 

did stenographically report the foregoing deposition 

of WILLIAM H. JOOST; 

I FURTHER CERTIFY that this transcript; 

consisting of 40 pages, constitutes a true record of the 

testimony given by the witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, 

nor am I a relative or employee of any of the parties' 

attorney or counsel connected with the action, nor am I 

financially interested in the action. 

DATED this day of June, 1993. - 

Marie C. Gentry, Court Reporfer 
Telephone No. (904)264-2943 

STATE OF FLORIDA) 

COUNTY OF DUVAL ) 

The foregoing certificate was acknowleaged 
~ 

before me this &--day A of June, 1993,  

by Marie C. Gentry, 
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4. CRAFI - 'close job '  

4.1 'close job '  

S e l e c t i n g  t h i s  op t ion  f i r s t  l eads  t o  a choice between t h e  fo l lowing  t w o  
o p t  ions  : 

e stay on du ty  

e go of f  du ty  ( t akes  the c r a f t s p e r s o n  out  of the  LMOS force  poo l )  

4.2 ' s t a y  on duty '  

S e l e c t i n g  t h e  ' s t a y  on duty '  o p t i o n  from the menu leads t o  a cho ice  
fo l lowing  f o u r  opt ions:  

among t h e  

e c l o s e  or r e t u r n  j o b  

0 t e s t  ok 

e r e t u r n  t o  cab le  

e r e t u r n  t o  CO 

4.3 'close or r e t u r n  job' 

After ' s t a y  on duty '  or 'go o f f  du ty '  processing has completed. 
' c i o s e  or r e t u r n  job '  op t ion  begins  t h e  j o b  c loseout .  

s e l e c t i n g  t h e  

There are more reques t s  t o  t h e  f r o n t  end and t h e  use r  is requi red  t o  enter more 
information.  

4.3.1 Initial Request. The i n i t i a l  reques t  t o  c l o s e  or r e tu rn  a job  r e s u l t s  
i n  an a t t empt  t o  g e t  a DISP r e t u r n  mask from t h e  F E  f o r  the c r a f t .  Seve ra l  
t h ings  may happen: 

1 .  I f  mai l  is present .  i t  is downloaded t o  t h e  CAT. 

2. If s u c c e s s f u l  i n  g e t t i n g  t h e  r e t u r n  mask, t h e  TIN (Trouble T icke t  Number) 
is  d i sp layed  for v e r i f i c a t i o n  ( o r  the  CTIN - cab le  TIN - i f  there  is- 
one) .  

3. If  unsuccessfu l ;  the  use r  is  informed the re  i s  no j o b  t o  c l o s e  ou t .  

4. I f  t h e  job  has a DFJ or DDO s t a t u s .  ;he c r a f t  is asked t o  e n t e r  a s t a r t  
An EST t r a n s a c t i o n  is r u n  on LKOS t o  update  the job  t o  a t ime and date .  

DPO (d i spa tched  ou t .  IST code of 062. UP-4) s t a t u s .  

- 
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5 .  I f  t h e  job doe3 not  have DFJ or  DDO s t a tus .  normal c loseout  cont inues .  

The a c t i o n s  taken a t  t h i s  p o i n t  depend on whether the  job i s  a t r o u b l e  or a 
s e r v i c e  o r d e r .  

4 . 3 . 2  Trouble Close. 

1.  A f t e r  t h e  c r a f t  i s  d isp layed  t h e  t r o u b l e  t i c k e t  number and t h e  customer 
r e p o r t  t ime. the c r a f t  selects ' c l o s e  j o b ' .  

2. This t roub le  was: - t h e  c r a f t  selects ' c leared ' .  This s e t s  t h e  work 
performance code (UP) t o  6 .  

3. Cleared:  - i f  'customer advised '  was se lec ted .  a 092 code ( s t a t u s e d  as 
CCA) is put i n  the  IST f i e l d .  If 'customer was noC advrsed '  was 
s e l e c t e d .  a 091 code ( s t a t u s e d  as CNA) is  put I n  the IS1  f i e l d .  E i t h e r  
s e l e c t i o n  cont inues t o  t h e  next i t e m .  

4 .  Customer was: - i f  ' n o t  o u t  of s e r v i c e '  was se l ec t ed .  nothing is  pu t  i n  
the OOS f i e l d .  I f  ' o u t  of service' was s e l e c t e d ,  a Y is pu t  i n  the OOS 
f i e l d .  E i ther  s e l e c t i o n  cont inues  t o  t h e  next item. 

5 .  The c l o s e  out  test is  now run. This is  a TV reques t  f o r  a FULLX test. 
hro test modes are supported: 

- I f  c a l l i n g  i n  on t h e  l i n e  j u s t  repa i red ,  the  c r a f t  w i l l  d rop  o f f  and 
ca l l  back i n  t o  g e t  the  t e s t  s m r y .  When t h e  user logs back i n .  
t h e  user can cont inue  t h e  c l o s e o u t  by reviewing t h e  test  r e s u l t s ,  or 
r e tu rn ing  t o  t h e  main menu. 

- I f  not  on t h e  l i n e  being t e s t e d ,  t h e  c r a f t  remains logged i n  and 
test r e s u l t s  are d isp layed .  

To avoid delaying t h e  c r a f t  i n  the event  of a problem wi th  HLT. t h e  
d i sp layed  r e s u i t  i n d i c a t e s  no sumnary information is  ava i l ab le .  Any 
r e m a i n i n g  long term MLT access w i l l  be dropped au tomat i ca l ly  b e f o r e  
d i s p l a y i n g  t h e  t e s t  sumnary. 

NOTE: The WLT test can be c o n t r o l l e d  by turn ing  on or tu rn ing  o f f  t h e  
'TEST ON RETURN?' f l a g  when execut ing  an LnOS ADU ( a s s ign  d i s p a t c h  
weights )  t r a n s a c t i o n  from a n  HC t e rmina l .  If t h i s  f l a g  i s  turned on. an 
MLT tes t  will be au tomat i ca l ly  i n i t i a t e d  every time t h e  DISP r e t u r n  mask 
f o r  a c ra f tpe r son  i s  ob ta ined .  However. CAS s c r i p t s  ove r r ide  t h e  t e s t i n g  
op t ions  when access  is  made from the CAT and always performs a d i s p a t c h  
test .  

6. Ready f o r  d i s p o s i t i o n  information:  ' i n p u t  d i s p  code' - c r a f t  e n t e r s  a 
4-character  numeric disposition code. 
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7. Ready t o  enter cause information: ' input  cause code' - c r a f t  e n t e r s  a 3- 
c h a r a c t e r  numeric cause code. 

8. F i n i s h e d  work on t h i s  j o b  at:  - c r a f t  is  asked t o  v e r i f y  t h e  f in i shed  

i 
t i m e  and da te .  

9 .  Do you need  s p e c i a l  s t u d i e s  codes? - allows up to th ree  e n t r i e s  of a 3- 
c h a r a c t e r  numeric en t ry .  

10. Do you want to enter n a r r a t i v e ?  - allows a 50-character  alphanumeric 
entry f o r  t h e  narr f i e l d .  

1 1 .  A l l  t h e  information i s  then  s e n t  t o  the  FE and u s u a l l y  r e s u l t s  in.  an EST 
and FST (F ina l  S t a tus )  f o r  the job. However. W S  may f i n d  some e r r o r s  
i n  e i t h e r  t h e  c l ea r ing  t i m e  e n t r y  or the code combinations. If so. t h e  
c r a f t  is informed of t h i s  and asked to  make co r rec t ions .  (See the Error 
Xessagei s e c t i o n  of t h i s  manual). The r o u t i n e  t roub le  j o b  i s  closed ou t .  

4.3.3 Trouble  Close (GUS). This is  t h e  f i r s t  of a series of s c reens  €or t h e  
CRAS mask information.  The i n t e r f a c e  a p p l i e s  to  CTEI and CFST. LMOS allows for 
each  s i t e  to  determine i f  c e r t a i n  da t a  should be c o l l e c t e d  f o r  CRAS c loseouts .  
The s c r i p t  be adapted t o  only prompt the u s e r  for t h e  d a t a  t h a t  t h e  s i t e  
wishes to collect. (See the Appl ica t ion  Generator  User Guide f o r  d i r e c t i o n s ,  
o r  c o n t a c t  your s i t e  manager.) Optional  sc reens  w i l l  be denoted by ***. They 
w i l l  be d i s p l a y e d  based on script  s e t t i n g s  (which i n  t u r n  a r e  based on the  
customer 's  LnOS gdf s e t t i n g s :  see Lmx document nfe-pa.hcfe-lmosgdf) 

For completeness.  t h e  cases involv ing  CRW c loseou t s  w i l l  show t h e  f low as i f  
a l l  p o s s i b l e  d a t a  should be co l l ec t ed .  I n  t h e  d e s c r i p t i o n  of  t h e  sc reens  
below. i t  w i l l  be noted i f  the  screen  is  op t iona l .  

If a CUS mask is  t o  be brought up, t h e  FST information w i l l  be c a r r i e d  over t o  
CRAS. This  occur s  r i g h t  after t h e  'Do you want t o  e n t e r  n a r r a t i v e ? '  sc reen .  

can 

1 .  S e l e c t  c i r c u i t  t ype -  p u t s  a n  EX f o r  'exchange'. TL f o r  ' t o l l ' ,  or TK f o r  
' t r u n k ' .  *** 

2. Xore than  one loca t ion  :or r epa i r s?  - 'Yes' puts  T i n  DASH f i e l d .  'No' . 
makes no e n t r y .  E i t h e r  s e l e c t i o n  cont inues t o  the  next i t e m .  

3. NEXT t o  enter a 2 d i g i t  gene ra l  and 2 d i g i t  d e t a i l  code f o r  r e p a i r  
ca t egory  - allows a 2-character alphanumeric e n t r y  f o r  t h e  genera l  code 
and a 2-character  alphanumeric e n t r y  f o r  the  d e t a i l  code. *** 

4. The c r a f t  i s  asked t o  s e l e c t  the cab le  desc r ip t ion  from t h e  fol lowing 
s c r e e n s .  x** 

5 .  S e l e c t  co re  cond. - e n t e r s  a P. V, F. R, 0. o r  U i n  the  core  f i e l d .  i::'.l: 

- 
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Synopsis  

The ‘ c l o s e  job‘  reques t  permits t h e  u s e r  t o  c lose  o r  r e t u r n  a job.  r e t u r n  a j o b  
as ‘test ok’. r e t u r n  a j o b  t o  cable  or t o  CO. 

When a close has  been completed. a message w i l l  be d isp layed  on t h e  CAT 
d i r e c t i n g  the  c r a f t  t o  p re s s  NEXT t o  g e t  back to t h e  m a i n  menu. 

I f  t h e r e  a r e  no jobs  a v a i l a b l e  t o  c l o s e ,  a message t o  that  e f f e c t  w i l l  appear  
on t h e  CAT. 

Case 4-1 i s  d iv ided  i n t o  two p a r t s .  This f i r s t  (&- la)  shows s e l e c t i o n s  
a s s o c i a t e d  with s tay ing  on duty  when c l o s i n g  a job. The second (4- lb)  shows 
s e l e c t i o n s  a s soc ia t ed  wi th  going o f f  du ty  when c l o s i n g  a job. . 

( l a s r  mod 4 / 1 0 / 8 9 )  
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CASE b l a .  ' c l o s e  j o b  - s t a y  on duty'. 

- ----+ 

receive new j o b  
work on current job 

other 
>c lose  job  

+ +. 
I 
I 

/ S e l e c t  duty s t a t u s :  
>stay on duty 

go off duty 
I 

( l a s t  mod 4 1 1  0 / 8 9 )  
SEE PROPRIETARY NOTICE Oh' COVER SHEET 

scr_ STt.chap4 

>close or return j o b  
t e s t  ok 
return to cable 
return t o  CO 
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Symps is 

A CTEI mask is invoked when closing Out pending dispatch jobs  with valid CRAS 
disposition codes. A repair category. corresponding to the disposition code. 
must be entered for service-affecting jobs. The remainder of CTEI information 
w i l l  be collected. PDH jobs have identical screen flows, but run the CFST 
transaction in place of CTEI, and display the CTTN in place of the TTN on the 
first closeout screen. 

(** indicates any character match, e.6. 0111 or 0341). 

NOTE: if the craft selected 'off duty'. the last screen displayed is as 
f 01 lows : 

c-------.-+ 
{Close complete 
JCTTN: -123 
Istatused OFF DUTY 

for main menu. 
+ + 

NOTE: if the craft has a preassigned job ,  the.last 
f OllOWS : 

screen displayed is as 

c -_ I___+ 
/Close complete. 
ICTTN: M123 Job 
IPRUSSIGNED to you. 
INfXT for main menu. 

+-- ------+ 
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Selected: 1. close job 
2. stay on duty 
3. close or return job 

v(optiona1) 
---------+ 

V I V I 
-+ -- -___+- 

I 
c- -+ + 
IClose ttn is: IRequest in Progress 100 you need special /NEXT to enter a 2 

lstudies codes? ldigit general and 
Icustomer rept time: 1 

>No 
12 digi~t detail code 
lfor repair category 

Yes 
I0193640 I 

103-1 2-89 0930A I 
--+ ------------------+ ------ -- + + + 

! I I I 
+- --;-----+ -______-------------- 

!DO you want to ABCDEFCHI-JK1l3NOPQRS >close job I2015552353 
ITEST OK /enter narrative! I5000 

Pes I 
>No I 

return but don't I 
I 
jclose the job IEND OF SUMV\RIES 

+ ----+ 
I (optional ) 

----+ 
I I I 

---+ I___+ + 
IThis trouble was: IEnter the dis- !Request in Progress ISelect cable 

ldescription from 
(following screens. 

>cleared [position code: I 

I I I I /"I to begin. 
---+ 

not cleared I 042 1 
--+ +--- 4- +------- 

I I I 
----+ +--+ +-----------+ C-------------------f 

I 
c_- 

/-re information Iselect core cond. 

(related trouble. vented 
!NEXT to begin. >other options 

I Cleared: [Enter cause code: 
>customer advised I300 lneeded about cable pressurized 

I 
I advised I 
customer not 

---+ --- ------+ +---------+ * 
I I I(optiona1) I 

+------------+ +I-----------+ *--------------------* 
I Cus tomer was : IFinished work on [Select circuit type filled 

>out of service time is incorrect >to11 other core cond. 
not out of service /this job at:0301P exchange >reclaimed 

>time is correct trunk unknown ---- + .--+ 
i 
+---------+ c 

I I I I 
+ .+ + c-- 

IReady to test: make lThe date is: Inore than one loca- Iselect sheath type 
lline normal. Drop /Month: 03 ltion for repairs? >plastic 
/ o f f  after NEXT if /Day: 15 >Yes lead 
 YOU are on the line /Year: 89 No arm0 red 

+----------__----_-_-+ ~ _ _ _ _ _ _ _ _ _ - _ _ _ - - _ - - _ - ~  - - - v I I I 
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CASE 4-9. PW Nan-Service Affect ing ( C I U S ) .  

Synopsis 

The c loseout  sequence for  non-service a f f e c t i n g  ( N U )  CRAS jobs requires the 
entry  of a report  source information and a repair category. The screen flows 
are i d e n t i c a l  for PDH jobs. 
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CAS. 6 9 .  pD0. &o-Service Affecting (Cm). 

Selected: 1 .  close job 
2. stay on duty 
3. close or return job 

V V I 
+ k +------ ---+ +----------------+ 

I V I 
----++ 

/Close ttn is: /Request in Progress ID0 you need special INEXT to enter a 2 
/studies codes? [digit general and 
Yes 12 digit detail code lcustomer rept time: I 

103-12-89 0930A I >No lfor repair category 

10193640 I 

___+ +-I--p--+ + +- 
I I I I 

+ +-----------+ +--- * + 
>close job 12015552353 [Do you want to ABCDEFGH I- JKLWOPQRS 

ITEST OK lenter narrative? I5000 
Yes I 

.No I 
I 
Ireturn but don't I 
\close job JEWD OF SUlfdARIES 

+ + :  -- c---- * 
I I I 

c---- -+ + ++---. -+ +----------------- 

IThis trouble was: IEnter the dis- [Request in Progress ISelect cable 
ldescription from 
lfollowing screens. 
[NEXT to begin. 

>cleared lposition code: I 
not cleared 10421 I 
I I I 

----------------------++ + 
I I 

+-- ----- c-------+ 
I Cleared: IEnter cause code: 
>customer advised I300 

I 
I advised I 
customer not 

e-------+ -- + 

4 
I I 

+-- ---------- + +-- 

ICustomer was: 
not O u t  of service Ithis job at:0301P 

>out of service time is incorrect 

I Finished work on 

>time is correct. 
-I 

I 
+ + +-- 

I 
____+ +-----------+ 

I 
+ 
/Ready to test: make (The date is: 
/line normal. Drop Inontk: 03 
[off after NEXT if [Day: 13 
lyou are on the line /Year: 89 

+--------------------+ +--------------------+ 

+ -3 

I 
+ 

I 
- 

Inore information Iselect core' cond. 
\needed about cable pressurized 
!related trouble. vented 
/NEXT to. begin. >other options 
f----- --+ 

I I 
+----------------+ 
iselect circuit type filled 

>to11 other core cond. 
exchange >reclaimed 

trunk unknown 

I I 
+------------+ 
Itlore than one loca- Iselect sheath type 
Ition for repairs? >plastic 
>Yes lead 
No 3 rmo red 

+-_-________________-+ +--------------------- - - I I I - 
Y 
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HC Terminal nessage(s): 
+--------------------+ NIA 

J E r r o r  in closing 
(service ord. Call 
IHC. Don't press 
I BACK Transaction: service order closeout 

Error Type: LC 

Cause: The IFST mask was not returned by LXOS on a PDS job after the FST. 

HC Terminal Hessage(s): 
REQUIRED FIELD. INVALID DATE 

1 Error in finish 
(time or date. 
IPress NEXT to Transaction: close job 
Ire-enter. Error Type: I 
c -------- + 

Cause: Occurs when craft overwrites the finish time or date field and 
entered a blank entry or special character entry. 

MC Terminal Hessage(s): 
------+ NfA *-- 

[Error occurred in 
lobtaining test 
[results. NEXT to 
\try again. Transaction: test options 

+-------------+ Error Type: 0 

Cause: An error occurred in downloading test results to the terminal. 

HC Terminal Xessage(s): 
3 Nl A 4.-- 

IC0 BACK to Lest 
Iselection screen 
land choose a test 
I Transaction: test options 

. Error Type: I 

Cause: A quick. loop, or loop and CO test m u s t '  be selected from 
the test selection screen. 

( l a s t  mod 4 / 9 / 8 9 )  
SEE PROPRIETARY NOTiCE ON COVER SHEEI 

P a g e  I i 



scr_ STZ,appendix_ A 
Error Hessages 

HC Terminal f lessage(s):  
+--------------+ N/A 

(The day e n t r y  i s  
I incor rec t .  P r e s s  
(BACK and t r y  
I again. Transaction: c l o s e  job 

+ -------+ Error type: I 

Cause: An i n c o r r e c t  day was  entered.  

scr - STZ-appendiE A 

HC Terminal Message(s): 
+ I--I-- ~ + NOT ASSIGNED TO GROUP, Unknoun employee 

!The employee code 
(was n a t  c o r r e c t .  
IND(T t o  t r y  aga in .  T ransac t  ion: supe rv i so r  
I Error Type: I 

------+ 

Cause: Occurs when a supe rv i so r  enqers an i n v a l i d  employee code for 
t h e  group spec i f i ed .  

i nc T e r m i n a l  Messagds): 
N/A c- ---+ 

\The 1st d i g i t  of 
I t h e  f l l  code must 
[be  between 0-8. 
!Press BACK. Transaction: c l o s e  j o b  

Erro r  type: I A-- ----------+ 

Cause: The f i r s t  d i g i t  of t h e  f l l  code must be 0-8. 

KC T e r m i n a l  Messagdr): 
+ N/A +---- 

!The m n t h  entry is  
! i n c o r r e c t .  P r e s s  
[BACK and t r y  
1 again.  T ransac t ion :  c l o s e  j o b  

Er ro r  type:  I 

Cause: An i n c o r r e c t  month vas entered. 
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nc Terminal Hessage(s): 
+--------------+ N/A 
JThe time entry is 
tincorrect. Press 
\BACK and try 
lagain. Transaction: close j o b  

+ E r r o r  type: I 

Cause: The time entry must be 4 digits. 

MC Terminal Message(s1: 
N/A i.------------c 

/The year entry is 
tincorrect. Press 
(BACK and try 
lagain. Transaction: close job 

c ---+ Error type: I 

Cause: An incorrect year was entered. 

MC Terminal Mesesrage(s1: 
+ ------+ N/A 
(There is an error 
/in your sequence. 
try again 
return to main menu Transaction: reorder bulk jobs 

Error type: I +--------_-+ 

scr_ ST2.appendii A 

c 

Cause: An invalid. aut of range or duplicate entry when reordering 
a bulk job. 

MC Terminal Hessage(s): 
+- --+ INVALID ENTRY. FIELD IN ERROR 
/There is an error. 
]Press HEXT to  re- 
tenter disp and 
I cause codes. Transaction: close job 

+ Zrror type: I +------------------ 

Cause: The disp code has less than 4 digits. the cause code less than 
3 digits or either code contains an invalid character. 

E 

Page 26 ( i d s t  mod 4 / 9 / 8 9 )  
SEE. PROPRIETARY NOTICE Oh' COVER SHEET 
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CLOSING R E P A I R  JOBS 

CORRECT FORMAT FOR BACKING UP YOUR T I M E  O N  R E P A I R  JOBS 

1 .  WHEN YOU F I R S T  R E C E I V E  A TROUBLE REPORT I N  YOUR CAT.  T H E  DATE 
R E C E I V E D  W I L L  APPEAR ON PAGE 6 O F  THE CUSTOMER MENU- THE DATE 
R E C E I V E D  W I L L  ALSO APPEAR ON YOUR CAT WXEN.YOU CLOSE T H E  JOB 
ON TXE CLOSED TTN SCREEN. T H I S  I S  THE T I U E  YOU WANT T O  WATCH 
FOR THE 24 HOUR COUUITnENT.  

1 

2 .  THE DUE DATE A N D  T I M E  W I L L  ONLY APPEAR WHEN YOU F I R S T  R E C E I V E  
T H E  TROUBLE I N  YOUR CAT ON PAGE 7 OF THE TROUBLE MENU. I T  
D O E S  NOT APPEAR WHEN YOU CLOSEOUT T H E  TROUBLE. YOU W I L L  NEED 
T O  K E E P  A UENTAL NOTB OF THE DUE DATE AND T I H E  SO THAT WEEN 
YOU CLOSEOUT YOUR TROUBLE YOU CAN BACKUP YOUR T I U E  T O  MEET 
T H E  COMUITMENT. 

3. I F  YOU ARE C L O S I N G  A R E P A I R  J O B  AND YOU ARE AT O R  HAVE 
EXCEEDED T H E  DUE DATE AND TIME OR T H E  24 HOUR C O U H I T H E N T  T I U E  
YOU U U S T  GO TO ANOTHER L I N E .  NOT T H E  ONE YOU W I L L  BE C L O S I N G  
I N  ORDER TO CLOSEOUT T H E  JOB. I F  YOU CLOSEOUT T H E  J O B  FROM 
T H E  L I N E  YOU J U S T  R E P A I R E D ,  LUOS W I L L  NOT R E C O G N I Z E  T H E  T I M E  
YOU BACKED U P  TO HSXT T H E  24 HOUR COHHITUJ3NT. I N  ORDER T O  
=ET T H E  24 HOUR C O M I T U E N T .  YOU WILL NEED TO C L O S E O U T  PROM 
A D I F F E R E N T  WORKING L I N E -  I F  YOU ARE NOT I N  J E O P A R D Y  O F  
H I S S I N G  T H E  24 HOUR COHUITUENT. YOU CAN CLOSEOUT FROH YOUR 
J O B  - 

receive new job 
work on current job 

other 
* C L O S E  JOB 

* CLOSE J O B  
close job-off duty 
return but don't 
\close the job 

* C L O S E  OR RETURN JOB lthis trouble was: 
test ok * CLEARED 
return to cable not cleared 
return to co 

request in progress 

L_ 
close ttn is: 
0328076 
CUSTOMER REPT T I M E :  
06-07-88 1 l O O A  

I cleared: 
C u s - r o n E R  ADVISED 
customer not 

I advised 

READS T O  TEST: UAKB 
L I N E  NORUAL- DROP 
OFF A F T E R  NEXT I F  
YOU ARE ON T H E  L I N E .  

I 
- 

REMEHBER TO GO TO ANOTIIER 
L I N E  I F  YOU ARE NEAR. A T .  
O R  H A V F  EXCEEDED THE 2 4  

H O U R  C 3 H M I T H E N T .  
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irequest in progress THE T I X E  SHOULD 
BX: 1045 

P M  

I 
* AX . 

4078443444 tested: 
test ok 

enter the dis- 
position code: 
10380 

ready to enter 
cause information: 
use menus 

I 
* I N P U T  CAUSE CODE 

F I N I S E B D  WORK ON 
T H I S  J O B  AT: 112OA 

time is correct 
TIME I S  I N C O R R E C T  

1 

T H I S  I S  WHERE Y O U , B A C X U P  YOUR 
T I H E  TO H B E T  T H E  COXXITXENT 
T I H E  AND T H E  24 HOUR OUT OF 
S E R V I C E  C O X H I T H E N T .  

I the date is: 
month: 06 
day: 08 
(year: 8 8  
I 

YOU CAN CHANGE TEE MONTH 
OR DAY TO HEET A COIIIIIT-  
XENT IF YOU WERE mcon- 
PLBTE AND CLEARED TEE 
TROUBLB TEE DAY BEFORE.  

do you need special 
studies codes? 
Yes 

I 
* NO 

do you want to 
enter narrative? 

no 
* Y E S  
I 

ABCDEFGHIJKLMNOPQRS I 
JOB CLOSED OUT. I- NEXT for main menu 
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Attached is the original transcript of your deposition. Enclosed are forms of 
an Errata Sheet and an Affidavit to be completed by the deponent when reading the 
deposition. 

Please do not mark on the original tranSaipt. Any corrections you may desire 
to make in your testimony should be TYPEWRFITEN or PRINTED on the enclosed Emta 
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office, Attention Joy Kelly, Bureau Chiec Room 104. 
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Joy Kelly, CSR, RPR 
Bureau Chief 
FPSC Bureau of Reporting 
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WITNESS 

CHARLES R. STOUT 

Examination by Ms. Richardson 
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1 Excerpts from AT&T instructions 

2 Excerpt from Dowdy, CAT manual 
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IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 
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CHARLES R.  STOUT 

appeared as a witness and, after being duly sworn by the 

court reporter, testified as follows:. 

EXAMINATION 

BY MS. RICHARDSON: 

Q 

spell it 

A 

Q 

A 

Q 

A 

Q 
A 

Q 

A 

Q 

c olup any? 

A 

Q 

A 

Q 
A 

Q 

Mr. Stout, would you please state your name and 

t o  make sure that she has it correctly. 

Charles, C-h-a-r-1-e-s, Stout, S-t-0-u-t. 

And your address? 

1710 Talbot Street. 

I'm sorry. Spell that. 

T-a-1-b-o-t Street, Jacksonville. 

And the ZIP code? 

32205. 

And your phone number? 

384-81 37. 

Okay. And what is your present position with the 

I'm a technical support manager. 

And how long have you held that position? 

Since January. 

Of ' 93?  

Yes, January lst, ' 9 3 .  

And what did you do prior to becoming a technical 

support manager? 
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I was a field control manager. 

And how long did you hold that position? 

Since about -- since 1987 or '88,  somewhere in that 

When did you start with the company? 

1971. 

What position did you have when you started? 

When I started with the company I was a mail clerk. 

Let me digress here for a minute. Have you talked 

to anyone about your deposition here today other than company 

counsel? 

A NO. 

0 Did you give a statement to the company during the 

company's internal investigation? 

A Yes. 

0 Do you remember when you made that statement? 

A It's probably been two o r  three years ago. I don't 

remember exactly. 

0 Do you know who was in the room with you when you 

made that statement? 

A Someone from the company security, I believe, and 

one or two other attorneys. I believe one from the company 

and one independent, if I remember right. 

Q Was there a union representative present? 

A No. 
- - 
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a Have you in any way been disciplined in relation to 

the company‘s investigation? 

A No. 

Q Did you discuss that statement with anybody else? 

A No. 

a Have you been advised whether or not you might be 

disciplined based upon any answers you may give .here today? 

A No. 

Q Has anyone advised you of possible criminal 

penalties that could apply if you perjure your testimony here 

today? 

A They mentioned perjury, but I don’t really know 

what the penalties are. 

Q If you need to, I have a copy. of the statute or, if 

you would like to speak with counsel before we go any further 

and have questions that you want to ask of him, we can go off 

the record and you can do that. That’s your option, 

M r .  Stout. 

A I don’t feel I need to. 

0 Have you in any of the time span that you’ve worked 

for the company workea in installation and repair maintenance 

of customer trouble records? 

A I just worked installation. 

0 You just worked installation? 

A (Nods head.) 
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Q Have you ever dealt at all, in any of your 

capacities, with the repair side? 

A Very limited as a repairman and while I had a crew., 

0 All right. When was this? 

A When did I deal with it? 

Q Yes. 

A Since I've had a crew in '87 or '88, my technicians 

work repair. 

0 Okay. 

A And prior to that I worked mainly installation. 

Q All right. When you say your technicians, are you 

implying that you supervise a group of outside field forces? 

A Yes. 

0 Okay. And is part of your supervisory duties to 

make sure that they follow the company practices for repair? 

A Yes. 

P Is this in Jacksonville? 

A Yes. 

0 This entire time in Jacksonville? 

A Yes. 

P Have you ever heard the terms "backing up the 

time"? 

A YES. 

0 And what have you heard or what's your 

understanding o f  that term? 
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A Well, i n  t h e  p a s t  you had a t r o u b l e  c lear  t i m e  and  

a t r o u b l e  c lose  t i m e .  T h a t ' s  b a s i c a l l y  i t .  Now you j u s t  

h a v e  t h e  one  time. 

0 And w h a t  is i t  now? Which one is  i t ?  

A It 's j u s t  when you f i n i s h  t h e  t r o u b l e ,  t h e  f i n a l  

t i m e .  

0 Is t h a t  t h e  a c t u a l ,  t h e  rea l  t i m e ?  

A Yes. 

0 And i n  t h e  p a s t  t h e n ,  i f  we c o u l d  go b a c k  t o  ' 87 -88  

-- or l e t  m e  a s k  you t h i s :  When d i d  t h i s  new p r o c e s s  or new 

t ime p r o c e d u r e  go i n t o  effect?  

A 

0 

A 

Q 

company ? 

A 

0 

A 

time. 

Q 

p o i n t  -- 
A 

Q 

t h e n ,  a t  

I ' m  go ing  t o  s a y  a c o u p l e  of y e a r s  ago .  

'92,  somewhere i n  t h e r e ?  

I d o n ' t  remember e x a c t l y .  

Was i t  b e f o r e  or af ter  you made a statement t o  t h e  

E x a c t l y ,  I ' m  n o t  s u r e .  

Okay. 

I d i d n ' t  r e a l l y  pay t h a t  much a t t e n t i o n  t o  t h e  

A l l  r i g h t .  Well, l e t ' s  go back b e f o r e  t h a t  

Okay. 

-- when o n l y  t h e  r ea l  time was b e i n g  u s e d ,  be fo re  

leas t  '87 and  '88. Do you know o f  anyone  who - -  I 
E 
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need  t o  preface t h i s .  Are you aware  of  a r e q u i r e m e n t  o f  t h e  

company t h a t  o u t - o f - s e r v i c e  t r o u b l e  r e p o r t s  s h o u l d  b e  cleared 

w i t h i n  24 h o u r s  a t  least  95 p e r c e n t  o f  t he  time? 

A I know t h a t  t h e r e  was a benchmark f o r  a percentage  

t o  b e  cleared. 

0 So y o u ' r e  familiar w i t h  t h e  o u t  o f  services? 

A Yes. 

0 D i d  you ever hsve  o c c a s i o n  t o  i n s t r u c t  your  o u t s i d e  

p e o p l e  a b o u t  t h a t  o u t - o f - s e r v i c e  r e q u i r e m e n t ?  

A We r e a l l y  d i d n ' t  dea l  w i t h  i t .  T h a t  was no t  a 

t o p i c  of d i s c u s s i o n  p e r  se. 

Q A t  no time t h e n  d i d  you d i s c u s s  g e t t i n g  r e p o r t s  

cleared w i t h i n  24 h o u r s  w i t h  y o u r  p e o p l e ?  

M R .  BEATTY: O b j e c t i o n  t o  t h e  forffi of  t h e  q u e s t i o n .  

I t 's  been a s k e d  and  answered. You may r e spond .  

THE WITNESS: I d i d n ' t  h e a r  what you s a i d .  

MR. BEATTY: I j u s t  made a l e g a l  o b j e c t i o n .  I 

said t h a t  I object  t o  t h e  form o f  t h e  q u e s t i o n  t h a t  

was posed  t o  you because  t h e  q u e s t i o n  h a s  been a s k e d  

a n d  you 've  a l ready  answered  i t .  T h a t ' s  j u s t  a l e g a l  

o b j e c t i o n .  You c a n  s t i l l  r e s p o n d .  

THE WITNESS: A s k  t h e  q u e s t i o n  a g a i n .  I ' m  s o r r y .  

BY MS. RICHARDSON: 

0 A t  any t ime t h e n  d i d  you e v e r  d i s c u s s  g e t t i n g  

t r o u b l e  r e p o r t s  c l e a r e d  w i t h i n  2 4  h o u r s  w i t h  y o u r  p e o p l e  t h a t  
- 



c 1 

4 

t 

? 

E 

5 

I O  

1 1  

12 

13 

14 

IS 

16 

17 

18 

19 

20 

2 1  

2 2  

23  

24 

25 

12 

you worked with? 

A We just told them to be aware of the commitment 

time. 

0 What did you understand the commitment time to 

mean? 

A Well, you had a commitment time when the trouble 

was committed for and then there was a time that it was 

actually over 24 hours. 

0 Okay. Is that one and the same time or were they 

different? 

A They would be different. The only time that we 

knew of was when the actual commitment was. 

Q Okay. So the emphasis then was on meeting the 

commitment time given to the customer that the repair would 

be fixea by? 

A Right. 

0 At any time did you discuss then this other time 

besides the commitment time, the 24-hour time with your 

people? 

MR. BEATTY: Objection. It’s been asked and 

answered. You may respond. 

A I didn’t emphasize -- we only emphasized the 
commitment time itself, that we had a commitment to the 

customer, and we were not -- it wasn’t on the technician’s 
terminal that I’m aware o f  the actual time that it went over 

E 
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0 Okay. On t h e  t e r m i n a l  would t h e  ST be  aware of t h e  

r e c e i p t  time of t h e  r e p o r t ?  .. 
A I ’ m  n o t  s u r e  i f  t h e  r e c e i p t  time comes up on  h i s  

t e r m i n a l  or n o t ,  t o  be honest.  

0 Have you worked w i t h  t h e  CAT s c r i p t  y o u r s e l f  o r  t h e  

CAT t e r m i n a l ?  

A Not r e a l l y ,  j u s t  watched them work w i t h  i t .  

0 Okay. 

A I mean, I d o n ’ t  remember ever -- I know t h e y  g e t  

t h e  t r o u b l e ,  b u t  I d o n ’ t  know t h e  exact informat ion  t h a t ’ s  on 

i t .  

Q Do you know i f  t h e y  have  a n  o p p o r t u n i t y  or i f  t h e y  

d i d  b a c k  i n  t h e  ‘87-88 time p e r i o d ,  d i d  t h e y  h a v e  a n  

o p p o r t u n i t y  f o r  i n p u t t i n g  a clear time o t h e r  t h a n  t h e  ac tua l  

real t i m e ?  

A Yes. T h e r e  was a t r o u b l e  c lear  tiffie a n d  t h e n  a 

f i n i s h  time. 

0 Okay. And s o  when you emphas ized  o r  t a l k e d  t o  them 

a b o u t  m e e t i n g  t h e  commitment t i m e ,  d i d  you a l s o  d i s c u s s  w i t h  

them t h e  i n p u t  of t h a t  clear t i m e ?  

A No, n o t  r e a l l y .  We m a i n l y  emphas ized ,  l i k e  I said 

be fo re ,  t h e  t i m e  when t h e  t r o u b l e  was a c t u a l l y  c leared .  

0 D i d  y o u r  p e o p l e  -- d i d  you ever  i n s t r u c t  y o u r  

p e o p l e  t o  i n p u t  a c l ea r  t ime  o t h e r  t h a n  t h e  a c t u a l  rea l  t i m e  
- 
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t h a t  t h e y  were c l o s i n g  o u t  t h e  r e p o r t ?  

A T h e r e  may  be c i r c u m s t a n c e s  where t h e  a c t u a l  f i n i s h  

t ime and t h e  c lear  time would be d i f f e r e n t .  

Q O k a y .  And what  c i r c u m s t a n c e s  would t h o s e  be? 

A If t h e y  had  o t h e r  r o u t i n e  work o t h e r  t h a n  a c t u a l  

f i x i n g  o f  t h e  p rob lem,  there  may be  a d i f f e r e n c e  i n  t h e  c lear  

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

And w h a t ' s  r o u t i n e ?  

T r i m  t rees ,  maybe you would h a v e  t o  r e p l a c e  

ng else t h a t  had  n o t h i n g  t o  do w i t h  t h e  actual t r o u b l e  

i t s e l f .  

Could you g i v e  me a n  example of r e p l a c i n g  s o m e t h i n g  

You m i g h t  have  t o  r e p l a c e  a j a c k .  They do a -- 
t h e y  r u n  t e s t s  when t h e y  do  a t r o u b l e  and  t h e y  t r y  t o  Clear 

a l l  t h e  t r o u b l e s  w h i l e  t h e y ' r e  t h e r e .  I n  o t h e r  words ,  t h e r e  

may be a minor  t r o u b l e  on t h e  l i n e  t h a t  t h e y  t r y  t o  t a k e  care 

o f  w h i l e  t h e y ' r e  on t h e  p remise .  

Q S e r v i c e  a f f e c t i n g  t r o u b l e  i n  a d d i t i o n  t o  a n  

o u t - o f - s e r v  ice t r o u b l e ?  

A I t  may or may n o t  b e  s e rv i ce  a f f e c t i n g .  

0 On a n  o u t - o f - s e r v i c e  r e p o r t ,  i f  you a re  r e p a i r i n g  a 

j a c k ,  would r e p a i r i n g  t h e  j a c k  be  i n c l u d e d  i n  r e s t o r a l  o f  

s e r v i c e  t ime?  

A Well ,  1% a l l  depends  on what  was w r o n g  w i t h  t h e  
- 
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s e r v i c e  w h i l e  it was o u t  of s e r v i c e .  

0 O k a y .  

A I n  o ther  words ,  i f  t h e  d r o p . w a s  l a y i n s  on  t h e  

g r o u n d ,  t h a t  would make i t  be  o u t  o f  s e r v i c e ,  b u t  t h e  j a c k  

may j u s t  be corroded b u t  t h a t  w o u l d n ' t  h a v e  a n y t h i n g  t o  do 

w i t h  i t  b e i n g  o u t  of s e r v i c e .  

Q I ' m  t r y i r i g  t o  p u t  whether  or n o t  t h e  j a c k  f i t s  i n t o  

r o u t i n e  work o r  i t 's  g o i n g  t o  f i t  i n t o  t h e  o u t - o f - s e r v i c e  

p a r t  t h a t  you c o n s i d e r  t h e  a c t u a l  r e p a i r  work. If  t h e  j a c k  

is o u t  -- and  I ' m  n o t  a t e c h n i c a l  e x p e r t .  B u t  I assumed t h a t  

i f  you had  j a c k  p r o b l e m s  or a j a c k  h a a  t o  b e  replaced,  it was 

o u t  of service, b u t  t h a t ' s  o b v i o u s l y  n o t  correct .  

A No. 

0 Okay. 

A I t  could h a v e  minor  t r o u b l e  on  i t  t h a t  h a s  

a b s o l u t e l y  n o  effect  o n  t h e  service b u t  it c o u l d  a t  a la ter  

time. 

0 .  Okay. What ' s  t h e  maximum amount o f  t i m e  t h a t  

y o u ' r e  aware of between a c l e a r i n g  and  a c l o s i n g  for  r o u t i n e  

work? 

A A maximum o u t ?  

Q Yes. 

A 1 r e a l l y  d o n ' t  have  a n  answer  f o r  t h a t .  

0 What 's  an  a p p r o x i m a t e ?  E s t i m a t e  f o r  m e  t h e  

a p p r o x i m a t e  amount o f  time r o u t i n e  work s h o u l d  t a k e .  
.- 

..^ " _ -  - . . ̂ ^ ^  _. 
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A N o  more than 30 ffiinutes. 

0 Okay. Have you seen any reports where that routine 

time greatly exceeded 30 minutes? 

A No. 

MR. BEATTY: Objection to the form of the question. 

It's ambiguous. You may respond. 

BY MS. RICHARDSON: 

0 Are yoc familiar with -- let me ask you this: You 

said something about routine work. Is that something that's 

done every single time an ST goes on a problem? 

A If necessary, yes. 

Q All right. What about days when you are just 

inundated with out-of-service reports and your field people 

are just running to try to meet them, do they still stop and 

do routine work? 

A Yes. 

Q Has there ever been a time when you've been 

director where you've instructed your people don't do routine 

work today, we've just got to get these troubles fixed? 

A Only something like trimming a tree we wouldn't do, 

but we try to do all the routine9work while we're there. 

0 When your S T s  get the trouble, are they already 

statused as out of service o r  affecting service? 

A Yes. 

Q A l l  right. Have y o u r  S T s  ever had occasion to 
. 



i 

. 

1 

2 

t 

7 

€ 

5 

1c 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

2 1  

22 

23  

24 

25 

17 

change that status? 

A They can't change it. 

0 On the CAT script they can't change it? 

A No. 

MS. RICHARDSON: At this point I'd like to 

introduce -- I'd like to introduce Exhibit 1 ,  and 

Exhibit 1 is excerpts from an AT&T document on 

instructions for closing repair jobs on the CAT terminal, 

and then I'm going to give Mr. Stout an opportunity to 

look at it off the record and then we'll come back on 

with some questions. 

(The document last above referred. to was marked for 

identification as Exhibit No. 1.) 

(Off the record.) 

BY MS. RICHARDSON: 

Q Mr. Stout, have you ever seen this document before? 

A I've seen CAT scripts, but I haven't seen this 

particular document. 

0 Okay. And if we look at -- let's start with Page 

2. It starts Section 4.3.2, Trouble Close, and Item No. 4 -- 
well, let's go to No. 1: "After the craft is displayed the 

trouble ticket number and the customer report time, the craft 

selects 'close job'." 

IS that familiar to you? Is that how it works or 

worked in '87-88 when you were dealing with your people? 
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A To be honest, I don't remember exactly for sure 

because, like I said, I really didn't deal with the CAT. 

0 Okay. Would your people close out trouble reports 

using a CAT? 

A Yes. 

0 Okay. And just generally would there be a section 

for closing out reports that would appear on the CAT terminal 

that they would follow? 

MR. BEATTY: Objection; asked and answered. He's 

indicated he doesn't really know. 

A I don't understand the question. 

Q Okay. Would they clear trouble reports on the CAT? 

A You mean close them out? 

Q Well, clearing time. Would they enter a clearing 

time on the CAT? 

A Back in the past, yes. 

0 I'm still dealing with around '87-88. 

A Right. 

0 Okay. Then on Page 2, No. 'r, this indicates that 

the customer was, and then it says, "If 'not out of service' 

was selected, nothing is put in the 00s field. If 'out of 

service' was selected, a Y is put in the 00s field." 

In your experience, were your STs permitted through 

the use of their CATS to status out of service? 

A If it appeared on the CAT, it would have been, but, 
.- 
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like I say, I don't ever remember seeing that particular -- 
that screen come u p .  

Q Okay. Look at Page 45 then.. Is this a series of . 
CAT screens? 

A Uh-huh. 

0 Is this what they look like? 

A Uh-huh. 

Q Okay. Then in that first row down, No. 5, customer 

was not out of service, and then there's a little caret there 

"out of service." Do you ever recall seeing that on a CAT 

screen? 

A Like I say, I don't remember seeing that particular 

screen and I didn't think that screen came up. 

Q Okay. Looking at the one next to that, "Finished 

work on this job at :0301P, time is incorrect, time is 

correct. I' 

Do you recall that ever appearing on a CAT screen? 

A If it was exactly that way, I don't know. I know 

that they had an option for time cleared and then the 

sent the close-out, was the 

was exactly like that, I 

computer final time, when they 

final status time. Whether it 

couldn't tell you. 

Q Did any of your peop 

meet their commitment in order 

commitment? 

e ever back up the time to 

to meet that over 24-hour 
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MR. BEATTY: Objection to the form o f  the question. 

It's ambiguous. 

BY MS. RICHARDSON: 

0 Did any o f  your people ever back up the clearine, 

time in order to meet the 24-hour commitment? 

A No. 

0 Did you ever instruct your people to do that? 

A No. 

0 Do you know if anyone else ever instructed your 

people to do that? 

A I don't know. 

Q Did any of your people ever come to you and tell 

you that another manager had told them to back up clearing 

times in order to meet the 24-hour commitment? 

A No. 

Q Have you ever heard of that being done? 

A No. 

0 Okay. 

A Could I say something here? 

Q Yes. 

A That last question that you asked -- 
Q Yes. 

A I had had rumors about everything that happened o f  

that being done, but as far as me personally being involved 

with someone coming to me, n o ,  I haven't. I had had the 
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rumors  o f  i t ,  b u t  I d o n ’ t  h a v e  knowledge  of any  p a r t i c u l a r  

p e r s o n  t h a t  d i d  t h a t .  

0 And what were the r u m o r s  t h a t  you h e a r d ?  

MR. BEATTY: O b j e c t i o n ;  h e a r s a y .  

You may r e spond .  

J u s t  b a s i c a l l y  what I read i n  t h e  p a p e r  and  what  A 

I ‘ v e  h e a r d  t h r o u g h  t h e  company. 

Q And what have  you heard t h r o u g h  t h e  company? 

A J u s t  s a i d  a p p a r e n t l y  t h e r e  were some t r o u b l e s  tha’  

the  times were backed  up t h a t  weren‘t s u p p o s e d  t o  be. 

Q Okay. When you h e a r d  t h i s  rumor,  d i d  you  h e a r  

where t h i s  occurred? 

A I h e a r d  S o u t h  F l o r i d a  o r  O r l a n d o ,  o n e  or  t h e  o t h e  

Q Okay. Did you  h e a r  a n y  names i n  a s s o c i a t i o n  w i t h  

t h i s  rumor of p e o p l e  who had done  t h a t ?  

A NO. 

Q Did you h e a r  whe the r  o r  n o t  any o t h e r  p e o p l e  

i n v o l v e d  had been  d i s c i p l i n e d ?  

A T h e r e ,  a g a i n ,  I h e a r d  r u m o r s ,  b u t  as  f a r  as ac tua l  

knowledge ,  I d o n ‘ t .  I o p t e d  n o t  t o  be i n v o l v e d .  

Q Did any o f  y o u r  STs ever  have  a p rob lem w i t h ’ u s i n g  

t h e  CAT t o  clear and  close? 

A Not n o r m a l l y .  

0 Did any o f  y o u r  S T s  eve r  i n d i c a t e  t o  you  t h a t  t h e y  

were h a v i n s  t r o u b l e s  w i t h  c l e a r i n s  and  c l o s i n g  t imes  on t h e i r  - 
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CATS? 

A How do you mean? 

P Not being able to show a proper -- f o r  them the 

actual restoral time, for  instance. 

A I don't believe so.  

Q Did any of them ever question you about using a 

time other than the actual time on the CAT; in other words, 

backing it up to a restoral time rather than putting in the 

actual time? 

A No. My folks were instructed to close it with the 

time that it was actually done. 

Q Okay. And you don't know of anyone who ever 

instructed them otherwise? 

MR. BEATTY: Objection; asked and answered. 

A NO. 

Q What about when your STs actually do the CAT 

close-out procedure, do they use the line number that's in 

trouble to close it out? 

A The reported number? 

0 Yes, the reported number. 

A Yes. That comes up automatically. 

9 All right. Did you ever have an instance o r  a 

reason to use another line number to close out the trouble 

number, the reported number? 

A I don't understand what you're saying. They could 
- 
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only close out what was on the CAT. In other words, they 

could not put in another number and close out that number. 

0 Okay. I'm going to show you Exhibit 2, and we'll: 

80 off the record while you have a chance to look at it. 

(Off the record.) 

THE WITNESS: Ask that last question again. Maybe 

I didn't understand exactly. 

MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

Q Have any of your STs ever had occasion to close out 

a trouble from another line rather than the reported line? 

You mean go to another phone number and clip on? A 

Q Yes. 

A Oh, yes. 

0 Okay. khen is that done? 

A If the customer gets on the line once restored, you 

have to go to another line to close it, particularly a 

business. 

0 All right. So if there's an incom 

other words, that ties up the line -- 
A Right. 

ng call, in 

0 -- your CAT won't p u l l  up that particular number? 

A It will pull up that number, but you can't 

physically close it from that location. 

Q As long as it's in use? 
- 
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A Right. You would have to get on another line and 

close out the line you were working on. 

Q Okay. In your experience does that happen 

frequently? 

A Exactly how often, I really couldn’t say. I know 

it does happen. 

Q Okay. And this exhibit is closing repair jobs 

which is a two-page excerpt from Mr. Dowdy, D-0-w-d-y, a CAT 

manual or script. That‘s just identifying it for the record. 

MR. BEATTY: Objection to the form of the question. 

Counsel is testifying and I believe she’s testifying 

actually inaccurately. 

MS. RICHARDSON: I’m just trying to get a title for 

the exhibit itself. Okay? 

(The document last above referred to was marked for 

identification as Exhibit No. 2.) 

BY MS. RICHARDSON: 

0 On No. 3, Page 1, it says, “If you close out the 

job from the line you just repaired, LMOS will not recognize 

the time you backed up to meet the 24-hour commitment.” 

Do you know if that‘s a true statement? 

A If you‘re closing from the line? 

Q Yes, from the reported line. 

A I’ve never heara of that. 

Q Okay. That next sentence, “In order to meet the 
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24-hour commitment, you will need to closeout from a 

different working line. If you are not in jeoparay of 

missing the 24-hour commitment, you can closeout from your 

job. ” 

A I have never heard of that. 

0 Okay. 

A And they’re not aware of that. 

Q You mean your S T s  are not aware of that? 

A Not to my knowledge. I don’t know of anybody 

that’s ever heard of this. 

0 Okay. Do you know why this instruction might have 

been given? 

MR. BEATTY: Objection. It calls f o r  speculation. 

A I have no idea. I never knew it mattered if you 

were on your line or another to close it out. 

0 Do you know of anyone who has instructed an S T  to 

back up the time to meet the commitment time? Not the 

24-hour time, but the commitment time when service is due to 

be restored. 

A NO. There would be no reason to. 

0 You’ve never done that? 

A No. 

Q Do you know what a task-per-day requirement is? 

A Uh-huh. 

Q Can you e x p l a i n  t h a t  t o  m e ?  
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A It was an objective that the service technicians 

had for their appraisal. 

Q And what was the objective? 

A It varied from year to year anywhere from the mid 

fours to low fives, I believe, like around -- it seemed like 
it was 4.5 to 5.2. I don't remember exactly, but like in 

that range. 

Q Okay. And what would a task be considered? What 

would a task be? 

A A completed job. 

0 Okay. Would that be installation and repair or -- 
A Yes. 

Q Okay. And would that include the routine work -- 
A Yes. 

Q -- that would be done? 
A Yes. 

0 And is that in an eight-hour time period? 

A Yes. 

Q During the period of time that you have supervised 

outside forces, have you ever had difficulty in meeting the 

forced-to-load requirement, the task-per-day requirement, 

excuse me, with the number of individuals that you had? 

A Some had a problem; some didn't. 

Q Did you ever find -- well, let me stop and ask this 
first: During the time that you were supervising outside 

- 

M A R T F  c C F N T R Y  9. n S S n r ~ n ~ v S  



3 

t 

5 

1 c  

1 1  

12 

13 

ld 

I S  

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

27 

forces, did the company cut back the number Of S T s  that you 

had? 

A The size of the crew varied. from time to time. 

They would move people, you know, at times, but when you say 

-- I don't know what you mean by cutback. You mean like lay 

off or -- 
0 Well, decrease the number of employees. In '87 how 

many S T s  did you have in order to do the installation and 

repair that you were required to do? 

A Well, there's really not a pat answer for that 

because at that time each foreman had one specific small 

area, so you only had X number of people. As time 

progressed, our stand of control increased because o u r  

territory increased, so then the number of people you had -- 
you had a different number of people. In other words, they 

combined two crews into one. 

0 Okay. 

A But in answer to your question, I had about nine 

technicians initially when I first got promoted. 

0 Did you have any trouble meeting the requirements, 

the task-per-day requirements with your nine technicians? 

A Some of them did. 

Q Okay. What about you in terms of getting y o u r  

particular amount o f  work done? If you got so many troubles 

in one day, did you have any trouble matchlne,  t h e  f o r c e d  to 
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l o a d ,  I g u e s s ,  is w h a t  I ' m  r ea l ly  a s k i n g ?  

A 1 r e a l l y  d i d n ' t  deal  w i t h  it.. T h a t  was deal t  

t h r o u g h  l o a d  b a l a n c e .  

0 Okay. So t h a t  wasn ' t  y o u r  a r e a ?  

A No. I had n o t h i n g  t o  do w i t h  t h e  amount of 

t r o u b l e s .  

0 M r .  S t o u t ,  have  you ever been i n v o l v e d  i n  sales for 

t h e  company? 

A A s  a service r e p .  

0 Oh. Mhen were you a serv ice  r e p ?  

A From a b o u t  -- p r o b a b l y  a b o u t  1975 t o  a b o u t  1980. 

0 And were t h e s e  c o n t a c t  sales where you contacted 

t h e  c u s t o m e r ?  

A You mean d i d  I c a l l  t h e  c u s t o m e r s ?  

0 Yes. 

A No. S t r i c t l y  incoming. 

0 So c u s t o m e r s  would c a l l  i n ?  

A Uh-huh. 

0 And t h e n  what k i n a  of services  or p r o d u c t s  would 

you s e l l  f o r  t h e  company? 

A Touchtone .  A t  t h a t  time we had  t e l e p h o n e s  

t h e m s e l v e s .  

0 And what y e a r  o r  years d i d  you do t h a t ?  

A L i k e  I s a i d ,  somewhere from a b o u t  -- I'm g o i n g  t o  

s a y  a b o u t  ' 7 5  t o  ' 79  or ' 8 0 .  I t ' s  somewhere l n  t h a t  t i m e  
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frame. 

0 Was the company actually selling phones, hardware 

at that time? 

A Yes. But my entire time in the business office was 

-- I was not always an incoming rep. I was only an incoming 

rep for about two years, I guess, and the rest of the time I 

was collections. 

Q Did you have any training in sales when you took 

that job over? 

A Basically, yes. 

0 Was part of your salary based upon the amount of 

sales? 

A No. 

0 Were there bonuses or awards o r  prizes or anything 

given at that time? 

A They gave prizes away. 

Q Okay. As an outside foreman, did any of your 

people ever participate in sales to customers? 

A They participated in a referral program. 

0 All rizht. And when was this? 

A Probably -- I think it ended a year and a half ago 
o r  two years ago, up till that point. 

Q Are you aware of any individuals who recorded sales 

to customers that customers did not order? 

A No. We only sent a little referral slip on. We 
. - 
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didn't have anything to do with adding it to the record. 

Q Okay. Were any of your people given points or 

awards or eligible for prizes based upon their referrals? 

A Yes, if a sale was made. 

Q Okay. And the sale was referred to an actual 

service representative to sell? 

A Uh-huh. 

Q Someone in the service area? 

A Uh-huh. 

Q Okay. Let me ask you in terms of reporting -- you 
said you had a task-per-day requirement of, I think you said, 

4.5 to 5.2, somewhere in that neighborhood. When your men 

are reporting their time, is there a time sheet where they 

keep track and they log the amount of time spent doing repair 

or installation or something of that nature? 

A There's a time sheet, yes. 

Q Okay. And are there certain work codes that they 
. .  

have to put in there f o r  the type of work that they do? 

A Yes. 

Q A l l  right. And is there a code for the regulated, 

the repair side of the work? 

A Tariff B tariff? 

Q Yes. 

A Yes. 

P Okay. And when your men were involved in the sales 
- - 
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1 

1 

1 

1 

1 

1 

1 

1 

I !  

I '  

21 

2 

2: 

2: 

22 

21 

31 

part of this, did they use any particular code for the amount 

of time that they spent doing sales? 

A I believe there was a code they used f o r  it, but I 

don't remember what it was. 

Q Okay. 

A Most of it was -- mostly it was a customer would 
say, "I would like this," and we just wrote a slip and sent 

it to the business office. 

Q Okay. So there wouldn't be a need then for  

something like -- 
I think -- it seems like there was some type of A 

code for it, but I don't remember what it was. Most of my 

people didn't sell anyway, so ... 
Q Do you know of any of your individuals who had won 

prizes based on their sales? 

A Uh-huh, 

Q What kind of prizes did they win? 

A Clock radios, fishing poles, minor things. 

Q Did any of your people complain to you about having 

to do sales? 

A They didn't really complain because I really didn't 

pursue the matter. 

0 Okay. So there was no emphasis from you about 

their selling? 

A No. 
- 
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Q Did you receive any emphasis about their 

participating in sales? 

A Did I? Meaning from who? 

Q From whomever in the company. 

A There was always emphasis to offer the services to 

a customer, but there was no pressure or anything. 

Q This is not an exhibit, M r .  Stout, but- I'm going to 

show you a document that is the company's response to our 

third set of interrogatories. An interrogatory is a written 

question that we mail to the company and the company sends us 

a written response or an answer back. 

A Okay. 

Q Which generally we ask for the names of employees 

with information about certain matters. 

A Right. 

0 And so what I'm going to do is go -- and this is 
dated June 6th, 1991. I'm going to go off the record and 

give you a chance to look at this and identify whether or not 

A Okay. 

Q And then if you have anything further to add to 

your testimony here today based upon having seen this. Okay. 

And then if you have any questions for Mr. Beatty or any 

questions that I have to follow up. 

MS. RICHARDSON: Did you want to say something 
- 

M A R I E  C. (:ENTRY R ASSnCTiTES 
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before we go o f f  the record? 

M R .  BEATTY: Yes. I do object to the format of  

this. You have laid an improper foundation to undertake 

this kind of  activity of, I assume, refreshing 

recollection. But with that, I will await your first 

question. 

MS. RICHARDSON: Let's go off the record a minute. 

(Off the record.) 

MS. RICHARDSON: 

BY MS. RICHARDSON: 

0 

document? 

A 

0 

A 

0 

A 

0 

A 

Q 

A 

Q 

A 

0 

We're back on the record. 

Yes. 

Yes. 

Okay 

Yes. 

S o  that would be addressed to Southern Bell then? 

Yes. 

A l l  right. I have asked you a c o u p l e  questions 
- 
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already about backing up clearing times, and I'd like to ask 

you one final question. Do you know of anyone who has backed 

up a time on a trouble report improperly? 

A Improperly? No. 

0 

M R .  BEATTY: I object to the form of the question. 

It calls for speculation. 

You can answer that if you know the answer. 

THE W I T N E S S :  Say the question again. 

BY MS. RICHARDSON: 

Q 

A 

Q Yes. 

A N o .  

MS. RICHARDSON: All right. I think that's all 

the questions I have. I thank you for being here, 

Mr. Stout. Ms. Nilson may have one or two and 

Mr. Beatty may have one or two. 

MS. WILSON: I have no questions. 

M R .  BEATTY: That's it. - .I 

(Witness excused) 

(Whereupon, the depositlon concluded at 11:20 a.m 

M A R I E  C .  G E N T R Y  Iz A S 3 n C l A T F . S  
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read the foregoins transcription of my testimony, Page 6 

through 34, given on May 4, 1993, in Docket No. 910727-TL, 

and find the same to be true and correct, with the 
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errata sheet attached hereto. 

CHARLES R. STOUT 
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4. CRAFT - ' c l o s e  j o b '  

4.1 ' c l o s e  job '  

S e l e c t i n g  this o p t i o n  f i r s t  l eads  t o  a choice  between the fo l lowing  two 
op t ions :  

a stay on du ty  

e go of f  du ty  ( t a k e s  t h e  c r a f t s p e r s o n  out  of the  LMOS fo rce  pool )  

4.2 ' s t a y  o n  du ty '  

S e l e c t i n g  t h e  ' s t a y  on duty '  o p t i o n  from t h e  menu leads t o  a choice among the  
fo l lowing  f o u r  op t ions :  

0 close or r e t u r n  j o b  

0 t es t  ok 

0 r e t u r n  t o  c a b l e  

0 r e t u r n  t o  CO 

4.3 'close or return j ob '  

A f t e r  ' s t a y  on d u t y '  or 'go off d u t y '  processing has completed, s e l e c t i n g  the  
' c l o s e  or r e t u r n  j o b '  op t ion  begins  the job  c loseout .  

There are more r e q u e s t s  t o  the f r o n t  end and t h e  user is  requi red  t o  e n t e r  more 
in format ion .  

4.3.1 Inicial Request. The i n i t i a l  reques t  t o  c l o s e  or r e tu rn  a j o b  r e s u l t s  
i n  a n  a t t empt  t o  g e t  a DISP r e t u r n  mask  from the  FE f o r  the c r a f t .  Several  
t h i n g s  may happen: 

I .  I f  mai l  is  p r e s e n t ,  i t  is  downloaded t o  t h e  CAT. 

2 .  If s u c c e s s f u l  i n  g e t t i n g  t h e  r e t u r n  mask. t h e  TTN (Trouble Ticke t  Number) 
i s  d isp layed  f o r  v e r i f i c a t i o n  (or t h e  CTTN - cable  TTN - i f  t he re  i s  
one).  

3. If unsuccess fu l ,  t h e  user i s  informed t h e r e  is no job to  c l o s e  o u t .  

4. If t h e  job has a DFJ or DDO s t a t u s .  :he c r a f t  is asked t o  e n t e r  a sLar t  
t i m e  and da te .  An EST t r a n s a c t i o n  is run on LHOS t o  update  t h e  j ob  to  a 
DPO (d i spa tched  o u t .  IST code of 062. lip-4) s t a t u s .  

~ 

( l a s t  mod 4 / l 0 / 8 9 )  Page I 
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5 .  I f  t h e  job does no t  have DFJ or DDO s t a t u s ,  normal c loseou t  cont inues .  

The a c t i o n s  taken a t  this po in t  depend on whether the  j o b  is a t r o u b l e  or a 
s e r v i c e  o rde r .  

4 . 3 . 2  Trouble  Close .  

1 .  A f t e r  t h e  c r a f t  is d isp layed  t h e  t roub le  t i c k e t  number and the customer 
r e p o r t  t ime.  the c r a f t  s e l e c t s  ' c l o s e  job ' .  

2. This t roub le  was: - t h e  c r a f t  s e l e c t s  ' c leared ' .  This sets t h e  work 
performance code (UP) t o  6 .  

3. Cleared:  - i f  'customer advised '  was se l ec t ed ,  a 092 code ( s t a t u s e d  a s  
CCA) is  put  i n  the  IST f i e l d .  I f  'customer was not adv i sed '  was 
s e l e c t e d ,  a 091 code ( s t a t u s e d  as CNA) i s  put  i n  t h e  IS1 f i e l d .  E i t h e r  
selection cont inues t o  t h e  next item. 

4 .  Customer was: - i f  ' n o t  out of s e r v i c e '  was se l ec t ed .  nothing is  put  in 
the 00s f i e l d .  I f  ' ou t  of service' was se l ec t ed .  a I is pu t  in the  005 
f i e l d .  E i the r  s e l e c t i o n  cont inues  t o  t h e  next  item. 

5 .  The close Out test is now run. This is a TV r eques t  f o r  a FULU test. 
Two test modes are supported: 

- If c a l l i n g  i n  on the l i n e  j u s t  repa i red ,  the  c r a f t  w i l l  d rop  of f  and 
ca l l  back in t o  g e t  the test summary. When t h e  u s e r  logs back i n ,  
t h e  user can cont inue  the c loseou t  by reviewing t h e  test results. or 
r e tu rn ing  t o  the main menu. 

- I f  no t  on t h e  l i n e  being t e s t e d ,  t h e  c r a f t  remains logged i n  and 
tes t  r e s u l t s  are displayed.  

To avoid  delaying the  c r a f t  i n  t h e  event  of a problem wi th  HLT, t h e  
d i sp layed  r e s u l t  i n d i c a t e s  no sunrmary information is a v a i l a b l e .  Any 
remaining long term MLT access w i l l  be dropped a u t o m a t i c a l l y  before  
d i s p l a y i n g  the  tes t  sunmary. 

NOIE: The M=T tes t  can be c o n t r o l l e d  by turning on or t u rn ing  o f f  t h e  
'TEST ON RETURN?' f l a g  when execut ing a n  N O S  ADU ( a s s i g n  d i spa tch  
weights )  t r a n s a c t i o n  from a n  MC terminal .  I f  Xhis f l a g  is  turned  on. a n  
MLT tes t  w i l l  be au tomat i ca l ly  i n i t i a t e d  every t i m e  the DISP r e t u r n  mask 
f o r  a c ra f tpe r son  is obta ined .  However. CAS s c r i p t s  o v e r r i d e  t h e  t e s t i n g  
o p t i o n s  vhen access  is  made from the CAT and always performs a d i spa tch  
test .  

6. Ready f o r  d i s p o s i t i o n  information: ' i npu t  d i s p  code' - c r a f t  e n t e r s  a 
&-charac te r  numeric d i s p o s i t i o n  code. 

(last mod 4 / 1 0 / 8 9 )  .- P a g e  2 
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7. Ready to  enter  cause information: ' i n p u t  cause code' - c r a f t  e n t e r s  a 3- 
c h a r a c t e r  numeric cause code. 

8 .  Finished work on t h i s  j o b  a t :  - c r a f t  i s  asked to  v e r i f y  the  f i n i s h e d  
t i m e  and da te .  

9 .  Do you need s p e c i a l  s t u d i e s  codes? - al lows up to t h r e e  e n t r i e s  of  a 3- 
c h a r a c t e r  numeric en t ry .  

IO. Do you want to  e n t e r  n a r r a t i v e ?  - allows a SO-character alphanumeric 
e n t r y  f o r  t h e  narc  f i e l d .  

1 1 .  All the  information i s  then sen t  t o  the FE and usua l ly  r e s u l t s  i n  an EST 
and FST (F ina l  S t a t u s )  f o r  the job. However. LHOS may f ind  some e r r o r s  
i n  e i t h e r  t h e  c l e a r i n g  t i m e  e n t r y  o r  the code combinations. I f  so. t h e  
c r a f t  i s  informed of t h i s  and  asked t o  make co r rec t ions .  (See the Er ro r  
Yessages s e c t i o n  of t h i s  manual). The r o u t i n e  t rouble  j o b  is  closed ou t .  

4.3.3 Trouble Close (CRAS). This  is t h e  f i r s t  o f  a series of screens f o r  t h e  
CRAS mask information.  The i n t e r f a c e  a p p l i e s  to  CTEI and CFST. LMOS allows f o r  
each s i t e  t o  determine i f  c e r t a i n  data  should be co l l ec t ed  fo r  C U S  c loseouts .  
The s c r i p t  can be adapted t o  only prompt t h e  u s e r  f o r  t h e  d a t a  t h a t  the  s i te  
wishes t o  c o l l e c t .  (See the AppLication Generator  user Guide for  d i r e c t i o n s .  
or con tac t  your si te manager.) Optional  s c reens  w i l l  be denoted by ***. They 
w i l l  be d i sp l ayed  based on s c r i p t  s e t t i n g s  (which i n  t u r n  are based on t h e  
customer 's  LMOS gdf s e t t i n g s :  see LHOS document nfe-pa.hcfe-lmosgdf) 

For completeness,  t h e  cases involving CWS c loseou t s  w i l l  show t h e  flow as i f  
a l l  p o s s i b l e  d a t a  should be co l l ec t ed .  I n  t h e  d e s c r i p t i o n  of the sc reens  
below. i t  w i l l  be noted i f  the screen  is o p t i o n a l .  

I f  a CRAS mask is t o  be brought up. the  FST information w i l l  be ca r r i ed  over  t o  
CRAS. This  occurs  r i g h t  a f t e r  t h e  'Do you wan t  t o  enter n a r r a t i v e ? '  screen.  

1 .  S e l e c t  c i r c u i t  t y p e -  p u t s  an EX for 'exchange' .  TI. f o r  ' t o l l ' ,  or TK for 
' t r u n k ' .  $:** 

2. Yore than one loca t ion  :or r epa i r s?  - ' Y e s '  puts  I i n  DASH f i e l d ,  'NO' . 
makes no e n t r y .  E i t h e r  s e l e c t i o n  cont inues  t o  the next  item. 

3. NEXT t o  enter a 2 d i g i t  genera l  and 2 d i g i t  d e t a i l  code f o r  r e p a i r  
caregory  - a l lows  a 2-character alphanumeric en t ry  f o r  the  general  code 
and a 2-character  alphanumeric e n t r y  f o r  t h e  d e t a i l  code. **f 

4. The c r a f t  is  asked t o  s e l e c t  the c a b l e  d e s c r i p t i o n  from the fol lowing 
sc reens .  '?f* 

5 .  S e l e c t  co re  cond. - e n t e r s  a P. V. F .  R. 0. or U i n  t h e  core  f i e l d .  sz+:s: 

.- 
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Synopsis 

The ' c l o s e  job' r e q u e s t  permits  t h e  u s e r  t o  c l o s e  o r  r e t u r n  a job.  r e t u r n  a job 
as ' t e s t  ok ' .  r e t u r n  a j o b  t o  cable  or t o  CO. 

Idhen a c l o s e  has  been completed. a message w i l l  be  d isp layed  on t h e  CAT 
d i r e c t i n g  t h e  c r a f t  to  press NEXT t o  g e t  back to t h e  m a i n  menu. 

If t h e r e  are no jobs  a v a i l a b l e  to c l o s e ,  a message t o  t h a t  e f f e c t  rill appear  
on the  CAT. 

Case LA-I i s  d iv ided  i n t o  two p a r t s .  This f i r s t  (4- la )  shows s e l e c t i o n s  
a s s o c i a t e d  u i t h  s t a y i n g  on duty when c l o s i n g  a job.  The second (4-lb) shows 
s e l e c t i o n s  a s s o c i a t e d  wi th  going off du ty  when c l o s i n g  a job: . 

: 
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scr_ STZ.chap4 
c l o s e  

C M E  L l a .  'close job - s t a y  on duty'. 

+-------------+ 

rece ive  new job  
work on current job 

other 
>close job 

I 

I s e l e c t  duty s ta tus :  
>stay  on duty 
go off duty 
I 

+-----------+ 
I 
I 

>close or  return job 
test ok 
return to cable  
return t o  CO 

+------_+ 

( l a s t  mod 4 / 1 0 / 8 9 )  
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close 

CASE 44. Service Affecting (cans). 

Synopsis 

A CTEI mask is invoked uhen closing Out pending dispatch jobs uith valid CRAS 
disposition codes. A repair category. corresponding to the disposition code, 
must be entered for service-affecting jobs.  The remainder of CTEI information 
will be collected. PDM jobs have identical screen flows. but run the CFST 
transaction in place of CTEI, and display the CTTN in place of the TTN the 
first closeout screen. 

on 

(** indicates any character match. e.6. 0111 or 0341).  

NOTE: if the craft selected 'off duty'. the last screen displayed is as 
follows: 

+--- ------+ 
/Close complete 
JCTTN: Ap123 
[Statused OFF DUTY 
/N= for main menu. 

< c 

NOTE: if the craft has a preassigned job. the last screen displayed is as 
f OllOUS : 

lClose complete. 
(CTTN: U 1 2 3  Job 

(NEXT for main menu. 
lPREASSIGMD to you. 

+---------I- + 

Page 4 4  ( l a s t  mod 4 / 1 0 / 8 9 )  
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scr_ STZ.chap4 

Selected: 1. 
2. 
3 .  

SC: sn.chap4 
close 

USE 4-8- PDO. Service Affecting ( C W ) .  

close job 
stay on duty 
close or return job 

v(optiona1) I V I V I 
+ + ~ -------- + ___c 

IClose ttn is: IRequest in Progress 100 you need special !NEXT to enter a 2 
ldigit general and 

ltustomer rcpt time: I 
I studies codes? 
Yes 12 digit detail code 
>No Ifor repair category 

10193640 I 
103-1 2-89 0930h i 

.A. * +____I_-- +-. ------ --+ 
i I I I 

--+ +-------------+ +---- 
>close job 12015552353 ID0 you want to ABCDEFGHI-JKLMNOPQRS 

/TEST OK lenter narrative? I5000 
Yes I 

>NO I 
return but don't I 

I 
!close the job (END OF SUMMRIES 

+ ------+ +- ___-_____- + 
((optional) 

+ +- 
I I 

+ +- --+ 
I --- 

\This trouble was: IEnter the dis- IRequest in Progress Iselect cable 
ldescription from 
Jfollowing screens. 
INEXI to begin. 

>cleared lposition code: I 
I 
I I I 

---+ 

not cleared 10421 

--+ +- --+c 1 +-- 
I 

------+ 
I 

-----+ +-- 
I I 

i --I-_____ + c- 
1 Cleared: IEnter cause code: IMre information Iselect core cond. 
>customer advised I300 /needed about cable pressurized 

lrelated trouble. vented 
INEXT to begin. >other opt ions 

customer not I 
ladvised I 

-------+ .I ---+ i-- -+ +-- 
I I I(optiona1) I 

-----+ L---__---+ +--- -------- + i- 

I Cus tomer was : [Finished work on [Select circuit type filled 

>out of service time is incorrect >to11 other core cond. 
i >time is correct trunk unknown 
+-- -_________ + + -  ---------+ +--------------+ ---+ 

+ +------------+ +--------------------+ 

IReady to test: make lThe date is: IMre than one loca- Iselect sheath type 
/line normal. Drop IMonth: 03 ltion for repairs? >plastic 
[ o f f  a f t e r  N U T  if [Day: 15 . >Yes lead 
lyou are on the line JYear: E9 No armored 

nor out of service Ithis job at:0301P exchange >rec laimed 

I I I I 

+--------------------+ +--------------------+ +--------------------+ +--------------------+ - - - " I I i 

( l a s t  m3a 4 / 1 0 / 8 9 )  P a g e  4 5  
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close 

W E  4-9. PDO Won-Semice Affecting (CFSS).  

Synopsis 

The closeout sequence for non-service affecting (NSA) CRAS jobs  requires the 
entry of a report source information and a repair category. The screen flows 
are identical for PDM jobs .  

(last mod 4/10/89) 
SEE PROPRIETARY NOTICE ON COVER SKEET 
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SCL STZ.  chap4 scr- SR.chap4 
close 

CASE, 4-9. €BO. Won-Service Affecting (CBAS). 

Selected: 1 .  close job 
2. stay on duty 
3. close or return job 

V I V I V I 
-4 _I+ +I- ,__- ---.+ +--- ----- -----+ +- + 

/Close ttn is: IRequest in Progress 100 you need special INEXT to enter a 2 
[studies codes? [digit general and 
Yes (2 digit detail code [Customer rept time: ( 
>No Ifor repair category 

I O 1  93640 I 
103-12-89 0930A I 

+-----------+ 
I I I I 

+----------I--+ +--------------I-+ 

>close job I2015552353 IDo you want to ABCDEFGKI-JKLMh'OPQRS 
[TEST OK (enter narrative? (5000 

Yes I 
>No I 

I 
Ireturn but don't I 
!close job lEND OF SUIQURIES 
+-- + :  ++- -+ 

I 
+ -+ c-- --I--- - ----- - -+ c- ++----I 

I I I 
[This trouble was: IEnter the d i s -  IRequest in Progress Iselect cable 

ldescription from 
lfollowing screens. 
[NEXT to begin. 

>cleared lposition code: I 
not cleared I0421 I 

I 1 I 
----+ *I---------------- -+ c- -------------+ +------ 

+---------+ +-------------+ +----A_--_---+ *------------------- I I I I 
\Cleared: (Enter cause code: Inore information /Select core cond. 
>customer advised I300 lneeded about cable pressurized 

/related trouble. vented 
1NEXT to begin. >other opt ions 

Customer not I 
I advised I 

4 ,- ,----- + + f +----- + +- 

I I I I 
----+ ----- * +--- 

I Cus tomer was : [Finished work on Iselect circuit type filled 

>out of service time is incorrect >toll other core cond. 
not Out of service Ithis job at:0301P exchange >reclaimed 

>time is correct trunk unknown 
----+ 

I 
+-- -----_--_ + + -___ 

I I 
-----+ 

I 
+ c--- 

I 
+-- 
/Ready to test: make (The date is: (More than one loca- Iselect sheath type 
(line normal. Drop IHontk: 03 (tion for repairs? >plastic 

lYou are on the line ]Year: E9 No 2rmored 
-/off after NEXT if IDay: 13 >yes lead 

+--------------------+ +------------------_-+ +---_--------------_-+ T____________________+  - - - " I I I 
- 
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scy STZ.appendii  A 
Error  Messages 

MC Terminal Hessage(s) :  
N/A 

I Error  i n  c l o s i n g  
( s e r v i c e  ord .  C a l l  
IHC. Don't p r e s s  
I BACK Transact ion:  s e r v i c e  o rde r  c loseout  

+ + Erro r  Type: LC 

Cause: The IFST mask was not  re turned  by INOS on a PDS job a f t e r  the  FST. 

MC Terminal LLessage(s): 
REQUIRED FIELD. INVALID DATE 

/ E r r o r  i n  f i n i s h  
I time or date .  
[P res s  NEXT t o  Transact ion:  c l o s e  j o b  
I re-enter.  Error Type: I 

.I.--------+ 

Cause: Occurs when c r a f t  overwrites the f i n i s h  t ime or  da te  f i e l d  and 
en te red  a blank entry or special character en t ry .  

MC Terminal n e s s a g d s ) :  
+- ----+ N/h 

IError occurred  i n  
(ob ta in ing  tes t  
Iresults. NEXT t o  
I try again .  Transact ion:  tes t  opt ions  

Er ro r  Type: 0 .I.----------------+ 

Cause: An e r r o r  occurred i n  downloading tes t  r e s u l t s  t o  the t e rmina l .  

MC T e r m i n a l  Hessage(s) :  
+- -+ N/A 

(GO BACK t o  t e s t  
I s e l e c t i o n  s c r e e n  
land choose a t es t  
I Transact ion:  t e s t  opt ions  

Error  Type: I 

Cause: A quick ,  loop ,  o r  loop and CO t e s t  mus t .be  se l ec t ed  from 
the t es t  s e l e c t i o n  screen .  

( l a s t  mod 4 / 9 / 8 9 )  
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sc: sR.appendix_A 
Error Messages 

KC Terminal Messagecs): 
+-- ------+ N/A 
lThe day entry is 
Jincorrect. Press 
{BACK and try 
{again. Transaction: close job 

+- -+ Error type: I 

Cause: An incorrect day was entered. 

scr_  STZ-appendii A 

MC Terminal Hessage(s): 
NOT ASSIGNED TO GROUP, Unknown employee .+ 

iuas not correct. 
INCtT to t r y  again. Transaction: supervisor 
I Error Type: I 

+ -----+ 

Cause: Occurs when a supervisor enters an invalid employee code for 
the group specified. 

MC Terminal Message(s): 
* ----+ N/A 
lThe 1st digit of 
I the f I1 code must 
I be beween 0-8. 
IPress BACK. Transaction: close job 
I- + Error type: I 

Cause: The first digit of the f l l  code must be 0-8. 

MC Terminal Hessage(s): 
-+ N/A +-- 

{The month entry is 
[incorrect. Press 
(BACK and try 
[again. Transaction: close job 

Error type: I c- + 

Cause: An incorrect month vas entered. 

.- 
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scr_ ST2.appendil  A 
Error  Hessages 

scr_ ST2-appendix A - 

HC Terminal Hessage(s): 
N/A -+ 

/The t i m e  e n t r y  is  
/ i n c o r r e c t .  Press 
/ B A C K  and t r y  
/ a g a i n .  Transact ion:  c lose  j o b  

-+ Error  type: I 

Cause: The t i m e  entry must be 4 d i g i t s .  

HC Terminal Hessage(s): 
-+ N/ A 

(The year e n t r y  is  
l i n c o r r e c t .  Press 
IBACK and t ry  
[aga in .  Transact ion:  close j o b  

+ --------+ Error  type: I 

Cause: An i n c o r r e c t  year was entered. 

HC Terminal Hessage(s): 
W A  +-----+ 

IThere is an error ~~~. 
/ i n  your  sequence. 
t ry  aga in  

r e t u r n  t o  main menu Transaction: reorder  buIk j obs  
+--------+ Error  type: I 

Cause: An i n v a l i d .  O u t  of range or duplicate  e n t r y  when r eo rde r ing  
a bulk job .  

HC Terminal Hessage(s): 
INVALID ENTRY, FIELD IN ERROR +-----------+ 

(There  is  an  error. 
[ P r e s s  NEXT t o  re- 

/ c a u s e  codes. Transact ion:  close j o b  
Error  type: I 

Cause: The d i s p  code has less than 4 d i g i t s ,  t h e  cause code less  than  
3 d i g i t s  o r  e i t h e r  code con ta ins  a n  i nva l id  c h a r a c t e r .  

Page 26 ( l a s t  m d  4 / 9 / 8 9 )  SEE- PROPRIZTARY NOTICE ON COVER SHEET 
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1.  

2 .  

3. 

t 

CLOSING REPAIR JOBS 

CORRECT FORMAT FOR BACKING U P  YOUR TIME 

WHEN YOU F I R S T  RECEIVE A TROUBLE REPORT I N  

A%& 2' 

O N  REPAIR JOBS 

YOUR CAT. THE DATE 
RECEIVED WILL APPEAR ON PAGE 6 O F  THE CUSTOMER MENU. THE DATE 
RECEIVED WILL ALSO APPEAR ON YOUR CAT WEEN-YOU CLOSE THE JOB 
ON THE CLOSED TTN SCREEN. T H I S  I S  THE TIME YOU WANT TO WATCH 
FOR THE 2 4  HOUR COUHITMENT- 

.. 

THE DUE DATE AND TIME WILL ONLY APPEAR WHEN YOU F I R S T  RECEIVE 
THE TROUBLE I N  YOUR CAT ON PAGE 7 OF THE TROUBLE MENU. I T  
DOES NOT APPEAR WEKN YOU CLOSEOUT THE TROUBLE- YOU R I L L  NEED 
TO KEEP A UENTAL NOTE O F  THE DUE DATE AHD TIUS SO TEAT WHEN 
YOU CLOSEOUT YOUR TROUBLE YOU CAN BACKUP YOUR T I U E  TO UEET 
THE COUUITMENT - 
IF YOU ARE CLOSING A REPAIR JOB AND YOU ARE AT OR HAVE 
EXCEEDED THE DUE DATE AND TI= OR THE 24 HOUR COUUITWENT T I U E  
YOU UUST GO T O  ANOTHER LINE. NOT THE ONE YOU WILL BE CLOSING 

A DIPPBRKNT WORKING L I N B -  I F  YOU ARE NOT I N  JEOPARDY OF 
U I S S I N G  THE 24 HOUR COUMITUENT, YOU CAH CLOSEOUT PROH POUR 
JOB 

r e c e i v e  new j o b  
work o n  c u r r e n t  j ob  
CLOSB JOB 
o t h e r  

* CLOSE OR RETURN J O B  
t e s t  ok 
r e t u r n  t o  cable  
r e t u r n  t o  c o  

r e q u e s t  i n  p r o g r e s s  

1 

c l o s e  r t n  is: 
0328076 
CUSTOMER REPT TIME: 
0 6 - 0 7 - 8 8  l l O O A  

* CLOSE J O B  
c l o s e  j o b - o f f  d u t y  
r e t u r n  b u t  d o n ' t  

lc lose t h e  j o b  

I t h i s  t r o u b l e  w a s :  
* CLEARED 

n o t  c l e a r e d  

I cleared:  
* CUSTOMER ADVISED 

cus tomer  not 
1 a d v i s e d  

READY TO TEST: UAKE 
L I N E  NORUAL. DROP 
OFF AFTER NEXT IF 
YOU ARE ON T H E  LINE.  

I 
- 

REUEPIBER TO GO T O  ANOTHER 
LINE I F  YOU ARE N E A R ,  A T ,  
OR R A V E  EXCEEDED T E E  2 4  

U O U R  C ~ P I H I T ~ ~ E N T .  P 



TEE TIME SHOULD 
BE: 1045 

P M  

1 
* AM . 

4078443444 tested: 
test ok 

enter the dis- 
position code: 
0380 

ready to enter 
cause information: 
use menus 

I 
* INPUT CAUSE CODE 

lenter cause code: 

I 2 ’ O  

FINISHED WORK ON 
TEIS JOB AT: ll20A 

time is correct 
TIME IS INCORRECT 

1 

THIS IS WHERE YOU.BACKUP YOUR 
TIME TO HEET THE COUITMENT 
TIME AND THE 24 BOUR OUT OF 
SERVICE COHI4ITHKNT- 

I the date is: 
month: 06 
day: 08 
Jyear: 8 8  
I 

YOU C%N CHANGE TEE MONTH 
OR DILLY T O  MEET A COWIT- 
HEWT IF YOU WERE INCOH- 
PLETE AND CLEARED THE 
TROUBLE TEE DAY BEFORE. 

do you need special 
studies codes? 
yes 
I 

* NO 

do you want to 
enter narrative? 

no 

I 
YES 

ABCDEFGHIJKLMNOPQRS 

I 
JOB CLOSED OUT. 

NEXT for main menu 

a 
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S T I P U L A T I O N  _ _ - _ - - _ - - - -  

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 
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LORNA FOUTZ 

a p p e a r e d  as a w i t n e s s  and ,  a f t e r  b e i n g  d u l y  sworn  by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e a  as f o l l o w s :  

E X A M I N A T I O N  

BY MS. R I C H A R D S O N :  

0 M s .  F o u t z ,  would you p l e a s e  s t a t e  y o u r  name f o r  t h e  

c o u r t  r e p o r t e r  and s p e l l  i t  so  t h a t  s h e  w i l l  be s u r e  t o  have  

i t  c o r r e c t .  

A Lorna F o u t z ,  L-o-r-n-a F-o-u-t-z. 

Q And a n  address,  p l e a s e ?  

A 3100 Emerson S t ree t ,  Room 138A, J a c k s o n v i l l e ,  

F l o r i d a  32256. 

Q And a phone number? 

A (904)  393-9529. 

Q Okay. And are you r e p r e s e n t e d  by a n  a t t o r n e y  h e r e  

t o d a y ?  

A Yes. 

0 Would you p l e a s e  have  y o u r  a t t o r n e y  p u t  h i s  

a p p e a r a n c e  on t h e  r e c o r d ?  

MR. Y O K A N :  My name is M i c h a e l  Yokan. I'm w i t h  

t h e  law f i r m  o f  Kattman & Eshelman,  P .A . ,  t h a t ' s  

K-a-t-t-m-a-n a n d  E-s-h-e-1-m-a-n, 1920 S a n  Marco 

Bou leva rd ,  J a c k s o n v i l l e ,  F l o r i d a  32207. 

MS. RICHARDSON: And a phone number,  Mr. Yokan? 

MR. Y O K A N :  ( 9 0 4 )  398-1229. 
1 
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BY MS. RICHARDSON: 

Q And do  you h a v e  a u n i o n  r e p r e s e n t a t i v e  here  w i t h  

you today?  

A Yes, I do. 

MS. HARTLEY: S h e l b a  H a r t l e y .  

MS. R I C H A R D S O N :  Okay.  And, Ms. H a r t l e y ,  would 

you p l e a s e  p u t  y o u r  a p p e a r a n c e  on  t h e  r e c o r d ?  

MS. HARTLEY: I t 's  S h e l b a ,  S-h-e-1-b-a,  H a r t l e y ,  

H-a-r-t-1-e-y, address 4076 Union Hall  Place, 

J a c k s o n v i l l e ,  F l o r i d a  32205, t e l e p h o n e  number 

(904)  384-2222. 

BY MS. R I C H A R D S O N :  

Q Ms. F o u t z ,  have  you d i s c u s s e d  y o u r  d e p o s i t i o n  h e r e  

t o d a y  w i t h  anyone o t h e r  t h a n  y o u r  a t t o r n e y  or c o u n s e l  f o r  t h e  

company? 

A No. 

0 Have you a t  any time g i v e n  a s t a t e m e n t  t o  company 

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

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

A Yes. 

0 And do you r e c a l l  when you gave  t h a t  s t a t e m e n t ?  

A No, I d o n ' t .  

0 Do you have a n  a p p r o x i m a t e  y e a r  when you gave  t h a t  

s t a t e m e n t ?  

A I'm n o t  s u r e .  I t h i n k  i t  was in 1991. 

~ 
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0 O k a y .  And do  you know who was i n  t h e  room w i t h  you 

when you g a v e  t h a t  s t a t e m e n t ?  

I A I d o n ' t  remember t h e i r  names. 

0 Do you know what p o s i t i o n s  t h e y  h e l d ?  Was y o u r  

s u p e r v i s o r  i n  t h e  room? 

A no. 

0 Was anyone  from t h e  u n i o n  i n  t h e  room? 

A No. 

a Okay.  Was there a n  a t t o r n e y  i n  t h e  room? 

A Yes, I b e l i e v e  so. 

0 Okay.  And you may need t o  s p e a k  up a l i t t l e  

b e c a u s e  t h e  p e o p l e  a t  t h e  end  are t r y i n g  t o  h e a r  you as  W e l l  

as  me. You're d o i n g  f i n e  fo r  m e ,  b u t  I ' m  a f r a i d  y o u r  voice 

may n o t  be c a r r y i n g .  

Was t h e r e  someone from s e c u r i t y  i n  t h e  room w i t h  

you  a t  t h e  t i m e  you gave  y o u r  statement? 

A Yes. 

Q Ana d i d  you d i s c u s s  t h e  s ta tement  w i t h  anybody 

a f t e r  you gave  i t ?  

A No. 

0 Has anybody g i v e n  you any  a s s u r a n c e s  t h a t  you  would 

n o t  be d i s c i p l i n e d  f o r  whatever  you t e l l  u s  h e r e  t o d a y ?  

MR. Y O K A N :  I f  you d o n ' t  r e c a l l  some th ing ,  s t a t e  

t h a t .  

A I d o n ' t  remember. I t ' s  n o t  c l e a r  t o  m e .  
- 
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0 Okay. Has anyone advised you of possible criminal 

penalties that could apply if you perjure your testimony here 

today? 

A Yes. 

0 What is your present position with the company? 

A I'm a maintenance administrator. 

0 In Jacksonville? 

A XMC, Jacksonville, yes. 

Q Is that just one I M C  for Jacksonville all together? 

A Yes. 

0 Okay. And is that where we're presently taking 

this deposition? 

A Yes. 

Q And how long have you held this position? 

A Approximately ten years, but not at this one 

locat ion. 

0 And where else were you? 

A I was a maintenance administrator in Atlanta, 

Georgia also. 

Q Okay. 

A And several different locations in the city before 

we had a merger. 

0 Is this with Southern Bell? 

A Yes. 

Q But you've been in Florida, I guess Southern Bell 
.- 
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F l o r i d a  f o r  t h e  l a s t  t e n  yea r s  t h e n ?  

A 

Q 

A 

Q 

A 

0 

A 

Q 

A 

Q 

A 

0 

A 

Q 

A 

Q 

A 

Q 

No. 

No? 

T h e  l a s t  f i v e  years. 

The l a s t  f i v e  y e a r s .  Okay.  

And who is y o u r  p r e s e n t  s u p e r v i s o r ?  

B a s i l  E.  Vann, V-a-n-n. 

And is h e  a f i r s t - l e v e l  manager,  s e c o n d  l e v e l ?  

F i r s t  l eve l .  

A l l  r i g h t .  And who is y o u r  s e c o n d - l e v e l  manager? 

We j u s t  g o t  a new manager  Monday. Bruce H i g g i n s .  

And t h a t ' s  j u s t  been s ince  A p r i l  o f  '93? 

2 6 t h  of A p r i l .  

Okay. 

L a s t  month. 

And who was it before  M r .  H igg ins?  

Jim Keels. 

And c o u l d  you s p e l l  h i s  las t  name? 

K-e-e-1-s. 

And how long  was M r .  K e e l s  y o u r  s e c o n d - l e v e l  

May? 

manager? 

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

Q Can you go back beyond M r .  Keels? 

A Bob Wells. 

Q And a p p r o x i m a t e l y  how long  was h e  y o u r  manager? 

M ~ D T C  c C C M T O Y  P n c ~ n r ~ n r ~ r  
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A I guess B o b  Uells would have been two to three 

years. 

Q Okay. Can you give me approximately -- would that 
be like '88 to 'go? 

A Probably. 

0 And then Mr. Vann, how long has he been your 

first - leve 1 manager? 
A If I'm not mistaken, two years. 

Q So that's since ' g l ?  

A Yes. 

Q And who was it before Mr. Vann? 

A I don't remember. I've had a lot of supervisors. 

0 Okay. Can you remember the names of any other 

first-level managers that you did have? 

A John Melton. 

Q And that's M-e-1-t-o-n? 

A Yes. Mike Harris -- Michael Harris. Those are the 

only two that I can remember. 

0 Okay. And both Mr. Melton and Mr. Harris were at 

Jacksonville? 

A Yes. 

0 Okay. And that applies for Mr. Higgins, Mr. Keels 

and Mr. Wells were all Jacksonville? 

A Yes. 

9 Okay. And who is your operations manager at thls 
- 
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time? 

A Rupe. 

0 Mr. Rupe? 

A Yes. 

Q That's Robert Rupe? 

A Yes. 

Q And has he always been your operations manager or 

did he come later? 

A Well, since I've been in Jacksonville. 

Q Okay. 

A Wait. I must have had another one. Well, he's 

been it for the last two years, three years, I think -- two 
years. 

0 Okay. And do you know who -- 
A Okay. We had Rudy Christian. 

Q Ruay Christian. 

A And then Robert Rupe. 

Q So Mr. Christian was your operations manager from 

at least maybe ' 8 8  to the time Mr. Rupe took over? 

A Yes. 

0 All right. Who is your general manager? 

A I don't know. 

0 Can you tell me who your present union president 

is? 

A John Edenfield. - 
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And can you spell his last name? 

E-d-e-n-f-i-e-1-d. 

All right. And who is your present union steward? 

(Pause. ) 

Who is your representative today? 

Today?. 

Yes. 

Shelba Hartley. 

Okay. Ms. Foutz, do you know of any grievances 

., 

filed by you or other maintenance administrators with whom 

you've worked regarding the handling of trouble repair 

rep or t s? 

A No, I do not. 

0 Are you familiar with the terms "backing up the 

time"? 

A Yes. 

Q Okay. And what is your understanding of that 

phrase? 

A My understanding is -- well, the experience I've 
had is when I'm talking to a repairman and he's in the field 

and he goes to a customer's premise and when he sives a 

customer a dial tone, when he calls back in, that's the time 

that he gives me, which is not the time that the computer has 

but the tlme that he actually restored the customer's 

service. That's my understanding. 
- 
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Q All right. And when he calls in with the time, is 

it the same time as the actual time that he's calling in 01' 

is it earlier? 

A Generally it's earlier. . 
0 Okay. And why would it be earlier than the time he 

would call in? 

A Because my instructions were given tha.t when the 

repairman gets out there and he gives the customer a dial 

tone .that the customer service is restored and that's the 

time that he has cleared the trouble. 

Q Why wouldn't that be the time that he calls in? 

When he's giving a dial tone, doesn't he have to dial up and 

get a test on the line before he tells you it's clear? 

A Well, he will already have done that. 

0 Okay. And then at that same point wouldn't he also 

be calling you right at that time to clear it? 

A No, not necessarily. 

0 Well, then, why would there be a difference? 

A Well, if he hasn't completed the job, he doesn't 

always stop to call, but he will have given the customer a 

dial tone or the customer would have already had dial.tone 

prior to him calling in. 

Q Okay. .Well, why wouldn't the job be completed? I 

mean, I thought giving dial tone a service was -- was 
completing the job? 

- 
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A Well, we didn't say clearing the job. We're 

speaking of givinq the customer a dial tone. He may have 

routining or some cleaning up to do, something to that 

effect, but the customer could have service. 

Q Okay. How long does this routining take? 

A It could take any -- if he's trimming trees, 

cleaning out a protector or whatever, it could take an 

unlimited amount of time. 

Q Four hours, six hours? 

A I have no idea. 

Q In your experience as an MA and dealing with the 

STs who call in, give me an estimate for about the amount of 

time that you have seen between a clearing and a close? 

A There is no specific time. It varies, and I 

couldn't -- I don't know. 

Q Have there been any days when the trouble reports 

were so heavy that these individuals, these outside people 

were told not to do routine tasks because there are too many 

troubles to repair? 

A Yes. 

Q And how do they get that information? Is that 

through you or through someone else? 

A A supervisor. 

0 Their supervisor or your supervisor? 

A My superv i sor . 
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Q Your supervisor. Would that be a first-level 

manager like Mr. Vann or a second-level manager like 

Mr. Higgins? 

A First level. 

a Okay. And can you tell me the circumstances of 

when a decision would be made to tell an ST not to do any 

routines? 

A When we have major weather problems, disastrous 

conditions, a lot of people out of service; weather, 

whatever. 

Q Presently do your duties involve clearing and 

closing reports that STs are sent out to repair? 

A Yes. 

0 Do STs have a computer access terminal that they 

can use to close out their own reports without contacting 

you? 

A Now they do, yes. 

Q On what occasion would an ST call you to close a 

report instead of just closing it out himself on his computer 

t e rmi na l? 

A When his terminal has failed him, the batteries are 

dead or the system is completely down or just can't get into 

a system, period. 

0 Okay. 

A Or he doesn't have a computer. 
. 
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0 Are there any S T s  that don't have computers? 

A There are some. 

0 Is it just because the computer is being fixed or 

because they just haven't been issued one? 

A It could be out for repairs. 

0 Okay. 

A I'm not -- you know, I'm not familiar with the 

reasoning that they don't have them other than the batteries 

might die out on them or something. I don't know who has 

them and who doesn't. 

Q In terms then of them finding out about routining 

and no-routine days, if they've got a CAT, would your 

supervisor be the one to tell them, I guess through their 

immediate foreman? 

A Their immediate supervisor would tell them. 

Q How do you find out if it's a no-routine day or a 

routine day so that you can help them when they call in? 

A The only way I would find out is that they call in 

to me ana I have to call the load control foreman to pick up 

a trouble for them and he would, in turn -- you know, if the 
question came up, but I don't have any way of knowing, not 

really. 

0 Okay. When they call in to close a report, do you 

question them about the time they actually restored service 

or gave dial tone? 
- 
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A I a s k  t h e m  what t i m e  d i d  t h e y  g i v e  t h e  cus tomer  

service.  

0 Okay.  And do  you a l s o  a s k  t hem are t h e y  aware of 

t h e  24-hour commitment time? 

A They have t h e i r  CAT, so t h e y  are t o t a l l y  aware of 

t h a t .  They have  t h e i r  t e r m i n a l ,  so t h e y  know t h i s .  

0 Okay.  And h a s  t h a t  a l w a y s  b e e n  t h e  case t h e  whole 

t ime t h a t  you 've  been a n  MA? 

A S i n c e  t h e y ' v e  been  on t h e  compute r  s y s t e m .  

0 O t h e r  t h a n  b a c k i n g  up a c lear  time t o  t h e  time 

service was a c t u a l l y  r e s t o r e d ,  d o  you know o f  anyone  who h a s  

backed  up a c lear  time i n  o r d e r  t o  meet t h e  o u t - o f - s e r v i c e  

i n d e x ?  

A No, I d o n ' t .  

0 A l l  r i g h t .  Are you aware of t h e  r e q u i r e m e n t  t h a t  

out-of-service r e p o r t s  b e  cleared w i t h i n  24 h o u r s  a t  least  95 

p e r c e n t  of  t h e  time? 

A Am I aware of i t  now? 

0 Yes. 

A I a m  now, y e s .  

0 O k a y .  Uhen you s a y  "now," do you mean l i k e  j u s t  

t o d a y  or t h i s  p a s t  year  o r  t h i s  p a s t  two y e a r s ?  

A T h i s  p a s t  week .  

0 T h i s  p a s t  week? 

A Uh-huh. 
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0 Okay. Has anyone ever discussed with you a 24-hour 

time frame or commitment for trouble reports? 

I don't remember. I'm not sure. ,. A 

0 When the ST calls in to close out a report, does he 

call in on the trouble number or different line number? 

A What do you mean trouble number? 

0 The reporting trouble, the line that supposedly 

he's working on to restore service. Does he call in on that 

particular line to clear it or does he call in from another 

number to clear that one? 

A He calls in from that number. 

Q That number. Okay. 

Have you ever heard of anyone telling a Service 

technician to back up the clearing time to meet a 24-hour 

commitment? 

MR. BEATTY: Objection; asked and answered. 

You can respond. 

MS. RICHABDSON: I believe I asked her if she knew 

the first time and this time I've asked her if she's 

heard. So there may be a slight difference in the 

question, but you could be right. 

A No. 

0 All right. Have you ever heard of a supervisor 

telling a maintenance administrator to back up a clearing 

time? 
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MR. BEATTY: Objection; hearsay. 

You can respona. You can go ahead. 

I don’t remember. 
.I 

A 

0 Okay. Has a supervisor ever given you directions 

to make sure that the clearing time was shown as being within 

the 2b-hour commitment time? 

MR. BEATTY: Object to the form of the question. 

I t ’ s  ambiguous. 

A I don’t understand the question. 

Q Okay. Bas a supervisor ever told you that we can 

not miss any out-of-services so be sure that that clearing 

time is definitely within the 24-hour clock time? 

A NO. 

Q Okay. Has any supervisor ever directed you to back 

up a clearing time to meet the 24-hour commitment time? 

A Not that I remember. 

0 Have you ever had occasion to work with new MAS 

that come in to kind of help train them, sort of on-the-job 

experience type work? 

A Not recently that I can remember. 

0 Okay. Since, say, ‘88, ‘87, the last five or s i x  

years that you’ve been in Jacksonville? 

A No. 

Q DO you know what the CON, the CON or the 

carried-over no code is? 
I1 2.5 
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A I'm not that familiar with it. 

Q Let's go back. What specifically are your duties 

as a maintenance administrator? What.do you do? 

A I screen customer trouble reports, I cia11 the 

customer and make sure their telephone is working okay and I 

shoot troubles with the technician in the field. 

0 Do you ever clear and close reports yourself? 

A After talking to a customer. 

0 Do you have occasion in your duties to look at, 

say, MTAS reports, jeopardy reports, predictory type reports, 

any of that? 

A No, I don't. 

0 When you screen a trouble, is testing included in 

screening? Is that part of what screening is? 

A Yes. 

Q And in testing a trouble, do you make a 

determination as to whether a trouble is going to be out of 

service or service affecting? 

A Yes. 

Q All right. On what do you base that decision? 

A Whether I'm able to talk to the customer or not. 

Q Okay. Ana, if you can't talk to the customer 

because the customer is not home, is that going to be service 

affecting or out of service? 

A It depends on the test and the report, the 
- 
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customer's complaint and the type of test results are 

received. 

0 

A The customer is complaining that he doesn't have a 

Okay. Define out of service f o r  me. .. 

dial tone or he can't call out on his phone or he can't 

receive any calls, and upon testing his trouble, it comes 

back with an open out and a percentage, then I know his dial 

tone is not getting to him. 

0 Do you know the percentage? 

A It varies. 

What do you mean 'percentage"? 

Q For determining whether it's out of service. YOU 

said open out and a percentage. 

A If it's open out, period, is basically, and with 

those three causes, no dial tone, can't call out and can't be 

called, if they test open, then I make that determination 

that his dial tone isn't getting there. 

Q And has that been the standard definition for the 

entire time you've been an MA in Jacksonville? 

A I don't remember. Things change on a daily basis. 

I don't know. I don't remember. 

Q Are you familiar with auto-screener? 

A Somewhat. 

0 What's the function of auto-screener? 

A Auto-screener actually screens the trouble, puts it 



into the dispatch pool for an IR to pick up on his computer. 

Q And if auto-screener can't handle it, is it kicked 

over to a maintenance administrator? 

A Generally, yes. 

I 0 All right. And then your function when you get the 

auto-screener rejects would be to do what? 

A To rescreen it. 

Q To rescreen it. And test it? 

A Yes. 

0 And then decide if it's out of service or not out 

of service? 

A Right. 

0 Okay. At what point is a trouble report statusea 

out of service or not out of service in the repair process? 

A Same conditions that I explained before, no dial 

tone, open out, short. 

0 Okay. 

A With the test results, you know. By the customer's 

report versus what the new test results show, that determines 

whether he has service or not or  whether it's statused out o r  

not. 

Q Okay. When you get the trouble reports and you're 

screening them and you've made a determination that this is 

an OUt-Of-SerViCe report, has any supervisor ever instructed 

you to wait on statusing it out of service until the ST has 
- 



t 

5 

1c 

1 1  

12 

13 

14 

1s 

16 

17 

18 

19 

20 

2 1  

22 

23 

24 

25 

25 

called in? 

A No. 

Q Have you ever gotten instructions, "Don't status 

any out of services today"? 

A I don't remember. 

0 Have you ever heard of that being done? 

A I don't even remember. I don't know. 

Q Do your supervisors or managers have a message 

board somewhere in your maintenance administrator area where 

they post notices to everyone about statusing particular 

things at particular times on trouble reports? 

A No. 

. Q - If your supervisors need to tell you or instruct 

you on a new procedure, how do they go about doing it? 

A They generally give it to us on a printout. They 

have a typed memo explaining to us what to bo when these 

conditions occur. 

0 Okay. Have you ever received a memo from your 

supervisor instructing you not to status anything out of 

service today? 

A No, I have not. 

Q Has anyone else ever indicated to you that they've 

received those kinds of instructions? 

A Not to my knowledge. 

0 Then let's continue on through the r e p o r t  p r o c e s s .  
- 
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You've screened a trouble now, okay, and YoU'Ve tested it and 

you've determined the status of the report. 1s the customer 

given a commitment time by the company that the company 

expects that trouble to be restored? 

A Yes. 

Q All right. And then if the customer later calls in 

and says, "I won't be home. I need to make that -- let's 
postpone that and come out tomorrow," is there a particular 

statusing code that you use for that to show that you're 

going to change that commitment time to tomorrow instead of 

keeping the one for today because the customer asked you to 

change it? 

A I don't remember. I'm not at all sure. 

Q Ms. Foutz, I'm going to show you a document 

submitted by Southern Bell to the Commission filed with the 

Commission on April lst, 1993 entitled Southern Bell's 

Response to Preliminary Order No. PSC-93-0263-PCO-TLY entered 

on February 19, 1993. And I will give you plenty of time to 

look at this, ask your attorney or Southern Bell any 

questions that you may have about it when we go off the 

record. Okay? But the first thing I will want to know is if 

you are No. 175 out o f  the 650 employees listed and, if you 

are, then if you would look at the document and make sure 

that you understand what it's about and ask any questions you 

need to o f f  the record before we come back on. 
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If it's okay, we'll go off the record now. 

(Off the record.) 

MS. RICHARDSON: Back on the record. 

BY MS. RICHARDSON: 

0 Ms. Foutz, is that your name on that document? 

h Yes, it is. 

0 And on that document does it indicate that you 

27 

.. 

have 

some information regarding the CON Code or carried-over no 

code? I believe it's No. Q. If you need to check your name 

to see if your name has that cross check. 

MR. YOKAN: To the extent you're asking her what 

this legal document indicates, I object. 

the document states the way you phrased it. If the 

question is what numbers correspond with her name, she 

can certainly tell you that. Is that what you're asking? 

MS. RICHARDSON: Yes. Let's start with that. 

I don't think 

BY MS. RICHARDSON: 

0 Does it indicate -- does the document under your 
name indicate that you may have some information regarding 

the use or misuse of CON codes? 

MS. HARTLEY: I don't think that's the way it's 

phrased at the top. 

MR. BEATTY: That she may have information with 

regard to the use of CON. She may. 

THE WITNESS: Okay. Repeat your question. 
- 
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MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

0 Do you know whether or not using the CON Coae, the 

carried-over no code, will stop the 24-hour clock on a 

report? 

A No, I don't know. 

0 Do you know of anyone who has used the CON Code or 

carried-over no code to stop the 24-hour clock on a report? 

A No. 

0 Do you have any idea why the company would have put 

your name in that category of CON on this particular 

document? 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

A No, I don't know. 

0 Have you heard the terms "building the base," 

building the base of out of service? 

A I don't remember. 

0 Are you familiar with anyone who has created 

trouble reports in order to build the base of out-of-service 

reports to meet the 95 percent index? 

A No. 

0 DO you know of anyone who has created trouble 

reports in order to effect the number of tasks per day 

requirement that they have? 
- 



11 

1 

1: 

1: 

1. 

1: 

11 

1 

11 

15 

2(  

21 

2:  

2: 

2l 

2: 

29 

A No, I am not. 

0 Do you know what a no access is? 

A Yes, I do. 

0 A l l  right. Would you briefly define a no access? 

A A no access is a trouble report that a repairman 

r 

has gone out on and attempted to gain access to the 

customer's premise in order to determine that he has service, 

proper service. In the case we are in, he's not able to talk 

to the customer to determine if the dial tone is getting to 

the set, then it becomes a no access. 

0 Do you know of anyone who has used -- let me 
rephrase this. Do you know whether or n o t  a no access would 

stop the repair clock on an out-of-service report? 

A Yes, it will. 

0 Do you know of anyone who has used a no access in 

order to stop the repair clock on a report? 

A No, I don't. 

0 Do you know of anyone who has no accessed reports 

without dispatching? 

A No, I don't. 

0 Do you know of anyone who has no accessed reports 

without contacting the customer? 

A No. 

Q Would you look again on that document and is No. 8 

by your name? 
~ 
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A Yes. 

Q Would you read what No. 8 pertains to? 

A Read what it says? 

Q Uh-huh. 

A "Instructions not to status out of service or not 

i 

statusing out of service o r  both." 

0 Do you have any opinion as to why that would be 

after your name on that document? 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

A No, I sure don't. 

0 Do you know of anyone who has improperly prepared 

trouble reports? 

A No, I don't. 

0 Have you ever received instructions on handling 

trouble reports that based upon your experience and training 

A 

Q 

receiv 

A 

you felt was improper? 

A Repeat that for me, please. 

0 Have you ever received instructions to handle a 

trouble report that you felt was improper based upon your 

training and experience? 

Not to my remembrance, no. 

Do you know of anyone who has complained to you of 

ng instructions like that? 

No. 
- 
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0 Have you ever heard of instructions like that being 

given? 

A Not that I can remember. 

0 Do you know what it means to exclude a report? 

A Yes. 

0 And what happens when you exclude a report? 

A When you exclude a report, there's no visit 

, 

required. 

0 Okay. What COnQitiOnS is it permissible to exclude 

a report -- under what conditions? 
A Several. I mean there are a lot of conditions. 

Q Can you give me one or two examples? 

A If a customer has reported the wrong number or if 

the customer has determined that his receiver was off the 

hook -- well, not necessarily off the hook. Retract that. 

Not if it's off the hook. 

If there was conversation on the line ana someone 
else is reporting that the customer can't be called and the 

customer is talking on the phone. 

That's a case. 

A line stays busy. 

0 Third party reporting? 

A Third party reporting is what I'm sayins. 

0 Is it permissible to exclude a trouble report that 

has a disposition and cause code attached? 

A No, it isn't. 
- 
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Is it permissible to exclude an out-of-service 

I don't quite understand what you mean. 

Okay. Your understanding -- you gave me a Couple 
es, a third party calling example is the type of 

report that could be excluded. 

A Uh-huh. 

0 If you have a report that's alreaay statused out of 

service, the line is definitely statused as out of service 

under the definition you've already given me for out of 

service, can that report be excluded? 

A No. 

Q Do you know of anyone who has excluded 

out-of-service reports? 

A I sure don't. 

Q Has anyone ever directed you to exclude -- 
A No. 

Q -- an out-of-service report? I guess I should 

finish the question. 

A No. 

0 Have you ever heard of that being done? 

A No. 

0 And would you look down and read No. 15 on that 

document for me. 

A "Exclusion or elimination of trouble reports." 
- 
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Q And do you have any opinion as to why that would 

appear by your name? 

MR. BEATTY: Objection to the form of the question. 

It calls f o r  speculation. 

A. I sure don't. 

0 All right. Have you ever -- let's get a 
definition. What is a customer direct report? 

A A customer direct report is a report in which the 

customer himself reports that he's having difficulties with 

his line. 

0 All right. And what's an employee-originated 

rep or t? 

A Okay. Customer direct reports generally comes 

through by way of the reporting bureau. 

0 The CRSAB? 

A Right. An EO report -- let's see. That's when 

someone has -- we've talked to somebody -- oh, I'm not sure. 

We don't make EO reports. I can't answer that. 

0 Do you know who does make the EO reports? 

A That's limited to certain people. I don't know who 

they are, no. 

Q Has it always been limited to certain people? 

A No. 

Q Okay. In the past, '88,  '89, ' 9 0  when you were an 

MA down here in Jacksonville, did you ever have occasion to 
- 
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generate employee-originated reports? 

A Only if I was instructed to do 

Q And do you recall actually hav 

instructions to do so? 

A I don't remember. 

so by my supervisor. 

ng received .. 

P Do you know of any customer direct reports that 

were originated as employee-originated reports? 

A I have no knowledge of that. 

Q Ms. Foutz, I'm going to show you another document 

and then, again, we'll go off the record and you'll have time 

to talk to your attorney about it and discuss it. 

Let me introduce it for the record first. 

This is Citizen's Third Set of Interrogatories 

dated June 6 ,  1991. An interrogatory is a written question 

that we have mailed to the company and the company has 

provided us a written answer to our questions. That's what 

an interrogatory is. So what I'm about to show you is Item 

No. 10 of this set of interrogatories where we asked the 

company for knowledge about employees who have some knowledge 

of reports or records that are fraudulently or knowingly 

false in some respect, and we have the company's response 

here and I want you to look at this and determine whether or 

I 
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The reason this is folded in the manner that it is 

folded is because the information thbt you don't see is 

considered confidential by the company and the Commission has 

not yet ruled on their request for confidentiality. S o  I ask 

you not to look at anything that's folded under, just look at 

what you see on the top. 

MR. BEATTY: Before we go off the record, I'd just 

like to make the record clear, the company's response is 

that the person whose name is listed on that document 

again may have knowledge about the subject matter here. 

And with that modification, we can 30 off the record. 

(Off the record.) 

MS. RICHARDSON: Do you have anything you need 

to.say about this before we start questions? 

MR. YOKAN: I haven't heard the question, s o . . .  

MS. RICHARDSON: Okay. All right. Let me start. 

BY MS. RICHARDSON: 

Q 

A Yes, it is. 

Q 

.- 
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A No, I don't. 

Q 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

A No, I don't. 

0 

.. 

~ . . . . . . . . 

, . 

Do you have any knowledge about those activities? 

MR..BEATTY: Objection to the question. It's been 
. :  

asked and answered now twice. This makes the third time. 

A NO. 

. a->~-.--.=̂ -_~ --.. .~..~ >+- <-,;~T.,> 

~. . 0 $----- . .  

the company? 

r .  . . .... I .IX.̂  ~~ _,.~.., 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

A No, I don't. 

Q Ms. Foutz, have you ever participated in sales for 

A No, I haven't. 

Q Have you ever been askea to participate in sales? 

A No, not to my knowledge. I don't remember. 

0 Has anyone who worked around you - -  you're familiar 

- 

MARIE C. GENTRY P, ASSOCIATES 
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w i t h  t h e  sa les  campaigns  t h a t  t h e  company h a s  had?  

A Yes. 

Q Okay.  H a v e  o t h e r  MAS i n  y o u r  work area 

p a r t i c i p a t e d  i n  t h e  sales campaigns  f o r  t h e  company? 

A Yes. 

Q Do you know of any o t h e r  MAS t h a t  h a v e  won awards 

or p r i z e s  t h r o u g h  t h e  sales program f o r  t h e  company? 

A MAS? 

Q Or managers ,  any o t h e r  employees  who h a v e  won 

awards or  p r i z e s  by p a r t i c i p a t i n g  i n  t h e  sales p rogram f o r  

t h e  company. 

A Yes, uh-huh. 

Q Who would t h a t  be? 

A Violet  Willis. 

MR. BEATTY: I ' m  s o r r y ?  

A V i o l e t  N i l l i s  and  V i r g i n i a  Harr i s .  

Q 

A I r e a l l y  d o n ' t  remember. 

Q Do you know o f  anyone  who h z s  f a l s i f i e d  a s a l e  on a 

And do you know what t h e y  have  won or been g i v e n ?  

c u s t o m e r  r e c o r d  f o r  t h e  company? 

A No, I d o n ' t .  

Q DO you know i f  c u s t o m e r s  are  due  a reba te  i f  t h e i r  

phone is o u t  o f  s e r v i c e  o v e r  24  h o u r s ?  

A Yes, I know t h a t .  

Q DO Y O U  know o f  any cus tomer  who has b e e n  d e n i e d  a 

- 

MARIE C. G E N T R Y  R ASSOTTATES 
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rebate because of improper handling of customer reports? 

A No, I don't. 

Q Do you know of any customer who has complained 
f. 

about improper handling of a repair service? 

A No, I don't. 

Q Do you know of any customer who has complained 

about having services added to their line without their 

permission? 

A I don't remember any customers. 

Q Have you been disciplined at all in relation to the 

company's investigation into either the repairs or sales 

activities? 

A No, I have not. 

Q Have any of your supervisors to your knowledge been 

disciplined in regard to the company's investigation? 

A Not to my knowledge. 

0 Have you heard whether or not any of your 

supervisors were disciplined? 

MR. BEATTY: Objection; hearsay. 

A No, I have not. 

MS. RICHARDSON: Ms. Foutz, that's all the 

questions I have, but Staff or Mr. Beatty or your 

counsel may have some before we let you go. Thank you. 

EXAMINATION 

BY MS. NILSON: 

E 

MARIE C. G E N T R Y  F, ASSOCIATES 
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0 Ms. Foutz, when a service technician calls in and 

gives you the time that he's cleared the trouble, did you say 

that it is common practice for you or you were instructed to 

ask that service technician whether that was, in fact, the 

time that he actually cleared the trouble? 

A That he gave the customer a dial tone. 

0 Are not the service technicians aware that they are 

to report to the MAS the tire that they cleared the trouble? 

A They know this. 

Q But were you instructed to have discussions with 

them to make -- 
A To ask because they sometimes forget. 

MS. WILSON: I have no further questions. 

MR. BEATTY: That's it. Thank you very much. 

MR. YOKAN: No questions here. We'll read. 

(Witness excused) 

(Whereupon, the deposition was concluded at 

2:OO o'clock p.m.) 

. 
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AFFIDAVIT OF DEPONENT 

This is to certify that I, LORNA FOUTZ, have read 

the foregoing transcription of my testimony, Page 5 through 

39, given on May 4, 1993, in Docket Nos. 910163-TL and 

910727-TL, and find the same to be true and correct, with the 

exceptions, and/or corrections, if any, as shown on the 

errata sheet attached hereto. 

i 

LORNA FOUTZ 

Sworn to and subscribed before me this 

day of , 1993. 

NOTARY PUBLIC 
State of 
My Commission Expires: 
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COUNTY OF DUVAL j 

4 1  

CERTIFICATE OF OATH 

I, the undersigned authority, certify that Lorna 

Foutz personally appeared before me and was duly sworn. 

&&-day WITNESS my hand and official seal this 
of June, 1993. 

My Commission No. CC251746 
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STATE OF FLORIDA) 
CERTIFICATE OF REPORTER 

COUNTY OF DUVAL 

I, Marie C. Gentry, Court Reporter, 

DO HEREBY CERTIFY that I was authorized to 

and did stenographically report the foregoing 

deposition of Lorna Foutz; 

I FURTHER CERTIFY that this transcript, 

consisting of 39 pages, constitutes a true record of the 

testimony given by the witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, 

nor am I a relative or employee of any of the parties' 

attorney or counsel connected with the action, nor am I 

financially interested in the action. 

DATED this &day of June, 1943. - 
\- ,y&- 

Marie C. Gentrv. Court Reoohter 
Telephone No. 7904) 264-2548 

STATE OF FLORIDA) 
1 

COUNTY OF DUVAL ) 

The foregoing certificate was acknowledged 

before me this 43.- day of June, 1993, by Marie C. 

Gentry, who is personally known to me. 
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

In re: Investigation into the ) DOCKET NO. 910163-TL 
integrity of SOUTHERN BELL 1 
TELEPHONE AND TELEGRAPH ) 
COMPANY'S repair service ) 

1 

SOUTHERN BELL TELEPHONE AND 1 

activities and reports. 

In re: Investigation into ) DOCKET NO. 910727-TL 

TELEGRAPH COMPANY'S compliance ) FILED: 04/28/93 
with Rule 25-4.110(2), F.A.C. ) 
Rebates. 

DEPOSITION OF: 

TAKEN AT THE INSTANCE OF: 

PLACE: 

TIME: 

DATE : 

REPORTED BY: 

LORRETTA BOND 

The Staff of the Florida 
Public Service Commission 

Southern Bell 
3100 Emerson Street 
Jacksonville, Florida 32207 

Commenced at 2:25 P-m. 
Concluded at 3:13 p.m. 

Tuesday, May 4 ,  1993 

Marie C. Gentry 
Court Reporter 
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J. SUE RICHARDSON, ESOUIRE, Office of Public Counsel, 

c/o The Florida Legislature, 111 W. Madison Street, Room 812, 

Tallahassee, Florida 32399-1400. 

JEAN R.  WILSON, ESQUIRE, Staff Counsel, Florida Public 

Service Commission, 101 E. Caines Street, Tallahassee, 

Florida 32399-0863, Telephone No. (904)  487-2740. 

STAN L. GREER, Engineer, Florida Public Service 

Commission, 101 E. Gaines Street, Room C-28, Tallahassee, 
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WALTER BAER, Analyst, Office of Public Counsel, c/o The 

Florida Legislature, 111 W. Madison Street, Room 812, 
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APPEARANCES (CONT' D) 

MICHAEL R. YOKAN, ESQUIRE, Kattman & Eshelman, P.A., 1920 

San Marco Boulevard, Jacksonville, Florida 32207, attorney 

for Lorretta Bond, Telephone No. (904) 398-1229. 

SHELBA HARTLEY, 2nd Executive Vice President of 

Communications Workers of America, Local 3106, 4076 Union 

Hall Place, Jacksonville, Florida 32205, Union representative 

for Lorretta Bond, Telephone No. (904) 384-2222. 
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S T I P U L A T I O N  - - _ - - - - - - - -  

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordatce with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 
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LORRETTA BOND 

appeared as a witness and, after bein3 duly sworn by the 

Court Reporter, testified as follows:, 

EXAMINATION 

BY MS. RICHARDSON: 

0 

spell it 

A 

Q 

A 

Q 

A 

0 

A 

Q 

A 

0 

A 

9 

A 

0 

company? 

A 

0 

Ms. Bond, would you please state your name ana 

for the record? 

Lorretta Bond, L-o-r-r-e-t-t-a B-o-n-d. 

And your ad'dress, please? 

3100 Emerson Street, Room 138A. 

And that's Southern Bell? 

Southern Bell. 

And that's Jacksonville, Florida? 

Jacksonville, Florida. 

And the ZIP code? 

I'm not sure. 

MS. HARTLEY: 32207. 

You'll need to say it. 

32207. 

Thank you. And your phone number? 

393-9517. 

Ms. Bond, what's your present position wit 

Maintenance administrator. 

e 

Okay. And are you represented by private counsel 
~ 

M A R T I :  r C F h l T D V  e & < S n r l n T L ' C  

t 



L 

1 

2 

3 

A 

5 

6 

7 

8 

9 

IO 

1 1  

12 

13 

14 

I5 

16 

17 

I8 

19 

20  

21 

22 

23 

24 

25 

a 

here today?  DO you have your  own a t t o r n e y  w i t h  YOU? 

A Yes. 

0 A l l  r i g h t .  
i 

MS. R I C H A R D S O N :  And would you p l e a s e  p u t  y o u r  

appea rance  on r e c o r d ?  

MR. YOKAN:  My name is Michael Yokan of t h e  law 

f i r m  o f  Kattman & Eshelman,  P.A., 1920 S a n  Marco 

Bou leva rd ,  J a c k s o n v i l l e ,  F l o r i d a  32207. 

BY MS. RICHARDSON: 

Q And do you have  someone e lse  w i t h  you h e r e  t o d a y ,  

M s .  Bond? 

A Yes. 

Q Would you p l e a s e  have  h e r  p u t  h e r  a p p e a r a n c e  on  t h e  

r e c o r d ?  

MS. HARTLEY: S h e l b a  H a r t l e y ,  4076 Union Hal l  

Place, J a c k s o n v i l l e ,  F l o r i d a  32205, t e l e p h o n e  number 

(904)  384-2222, e x e c u t i v e  v i c e  p r e s i d e n t ,  Communication 

Workers of America, Local 3106. 

MS. RICHARDSON:  Thank you. 

BY MS. RICHARDSON:  

Q M s .  Bond, have  you d i s c u s s e d  y o u r  p o s s i b l e  

q u e s t i o n s  o r  a n s w e r s  here t o d a y  w i t h  anyone  o t h e r  t h a n  y o u r  

a t t o r n e y  o r  c o u n s e l  f o r  S o u t h e r n  B e l l ?  

A Not t h a t  I ‘ m  aware o f .  

Q D i d  you a t  any t i m e  g i v e  a s t a t e m e n t  t o  company 
- 
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investigators regarding the repair falsification case? 

A They asked me questions, yes. 

0 Do you remember when? 

A No, I don't know how far back it was. I could not 

tell you the date. 

0 Okay. Can you tell me the year? Was it ' 91 ,  '92? 

A I don't remember. 

0 YOU dot't. remember. Do you know who was in the 

room at the time with you? 

A 

Q 

there? 

A 

name. 

0 

A 

Q 

A 

Q 

A 

0 

A 

Q 

I don't remember-their names. 

Do you know their positions? Was there an attorney 

There was an attorney there, but I don't know his 

Was your supervisor there? 

no. 

Was there anybody there that you worked with? 

No. 

Was there somebody from security? 

Security was there. 

Was there anybody from the union present? 

No. 

Did you talk about that statement with anybody when 

you were through? 
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0 D i d  you go w i t h  anyone ,  r i d e  w i t h  anybody e l se  t h a t  

you worked w i t h  t o  g i v e  t h e  s t a t e m e n t ?  

A NO. 

0 Have you been  a d v i s e d  by anyone t o d a y  t h a t  you 

would n o t  be d i s c i p l i n e d  based  upon t h e  a n s w e r s  you g a v e  h e r e  

t o d a y ?  

A (Wi tness  c o n f e r s  w i t h  c o u n s e l . )  

Yes. 

Q And i f  a t  any  t i m e  you need  t o  a s k  y o u r  a t t o r n e y  a 

q u e s t i o n  o r  need t o  go o f f  t h e  record, j u s t  t e l l  u s  t h a t  a n d  

W e ' l l  go  o f f  t h e  record t o  make you c o m f o r t a b l e .  I f  a t  any 

time I a s k  a q u e s t i o n  t h a t  you d o n ' t  u n d e r s t a n d ,  j u s t  p l e a s e  

fee l  free t o  a s k  me t o  e x p l a i n .  Okay? 

A Yes. 

0 Because you need t o  b e  c o m f o r t a b l e  t h a t  y o u ' r e  

answer ing  t h e  q u e s t i o n  t h a t  I ' m  a s k i n g .  

A O k a y .  S u r e .  

Q A l l  r i g h t .  Has anybody a d v i s e d  you of p o s s i b l e  

c r i m i n a l  p e n a l t i e s  t h a t  may a p p l y  i f  you p e r j u r e  y o u r  

t e s t i m o n y  h e r e  today?  

A I need you t o  a s k  t h a t  q u e s t i o n  a g a i n .  

0 Okay. F i n e .  

D i d  anyone t a l k  t o  you a b o u t  t h e  p o s s i b l e  p e n a l t i e s  

f o r  p e r j u r y  i f  you d o n ' t  t e l l  t h e  t r u t h  here t o d a y ?  

A We were t o l d  t o  t e l l  t h e  t r u t h .  
- - 
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a Okay. What do you know about improper handling of 

customer trouble records? 

A Nothing that I ' m  aware of. 

Q Okay. Have you heard the terms "backine, up the 

time,'' Ms. Bond? 

A Yes, ma'am. 

Q Okay. And in what connection? What's your 

understanding of backing up the time? 

A You don't back up the time. 

0 But you've heard the words used. How have you 

heard them used? 

A I don't recall. 

Q You don't recall? 

A NO. 

Q Are you aware of the requirement that the company 

complete the repair on an out-of-service report within 24 

hours at least 95 percent of the time? 

A Not that I recall. 

a You're not aware of that requirement? 

A Not that I can recall. 

a Okay. You said you're a maintenance administrator. 

What do you do as a maintenance administrator? 

A Screen trouble and talk to the repairmen in the 

field. 

Q Okay. And why would you talk to the repairmen in 
- 
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t h e  f i e l d ?  

A To c lose o u t  t r o u b l e .  

a The o n e s  t h a t  t h e y ' v e  b e e n  d i s p a t c h e d  on 

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

A Uh-huh, any t r o u b l e .  

0 O r  any  t roub le .  Okay. What's a n  o u t - o f - s e r v i c e  

t r o u b l e ?  What m a k e s  a t r o u b l e  o u t  of service? 

A I t  depends  on what t h e  c u s t o m e r  r e p o r t s  and  what  

t h e  test  is. 

Q Can you de f ine  o u t  of s e r v i c e ?  

A And what t h e  customer says. 

Q Okay. Can y o u  def ine  o u t  of service f o r  me? 

A No d i a l  tone ,  can ' t  b e  cal led.  

0 Okay. Ana when you have a s e r v i c e  t e c h n i c i a n  c a l l  

you, is t h e  p u r p o s e  of h i s  c a l l i n g  t o  clear and c lose  a 

t r o u b l e ,  a n  o u t - o f - s e r v i c e  t r o u b l e ?  

A He closes  a l l  t h e  t r o u b l e s .  Whatever t r o u b l e  -- 
you know, t h e y  ca l l  i n  and close out a t r o u b l e ,  any t r o u b l e .  

a Okay. I t h o u g h t  t h a t  s e rv i ce  t e c h n i c i a n s  had a CAT 

t e r m i n a l  t h a t  t h e y  used  and  t h a t  t h e y  d i d n ' t  have  t o  c a l l  a n  

YA. Is t h a t  wrong? 

A Not a l l  of them have  them. 

a Do you know why t h e y  w o u l a n ' t  have t h e n ?  J u s t  n o t  

i s s u e d  o r  -- 
A I w o u l d n ' t  h a v e  t h a t  -- I d o n ' t  know. 

- 
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Q Do you c l o s e  t r o u b l e s  y o u r s e l f ?  

A If we s c r e e n  a t r o u b l e ,  y e s .  You know, i f  t h e  

t r o u b l e  is okay,  t h e  c u s t o m e r  s a y s  i t ' s  okay,  y e s ,  s u r e ,  we 

c l o s e  i t .  

Q Is t h a t  a test  okay you mean? 

A Any t r o u b l e .  You know, i f  t h e  t r o u b l e  is okay ,  t h e  

c u s t o m e r  s a y s  t h e  service is working  f i n e ,  s u r e .  

Q Okay. Do you a l s o  When you s c r e e n  a r e p o r t ,  do you 

decide whe the r  i t ' s  o u t  o f  service or  service a f f e c t i n g ?  

t h a t  p a r t  o f  y o u r  j o b ?  

Is 

A 

0 Okay. Do you a c t u a l l y  s t a t u s  t r o u b l e  r e p o r t s  o u t  

We have  c e r t a i n  g u i d e l i n e s  t h a t  we go by. 

of service o r  service a f f e c t i n g  when y o u ' r e  working w i t h  

them? 

A Yes. 

0 Okay. 

A But  we've g o t  g u i d e l i n e s  t o  f o l l o w .  

Q Has anyone  ever i n s t r u c t e d  you t o  s t a t u s  a r e p o r t  

t h a t  you t h o u g h t  i n  y o u r  e x p e r i e n c e  and t r a i n i n g  was n o t  

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

A Not t h a t  I ' m  aware o f ,  no. 

Q Has anyone  ever i n s t r u c t e d  you t o  back up t h e  t i m e ,  

t h e  c l e a r i n g  time, on a t r o u b l e  r e p o r t ?  

A Not t h a t  I r e c a l l .  

0 When a n  ST c a l l s  i n ,  d o  you e v e r  a s k  h i m  w h a t  t ime 
. 
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he cleared the trouble? 

A He gives us that information. 

Q But you never question him about what time service 

was restored? 

A No. Whatever he says is what we use. 

Q Okay. Do you know of any STs that have given you a 

clearing time earlier than the time that he's calling in? 

A Not that I'm aware of, no. 

0 What's a commitment time? 

A A commitment time? The time the repair service 

bureau gives the customer. 

Q And is that the time that the service is supposed 

to be restored, his phone is supposed to be fixed by a 

certain commitment time? Is that what you mean? 

A Yes. 

Q Okay. Do you know if anyone -- let me ask you 
this: Are those commitment times ever changed? 

A If the customer requests earlier, we give the 

customer what they ask for. 

Q Okay. And what if a customer asks for a later 

time? He doesn't like the time you've given him and he's not 

going to be there that day and he wants you all to come out 

tomorrow. Do you change that time then? 

A I f  the customer requests it, we do. 

0 Okay. Is there a certain status code that you use 

M A R T F  r f : F : h i T u ~  9. n q ~ n r ~ n ~ r ' ~  



1 

1 

t 

7 

F 

9 

10 

I 1  

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

15 

to do that to show that on a report? 

A I'm not  Sure what you mean. 

0 Well, you're working on a screen, right? You're 

working on a computer screen and at the top when you get a 

trouble -- what's at the top up there when you get a trouble? 
What do you see? 

A I'm not sure what you mezn, because it could be -- 
Q Well, the very first line, do you get the 

customer's name? Do you get their address on the screen? 

A Yes, uh-huh. 

Q Do you get their phone number? 

A Uh-huh. 

Q Okay. 

A And the trouble description. 

Q All right. Does a commitment time show somewhere? 

A Yes, there's a commitment time on there. 

Q All right. And then you said there's some kind Of 

screening. Is there an automatic screening, a machine 

screening before it gets to you? 

A On some troubles there are. 

Q Okay. So there may be a test code already there 

before it comes to you? 

A (Nods head.) 

0 All right. And then -- you need to answer 

A Not on all of them. 

M A R T F  c C F N T R Y  .c. ~ S S ' > ~ T C T Z <  
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Q You need to answer out loud because she cannot take 

a head nod. 

Because she can't put down nods of the head. 

She's got to have a verbal yes or  no. Okay? 

A l l  right. Now, on the automatic tests that come 

to you, is there sometimes a screen where they've already 

tested it, a line across it? 

A Yes, there's a line that has a test on it unless 

it's like test equipment busy or something like that or it 

doesn't really give a good test. 

Q Okay. And then what would your job be at that 

point looking at it? 

A You retest. 

Q You retest. Do you contact the customer? 

A You contact the customer and try to determine 

whether the trouble is inside or out, depending on what the 

customer says, and then you determine, you know, whether you 

send it in or  dispatch out. 

Q Okay. When you say "send it in," do you mean the 

central office? 

A Central office. 

Q It may be a central office problem. When you say 

"send it out," do you mean it might go to - -  
A Like it's trouble in the field. 

Q Okay. And then that's when a service tech would 

pick it up? 
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A Right. 

Q All right. Now, when you're talking to the 

customer under this part that we're talking about and you 

say, "Well, your commitment time is for 5 : O O  o'clock today," 

and the customer says, "No, no, no, I'm not go ing  to be here 

this afternoon, I want you all to come tomorrow," do you put 

a line of status on that report to show that you've changed 

that time frcim 5 : O O  o'clock today until sometime tomorrow? 

MR. BEATTY: Objection; speculative. 

You can go ahead. 

A Well, we've changed the commitment. If the 

customer requests tomorrow, then we try to make it for what 

they want. 

Q Okay. And is there any codes, any intermediate 

status codes that you use to do that? 

A The backdate. 

0 You use a backdate code for that? 

A Yes. 

Q Okay. And on a backdate code what does that perm 

you to do then, change the time? 

A You know, you use backdate codes to say, you know 

like customer requests such-and-such a date and time. 

t 

Q Have you ever used a CON no code, C-0-N, carry-over 

no code to change that commitment time? 

A I don't remember what a CON Code is. 

M A R I E  C .  G E N T R Y  R ASSOCTATES 
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Q But you've heard of one? 

A I've heard of it, but I don't know what it is. 

Q Have you ever used one? Do you remember ever using 

one? 

A Not that I recall. 

0 Would you ever change a commitment time without 

talking to the customer? 

A No. 

Q Have you ever heard of anyone being asked, any MA 

being asked to change commitment times on reports without 

contacting the customer? 

A Not that I recall. 

0 Have you ever heard of anybody doing that on their 

own, just changing the commitment time without contacting the 

customer. 

Q Not that I recall. 

Ms. Bond, I'm going to show you a document ana then 

we'll go off the record and you'll have plenty of time to 

look at it and talk to your attorney about it before we go 

back on the record, but I'm going to introduce it for the 

record first. 

This is filed by the company on April lst, 1993 in 

response to Preliminary Order No. PSC-93-0263-PCO-TL entered 

on February 19,  1993,  and out of this list of  about 650 names 

I think you're going to be here as No. 4 4 .  S o  when we 50 
F 
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back on the record, the first thing I'll need from you is 

whether or  not that is your name, okay, this is you, and then 

I'll have a couple of questions about it. 

So I'm going to go off the record now and let you 

look at it and ask any questions you need to and then we'll 

go back on the record. 

( O f f  the record.) 

BY MS. RICHARDSON: 

0 Ms. Bond, is that your name on this document? 

A Yes. 

Q Okay. 

A 44. 

Q And under your name it lists No. 1.  Would you read 

No. l ?  

A Backing the clear or the closed time, including 

special service -- oh, excluding special service. 
0 Okay. Do you have any idea why your name would be 

on that report? 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

MR. YOKAN: Go ahead and answer it. 

A No. 

0 Do you know anything about backing up clearing 

times on reports? 

A NO. 
c 
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Q Uould you look at the next number by your name, I 

think it's No. 1 1 ,  and read that. What is No. 1 1 ?  

A Improper preparation of trouble reports or improper 

activ ty generally. 

Q Uhat do you know about improper preparation of 

trouble reports? 

MR. BEATTY: I object. It's been asked and 

answered. She's already indicated she knows nothing 

about it. 

You can proceed. 

A I don't know anything. 

0 What about improper activities generally? 

A I know nothing. 

Q Do you have any opinion as to why that number and 

that information would be by your name? 

MR. BEATTY: Objection to the form of the question. 

It calls for speculation. 

A No. 

Q How long have you been a maintenance administrator, 

Ms. Bond? 

A I'm not sure. 

P When did you start with the company? 

A 1961. 

Q 1961. And were you a maintenance administrator 

then? 
- 

m 4 R T F  r C F M T D V  r ~ ~ C I ~ C T ~ T C C  



0 What was your position in 1961? 

A Operator. I started as an operator. 

0 Long distance? Local? 

A Local. 

21 

Q Do you know approximately what time frame you 

1 became a maintenance administrator? Early '80s; ' 81 ,  '82, 

' 8 5 ?  

A I'm not sure. 

Q The  OS? 

A I don't remember. 

Q Well, we're going to make it even tougher. Who is 

your first-level manager right now? 

A Basil Vann. 

0 And how long has M r .  Vann been your first-level 

manager? 

A I don't remember. 

Q About a year, couple of months, two years? 

A I don't know. I'd have to guess at it. 

Q Well, it's okay as long as you get round figures 

and you tell me it's a guess, okay, you're guessing that he's 

been here f o r  a year or two years as your first-level 

manager. I won't hold you to specifics if  you tell me you're 

guessing that it is. 

MR. YOKAN: O f f  the record. 
-- 
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(Off the record.) 

A I have no idea. 

Q khat other first-level managers have you had that 

you can recall? Who else has been a first-level manager? 

A I can't remember. 

0 Who is your present second-level manager? 

A Bruce -- I can't think of his last name. 

MS. HARTLEY: Higgins. 

A Higgins. 

Q And do you know about how long Mr. Higgins has been 

your second-level manager? 

A Approximately a week. 

Q Who was it before Mr. Higgins? 

A Jim Keels. 

0 Do you remember any other second-level managers 

before Mr. Keels? 

A I do, but I don't recall their names. 

Q . Have you been in Jacksonville as a maintenance 

administrator -- excuse me. Have you been in Jacksonville 

since 1961? 

A Yes. 

Q Has all of your experience as a maintenance 

administrator been in Jacksonville? 

A Yes. 

0 Who is your operations manager at this time? 
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A I can't think of his name. 

0 Is it Mr. Rupe? 

A Rupe. 

0 Robert Rupe? 

A (No response.) 

0 Okay. We're going to ask you a real hard one. Do 

you know who your general manager is? 

A No. 

0 Has Mr. Rupe been your operations manager this 

whole time that you've been in Jacksonville? 

A No. 

0 

Mr. Rupe? 

Do you know any other operations managers before 

A I don't recall their names. 

0 Before we went off the record you indicated to me 

that you might backdate to change a commitment time at a 

customer request, use a backdate code; is that correct? 

A Uh-huh. 

0 

time? 

Can you use a backaate coae to change a closing 

A Run that by me again. 

Q Okay. That's fine. See if you can relax. It will 

help you remember, I think. 

Can you use a backdate coae to change a closing 

time? 
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A Not t h a t  I ' m  aware o f .  

0 Can you change  a b a c k d a t e  code  t o  e n t e r  a new 

r e p o r t ,  j u s t  change  t h e  r ece ip t  time on  a r e p o r t ?  

A Do w h a t ?  Change t h e  -- 
Q The r e c e i p t  time, t h e  time a r e p o r t  was a c t u a l l y  

r e c e i v e d .  Can y o u  u s e  a b a c k d a t e  code t o  change  t h e  r e c e i p t  

t i m e ?  

A I d o n ' t  know. 

Q Okay. Giell, l e t  m e  a s k  you  t h i s :  Have you e v e r  

h a d  occasion where when y o u  were s t a r t i n g  on t h e  r e p o r t  you  

J u s t  messed up t h e  t y p i n g  so b a d l y  t h a t  you  needed  t o  j u s t  

e l i m i n a t e  or  exc lude  t h a t  report  a n d  s t a r t  it  a l l  o v e r  a g a i n  

SO t h a t  you  could g e t  e v e r y t h i n g  i n  t h e r e  c o r r e c t l y ?  

A I d o n ' t  remember. 

Q DO you know of  a n y o n e  e l s e  who's ever, you know, 

maybe a f irst  time person who w a s n ' t  r ea l ly  familiar w i t h  t h e  

s y s t e m ,  j u s t  r e a l l y  mess i t  u p  so b a d l y  t h a t  t h e y  had t o  j u s t  

e x c l u d e  t h a t  r e p o r t  and  open  up  a brand-new one and p u t  

e v e r y t h i n g  back  i n  so t h a t  i t  would b e  c o r r e c t ?  

A I d o n ' t  remember. 

Q Do you know what  a t r o u b l e  e n t r y  s c r e e n  is? 

A T r o u b l e  e n t r y ?  Y e s .  

Q O k a y .  And what  does a t r o u b l e  e n t r y  s c r e e n  d o  f o r  

you? 

A I f  a cus tomer  r e q u e s t s  t o  change  a commltment, i f  
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t h e  cus tomer  i s n ' t  g o i n g  t o  b e  there  a c e r t a i n  d a y ,  t h e n  

t h a t ' s  what you change  y o u r  commitment on .  

Q The t r o u b l e  e n t r y  s c r e e n ?  . 

A Uh-huh. 

Q And d o  you c a l l  up a p a r t i c u l a r  l i n e  number w i t h  

t h e  t r o u b l e  e n t r y  s c r e e n ?  I n  o t h e r  words ,  do  you  e n t e r  t h e  

t r o u b l e  l i n e  a n a  t h e n  t h e  t r o u b l e  e n t r y  s c r e e n  comes up?  Is 

t h a t  how it  works? 

A I ' m  n o t  s u r e  what you  mean. 

Q How do you g e t  t h e  t r o u b l e  e n t r y  screen? 

A You h i t  a b u t t o n .  

Q S p e c i f i c a l l y  i t  s a y s  " t r o u b l e  e n t r y  s c r e e n "  a n d  you 

p r e s s  it? 

A Uh-huh- 

Q Okay. Are you on t h e  l i n e  w i t h  t h e  c u s t o m e r  a t  t h e  

time you do  t h a t ?  

A You t a l k  t o  t h e  c u s t o m e r  and t h e n  you d o  i t  i f  t h e  

c u s t o m e r  r e q u e s t s  a d i f f e r e n t  time. You d o n ' t  d o  it r i g h t  

when y o u ' r e  t a l k i n g  t o  them. You do  it  as  soon  as  you g e t  

o f f  t h e  l i n e  w i t h  t h e  cus tomer .  

Q And when t h e  cus tomer  c a l l s  i n ,  do  t h e y  come 

t h r o u g h  t h e  CRSAB o r  d o  t h e y  come t o  you d i r e c t l y ?  

A T h e y  c a l l  t h e  CRSAB and t h e n  we g e t  -- t h e  r e p o r t s  

come i n  t o  us .  

0 On y o u r  s c r e e n ?  
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Yes, uh-huh. 

Okay.  So you 've  a l ready  g o t  t h e  r e p o r t  on y o u r  

Yes. 

A l l  r i g h t .  And t h e n  you h i t  t h e  t r o u b l e  e n t r y  

No. 

Because  you 've  a l r eady  g o t  t h e  r e p o r t ?  

No. I t h i n k  we're t a l k i n g  a b o u t  two d i f f e r e n t  

t h i n g s .  

0 I t h i n k  we are. 

Have you e v e r  had o c c a s i o n  t o  create a t r o u b l e  

r e p o r t  from s c r a t c h ?  

A I d o n ' t  remember. 

0 Have you ever h e a r d  o f  anyone  j u s t  c r e a t i n g  t r o u b l e  

r e p o r t s  from s c r a t c h  i n s t e a d  of coming t h r o u g h  t h e  CRSAB, 

t h e y  j u s t  create them? 

A I d o n ' t  recal l .  

Q You d o n ' t  r e c a l l ?  

A (No r e s p o n s e . )  

Q Do you know i f  t h a t ' s  p o s s i b l e ?  Do you know i f  

i t ' s  p o s s i b l e ?  

A ( P a u s e . )  

Q Do you know i f  i t ' s  p o s s i b l e ?  

A S u r e .  
- 



- .  

c 1 

.I - 
A 

5 

6 

7 

B 

9 

IO 

1 1  

I2 

13 

I4 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

27 

Q Okay. Now, when you create a report from scratch, 

would you ever use a backdate if you're creating a report 

from scratch? 

MR. BEATTY: Objection to the form of the question. 

It is at least in my mind ambiguous. 

BY MS. RICHARDSON: 

Q You can still answer if you can. 

MR. YOKAN: Did you understand the question? 

THE WITNESS: I'm not sure. 

MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

Q If you need to create a report from scratch, woula 

you ever use the backdate code to do so? 

A We have guidelines for that. 

Q Okay. And what does your guideline tell you for 

backdate when you create reports? 

MR. BEATTY: Objection to the -- 
A I would have to have the sheets in front of me. 

MR. BEATTY: Excuse me. Objection to the form 

of the question as leading and it presumes facts that 

I don't think are quite right. 

BY MS. R I C H A R D S O N :  

Q Have you ever heard of a supervisor or manager 

changing reports over the weekend? 

A Not that I'm awzre of. 
. - 
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Q Let's go back to no access. Do you know what a no 

access is? 

A Yes. 

Q Okay. Would you briefly tell me what a no access 

is? 

A The repairman goes out and no one is home, then 

they leave a tag on the door. 

Q Okay. 

A I mean if they have to get inside, if they can't 

repair from the outside. 

Q Do you know if that no access stops the clock, the 

repair clock on that report? 

A Not that I'm -- I'm not sure. 

0 Have you ever heard of anyone using a no access to 

stop the repair clock? 

A Not that I'm aware of, no. 

Q Okay. Ms. Bond, I'm going to show you another 

document. Okay. This is entitled Citizens Third Set of 

Interrogatories dated June 6, 1991, Item No. 1. An 

interrogatory is a written question that we have asked the 

company to answer and they have given us a written answer. 

Okay. Instead of us sitting across the table and talking to 

the company, we send them a question in writing and they get 

it and they look at it and take some time and then they send 

us an answer in writing. That's what an interrogatory is. 
- 
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A l l  right. 

questions you need to ask, you can ask your questions. 

Basically we asked the company for the names of any 

employees that have knowledge about falsifying times on 

reports and this is the company's response. 

And so we'll go off the record and let you look at 

it. And the reason it's folded under is everything else is 

confidential. The stuff I'm showing you is open to your 

inspection. 

M R .  BEATTY: Again, for the record, the company's 
~. ~~ . . .  

~ . "  . . . . . .  ~ . . ~ ~ ~  . 

have knowledge about the information listed below the 

name of each individual. 

(Off the record.) 

MS. RICHARDSON: We're back on the record. 

BY MS. RICHARDSON: 

9 

document? 

A Yes. 

0 



5 

1C 

1 1  

12 

13 

I4 

15 

16 

17 

18 

19 

20 

2 1  

22 

23 

24 

25 

30 

A Uh-huh. 

Q 

What do you know about backing up clearing times? 

MR. BEATTY: Objection. It's been asked and 

answered. 

A I don't remember. 

0 You don't remember anything? 

A No. 

Q Does that mean -- 
A I don't recall. 

Q -- that you may have known something at one time 
but you don't know it today? 

A I don't recall. 

A I don't recall. 

Q What do you know about instructions to back up 

clearing times? 

MR. BEATTY: Objection. It's been asked and 

answered. 

A I don't remember. 

Q Does that mean that you may have known something at 

>ne point and you just don't know it today? 
- 
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A What do  you mean? 

Q A l l  r i g h t .  Is t h e r e  a p l a c e  on  t h e  c l o s e - o u t  

s c r e e n  where you c a n  e x c l u d e  a r e p o r t ?  

A Yes. 

Q Okay.  I d o n ' t  h a v e  enough of t h e s e  t o  make  a n  

e x h i b i t  so we'll j u s t  u s e  them for  r e f e r e n c e  i f  we c a n .  T h a t  

w i l l  b e  one f o r  you t o  look  a t .  I ' m  so r ry .  I o n l y  have  

t h r e e  o f  t h e s e .  

Okay. T h i s  is from I n i t i a l  T r a i n i n g  f o r  

I n s t a l l a t i o n  and  Main tenance  C e n t e r  P e r s o n n e l  T r a i n i n g  

Handbook i s s u e d  2 Sep tember  1990, B e l l S o u t h ,  and  on t h e  

s e c o n d  page  i t  shows -- t h i s  is n o t  t h e  one  I want.  I ' m  

s o r r y .  T h i s  may n o t  be  i t ,  b u t  l e t ' s  l o o k  a t  i t  anyway .  

We'll t r y  i t .  I t ' s  t h e  MMA d i s k  m a s k .  Is t h i s  a t  a l l  

s i m i l a r  t o  a s c r e e n  t h a t  you h a v e  worked w i t h ?  

MR. BEATTY: O b j e c t i o n  on t h e  ground o f  r e l e v a n c e .  

A (No r e s p o n s e . )  

Q Have you,  as  a m a i n t e n a n c e  a d m i n i s t r a t o r ,  been  
I I  

3 1  

A I d o n ' t  r eca l l .  

Q Has a manage r  e v e r  i n s t r u c t e d  you t o  c o n t a c t  them 

before c l o s i n g  o u t  o u t - o f - s e r v i c e  r e p o r t s ?  

A I d o n ' t  r eca l l .  

Q Have you h e a r d  o f  anyone  e x c l u d i n g  -- wel l ,  l e t ' s  

s t a r t  o f f  -- w h a t ' s  a n  e x c l u d e  -- what happens  when you 

e x c l u d e  a r e p o r t ?  
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responsible for dispatching troubles? 

A What was the question? 

0 That's fine. As a maintenance administrator have 

you ever been responsible f o r  dispatching troubles? 

A We dispatch to the repairman. 

0 You dispatch. Okay. And this particular mask or 

screen, is this a dispatching mask? 

MR. BEATTY: I object. The document speaks for 

itself. Furthermore, there's been no predicate as to 

this witness's knowledge about this document or 

anything depicted in this document. 

MS. RICHARDSON: Really I have only one question. 
I just need to know then. 

BY MS. RICHARDSON: 

0 If you look unaer FST, final status line, on that 

where there's an X. Okay. When you exclude a report, is 

that the kind of exclude that you deal with where you enter 

information on your screen where there's an X to exclude? 

MS. BEATTY: Objection to the form of the question. 

It's ambiguous. 

You can respond if you can. 

MA. YOKAN: Let's go off the record one second. 

(Off the record.) 

MR. YOKAN: Let's go back on the record. 

The question that I understand that Ma. Bond is 
- 
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being asked is whether an X appears on her screen if 

something happens to be excluded. 

Is that -- 
MS. RICHARDSON: Yes, that's close enough. 

THE WITNESS: Yes, it's on there. 

MR. BEATTY: I'm sorry. The answer was what? 

MS. RICHARDSON: Yes. 

BY MS. RICHARDSON: 

Q Now, when you place an X when you exclude a report, 

what happens to the report? 

A You're closing it. 

Q You're closing it? 

A Uh-huh. 

0 Okay. Is it proper to exclude an out-of-service 

report? 

MR. BEATTY: Objection. It calls for a legal 

conclusion. 

A (No response.) 

0 Okay. Based upon your training and your experience 

and your knowledge as a maintenance administrator, do you 

consider it proper to exclude out-of-service reports? 

MR. BEATTY: Objection. It still calls for a 

lega 1 conclusion. 

MR. YOKAN: You can go ahead and answer. 

A We just have the guidelines that we g o  by and you 
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f o  1 low t h o s e .  

Q O k a y .  Have you ever e x c l u d e d  a n  O u t - O f - S e r V i C e  

r e p o r t ?  

A Not t h a t  I ' m  aware o f .  

0 Okay. Would you ever e x c l u d e  a n  o u t - o f - s e r v i c e  

r e p o r t ?  Are t h e r e  c o n d i t i o n s  u n d e r  which you would? 

MR. BEATTY: O b j e c t i o n ;  s p e c u l a t i v e .  

A We have  c e r t a i n  g u i d e l i n e s  t h a t  we h a v e  t o  fol low.  

0 Okay. What k i n d  of r e p o r t s  h a v e  you e x c l u d e d ?  

MR. BEATTY: O b j e c t i o n .  I t 's  been  a s k e d  a n d  

answered.  S h e ' s  i n d i c a t e d  s h e  neve r  e x c l u d e d  it. 

A I would have  t o  look  a t  a s h e e t .  

0 Okay. Do you know of anyone  who h a s  ever e x c l u d e d  

a n  o u t - o f - s e r v i c e  r e p o r t  t o  keep  i t  from b e i n g  c o u n t e d  i n  t h e  

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

A Not t h a t  I recal l .  

Q Do you know what a T e s t  OK is, Ms. Bond, a T e s t  OK? 

A Yes. 

Q What 's  a T e s t  OK? 

A I t ' s  a l i n e  t h a t  t h e r e ' s  n o t h i n g  wrong w i t h .  

Q The t r o u b l e  r e p o r t i n g  l i n e  h a s  n o t h i n g  wrong w i t h  

i t ?  

A Yes, I f  t h e  service i s  working  okay.  

0 All r i g h t .  And is t h e r e  a s p e c i f i c  code  t h a t  y o u  

u s e  to c l o s e  a r e p o r t  t o  T e s t  O K ?  

- 
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c A I'm not sure. 

Q If it says Test OK report, you find that it's Test 

OK, you talk to the customer, would you ever status that 

report as out of service? 

MR. BEATTY: Objection; speculative. 

MR. YOKAN: You can answer it if you understand 

what she's asking you. 

THE WITNESS: Run it by me again. 

BY MS. RICHARDSON: 

Q Can you give me any idea how long you've been a 

maintenance administrator, how much experience you've had? 

A I don't recall when I started as an MA. 

Q Has it been five years at least? 

A I would have to guess. 

Q Okay. Were you a maintenance administrator in 

1992? 

A Yes. 

Q Were You a maintenance administrator in 1991? 

A I don't remember how far back it went. I'm sure. 

Q Ms. Bond, do you know of anybody who's violated 

company procedures in handling trouble reports? 

A Mot that I'm aware of. 

0 In your experience and your training as a 

maintenance administrator, have you seen anyone who has 

deliberately miscoded a trouble report? 
II - 
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A Not that I ' m  aware of. 

0 Has anyone ever instructed you to code a trouble 

report in a way that you thought, based on your training and 

experience, was improper? 

A Okay. Say that again. 

Q Based on your experience and the training that 

you've had as a maintenance administrator, has anyone 

directed you to use codes on a trouble report that you 

thought was improper? 

A Not that I remember. 

0 Do you know of anybody who's ever used someone 

else's employee code? 

A Not that I remember. 

a Have you ever worked in sales? 

A Ever worked in sales? I don't know what you're 

talking about. 

0 Has anybody ever asked you to sell products or 

services for the company? 

A They asked me to sell. 

Q Who asked you to sell? 

A I don't remember. 

Q Do you remember about when this was that y o u  were 

isked to sell? 

A No. 

0 Was it in the   OS, sometime in the   OS? 

I 
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I d o n ' t  remember. 

Was i t  j u s t  t h i s  p a s t  y e a r ,  s i n c e  J a n u a r y ?  

No. 

Was i t  before  J a n u a r y  of ' 9 3 ?  

I c a n ' t  recal l .  

Okay .  

I d i d n ' t  l i k e  s e l l i n g .  I d i d n ' t  s e l l .  

So you d i d n ' t  s e l l ?  

(No r e s p o n s e . )  

Did you t e l l  whoever  a s k e a  you t h a t  you would n o t  

D i d  you  a g r e e  t o  h e l p  s e l l  f o r  t h e  company? 

D i d  I t e l l  them I w o u l d n ' t  s e l l ?  

Yes. 

No. 

Okay. Do you remember what i t  was t h e y  a s k e d  you 

-- how t h e y  a s k e d  you t o  go a b o u t  s e l l i n g ?  

A I d o n ' t  recall .  

0 Did you g e t  a n y  t r a i n i n g  f o r  t h e  s a l e s ?  

A Not t h a t  I remember. 

0 Do you know i f  you were o f f e r e d  a n y  p r i z e s  o r  

awards i f  you h e l p e d  s e l l ?  

A I d o n ' t  remember.  

0 A l l  r i g h t .  Ms. Bond, I t h i n k  I ' v e  e x h a u s t e d  my 

q u e s t i o n s  f o r  you. 

h a v e  a n y  q u e s t i o n s  and maybe M r .  B e a t t y  or  y o u r  a t t o r n e y .  

I'm g o i n g  t o  l e t  P u b l i c  Counsel  i f  t h e y  

- 

M A R I E  C.  G E N T R Y  & ASSOCIATES 



1: 

1: 

1. 

1: 

11 

I: 

1i 

15 

2( 

21 

2: 

2: 

2 i  

2s 

Thank y o u  for being here today. 

MS. WILSON: Public Service Commission has no 

questions. 

MR. BEATTY: I have none. 

MR. YOKAN: Nor does her counsel. 

38 

(Witness excused.) 

(Whereupon, the deposition concluded at 3:13 p.m.1 
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AFFIDAVIT OF DEPONENT 

This is to certify that I, LORRETTA BOND, have read 
' the foregoing transcription of my testimony, Page 6 through 

38 ,  given on May '1, 1993, in Docket Nos. 910163-TL ana 

910727-TL, and find the same to be true and correct, with the 

exceptions, and/or corrections, is any, as shown on the 

errata sheet attached hereto. 

LORRETTA BOND 

Sworn to and subscribed before me this 

- day of , 1993. 

NOTARY PUBLIC 
State of Florida. 
My Commission Expires: 

MARIS C. GENTRY & ASSOCIATES 
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STATE OF FLORIDA ) 
CERTIFICATE OF OATH 

COUNTY OF DUVAL ) 

I, the undersigned authority, certify that Lorretta 

Bond personally appeared before me and was duly sworn. 

WITNESS my hand and official seal this &-day xl: 
of' June, 1993. 

Expires: 1/21/97 

MARIE C .  t iENTRY & A S S O C I A T E S  



STATE OF FLORIDA) 

COUNTY OF DUVAL 1 

4 1  

CERTIFICATE OF REPORTER 

1, Marie C. Gentry, Court Reporter, 

DO HEREBY CERTIFY that I was authorized to 

and did stenographically report the foregoing 

deposition of Lorretta Bond; 

I FURTHER CERTIFY that this transcript, 

consisting of 38 pages, constitutes a true record of the 

testimony given by the witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, 

nor am I a relative or employee of any of the parties' 

attorney or counsel connected with the action, nor am I 

financially interested in the action. 

DATED this &/day of June, 
>77!!&,:, ( 1 
Marie C. Gentry, 
Telephone No. (904)  264-29 

STATE OF FLORIDA) 

COUNTY OF DUVAL ) 

The foregoing certificate was acknowledged 

before me this /day +i" of June, 1993, by Marie C. Gentry, 

who is personally known to m e .  

M A R I E  C. GENTRY & ASSOCIATES 
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- I  S T I P U L A T I O N  _ _ _ _ _ _ _ _ _ _  

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 
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JANET R.  W I L L I S  

a p p e a r e d  as a w i t n e s s  a n d ,  a f t e r  b e i n g  d u l y  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as f o l l o w s :  

E X A M I N A T I O N  

BY MS. RICHARDSON:  

Q Ms. Willis, I ' m  g o i n g  t o  a s k  you -- e v e n  t h o u g h  

y o u r  name is f a i r l y  s i m p l e ,  I s t i l l  want t o  make s u r e  we g e t  

it a c c u r a t e l y .  If you would s t a t e  y o u r  name and t h e n  s p e l l  

i t  f o r  her. 

A Jane t  Willis. 

Do you want m e  t o  s p e l l  t h e  f irst  and  last? 

Q Yes. 

A J-a-n-e-t W-i-1-1-i-s. 

Q Thanks.  And y o u r  a d d r e s s ,  p l e a s e ?  

A 3100 Emerson, J a c k s o n v i l l e .  

Q And t h e  Z I P  code? 

A I d o n ' t  know. 

Q Okay. And y o u r  phone number? 

A 393-9524. 

MS. R I C H A R D S O N :  And, M r .  B e a t t y ,  j u s t  based  on  

our  p r i o r  d i s c u s s i o n s ,  I have n o t  been  a s k i n g  for  home 

adaresses a n a  phone numbers b e c a u s e  you 've  o b j e c t e d  i n  

. _  t he  p a s t ,  b u t  I ' m  a s suming  t h a t  you also w i l l  a c c e p t  

t h e  s u b p o e n a s  a n d  se rv ice  o f  p r o c e s s  f o r  t hese  p e o p l e ?  

MR. BEATTY: Yes, of  c o u r s e .  
- 
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MS. RICHARDSON: Okay. S o  I won't ask for it now. 

BY MS. RICHARDSON: 

0 

A Maintenance administrator. 

Q Okay. And how long have you held that position? 

A I believe it's been eight years. I couldn't tell 

What's your present position with the company? 

you specifically. I'd have to think back and figure out what 

year I started. 

Q All right. Has that been in Jacksonville the 

entire time? 

A In Jacksonville. 

0 Okay. Let me ask you before I qo any further, have 

you talked to anyone outside of company counsel about your 

deposition here today? 

A Specifically you mean my husband, my friends? 

Q Yes, anybody. 

A Yes. 

Q Okay. And have you talked about any possible 

questions and answers that you might be giving here today 

with any of them? 

A No. 

Q Did you at any time give a statement to company 

investigators regarding the investigation in this docket, in 

this case? 

A Yes. 
~ - 

M A R T F  r C F N T R Y  R A S S n C T B T Z S  
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Q Do you remember when you made that statement? 

A No. I couldn't tell you the month or day. 

Q Do you know maybe the year, '91, ' 9 2 ?  

A 

Q About two years ago? 

Let's see. It seems like it was two years ago. 

A Uh-huh . 
Q Okay. Do you know who was in the room with you 

%hen you made that statement? 

A Specifically? 

Q Well, not their names, but do you know their 

posit ions? 

A 

Q Okay. 

A A gentleman who works for the company in secur 

I know there were some other people that were attorneys, 

I just don't recall exactly. 

There were some attorneys with the company. 

0 Do you know if there were any supervisors or 

managers there? 

A There were not. 

Q How about union representatives? 

A There was not. 

Q Did you talk to anyone after that about the 

tY. 

but 

statement you made to the company? Did you discuss it with 

your husband? 

A No. We were told not to. 
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0 Did you talk to any of your friends about it? 

A Yes, I did. 

Q Okay. And what did you tell them? 

M R .  BEATTY: Well, just a minute, please. 

I'm going to object to the question to the extent 

that that question would elicit the substance of the 

actual interview. 

If you don't mind, can I voir dire her just for 

a brief moment on privilege -- the issue is a 
privilege and I'm going to instruct her not to answer 

this or I'm going to voir dire to see if it's okay. 

MS. RICHARDSON: Well, Mr. Beatty, it seems to me 

that confidentiality has already been breached because 

she has already stated that she has made some statement 

to another individual regarding her statement. 

M R .  BEATTY: That's not what the law says. That's 

not what the law says at all, not at all, not at all. 

That is not the law in Florida. There has been no breach 

in the privileged nature of a statement, none. 

MS. RICHARDSON: Okay. Well, then, we both 

disagree on that. 

MR. BEATTY: I think the law is very clear. The 

law speaks to this issue very clearly. 

I need to ask you. Did you talk to anyone 

resarding the substance of the interview that y o u  had 
- 

~ 
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with the attorneys and the security people? 

THE WITNESS: A s  to what I said and what -- 
MR. BEATTY: Correct. 

THE WITNESS: No, no, no. 

MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

0 What did you tell them? 

A What did I -- I honestly don't remember. That's 

been several years ago and I really don't remember, just -- 
Q D o  you know who you talked to? D o  you remember who 

you talked to? 

A Let me think. No. To give you a specific name 

that I spoke or -- you know, no. 
Q Was it someone that you worked with? 

A Uh-huh, yes. 

Q Had they also given a statement to the company? 

A I believe they did. 

Q And did they discuss their statement with you? 

A N o ,  they did not. 

MR. BEATTY: You do understand that it's important 

for the confidentiality of the statement and the 

privileged nature of the statement that you not discuss 

any matters pertaining to the statement with anyone. 

THE WITNESS: Right. 

MR. BEATTY: And I would appreciate it i f  you - 
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didn't. And I understand that you didn't talk to 

anybody about the substance, I understand that, but 

please adhere to that request. Okay? 

THE WITNESS: You mean like what we're talking 

about? Nobody has said anything about -- you mean like 
this deposition, not to repeat it? 

M R .  BEATTY: No. I'm just referencing the 

statement from the investigation that you, please, are 

not to discuss that with anyone. 

THE WITNESS: Right. Yes. 

MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

0 Were you aavised by anyone that you would not 

disciplined in reference to whatever answers you gave here 

today? 

A Yes. 

0 Has anyone advised you of possible criminal 

penalties that could apply if you perjure your testimony here 

today? 

A Yes. 

0 Ms. Willis, what do you know about the improper 

handling of trouble repair reports? 

A I guess you're going to neea to be a little more 

specific as to that question. 

Q A l l  right. Have you heard the phrase "backing up 
- 
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the time"? 

A I've heard that phrase. 

0 And what's your understanding of that? 

A Can you be any more specific than that? Because I 

mean -- 
0 Well, you've heard it. In what context have you 

heard it? 

MA. BEATTY: If you can answer the question as 

it is stated, if it's clear enough for you, then you can 

answer it. If, on the other hana, the question is not 

clear enough for you to formulate a response, then all 

you need to do is say that and I'm sure that the 

attorney will seek to structure the question so you can 

respond to it. 

THE WITNESS: Ask me the question again. 

MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

0 Where have you heard of backing up the time? 

A Where have I heard it? I really can't answer that. 

Q Have you ever had occasion yourself to back up any 

time on a trouble report? 

A That's such -- that just isn't specific enough. 
MR. BEATTY: You can tell her that. 

BY MS. RICHARDSON: 

0 Have you ever backed up a receipt time on a trouble 
- 
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r e p o r t ?  

A What you ca l l  b a c k i n s  up t h e  t i m e  and  I g u e s s  wha t  

I c o n s i d e r  c l o s i n g  a t r o u b l e  r e p o r t  as t o  when t h e  man 

c leared t h e  time and  -- s a y  h e ' s  c a l l i n g  i n  now and  i t ' s  3:OO 

o'clock and h e  t e l l s  m e  h e  cleared it a t  2 : O O  o ' c l o c k ,  t o  m e  

t h a t ' s  back ing  up t h e  time. 

Q O k a y .  And w h a t ' s  your u n d e r s t a n d i n g  when h e  s a y s  

he  cleared. t h e  t r o u b l e ?  

A He gave  t h e  cus tomer  a d i a l  t o n e .  

Q And I ' m  assuming y o u ' r e  t a l k i n g  a b o u t  a service 

t e c h n i c i a n  i n  t h e  f i e l d ?  

A R i g h t .  

Q A l l  r i g h t .  And he  would be  c a l l i n g  you t o  c l o s e  a 

r e p o r t ?  

A 

Q Okay. When h e  ca l l s ,  are you i n s t r u c t e d  t o  

A t  times t h e y  do  need  t o  c a l l  us t o  c lose  a r e p o r t .  

q u e s t i o n  hi l t  as t o  when he  r e s t o r e a  service? 

A Yes. I a l w a y s  a s k  when d i d  you c lear  t h e  t r o u b l e .  

Q Okay. Are t h e y  s u p p o s e d  t o  know t h a t  t h e m s e l v e s ,  

t h a t  t h e y ' r e  supposed  t o  g i v e  t h e  service r e s t o r a l  t i m e ?  

A Yes, as far a s  I know t h e y  do.  

0 Is t h e r e  any p u r p o s e  t h e n  i n  y o u r  a s k i n g  him? 

A I g u e s s  i t ' s  what I ' v e  a l w a y s  done .  

0 Okay. Are you  familiar w i t h  t h e  r e q u i r e m e n t  t h a t  

t h e  company r epa i r  a t r o u b l e  w i t h i n  24 h o u r s ,  a n  
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out-of-service trouble within 24 hours at least 95 percent of 

the time? 

A I don‘t know if I‘m aware o f  a percentage. 

0 But you know that out-of-services are supposed to 

be repaired within 24 hours? 

A Right. 

0 Okay. And has that always been the case the entire 

time you’ve been an MA? 

A We try to clear the troubles within 24 hours. I 

mean we try to give the customer a dial tone as soon as we 

can, as soon as we can get it. 

0 Okay. Do you know of any instance where a service 

technician has reported to you a clearing time -- let me 
rephrase this. 

Do you know of any instance where a service 

technician has reported improperly a clearing time just to 

meet that 24-hour commitment when it wasn’t really fixed 

within that period of time? 

A Not that I can remember. 

Q Have any managers ever made or emphasized meeting 

the commitment, the 24-hour commitment? 

A How do you mean that? I mean -- 
0 Well, have they emphasized it in such a way that 

you understood them to be telling you to make sure that the 

clearing time showed that it was cleared within 24 hours 
- - 
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whether or not the trouble was actually cleared within 24  

hours? 

A 

a Did anyone ever ask you to back up a clearing time 

Ask me that question again. 

just to show it cleared within 24 hours? 

A No, not that I remember anybody asking me to do 

that. 

0 Okay. Did anybody ever give you instructions so 

that you understood that's what you were supposed to do? 

A No. 

Q Has any other MA or ST ever talked to you stating 

this is what they understood they were supposed to'-be doing, 

showing a clearing time under 24 hours whether it was 

accurate or not? 

A Not that I can remember, they haven't. 

Q Can you tell me who your first-level manager is 

right now? 

A Right now? 

a Uh-huh. 

A First-level manager? Kay McDonough (phonetic). 

Q And can you spell that? 

A No. 

a K-a-y? 

A Yes. 

0 We've got that much. And M-c-D  --  
- - 
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A 0-u-g-h. It's s p e l l e d  d i f f e r e n t l y .  

a McDonough? 

A McDonough. 

0 0-n-o-u-g-h maybe t h e n ?  

A No. I t ' s  s p e l l e d  d i f f e r e n t l y .  I t ' s  M-c-D-o-u -- I 

o n ' t  know. I r e a l l y  d o n ' t .  I ' v e  seen it ,  b u t  I n e v e r  write 

er name. 

Q 

irst- 

A 

0 

A 

Q 

e r ?  

A 

Q 

We'll do i t  p h o n e t i c a l l y .  O k a y .  

And how l o n q  h a s  Ms. McDonough been  y o u r  

eve1 manager? 

S i n c e  Sep tember .  

of '92? 

Yes. 

A l l  r i g h t .  Who was y o u r  f i r s t - l eve l  manager b e f o r e  

Basi l  Vann. 

Ana h e  was y o u r  f i r s t  l e v e l  from a b o u t  when t o  ' 92 ,  

ep tember  of '92? 

A 1 r e a l l y  d o n ' t  remember. 

a Do you know a b o u t  how many years he was y o u r  f i r s t  

eve l? 

A P r o b a b l y  a round  two y e a r s .  

0 Around two y e a r s .  Do you remember any of  y o u r  

t h e r  f i r s t - l e v e l  m a n a g e r s  w h i l e  you 've  b e e n  i n  J a c k s o n v i l l e ?  

A Yes. L e t ' s  s e e .  John  Melton and  Dennis  C u r r e n .  
. 
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0 Can you s p e l l  h i s  l a s t  name? 

A C-u-r-r-e-n. 

Q Okay. 

A Ana i t ' s  go ing  back t o o  f a r .  I t h i n k  t h e  g e n t l e m e n  

t h a t  u sed  t o  b e  are r e t i r e d  now. 

Q Who is y o u r  s e c o n d - l e v e l  manager? 

A C u r r e n t l y ?  Bruce  -- h e ' s  j u s t  come i n t o  t h e  

o f f i c e .  H igg ins .  

0 H i g g i n s ?  Okay. And h e ' s  b e e n  h e r e  how long?  

A Monday. 

0 Since Monday? 

A Okay. And who was your  second  leve l  t h e n  b e f o r e  

Mr. H i g g i n s ?  

A J i m  Keels. 

Q And t h a t ' s  K-e-e-1-s? 

A Uh-huh- 

Q A l l  r i g h t .  And a b o u t  how long  h a s  Mr. Keels b e e n  

y o u r  second  level? 

A About t h ree  y e a r s .  

0 Okay. And do  you  remember any  o t h e r  s e c o n d  l e v e l s  

b e f o r e  Mr. Kee l s?  

A Yes. L e t  m e  t h i n k .  

I j u s t  c a n ' t  t h i n k  o f  h i s  name. 

Q What a b o u t  o p e r a t l o n s  manager? Do you know who 

your o p e r a t i o n s  manaser is? 
- 
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A John Balsey. 

0 And can you spell his last name? 

A Is that who you mean? 

0 I ' m  not sure. John Balsey? B-a-1-s-e-y? 

A When you say operations manager -- 
0 The district manager. 

A Oh, the district manager, no. The district 

is Mr. Rupe, Robert Rupe. 

0 Okay. And do you know who your general man 

That should be one step or so above Mr. Rupe. 

A I'm not positive. I'd say Mr. Sanders, but 

sure that's his title. 

18 

manager 

ger is? 

I'm not 

0 And do you work in some fashion for Mr. Balsey? 

Does he have any supervisory responsibilities over you? 

A No. 

0 Would you define "out of service" for me? When is 

a trouble out of service? 

A When a customer does not have a dial tone, when 

they cannot call out and they cannot be called. 

0 Okay. And is it part of your job function to 

status reports out of service or affecting service? 

A Yes. 

0 What do you base that opinion on or that statusing 

on? 

A With the customers reporting, what the customer 
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says and the way the trouble tests and when -- you know, when 
we receive the trouble and when we test it. 

0 Okay. And when is the statusing done on the 

report? At what point in the trouble repair process is that 

done? 

A It's possible the trouble is Statused by the 

computer system before it ever reaches the maintenance 

center. 

0 Okay. 

A Depending on what the customer has reported ana 

depending on how it tests at the time. 

Q All right. And if it's not done then 

automatically, then when might the next point be? 

A When we screen the trouble in the maintenance 

center. 

0 Okay. And if it's not done then and somebody is 

dispatched on an affecting service trouble, is there ever an 

occasion when a report might be statused out of service on 

closeout? 

A It's possible. It can be done. 

0 Okay. 

A Because there is a space for it to be done. 

0 You mean on the final status screen when you're 

closing a report? 

A There used to be. I'm not  even positive if there 
- - 
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is one now. There used to be, but it could be at that 

particular time -- I haven't closed one out like that, so -- 
the system changes and I'm not sure if it could be done now .. 
or not really. 

Q Okay. Was it ever sort of office practice to let 

troubles flow through the system until closeout and then 

decide if it was out of service? 

A NO. 

0 Do you know of managers maybe during. heavy peak 

periods, lots of trouble reports, bad weather conditions or 

whatever, who instructed you and other maintenance 

administrators not to status out-of-service at this time, 

we'll wait until closeout to status them? 

A No, I don't know of that being done. 

Q Okay. Have you ever had a manager tell you not to 

status any out-of-services today, period? 

A No, I've never had anybody tell me that. 

Q Have you ever heard of that being done? 

A In our maintenance center? 

0 Yes. 

A No. 

0 Okay. Do you know if a customer is.due.a rebate if 

their phone line has been out of service for more than 24 

hours? 

A Yes. 
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Okay. And how long have you been aware of that? 

Since I've been in the maintenance center. 

Okay. Do you know of any customers who've been 

a rebate because of improper handling, of their trouble 

? 

I don't know of any specific customer or anything 

specific that's been denied. 

Q Okay. Do you know generally if any customers have 

lost rebates because their trouble reports were mishandled? 

A No. I don't -- I couldn't really say. 

Q Have you ever had a manager or supervisor tell you 

that you are to get permission from them or another 

supervisor before you close out trouble reports? 

A Yes. 

0 And when was this? 

A It's been several years ago. 

0 Okay. Back in the  OS? 

A Yes, it would have been in the ' 8 0 s  probably. 

Q Was that in Jacksonville? 

A Yes. 

Q Okay. And what instructions were you given at that 

time? 

A Before we close something out, before we, I don't 

know, closed or missed a commitment, they wanted to see it. 

0 Ana what would they d o  with it? 
- - 
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A Basically they asked me, you know, what is the man 

closing the trouble to, and I would tell them, and that was 

it. 

Q You mean the disposition and cause code they would 

ask for? 

A Right. 

Q And why would they ask for that? Why -would they 

want to know the specific disposition and cause code? 

A They wanted to -- no one said. 1 mean, they just 

wanted to know what it was being closed to. 

0 Would they ever change the disposition and cause 

code? 

A No, they've never changed any that I've ever taken 

to them. 

0 Okay. Did they ever change the clearing time? 

A NO. 

Q Did they ever then, once you received the report 

before you closed it out, told you to go back and question 

the ST more closely about the disposition and cause code? 

A NO. 

Q Did they ever tell you at that point to go back and 

talk to the ST again to make sure that he hadn't cleared it 

within the 24-hour commitment time? 

A Not on any that I ever had. 

Q Okay. In y o u r  opinion was this being done for a n y  
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imprope r  pu rpose?  

A No, I d o n ' t  t h i n k  so.  

Q A l l  r i g h t .  Ms. Willis, I want t o  a s k  you a b o u t  

T e s t  OK r e p o r t s .  G e n e r a l l y  w h a t ' s  a T e s t  OK r e p o r t ?  

A If I g e t  a r e p o r t  and i t ' s  t e s t i n g  okay  now? I 

t h a t  what  you mean? 

Q Yes. So there ' s  no  t r o u b l e  on t h e  l i n e  is what  

y o u ' r e  s a y i n g ?  

A R i g h t ,  no  t r o u b l e  o n  t h e  l i n e .  

Q Okay. Is it -- i n  y o u r  e x p e r i e n c e  a n d  t r a i n i n g  

t h a t  you 've  r e c e i v e d ,  is it  p r o p e r  t o  c lose o u t  a T e s t  OK 

repor t  as o u t  of service? 

A No. 

Q Okay. Have you e v e r  had -- are you aware of a n y o n e  

t a k i n g  T e s t  OK r e p o r t s  and  c l o s i n g  them as  o u t  of s e r v i c e ?  

A Not t h a t  I ' m  aware of .  

Q Has anyone  e v e r  d i r ec t ed  you t o  t a k e  a g r o u p  of 

T e s t  OK r e p o r t s  and  c lose  them as  o u t  of s e r v i c e ?  

A no. 

Q Have you ever heard of  t h a t  b e i n g  done?  

A N O .  

0 Ms. Willis, I ' m  g o i n g  t o  show you a document f i l e d  

by S o u t h e r n  B e l l  on A p r i l  l s t ,  1993 w i t h  t h e  Commission 

e n t i t l e d  S o u t h e r n  B e l l ' s  Response t o  P r e l i m i n a r y  Order  

No. PSC-93-0263-PCO-TL e n t e r e d  on F e b r u a r y  19,  1993. And t h e  

23 
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first question I'm going to ask you will be whether you're 

No. 632 on this list of 650 names, if that is you there, 

okay, and then I will ask you some questions about it. I'm . 
going to go o f f  the record and give y o u  a chance to l o o k  at 

this document so you can familiarize yourself with it first 

and then if you have any questions of Mr. Beatty and myself 

or whatever off the record, we'll deal with that before we 

come back on. 

(Off the record.) 

BY MS. RICHARDSON: 

Q Ms. Willis, first of all, is that your name on this 

document? 

A Yes. 

Q Ana is it your understanding that your name appears 

there in reference to Southern Bell's internal investigation 

and a statement you may have given the company? 

MR. BEATTY: The document speaks for itself; 

therefore, I would object to the question. 

MS. RICHARDSON: I want to make sure that she has 

read the document and she understands what Southern Bell 

is representing as to her name on there. 

MR.  BEATTY: Again, the document does speak for 

itself. 

BY MS. RICHARDSON: 

0 Do y o u  u n d e r s t a n d  it? 
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A I know what it says. I mean -- 
0 Okay. Then let me ask you: By your name appears a 

series of numbers. 

A Uh-huh. 

Q Okay. And one of those numbers, I believe, is a 1.  

And what does 1 reference on here? 

A Backing up clear or close time. 

0 Okay. What do you know about backing up clear and 

closing times? 

MR. BEATTY: Objection to the form of the question. 

It's ambiguous. And, furthermore, it's repetitious. 

It's been asked and answered. 

BY MS. RICHARDSON: 

0 YOU can stiil answer it. 

A Basically what we talked about before, the time the 

men close out the troubles. 

0 Okay. Do you know whether or not -- do you have 
any opinion as to whether or not that's what that references 

in terms of your information? 

M R .  BEATTY: If you know. 

A I don't really know. 

0 Okay. I think under your name also appears the 

number 8. And what is NO. 8? 

A Instructions not to status out of service or not 

statusing out of service. 
- 
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0 Okay. And what do you know about not statusing out 

of service? 

MR. BEATTY: Objection. It!s been asked and 

answered. 

A From what I‘ve mentioned before. What do you mean 

what do I know about not statusing? 

0 Okay. Do you have any opinion as to why that 

appears by your name on this document? 

MR. BEATTY: If you know. 

A NO. 

0 Okay. I think No. 9 also appears by your name. 

What is that one? 

A Test OK is statused out of service. 

Q And do you know of anyone who has statused Test O K s  

as out of service? 

MR. BEATTY: Objection. It’s been asked and 

answered. 

A NO. 

0 Do you have any opinion as to why that might be 

after your name on this document? 

MR. BEATTY: If you know. 

A No, I really don‘t. 

0 Okay. I believe after your name is No. 25, service 

orders. 

A Uh-huh. 
~ . 
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Q Okay. Do you know of anyone who has improperly 

handled service orders? 

A No, I don't. 

0 Do you have any opinion as to why that might be 

after your name on this document? 

MR. BEATTY: If you know. 

A No. 

0 Is there a requirement that service orders, new 

service be installed within a certain period of time? Do you 

know? 

A No. 

Q As an MA do you deal with service orders at all? 

A Yes. 

0 How do you deal with service orders? 

A Currently that's what I'm working with in my job 

right now. I test service orders in the mornings before -- 
to see if there's any trouble on them to see if there's any 

trouble basically, whether the trouble be in the central 

office or outside. 

Q Okay. At what point in the installation process do 

you test? 

A Before they're ever dispatched. 

0 Okay. And what's the purpose of your testing them 

before people are dispatched to install? 

A What we're looking for is when that repairman or - 
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when that installation guy goes out there, we Want him to 

have dial tone, so we want to be sure everything is 

programmed and everything is wired so that when he goes out , 

there he’s got dial tone. 

Q Okay. Have you found in the processing of service 

orders by service technicians any falsification Of those 

service orders? 

A None that I know of. 

0 I think No. 27 is also by your name. And what is 

that? 

A 

Q Okay. Do you have any opinion as to why that 

Supervisor involvement in closing troubles. 

appears by your name? 

MR. BEATTY: If you know. 

A No, I really don’t. 

Q All right. I’m going to show you one more document 

and this document is Public Counsel’s third set of 

interrogatories dated June 6 ,  1991, Item No. 2. An 

interrogatory is a written question and we ask the company a 

question in writing and then the company responds to us and 

gives us an answer in writing. Okay? And we asked them for 

information or the identities of employees, tell us which 

employees had knowledge about falsify ing commitment times on 

repair reports, and so on, and the company responded with 

this particular document 
- 
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this. 

it and ask M r .  Beatty any questions about it, 

And I'll go off the record and give you time to read 

and the first 

further. 

And the reason it's folded the way it is is that 

all the information underneath what you see is considered 

confidential by the company and we're presently contesting 

that. 

yet. 

ruling. 

We don't think it is, but there's been no ruling on it 

Okay? So we're holding it confidential until we get a 

MR. BEATTY: For the record, Ms. Willis, the 

company responds -- the company responded by providing 
. .  ~~. . .  ~. ~ ~ . . .  . .  . 

i 
.c_i__i-l~-.- - ~ ~~ ..__ ". 
i~ 

... . ,~ i . .. .. ~ 

(Off the record.) 

BY MS. RICHARDSON: 

Q 

document? 

A Yes. 

Q 
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MR. BEATTY: If you know. 

A No, I don't know. 

Q Other than what you have already responded to me on, 

my questions regarding backing up clearing times, is there 

any other information that you may have? 

A No. 

Q Do you know who your union president is? 

A Yes, if I can think. I know, but I just can't 

think of his name. 

Q That's okay. Do you know who your union steward is 

in the shop? 

A In our office? 

Q Uh-huh. 

A Yes. There's two in our office, Violet Willis and 

Edna O'Daniel. 

Q Okay. And do you know if any other employee has 

filed a grievance regarding instructions they've been given 

for hanaling trouble reports? 

A I don't know of any. 

0 Okay. Have you ever filed a grievance yourself in 

terms of how you were told to handle trouble reports? 

A No. 

0 Has the test center ever had occasion to call a 

service technician who's working on an out-of-service report 

and tell the ST that they just closed that trouble and he's . 

t i n a r c  r r - c h i ~ n v  P I T T ~ ~ T ~ T C ~  
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to stop doing whatever he's doing and move on to the next 

p r ob lem? 

MR. BEATTY: Objection to the form of the question. 

It's ambisuous. 

You can respond if you can. 

A Not that I'm aware of. 

Q Ms. Willis, is there in your office where you're 

working with the other MAS, is there any kind of electronic 

bulletin board or message board in your office where managers 

can send messages to the whole office? 

A There's something similar to that, yes. 

Q Do you have a name for that? Do you know what 

that's called? 

A NO. 

Q I can't figure out what it's called either. Okay. 

On that board -- about how long has that board been 
in this office? Is that fairly new or has it been there 

awhile? 

A Several years. 

0 Okay. Have you ever received instructions on that 

board from managers for handling trouble reports? 

A NO. 

Q Have you ever seen an instruction, say, during 

heavy weather or heavy rain for use a certain disposition or 

cause codes on those trouble reports? 
- 
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A No. 

0 Have you heard any supervisors or managers talking 

about missing the index? 

A I have, yes. 

Q Okay. Have you ever heard them talking about 

having to meet the index? 

A Yes. 

0 Okay. And when they talked about missing the 

index, what was the kind of conversation that you heard? 

M R .  BEATTY: Objection; hearsay. 

You can respond if you can. 

BY MS. RICHARDSON: 

0 Were they worried? 

A N o .  I can't -- that's hard to respond to. The 

question is not that -- 
0 Okay. Did you ever overhear any of them discussinq 

ways of making up the index, being able to meet it before the 

month ran out? 

MR. BEATTY: Objection; hearsay. 

You can respond if you can. 

A No. Mostly, I guess, the information or feedback 

is just for general knowledse, just, you know, this is what's 

happened, this is, you know, where it's at, where we stand, 

but just more for general knowledge than -- you know - -  
0 Did you ever hear them say we need X number of 

- - 
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r e p o r t s  t o  meet t h e  i n d e x ?  

A No. 

0 Ms. Willis, have  you ever p a r t i c i p a t e d  i n  sa les  

campaigns  for t h e  company? 

A Yes. 

0 And when d i d  you  h e l p  s e l l ?  

A I n  t h e  m a i n t e n a n c e  c e n t e r ?  

Q Yes. 

A 

P I n  t h e  ' 8 0 s  sometime? 

A P r o b a b l y  i n  t h e  '809, yes. 

0 Can you s a y  maybe e a r l y   OS, la te   O OS? 

A P r o b a b l y  toward t h e  l a t e  '80s. 

0 Okay. And were you ever e l i g i b l e  for  p r i z e s  o r  

I t ' s  p r o b a b l y  b e e n  several y e a r s  ago .  

awards based on  y o u r  sales? 

A I d o n ' t  remember w i n n i n s  a n y  p r i z e s  o r  -- 
0 Were you ever g i v e n  p o i n t s ,  sa les  p o i n t s ?  

A L e t ' s  see. I ' m  t r y i n g  t o  t h i n k  how it was done  o r  

w h a t  -- I mean, I n e v e r  s o l d  enough o r  was r e a l l y  -- you 

know, t o  win a n y t h i n g  or t o  s a y ,  you know, have  p o i n t s  h i g h  

enough t o  win a n y t h i n g ,  t o  be i n  any p a r t i c u l a r  c a t e g o r y  or  

a n y t h i n g .  

Q Okay. Were 

w i t h  sales? 

A I was a b u s  

you  ever g i v e n  any  t r a i n i n g  t o  h e l p  

n e s s  r e p  be fo re  I came t o  the 
- 
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maintenance center. 

0 So you had prior training -- 
A So I had background. 

0 -- in sales for the company, direct sales for the 
company? 

A Right. 

Q Were you given any other training as a maintenance 

administrator to help with sales? 

A No. 

0 Okay. When you were in sales for the company, was 

that tariff or detariff work? Do you know? 

A That I don't remember. 

0 Okay. Do you have any kind of work code where you 

sign off for the day, you've done regulated work X amount of 

hours? 

A No. 

Q Do you know if an ST has certain codes that he has 

to put on his time report to distinguish between regulated 

work and maybe inside deregulated work? 

A No, I really don't know what the men code their 

time to. 

Q Were you ever told to keep track of the time that 

you spent doing sales? 

A I don't remember. It's been several years ago. I 

really don't remember. 
~ . 
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Q Okay. Do you know of anyone who did win prizes or 

awards for sales? 

A There were some people in our office that did win 

some prizes and I remember some outside technicians winning 

prizes, but specifically who the outside technicians were, I 

don't remember. 

0 Do you know of anyone who may have filed a 

grievance because of the way sales was being handled by the 

company? 

A Not that I remember. 

Q Do you know of anyone who reported having 

services or a product to a customer without contact 

customer? 

sold 

ng the 

A No, I'm not aware of anything from our maintenance 

center like that. 

Q 

A NO. 

Q Has anyone ever instructea you to do that? 

A No. 

Q Do you know of any customer who has complained 

Have you ever done that yourself? 

about having added services on his bill without contacting 

him? 

A No. 

MS. RICHARDSON: Okay. Ms. Willis, I think I'm 

finished with my questions. I want to thank you for 
~ 
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being here today and for answering my questions. 

The Commission Staff may have one or two before 

you go or Mr. Beatty may decide he wants to ask you 

one or two. Thank you. 

MS. WILSON: I have no questions. 

MR. BEATTY: That's it. 

(Witness excused.) 

(Whereupon, the deposition concluded at 4:02 p.m.)  
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AFFIDAVIT OF DEPONENT 

This is to certify that I, JANET R. klILLIS, have 

read the foregoing transcription of my testimony, 

through 36, given on May 4, 1993, in Docket Nos. 910163-TL 

and 910727-TL, and find the same to be true and correct, with 

the exceptions, and/or corrections, if any, as shown on the 

errata sheet attached hereto. 

Page 6 

JANET R. WILLIS 

Sworn to and subscribed before me this 

day of , 1993. 

JOTARY PUBLIC 

jtate of 
ly Commission Expires: 
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STATE OF FLORIDA ) 

COUNTY OF DUVAL ) 
C E R T I F I C A T E  OF OATH 

I, the undersigned authority, certify I a 
Janet R. Willis personally appeared before me and was duly 

sworn. 

WITNESS my hand and official seal this &--?jay A of 
June, 1993. 

Notary Public State o f H o r i d a  
My Commission No. CC251746 
Expires: 1/21/97  
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STATE OF FLORIDA) 
CERTIFICATE OF REPORTER 

1 COUNTY OF DUVAL 

I, Marie C. Gentry, Court Reporter, 

DO HEREBY CERTIFY that I was authorized to and did 

stenographically report the foregoing deposition of Janet 

R.  Willis; 

I FURTHER CERTIFY that this transcript., consisting 

of 36 pages, constitutes a true record of the testimony given 

by this witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, nor am I 

a relative or employee of any of the parties' attorney or 

counsel connected with the action, nor am I financially 

interested in the action. 

DATED this #> day of June, 1993. 
n 

i f - ')%- * * ,  6. ...&$A 
Marie C. Gentry, Court Reoorker 
Telephone No. (904) 264-2943 

STATE OF FLORIDA) 

COUNTY OF DUVAL ) 

The foregoing certificate was acknowledged before 

me this +,---- A day of June, 1993, by Marie C. Gentry, who 

is personally known to me. 

Notary Pub l i c ,  State of Fadrid, 

M A R I E  C. GENTRY & ASSOCIATES 
~~ 
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S T I P U L A T I O N  _ _ _ _ _ _ _ _ - - -  

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

and signing was not waived. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent cjf the deponent. 
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EVELYN KILGORE 

appeared as a witness and, after being duly sworn by the 

court reporter, testified as follows:- 

EXAMINATION 

BY MS. RICHARDSON: 

Q Would you please state your name and spell it for 

the court reporter? 

A Evelyn, E-v-e-1-y-n, P, like Penelope, Kilgore, 

K-i-1-g-o-r-e. 

Q And your address? 

A 3100 Emerson Street, Room 138, Jacksonville, 

Florida. 

Q And the ZIP Code? 

A 32207. 

, Q  And phone number? 

A (904) 399-8580- 

0 Okay. And what is your present position with the 

company? 

A My title is a maintenance administrator. 

Q Okay. And how long have you been a maintenance 

administrator? 

A November will be eleven years, so ten and a half 

years. 

0 Has all of that time been in Jacksonville? 

A Yes. Yes, it has. 
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0 In this same IMC right here? 

A Well, it used to be divided up between north, south 

and west, and I was in the southeast portion of the 

maintenance center. 

0 And do you have approximate years when you were in 

the southeast section? 

A Oh, November of -- oh, that's easy, ten years ago. 

November of what, '82? 

Q Until about when? 

A We've gone through a combination of -- all work 
forces have actually migrated and become one. 

transpired within the last year and a half. August of -- a 
year and a half ago. So we're all one now. 

That's 

0 ' 9 1  would that be about? 

A It could be. I'm not real sure of the years. 

Q All right. Have you talked t o  anybody other than 

company attorneys about your deposition today? 

A About -- no. The deposition today, no. 

Q Okay. Has anyone given you any assurances that you 

would not be disciplined based upon your answers to my 

questions here today? 

A Ms. White did, yes. 

P And has anyone advised you or talked to you about 

the possible criminal penalties that could apply if  you 

perjure your testimony here today? 
. 
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A Yes. M r .  Tubaugh, I believe is hls name. 

0 A l l  right. 

A I had a telephone call from-him yesterday from 

Tallahassee, Florida. 

0 To set this up to have you here today? 

A To discuss with me that I would be here today and 

that you would be asking me questions and th&t I had the 

right to an attorney. 

0 And are you represented by an attorney here today? 

A No, I am not. I chose not to be. 

0 Okay. At any time did you give a statement to 

company investigators regarding repair matters? 

A Yes, I have. 

0 And do you remember when you gave that statement? 

A No. I remember where I was and what I saw out the 

window, but I don't know the time. I believe it was -- this 
started about two years ago. I wouldn't really swear to the 

times. 

0 Okay. 

A I remember instances and I can picture in my mind, 

you know, who was there, but I couldn't tell you exactly what 

year or month it was. 

Q A l l  right. You said you knew where it was. Where 

did this happen? 

A They called f o r  me to 5 0  to the Southern Bell Tower 
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and  -- 
Q I n  J a c k s o n v i l l e ?  

A Yes, i n  J a c k s o n v i l l e .  And i n  t h a t  room t h e y  had : 

s e c u r i t y  a n d  a n  a t t o r n e y  from M i a m i .  

0 And is t h a t  t h e  o n l y  p e o p l e  t h a t  were i n  t h e  room? 

A Yes. 

0 Are you familiar w i t h  t h e  p h r a s e  "back ing  up time"? 

A Yes. 

Q Okay. What does it mean t o  you? 

A It's a c t u a l l y  s e l f - e x p l a n a t o r y  t o  me. I t  means t o  

back up t h e  t i m e  on  my t r o u b l e  r e p o r t .  

Q 

A T h e r e ' s  more t h a n  one  i n s t a n c e  where you would b a c k  

What t i m e  on t h e  r e p o r t  do  you back Up? 

up  t h e  t i m e .  There  are two t h i n g s  t h a t  you are conce rned  

a b o u t  on a t r o u b l e  r e p o r t ;  one  is t h e  o r i g i n a l  commitment 

t i m e  t h a t  you gave  y o u r  c u s t o m e r  upon t h e  i n i t i a l  c o n t a c t  

t h a t  t h e y  had w i t h  t h e  r e p a i r  service a t t e n d a n t ,  s u c h  as we 

w i l l  have  y o u r  problem cleared by 5:OO o ' c l o c k  on Tuesday.  

Q Okay. 

A Tha t  is one  of t h e  t imes where you would back up 

t h e  t i m e .  If you i n d e e d  d i d  n o t  h a v e  t h a t  problem cleared by  

5:OO o ' c l o c k  on Tuesday ,  you would b a c k  up t h e  time and s a y  

t h a t  you did. 

Q O k a y .  And based  upon your  number o f  y e a r s  as  a 

m a i n t e n a n c e  a d m i n i s t r a t o r  and t h e  t r a i n i n g  you 've  r e c e i v e d ,  - 
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in your opinion 

A NO. 

0 Okay. 

A Yes, I 

s that proper? 

Were you directed to.do this by anyone? 

was. 

Q And who gave you these directions? 

A More than one person gave me this direction. I 

-- my first-line foreman was and at another 

10 

had 

time my first-line foreman was: 

they rotated. On the weekends I would have a new boss. It 

and on weekends 

But everyone did not share that same principle of backing up 

the time. 

Q Okay. Could you make a stab at spelling! 
i&;::: .>: 

. .. He is the only one out of that 
i 

A 

group of first-line foremen that did not tell you to back up 

the tine. 

Q But all the others that you mentioned did? 

A Yes, they did. 

0 And when you were instructed to back up the time 

did you actually do so? 

A Yes, I did, but under great duress and telling them 

that I wasn't going to do it. So he brought his supervisor 

out and told him that I didn't want to do it, so he stood 

beside me and told me you will do it. o r  you'll go home. 
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0 Okay. S o ,  when he said you'll go home, does that 

mean that he would fire you? 

A He would either, (a), suspend me until I got my .) 
thinking in the right direction, or, (b), he would fire me 

and I could go to work for McDonald's or K-Mart. 

0 Okay. And you said that there was another time 

that might be backed up. 

time given to the customer. 

You were mentioning the commitment 

A Uh-huh- 

Q What other time would be backed up? 

A If, upon analyzing the customer's trouble report, 

you recognized that that--customer * s service was unduly 

affected,, meaning that it was totally out of service, the 

time would be backed up in order to meet the company provided 

indices that they have for their measurements to let them 

know that the trouble was closed prior to the 24-hour time 

frame that they had set up for themselves that they had -- 
that they said they would have it fixed within 211 hours. 

Q And, based on your training and experience, again 

in your opinion, was that proper to back up that time? 

A No, it was not. 

0 Okay, and were the same individuals instructing you 

to back up the 24-hour time the same ones that instructed you 

to back up the commitment time? 

. A Yes, they were. 
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0 And were you given the same option if you refused 

to do backing up of the time? 

A Yes. There was even some Lmissea on purpose just.' 

to see what they would do. And, lndeed, I sot written up. 

I 0 You sot a counseling entry, warning or a 
discipline -- 

A Right, disciplinary warning in my file, my 

personnel file. 

Q And what did that disciplinary warning say? 

A It said I failed to follow instruction. 

0 Idas there anything specific about the instruction 

that you failed to follow? 

A No. It was a very short sentence. I just laughed 

in his face. And I said, "Well, you could have told me to 

mop the floor for all that says." 

P Okay. And who was this individual that told you 

that? 
~. . * ~. 

and i ..., .:..,. :.-~,. .. . ,= 
A 

0 Okay. Are you familiar with the cause codes on 

reports? 

A Yes. 

0 And what is a cause code, just briefly? 

A A cause code is a three-digit numerical code that 

explains what happened to that subscriber service, whether it 

be corrosion or lightning or a flood - or simply defective - 
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instructions to use those in a way that you thought in your 

1 opinion was improper? 

A Yes, I was. 

I Q Can you give me an example of that? 

A I have one still very vivid in my memory. It was 

Ponte Vedra central office, I had a service tech on the line. 

It was M r .  Deal. He said he cleared it and he said -- he 
told me what the time was, and I said okay. He said it was 

corroded. I said, okay, but you know I'm concerned about 

this. Dave just yelled at me this morning for not meeting 

one. Ponte Vedra is a central office that is held 

accountable for itself and an entity, it's like a subsidiary, 

and it in itself is considered -- it has its own set of 
indices, not including Jacksonville. 

And so it was actually a little more important that 

even one little old tiny trouble could throw it off of the 

indices of meeting your  data base. 

And my second level was stanaing next to me and 

said, "Show it to lightning." - - 

plant . 
0 Okay. Are there certain cause codes that would 

exempt an out-of-service report from that 24-hour commitment: 

i nd ices? 

A Yes, there are. Acts of God or customer action. 

0 All right. Were you ever given Specific 
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And I looked at him, and I said, "It hasn't rained 

in three months. " 

He said, "I said show it to. lightning." 

I said, "I can't. It hasn't rained in three 

months. 

He saia -- he put his hands behind his back and his 
face turned real red and he says, "DO it." 

I said, "Okay. As soon as I touch these keys for 

410, the lightning is going to come out of this keyboard and 

I'm touching you." 

Q Okay. 

A He got very angry with me and left the room. 

Q And who was the second level? 

A 

Q Can you spell his last name? 

A 

Q Okay. Is he still with the company? 

A He's retired. 

Q Okay. On these instances that you've spoken to me 

~ 1_ .- ~.~ -. ..~. . 
-*.=.--/ .*,-->*.- .. -. 

. 

v--".... z#j_ ...-- ~ . . _. 

about, are you the only MA that was given these instructions? 

A No, but I was one of the few that would rebel or 

quest ion. 

0 Was this something that you know was just done 

generally in the maintenance center? 

A Was it normal practice? 
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Q Uh-huh, to back up the times. Let's take 

specifically one at a time. Was it normal practice 

up the times in the maintenance center? 

A Yes, it was. 

0 Okay. Was it normal practice to use the 

15 

them 

to back 

ertain 

cause codes that would exclude a report from the indices if 

it was about to go out of service over 24 or had actually 

gone out over 24? 

A Yes, it was. 

0 Okay. Are you aware of whether or not a customer - 

is due a rebate if his phone is out of service more than 24 

hours? 

A Yes, I am, but I was not until I came into -- oh, 
that's not true. I forgot about that. I used to work in a 

group where WE worked specifically with the PSC, and just 

before I came into this group they had done an audit and 

that's when I very, very first became aware of things like 

washouts and rebates over 24 hours and that sort of thing. 

Q Okay. About what time or what year would this have 

been? 

A 1982, '81. 

Q Okay. Do you know then if any customers were 

actually denied rebates that they were due? 

A Oh, yeah. 

0 Okay. Do you know of any instances where customers - - 
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complained because they hadn't received 

thought they were due? 

A Yes. 

0 Can you tell me about that? 

A I remember speaking to subscr 

16 

a rebate that they 

bers to find out if I 

had a -- particularly if I had a cut cable or a wet cable 
and it had been damaged in more than one place. The guys 

would close out all of those -- we would close out all the 
initial reports and we would be calling them back the next 

week after it was fixed the second time, and she said that -- 
I remember talking to a couple of customers, and 

they said, "Well, this is going to be taken off of my bill, 

right? 

And I said, "Well, yes, malam. 

She says, "Well, it wasn't.1s 

I said, "I don't know what to tell you about that 

except that you need to speak with a representative from the 

business office." 

But, in fact, I knew that it wasn't closed out as 

out of service. It was closed out as a cable multiple and 

that was also excluded from that data base. 

Q Okay. And was this standard practice on cables; 

close them out as cable multiples? 

A Right. 

0 And was it standard practice to leave cable - - 
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t r o u b l e s  as  a f f e c t i n g  service ra ther  t h a n  s t a t u s i n g  them as 

o u t  o f  service? 

A Yes, it was. .. 
0 And c a n  you g i v e  me t h e  names of  any managers  o r  

s u p e r v i s o r s  who promoted  t h i s  practice? 

A The same manage r s ,  ‘ hnd 

And we a c t u a l l y  -- I a c t u a l l y  g o t  some f l ack  from some of t h e  

f i e l d  fo remen ; ,  He’s a s e c o n a - t i e r  manager.  He 

was a s e c o n d - t i e r  manager  o v e r  t h e  c a b l e  p e o p l e  i n  t h e  f i e l d .  

He came t o  see m e  one  day .  

0 And what  d i d  h e  t e l l  you? 

A He wanted t o  meet somebody face t o  face who was 

b e i n g  a rebel. 

0 Was it -- d i d  he  i n d i c a t e  t h a t  it was s t anda rd  

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

a f f e c t i n g  service? 

A Yes. 

0 Okay.  Do you r e c a l l  any  of t h e  rest  of t h a t  

c o n v e r s a t i o n  t h a t  you had w i t h  

A He d i d n ’ t  h a v e  much t o  s a y .  I t  r e a l l y  s u r p r i s e d  

me. I t h o u g h t  he  was g o i n g  t o  r a k e  m e  o v e r  t h e  c o a l s  and  he  

d i d n ’ t .  He j u s t  s t o o d  t h e r e  and  -- he k i n d  o f  r eminds  me of 

t h a t  guy on S a t u r d a y  N i g h t  L i v e ,  t h e  p a t h o l o g i c a l  l i a r ,  and  

he  J u s t  k i n d  of s t a n d s  t h e r e  and  h e ‘ s  g o t  an  u n u s u a l l y  h i g h  

v o i c e ,  a n d  he s a i d ,  “I j u s t  w a n t e d  t o  meet y o u .  I wanted t o  
~ 
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know who this new person was in here.“ 

0 Okay. Have you heard the phrase “building the 

base”? 

A Yes. 

0 And what’s your understanding of building the base? 

A Building the base means that you status all of your 

customers that you have as being out of service even if they 

just reported one kitchen deck not working. And that would 

be a buffer zone for the actual customers that were statused 

properly as it would offset the amount of customers that -- 
which would be the indices for that particular office. It 

would offset the ones that were really out of service so that 

they didn‘t count as much. 

For every one customer statused out of service you 

would have to have -- that was out of service over 21( hours, 

you would have to have 20 statused out of service to buffer 

each other out. 

P And was that general knowledge among the 

maintenance administrators? 

A That it took 20? 

P Uh-huh. 

A I don’t know. 

0 Okay. 

A But I asked. One morning when I got paper thrown 

into my face and said, “You didn‘t status t h e s e  out of  
~ 
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service or you m i s s e d  t h e s e  o u t  of service." 

And I j u s t  stood t h e r e  a n a  cried ana said, "Well, 

what  a m  I supposed  t o  do?" 

He s a i d ,  "I s u g g e s t  you s i t  t h e r e  and  s t a r t  

s t a t u s i n g  some more ou t  of service. I t  t a k e s  20 f o r  e v e r y  

one you goofed  up." 

Q And who was t h i s  t h a t  t o l d  you t h a t ?  

A T h a t  was" 

0 Okay. And what d i d  you do  t o  h a n d l e  i t ,  t o  p r e v e n t  

it, t o  t a k e  care of it? 

A I backed  them up. 

0 You backed  up t h e  time? 

A Uh-huh. 

P Had t h e s e  r e p o r t s  a l r e a d y  b e e n  c l o s e d  o u t ?  

A No. 

0 Okay. Is t h a t  t h e  o n l y  i n s t a n c e  t h a t  you can 

r eca l l  o f  b u i l d i n g  t h e  b a s e ?  

A NO. T h a t  was t h e  o n l y  i n s t a n c e  I reffiember c r y i n g  

o v e r  t h e  fact. 

Q Okay. And how o f t e n  d i d  t h i s  o c c u r ?  

A Cry ing  or b u i l d i n g  t h e  base? 

Q B u i l d i n g  t h e  b a s e .  

A D a i l y  bas i s .  

Q O k a y .  And how c o u l d  a manager know i f  he was 

m e e t i n g  t h e  i n d i c e s  o r  n o t  on a d a i l y  basis? - 
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A was the early person. She was 

considered what I call finally a staff support person because 

she had, (a), the practice, which she.lied to me and told me., 

she didn't have, and, (b), she came in and pulled those 

reports every morning out of the computer and she set up the 

criteria in there to know Jacksonville Beach has got 49 

out-of-services and we can't have but one more, or Ponte 

Vodra has got one too many now, or that sort of thing. She 

ran over, reviewed every morning before we got there. She 

worked like 6 : O O  to 3:OO or something. 

Q Okay. 

A Unless she had weekend duty. 

Q Then were you ever given instructions on those 

small exchanges that you were about to miss not  to status any 

more out-of-services for those small exchanges? 

A Uh-huh. 

Q And was this done on a regular basis? 

A Yes. 

0 And, again, which supervisors did you have that 

were instructing you not to status any more out of services? 

A the ones 

I can recall right this minute. 

P Okay. Was this a practice throughout your ten ana 

half years i n  Jacksonville? 

A Throughout the ten and a half years, no. 
.- 



_ .  

U 1 

4 

c 

7 

E 

9 

IC 

1 1  

12 

13 

14 

IS 

16 

17 

18 

19 

20 

21 

2 2  

23 

24 

25 

21 

Q Okay. Can you isolate it then in that time period 

when this was going on? 

A It was really rampant for at least three years 

there, maybe more. 

0 It was a three-year period. Approximately when? 

A Oh, 19- -- ‘82 or so. Starting I think then. All 

I remember is I started in November -- no -- yes, November of 
-- :i think it was ‘82. 5 started in November of ‘82. 

a Okay. 

A In this department. 

Q In this particular department? 

A (Nods head.) 

0 Okay. Did you ever receive instructi n not to 

status out-of-service from the period of, say, ‘88 onward, 

more recently? 

A 

0 

A 

a 
A 

Q 

stopped? 

A 

0 

A 

It got less so, but, yes. 

Has this practice stopped? 

Has it stopped now? 

Yes. I 

Yes. 

Can you give me an approximate time when it 

You mean completely stopped? 

Yes. 

I would say six months ago. 
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Q Okay. And does that also apply to the other things 

that you told me about, the clearing and closing times? Has 

that stopped, backins up clearing and.closing times? 

A There is a difference now with the clearing and 

closing times. The clearing time, you can put whatever you 

want in there and you can back up the time in there, but it 

doesn't count anymore until the final status. 

0 so it wouldn't matter if anybody backed up the time 

now? 

A That's correct. 

0 What about using those cause codes that would 

exclude a report; has that practice stopped? Using them 

improperly, I mean. 

A Yes. 

0 Do you know about when that practice stopped? 

A About a year ago. 

Q Okay. What about the practice of building the base 

of out-of-service to meet the indices; has that practice 

stopped? 

A Yes. 

0 And, again, about when did that stop? 

A They have totally rewritten the programs so that 

You can't put what you think is wrong with the trouble 

anymore. They've rewritten them so that it statuses it by 

itself. 
~ - 
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Q Are w e  t a l k i n g  a b o u t  a u t o - s c r e e n e r  r u l e s ?  

A Yes. 

0 A u t o - s c r e e n e r  r u l e s  have  been  a r o u n d  s i n c e  t h e  '80s: 

a t  some p o i n t ,  h a v e n ' t  t h e y ?  

A What 's  s t a tused  t h e r e  w a s n ' t  t h e  same. 

Q Okay. How d i d  it change?  How d i d  i t  work b e f o r e  

i n  t h e  e a r l y  ' 8 0 s  and how h a s  i t  changed  now? 

A I t  was p u t  i n  a t y p e  c o d e  by i t s e l f ,  b u t  y o u  c o u l d  

change  it and of fse t  it and make it l ie .  

Q Okay. Can you g i v e  m e  a n  example  of how t h a t  

worked? 

A Well, when you are c l o s i n g  o u t  a t r o u b l e  r e p o r t ,  it 

h a s  t h e  t y p e  code on t h e r e ,  and t h e  t y p e  c o d e ,  s a y ,  would be 

300 for noise .  You had t h e  a b i l i t y  t o  t a k e  and  p u t  i n  820 

o v e r  t h e  t o p  of t h a t  300 and  it would e r r o r  o u t  and  look l i k e  

it was a n  employee r e p o r t  i n s t e a d .  It would f a l l  t o  a n o t h e r  

data base. But  now t h a t  d o e s n ' t  happen.  

Q Okay. 

A Because  you c a n ' t  change  them. 

Q You c a n n o t  change  t h e  t y p e  code you mean? 

A You C a n ' t  change  t h a t ,  no.  And some codes w i l l  

o n l y  work w i t h  some o t h e r  codes .  They bound them t o g e t h e r  s o  

t h a t  o n l y  c e r t a i n  p a i r s  of  c o d e s  w i l l  work t o g e t h e r .  

Q Are you t a l k i n g  a b o u t  t h e  t y p e  c o d e s  and t h e  V E R  

c o d e s  now? 
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A Yes. 

Q In the auto-screener? 

A Yes. 

Q Is there now a set format of combinations that 

automatically statuses out of service? 

A Yes. 

0 And was that the case in the past 

thLs first started? 

A No. 

n the ' 8 0 s  when 

0 Do you have any idea why that changed? 

A Why that changed? 

Q Oh-huh. 

A They got caught. 

Q Got caught doing what? 

A Closing out reports they weren't supposed to and 

they decided to implement programs that didn't have this much 

human intervention. 

0 Okay. And when you say "closing out," you mean 

improperly? 

A Uh-huh. 

0 Are you familiar with Test OKs? 

A Yes. 

0 Okay. And what's your understanding of a Test OK? 

A (Pause) You close out the report saying that you 

talked to your subscriber ana that they said that their phone 
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was okay now. Okay now, Mrs. Jones, and close it out to a 

found okay. 

Q Okay. And have you ever been instructed to take : 

Test OK reports and close them out as out of service? 

A Yes. 

0 Okay. And when you were instructed to do s o ,  was 

that in your opinion proper or improper? 

A It was improper. 

9 And why was it improper? 

A I never even picked up my phone. I didn't call the 

customer. 

Q To determine whether or not the report was okay or 

out of service or whatever? 

A Right. 

Q Okay. 

A On two counts: (a), I never talked to the 

customer, on (b) count, I knew I was building the base. 

Q To meet the PSC out-of-service index? 

A To buffer the out-of-service index, yes. 

Q To make sure the 95 percent was met? 

A Yes. 

Q Is that something that was done on a regular basis? 

A Every time it rained. 

0 Okay. And were you the only MA that was doing 

this? 
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A No. 

0 Was i t  g e n e r a l l y  done  t h r o u g h o u t  t h e  m a i n t e n a n c e  

c e n t e r  t o  your  knowledge? 

A The re  seemed t o  be a s e l e c t e a  few t h a t  t h e y  were 

c o n s t a n t l y  g i v e n  t o ,  b u t  it w a s  common knowledge.  And e v e n  

t h e  managers  would sit a n d  c l o s e  them o u t  i f  we were t o o  

busy .  

Q Is i t  u s u a l  f o r  manage r s  t o  h a n d l e  t r o u b l e  r e p o r t s ?  

A No. I d i d n ' t  l i k e  t h a t  e i t h e r .  

Q Okay. And a b o u t  what  t iae  p e r i o d  was t h i s  

o c c u r r i n g ?  

A I n  t h e  e a r l y  '80s. 

0 Was i t  s t i l l  o c c u r r i n g ,  s a y ,  i n  t h e  la te  '80s o r  

e a r l y   OS? 

A No. 

0 So it had s t o p p e d  by t h a t  time? 

A Yes. 

Q Can you t e l l  m e  which  managers  were i n v o l v e d  i n  

do ing  t h e  Test  OK s t a t u s i n g  as  o u t  of s e r v i c e ?  

A and' 

0 And you s a i d  s p e c i f i c  MAS m i g h t  be  s e l e c t e d  for 

t h i s ,  t he re  were c e r t a i n  MAS t h a t  d i d  t h i s .  Can you t e l l  m e  

who t h e y  were? 

A The MAS t h a t  were g i v e n  a b a t c h  o f  p a p e r s  t o  c l o s e  

o u t ?  - 
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Q Yes. 

A Sure. 

A 

0 

A 

0 

company? 

A 

0 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

Uh-huh. 
. 

An%.--- 
... .1_.-, -. I - 1 1 -  

And 

Are most of these people still employed by the 

Uh-huh. 

Okay. 

They're all still here. 

They're all still here? 

Yes. 

Are they all still maintenance administrators? 

Are more of them still employed than not? 

Okay. What is she doing now? 

She's a frame technician somewhere. 

Okay. Let me ask you about statusing of trouble - 
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reports. Is part of your function as a maintenance 

administrator to make a determination as to whether a report 

is out of service or affecting service? 

A Yes. 

Q All right. At what point in the trouble report 

process do you make that determination? 

A You run a test on the line and it shows a fault on 

the line, whether it be on a short or a fault on the ring 

side of the line or if it was open, then it was statused as 

out of service. But if it was a fault on the tip side of the 

line, which just affects the transmission levels, then it's 

affecting service. O r ,  if it were a jack, it would be 

affecting service, and sometimes a line would be -- perfectly 
Test OK but when you dialed it, it just goes "bloop's and 

stops, but yet you don't see a fault on the line but yet you 

know something's wrong because they don't answer; they can't 

answer. 

Q Okay. And in the trouble reporting process -- 
A Uh-huh- 

0 -- in terms of at the point you status it, you said 

you status it when you test it, were you ever given 

instructions not to status out of service up front but to 

wait until it was closed out? 

A NO. I didn't work on that side of the room. I was 

always on the clean-up end of the room, the final status end 
. 

.. . 
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o f  t h e  room. 

9 O k a y .  Do you know o f  anyone who was i n s t r u c t e d  t o  

n o t  s t a t u s  o u t  o f  service up f r o n t  b u t  wait u n t i l  closeout? ., 
A S u r e .  Everybody t h a t  worked f o r  . 

{whoever  was a s s i g n e d  as -- t h e  

t a s k  of a screener back i n  t h e  ea r ly  '80s. Then a g a i n ,  i n  

t h e  midd le   OS, we were t o l d  n o t  t o  s t a t u s  a n y t h i n g  o u t  of 

s e rv i ce  t h a t  d a y ,  wait u n t i l  t h e  time of s t a t u s .  

0 A l l  r i g h t .  Do you know l a s t  name? 

A 

A (No r e s p o n s e . )  

0 And was t h i s  p r a c t i c e  still  g o i n g  on i n  t h e  l a te  

 OS, e a r l y   OS? 

A Not s t a t u s i n g  them o u t  of service? 

Q Up f r o n t ,  n o t  s t a t u s i n g  up f r o n t .  

A Yes. 

0 Okay, h a s  t h i s  p r a c t i c e  s t o p p e d  now? 

A Yes. 

9 About when d i d  t h i s  s t o p ?  

A A c o u p l e  y e a r s  ago .  I would s a y  ' 9 1  maybe. 

9 O k a y .  

A S a f e l y .  

9 Do you know o f  any employee who h a s  used  a n o t h e r  

e m p l o y e e ' s  code t o  s t a t u s  a r e p o r t ?  
z 
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A Yes. 

0 Can you tell me about that? 

A Sure. Somebody would be off and would use : 

their code. Bob Geiger would be off and woula 

use his code all day long. And Bob said, "Fine with me, 

they're not going to fire me. You know I don't like it." So 

the next day he would use somebody else's code or 000. 

Q Why wouldn't he use his awn code? 

A I don't know. 

Q On the reports that he was -- was F a  manager? 

A He was a first-line manager. 

Q And the reports that he was using someone else's 

employee code on, were those trouble reports? 

P--- 

A Uh-huh. 

0 And was he creating trouble reports? 

A Uh-uh. He was getting rid of them. 

0 Getting rid of them, closing them out? 

A Uh-huh. 

Q Was he in your opinion falsifying the information 

on that report? 

A Oh, absolutely. 

0 Okay, in your opinion was he doing that to meet the 

PSC index? 

A Absolutely. 

0 Is that the o n l y  instance-that - you know of o f  one 
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employee  u s i n g  someone e l s e ' s  employee code?  

A a c t u a l l y  i n s t r u c t e d  m e  t o  u s e  Bob G e i g e r ' s  

code. 

Q And d i d  you ever d o  t h a t ?  

A I d i d  it for  a c o u p l e  of r e p o r t s  w h i l e  h e  was s t i l l  

s t a n d i n g  t h e r e ,  b u t  as s o o n  as  h e  walked away I u s e d  my own 

code .  

Q Okay. Can you t e l l  me what a n  e x c l u d e  r e p o r t  o r  

how t h e  e x c l u d e  r e p o r t ,  what t h a t  does? 

A You j u s t  p u t  a n  X i n  there and h i t  t h e  b u t t o n .  

Q And when you s a y  p u t  a n  X, are you l o o k i n q  a t  t h e  

f i n a l  s t a t u s  s c r e e n ?  

A 

0 

j u s t  h 

A 

Q 

A 

D 

Uh-huh. 

And there ' s  a p l a c e  there  where it says X and you 

t t h a t  b u t t o n  f o r  X a n d  it e x c l u d e s  it? 

Yes. 

A l l  r i g h t .  What happens  when you e x c l u d e  a r e p o r t ?  

I t ' s  removed from a l l  data  b a s e  i n d i c e s .  

Okay. Is there  any k i n d  o f  r e p o r t  k e p t ,  s a y ,  i n  

t h e  computer  t h a t  t h a t  r e p o r t  was e x c l u d e d ?  

A I n  t h e  e a r l y   OS, no,  t he re  was n o t .  

when d i d  t h e  company 

ude r e p o r t s  t h e n ?  

0 When was t h e  e x c l u d e  r e p o r t  -- 
b e g i n  t o  k e e p  some k i n d  o f  r e c o r d  o f  e x c  

A I d o n ' t  know. 

0 Do you know o f  anyone  who used  - - t h e  e x c l u d e  r e p o r t ,  
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that X to just eliminate out-of-service reports to keep them 

from being counted? 

A Yes. 

0 Can you explain to me about that, what you know 

about that? 

A would put an X in there and hit the button. 

It didn't require a narrative, it didn't require anything. 

That would be primarily 

do it. 

that would do that. w ou Id - 

0 And what was' purpose in doing that? 

A His purpose was to get rid of the reports because, 
-..-, 

(a), there was too many of them; (b), more rain was coming in 

two days. No sense worrying about these people over here 

when you were going to have a whole new batch of them, batch 

of reports to work on. 

Q All right. And was this to meet that 

out-of-service index? 

A To meet the out-of-service index? 

0 Uh-huh. 

A Yeah. 

a Okay. Do you know if this particular practice is 

still going on today? 

A No. You can't. They have taken the ability to do 

that out of the computer. 

Q S o  you can no longer exclude any reports? 

. _._ _. 
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A Not unless you have a narrative. Your narrative 

can be any character, it can he just  s i n p l y  a period, a 

comma, a dash, but, you know, it'll go. 

Q Do you know of anyone who is excluding 

out-of-service reports today to keep them from being counted 

against the index? 

A No. 

Q Okay. About when did that practice stop? 

A Excluding? 

0 Uh-huh, to eliminate the report, to wipe it out of 

the index. 

A I would say probably '85, '84. 

Q Okay. What's a no-access report? 

A It's when a service technician has driven out there 

to either a business or a residence, determines that they're 

not home, he can't fix their trouble and he hangs a tag on 

the door. We route it to a no-access file. 

0 And does a no access stop that repair, that 24-hour 

repair clock? 

A There's two no-accesses. There's called a 

no-access other and there's a no-access sub. A no-access 

other means that the customer can't let you in to Building 

No. 4 where the equipment is and that would be a no-access 

other. O r  they don't want you to come until Wednesday and 

they report it on Thursday the week before but you know it's 
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o u t  o f  se rv ice  and  you r o u t e  i t  n o - a c c e s s  o t h e r .  But  i f  i t ' s  

on F r i d a y  a f t e r n o o n  you r o u t e  i t  no a c c e s s  t o  s t o p  t h e  c l o c k  

and  t h e y  go b a c k  on  Monday, or \wou ld  j u s t  hand you  a ; 

s t a c k  of r e p o r t s  and  s a y  no a c c e s s  -- no a c c e s s  t h e s e .  

Nobody h a s  b e e n  then;  no  access them. S t o p  t h e  clock; s t o p  

t h e  c l o c k .  

0 No access would b e  u s e d  t h e n  even  though  no  ST had 

been d i s p a t c h e d  on t h a t  t r o u b l e ?  

A R i g h t ,  y e s ,  t o  s t o p  t h e  cl .ock.  

0 

t h a t ?  

Okay * Was L#::L,.. ..; :<..&>.. )!the o n l y  manager d o i n g  

">."_ ,... _*'..ir.-. 

A No. --.-- f:would d o  it, t o o .  

Q Okay. And was t h i s  a general  p r a c t i c e  f o r  t h e  

m a i n t e n a n c e  c e n t e r ?  

A Yes. 

Q And how l o n g ' d i d  t h i s  p r a c t i c e  go on? 

A Rampantly for  a t  least  fou r  y e a r s ,  and  t h e n  

s e l e c t i v e l y  a f te r  t h a t .  

0 And when you s a y  s e l e c t i v e l y ,  c a n  you t e l l  m e  a 

l i t t l e  b i t  more a b o u t  what you mean by s e l e c t i v e l y ?  

A I n  t h e  smaller wire c e n t e r s  where t h e  i n d i c e s  was a 

l i t t l e  more -- it d i d n ' t  have as many t r o u b l e  r e p o r t s  t o  

b u i l d  the base w i t h  i n  t h e  f i r s t  p l a c e ,  so t h e y  would 

n o - a c c e s s  them t o  s t o p  t h e  c l o c k .  

0 O k a y .  I s  t h a t  p r a c t i c e  s t i l l  s o i n g  on t o d a y ?  - 
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0 When did it stop? 

A I'd say late  OS, '88 maybe. 

0 Okay. Ms. K i l g o r e ,  do you have any other 

information related to falsification of customer trot 

reports that you haven't already told me about? 

A Could you repeat that? 

0 Do you know about any other incidences of 

falsification of customer trouble reports? 

A You mean any other ways to falsify the reports? 

Q Let's do that one. I like that. What are any 

other ways that you know of to falsify a report? 

MR. BEATTY: Objection; relevance. 

MS. RICHARDSON: That means you can still answer. 

He's putting a legal objection on the record so we can 

fight about it later. 

MS. BEATTY: Let me ask just one question. 

Are you asking her generally do you know of any 

other ways to falsify reports or are you asking her do 

you know of any other ways that reports have been 

fa Is i f ied? 

MS. RICHARDSON: I started off asking her the 

second question and she has rephrased it to the first 

one, and s o  I was going to g o  with the first question. 

BY MS. RICHARDSON: 

35 

3 
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0 Okay. Do you know where we are? 

A Do you mean o t h e r  t h a n  n o - a c c e s s i n g .  o t h e r  t h a n  

b u i l d i n g  t h e  base, o t h e r  t h a n  -- 
Q Uh-huh. And c l o s i n g  t h e  t ime, c a u s e  c o d e s ,  t a k i n g  

T e s t  Ok, s t a t u s  i n  and o u t  of service,  n o t  s t a t u s i n g  it a t  

i n i t i a l  s c r e e n i n g ;  a l l  t h o s e  t h i n g s  t h a t  we 've a l r e a d y  t a l k e d  

a b o u t .  

A No, I d o n ' t  t h i n k  so .  

0 L e t  m e  a s k  one f i n a l  q u e s t i o n  t h e n  on t h a t  p a r t  of 

it: We t a l k e d  about  a u t o - s c r e e n e r  r u l e s  b r i e f l y .  Are you 

familiar w i t h  n e t  r u l e s  and  d r y  r u l e s ?  

A Wet r u l e s  and  d r y  r u l e s ?  

Q Yes. Have you  ever h e a r d  o f  t h e  n e t  r u l e s  and d r y  

r u l e s ?  

A You mean l i k e  r a i n i n g  o r  n o t  r a i n i n g ?  

0 I'm not sure .  Have  you e v e r  heard of n e t  r u l e s  and  

d r y  r u l e s  for  a u t o - s c r e e n i n g ?  

A F o r  a u t o - s c r e e n e r ?  

Q Uh-huh. 

A NO. 

Q Okay. Have  you  ever f i l e d  a g r i e v a n c e  r e g a r t l i n g  

t hese  i n s t r u c t i o n s  y o u ' v e  been  g i v e n  t h a t  you f e l t  were 

imprope r?  

A No. 

0 Have y o u  ever f i l e d  a g r i e v a n c e  f o r  t h e  d i s c i p l i n e  - 
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entry that you received? 

A No. It wasn't necessary, because I protested and 

made myself clear that it.was a joke;.it was not for real. . 
Q How many discipline entries dia you receive for not 

following instructions that you felt were improper? 

A (Pause.) Verbal threats or written threats? 

0 Well, let's do both. How many verbalthreats did 

you receive? 

A I would say fifty or more. 

Q Okay. And how many written discipline entries, B 

Forms, did you receive? 

A I would say twelve or more. 

0 And is that throughout your ten and a half years in 

Jacksonv i 1 le? 

A Yes. 

P Do you remember the last one -- the date of the 
last entry that you received? 

A No, because they threw them all out. 

0 Why did they throw them out? 

A (A), I argued with them and told them that I don't 

need to find a union representative to sit here and negotiate 

what you think you're doing to me, because I know that you're 

wrong, and tear it up. And after me telling them okay, I ' l l  

try harder to meet your indices, they tear them up. 

And now the other entries that I had, they tore 
. 

- " " .^I. , .--  
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them up. 

0 Okay. Did you receive any discipline entries that 

were not related to your refusal to follow instructions that : 

you felt were improper? 

A Yes. 

0 And what were those related to? 

A Me asking my co-workers if they had access to a 

certain program. For instance, I would need to go into a 

software data base to verify if a customer had call waiting 

or somethinq, and I would ask the person behind me and I got 

the B Form for talking to the person behind me. But it was 

due to being a rebel, of not wanting to status these reports 

this way and asking them what do you have in writing that 

tells me to do this. 

And they said, "We don't have anything in writing." 

I said, "Bullshit. You have access to documents 

that tell you what your guidelines are. You have written 

information that tells you how to perform this job. Where is 

it?" 

"You can't have it. It doesn't exist." 

And I said again, "Bullshit. I want to go see the 

second level. I want copies of the Bell System practice. I 

want to see where it tells me in here that I have to status 

this and I have to build this base." 

"Well, you can't do that. - 
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Q 

A 

it was. 

0 

i n s t r u c t  

imprope r  

A 

0 

A 

0 

So t h e n  I went  t o  see -- I t o l d  them, I s a i d ,  " O k a y ,  

t o  see y o u r  boss . "  

And t h e y  g r a n t e d  m e  p e r m i s s i o n  t o  go see h i s  boss ,  : 

t o l d  me t h a t  no, I c o u l d n ' t  have t h e  p r a c t i c e .  

And I said,  "Well, j u s t  t e l l  me what it is. I ' l l  go 

l i b r a r y  and g e t  it m y s e l f  and  copy it.'' 

"Well, I ' m  n o t  t e l l i n g  you."  

So I said, "Okay, I g u e s s  1'11 j u s t . h a v e  t o  d o  what 

d. 

And who was t h i s  las t  i n d i v i d u a l ?  
,. :. __ ..~ 
iljoss's name. I I d o n ' t  remember - ~ ~ ~ ~ . ~ ~ ~ ~ ~ . ~ : , ~ . , ~ . ~ . . .  ... .. . .,. 

j u s t  s p e c i f i c a l l y  remember g o i n g  down t h e  stairs and t o  h i s  

o f f i ce ,  b u t  I d o n ' t  know h i s  name. 
. . .  

Okay. 

T h a t  would h a v e  b e e n  i n  ' 8 2 ,  b u t  I d o n ' t  know who 

Are you aware o f  t h e  company h o t l i n e  f o r  r e p o r t i n g  

ons  o r  p r a c t i c e s  t h a t  c r a f t  p e o p l e  f e e l  are 

o r  any employee f e e l s  is improper?  

Yes, I am. I know o f  a n  ombudsman t h a t  now e x i s t s .  

H a v e  you ever had o c c a s i o n  t o  u s e  t h a t  h o t l i n e ?  

I have  n o t  u s e d  i t ,  no. 

O k a y .  Have you ever had o c c a s i o n  t o  u s e  i t  b u t  

j u s t  d e c i d e d  n o t  t o ?  

A S i n c e  h e ' s  e x i s t e d ,  no. - - 
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0 You mean since the hotline existed? 

A Right. I needed them before he was there. 

Q Okay. Have you ever participated in sales for the: 

company? 

A Yes. 

Q And what period of time were you doing sales? 

A I would say '88, ' 8 9 ,  ' 87  type time frame. 

Q How did you get involved in sales? 

A They had meetings that said that noncontact 

employees, meaning non-business office or non-marketing 

people, were now being solicited to approach any CUStOmer 

that they possibly could in order to provide them or educate 

them about the services that we had to offer, whether it be, 

(a), a WATS line; (b), call waiting, or  wire maintenance 

plan. 

0 And how long did you participate in sales? 

A Not very long. I stayed pretty busy working w th 

the guys. They called me directly on maybe even out of turn 

to expedite what they're working on, and I just didn't have 

much time. 

Q Okay. 

A I might have made twelve sales. 

Q A l l  together? 

A Yes. 
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sales that you did? 

A Uh-huh- 

0 What did you get? I 

A A lamp. 

0 Were you given any training for sales? 

A Oh, no. Not at all. 

0 Okay, were you ever instructed to keep track of the 

amount of time that you spent selling versus the amount of 

time you spent doing your MA work? 

A No. Not me specifically, no. 

0 Did anybody receive instructions to keep track of 

their sa es time versus their MA time? 

A Yes. 

Q Who gave those instructions? 

A At that point it was Dwight McGuinness who had told 

Virginia Harris to concentrate solely on sales and, indeed, 

she skyrocketed with sales for the wire maintenance. 

Q Okay. Do you know of anyone who falsified a sales 

record or report? 

A No. I only saw where a business office 

representative had what I call upsold a customer, and those 

employees, I have no idea of their identity. I saw numerous 

occasions where an employee in the business office was asked 

for call waiting to be put on their line by their subscriber 

and they ended up with call waiting, speed calling, three-way 
% 

. . . - . . .. . . .. 
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I 

calling, call forwarding and they didn’t even know they had 

it. 

Q Okay. So the customer did pot specifically order 

any of the other services but they were added to the bill is 

what you’re saying? 

A Right. They asked for call waiting and for some 

reason it got really easy to add three-way calling and call 

forwarding and speed call on there because they never would 

have knew they had them. 

Q And was this done in the business office? 

A Uh-huh . 
Q Was this also done by the MAS that were selling? 

A Not to my knowledge. 

0 Okay. And when Ms. McGuinness was keeping track of 

her time -- 
A Mr. McGuinness. 

Q Mr. McGuinness, I’m sorry. When he was keeping 

track of his sales time, do you know how he was tracking? 

Was there a special code or something he was having to use? 

A It was just turned in on a piece of paper at the 

end of the day. 

0 Oh, okay. Do you know what happened, whether or 

not his supervisor recorded that as special sales time as 

opposea to -- 
A Productive time? - - 
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0 Yes. 

A I n e v e r  saw what  went on on t h e i r  time r e p o r t .  

0 Okay.  Have you heard t h e  p h r a s e  " b o i l e r  room" u s e d ,  

i n  r e f e r e n c e  t o  s a l e s ?  

A NO. 

Q Are you aware of any  b o i l e r  rooms t h a t  may have 

gone on i n  r e g a r d  t o  sales for t h e  company? 

A I d o n ' t  know what  t h a t  means. 

Q Okay. How many m a i n t e n a n c e  a d m i n i s t r a t o r s  were 

i n v o l v e d  i n  sales d u r i n g  t h i s  p e r i o d  of time t h a t  you were 

t a l k i n g  a b o u t ?  

A Oh, e v e r y o n e  was t o l d  t o  t r y  h a r d e r .  You were -- 
e a c h  r e p o r t  t h a t  you closed o u t  o r  screened, you were t o  

review t h e i r  records and  see i f  t h e y  had any features  on 

t h e i r  l i n e  and  you were t o  a p p r o a c h  each one of them. 

Q Would t h o s e  f e a t u r e s  j u s t  come up w i t h  t h e  t r o u b l e  

r e p o r t ?  

A No. You had t o  access t h e i r  r e c o r d s  and look  a t  

i t .  

0 Okay. And would t h a t  b e  on t h e  same s c r e e n  o r  

would you have t o  5 0  somewhere e l s e  t o  access o r  -- 
A You would h a v e  t o  c lear  t h a t  s c r e e n  and p u l l  up 

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

Q About how much time was i n v o l v e d  i n  do ing  t h a t ?  

A J u s t  a c o u p l e  of m i n u t e s .  
-. 
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Q A couple of minutes. And then you clear that out 

ana go back to the customer and the trouble report? 

A Uh-huh- 

0 Okay. Were you ever given any instructions to 

assume sales for customers, that the customers would 

naturally want to have a particular service and just add it 

to the line? 

A Oh, no. 

Q Okay. Do you know of any grievances that have been 

filed by any employees regarding improper instructions for 

handling trouble reports? 

A An actual grievance in comparison to just arguing 

on their own behalf? 

Q Uh-huh. 

A (Pause.) No. 

0 Okay. Do you know of any instances where MAS or 

STs would close out an out-of-service report early and then 

reopen it as an employee-originated report? 

A Yes. 

0 Was this generally done -- 
A Yes. 

0 -- as a general practice? 
A Yes. 

0 And why was this done? 

A Well, primarily it was done if a report could not - 
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have been cleared and the facilities, say, from the pole to 

the house, if it were back down in the cable three blocks 

away, something to that effect. That.was where that was 

habitually done. 

0 So these were primarily cable troubles then? 

A Right. 

0 Ana did this affect the out-of-service index? 

A Yes, uh-huh. 

Q And were there times -- let me ask you: Is this 

still being done today? 

A Nope. 

Q When did this practice stop? 

A About a year ago. 

Q All right. Were there ever times when maintenance 

administrators were instructed by supervisors not to close 

out reports without asking the supervisor's permission? 

A Oh, yeah. 

Q Was this regularly done? 

A You were told to -- if you were in jeopardy of 
going over 24 hours, you had to %et -- raise your hand and 
one of them would stroll out to the room and actually tell 

you that you had to monitor it and you -- I put their 
initials in my narrative that they said to close it out to 

that. 

0 To protect y o u r  cause code or disposition code? - 



I 

2 

3 

4 

5 

6 

7 

R 

9 

10 

1 1  

12 

13 

14 

1s 

16 

1 7  

18 

19 

20 

2 1  

22 

23 

24 

c 

25 

46 

A Uh-huh. 

0 Okay. And do you know why that was being done? 

A To meet the indices. 

Q Go you know of any instructions to extend 

commitment times without talking to a customer? 

A Extena it? 

0 Uh-huh. 

A Yes. 

Q Okay. And why was that done? 

A Well, because you would have so many out Of 

services to meet that you couldn‘t get the others for the bad 

jacks or the noisy static and you would just go in and change 

the commitment time. This was later in years, like in ‘88, 

‘89. 

Q All right. And was that according to company 

practice? Was that permitted by company practice, do you 

know? 

A No. 

Q What did company practice dictate you do if you 

were going to change a commitment time? 

A It -- you mean change it out further? 

0 Yes, to move it out further. 

A The practice says that you can notify your customer 

and there’s a field where you type 222, which means that you 

discussed it with your customer and they agreed to the - 
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changing of the commltment. 

Q Okay. And l f  you dldn't contact the customer but 

extended the time out, is there a certain code you're 

supposed to use for that? 

A We still put 222 in there anyway. 

Q Okay. 

A Even though you didn't get them. 

Q All right. 

A That was up until a year ago. 

0 Did this help the company on another indices that 

the company had? 

A Uh-huh- 

0 And which one was that? 

A Well, there were several different indices that 

they had, but I guess that would be commitment time. 

Q Okay. Have you heard of maybe missed appointment 

index? 

A Uh-huh. That's commitment times to me. 

0 Okay. Are you familiar with the CON Code, C-0-N, 

carried-over no code? 

A Never heard of it. I don't know what that is. 

0 All right. Then we'll move rlght on. 

A Okay. 

MR. BEATTY: I think she has -- you had ralsea your 
finger. - 
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THE WITNESS: I was trying -- I was thinking 
of typing C-0-N, and I've never typed it. 

BY MS. RICHARDSON: 

Q What about a 106? 

A No. 

9 Ms. Kilgore, I want to thank you for being here 

today and for answering my questions and Staff or Mr. Beatty 

may have one or two before we let you out of the room. 

A Okay. 

Ms. RICHARDSON: Thank you very much. 

M R .  BEATTY: I just have one. 

No, I don't have anything. I changed my mind. 

MS. RICHARDSON: Thank you very much. 

MR. BEATTY: Thank you. 

MS. RICHARDSON: I'm sorry. I hate to do this, 

but I have been reminded of one question. 

THE WITNESS: Okay. 

BY MS. RICHARDSON: 

9 Do you have the Games of any other MAS who brought 

these improper activities, as you've characterized them, to a 

manager's attention? 

A Uh-huh. 

Q And who are they? 

A Cathy Nelson. When she came into our  group she 

transferred from Pensacola. She had a Practice. I said I - 
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knew one o f  t h o s e  t h i n g s  e x i s t e d .  She  a c t u a l l y  had one  and 

s h e  gave  i t  t o  me t o  read. I shook i t  i n  h e r  f a c e  and s a i d ,  

"1 t o l d  you. I knew these  e x i s t e d . "  . 
i 

She was -- oh,  and  Judy Rote.  

0 Can you s p e l l  h e r  last name? 

A R-o-t-e. 

Q Okay. 

A 
. . 

. . . . . . . . .~-.L.,,*>,.... 

. . .. . , ~. 

make any i n d i c a t i o n s  t h a t  any  o f  t h e s e  Q D i d '  . 

t h i n g s  were b e i n g  done i n  Pensacola when s h e  was t h e r e ?  

A She  s a i d  t h e y  were n o t  b e i n g  done .  

Q T h i s  was j u s t  u n i q u e  t o  J a c k s o n v i l l e  as fa r  as s h e  

knew? 

A Yes. 

MS. R I C H A R D S O N :  Now I t h i n k  I'm t h r o u g h .  

Thank you v e r y  much. 

M r .  B e a t t y  may h a v e  one .  

M R .  BEATTY: I d o n ' t  have  a n y t h i n g .  T h a t ' s  i t .  

( W i t n e s s  e x c u s e d . )  

(Whereupon, t h e  d e p o s i t i o n  c o n c l u d e d  a t  7:53 p.m.1 

. 
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AFFIDAVIT OF DEPONENT 

This is to certify that I, EVELYN KILGORE, have 

read the foregoing transcription of my testimony, 

Page 6 through 49, given on May 4, 1993, in Docket 

Nos. 910163-TL and 910727-TL, and find the same to be true 

and correct, with the exceptions, and/or corrections, if any, 

as shown on the errata sheet attached hereto. 

EVELYN KILGORE 

Sworn to and subscribed before me this 

day of , 1993. 

NOTARY PUBLIC 

State of 

My Commission Expires: 

-- 
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CERTIFICATE OF OATH 

51 

1, the undersigned authority, certify that 
Evelyn Kilgore personally appeared before me and was duly 
sworn. 

WITNESS my hand and official seal this 
June. 1993. 

-. 

Marie' C. Gentry 
Notary Public - State of F1 
My Commission No. CC251746 
Expires: 1/21/97 
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S T I P U L A T I O N  

2 

I T  IS STIPULATED t h a t  t h i s  d e p o s i t i o n  was t a k e n  

pursuant  t o  n o t i c e  i n  accordance with t h e  a p p l i c a b l e  Florida 

R u l e s  of C i v i l  Procedure; t h a t  o b j e c t i o n s ,  except  as t o  t h e  

form of t h e  ques t ion ,  are reserved u n t i l  hea r ing  i n  t h i s  

cause; and t h a t  t h e  reading and s igning  was n o t  waived. 

I T  IS ALSO STIPULATED t h a t  any off- the-record 

conve r sa t ions  are wi th  t h e  consent  of t h e  deponent.  
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JUDITH R. ROTE, 

appeard as a wi tness  and, after be ing  d u l y  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as follows: 

EXAMINATION 

BY MS. RICEARDSON: 

Q M s .  Rote, would you please s ta te  your name and 

t h e n  spell  it for t h e  C o u r t  Reporter? 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

today? 

A 

J u d i t h ,  J-U-D-I-T-H, R. Rote, R-0-T-E. 

And your address ,  please? 

3100 Emerson Street, Jacksonvi l le .  

And your ZIP code? 

32207. 

Is t h e r e  a room or something? 

138. 

And a phone number? 

904-399-8580. 

And t h a t ' s  Southern B e l l ?  

Y e s ,  it is. 

Okay. And are you represented  by an a t t o r n e y  he re  

Y e s ,  I am. 

MS, RICHARDSON: And w i l l - a s  your a t to rney  t o  put 

h i s  appearance on record.  

MR. KATTMAN: My name i s  John Rattman, 

K-A-T-T-M-A-N, of t h e  f i rm  of Kattman and Eshelman, 
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P.A. O u r  address  is 1920 San Marco Boulevard, 

Jacksonvi l le  32207. 

MS. RICHARDSON: And go ahead and pu t  a phone 

number down. 

MR. KATTMAN: (904) 398-1229. 

BY MS. RICHARDSON: 

Q 

here today? 

And do you have someone from t h e  union wi th  you 

A Y e s ,  I do. 

MS. RICHARDSON: Aand I w i l l  a s k  h e r  t o  p u t  h e r  

appearance on t h e  record. 

MS. HARTLEX: Shelba  Har t l ey?  S-E-E-GB-A 

H-A-R-T-L-E-Y, 4076 Union H a l l  P lace ,  Jacksonvi l le ,  

F l o r i d a  32205; (904)384-2222. I ' m  t h e  Execut ive  

Vice-president. 

BY MS. RICHARDSON: 

Q Okay. MS. Rote, d i d  you d i s c u s s  your d e p o s i t i o n  

wi th  anybody h e r e  today o t h e r  t h a n  Mr. Kattman or counse l  

f o r  t h e  company? 

A No * 

Q Okay. And h a s  anyone advised  you t h a t  you would 

n o t  be d i s c i p l i n e d  for whatever answers you gave h e r e  today? 

A Y e s  - 
Q Okay. And has  anyone advised you about t h e  

p o s s i b l e  c r imina l  p e n a l t i e s  t h a t  c o u l d  a p p l y  i f  you p e r j u r  
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your testimony here today? 

A Y e s .  

Q A l l  r i g h t .  Have you given a s ta tement  t o  t h e  

company i n v e s t i g a t o r  regard ing  t h e  t r o u b l e  r e p a i r  r e p o r t s ?  

A I n  days p a s t ,  yes. 

Q Do you remember when you made t h a t  s ta tement?  

A Not exac t ly .  The l as t  t i m e  was a t  least two y e a r s  

ago. 

P Okay. And do you know who was i n  t h e  room with 

you when you made t h a t  s ta tement? 

A I don ' t  remember. 

Q Do you remember t h e i r  p o s i t i o n s ?  

A No, I don't .  

Q 

A A company a t to rney .  

Q There was a company a t t o r n e y ?  

A Y e s .  

Q 

A NO. 

Q How about one of your supe rv i so r s?  

A No. 

Q Okay. D i d  you b r i n g  an at-torney t o  t h a t ?  

A No. 

Q Okay. W a s  t h e r e  a s e c u r i t y  i n v e s t i g a t o r  p re sen t?  

A I d o n ' t  remember. 

Was t h e r e  an a t t o r n e y  p resen t?  

Was t h e r e  someone from t h e  union p resen t?  
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Q Okay. Did  you t a l k  t o  anybody about t h a t  

s t a t emen t  af ter  you had g iven  it? 

A No. 

Q 

A Maintenance admin i s t r a to r .  

Q Okay. And how long have you he ld  t h a t  p o s i t i o n ?  

A That particular p o s i t i o n  about -- probably  about  

What is your present pos i t i on?  

1 0  or 11 years. 

Q 

A 

Q 

A 

Q 

A 

c e n t e r .  

Q 

A 

Q 

started? 

A 

Q 

I n  J a c k s o n v i l l e  t h e  e n t i r e  t i m e ?  

Y e s .  

I n  t h i s  p a r t i c u l a r  c e n t e r  t h e  entire t i m e ?  

Y e s .  

Okay. 

W e  have changed our namer b u t ,  yesr i n  t h i s  

All r i g h t .  

August 1 5 t h ,  1960. 

Ohr myl And what d i d  you do when you f i r s t  

When d i d  you s t a r t  w i t h  t h e  company? 

Overseas ope ra to r  i n  M i a m i ,  

Okay. How long d i d  you hold t h e  o p e r a t o r  p o s i t i o n  

f o r  t h e  company? . 
A W e l l ,  t h a t  one  was o n l y  about six months. 

Q Okay. Were you ever  a maintenance a d m i n i s t r a t o r  

i n  M i a m i ?  
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A No. 

Q When w a s  t h e  f i r s t  maintenance a d m i n i s t r a t o r  

p o s i t i o n  you held? 

A Brooksville,  F l o r i d a ,  and t h a t  was t he  e a r l y  ' 8 0 s ,  

very e a r l y  '80s. 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

second? 

A 

Q 

A 

world. 

Q 

A 

Q 

Is Brooksville i n  t h e  G a i n e s v i l l e  IMC? 

Y e s ,  it is. Um-ha. (Aff i rmat ive  Response). 

And who was your supervisor i n  Brooksville? 

Bud K i t e .  

Can you spell  h i s  l as t  name? 

K-I-T-E. 

Okay. J u s t  l i k e  it sounds? 

Right. Um-ha. (Affirmative Response). 

Okay. And was h e  your f i r s t  level manager, or 

Yes. 

Who w a s  your second l e v e l  manager t h e r e ?  

Oh, gosh, I don ' t  remember. That  w a s  ano the r  

Okay. How long d i d  you hold t h a t  p o s i t i o n ?  

T h a t  was just about a yea r  and a h a l f .  

A l l  r i g h t .  And were you a maintenance 

a d m i n i s t r a t o r  i n  any o t h e r  c e n t e r  b e s i d e s  Brooksv i l l e  and 

J a c k s o n v i l l e ?  

A No. No. 
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Q Did you come h e r e  t o  J a c k s o n v i l l e  from 

Brook s v i l  le? 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

Y e s .  

Okay. Who is your present manager? 

F i r s t  level or -- 
Um-ha. (Affirmative Response). 

B a s i l  Vann, V-A-N-N. 

And how long h a s  he  been your manager? 

A l i t t l e  over a year. 

And who w a s  your manager before Mr. Vann? 

Brenda Mathis. 

And can you spell  h e r  l as t  name for me? 

M-A-T-H-I-S. 

Okay. And how long w a s  she your manager? 

Oh, a couple of years .  

A l l  r i g h t .  And can you remember your f i r s t  leve l  

manager be fo re  her?  

A Gosh. No, n o t  r e a l l y .  

Q Okay. What about second l e v e l ?  Who is your 

p r e s e n t  second l e v e l  manager? 

A B r u c e  Higgins. He's new w i t h  us. 

Q Okay. How long has he  been here?  

A A week, I g u e s s .  

Q About a week. And then who was i t  be fo re  Mr. 

H i g g i n s ?  
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A 

Q 

A 

Q 

A 

that. 

Q 

A 

Q 

Jim Keels. 

And he was your manager from 1989, '90 or -- 
A little over a year. 

Okay. Okay. A year. So '91 or sometime? 

Om-ha. (Affirmative response). Something like 

And who was it before Mr. Keels was in? 

I don't remember. I really don't. 

Do you remember any other managers' names that you 

have worked for? 

A Oh, Dwight McGuinnes. 

Q Dwight McGuinnes? 

A Yeah. Um-ha. (Affirmative Response). 

Q And how long was Mr. McGuinnes your manager? 

A Oh, a couple o f  years. 

Q Couple years. And do you remember any other 

managers that you worked for in Jacksonville? 

A Bob Heist. Leonard Raulerson. 

Q And that's R-0-L- -- 
A R-A-U-L-E-R-S-0-N. 

Q Okay. Mr. Heist, Mr. Raulerson, Mr. Vann, Mr. 

Mathis, Mr. Higgins, Mr, Keels, MK.= McGuinnes. Is that 

pretty much it? 

A That's pretty much it, yes. 

Q Okay. And let's take Brooksville for just a 
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1 moment. M r .  K i t e  is t h e  on ly  manager t h a t  you can remember 

2 from Brooksvi l le ,  o r  can  you t h i n k  --_ 
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A It 's a very smal l  o f f i c e .  Be was, yes. 

Q H e  w a s  it? 

A Um-ha. (Affirmative Response) . 
Q Okay. Do you know who your operations manager is? 

I t h i n k  they  are c a l l e d  d i s t r i c t  managers? I'm not sure .  

A Mr. Rupe. 

Q Mr, Rupe, And do you know who your g e n e r a l  

manager is? 

A No. 

Q Do you know who your union p r e s i d e n t  is? 

A Oh, yes. I voted for him. I had a cho ice  t h e r e .  

John Edenf i e l d .  

Q Thank you. And who is your union steward? 

A V i o l e t  W i l l i s .  

1 7  Q Okay. M s .  Rote, have you heard t h e  ph rase  

1 8  "backing up t h e  t i m e " ?  

1 9  A Y e s .  

20 Q A l l  r i g h t .  Where have you heard t h a t ?  

21 A Off ice language. 

2 2  Q Okay. J u s t  common, everyday o f f i c e  language used 

23  f r equen t ly?  

2 4  A N o .  But t h a t  would be where I would have h e a r d  

2 5  it. 
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Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Okay. What does it mean t o  you? 

Well, "backing up t i m e . "  

What t i m e ?  

The closeout t i m e .  

The c l o s e o u t  t i m e ?  

Um-ha. (Affirmative Response) . 
Why would someone back up a c l o s e o u t  t i m e ?  

It could be a v a r i e t y  of reasons. 

Okay. Can you g i v e  me some examples? 

One would be i f  t h e  man d id  n o t  c a l l  i n  t o  

c l o s e o u t  h i s  report for a g iven  reason. You wouldn't want 

t o  show him a t  an erroneous time, so you would want t o  use  

t h e  time t h a t  h e  a c t u a l l y  d i d  c l e a r  it, so you would have t o  

back it up. 

Q A l l  r i g h t .  To t h e  time service was r e s to red?  

A That would be t h e  only  one t h a t  I would be 

i n t e r e s t e d  in .  

MR. KATTMAN: Excuse me. I ' m  going t o  impose an 

A r e  w e  j u s t  asking her  about her thoughts  ob jec t ion .  

and -- 
MS. RICBARDSON: Her understanding of t h e  meaning 

of t h e  phrase,  "backing up  the - t ime . "  

MR. KATTMAN: Okay.  

BY MS. RICHARDSON: 

Q Okay. T h a t ' s  t o  t h e  t i m e  s e r v i c e  is r e s t o r e d  
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then? 

A Y e s .  

MS. RICHARDSON: D i d  you have another  o b j e c t i o n ,  

M r .  Kattman? 

MR. KATTMAN: Y e s .  I ' m  going t o  o b j e c t  on t h e  

base of you asked h e r  what h e r  understanding is, and 

t h e n  you asked her  f o r  what purposes it would serve. 

That ' s  c a l l i n g  f o r  speculation on t h e  part of t h i s  

w i tnes s  i f  s h e  -- a t  t h i s  p o i n t ,  based on t h e  q u e s t i o n s  

you have asked so far, you've asked her  t o  speculate 

what it w a s  done f o r .  She 's  no t  say ing  s h e  knows 

anything about it, o r  had any involvement i n  it. 

You're asking f o r  specula t ion ,  so on t h a t  b a s i s  1'11 

o b j e c t .  

MS. RICBARDSON: Okay. 

BY MS. RICHARDSON: 

Q Now, l e t ' s  cont inue  with t h a t  l i n e  of ques t ion ing .  

Your a t t o r n e y  has  p u t  a l e g a l  o b j e c t i o n  on t h e  record on 

your b e h a l f ,  b u t  I want t o  cont inue w i t h  t h a t  l i n e  of 

ques t ion ing .  

You have mentioned one u s e  of backing up  t h e  t i m e  w a s  

t o  show t h e  a c t u a l  r e s t o r a l  time? 2 

A Um-ha. ( A f f i r m a t i v e  Response) . 
Q Is t h e r e  another  u s e  of backing u p  t h e  t i m e  t h a t  

you're aware of?  
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MR. KATTMAN: D o  you understand t h e  ques t ion?  

THE WITNESS: Not completely,  because t h e  on ly  o n e ,  

I'm concerned wi th  is t h e  r i g h t  one, and t h a t  would be 

t o  back it up t o  t h e  proper t i m e .  

Q Okay. What about  a wrong one? You ind ica t ed  t h a t  

t h e r e  may be a wrong one. The i m p l i c a t i o n  of your s ta tement  

is t h e r e  may be a wrong one. Tha t ' s  what I i n f e r  from t h a t .  

What's a wrong use of backing up t h e  time? 

A Well, a wrong use t o  back up t h e  time would be -- 
MR. KATTWW: Again, I object on t h e  basis of 

speculation, b u t  go ahead and answer t h e  q u e s t i o n  i f  

you want to speculate. 

Q Y e s ,  go ahead. 

A Would be -- L e t ' s  see, where was I now? It would 

be to keep your t i m e  down, your c l e a r i n g  t i m e .  

Q Okay. A r e  you aware of -- 
A But t h a t ' s  my i n t e r p r e t a t i o n  now. 

Q Okay. And i n  your i n t e r p r e t a t i o n  t h a t ' s  wrong? 

A Of course.  

Q Okay. Do  you know anyone who has done t h a t ?  

A I have heard t h a t  i t ' s  been done. 

Q Okay. And who have you heard t h a t ' s  done t h a t ?  

A O h ,  I don ' t  remember. 

Q H a s  it been done i n  J a c k s o n v i l l e ,  Brooksvi l le ,  

where? 
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A I don ' t  remember s p e c i f i c s .  

Q Okay. Where were you when you heard t h e s e  th ings?  

A I don ' t  remember. 

Q W a s  it a t  work? 

A Well, yes. I would say. I d o n ' t  t a k e  t h i s  out .  

Q Okay. A r e  you familiar with t h e  requirement t h a t  

t h e  company complete r e p a i r s  on out-of-service r e p o r t s  

w i t h i n  24 hours a t  least 95% of t h e  t i m e ?  

A Y e s .  

Q 

A W e l l ,  t h a t ' s  understood. 

Q Okay. D i d  you know t h a t  back i n  Brooksvi l le?  

A Yes. 

Q 

How long have you known t h a t ?  

Okay. So you have a l s o  known t h a t  then  t h e  en t i re  

t i m e  you have have been i n  Jacksonv i l l e?  

A Y e s .  

Q T h a t  h a s n ' t  changed? 

A No. 

Q Okay. So t h e s e  rumors about backing up c l e a r i n g  

t i m e ,  is t h a t  i n  o rde r  t o  meet t h a t  24 hour clock t i m e ?  

A Well, t h a t  would be t h e  only  reason. 

Q Okay. Has any manager ever asked you t o  back u p  a 

c l e a r i n g  t i m e  on a r e p o r t  i n  order  t o  meet t h a t  2 4  hour 

clock t i m e ?  

A No - 
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Q Do you know i f  any manager h a s  ever  asked  a n o t h e r  

maintenance a d m i n i s t r a t o r  t o  do t h a t ?  

A I have heard t h a t  it has been done. 

Q Okay. And aga in ,  when you have heard t h a t  t h a t  

has been done, was t h a t  J a c k s o n v i l l e ,  Brooksvi l le ,  or both? 

A It would be Jacksonv i l l e .  

Q Okay. And was t h a t  another  maintenance 

a d m i n i s t r a t o r  t h a t  you heard t h i s  from, or a manager? 

A It would be a maintenance a d m i n i s t r a t o r ,  yes; t h e  

o n l y  one t h a t  should  be c l o s i n g  out  t roub le s .  

Q So t h e r e ' s  a des igna ted  MA for j u s t  c l o s i n g ?  

A No. Tha t ' s  a craft  job, t o  c l o s e o u t  t r o u b l e .  

Q Oh, I see. It's a maintenance administrator 

func t ion?  

A Y e s .  

Q Have you ever seen  a manager c l o s e o u t  t roubles? 

A I have not.  No, I have n o t  s e e n  t h a t .  

Q Have you heard of t h a t  being done? 

A I have heard of it. 

Q Okay. Why would a manager c loseou t  t r o u b l e s ?  

MR. BEATTY: Objection. It ca l l s  f o r  specu la t ion .  

A I c a n ' t  t e l l  you why they-do a n y t h i n g  they  do. I 

mean, c r a f t  migh t  v e r s u s  management m i g h t ,  b u t  I d o n ' t  know. 

Q O k a y .  Have you hea rd  a n y  d i scuss ion  among o t h e r  

MAS i n  t h e  o f f i c e ,  or  managers s p e a k i n g  about why they  were 
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c l o s i n g  out  t roub le s?  

A No. I know no specifics o n , a n y  of t h a t .  

Q Okay. Have you heard t h e  term, "bu i ld ing  a base"? 

A Y e s .  

8 A l l  r i g h t .  And what is your understanding of t h a t  

phrase? 

A W e l l ,  t h a t  would be very d i f f i c u l t  t o  def ine .  I 

would l i k e  t o  t a l k  t o  my attorney. 

Eas. RICBARDSON: That w i l l  be f i n e .  I f  we can go 

-- L e t ' s  -- L e t  me, before w e  do t h a t ,  I j u s t  want to 

m a k e  a statement on t h e  record. 

If a t  any t i m e  you d o n ' t  understand t h e  question 

t h a t  I have asked, you may c e r t a i n l y  a s k  m e  t o  repeat 

it. 

THE WITNESS: I ' l l  w i l l .  

MS. RICEARDSON: -- or r ephrase  it, or whatever, 

f e e l  uncomfortable t o  do t h a t .  

THE WITNESS: Okay. 

MS. RICHARDSON: A t  any t i m e  you f e e l  l i k e  you 

need t o  speak t o  your a t t o r n e y ,  do what you j u s t  d id ;  

a s k  t o  go o f f  t h e  record ,  and w e  w i l l  go off t h e  

record and you can  speak t o  your a t t o r n e y .  Okay? I 

want you t o  know t h a t  o f f i c i a l l y .  

And now w e  w i l l  go o f f  the record.  

MR. KATTMAN: Okay. T h i s  will take only  about 
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15 seconds I feel  su re .  

( B r i e f  recess). 

MS. RICHARDSON: You ready t o  go back on  t h e  

record? 

MR. KATTMAN: Yeah. With respect t o  t h a t  l as t  

ques t ion ,  and any o t h e r  q u e s t i o n s  regard ing  "bu i ld ing  

of t h e  base" -- and, by t h e  way, I have a copy of a -- 
&. RICBARDSON: W e l l  then,  l e t ' s  ge t  it o u t  on 

t h e  record.  You want t o  in t roduce  it? 

MR. KATTMAN: No. I j u s t  want -- I mean w e  have a 

copy of a p p a r e n t l y  some p leading  t h a t  w a s  f i l e d  and -- 
MS. RICBARDSON: Mr. Kattman, l e t  me go ahead and 

in t roduce  it so w e  w i l l  know when w e  read t h i s  aga in  

what it's about. 

This  is a s t a t emen t  f i l e d  by Southern B e l l  on 

A p r i l  lst, 1993 i n  t h e  conso l ida t ed  docket by Southern 

B e l l .  

Order Number PSC930263PCOTL en te red  on February 1 9 t h ,  

1993, and i n  t h a t  document appears  t h e  name of Number 

505, Rote, J u d i t h  R . ,  and I th ink  w h a t  w e  w i l l  do 

f i r s t  before Mr. Kattman con t inues  is t o  a s k  M s .  Rote 

i f  t h a t  is indeed her  name o n t h i s  document, and t h e n  

It 's t h e  company's response t o  P re l imina ry  

w e  

will proceed from t h e r e .  

BY MS. RICHARDSON: 



1 

2 

3 

4 

S 

6 

7 

8 

9 

10 

11 

12 

13 

1 4  

15 

16 

1 7  

1% 

1 9  

20 

2 1  

2 2  

23  

2 4  

25 

Q Is t h a t  your name, Ms. Rote? 

A Y e s ,  it is. 

MS. RICHARDSON: Okay. NOW, Mr. Kattman. 

MR. KAWMAN: W i t h  respect t o  t h a t  las t  question, 

and any o t h e r  questions regard ing  "bu i ld ing  of t h e  

base," as you put  it, w e  -- s h e  would envoke t h e  5 t h  

Amendment. 

MS. RICHARDSON: Okay. 

BY MS. RICHARDSON: 

Q And t h e n  if it 's -- What I would l i k e  for you t o  

do, Ms. Rote, is j u s t  t o  t e l l  m e  t h a t  you're envoking t h e  

5 t h  Amendment and w i l l  not answer my ques t ions  on t h a t  on 

t h e  advice  of your a t to rney .  

A Okay. Upon t h e  adv ice  of my attorney I a m  

envoking t h e  5 t h  Amendment. 

Q Okay. Thank you. 

A l l  r i g h t .  Then l e t  me  move on  s i n c e  w e  are us ing  t h i s  

document. By your name appears a Number 9. Okay. And i f  

you could j u s t  check t h a t  and l e t  m e  know what t h a t  one is 

about.  

MR. KATTMAN: According t o  t h i s  document, and I 

b e l i e v e  I'm c o r r e c t ,  Number 9 would be -- 

THE WITNESS: That would be an a s s i g n .  

MR. KATTMAN: -- " tes t  okay," s t a t u s  OOS? 

A Urn-ha. Service.  That would be i n  t h e  same 
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ca tegory .  

Q A l l  r i g h t .  And when you say, "same category," 

t h e n  l e t  m e  a s k  you a ques t ion ,  and you can respond however 

you wish then: 

r e p o r t s  o u t  of s e rv i ce?  

What do you know about s t a t u s i n g  test okay 

A There aga in  I would t a k e  t h e  5 t h  on t h a t .  

Q Okay. By your name a l s o  appears a Number 11. 

A I d o n ' t  know what you mean by, "improper 

p r e p a r a t i o n  of a t r o u b l e  report," on  N u m b e r  11. 

Q Okay. A l l  r i g h t .  You have been a n  MA a t  least 

since t h e  e a r l y  '80s, so a t  least 10 years -- 
A Um-ha. (Affirmative Response). Right.  

Q -- you have been a maintenance admin i s t r a to r?  

A Yes .  

Q D i d  you receive t r a i n i n g  from Southern B e l l ?  

A Oh, yes. Um-ha. (Aff i rmat ive  response) .  

Q B a s  your t r a i n i n g  been cont inuous throughout t h o s e  

1 0  years?  

A Y e s .  

Q A l l  r i g h t .  A r e  you f a m i l i a r  wi th  t h e  BellSouth 

practices on screening  r epor t s ,  t e s t i n g  them, c l e a r i n g  them, 

and c l o s i n g  them? - 

A Yes. 

Q Okay. A f t e r  1 0  yea r s  t h e n  you have a l o t  of 

on- the- job  t r a i n i n g ,  as w e l l  as formal Southern Bell 

~ ~ 
~~~ 
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t r a i n i n g ?  

A Right. 

Q A l l  r i g h t .  I n  your opin ion ,  when you handle  a 

t r o u b l e  report would you -- l e t  m e  a s k  you a different  

question. 

on-the-job t r a i n i n g  wi th  new maintenance a d m i n i s t r a t o r s ?  

Have you ever been c a l l e d  upon t o  h e l p  do 

A Yes. 

Q Okay. Kind of show them the ropes? Somebody new 

comes i n  and they  sit them down by you because you have been 

h e r e  a long time ana you know how t o  do t h i n g s ,  and t h e y  a s k  

you t o  kind of h e l p  t h i s  new person o u t  and show them 

around? 

A Um-ha. (Affirmative Response) . 
Q A l l  r i g h t .  I n  t h a t  process of t r a in ing  somebody 

new have you ever seen them make m i s t a k e s ?  

A O f  course. 

Q Okay. Have you ever seen them do something t h a t  

you thought was improper so t h a t  you had t o  c o r r e c t  them? 

MR. BEATTY: Object t o  t h e  form of t h e  ques t ion .  

I t ' s  ambiguous by t h e  d e f i n i t i o n  of t h e  word 

"improper." 

Q All r i g h t .  D o  you, based-upon your t r a i n i n g  and 

experience and knowledge of BellSouth p r a c t i c e s ,  know how t o  

p r o p e r l y  handle a t r o u b l e  r epor t ?  

A Oh, yes ,  I t h i n k  so. 
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Q Okay. And your managers have e v i d e n t l y  i n d i c a t e d  

t h e i r  confidence i n  t h a t  a b i l i t y  i n  you so t h a t  t h e y  have , 

g iven  you r e s p o n s i b i l i t y  f o r  t r a i n i n g  new people: is t h a t  

correct? 

A W e l l ,  on occas ion  t h e y  have s a t  wi th  m e ,  yes. 

Q Okay. Now, i n  t h a t  process t h e n  you know what a 

proper handl ing of a report is? 

A Right. 

Q And you have got somebody brand new s i t t i n g  h e r e  

nex t  t o  you, and t h i s  is a hypo the t i ca l ,  have you ever seen 

them do something t h a t  w a s  improper t h a t  you needed t o  

correct them on? 

A If you ' r e  t each ing  them, yes. 

Q Okay. Now, I want t o  t a k e  it out of t ha t  c o n t e x t .  

A Okay. 

Q A l l  r i g h t .  And l e t ' s  go t o  t h e  c o n t e x t  of o t h e r  

maintenance a d m i n i s t r a t o r s  t h a t  you have worked with.  

you ever  no t i ced  ano the r  maintenance a d m i n i s t r a t o r  t h a t  

you ' r e  no t  t r a i n i n g ,  someone you j u s t  work with,  improperly 

handle  a r epor t ?  

Have 

A No. I d o n ' t  have t i m e  t o  s c r e e n  t h e i r  work. No. 

Q Okay. . 

A No - 
Q Have you ever  heard  of t h a t  b e i n g  done?  

A No - 
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Q D o  you know of any manager who has  g i v e n  a 

d i r e c t i o n  t o  a maintenance admin i s t r a to r  t h a t ,  based on y o u r ,  

t r a i n i n g  and experience,  you knew w a s  improper? 

A No. 

Q Okay. A l l  r i g h t .  L e t ' s  go down t o  Number 14 .  

And what does 1 4  ind ica t e?  

MR. KATTMAN: Based upon t h i s  document it 

i n d i c a t e s  -- you can j u s t  read it. 

A "Use of one employee's code by ano the r  employee or 

an employee's use  of A I R 0  code.. 

Q And t h a t ' s  A-I-R-0 -- 
A Right. 

Q -- for t h e  Court  Reporter.  

A Right. 

Q Okay. And what 's  your understanding of why t h a t  

appears  by your name? 

MR. BEATTY: Object ion,  un less  s h e  h a s  personal 

knowledge of t h e  i n t e n t  of t h e  d r a f t e r s  of t h a t  

document t o  p u t  he r  name down. It c a l l s  f o r  

s p e c u l a t i o n  as t o  t h e  form of t h e  ques t ion .  

THE WITNESS: I -- L e t ' s  see. 

MR. KATTMAN: S h e ' s  a s k i n g  you if you know why 

Number 1 4  is n e x t  t o  your  name. D o  you know? 

A I d o n ' t  know, o t h e r  t h a n  t h e  f a c t  t h a t  i n  t h e  

m a i n t e n a n c e  c e n t e r  a t  t imes it h a s  been  s a i d  t h a t  o t h e r  

~ 
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2 BY MS. RICBARDSON: 

3 Q Have you heard it said why that was being done? 

4 A No. 
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Q Okay. Has anyone ever asked you to use someone 

else's employee code? 

A No. NO. 

Q Do you know €or a fact that anyone? that some 

other empl6yee has used another person's code? 

A For a €actr no. 

Q Okay. Has anyone else ever used your code? 

A I certainly hope not. 

Q Okay. Is it possible to do that now? 

MR. BEATTY: Objection. It calls €or speculation. 

A I mean, you could type it inr but anything is 

possible with the keyboard. 

Q Okay. Are you familiar with the ANS I.D., 

employee I.D. system that the company installed in the past 

year or so? 

A All the security codes for entering into the 

system? 

Q Right. - 
A Y e s .  Enough t o  g e t  i n t o  my computer .  

Q Okay. Do  you know under  t h a t  new s y s t e m  w h e t h e r  

2 5  someone e l s e  c o u l d  u s e  your  code?  

~ 
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A 

Q Okay. And are those  passwords supposed t o  be 

They would have t o  know your passwords. 

c o n f i d e n t i a l ?  

A Yes. 

Q Okay. Do you know i f  t hey  are a c t u a l l y  k e p t  

c o n f i d e n t i a l ?  

A As far as I know they are. 

Q Okay. Then l e t  me a s k  you again: Is it p o s s i b l e  

today  t o  use  somebody else's employee code? 

MR. BEATTY: Objection. It c a l l s  for speculation. 

A Not t h e  t o t a l  system, no. Not as it is now. 

Q Okay. Number 15 I th ink  appears  by your name. 

What is Number 15? 

A "Exclusion or e l imina t ion  of t r o u b l e  reports." 

Q What does it mean t o  exclude a t r o u b l e  r epor t ?  

A You cancel it out .  

Q Is t h a t  i n  t h e  f i n a l  s t a t u s  sc reen?  

A Y e s .  

Q Okay. And under what c o n d i t i o n s  is it proper ,  

based on your t r a i n i n g  and experience,  t o  exclude a t r o u b l e  

r e p o r t ?  

A Well, t o  be proper t o  exclude,  one, there ' s  about 

I suppose maybe 1 0  or 1 2  acceptab le  reasons only.  

Q Can you g ive  me an example or two? 

A Wrong number reported.  
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Q Okay. 

A Tha t ' s  p robably  about t h e  b e s t  I can give you now., 

Tha t ' s  why I have it t a p e d  in f r o n t  of me. 

Q Okay. 

A The list of them. 

Q What about  i f  somebody calls for i n s t r u c t i o n s  on a 

memory ca l l ,  is t h a t  exc ludable?  

A If  you g i v e  them i n s t r u c t i o n s  it would be memory 

call,  or CCS feature ins t ruc t ions .  Y e s ,  i t ' s  exc ludable  i f  

you g i v e  them instruct ions.  

Q What about t h i r d - p a r t y  reports? 

A Y e s .  

Q Okay. What about -- 
A B u t  it has  t o  be worded properly now, according t o  

t h e  list. 

Q Okay. Explain t h a t  t o  me. 

A W e  have t o  u s e  t h e  exc ludable  l ist .  As I say ,  

t h a t ' s  why it 's taped  i n  f r o n t  of m e ,  so I can get it worded 

p r o p e r l y  when w e  are  a u d i t e d  by o u t s i d e ,  even where an 

o u t s i d e  person c a n  come in and see why t h e  r epor t  was 

excluded. "I excluded it because," word for word. 

Q Okay. So if I were t o  come i n  and look a t  t h e  

DLETH, D-L-E-T-HI t h a t  you had prepared,  then I would  see 

your  n a r r a t i v e  and your  n a r r a t i v e  would be exac t ly  t h e  

n a r r a t i v e  t h e  company s a i d  you had to use? 

~ 
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A Um-ha. (Af f i rma t ive  Response) . 
Q Is t h a t  what you ' r e  saying? 

A Tha t ' s  r i g h t .  

Q So w e  have some examples of what is proper, and 

you have g o t  t h a t  i n  f r o n t  of you. D o  you know of anyone 

who has  excluded a n  out -of -serv ice  report? 

A No. 

Q Okay. Based upon your knowledge, your t r a i n i n g  

and experience,  is it proper t o  exclude a n  out-of-service 

report? 

A If it does not f a l l  under any of t h e  categories on  

my list i n  f r o n t  of me ,  t h e n  it is n o t  proper t o  be 

excluded. 

Q Okay. D o e s  an out-of-service report have a 

d i s p o s i t i o n  and cause  code? 

A If you are exc luding  it you d o n ' t  have any 

d i s p o s i t i o n  and cause.  

Q Okay. What does  "out  of s e r v i c e "  mean? 

A Out of s e r v i c e .  You c a n ' t  t a l k .  

Q You c a n ' t  t a l k .  If you can receive ca l l s  but  you 

c a n ' t  c a l l  o u t ,  is t h a t  ou t  of s e rv i ce?  

A W e l l ,  yes. I t ' s  supposed-to work both ways. If 

you c a n ' t  be c a l l e d  and you c a n ' t  c a l l  out, e i t h e r / o r ,  t h e n  

y o u ' r e  not  g e t t i n g  your serv ice .  

Q A l l  r i g h t .  And on out-of-service r e p o r t s  t hen  
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t h i s  person c a n ' t  c a l l ,  c a n ' t  rece ive  c a l l s  -- 
A Um-ha. (Aff i rmat ive  Response). 

Q -- is it proper  t o  exclude t h a t  r epor t ?  

A No. 

Q Okay. 

A That is, u n l e s s  it 's a "Denied - Non-payment." 

Q That ' s  one I d i d n ' t  a s k  you. A l l  r i g h t .  Other 

t h a n  the ,  'Denied - Non-payment"? 

A Then t h a t ' s  l e g a l .  However, even t h e n  t h e r e ' s  a 

formula you have t o  fol low,  because I have t o  be a b l e  t o  

have you come i n  t h e r e  and see t h a t  it was a c e r t a i n  s e r v i c e  

o r d e r ,  and t h e  date t h a t  it was denied non-payment. 

Q Okay. Now, have you ever  had a manager i n s t r u c t  

you t o  exclude an out-of-service repor t?  

A No. 

Q Do you know of any o t h e r  MA who has excluded 

out-of-service r e p o r t s ?  

A No. 

Q Have you ever  heard of t h a t  being done? 

A No. 

Q A l l  r i gh t .  Look a t  -- Number 15 ,  I be l i eve ,  is by 

your name -- No, Number 17.  E x c u s e - m e .  

A Um-ha. (Aff i rmat ive  Response) - " In t imida t ion  

o r  pressure ."  Here aga in ,  I t h i n k  on t h a t  I would, a t  t h e  

adv ice  of m y  a t t o r n e y ,  envoke t h e  5 t h .  
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Q A l l  r i g h t .  

MR. KATTMAN: I have never known of an employee 

who hasn ' t  been in t imida ted  or pressured by her  

employer by some way. 

employees t h a t  would have t o  t a k e  5 t h  on t h a t  one. 

MS. RICHARDSON: I can  a p p r e c i a t e  t h a t .  

I 've  g o t  an  o f f i c e  f u l l  of 

BY MS. RICHARDSON: 

Q Okay. I ' m  going t o  show you another  document. Rs. 

Rote, and I ' l l  introduce it f i r s t  l i k e  I d i d  t h e  l as t  t i m e .  

This  is Ci t i zens '  Third Set of I n t e r r o g a t o r i e s .  An 

i n t e r r o g a t o r y  is a w r i t t e n  ques t ion  t h a t  w e  have asked t h e  

company and t h e  company g i v e s  us a w r i t t e n  answer. Okay? 

Ins t ead  of s i t t i n g  a c r o s s  t h e  table from t h e  company l i k e  

you and I are t a l k i n g ,  we send it t o  them i n  wr i t ing .  

And b a s i c a l l y  what w e  have asked is f o r  t h e  names of 

employees who have information about f r a u d u l e n t l y ,  o r  

knowingly false i n  any r e spec t  handling some kind of t r o u b l e  

repor t .  and t h e  company has responded with t h e  names of some 

employees t h a t  may have information. 

Okay? 

A l l  r i g h t .  On t h i s  you w i l l  see our request, which is  

t h e  quest ion;  t h e  company's response,  which is t h e  company's 

answer, and t h e n  you w i l l  see a name. Okay. And t h e  f i r s t  

t h i n g  w e  w i l l  do when w e  go back on  t h e  record, a f t e r  you 

have had a chance t o  read it ,  
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f u r t h e r .  

ques t ions  on it. 

And t h e  reason t h i s  is a l l  fo lded  up l i k e  it is t h a t  

I ' m  showing you i n  paper c l ip  is t h a t  t h e  company claims 

t h a t  t h e  o the r  information conta ined  on t h i s  page is 

c o n f i d e n t i a l  and no one else is supposed t o  see it. A l l  

r i g h t ?  So I a s k  you n o t  t o  u n c l i p  it or  anyth ing .  

You should know we don ' t  t h i n k  it 's c o n f i d e n t i a l ,  and I 

p e r s o n a l l y  a m  conf iden t  it is n o t ,  and it w i l l  be he ld  n o t ,  

bu t  M r .  Beatty is going t o  make comments on t h a t ,  too. 

MR. BEATTY: No, M r .  Bea t ty  is n o t  going t o  make 

any comments. M r .  Beat ty  is going t o  o b j e c t ,  because 

t h e  i n s e r t i o n  of counse l ' s  pe r sona l  o p i n i o n s  are  n o t  

r e l evan t  t o  t h e s e  proceedings.  

MS. RICBARDSON: A l l  r i g h t .  Okay. Then we w i l l  

go o f f  t h e  record.  

(Discussion held off r e c o r d ) .  

MS. RICHARDSON: Back on t h e  record .  

BY MS. RICHARDSON: 

Q Okay. M s .  Rote, t h e  f i r s t  q u e s t i o n  is: 

A Y e s .  

Q 
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would l i k e  t o  know what you know about  i n s t r u c t i o n s  t o  

s t a t u s  out-of-services improperly. 

MR. KATTMAN: Firs t  of a l l ,  I t h i n k  t h a t  q u e s t i o n  

is i n  another  con tex t ,  or it maybe wi th  o t h e r  words 

has a l ready  been asked and answered, and I th ink  he r  

response was she  was claiming t h e  5 th .  

r eco l l ec t ion .  B u t  I'll l e t  h e r  go ahead and respond. 

A Yes, t h a t  is correct. On t h e  advice  of my 

T h a t ' s  my 

a t t o r n e y ,  though, I am t a k i n g  t h e  5 th .  

Q Okay. Okay. Ms. Rote, have you ever p r o t e s t e d  a n  

i n s t r u c t i o n  t h a t  a manager has  g i v e n  you on handl ing a 

t r o u b l e  r e p o r t  because you f e l t  t h a t  t h e  i n s t r u c t i o n  was n o t  

proper? 

MR. KATTMAN: You' re  t a l k i n g  about  t r o u b l e  

repor t s?  

MS. RICEARDSON: Trouble r e p o r t s .  Not n e c e s s a r i l y  

s t a t u s i n g  them out  of s e r v i c e ,  b u t  j u s t  an i n s t r u c t i o n  

on a t r o u b l e  r epor t .  

MR. KATTMAN: Again, I'm going t o  a d v i s e  my c l i e n t  

t o  take  t h e  5 t h  Amendment on t h a t  because t h a t  goes t o  

t h e  same a r e a  of ques t ion ing  t h a t  s h e  has a l r eady  

taken t h e  5 t h  on, s o  I ' m  go ing- to  i n s t r u c t  her t o  do 

t h a t ,  and i f  s h e  s o  chooses s h e  c a n  do t h a t  o r  n o t  do 

t h a t .  

A Y e s .  
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Q I'm s o r r y ,  s h e  needs t o  hear.  

A Y e s ,  I w i l l  t a k e  t h e  5 th .  

Q Rave you eve r  f i l e d  a gr ievance through t h e  union, 

through t h e  channels  t h a t  you have through t h e  union w i t h  

t h e  company because of i n s t r u c t i o n s  t h a t  managers have g iven  

you? 

A No. 

Q Have you ever been d i s c i p l i n e d  for your work 

performance on handl ing t r o u b l e  reports? 

A No. 

Q Do you know of any o t h e r  maintenance 

a d m i n i s t r a t o r s  who have p r o t e s t e d  i n s t r u c t i o n s  t h a t  t h e y  

have received from managers? 

A No. 

Q Okay. Do you know of any other MAS who have f i l e d  

g r i evances  because of manager's i n s t r u c t i o n s  t h e y  f e l t  were 

improper? 

A No. 

Q Have you eve r  participated i n  sales for t h e  . 
company? 

A No. Oh, no. 

Q Have you ever  been a s k e d  eo s e l l  fo r  t h e  company? 

A No. 

Q Okay. A r e  you aware of o t h e r  maintenance 

2 5  a d m i n i s t r a t o r s  who d i d  s e l l  s e r v i c e s  and products  fo r  t h e  
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company? 

A Y e s .  

Q Okay. Was t h e r e  a campaign or promotion f o r  

employees t o  h e l p  sell for t h e  company? 

A Y e s .  

Q Okay. Were people given p r i z e s  and awards for  

t h e i r  sales efforts? 

A Y e s .  

Q Do you know i f  any o t h e r  employee -- not  o t h e r .  

Do you know of any employee who h a s  recorded a sale wi thou t  

having contac ted  t h e  customer? 

A No. 

Q Do you know of any employee who recorded a sale  

tha t  t h e  customer d i d  not order?  

A No. 

Q Do you know i f  t h e  MAS t h a t  were doing sales kept 

a separate t i m e  s h e e t  for t h e  amount of t i m e  t h e y  spen t  

s e l l i n g  v e r s u s  -- 
A I don ' t  know. 

Q You d o n ' t  know? Okay. Okay. J u s t  g e n e r a l l y ,  do 

you know of anyone who has  f a l s i f i e d  a customer record?  

MR. BEATTY: Object ion.  I t ' s  been asked and 

answered. I o b j e c t  t o  t h e  form. And I t h i n k  it may 

a l s o  get i n t o  t h e  a r e a  t h a t  she  h a s  p rev ious ly  envoked 

t h e  5 t h  Amendment. 
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MR. KATTMAN: What was t h e  ques t ion  again? 

D o  you know of anyone who has fa l s i f ied  a customer , Q 

record? 

NR. R A T " :  I would i n s t r u c t  h e r  t o  t a k e  t h e  5 t h  

on t h a t .  

A I ' l l  t a k e  t h e  5th.  

MS. RICHARDSON: Okay. Okay. M s .  Rote, I t h ink  

t h a t ' s  a l l  t h e  q u e s t i o n s  I have for you, u n l e s s  

somebody jogs my memory t h i s  morning. 

s taff ,  or maybe even your own a t to rney ,  may want t o  pu t  

something i n  t h e  record before  you go. 

MS. WILSON: I have no ques t ions .  

MR. BEATTY: No quest ions.  

(Witness excused).  

The Commission 

(Whereupon, t h e  d e p o s i t i o n  was concluded a t  9:00 a.m.) 
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AFFIDAVIT OF DEPONENT 

This is t o  c e r t i f y  t h a t  I, JUDITH R. ROTE, have 

read t h e  foregoing t r a n s c r i p t  of my testimony, Pages 1 

through 37, given on May 5 ,  1993, i n  Docket No. 910163-TL 

and Docket No. 910727-TL, and f i n d  t h e  same t o  be t rue  and 

c o r r e c t ,  with t h e  exceptions,  and/or c o r r e c t i o n s ,  i f  any, as 

shown on t h e  errata s h e e t  a t tached  hereto.  

JUDITY R. ROTE 

Sworn t o  and subscr ibed before  m e  t h i s  

day of , 1993. 

P r i n t  name here: 

Notary P u b l i c  - State  of Flor ida  

My Commission Exp i re s :  
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I, t h e  undersigned authori ty ,  c e r t i f y  t h a t  JUDITH 
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- 
PATRICIA H. VIERENGEL 
Notary Public  - State of FloFida 
My Commission expires:  
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STATE OF FLORIDA) 

COUNTY OF D W A L  1 
CERTIFICATE OF REPORTER 

I? PATRICIA 8. VIERENGEL, Court  Reporter?  DO HEREBY 
CERTIFY t h a t  I was author ized  t o  and d i d  s t enograph ica l ly  
report t h e  foregoing d e p o s i t i o n  of JUDITE R. ROTE; 

a t t o r n e y  or  counsel  of any of t h e  p a r t i e s ,  nor an  I a 
r e l a t i v e  or employee of any of t h e  p a r t i e s '  a t t o r n e y  or 
counse l  connected with t h e  a c t i o n ,  nor am I f i n a n c i a l l y  
i n t e r e s t e d  i n  t h e  ac t ion .  

I FURTHER CERTIFY t h a t  I a m  not  a r e l a t i v e ,  employee, 

DATED THIS 1 0 t h  day of May. 1993. 

, 
PATRICIA E. VIER 
Telephone No.: (904) 725-8657 

STATE OF FLORIDA) 

COUWJT OF DWAL 1 
. 

The foregoing  c e r t i f i c a t e  was acknowledged be fo re  

m e  t h i s  , 1993, by PATRICIA 8. 

/ Print Name: .- 

Notary Public - State of Florida 
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BEFORE THE 
FLORIDA PUBLIC SERVICE 

I n  t h e  Matter of . 
I n v e s t i g a t i o n  i n t o  the  i n t e g r i t y  : 
of SOUTHERN BELL TELEPHONE AND . 
TELEGRAPH COMPANY'S repair service: 
activites and reports. 

. 

- . 
I n  re: Investigation i n t o  . * 

SOUTHERN BELL TELEPHONE AND . . 
TELEGRAPH COMPANY'S compliance * 

w i t h  R u l e  25-4.110(2), F.A.C., . 
Rebates. . 

COMMISSION 

- 

DOCKET NO.: 910163-TL 

DOCKET NO.: 910727-TL 

FILED: 04/28/93 

DEPOSITION OF: KATHYRN ROBERTS 

TAKEN AT THE INSTANCE OF: The S t a f f  of t h e  F l o r i d a  
P u b l i c  S e r v i c e  Commission 

PLACE : 

TIME: 

Southern B e l l  O f f i c e s  
3188 Emerson Street  
Jacksonv i l l e ,  F l o r i d a  
F i r s t  Floor  Conference Room 

Commenced a t  18:35 a.m. 
Concluded a t  11:30 a.m.  

DATE: 5 May, 1993 

REPORTED BY z P a t r i c i a  H. Vierenqel  
Court Reporter  

ORIGINAL 
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A P P E A R A N C E S  

J. SUE RICHARDSON. ESQUIRE 
Of f i ce  of Pub l i c  Counsel 
c/o The F l o r i d a  L e g i s l a t u r e  
111 W. Madison S t r e e t  
Room 812 
Tal lahassee ,  F l o r i d a  32399-1400 

JEAN R. WILSON, ESQUIRE 
Divis ion of Legal Se rv ices  
F l o r i d a  P u b l i c  Se rv ice  Commission 
101  E a s t  Gaines S t r e e t  
Ta l l ahassee ,  F l o r i d a  32399-0863 

Telephone: (904) 487-2740 

CARL S. VINSON. JR.  
Sr. Management Analyst  
Bureau of Regulatory Review 
F l o r i d a  P u b l i c  Se rv ice  Commission 
Division of Research and Regulatory Review 
101  E a s t  Gaines S t r e e t  
Ta l lahassee .  F l o r i d a  32399-0872 

Telephone: (904) 487-0509 

WALTER BAER 
Management Analyst  
Bureau of Regulatory Review 
F l o r i d a  P u b l i c  Se rv ice  Commission 
Div is ion  of Research and Regulatory R e v i e w  
101  E a s t  Gaines S t r e e t  
Ta l l ahassee ,  F lo r ida  32399-0872 

STAN L. GREER 
Engineer 
Bureau of Networks and Engineering S t u d i e s  
Div i s ion  of Communications 
F l o r i d a  P u b l i c  Serv ice  Cpmmission 
101 East  Gaines S t r e e t  
Ta l l ahassee ,  F lo r ida  32399-0866 

Telephone: (904 )  488-1280 

(Continued) 
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A P P E A R A N C E S (Continued) 

ROBERT G. BEATTY, ESQUIRE 
General Attorney - 

BellSouth Telecommunications, Inc. 
Museum Tower Bui ld ing  
S u i t e  1910 
150 West F l a g l e r  S t r e e t  
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IT IS STIPULATED t h a t  t h i s  d e p o s i t i o n  w a s  t a k e n  

pu r suan t  t o  n o t i c e  i n  accordance w i t h  t he  a p p l i c a b l e  Florida 

form of t h e  q u e s t i o n ,  are reserved u n t i l  hea r ing  i n  t h i s  

IT IS ALSO STIPULATED t h a t  any off- the-record 

conve r sa t ions  are wi th  t h e  consent  of t h e  deponent. 

S T I P U L A T I O N  
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KATHYRN ROBERTS, 

appeard as a wi tnes s ,  and af ter  being d u l y  sworn by the  

cour t  r e p o r t e r ,  t e s t i f e d  a s  follows: - 

EXAMINATION 

BY MS. RICBARDSON: 

Q Okay. And would you please s ta te  your  name and 

t h e n  spell it for t h e  Cour t  Reporter? 

A Kathyrn Roberts. And t h a t ' s  K-A-T-H-Y-R-N, 

Roberts, R-0-B-E-R-T-S. 

Q Okay. And i t 's  an unusual s p e l l i n g  of Kathrine. 

As a matter of fact, I have it wrong. 

Okay. What's your address ,  please? 

A 

Q And the ZIP? 

A 

Q And your phone number? 

A 

P Okay. And what is your p r e s e n t  p o s i t i o n  w i t h  t h e  

company? 

A I ' m  a maintenance a d m i n i s t r a t o r  i n  t h e  Major 

Accounts Center.  - 

Q Okay. And have you spoken t o  anybody about your 

d e p o s i t i o n  he re  today o t h e r  than your c o u n s e l ,  o r  counse l  

f o r  t h e  company? 
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A Other than  t h e  f a c t  t h a t  I was going, no. 

Q Okay. And has  anyone advised you t h a t  you would 

no t  be d i s c i p l i n e d  f o r  whatever answers you may g ive  here 

today? 

A Y e s .  

Q Okay. And I ' m  going t o  a s k  you t o  speak up j u s t  a 

l i t t l e  b i t  because it may be hard for t h e  o t h e r  people 

around t h e  table t o  hear  you. Okay? 

A (Nods Head). 

Q And has anyone advised you of p o s s i b l e  criminal 

p e n a l t i e s  t h a t  could apply  if you perjur your testimony h e r e  

today? 

A No. But  I had no in t en t ions  of doing t h a t  anyway. 

Q Okay. A r e  you represented by counsel he re  today? 

A Y e s .  

MS. RICBARDSON: A l l  r i g h t .  1" going t o  ask him 

t o  p u t  h i s  appearance on t h e  record.  

MR. KATTMAN: John Kattman, of t h e  f i rm of Kattman 

and Eshelman, P.A., 1920 San Marco Boulevard,  

J acksonv i l l e ,  F lo r ida  32201. Our phone number is 

(409) 398-1229. 

BY MS. RICHARDSON: - 

Q All r i g h t .  And  do you also h a v e  a u n i o n  

representative here with you today?  

A Yes. 
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MS. RICHARDSON: And I'll ask her to put her 

appearance on the record as well. 

MS. HARTLEY: Shelba Aartley, S-A-E-L-EZA 

E-A-R-T-L-E-Y, 4076 Union Hall Place, Jacksonville, 

Florida, 32205; area code 904-384-2222, Executive 

Vice-president, Communication Workers of America, 

Local 3106. 

BY MS. RICBARDSON: 

Q Ms. Roberts, if at any time I ask you a question 

or mention something that you feel like you need to speak to 

your attorney about and want to have some counsel before you 

go any further, then just ask me and we will go off the 

record and you'll have an opportunity to ask him whatever 

questions you have. If you have 

any questions for me, if I ask you something that you don't 

quite understand, or you need me to rephrase it, or ask it 

differently, then I will certainly be glad to do so. 

And that applies to me. 

A Okay. 

Q Okay? Have you given a statement to company 

investigators regarding the company's investigation into 

repair records? 

A Yes. - 

Q All r i g h t .  And how many statements have  you g i v e n  

t o  t h e  company? 

A TWO - 
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Q 

A It was in this building. 

Q At Emerson Street? - 

A Yes. 

Q All right. And when did you give the Emerson 

And where did you give the first one? 

Street statement? 

A I have no earthly idea. 

Q About a year ago, two years ago? 

A Two or three. 

Q Two or three years ago? 

A (Nods Head). 

Q And who was present when you gave the statement at 

the Emerson Street address? 

A I cannot remember their names. I had been led to 

believe that they were from the State Investigators Office. 

I felt like -- We were led to believe that it was the State. 
We were just complying with State orders. 

Q Okay. When you say State, do you mean like the 

government of Florida or -- 
A Right. We had no idea. I thought what I did then 

was this. 

Q Okay. And I want to get _ _  -- see if I can get very 
clear on this. Are you speaking -- when you say "State," do 

you mean Southern Bell's state headquarters' people were 

there, OK are you speaking about a State of Florida, 
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government, l e g i s l a t u r e  or commission person being t h e r e ?  

What was your understanding? 

A W e  were l e d  t o  b e l i e v e  t h a t  t h e  State government 

had mandated t h i s  i nves t iga t ion  and had h i r e d  an independent  

company t o  come i n ,  an independent l a w  f i r m  t o  come i n  for 

t h a t  purpose. 

Q Okay. And -- 
A And -- 

MS. EARTLEY: That ' s  good. 

Okay. Q So t h e  people t h a t  you ta lked  to,  when you 

spoke t o  t h e  Emerson Street i n v e s t i g a t o r s ,  you thought  were 

connected or were State employees? 

A Yes. 

MR. KATTMAN: W e l l ,  excuse me. That's not what 

she s a i d .  I t h i n k  s h e  may have implied t h a t  a t  t h e  

beginning, b u t  her  answer j u s t  now, as I recall it, 

was t h a t  t h e r e  was an i n v e s t i g a t i o n  t h a t  had been 

mandated by t h e  S t a t e ,  and t h a t  t h e r e  was a -- t h e  on ly  

people  t h a t  s h e  has  c l e a r l y  i d e n t i f i e d  i n  h e r  answer is 

t h a t  s h e  understood t h a t  t h e  company had h i r e d  an 

independent l a w  f i rm  t o  do t h i s  i n v e s t i g a t i o n ,  

and t h a t ' s  who was p r e s e n t  a t  t h e  Emerson Street  

s ta tement .  T h a t ' s  my understanding. 

MS. RICHARDSON: Mr. Kattman, I c a n  have her  

s ta tement  read back. DO you have an o b j e c t i o n  you want 
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t o  place on t h e  record? 

MR. KATTMAN: My o b j e c t i o n  is t h a t  t h a t  q u e s t i o n ,  

your ques t ion  encompassed fac ts  t h a t  weren ' t - in  t h e  

record. 

MS. RICHARDSON: W e l l  -- 
MR. KATTMAN: as s h e  explained it. 

MS. RICHARDSON: -- s h e  j u s t  s a i d  -- She j u s t  s a i d  

'Yes" t o  my question. NOW, i f  you have an objection w e  

w i l l  d e a l  wi th  your objection. 

MR. KATTMAN: My objection is tha t  your question 

encompassed facts t h a t  were no t  i n  t h e  record. You 

asked h e r  something -- you presumed t h a t  t h e r e  were -- 
you asked h e r  -- t h e  way you posed your ques t ion  was, 

'This is what you told me. Is t h a t  t rue?"  And s h e  

s a i d  -- I don ' t  know what s h e  sa id .  

MS. RICHARDSON: She s a i d  "Yes." 

MR. KATTMAN: She may have s a i d  'Yes ,"  b u t  I ' m  

t e l l i n g  you t h a t ' s  no t  what s h e  s a i d ,  so I ' m  -- my 

o b j e c t i o n  is your ques t ion  included facts  t h a t  were n o t  

i n  t h e  record  and assumed t h a t  t h o s e  were accurate 

f a c t s  t h a t  she  had p rev ious ly  t e s t i f i e d  t o ,  and I ' m  

t e l l i n g  you t h a t ' s  no t  what she  s a i d .  And, t h e r e f o r e  

-- I d o n ' t  know what her  answer w a s ;  I d o n ' t  c a r e  what 

her  answer was -- my o b j e c t i o n  i s  your  q u e s t i o n  assumes 

f a c t s  that weren ' t  i n  t h e  record.  
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Okay. There obviously is some ques t ion  about what-you're 

t e l l i n g  me. 

A Okay. 

Q And w e  are still not  real clear, so I want you t o  

th ink  back j u s t  -- If you need t o  t a k e  a second t o  th ink  

back, t o  who was i n  t h e  room. Were they  male, female? How 

many of them were t h e r e  when you t a lked  t o  t h e  people  a t  

Emerson S t r e e t ?  

MR. KATTMAN: And I might j u s t ,  i f  I may: Th i s  is 

not  a test. 

and you don ' t  have t o  answer a q u e s t i o n  t h a t  you don ' t  

know t h e  answer to .  There are a l o t  of times people  

a s k  you q u e s t i o n s  i n  depos i t i ons  and you j u s t  simply 

c a n ' t  recall. That doesn ' t  mean you f a i l e d  h e r e  today. 

So I would s t r o n g l y  urge you t o  t e s t i f y ,  t e l l  t h e  

t r u t h ,  and on ly  answer wi th  -- answer t r u t h f u l l y .  So 

i f  you don ' t  know, you d o n ' t  know; and i f  you do know, 

you te l l .  

Q B u t  you can a l s o  t ake  t i m e  t o  t h ink .  

If -- There is no r i g h t  or wrong answer, 

MR. KATTMAN: You can a l so  t a k e  t i m e  t o  reflect  -- 

and t r y  t o  r e c a l l ,  c e r t a i n l y .  

A T h e r e  were more than one,  and I ' m  p o s s i b l y  

c o n f u s i n g  them.  I d o n ' t  remember. 
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Q Okay. W a s  one of them a n  a t to rney?  

A They a l l  i d e n t i f i e d  themselves as an a t t o r n e y .  

Q Okay. So a l l  t h e  people  you spoke t o  in-your  

f irst  statement a t  Emerson Street were a t to rneys?  

A Correc t  . 
Q Okay. Did any of them i d e n t i f y  themselves  t o  you 

as working for t h e  State of Florida? 

A That was implied, not s t a t e d .  

Q Okay. 

A To my memory. 

Q Did any of them i d e n t i f y  themselves t o  you as 

working for Southern B e l l ?  

A No. 

MS. WILSON: Was t h e r e  a court reporter? 

TEE WITNESS: No. 

Q There was no c o u r t  report present?  Did t h e y  t a k e  

your s ta tement  down i n  w r i t i n g ,  or tape-record it? 

A They took it down i n  wr i t i ng .  I ' m  n o t  sure i f  it 

w a s  tape-recorded. 

MR. BEATTY: Would you cons ide r  asking t h e  

ques t ion  whether any of t h e  persons  p r e s e n t  

represented themselves  as being employed by an o u t s i d e  

l a w  firm? 

BY MS. RICHARDSON: 

Q Go ahead and answer t h a t  o u t  loud. You have t o  do 
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it " Y e s "  o r  "NO" because s h e  c a n ' t  t a k e  head nods. 

A Y e s  

Q Y e s .  Okay. 
- 

MR. BEATTY: Thank you. 

BY MS. RICHARDSON: 

Q A l l  r i g h t .  L e t  m e  a s k  you about  t h a t  f irst  

statement t h e n  a t  Emerson Street. What do you recall 

t e l l i n g  t h o s e  i n d i v i d u a l s ?  

MR. BEATTY: I ' m  sorry. I apologize.  Can you 

read  

t h e  ques t ion  back, or restate it, please, because I 

j u s t  d i d n ' t  hear  it? 

MS. RICHARDSON: Okay.  I asked h e r  what d i d  s h e  

recall  about -- what d i d  s h e  recall t e l l i n g  t h e s e  

i n d i v i d u a l s  du r ing  t h e  Emerson Street  statement. 

MR. BEATTY: I would ob jec t .  It 's a t t o r n e y / c l i e n t  

pr ivi lege and it 's attorney/work product  d o c t r i n e ,  and 

through h e r  counse l  I would r eques t  t h a t  s h e  not  

respond t o  t h a t  q u e s t i o n  a t  a l l .  

MS. RICHARDSON: A l l  r i g h t .  Then l e t  m e  a l s o  m a k e  

a statement f o r  t h e  record t h a t  s h e  d i d  not  feel  t h a t  

t hese  people  were Southern B e Z J  a t t o r n e y s  -- 

MR. BEATTY: She  f e l t  they were o u t s i d e  a t t o r n e y s  

h i red  by Southern B e l l .  

MS. RICHARDSON: She d i d  not  say t h a t .  
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MR. BEATTY: Y e s ,  she  d id .  A l l o w  m e  j u s t  t o  v o i r  

d i r e  her  on t h i s  po in t .  

Is it your b e l i e f ,  is  it your recol lec t i -on  t h a t  

t h e  outside a t t o r n e y s  who were present during t h e  

Emerson S t r e e t  interview were h i r e d  by Southern B e l l ?  

TEE WITNESS: (Nods Head). 

MS. RICEAFDSON: And you have t o  say "Yes"  or 

"NO" for t h e  Cour t  Reporter.  

THE WITNESS: They were ordered  -- Right. 

MR. BEATTY: On t h a t  basis -- I'm sorry. Were you 

f i n i s h e d ?  

THE WITNESS: A l l  I was going t o  -- I w a s  under 

t h e  impression t h a t  t h e  lawyers had been h i r e d  by 

d i r e c t  o rde r  of t h e  State. 

MR. KATTMAN: Hired by whom? 

THE WITNESS: Southern B e l l ,  b u t  overseen by t h e  

S t a t e .  

MR. BEATTY: With t h a t ,  and indeed not  

wi ths tanding  t h a t ,  I would request t h a t  t h e  -- t h a t  

t h i s  w i tnes s ,  through her  a t t o r n e y ,  n o t  respond t o  

t h a t  q u e s t i o n  because it is -- it would d ivu lge  

information t h a t  is contained w i t h i n  t h e  p r i v i l e g e s ,  

t h e  a t t o r n e y / c l i e n t  and t h e  attorney/work product  

doc t r ine .  Those p r i v i l e g e s  belong t o  t h e  company and 

t h e  company a s s e r t s  its r i g h t  not  t o  d i s c l o s e  t h a t  

-~ 
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information. 

MR. KATTMAN: And on t h a t  b a s i s ,  but  for a n  

a d d i t i o n a l  b a s i s ,  and perhaps t h i s  a d d i t i o n a l  b a s i s  is 

more pertinent a t  t h i s  point, I would i n s t r u c t  my 

c l i e n t  t o  take t h e  5 t h  Amendment? if she  so chooses,  on 

what s h e  t o l d  t h e  company, or what s h e  t o ld  t h o s e  

people, whoever they were, during t h a t  in te rv iew on 

Emerson Street. 

BY MS. RICHARDSON: 

Q Okay. Now, simply because you ' re  t h e  only one who 

can t e s t i f y  h e r e  today? okayr w i l l  you answer my question, 

" Y e s "  or "No"? 

A 

Q Okay. You're going t o  p lead  the 5 t h  Amendment? 

A (Nods Head). 

Q Okay. Then l e t  m e  a s k  you about t h e  second 

I have t o  p l e a d  t h e  5th.  

statement you gave. Where d i d  you g ive  t h e  second 

statement? 

A In  t h e  b u i l d i n g ,  t o p  f l o o r .  

Q The Emerson S t ree t  bu i ld ing?  

A Cor rec t  . 
Q Okay. And about  when w a s  t h i s  s ta tement  given? 

A I d o n ' t  remember exac t ly .  Two yea r s  ago, maybe. 

Q Okay. And do you remember who was i n  t h e  room 

w i t h  you when you gave t h a t  s ta tement? 
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A There were two lawyers. They were from M i a m i ,  a 

M i a m i  l a w  firm. 

Q Okay. Were t h e y  connected to Southern Bell i n  any 

way? 

A Again, w e  were l e d  t o  b e l i e v e  t h a t  t h e y  were n o t  

happy with t h e  f i r s t  l a w  firms and t h e  answers t h a t  t h e y  

got, or gave, or whatever, and t h e y  were redoing it; j u s t  a 

f o r m a l i t y  because this is what t h e  S t a t e  wanted. 

Q Okay. I guess w e  have to c l a r i f y  t h i s .  Did you 

know whether or not t h e s e  a t t o r n e y s  were working for 

Southern B e l l  when t h e y  took your statement? 

MR. BEATTY: Or do you know? 

MS. RICHARDSON: I th ink  t h a t ' s  what I -- 
A NO. 

Q You d o n ' t  know? 

A No. 

Q Okay. Did you believe a t  t h e  t i m e  t h a t  t h e y  were 

rep resen t ing  Southern B e l l  when t h e y  were t a k i n g  your 

statement? 

MR. BEATTY: Or do you recall? 

A N o .  

Q No?  Okay. D i d  you bel ieve  t h a t  t h e s e  a t t o r n e y s  

were S t a t e  employees? 

A I knew t h a t  t hey  were not.  1 f e l t  t h a t  they  were 

an independent company. They i d e n t i f i e d  themselves a s  an 
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independent company h i r e d  by Southern B e l l ,  mandated by the  

S t a t e .  

Q All r i g h t .  And t h e n  I ' m  j u s t  going t o  ask you t h e  

same ques t ion  I asked you last  t i m e :  

t h e s e  a t torneys?  

What d id  you t e l l  

MR. BEATTY: Again, Southern B e l l  o b j e c t s  on 

t h e  grounds t h a t  t h i s  is p r i v i l e g e d ,  and t o  answer t h i s  

ques t ion  would d i s c l o s e  on t h e  record p r i v i l e g e d  

information t h a t  is pursuant  t o  t h e  a t t o r n e y / c l i e n t  

p r i v i l e g e  and t h e  attorney/work product doc t r ine .  

accordingly,  because t h a t  p r i v i l e g e  is owned, i f  you 

w i l l ,  by t h e  company, t h e  company hereby asserts it, 

and with t h e  indulgence of her  counsel  I would r e q u e s t  

t h a t  t h e  wi tnes s  n o t  respond t o  t h a t  ques t ion .  

And, 

MR. KATTMAN: And f o r  t h a t  reason, and perhaps f o r  

t h e  more important  reason aga in  t h a t  I i d e n t i f i e d  

e a r l i e r ,  I would i n s t r u c t  my c l i e n t  no t  t o  answer on 

t h e  b a s i s  of p r i m a r i l y  her  5 th  Amendment r i g h t  t o  

remain s i l e n t .  

BY MS. RICHARDSON: 

Q Okay. Ms. Roberts ,  a r e  you prepared t o  answer my 

ques t ion?  I 

A I plead t h e  5 t h .  

Q Okay.  I know i t ' s  r e a l l y  s t r e s s f u l .  You're d o i n g  

f i n e .  
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All r i g h t .  L e t  m e  j u s t  t a l k  about some easy  s t u f f .  

Your present p o s i t i o n  i s  maintenance admin i s t r a to r?  
- 

A Y e s .  

Q 

A I t h i n k  it's close t o  13 years .  

And how long have you he ld  t h a t  position? 

Q H a s  a l l  of t ha t  t i m e  been i n  Jacksonville? 

A No. 

Q A l l  r i g h t .  How long have you been i n  Jacksonville 

as an MA? 

A A l i t t l e  over 1 0  years. 

Q Okay. And t h e  o t h e r  t h r e e  y e a r s  then ,  where were 

you a maintenance admin i s t r a to r?  

A Panama C i t y ,  F lo r ida .  

Q And about what time were you i n  Panama C i t y ?  What 

years? 

A U n t i l  '83. January of '83 I moved here .  

Q So about  '80, '83 -- ' 80  t o  '83 you were i n  Panama 

C i t y  then? 

A I w a s  born and r a i s e d  i n  Panama City.  

Q Oh. Okay. I ' m  s o r r y .  So you were maintenance 

a d m i n i s t r a t o r  i n  Panama C i t y  -- 
A For about t h r e e  or f o u r  y e a r s ,  yeah. 

Q Okay. All r i g h t .  Now, I ' m  going t o  a s k  you t o  

t h i n k  back, if you can. who was your manager, your f i r s t  

l e v e l  manager i n  Panama City? Can you r e c a l l ?  
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A Not r e a l l y .  I th ink  her  f i r s t  name w a s  Glenda. 

Q Glenda. Okay. Do you recall any o t h e r  
- 

s u p e r v i s o r s ,  manager type  people i n  Panama City? 

A C h a r l i e  Buck les .  

Q Can you spe l l  h i s  l as t  name? 

A B-U-C-K-L-E-S . 
Q A l l  r i g h t .  And bes ides  Glenda and Char l i e ,  are 

t h o s e  t h e  two you remember, or d i d  you have anybody else? 

A Tom Jones.  You know. 

Q Okay. And as many managers i n  Panama C i t y  t h a t  

you can recall? 

A There ' s  a l o t  of them. Those are t h e  ones t h a t  

come t o  mind. I ' m  s o r r y .  

Q Tha t ' s  okay. That ' s  okay. A l l  r i g h t .  L e t ' s  

s ta r t  wi th  J a c k s o n v i l l e ,  then. Who was your f i r s t  manager 

when you came h e r e  t o  J a c k s o n v i l l e ,  your f i r s t  l e v e l ?  

A Dave Woodruff. 

Q Dave Woodruff. A l l  r i g h t .  And a f t e r  M r .  Woodruff 

who w a s  your f i r s t  l e v e l  manager? 

A Larry Raulerson. 

Q And af ter  Mr. Raulerson? 

A I never made it  t h a t  h igh-  

Q Who is your p r e s e n t  f i r s t  l e v e l  manager? 

A Dorinda Reeves. 

Q All r i g h t .  Who was i t  immediately be fo re  M s .  
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Reeves? 

A B i l l  Bigbee. 

Q Bigsbee? 

A Bigbee, B-I-G-B-E-E. Bigbee .  

Q Okay, And do you recall going back beyond M r .  

~ 

B i g b e e  who the f i r s t  leve l  was?  

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Oh. sure.  Gwen Brown. 

J u s t  k e e p  going b a c k  for me. B e f o r e  M s .  Brown? 

There were so many before. 

Do you recall any o t h e r  -- 
Bufford.  ROY B u f f o r d .  

Roy B u f f o r d .  Okay. 

P a r k e r .  

Is it Mr. or Ms. P a r k e r ?  

Mister. 

Mr. P a r k e r ?  

I c a n ' t  remember h i s  f i r s t  name. And t h a t ' s  it 

for t h e  major a c c o u n t s  numbers.  

Q And wha t  about s e c o n d  level? 

A W e l l ,  Sam Bucho is p r e s e n t l y  my s e c o n d  level. 

Q Can you spe l l  t h a t ?  

A B-U-C-H-0. . . 

Q Okay. 

A And M i k e  Heard has been i n  t h e  p a s t .  

Q All r i g h t .  

~ 
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A Ben North. T h a t ' s  it fo r  t h e  MAC cen te r .  

Q A l l  r i g h t .  And MAC is t h e  Major Accounts Center? 

A Y e s .  

Q 

- 

What do you do i n  t h e  Major Accounts Center? What 

does an AM do i n  t h e  MAC cen te r?  

A I have t h e  c a p a c i t y  t o  do anything t h a t  needs t o  

be done, o r  a t  least p o i n t  it i n  t h e  r i g h t  d i r e c t i o n  and 

have it done t o  prepare -- o r  r e p a i r  telephone l i n e s  o r  

c i rcu i t s  . 
Q YOU d e a l  with special circuits i n  t h e  MAC c e n t e r ?  

A Some of them, yeah. 

Q A l l  r i g h t .  Do you g e t  j u s t  r egu la r  t r o u b l e  

r e p o r t s  i n  t h e  MAC c e n t e r ?  

A I do n o t  g e t  r egu la r  t r o u b l e  r e p o r t s  i n  t h e  MAC 

center. I g e t  major account customers only. 

Q Can you i d e n t i f y  some of t h e  major account 

customers f o r  m e ?  

A Large u s e r s  only. 

Q Okay. So a company as b ig  a s  Southern B e l l  then  

might  be a major account? 

A Y e s .  

Q Okay. How smal l  going down -- Southern B e l l  i s  

p r e t t y  b i g .  About  how small  down would  a major account be? 

A W e l l ,  our c r i t e r i a  v a r i e s  t hese  days.  We can have 

f o u r  or f i v e  l i n e s  be a major account customer because i t ' s  

~~ - 
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a large company. 

t h r e e  l i n e s  over  here ,  and f o u r  o r  f i v e  over t h e r e ,  b u t  a l l  

of them, because t h e y  are All State, is a major agcount.  

Burger  King, t h e y  only have one l i n e ,  A l l  of t h o s e  are 

ours. I d e a l  with a l l  -- a l l  v a r i a t i o n s .  

L i k e  A l l  S ta te  Insurance may have two o r  

Q Okay. So you d o n ' t  r e a l l y  d e a l  wi th  r e s i d e n t i a l  

t r o u b l e s  a t  a l l  then? 

A No. 

Q Okay. How long have you been i n  t h e  Major Account 

Center?  

A Five or s i x  years. 

Q Okay. S ince  about  what? ' 8 8 ,  ' 8 9 1  

A ' 8 7 .  

Q ' 8 7 1  A l l  r i g h t .  And be fo re  1987 you were still 

an  MA. 

' 87?  

What were you doing as an  MA i n  J a c k s o n v i l l e  before 

A I w a s  i n  t h e  l o c a l  test c e n t e r .  

Q And would t h a t  have been under Gwen Brown, M r .  

Bigbee, M r .  Raulerson? 

A No.  

Q Who was your manager when you were i n  t h e  l o c a l  

test cen te r?  - 

A W e l l ,  I t h i n k  I had a l o t  down there ,  too.  

However, I d o n ' t  remember t h e m .  I don't remember them.  

Q You d o n ' t  remember? And how long were you in t h e  

~~ 
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test  c e n t e r ,  from when t o  '87? 

A From '83. 

Q A l l  r i g h t .  And when you were an  MA i n  t h e  l o c a l  

test center d i d  you deal wi th  j u s t  p l a in  o l d  te lephone  

service type problems? 

A Y e s .  

Q So you deal t  with r e s i d e n t i a l  and b u s i n e s s  -- 
A Y e s .  

Q -- or small bus iness  I guess I should say? 

A W e l l ,  t h e  Major Accounts Center d i d  not e x i s t  

before I came up. W e  c r e a t e d  it. 

Q Okay. So you deal t  wi th  a l l  b u s i n e s s  when you 

were i n  t h e  l o c a l  t e s t  center? 

A Sure. 

Q A l l  r i g h t .  A r e  you aware of a requirement t h a t  

t h e  company repair out-of-service reports  w i t h i n  2 4  hours  a t  

least  95% of t h e  t i m e ?  

A Y e s .  

Q Okay. And how long have you known of t h a t  

requirement? 

A I was t r a i n e d  i n  Panama C i t y  and I knew it. 

Q Okay. When you were t r a i n e d  i n  Panama Ci ty ,  do 

you mean l i k e  school room type t r a i n i n g ,  formal -- some k i n d  

of formal company t r a i n i n g  fo r  -- 

A Hands-on t r a i n i n g .  And s c h o o l .  
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Q All right. In terms of your responsibilities I 

guess in the local test center, let's start with that, as a 

maintenance administrator were part of your responsibilities 

to screen and test for trouble? 

A Yes. 

Q Okay. And what other kinds of activities did you 

do in handling the trouble report? 

A We were divided into different segments. Some of 

us screened. Some of us dispatched. Some of us worked at 

the board. Everything wasn't computerized then. 

Q All right. When you say, "worked at the board," 

what does that involve? 

A Maps. Maps of the city. 

Q For dispatching service technicians to various 

troubles? 

A Yes. Correct. 

Q And what now we have mapper tracker to help with 

that? 

A Right. It plots every trouble and what area it's 

in now through the computer. 

Q Okay. And do you do those same kinds of 

activities now with the MAC center?- 

A No. It's cradle to grave. 

Q All right. When you say "cradle to grave" then, 

explain how it's different in the MAC center from what you 
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d i d  before .  

A The customer has  d i r e c t  access t o  m e ,  t h e  tester, 
- 

and -- 
Q 

A -- so t h e y  cal l  m e  personal ly .  

Q Okay. 

A I can f i x  it where I sit wi th  my access t o  t h e  

So t h e y  don't  have t o  cal l  t h e  6111 

computers, or I can put it where it needs t o  go t o  get t h e  

correct d ispa tch .  I can even c a l l  t h e  man who b i l l s  and 

t e l l  him where t o  go. Cradle  t o  grave. 

and I see it through t o  t h e  end. 

I t a k e  t h e  t r o u b l e  

Q So you open it and you close it out? 

A I don ' t  always open it. W e  have people who -- 
o t h e r  people who open t roub les .  B u t ,  yes,  i f  t h e y  c a l l  me,  

I do, I open it and -- 
Q Okay. And t h e n  t h e  d i f f e r e n c e  between what you do  

now and what you were doing b e f o r e  i n  t h e  local  test center 

was i f  a customer, r e s i d e n ' t i a l  customer had a problem t h e y  

would n o t  c a l l  you d i r e c t l y ,  t hey  would c a l l  somebody else? 

A And st i l l  some of our bus iness  customers ,  t h e y  are 

a l l  d i r e c t e d  t o  c a l l  i n t o  a t r o u b l e  r epor t ing  center. 

Q Okay. The CRSABs? 

A Correct .  A t i c k e t  i s  made, b u t  t h e r e  a re  so many 

s p e c i a l  c i rcumstances w i t h  t h e  l a r g e  u s e r  t o  where they  do 

h a v e  d i r e c t  access .  They d o n ' t  always u s e  i t ,  and I ' m  so  

~- ~~ 
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glad.  

Q Okay. So are you saying t h a t  some days you have 

t r o u b l e  keeping up w i t h  a l l  of t h e  out-of-services-for  your 

MAC accounts? 

A Y e s .  

Q Do you have any t r o u b l e  with f ind ing  s e r v i c e  

t e c h n i c i a n s  who have t i m e  t o  go out  and deal with your MAC 

accounts? 

A Oh, never.  Never. 

Q 

r i g h t  now? 

So t h e r e ' s  no problem with f o r c e  t o  loads for you 

A No. 

MR. BEATTY: I would object t o  t h e  q u a l i f i c a t i o n  

of,  " r i g h t  now." 

Q Was t h e r e  ever any problem with g e t t i n g  enough S T s  

t o  handle  a l l  t h e  t rouble  r e p o r t s  when you were working i n  

t h e  l o c a l  test c e n t e r ?  

A L e t  m e  t a k e  t h e  5 t h  on t h a t .  

Q Okay. Have you heard t h e  phrase "backing up the  

t i m e , "  Ms. Roberts?  

A Y e s .  

Q Okay. And w h a t  does t h a t , p h r a s e  mean t o  you? 

A I f  a r e p a i r m a n  were o n  t h e  job,  and  so o f t e n  t h i s  

t r u l y  does happen ,  h e  has s e r v i c e  r e s t o r e d  a long  time 

b e f o r e  h e ' s  c a l l i n g  m e  t o  c l o s e  t h e  t r o u b l e .  It  h a s n ' t  
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always been t h a t  t h e y  cou ld  c l o s e  t h e  t r o u b l e  themselves; 

t h e y  haven ' t  always had t h e  CAT u n i t s  t o  do t h a t .  

- Q Tha t ' s  a C-A-T u n i t ?  

A They would call  us and te l l  us, 'Oh. yeah, I had 

t h e  t r o u b l e  c l e a r e d  out." 

Q And I guess  I need you t o  be a l i t t l e  b i t  more 

specific. You mean h e  had it c l e a r e d  before t h e  t i m e ,  t h e  

po in t  i n  t i m e ,  t h e  real t i m e  t h a t  he  was c a l l i n g  you? 

A Correct. You see, w e  always had a p o l i c y  t h a t  

once t h e  t r o u b l e  was c l e a r e d ,  h i s  j o b  d i d  not end the re .  H e  

had t o  routine,  and of tent imes t h a t  meant climbing up a pol l  

and making sure t h a t  t h e  connections were secure, and t h i n g s  

l i k e  t h a t .  B u t  yet  he had service a 

long time ago. 

Tha t ' s  t i m e  consuming. 

Q Okay. And rout ine was a r e g u l a r  p a r t  of -- 
A The job. 

Q -- of -- Okay. Were t h e r e  any days t h a t  -- 
A It w a s  h i s  r e s p o n s i b i l i t y .  He had a supe rv i so r  

r i d i n g  behind him, maybe a couple  of days l a t e r ,  checking on 

t h e  work t h a t  he  had done. Bad he  n o t  p u t  f r e s h  carbons i n ,  

or whatever w a s  r equ i r ed ,  he  w a s  w r i t t e n  up because he  

d i d n ' t  do h i s  job.  So.... . 

Q Were t h e r e  ever any days when t h e  supe rv i so r s  

would say ,  "Don't do any r o u t i n e  work today. F'e a r e  backed 

u p  w i t h  t r o u b l e s ,  so  d o n ' t  do them"? 
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A There have always been occas ions  when an  

out-of-service is more important  t h a n  a r o u t i n e ,  yes.  

Q Okay. D o  you know of any managers who have 

i n s t r u c t e d  t h e i r  people, "Don't do any routines a t  a l l  

today,' even though t h e y  may not have been t h a t  backed up? 

A No. 

Q Do you know of any service t e c h n i c i a n  who has  t o l d  

you he  was doing  rout ine work when a c t u a l l y  he  was r e s t o r i n g  

service? 

A No. 

Q Okay. What's t h e  l o n g e s t  amount of t i m e  t h a t  

you ' re  aware of t h a t  r o u t i n i n g  would t ake?  

A You could  spend a whole day rout in ing .  It's 

accord ing  t o  how much C wire you've got. 

Q Okay. Is t h a t  a r e g u l a r  occurrence? 

A That happens of ten ,  yes. 

Q Okay. And -- L e t  m e  t h ink  a minute.  DO you know 

of any s e r v i c e  t e c h n i c i a n s  t h a t  have c losed  out-of-service 

r e p o r t s  t h a t  were s t i l l  o u t  of s e r v i c e ,  b u t  c l o s e d  them t o  

keep them from going over 24  hours ,  and t h e n  opened an  

employee o r i g i n a t e d  r e p o r t  i n  o rde r  t o  do s o - c a l l  r o u t i n e  

work, which w a s  r e a l l y  r e s t o r i n g  s e r v i c e ,  i f  you understand 

t h a t  ques t ion?  

A I'll plead  t h e  5 th  on t h a t  one.  

Q Okay. Did t h e  process  of rou t in ing  and t h e  
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occasional no-routine days  change when t h e  CAT t e r m i n a l s  

came out?  

A 

being used, I w a s  no longer i n  t h e  local. 

By t h e  t i m e  t h e  CATS were a c t u a l l y  i n  p l s c e  and 

Q Okay. Do you know i f  service t e c h n i c i a n s  were 

given in s t ruc t ions  t o  report  t h e  service restoral under 24 

hours  even though t h e y  hadn ' t  really completed t h e  work 

under 24 hours? 

A I plead  the 5 t h  on t h a t  one. 

Q Okay. Do you know of any service t e c h n i c i a n s  t h a t  

were t o l d  t o  meet t h e  commitment r ega rd le s s?  

MR. BEATTY: I s n ' t  t h a t  really t h e  same th ing?  

A The 5th.  

Q Thank you. Okay. What's a cause code? 

A A cause code is a n  act ion taken ,  o r  -- excuse me. 

A reason  why t h e  action was taken. 

Q On a t r o u b l e  r e p o r t  you mean? 

A Correct . 
Q Can you g i v e  m e  an  example of a cause  code? 

A They have changed over t h e  yea r s .  I t h i n k  100, 

for  example, today, i n  today ' s  world is t h e  "TelCo 

employee.' W e  caused OUT own problem. 300 is equipment 

wear and t e a r .  800 I b e l i e v e  is an employee o r i g i n a t i n g  

r e p o r t  . 
Q Okay. T h a t ' s  good. Are t h e r e  c e r t a i n  cause codes 
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t h a t  would exempt a trouble,  an out-of-service t r o u b l e  

r e p o r t  from being counted aga ins t  t h e  company on t h a t  

out-of-service over 24  hour requirement? ~ 

A They have evolved over t h e  years .  No. Not i n  

today 's  world. 

Q What about hu r r i canes?  If  it w a s  o u t  of service 

over 24 hours and it was caused by a hu r r i cane ,  would t h a t  

count  a g a i n s t  the  company? 

A A t  one t i m e  w e  were able t o  i n  some way d e c l a r e  

l i k e  a na t ion1  emergency, 

Q Um-ha. (Affirmative Response) . 
A If something devis ta t ing happens l i k e  t h a t .  B u t  

t h a t  h a s n ' t  been so for e ight  years or better. 

Q Okay. 

A To my knowledge. 

Q Okay. Did you ever have a manager t e l l  you, " W e  

are going t o  u s e  specific cause codes because t h e y  would 

h e l p  meet t h e  out-of-service index"? 

A Plead t h e  5 t h .  

Q All r i g h t .  We t a l k e d  about  your understanding of 

backing up t h e  t i m e  as be ing  t h e  t ime t h e  s e r v i c e  was 

r e s to red .  Have you eve r  heard t h i s - u s e d  i n  any o the r  

c o n t e x t ,  "backing up t h e  t ime"? 

MR. BEATTY: That seems t o  me t o  be a t  l e a s t  

p o t e n t i a l l y  a v i t i a t i o n  of her  5 t h  Amendment 

~ 
~~ 
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pr iv i l ege .  

MS. RICEARDSON: She h a s n ' t  claimed t h e  5 t h  

Amendment on t h e  backing up t h e  time I d o n ' t - b e l i e v e ,  

Mr . Beatty. 

MR. BEATTY: Excuse me.  Excuse me.  If you would 

j u s t  allow m e  t o  f i n i s h .  

Amendment on t h e  backing up  t h e  time. And i f  t h e r e  is 

testimony wi th  r ega rd  t o  anything o t h e r  t h a n  t h e  

proper use of backing up t h e  time, t h e n  it goes  

d i r e c t l y  to h e r  claim of t h e  5 t h  Amendment on backing 

up time, and s h e  h a s  claimed t h e  5 t h  on backing up 

time. 

She has  claimed t h e  5 t h  

BY MS. RICHARDSON: 

Q Okay. W e l l ,  l e t  me j u s t  a s k  it one more time and 

have you respond. Okay. J u s t  t o  make -- 
MR. BEATTY: Again, I th ink  even t h e  q u e s t i o n  is 

improper t o  the e x t e n t  t h a t  she  has  a l r e a d y  p r e v i o u s l y  

envoked. You d o n ' t  have t h e  r i g h t ,  I sugges t ,  t o  even 

a s k  t h e  q u e s t i o n  t h a t  could p o t e n t i a l l y  v i t i a t e  h e r  

p r i v i l e g e  on a t o p i c  p rev ious ly  a r t i c u l a t e d  as being 

wi th in  t h e  p r i v i l e g e .  

MS, WILSON: She can ask _ t h e  q u e s t i o n s  s h e  wants 

t o  ask, and i f  s h e  wishes t o  r a i s e  o r  envoke h e r  5 t h  

Amendment p r i v i l e g e  -- 

MR. KATTMAN: And I would i n s t r u c t  her  -- Oh,  
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w e l l ,  you can  j u s t  a s k  t h e  q u e s t i o n  aga in  and w e  w i l l  

see where w e  are. 

- BY MS. RICBARDSON: 

Q Okay. Do you know of any incidences of 

i n d i v i d u a l s  backing up  t h e  t i m e ,  c l e a r i n g  t i m e ,  or c l o s i n g  

t i m e  on a trouble report t o  meet t h e  out-of-service-over-24- 

hour index? 

A I plead  t h e  5th.  

Q A l l  r i g h t .  Do you know of any i n d i v i d u a l s  who 

have changed a commitment t i m e  g iven  t o  t h e  customer, t h e  

t i m e  by which t h e  company has  assured t h e  customer t h e  

service would be r e s t o r e d  by, wi thout  c o n t a c t i n g  t h e  

customer? 

A I plead  t h e  5 th .  

Q D o  you know what a 222 code is? 

A I plead  t h e  5 th .  

Q Have you heard t h e  ph rase ,  "bu i ld ing  t h e  base"? 

A I p lead  t h e  5 th .  

Q D o  you know what a "no access" is? When you 

s ta tus  a report 

repor t?  

A To m e  

t h e  problem is 

as "no access", what does t h a t  mean on a 

it means t h a t  i f  you cannot  g e t  i n s i d e  -- i f  

n s ide  t h e  premises ,  or i n s i d e  t h e  locked 

g a t e ,  or i n s i d e ,  you c a n ' t  -- you c a n ' t  g e t  i n .  There ' s  no 

way t o  f i x  i t  -- 
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Q Okay. Is t h e  customer n o t i f i e d ?  

A 

Q Is t h e  customer n o t i f i e d  about  t h a t ?  

A Yes .  

Q 

A A red ispa tch .  Oh, yes. 

Q 

g e t  i n  then? 

-- t r y  as you might. 

- 

Does t h a t  require a d i s p a t c h  t o  t h e  premises? 

Or ig ina l ly  someone has  t o  go out  i n  o r d e r  not t o  

A Right. 

Q Do you know of anyone who h a s  no accessed  a report 

without  d i spa tch ing  i t ?  

A I plead t h e  5th. 

Q Do you know of anyone who has  no accessed  a r e p o r t  

without t a l k i n g  t o  t h e  customer? 

A The 5th.  

Q Do you know of any manager who has  s t a t u s e d  

out-of-service r e p o r t s  as "no access" i n  o rde r  t o  meet t h e  

out  of service over 24 index? 

A The 5th. 

Q Can you t e l l  m e  what  a "test okay" is? 

A I t ' s  e x a c t l y  what it impl ies ,  t h e  l i n e  t es t s  okay. 

Q So t h e r e  r e a l l y  i s n ' t  a n y - t r o u b l e  on t h e  l i n e ?  

A Correct.  

Q All r i g h t .  So i f  I have a " t e s t  okay," based o n  

your t r a i n i n g ,  and based on your exper ience ,  would it be 
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proper  f o r  m e  t o  c l o s e  it out  a s  an out-of-service? 

MFL BEATTY: Objec t ion  t o  t h e  form of t h e  

- 
question. 

MR. KATTMAN: You can answer t h e  ques t ion  i f  you 

know t h e  answer or  -- 
A No. 

Q Okay. D o  you know of any i n d i v i d u a l s  who have 

t aken  "test okay' r e p o r t s  and c losed  them o u t  as o u t  of 

s e r v i c e ?  

A I plead t h e  5th.  

Q Do you know anybody, any employee t h a t ' s  used 

someone else's employee code to s t a t u s  a r e p o r t ?  

A The 5th.  

MFL BEATTY: I ' m  sor ry .  Was t h a t  t h e  5 th?  

TEE WITNESS: Y e s .  

MR. KATTMAN: Y e s .  

MR. BEATTY: Okay. 

BY MS. RICRARDSON: 

a What is an  exclude? If you exclude  a r e p o r t ,  what 

a r e  you doing? What happens? 

A There 's  a l o t  of s i t u a t i o n s  where you would 

exclude a r e p o r t .  . 
Q Okay. Can you g i v e  m e  an  example  or t w o ?  

A I c a n  g i v e  you -- y e s .  where I a m  now there a r e  

s o  many p e o p l e  who r e p o r t  t h e i r  t e l e p h o n e  l i n e s  t h a t  a r e  n o t  

~ ~~ 
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authorized r e p o r t e r s .  I n  o t h e r  words, i f  you've g o t  a PBX, 

t h e  d i a l  tone a c t u a l l y  comes t h e  PBX, it d o e s n ' t  come from 

our c e n t r a l  o f f i c e ,  and you've go t  someone out  t h e r e  s i t t i n g  

a t  a desk t h a t  don ' t  have d i a l  t o n e  t h a t  is suppl ied  by t h e  

PBX, it 's an excludable  r e p o r t  because he  should have went 

t o  h i s  communications people. no t  us. B u t  w e  do ca l l  them 

and advise  them t h a t .  of t h a t .  

Q Okay. What about a t h i rd -pa r ty  r epor t ?  

A That is a th i rd -pa r ty  r epor t .  

Q That 's  a t h i r d - p a r t y  r epor t .  Okay. Then o u t s i d e  

of those  i n s t a n c e s  t h a t  are proper  exc lus ions ,  okay, t h e  

ones -- t h e r e  are some cases  where an  out-of-service would 

be proper ly  excluded, j u s t  as you j u s t  mentioned? Tha t ' s  

what you ' re  saying? 

A There a r e  many cases  t h a t  it would be p r o p e r l y  

excluded. 

Q A l l  r i g h t .  D o  you know of anyone who h a s  excluded 

a n  out-of-service r e p o r t  t h a t  wasn ' t  covered u n d e r  t h e  

proper  exc ludes?  

A The 5th.  

Q Have you ever  f e l t  any i n t i m i d a t i o n  or pressure to 

handle a t r o u b l e  r e p o r t  i n  a manner-that you f e l t  was 

improper? 

A T h e  5 t h .  

Q Okay. D o  you know of any employee who h a s  f i l e d  a 
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gr ievance  through t h e  union because of t h e i r  manager a sk ing  

them t o  handle  a t r o u b l e  r e p o r t  i n  a manner t h a t  t h e y  f e l t  

w a s  improper? - 

A The 5th.  

Q Okay. Have you yourself ever had occas ion  t o  

p r o t e s t  t o  a manager in s t ruc t ions  t h a t  you r ece ived  t h a t  you 

fe l t  were improper? 

A The 5th.  

Q Have you ever been d i s c i p l i n e d  by t h e  company for 

your handl ing of t rouble  reports? 

A The 5th. 

MS. RICHARDSON: Can w e  go off t h e  record? 

(Discussion h e l d  of r eco rd ) .  

BY MS. RICHARDSON: 

Q Okay. Ms. Roberts, have you ever r ece ived  a 

w r i t t e n  d i s c i p l i n e ,  a B Form, from t h e  company for your 

handl ing of t r o u b l e  reports? 

A The 5th.  

Q All r i g h t .  Ms. Roberts ,  I ' m  going t o  show you 

another  document. Th i s  is C i t i z e n s '  Third Set of 

I n t e r r o g a t o r i e s  t h a t  were f i l e d  on June 6 t h ,  1 9 9 1 ,  I t e m  

Number 161. 

Now, an i n t e r r o g a t o r y  is a w r i t t e n  q u e s t i o n  t h a t  p u b l i c  

counsel  h a s  asked of t h e  company. W e  s e n d  them a q u e s t i o n  

i n  w r i t i n g ,  and then  t h e  company sends u s  an answer i n  
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w r i t i n g .  Okay? And e s s e n t i a l l y  w e  ask them f o r  

information, or t h e  names of employees who knew something 

about t h e  th ings  t h a t  w e  a r e  i n v e s t i g a t i n g  here, and t h e  

company responded with t h e  names of employees t h a t  they  s a i d  

may have some information. Okay? 

., 

What I ' m  going t o  do is t o  go o f f  t h e  record now and 

l e t  you read t h i s  information, d i s c u s s  it with your 

a t t o r n e y ,  i f  you want t o ,  and then  w e  w i l l  come back on t h e  

record.  And t h e  f i r s t  ques t ion  w i l l  be,T 

And then  I'll have some 

o t h e r  ques t ions  f o r  you. 

MS. RICHARDSON: Okay. 

MR. KATTMAN: We are o f f  t h e  record? 

MS. RICHARDSON: Y e s .  

(Brief recess). 

MS. RICEARDSON: A l l  r i gh t .  W e  w i l l  go back on 

t h e  record now. 

BY MS. RICHARDSON: 

Q 

A Y e s .  

Q 

A T h e  5 t h .  

=1 . .  
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Q The 5 t h  Amendment? 

A (Nods Head). 

Q Okay. Have you ever p a r t i c i p a t e d  i n  sales for t h e  
.. 

company? 

A No. 

Q Have you ever been asked t o  h e l p  sell p r o d u c t s  or 

services fo r  t h e  company? 

A The 5th.  

Q 

a prize for sales for t h e  company? 

D o  you know of anyone who has ever won an  award or 

A The 5th.  

Q D o  you know of anyone who has ever recorded a sale 

of a service on a customer record without  t h e  customer’s 

approval? 

A The 5th.  

Q D o  you know of -- Do you know whether i n d i v i d u a l s ,  

i n d i v i d u a l  MAS t h a t  were he lp ing  t o  s e l l  for t h e  company 

k e p t  a record of their  sales time‘ or t h e  time spent s e l l i n g  

v e r s u s  t h e  time s p e n t  handl ing t r o u b l e  r e p o r t s ?  

A The 5 th .  

MS. RICHARDSON: Okay. Ms. Roberts ,  I want t o  

thank you fo r  rear ranging  your schedule  t o  come down 

here and t a l k  t o  u s  today, and I a p p r e c i a t e  your being 

here.  I a p p r e c i a t e  t h e  s t r e s s  you have been under. 

There may be one o r  two ques t ions  from some of t h e  

” 
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o the r  people be fo re  w e  l e t  you go. 

BY MS. WILSON: 

Q M s .  Roberts,  it appears t h a t  you have given two 

statements prior t o  t h i s  statement with regard t o  t o p i c s  

t h a t  have been d iscussed  today. I t h i n k  you may have t a l k e d  

about t h i s  a l r eady ,  bu t  were you t o l d  t h e  reason why your 

statement was being taken? L e t ' s  t ake ,  f o r  example, t h e  

f i r s t  ins tance .  

MR. BEATTY: I would o b j e c t  on t h e  b a s i s  -- my 

ob jec t ion  is  t h a t  t o  d i s c l o s e  t h a t  would reveal 

communications from t h e  interviewers,  and t h a t  entire 

process is wi th in  t h e  p r i v i l e g e  of t h e  a t t o r n e y / c l i e n t  

p r i v i l e g e  and t h e  attorney/work product p r i v i l e g e ,  and 

so as a resul t  of t h a t  and on behalf of her  counse l  I 

request  t h a t  s h e  not  respond t o  t h a t .  

MS. WILSON: I do not  be l i eve  t h a t  i s  p r i v i l e g e d  

information. I would d i s a g r e e  w i t h  you. I f  you are, 

i n  f a c t ,  going t o  i n s t r u c t  her no t  t o  answer t h e  

ques t ion  a s  t o  what i n s t r u c t i o n  s h e  was given a s  t o  

why her s ta tement  was being taken I b e l i e v e  i t ' s  

i r r e l e v a n t  t o  t h e  company claim f o r  p r i v i l e g e .  I f  you 

w i s h  t o  do t h a t ,  t h a t  c e r t a i n l y  is w i t h i n  your r i g h t  

and we w i l l  t a k e  t h e  matter  down before  t h e  commission. 

- 

MR. KATTMAN: W e l l ,  I t h i n k  I'll l e t  her answer 

t h e  ques t ion  was s h e  g i v e n  any i n s t r u c t i o n s .  S h e  can 



42  

1 say " Y e s "  or "NO" t o  t h a t  ques t ion ,  and t h e n  what t h o s e  

2 i n s t r u c t i o n s  were I would adv i se  h e r  a t  t h i s  po in t  n o t  

3 t o  answer. ~ 

4 TEE WITNESS: Okay. So r ephrase  t h e  ques t ion .  

5 BY MS. WILSON: 

6 Q I guess  I ' l l  a s k  you were you g i v e n  any 

7 

8 statement was being taken? 

9 MR. KATTMAN: " Y e s "  or "NO." That's a " Y e s "  or 

i n s t r u c t i o n  with regard t o  why -- t h e  r eason  why your 

1 0  "NO" quest ion.  

11 MS. EARTLEX: O r ,  'I don ' t  recall." 

1 2  A I don' t  recall. I really don ' t  recall.  

13 MR. BEATTY: If  you don ' t  recall, t h a t ' s  f i n e .  

14 That  takes care of it. 

1 5  MR. KATTMAN: It wasn't n e c e s s a r i l y  a "Yes" or 

16 "NO" quest ion.  I apologize  t o  my c l ien t .  

1 7  BY MS. WILSON: 

18 Q You don ' t  recall  whether you were g iven  any 

1 9  i n s t r u c t i o n s  as t o  whether  or no t  -- as t o  why your 

2 0  s t a t emen t  was being taken? 

21 MR. KATTMAN: I t ' s  a l r eady  been asked and 

22  answered. She says  s h e  doesn ' t  - reca l l  what 

23  i n s t r u c t i o n s  s h e  w a s  g i v e n .  

2 4  A ( S h a k e s  h e a d ) .  

25  MS. RICHARDSON: And t h a t ' s  a " N o " ?  
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Q B u t  you were t o l d  t h a t  these  i n d i v i d u a l s  -- I 

b e l i e v e  it was your testimony t h a t  you were t o l d  t h a t  these 

i n d i v i d u a l s  were a c t i n g  under t h e  ausp ices  of t h e  State? 
" 

~ 

A I was lead t o  b e l i e v e  t h a t .  

MS. WILSON: I don ' t  have anything else. 

MR. BEATTY: I have nothing. Thank you. 

MS. RICHARDSON: Mr. Kattman, d id  you have 

anything t h a t  you wanted t o  redirect? 

MR. KATTMAN: No. I have no ques t ions .  

(Witness excused). 

(Whereupon, t h e  d e p o s i t i o n  was concluded a t  11:30 a.m.) 
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4 read the foregoing transcription of my testimony,-Pages 1 

5 through 43, given on May 5, 1993, in Docket No. 910163-TL 

6 and Docket No. 910727-TL, and find the same to be true and 

7 correct, with the exceptions, and/or corrections, if any, as 

a shown on the errata sheet attached hereto. 
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12 
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STATE OF FLORIDA) 

COUNTY OF DWAL 
CERTIFICATE OF REPORTER 

I, PATRICIA H. VIERENGEL, Cour t  Reporter,  DO 
HEREBY CERTIFY t h a t  I w a s  au thor ized  t o  and d i d  
s t e n o g r a p h i c a l l y  r e p o r t  t h e  foregoing depos i t i on  OZ KATHYRN 
ROBERTS; 

c o n s i s t i n g  of 43 pages, c o n s t i t u t e s  a t r u e  record of t h e  
tes t imony g iven  by t h e  w i t n e s s .  

employee, attorney or counsel of any of t h e  parties,  nor am 
I a re la t ive  or employee of any of t h e  parties' attorney or 
counse l  connected w i t h  t h e  action, nor a m  I f inanc ia l ly  
i n t e r e s t e d  i n  t h e  a c t i o n d  

I FURTHER CERTIFY t h a t  t h i s  t ranscr ipt ,  

I FURTHER CERTIFY t h a t  I a m  n o t  a relative, 

DATED t h i s  -6 day of ,1993. 

PATRICIA H. VIERENGEL 
C o u r t  Reporter 
Telephone: (904)725-8657 

STATE OF FLORIDA ) 

COUNTY OF DWAL ) 
. 

was acknowledged before 
m e  t h i s  ,1993, by PATRICIA H. 
VIERENGEL, who is personidly known t o  me.  

0 P r i n t  'Name: 
Notary Publ ic  - State of F lo r ida  
MY Commission expires: 
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WILLIAM VERNON HALTIWANGER, JR. 

appeared a s  a wi tness ,  and a f te r  being d u l y  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as fol lows:  
- 

EXAMINATION 

BY MS. RICBARDSON: 

Q M r .  Haltiwanger, would you p l e a s e  s ta te  your name 

and spel l  it for  t h e  C o u r t  Reporter?  

A W i l l i a m  Vernon Haltiwanger, Jr .  And i t ' s  s p e l l e d  

H-A-L-T-I-W-A-N-G-E-R. 

Q And what is your present pos i t i on  w i t h  t h e  

company? 

A I ' m  a service tech .  

Q Okay. And have you spoken t o  anybody other than  

your counsel ,  or counsel  for  t h e  company about your 

d e p o s i t i o n  h e r e  today? 

A Sure. Y e s ,  m a ' a m .  

Q A l l  r i g h t .  And who d i d  you t a l k  t o ?  

A My wife .  My f i r s t  l i n e  boss.  Shelba. My dad. 

Q A l l  r i g h t .  And what b a s i c a l l y  d i d  you t e l l  them? 

A I j u s t  t o l d  them t h a t  I had t o  go fo r  a depos i t i on  

hear ing  t o  t h e  -- t o  t a l k  about t h e  r a t e  c a s e s  i n v e s t i g a t i o n  

t h a t  was going on wi th  t h e  company, and b a s i c a l l y  I was, you 

know, not r e a l l y  f o o l i s h  of what a l l  is going on; t h a t  I 

j u s t  had t o  go g i v e  a d e p o s i t i o n .  T h a t ' s  b a s i c a l l y  i t .  And 

I t h i n k  they a r e  a l l  probably a s  confused a s  I am about 

lilARIE C.  GENTRY & ASSOCIATES 
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what ' s  going on a s  I am. 

Q Okay. Did you t a l k  about any s p e c i f i c  i n s t a n c e s  

-- 
- A No. 

Q -- occurrences i n  t h e  company or anything l i k e  

t h a t ?  

A No. 

Q Have you g iven  a s t a t emen t  t o  anyone i n  t h e  

company p r i o r  t o  t h i s ?  

A To -- Xh&t w a s  it? About a year ago? To t h e  

s e c u r i t y  when they  c a l l e d  and t h e y  had t h e i r  l i t t l e  

i n v e s t i g a t i o n  up the re .  

t h e r e .  

I was c a l l e d  and asked ques t ions  up  

Q Okay. And who was present when you gave t h i s  

s ta tement? 

A Two a t t o r n e y s ,  and a man from s e c u r i t y ,  and I 

d o n ' t  remember any of thems names. 

Q Were they a l l  Southern B e l l  employees? 

A No. The two a t t o r n e y s  were -- The way I 

understood it, they were h i r e d  by t h e  a t t o r n e y  -- by t h e  

company t o  do t h i s ,  so I ' m  r e a l l y  n o t  s u r e  what t h e  

arrangement was. B u t  t h e y  were not  company employees, t h e  

way I was l e d  t o  b e l i e v e  it. - 

Q B u t  you were l e d  t o  b e l i e v e  t h a t  they were 

represent ing  t h e  company? 

M A R I E  C. GENTRY & ASSOCIATES 
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A The way I understood it w a s  t h a t  t h e  company was 

going t o  do i t s  own in-house i n v e s t i g a t i o n  with a p r i v a t e ,  

o u t s i d e  f i rm t o  see if t hey  cou ld  f i n d  out  anything, and 

t h a t ' s  a l l  I r e a l l y  understand about t h e  way it was. 

Q Where did you give this statement? 

A A t  t h e  Tower. 

Q Here i n  Jacksonv i l l e?  

A Here i n  Jacksonv i l l e .  

Q Okay. And you s a i d  t h a t  t h i s  was about a year 

ago? 

A I guess. It seems l i k e  it was a year  ago or so. 

TEE WITNESS: Is t h a t  about r i g h t ,  Shelba? 

A I don ' t  remember exactly t h e  d a t e s ,  b u t  it seemed 

t o  be about a year  ago. 

MS. AARTLEY: Close. 

Q Was anyone else p r e s e n t  b e s i d e s  t h e s e  a t t o r n e y s  

and t h e  security person? 

A No. 

Q Did you t a l k  t o  anybody about your s ta tement  a f t e r  

you g o t  through wi th  it? 

A Not s p e c i f i c a l l y ,  o t h e r  t h a n  t h a t  I had gone. You 

know, t h a t  -- 
Q You d i d n ' t  t e l l  Y O U ~  wife._what you had sa id?  

A Yeah. You know, what q u e s t i o n s  were asked. You 

know, my wife and t h a t  k i n d  of s t u f f .  B u t  a s  f a r  a s ,  you 

FIARIE C .  GENTRY & ASSOCIATES 
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know, people ou t s ide  my c o r e  family,  no. 

MR. BEATTY: L e t  m e  i n t e r r u p t  a t  t h i s  p o i n t  and 

j u s t  i n d i c a t e  t o  you t h a t ,  as you were t o l d  a t  t h e  end 

of t h a t  in te rv iew,  t h a t  in te rv iew was c o n f i d e n t i a l ,  and 

I would aga in  request t h a t  you keep it c o n f i d e n t i a l  

from everyone, i f  you w i l l ,  please. 

THE WITNESS: Okay.  

BY MS. RICBARDSON: 

Q What d i d  you t e l l  your wife? 

MR. BEATTY: To t h e  e x t e n t  t h a t  t h e  in t e rv i ew t h a t  

was taken  of t h i s  w i t n e s s  was pursuant t o  t h e  

a t t o r n e y / c l i e n t  privilege and attorney/work product  

d o c t r i n e ,  it remains p r i v i l e g e d ,  and, t h e r e f o r e ,  w i th  

t h e  indulgence of h i s  counse l  I would i n s t r u c t  t h e  

wi tness  n o t  t o  respond t o  t h a t  ques t ion  

MS. RICHARDSON: Okay. And t h e n  I ' l l  add my two 

cents  worth on t h a t .  Once t h e  informat ion  is divulged 

t o  a t h i r d  p a r t y  who is not  connected wi th  t h e  company 

i n  any way, and even a t h i r d  p a r t y  connected t o  t h e  

company, c o n f i d e n t i a l i t y  has been breached so t h a t  -- 
MR. BEATTY: That is not  t h e  law. 

MS. RICHARDSON: -- t h e  p r i v i l e g e  no longer  

app l i e s .  . . 

MR. BEATTY: That i s  n o t  t h e  l a w .  

N S .  RICHARDSON:  L e t  me f i n i s h  my s t a t e m e n t ,  Elr. 

M A R I E  C .  GENTRY & A S S O C I A T E S  
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respond. That is not  t h e  law i n  F l o r i d a .  -And aga in ,  

t h e  p r i v i l e g e  belongs t o  t h e  company and o n l y  t o  t h e  

company. It is t h e  company's t o  assert ,  and t h e  

company hereby asserts t h e  p r i v i l e g e  and aga in  

requests, through t h e  indulgence of counse l ,  t h a t  t h e  

wi tnes s  n o t  d ivu lge  any of t h e  substance of t h e  

interview. 

MR. THOMAS: I might j u s t  add wi thout  

e l a b o r a t i n g  on t h e  po in t s  p rev ious ly  made, t h a t  t h e r e  

might a l s o  be a marital communications issue. 

MS. RICHARDSON: W e  have no case docket  a g a i n s t  

Mr. Haltiwanger personally. 

MR. THOMAS: I understand.  

BY MS. RICHARDSON: 

Q Now, w e  have a q u e s t i o n  on t h e  table.  Do you need 

m e  t o  r epea t  it, Mr. Haltiwanger? 

MS. RICHARDSON: I need h i s  response.  I mean, w e  

have an  o b j e c t i o n ,  b u t  w e  have no response from Mr. 

Haltiwanger a t  t h i s  p o i n t ,  and I d o n ' t  know t h a t  you 

have given him any advice  O K  _not. 

THE W I T N E S S :  And t h e  q u e s t i o n  I d o n ' t  remember. 

BY NS. RICHARDSON: 

M A R I E  C.  GENTRY & A S S O C I A T E S  
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t o l d  my wife. Okay? I don ' t  remember t h e  s p e c i f i c s .  I 

t a l k  t o  my w i f e  q u i t e  a b i t .  I d o n ' t  remember specifically 

what I s a i d  t o  her. If you want specifics,  what d i d  I say  

t o  he r ,  I d o n ' t  know s p e c i f i c a l l y  what I s a i d  t o  her .  

Q And d i d  you have any conve r sa t ions  wi th  anyone 

else o u t s i d e  of your w i f e ,  or counse l ,  about t h a t  particular 

statement t h a t  you made? 

A Other t h a n  t h a t  I had been t h e r e ,  no. 

Q Okay. Have you been advised by anyone t h a t  you 

would not  be d i s c i p l i n e d  based upon t h e  answers you gave 

h e r e  today? 

A Y e s .  

Q Okay. And has  anyone advised you o r  made you 

aware of p o s s i b l e  c r i m i n a l  penal t ies  t h a t  could app ly  if you 

pe r ju red  your tes t imony hece today? 

A Y e s .  

Q O k a y .  You s a i d  you were a s e r v i c e  t e c h n i c i a n .  

How long have you he ld  t h a t  p o s i t i o n ?  

A About 14 y e a r s ,  t o  t h e  b e s t  -- t o  t h e  best  of my 

knowledge. I have been wi th  t h e  company f o r  2 0  and a h a l f  

years ,  and s i x  of t h o s e  y e a r s  were i n  the mail room, s o  I ' m  

saying -- t h a t  makes i t  about 14 yea r s  o u t s i d e ,  t h e  b e s t  I 
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c a n  f i g u r e .  

(1 Okay. And has all of t h a t  t i m e  been i n  

Jacksonv i l l e?  
- 

A Y e s .  

Q And a l l  i n  t h e  same -- What is it, INM,  or IMC? 

The same cen te r?  

A No. 

Q Okay.  Which c e n t e r  were you i n ?  

A W e l l ,  t h e  centers used t o  be separate. There w a s  

several small c e n t e r s ,  and t h e n  t h e y  a l l  come toge the r .  I 

worked for t h e  center. The maintenance center was on Main 

S t r e e t  when I s t a r t e d  on Northside.  

Q A l l  r i g h t .  And are you presently a t  t h i s  center 

a t  Emerson Street? 

A I ' m  no t  a t  a maintenance center. 

Q Where are you? 

A I'm a home d i spa tch .  

Q A home d i spa tch?  

A I d r i v e  my t r u c k  t o  t h e  house. 

Q Okay. And t h e n  how do you g e t  your d i s p a t c h e s  t o  

go o u t ?  

A On my computer. 

Q The C A T ,  the C r a f t  A c c e s s - T e r m i n a l ?  

A E x a c t l y .  Fy b o s s  is o n  Normandy B o u l e v a r d .  

T h a t ' s  where  my l i t t l e  m a i l b o x  and  where  my i m m e d i a t e  
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supe rv i so r  is, is on Normandy Boulevard, bu t  I p h y s i c a l l y  

r e p o r t  t o  my house. 

Q Okay. Has t h a t  always been t h e  case? 

A No. - 

Q 

A About s i x  years ago, I th ink .  

Q Okay. 

When d i d  you s ta r t  home d i spa tch?  

A And t h a t ' s  a guess. 

Q Before you s t a r t e d  home d i s p a t c h ,  how d i d  you g e t  

t roub le s?  

A I c a l l e d  i n t o  t h e  maintenance c e n t e r .  W e l l ,  I 

mean, be fo re  I was home d i s p a t c h ,  o r  b e f o r e  w e  had CAT 

terminals? 

the same. 

Home d i s p a t c h  and CAT terminals a r e n ' t  one i n  

Q Okay. L e t ' s  do home d i spa tch .  Before t h e r e  was 

home d i spa tch  how d i d  you g e t  -- d i d  you go i n t o  a center? 

A I would go i n t o  t h e  yard and be t h e r e  a t  8:00 and 

ge t  a t r u c k  and ca l l  and g e t  a r e p o r t  and go t o  my f i r s t  

job. 

Q And would you j u s t  ge t  a sheaf  of w r i t t e n  

t r o u b l e s ?  I mean they  would be on paper  t i c k e t s  or 

something? 

A No. I would c a l l  on t h e  phone and they would 

d i s p a t c h  m e  from t h e  work c e n t e r .  I wou ld  c a l l  t h e  

ma in tenance  c e n t e r  and a ma in tenance  a d m i n i s t r a t o r  would 
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d i s p a t c h  m e .  

Q A l l  r i g h t .  Who is your p r e s e n t  supe rv i so r?  

A Fred Abbott. 

Q Is h e  your f i r s t  l e v e l ?  

A Yes. 

Q And is t h a t  two "Bs" ,  two "Ts", A-B-B-0-T-T? 

A I b e l i e v e  so, yes.  

Q Okay. And how long has  Mr. Abbott been your f i r s t  

~. . . .  

l e v e l  supervisor? 

A S ix  months, OK thereabouts .  

Q Okay. And who was it b e f o r e  MK. Abbott? 

A Tony Antoniello.  

Q Can you spell t h a t ?  

A A-N-T-0-N-I-E-L-L-0. 

Q Okay. And approximately what time pe r iod  was MK. 

Antonie l lo  your f i r s t  l e v e l ?  D o  you know? 

A They move around q u i t e  f r e q u e n t l y .  They p u l l  what 

w e  c a l l  o u t  i n  t h e  f i e l d  t h e  T-Berry Shuff le .  

every t w o  yea r s  t h e y  t u r n  t h e  bucket  over and you g e t  -- so 

this would have been t h e  second t i m e  I worked f o r  Tony. The 

l a s t  time I worked f o r  him was t h e  second t i m e ,  and t h i s  i s  

probably t h e  t h i r d  t i m e  I worked f o r  Fred. I t ' s  j u s t  kind 

of t h a t  type  of s i t u a t i o n .  So f o r  me t o  g i v e  you a 

s p e c i f i c ,  i t ' s  h a r d  t o  s a y .  

J u s t  about 

c, Okay. W e l l  t h e n ,  ].et m e  j u s t  do i t  t h i s  way: Can 
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you j u s t  r e c a l l  t he  people ,  t h e  f i r s t  l e v e l  managers t h a t  

you have had? And just g ive  m e  t h e i r  names t h a t  you can 

recall .  

A Fred Abbott, Tony Antonie l lo ,  B e r r y ' l a n d c a s t e r ,  

B i l l  Joos t .  

Q And t h a t ' s  J-0-0-S-T? 

A That ' s  c o r r e c t .  

Q L e t ' s  s t a r t  back t h e  o t h e r  way. Cary Davis. 

THE WITNESS: That ' s  C-A-R-Y or -- 
MS. HARTLEY: Yes. 

A That ' s  what it is, Cary Davis. B. D. Lewis ,  L e s s  

Wiley, Paul  Hancock. I c a n ' t  off the top of my head 

remember them. 

Q That ' s  good. That ' s  a good l is t .  What about 

second leve ls?  Who is your p r e s e n t  second level  manager? 

A Bob Rice. 

Q Bob Rice? 

A Um-ha. (Aff i rmat ive  Response). 

Q And how long has  Mr. Hice been your second l e v e l  

manager? 

A Between s i x  months and a year .  Somewhere i n  

t h e r e .  

Q Okay. And who was it  b e f o r e  - Mr. Hice? 

A John  Stokes.  

0 And t h a t ' s  S-T-0- -- 
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A -K-E-S. 

Q -K-E-S? And Mr. Stokes  was your manager f o r  

about?  
- 

A Three or four  years .  

Q Three or four years. A l l  r i g h t .  And t h e n  let 's  

j u s t  do t h e  same. 

recall? 

How many second level  managers do you 

A Well, t h e r e  w a s  -- Okay. Bob. And t h e n  b e f o r e  

him it was G i l l  Godfree. And G i l l  w a s  my boss when I came 

over h e r e  from Northside,  and I cannot remember who my 

second l eve l  w a s  a t  Nor ths ide  when I came over t o  Westside. 

Murphy was his l a s t  name, and t h a t ' s  a l l  I can remember 

about him. And t h a t ' s  it. 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

That ' s  t h e  list? 

That 's  t h e  list. 

Who is your operations manager? 

Rupe . 
M t .  Rupe. 

Not Mr. Rupe ,  Rupe. 

As i n  Robert Rupe? 

NO. J u s t  -- 

J u s t  Rupe. 

MS. HARTLEY: I f  you met h i m  you would understand.  

BY MS. RICHARDSON: 

c! Mho is  your  g e n e r a l  manaaer? 

BARIE C.  GENTRY & ASSOCIATES 
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A Mr. Perry.  

Q Is t h a t  Randy Perry? 

A Randy Perry.  

Q All r i g h t .  And do you know who t h e  unien 

p r e s i d e n t  is? 

A Y e s ,  I do. John Edenfield. 

THE WITNESS: You d i d n ' t  th ink  I could remember, 

d i d  you? 

MS. HARTLEY: Right. 

BY MS. RICHARDSON: 

Q A l l  r i g h t .  And who is your union representative 

i n  your area? I mean based i n  your office? 

A I don ' t  know t h a t  t h e r e  is one based i n  my of-€ice. 

I c a l l  Shelba. 

Q Okay. Mr. Haltiwanger, have you ever heard t h e  

p h r a s e  'backing u p  t h e  t i m e " ?  

A Yes. 

Q 

A I n  what way? 

Q W h a t ' s  your understanding of "backing u p  t h e  

And what does  t h a t  mean t o  you? 

t i m e " ?  

A I t  could -- There ' s  a couple of t h ings  it could 

mean. Backing up t h e  t i m e  i f  -- if I have c l ea red  a t r o u b l e  

a t  a p a r t i c u l a r  t ime b u t  I have t o  s t a y  on t h a t  l o b  i n  o rde r  

t o  complete t h e  t a sk  and then  showing t h e  time to when I 

. 
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a c t u a l l y  had t h e  t r o u b l e  completed, t h a t ' s  been c a l l e d  

"backing u p  t h e  t i m e " .  

Q Okay. 

A I f  t h a t ' s  what you ' re  asking f o r .  

Q 

. -  

You s a i d  t h e r e  were a couple of ways. What o t h e r  

way? 

A W e l l ,  what t h i s  is a l l  about,  t h e  way I understand 

it, is somebody a sk ing  you to  back t h e  time u p  i n  o rde r  t o  

make  a commitment; you know, t o  f a l s i f y ,  or t o  back it up. 

You know, t h e  unders tanding  I have of backing up t h e  t i m e  is 

time c l e a r e d  -- I mean t r o u b l e  c l ea red  and t r o u b l e  

completed. Okay. It's not  n e c e s s a r i l y  one i n  the same. So 

-- 
Q Okay. Why would t h e r e  be a d i f f e r e n c e ?  

A Because what t i m e  I a c t u a l l y  r e s t o r e d  service t o  

someone's house and what t i m e  I leave t h e i r  house is n o t  

n e c e s s a r i l y  one i n  t h e  same. 

Q Why not? I mean, what would you be doing? 

A What would I be doing? LOPing a s t a t i o n ,  o r  

r ep lac ing  a s t a t i o n  w i r e .  O r  i f  you have a s t a t i o n  wire a t  

your house t h a t ' s  s h o r t e d  o u t ,  i t ' s  going t o  block t h e  whole 

s e r v i c e .  O r  if your son  s t u c k  a p iece  of bubble gum in t h e  

jack u p s t a i r s ,  you have no dial tone.  

I f  when I come t o  t h e  house i t ' s  a s imple mat te r  of 

removing t h e  p r o t e c t o r  and removing t h a t  one wire  t o  r e s t o r e  
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s e r v i c e  t o  your house, you've g o t  d i a l  tone ,  b u t  i t ' s  going 

t o  t a k e  me an hour t o  r ep lace  t h a t  wire. So I have g iven  

t h e  customer s e r v i c e  b u t  I have been t h e r e  rep lac ing  t h a t  

wire f o r  an hour. So I r e s to red  them s e r v i c e  a € 1 0 : 0 0 ,  and 

-- I completed the job a t  11:30, bu t  I r e s t o r e d  service a t  

10:00. 

Q 

A Sure. 

Q 

And when you say " rep lac ing  t h e  s t a t i o n  wire" -- 

A l l  r i g h t ?  -- can you have t h e  s t a t ion  wire down 

and have d i a l  tone? 

A You d o n ' t  have a s t a t i o n  wire down. 

Q When you ' r e  r ep lac ing  it d o n ' t  you have t o  take it 

down? 

A W e l l ,  I have a s t a t i o n  wire t h a t  r u n s  t o  each jack 

i n  t h e  house. Okay. And i f  I -- u n l e s s  i t ' s  a loop prewire 

and you have t o  -- you know, and t h e n  you can s t i l l  LOP it 

from t h a t  p o i n t  on -- What's c a l l e d  " l e f t  of f  a t  t h e  

p r o t e c t o r "  is what LOP is. 

Q Thank you. 

A Okay. D o  you know what a p r o t e c t o r  is? 

Q I th ink  so.  I t ' s  t h a t  l i t t l e  t h i n g  on t h e  o u t s i d e  

of t h e  house where all t h e  wires run t o  it? 

A Um-ha. (Af f i rma t ive  Response). Okay. And a l l  

t h e  j acks  i n  t h e  house d o n ' t  n e c e s s a r i l y  have telephones i n  

i t .  Okay. You d o n ' t  have any j acks  i n  t h e  house t h a t  you 
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n e c e s s a r i l y  have a phone plugged i n t o ,  and i f  t h a t  wire is 

running around t h e  house, o r  i f  i t ' s  i n  t h e  a t t i c ,  or 

whatever t h e  case might be, or i f  a ra t  has chewed t h a t  

w i r e ,  or  l i k e  I say ,  t h e  k i d s  slammed a door on an o l d  cord 

t h a t  w a s  plugged i n ,  or whatever the case may be, and t h a t  

w i r e  is shor ted  o u t ,  you have no te lephone  service. And i f  

I go t o  t h e  protector and remove t h e  d e f e c t i v e  wire and t i e  

every th ing  else back down, then  t h e  rest of t h e  house has 

te lephone  service. So I'll spend t h e  rest of my job t h e r e  

f i x i n g  t h a t  wire. It may t a k e  t e n  minutes or two hours  t o  

replace or f i x  t h a t  w i r e ,  b u t  i n  t h e  mean t i m e  t h a t  customer 

h a s  had service t h e  whole t i m e  I was t h e r e .  

Q Okay. A t  t h e  point t h a t  you reconnect t h o s e  wires 

i n  t h e  p r o t e c t o r ,  t h a t ' s  t h e  p o i n t  t h e  customer has  d i a l  

tone? 

A Y e s .  

Q Do you do a test on t h e  l i n e  a t  t h a t  po in t ?  

A General ly  you've g o t  your meter the re .  You have 

k i l l e d  -- You have t a k e n  every th ing  l o o s e  and looked a t  

every th ing  with your meter i n  o rde r  t o  f i n d  t h a t  bad wire. 

S o r  yes,  I have t e s t e d  every th inq  and I know which wire is 

bad. 

Q Okay. A n d  i n  t h e  course  =of determining t h a t  t h e  

l i n e  has come c l e a r  and you have r e s t o r e d  s e r v i c e ,  do you 

run a t e s t  t o  see  t h a t  they  do have d i a l  tone  and t h a t  

MARIE C. GENTRY & A S S O C I A T E S  
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s e r v i c e  has a c t u a l l y  been r e s to red  a t  t h a t  po in t ?  

A Y e s .  

Q Okay. And then  -- 

A Or you can run a test w i t h  -- I ' v e  g0t.a test  set  

t h a t  I c a r r y  with me. 

If I l e f t  t h a t  s ta t ion  wire o f f  and I ' m  l i s t e n i n g  t o  it, 

when I ' m  l i f t i n g  it o f f  and my t r o u b l e  goes  clear and I have 

g o t  d i a l  tone,  t h a t  is a test. That ' s  a test  set. Okay? 

That  i n  i t s e l f ,  whether or n o t  I have ac tua l ly  metered t h e  

l i n e  or not  a t  t h a t  po in t  i n  t i m e ,  is -- What do you mean by 

t e s t i n g  t h e  l i n e ?  Tes t  it with my t e s t  set? T e s t  it wi th  a 

t r o u b l e  meter? T e s t  it wi th  a 965? What kind of test are  

you asking m e  t h a t  I run a t  t h a t  po in t  i n  time? 

I ' m  t a l k i n g  about a l i t t l e  te lephone.  

Q When you g e t  ready t o  do a closure report do you 

run a test through t h e  computer on t h a t  l i n e ?  

A I run t h e  t es t  wi th  my 965 Dinotel .  When I g e t  

ready t o  c l o s e  o u t ,  my computer w i l l  a u t o m a t i c a l l y  test. It 

w i l l  no t  l e t  m e  c l o s e  it unless  t h e  l i n e  is c l ean .  

Q Okay. Would you have any reason  t o  do t h a t  be fo re  

you f i n i s h e d  a l l  t h i s  -- is it r o u t i n e  work  t h a t  y o u ' r e  

doing a f te r  you have r e s to red  t h e  s e r v i c e ?  

A No. I'm r ep lac ing  t h e  wi re  t h a t  was o r i g i n a l l y  

caus ing  t h e  t r o u b l e ,  and then  r o u t i n e  comes a f t e r  t h a t ,  i f  

there  is any rou t ine  t o  be done. The f i r s t  t h i n g  is  t o  g e t  

t h e  customer d i a l  tone ,  i f  you can. O k a y .  And t h e  second 
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t h i n g  would be t o  r e p a i r  whatever it w a s  t h a t  w a s  caus ing  

t h e  no d i a l  tone s i t u a t i o n .  And a f t e r  you have done t h a t  

t h e n  you would do any r o u t i n e  work t h a t ' s  necessary.  And 

t h e n  a f t e r  you do t h a t  you would m a k e  a f i n a l . t e s t -  i f  t h e  

l i n e  is clean. 

say i t 's  t h a t  when you run your test. You know. 

So you cannot go t o  one specific t h i n g  and 

Q Okay. How do you keep track t h e n  of t h e  actual  

time t h a t  service is res tored?  

A Because I have g o t  a watch on. 

Q Okay. W e l l ,  do you write it down as a mental no te  

anywhere, or Post-A-Note, or put it on a piece of paper? 

A No. We have t r o u b l e  t i c k e t s  t h a t  w e  c a r r y .  When 

I p lug  i n t o  my computer I p h y s i c a l l y  write it down on t h e  

t i c k e t  and it 's g o t  t i m e  completed and time r e s t o r e d  and a l l  

t h a t  on the re .  

Q Okay. 

A B u t  everything is t o  t h e  -- Everything as far  as 

Everything is i n  what we do is t o  t h e  c l o s e s t  1 5  minu tes .  

quarter hours anyway, s o  you ' r e  p u t t i n g  eve ry th ing  t o  t h e  

c l o s e s t  1 5  m i n u t e s  anyway, which is p r e t t y  -- You know, t o  

remove a s t a t i o n  wire t h a t  can g i v e  you t r o u b l e ,  you have 15  

minutes one way or another .  T h a t ' s  p r e t t y  broad,  t o  say  d i d  

you do it a t  9:51? I don ' t  know i f  I d i d  it p r e c i s e l y  a t  

9 : 5 7 ,  but  I know which 15  minute increment it f e l l  i n t o .  

Q I would like t o  ask you about r o u t i n e  work. 

M A R I E  C .  GENTRY & A S S O C I A T E S  
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Routine work comes a f t e r  you have done a l l  t h e  ac tua l  repair  

work on t h e  job? Is t h a t  what you sa id?  

A Y e s .  

Q What is rou t ine  work? 

A Routine work is b a s i c a l l y  what t h e  company terms 

_ -  

as  an i r r e g u l a r  p l a n t  cond i t ion ,  something t h a t ' s  n o t  spec.: 

a t ree  l i m b  on a drop wire; a s t a t i o n  wire n o t  a t t a c h e d  

properly; carbons  i n  t h e  p r o t e c t o r  r a t h e r  than  g a s  

protection. That type  of s t u f f .  Anything t h a t ' s  n o t  

n e c e s s a r i l y  t h e  exact way t h a t  it 's supposed t o  be. 

a d rop  wire. That  t ype  th ing .  

101s  on 

Q Okay. Is doing r o u t i n e  work a s tandard  procedure? 

A For t h e  most part. I mean, i t 's part  of my 

appraisal when they  go and do a q u a l i t y  inspec t ion .  

ge t  d e f e c t s  for l eav ing  t h i n g s  behind undone, u n l e s s  i t ' s  

t h i n g s  t h a t  are going t o  t a k e  an  excessive amount of t i m e ,  

and then  I write a l i t t l e  t i cke t ,  or we -- w e  have what 's  

c a l l e d  an IPC h o t  l i n e  -- I r r e g u l a r  P l a n t  Condi t ion is what 

t h a t  term is. 

I w i l l  

Q Thank you. 

A -- and we can e i t h e r  write up a n  IPC t i c k e t ,  o r  we 

can c a l l  i n t o  t h e  I P C  h o t  l i n e ,  and then  when t h e  load  is 

l i g h t  enough they  w i l l  d i spa tch  on I P C s  j u s t  a s  they would 

on a t r o u b l e  r e p o r t .  

If  I were t o  have a t h r e e  o r  four span d r o p  w i r e  
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running through t h e  t rees  and it needed t o  be r e rou ted ,  Say, 

or trimmed, o r  whatever, i t 's going t o  t a k e  fou r  or f i v e  

hours  t o  do it, and n a t u r a l l y  when w e  have a heavy load they  

a r e  not  going t o  expect m e  t o  do t h a t  i f  i t ' s - n o t - s e r v i c e  

a f f e c t i n g  a t  t h a t  t ime.  But  t h e y  want m e  t o  come back and 

do it a t  some p o i n t  i n  t i m e  so it doesn ' t  e v e n t u a l l y  cause 

t r o u b l e ,  so t hey  w i l l  keep t h e s e  IPCs, and when t h e  load  

permits they  w i l l  d i spa tch  them as t roub les .  

Q Okay. Employee reports, or Category 1 or -- 
A It's IPCs. 

Q As IPCs? 

A Yeah. 

Q Okay. What's t h e  l o n g e s t  per iod  of t i m e  t h a t  it 

has  taken  you t o  do r o u t i n e  work? 

A 

Q Yeah. That you can  th ink  of.  Connected wi th  a 

The longest pe r iod  of t i m e ?  

f u l l  service t r o u b l e  repor t .  

A Probably an a f te rnoon.  I mean a whole a f te rnoon.  

It 's,  you know -- 
Q What's an  average amount of t i m e  t h a t  you might 

spend rou t in ing  a job? 

A 5 m i n u t e s  t o  a h a l f  hour i f  i t ' s  j u s t  t h e  average 

job where you s n i p  a couple  of t r e c l i m b s  off and reconnect 

a ground wire, .  That type  of t h ing ,  which is  g e n e r a l l y  t h e  

s t u f f  t h a t  g e n e r a l l y  p r e t t y  -- you know, h a l f  an hour -- 1 5  

MARIE C .  GENTRY & A S S O C I A T E S  
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minutes t o  a h a l f  hour rout ine.  If i t ' s  longer  than  t h a t ,  

i f  i t 's  much longer  t h a n  t h a t  they want you t o  wr i te  a n  I P C  

o r  have an  IPC made up on it. 

Q Okay. Have you ever taken  out-of-service r e p o r t s  

and c l o s e d  them o u t  and then  opened a n  employee originated 

report j u s t  t o  complete r o u t i n e  work? 

A No. 

Q Okay. Have you ever t a k e n  an out-of-service 

r e p o r t  and c losed  it ou t  i n  order  t o  meet t h a t  24 hour 

commitment time and t h e n  opened it as an EO report i n  o r d e r  

t o  complete t h e  r e p a i r s ?  

A No. 

Q Has anyone ever asked you t o  do t h a t ?  

A No. 

Q Do you know of anyone else who has  done t h a t ?  

A no. 

Q Do you know of any o the r  manager who has  asked 

o t h e r  STS t o  do t h a t ?  

A No. 

Q Would t h a t  be,  i n  your opin ion  and your 

exper ience ,  proper  t o  do t h a t ?  

A No. 

Q M r .  Halt iwanger,  I ' m  going t o  g i v e  you an e x h i b i t  

and w e  a r e  going t o  t i t l e  t h i s  Exhibi t  1. It's e n t i t l e d  

"Closlng Repair Jobs ,"  and t h i s  is a two-page e x h i b i t  t h a t  

M A R I E  C. GENTRY & ASSOCIATES 



e 

~ 

27 . 
1 

2 

3 

4 

5 

6 

7 

8 

9 

18 

11 

1 2  

13 

14 

15 

1 6  

1 7  

18 

1 9  

2 0  

21 

2 2  

2 3  

24 

25  

w a s  f i r s t  produced i n  a depos i t i on  by Mr. Dowdy, D-0-W-D-Y, 

who was a t  one t i m e  a s e r v i c e  t e c h n i c i a n  o r  -- I t h i n k  he  

w a s  a service t e c h  i n  W e s t  Palm. And w e  w i l l  pass t h i s  o u t  

and t h e n  w e  w i l l  go o f f  t h e  record and g i v e  you a-chance t o  

look a t  it. 

(Whereupon, t h e  in s t rumen t s  l a s t  above-referred t o  were 

marked as Commission's Composite Exhib i t  1). 

MR. THOMAS: Can w e  step o u t s i d e  t o  go over t h i s  

i n s t e a d  of on t h e  record? 

MS. RICHARDSON: (Nods head). 

( B r i e f  recess). 

BY MS. RICHARDSON: 

Q Okay. A l l  r i g h t .  M r .  Haltiwanger, have you ever 

s e e n  t h i s  document b e f o r e  today? 

A No. 

Q A l l  r i g h t .  On t h i s  document t h e r e  a r e  a series of 

l i t t l e  blocks,  and do t h o s e  b locks  correspond a t  a l l  t o  t h e  

informat ion  t h a t  you received on a CAT screen? 

A Some of them do and some of them don ' t .  

Q Okay. This  s a y s  something about  c l o s i n g  r e p a i r  

j o b s ,  and paragraph one says ,  "When you f i r s t  receive a 

t r o u b l e  r e p o r t  i n  your CAT" -- is t h a t  t h e  C r a f t  Access 

Terminal t h a t  you use? -- 

A (Nods head) 

MR. BEATTY:  I ob jec t  to t h e  form of t h e  q u e s t i o n .  

M R R I E  C .  GENTRY & ASSOCIATES 
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A There a re  t h r e e  or four  d i f f e r e n t  t ypes  of CATS 

When there 's  an  o b j e c t i o n  go ahead MR. THOMAS: 

and l e t  us  -- 
MR. BEATTY: I o b j e c t  t o  t h e  form of the ques t ion .  

The document speaks f o r  i t s e l f ,  and you're asking t h i s  

wi tness  t o  cons t rue  what t h e  d r a f t e r  of t h e  document 

intended, and it causes  him t o  speculate. 

MR. THOMAS: I would a l s o  o b j e c t  j u s t  i n  t h a t  h e  

has  never seen t h i s  document and I don ' t  know how h e  

could be expected t o  know what i t 's in tended  t o  mean. 

BY MS. RICHARDSON: 

Q Okay. Now, Mr. Haltiwanger,  you have been a 

service t e c h n i c i a n  for  14 y e a r s  f o r  Southern B e l l ;  t h a t ' s  

c o r r e c t ?  

A Um-ha. (Af f i rma t ive  Response) . 
Q A l l  r i g h t .  And you have used a CAT terminal f o r  

how long? 

A W e l l ,  l i k e  I say ,  about f i v e  or s i x  y e a r s ,  t o  t h e  

b e s t  I can remember. 

Q Okay. And were you t r a i n e d  i n  t h e  use  of  a CAT 

te rmina l?  

A Yes. 

Q Okay. Then I would l i k e  to you look a t  paragraph 

t h r e e  f o r  me, and paragraph t h r e e  s ta tes  t h a t  i f  you were 

c l o s i n g  a r e p a i r  j o b  and you were a t  o r  had exceeded t h e  due 

M A R I E  C. GENTRY & ASSOCIATES 
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date  and time, or t h e  24-hour commitment 

t o  another  l i n e ,  no t  t h e  one you w i l l  be  

close o u t  t h e  job. When you c l o s e  o u t  a 

time, you m u s t  go 

c l o s i n g  i n  o r d e r  t o  

job your se l f ,  okay, 

do you ever  have occas ion  t o  go t o  another  l ine- ' fo  c l o s e  out  

a trouble? 

A 

Q Um-ha. (Affirmative Response) . 
A Phys ica l  t e lephone  l i n e ?  If my customer happens 

Go t o  a n o t h e r  te lephone l i n e ?  

t o  be t a l k i n g  on  t h e i r  te lephone l i n e ,  yes. 

Q Is t h e r e  any o t h e r  reason t h a t  you go t o  ano the r  

l i n e  i n s t e a d  of t h e  trouble r epor t ing  l i n e  -- 
A No. 

Q -- t o  close out?  

A No. 

Q A l l  r i g h t .  Th i s  a l so  says, and it's underl ined,  

"If  you c l o s e  o u t  t h e  j o b  from t h e  l i n e  you j u s t  r epa i r ed ,  

LMOS," L-M-0-S, " w i l l  n o t  recognize t h e  t ime you backed up  

t o  meet t h e  24-hour commitment." 

When you close o u t  a r epor t  has  it been your experience 

-- L e t  m e  s t o p  and rephrase  it. When you c l o s e  out  a report 

and you go t o  ano the r  l i n e  t o  do so i n s t e a d  of t h e  t r o u b l e  

r epor t ing  l i n e ,  i n  your experience w i l l  LMOS recognize t h e  

t i m e  t h a t  you have en te red  when y o u h a v e  r e s to red  se rv ice?  

A I don ' t  know what LMOS recognizes .  

Q O k a y .  

PIARIE C. GENTRY & ASSOCIATES 
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A LMOS is not  my computer. I have g o t  a CAT 

t e rmina l .  LMOS is t h e  computer here.  

what LMOS does or does n o t  recognize. 

I d o n ' t  have any i d e a  

Q Does your CAT -- Does t h e  informat ibn  YOU feed on 

a t r o u b l e  report through your CAT terminal get  f e d  i n t o  

LMOS? 

MR. BEATTY: If you know. 

A I i f  I know? I don ' t  know. I don ' t  know i f  i t 's  

LMOS, or i f  i t 's a number of t h e  o t h e r  d a t a  bases w e  have. 

I d o n ' t  know where my specific informat ion  feed  or downloads 

to .  I d o n ' t  know i f  i t ' s  LMOS. 

Q Okay. When you go and close out a t roub le  report 

and you ' r e  c l o s i n g  it t o  a n  actual r e s t o r a l  time, b u t  t h a t  

ac tua l  r e s t o r a l  t i m e  is ear l ier  than  the t i m e  you ' re  c a l l i n g  

i n  because you have had t h i s  o the r  work t h a t  you expla ined  

t o  m e  t h a t  you have t o  do on t h e  t r o u b l e  -- 
A Right.  

Q -- w i l l  t h e  system accept  t h a t  earlier' t i m e ?  

A It a s k s  what time t h e  t r o u b l e  c l e a r e d .  Y e s .  

Q It does  a s k  f o r  it? And so even though p r e s e n t  

time might be 5:00 and you want t o  p u t  i n  4:00, it w i l l  

accept t h e  4 : 0 0? 

A Yeah. - 

Q Okay. And t h a t ' s  t r u e  whether you ' r e  c a l l i n g  i n  

o n  t h e  a c t u a l  t r o u b l e  r epor t ing  number? 

M A R I E  C .  GENTRY & ASSOCIATES 
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A Y e s .  

Q And now t h i s  is a h y p o t h e t i c a l  ques t ion :  if you 

rece ived  t h i s  document and read paragraph t h r e e ,  based on 

your experience what would your understanding'be-OT t h a t  

d i r e c t i o n ?  

MR. BEATTY: I object t o  t h e  form of t h e  ques t ion .  

The ques t ion  ca l l s  f o r  specu la t ion ,  number one. 

Number two, t h e  q u e s t i o n  does n o t  p rov ide  t o  t h e  

wi tnes s  any informat ion  as t o  t h e  t i m e  frame t h a t  t h i s  

document w a s  created, or t h e  c i rcumstances  under which 

t h i s  document w a s  created; so, t h e r e f o r e ,  t o  a s k  the  

wi tness  t o  opine as t o  whether or n o t  t h i s  document is 

or is not  correct is t o  assume fac ts  t h a t  are n o t  i n  

t h e  record a t  a l l .  Thus I ob jec t .  

BY MS. RICHARDSON: 

Q You can  s t i l l  answer t h e  ques t ion .  

A I don ' t  remember -- 
MR. THOMAS: If you know. 

A I don ' t  remember t h e  ques t ion .  

BY MS. RICHARDSON: 

Q Okay. Reading paragraph three, based upon your 

exper ience  a s  a n  ST, w h a t  would you t h i n k  they  were 

d i r e c t i n g  you t o  do? - 

MR. BEATTY: Same o b j e c t i o n .  

A Is t h a t  what t h i s  is supposed  t o  be ,  them 

MARIE C .  GENTRY & A S S O C I A T E S  
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d i r e c t i n g  m e  t o  do something? 

Q Um-ha. (Aff i rmat ive  Response) - 
A I d o n ' t  understand -- 

MR. BEATTY: I o b j e c t .  I o b j e c t .  Connxel is now 

t e s t i fy ing  as t o  what t h e  i n t e n t  of t h e  drafters of 

t h i s  document had when t h i s  document was prepared.  

And counsel is t e s t i f y i n g  as t o  h i s  i n t e n t  wi th  

r e spec t  to t h o s e  o t h e r s  who would review t h i s  

document. I sugges t  t o  you t h a t  counse l  does not  have 

t h e  c a p a b i l i t y  t o  do t h a t  i n  t h i s  record ,  and I would 

reques t  t h a t  counsel cease and d e s i s t  from t h a t  k ind  

of a c t i v i t y .  

BY MS. RICHARDSON: 

Q Okay. L e t ' s  set  u p  a h y p o t h e t i c a l  s i t u a t i o n ,  Mr. 

Haltiwanger. 

document f o r  your use.  

L e t ' s  say t h a t  your manager c r e a t e d  t h i s  

A Okay. 

Q Okay. And passed t h i s  document t o  you  and t o l d  

YOU t h a t  t h i s  w a s  t o  be used for c l o s i n g  t r o u b l e  r e p o r t s  

u s ing  your CAT t e rmina l .  

A Okay. 

Q And you read paragraph t h r e e .  NOW, based upon 

your experience,  i n  t h e  hypo the t i ca l  s i t u a t i o n  what would 

your understanding be of paragraph t h r e e ?  

-- 

MR. BERTTY: Objection. The h y p o t h e t i c a l  

MARIE C. GENTRY & A S S O C I A T E S  
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inadequately sets f o r t h  t h e  facts under which t h i s  

document was created. If you are going t o  pose a 

hypo the t i ca l  t h a t  i nco rpora t e s  t h i s  document, I 

suggest t o  you t h a t  you have t o  a l s o  i n c l u d e - t h e  t ime 

frame t h a t  t h i s  document w a s  created, t h e  

circumstances under which t h i s  document w a s  created, 

and t h e  i n t e n t  of t h e  drafter of t h i s  document. I 

suggest  t o  you t h a t  t o  t h e  e x t e n t  t h a t  you haven ' t  

done t h a t  t h e  h y p o t h e t i c a l  is erroneous,  and t o  a s k  

t h i s  w i tnes s  t o  t e s t i f y ,  t o  provide  a response  t o  it, 

is equa l ly  ob jec t ionab le .  

MR. THOMAS: I would j u s t  i n s t r u c t  you t o  o n l y  

answer it t o  t h e  e x t e n t  t h a t  you could possibly have 

knowledge of t h e  answer t h a t  seems t o  be contemplated.  

A I have never been asked t o  c l o s e  o u t  -- L e t  m e  p u t  

it t o  you t h i s  way: I haven ' t  been asked t o  close out  from 

a d i f f e r e n t  l i n e  because my CAT would n o t  make a commitment, 

if t h a t ' s  what you are e v e n t u a l l y  g e t t i n g  a t .  

what you are a sk ing  m e ,  have I been asked  t o  c l o s e  out  from 

a d i f f e r e n t  l i n e  i n  o rde r  t o  meet a commitment, no. O k a y .  

And I have never heard of it. T h i s  is t h e  f i r s t  time I eve r  

heard of anything l i k e  t h a t  i n  t h i s  paragraph, i f  t h a t  w i l l  

answer your ques t ion .  

I f  t h a t ' s  

BY MS. RICHARDSON: 

Q O k a y .  H a s  a n y o n e  ever i n s t r u c t e d  y o u  t o  back u p  
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t h e  c l e a r i n g  t i m e  on a t r o u b l e  r e p o r t  -- 

A Y e s .  

Q -- t o  meet a 24-hour commitment? 

A Y e s .  

Q All r i g h t .  And who w a s  t h a t ?  

A 4 

Q A l l  r i g h t .  And what were h i s  i n s t r u c t i o n s  t o  you 

- 

as c l e a r l y  as you can  remember them? 

A That I had -- I had missed a couple of commitments 

by 10 or 1 5  minutes, 20 minutes,  whatever the case might 

have been, and why d i d n ' t  I back my time up i n  order t o  make 

t h o s e  commitments. 

Q Okay. Has any o the r  manager ever i n s t r u c t e d  you 

t o  do t h a t ?  

A No. 

Q Do you know i f  

t o  do t h a t ?  

A I don ' t  know. 

Q Did you protest t o  

t h a t  w a s  proper -- 

A Y e s .  

Q -- or did  you have any p r o t e s t a t i o n ?  

A I p ro te s t ed  it. c 

Q Was t h a t  a formal p r o t e s t ,  or j u s t  informal? 

A I g o t  anory and I t o l d  h i m  I would not. 

MARIE C .  GENTRY & A S S O C I A T E S  
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Q Okay. Were you d i s c i p l i n e d  because you re fused?  

A No. No. 

Q 

A No. ne d i d n ' t  t e l l  m e  t h a t  anything woald happen 

D i d  you f i l e  any kind of gr ievance? 

t o  me.  

it. 

It's j u s t  t h a t  h e  -- I t o l d  him I wasn't going t o  do 

Q Okay. I n  your experience is t h i s  t h e  only 

i n c i d e n t  of an ST being requested t o  back up t i m e  t o  meet a 

24-hour commitment? 

A Other t h a n  me ,  I couldn ' t  t e l l  you. 1 don ' t  know. 

Q Okay. Can you t e l l  m e  approximately when t h i s  

occurred? 

A When h e  was my supervisor .  

Q 

superv isor?  

D o  you have an approximate year  when h e  was your 

A Maybe t h r e e  o r  four  y e a r s  ago. Somewhere i n  t h a t  

t ime frame. 

Q 

A Nor I don ' t .  

Q Okay. Can you t e l l  m e  what a cause code is? 

A It is a code t h a t  r e f l e c t s  what caused a t r o u b l e .  

Q A l l  r i g h t .  And what 's  t h e  d i s p o s i t i o n  code? 

A I t ' s  what a c t u a l l y  you d id ,  what t h e  problem w a s ;  

Okay. D o  you know why he asked you t o - d o  t h i s ?  

-- 
n o t  n e c e s s a r i l y  what caused i t ,  b u t  what p h y s i c a l l y  t h e  

t r o u b l e  -- whether i t  was a drop wire,  o r  p r o t e c t o r ,  o r  
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whatever, and the cause code is the cause of the trouble, 

what caused it to go bad. 

Q Okay. Is flood a cause code? 

A Excuse me? 

Q 

cause code? 

- 

Is flood a cause code? Can flood be used as a 

A Flood is the -- 420 is flood, or 430. Okay. The 

420 or the 430 is the cause code. The flood is what the 

cause code stands for. 

Q Is there a cause code for customer damage, if a 

customer damages his own equipment or line? 

A Well, there's a -- there's a 210 code. That code 

encompasses everything on the detariff side of the line. 

Q Okay. Is there a disposition code for detariff 

problems? 

A Yeah. 

Q And which ones do they cover? 

A Well, they cover maintenance -- coverea by the 

maintenance plan and not covered by the maintenance plan, 

1200 and 1210s. 

Q Okay. And those are inside wire problems? 

A Right. 

Q Okay. Are there certain disposition and cause 

codes that would exempt a n  out-of-service report from that 

24-hour  commitment? 

MARIE C .  GENTRY & A S S O C I A T E S  
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A Yeah. I have heard they  would. I don ' t  know t h a t  

t hey  w i l l  or not .  I have heard t h a t  t hey  would. 

Q Okay. A r e  you familiar wi th  t h e  requirement t h a t  

t h e  company r e p a i r  out-of-service r e p o r t s  w i t h i n  2 4  hours  a t  

least  95% of t h e  time? 

A I d i d n ' t  know what percent of t h e  t i m e .  I knew w e  

had a s e r v i c e  over 24 t h a t  w e  were t r y i n g  -- t h a t  w e  would 

t r y  t o  make, bu t  I d i d n ' t  know what percentage.  

Q And has  t h a t  been t h e  case your ent i re  14 y e a r s  as 

a n  ST? 

A As fa r  as I can remember, yeah. 

Q Have you ever rece ived  i n s t r u c t i o n s  t o  use  certain 

disposi t ion and cause codes  t o  effect t h a t  24-hour 

commitment? 

A Have I ever rece ived  i n s t r u c t i o n s  from a 

supervisor? 

Q Um-ha. (Aff i rmat ive  Response) . 
A No. 

Q Okay. Have any supervisors  ever pressured  you t o  

use  say  t h e  customer a c t i o n  code, or a s p e c i f i c  code on 

out-of-service r e p o r t s ?  

A No. 

@ Do you know of anyone who,has used t h e  exc ludab le  

d i s p o s i t i o n  and cause codes on out -of -serv ice  r e p o r t s  -- 

A Yes. 
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Q -- j u s t  t o  keep them from being counted i n  t h a t  

24-hour commitment? 

A Yes. 

Q All r i g h t .  Can you t e l l  me about t h a t T  

A When you say do I know anyone, I know not 

n e c e s s a r i l y  names s p e c i f i c a l l y  but  I can remember times t h a t  

-- when we were having t o  c l o s e  out  l ive ,  not  on a computer, 

and an  MA would make t h i s  -- i f  I t e l l  -- she  would a s k  m e  

for  my d i s p o s i t i o n  and cause, and I would t e l l  her ,  and she  

would say, " W e  need t o  show t h a t  t o  a 410 code." 

would t e l l  he r ,  "You show yours  t o  whatever you want t o  show 

it to,  I ' m  showing mine t o  a 300," o r  whatever t h e  c a s e  was. 

And t h a t  would happen on occasion. 

what t h e  410 code d e a l  w a s  about,  and I assume t h a t  was f o r  

an out-of-service,  b u t  I d i d n ' t  know that ' s  what it was for 

a t  t h a t  p o i n t  i n  t i m e .  

.. 
And I 

And t h a t ' s  how I knew 

Q A l l  r i g h t .  Based on your experience and your 

t r a i n i n g  d i d  you feel l i k e  her  a c t i o n  w a s  proper- or  

i mpr ope r ? 

A I d i d n ' t  make a judgment. L i k e  I s a i d ,  I t o l d  her  

t o  show t h e  code t o  whatever she  wanted t o  show it to .  She 

asked me for my d i s p o s i t i o n  and cause,  and I t o l d  her what 

i t  was. I have g o t  t o  t u r n  my t i c k e t s  i n ,  and I ' m  tu rn ing  

my t i c k e t s  i n  w i t h  what I d i d ;  you show what you want t o  

show. 
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Q Okay. Do  you th ink  she  was j u s t  doing t h i s  on h e r  

own? 

A I have no idea  he. 

Q N o  idea? D o  you know i f  o the r  STs h a d - t h i s  same 

kind  of conversa t ion  -- 
A I don ' t  know. 

Q -- with her?  

A I don ' t  know. 

Q D o  you know approxim 

frame t h i s  w a s  occurr ing? 

wh r r  rh t t i m e  

A A t  t h e  beginning -- I can j u s t  say it was back a t  

t h e  beginning of t h e  p o i n t  i n  t i m e  when w e  f i r s t  g o t  on t o  

t h e  CATS. Okay. Whatever t i m e  frame t h a t  f a l l s  i n .  I ' m  

not -- 
Q Okay. 

A Because they  were -- 

Q Is it still  happening? 

A No. 

Q When d i d  it s t o p  happening? 

A It 's been a long  t i m e .  

Q Two years?  

A Oh, yeah. A t  l e a s t .  

Q A t  l e a s t  two years?  Okay. D o  you know i f  a 

c u s t o m e r  i s  due a r e b a t e  i f  t h e i r  t r o u b l e  goes o u t  of 

s e r v i c e  more than 2 4  h o u r s ?  
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A Y e s .  

Q And how long have you known t h a t ?  

A How long have I known t h a t ?  

Q Um-ha. (Aff i rmat ive  Response). 
- 

A I guess  t h e  past year or  two years or so t h e y  made 

it a p o i n t  t o  t e l l  u s  t h a t  t h i s  took place. 

always t o l d  t h e  customer t o  ca l l  t h e  b u s i n e s s  o f f ice  i f  t hey  

had a problem with t h e i r  b i l l i n g  over  24. B u t  as f a r  as me 

knowing t h a t  t h e r e  was going t o  be a r e b a t e ,  you know, 

wi thout  any questions askedr  probably  a couple of y e a r s  ago. 

B u t  I have 

I had never experienced a problem w i t h  t h a t .  

Q Okay. How d i d  you f i n d  o u t  about  it? 

A I n  a meeting. 

Q Staff meet ingr  or t h e  managers? 

A No. J u s t  t h e  managers -- A meeting i n  t h e  

morning. 

or whatever t h e  meeting may be about.  

d i f f e r e n t  th ings .  

They c a l l  you i n t o  t h e  yard  f o r  a s a f e t y  meetingr 

I t  c o v e r s  l o t s  of 

Q Okay. D o  you know of any customer t h a t  was denied 

a r e b a t e  because of f a l s i f i c a t i o n  of t r o u b l e  records? 

A No. 

Q Do  you know of any customer who was denied a 

r e b a t e  because those  exempt cause codes were used? 

A N o .  

Q I want t o  a s k  you a q u e s t i o n  about your  r o u t i n e  

MARIE C. GENTRY & ASSOCIATES 

~~ 



- .  41 

i 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

days  again.  L e t ' s  go back t o  t h a t  f o r  a m i n u t e .  Were there  

eve r  no r o u t i n e  days when your managers -- 
A W e  don ' t  have r o u t i n e  days. 

Q Oh, okay. Were there  ever  days when you were 
~ 

i n s t r u c t e d  no t  t o  do any r o u t i n e  today? 

A Sure.  

Q Okay. And on what occas ions  would t h a t  occur? 

A The hur r icane .  Okay? 

Q Okay. 

A Anytime whenever t h e y  are s i t t i n g  on f i v e  t r i l l i o n  

t r o u b l e s  down h e r e  and, you know, a storm j u s t  went through, 

and, you know, they  don ' t  want you out  t h e r e  trimming l i t t l e  

limbs off a d r o p  w i r e .  They want you clearing jobs, 

c l e a r i n g  t r o u b l e  reports. Okay.  Those kind of days when 

t h e  trouble is extremely heavy. 

we -- excuse me -- since t h e y  ac tua l ly  used t h e  terminology 

" h i t  them and go," b u t  t h a t  used t o  be what t h e y  say. Say, 

you know, "It broke loose t h i s  weekend, h i t  them and go." 

B u t  it 's been a while  s ince  

1 9  Q And on t h e  hit-them-and-go days was t h e  company 

2 0  having t r o u b l e  meeting t h a t  24-hour commitment? 

2 1  A I d o n ' t  t h ink  n e c e s s a r i l y  they  were, because 

22 l e g i t i m a t e l y  most eve ry th ing  t h a t  you were going on on those  

2 3  days  would be c losed  out  t o  t h e  41'0 and 420  codes anyway 

24 because i t  was storm damage. I t  g e n e r a l l y  is storm damage 

2 5  i n  those  cases .  You're showing l igh ten ing  codes,  f lood 
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codes,  wind codes anyway. 

t h ink  t h a t  t h e r e  w a s  any mot iva t ion  t o  f a l s i f y  codes t o  

show. You're u s ing  t h e  r i g h t  codes i n  t h a t  s i t u a t i o n  

anyway. 

So they  a r e  -- You know, I d o n ' t  

- 

Q Okay. Do you ever have occasion t o  s t a t u s  a 

r e p o r t  as o u t  of s e r v i c e ?  

A No. 

Q It came t o  you as a f f e c t i n g  s e r v i c e ,  and t h e n  do 

you have t o  res ta tus  it? 

A No. 

Q What happens i f  you ge t  an  a f f e c t i n g  service 

r e p o r t  and you ge t  o u t  t h e r e  and you f i n d  t h e r e  r e a l l y  is no 

d i a l  tone, b u t  it's a n  a f fec t ing  service report. Do you 

j u s t  close it o u t  anyway? 

A What do you mean? An a f f e c t i n g  service and a no 

d i a l  tone? I don ' t  understand. 

Q A l l  r i g h t .  A service a f f e c t i n g  r epor t .  I n  o t h e r  

words, i t ' s  n o t  o u t  of service. Maybe t h e r e  was t r o u b l e  on 

t h e  l i n e  i n  terms of j u s t  no ise .  Is t h a t  an out-of-service 

cond it i on? 

A No -- W e l l ,  e x c u s e  m e .  It could -- It could be an 

2 2  

2 3  noise .  E 

2 4  Q A l l  r i g h t .  Then it would probably be b e t t e r  i f  I 

2 5  j u s t  asked you what is "out  of s e rv i ce"?  Define it f o r  me. 

out-of-service c o n d i t i o n  depending on t h e  s e v e r i t y  of t h e  

MARIE C. GENTRY & ASSOCIATES 

~ ~~~ - 
~ ~~ 

~ 



- 43 . .  

1 What do you d e f i n e  as an out-of-service t r o u b l e ?  

2 A Unusable. 

3 Q Unusable. Would t h a t  be no d i a l  tone? 

4 A Y e s .  

5 Q And would t h a t  be customer c a n ' t  be c a l l e d ?  

6 A Not necessarily. 

7 Q Okay. Then i f  i t 's -- What's t h e  o p p o s i t e  of "out 

8 of service"? 

9 A I n  service. 

10 Q Okay. L e t ' s  t a k e  i n  s e r v i c e  and o u t  of service. 

11 

12 A Every day. 

13 Q Okay. Do you ever ge t  a report  where it 's i n  

14 service, s t a t u s  is i n  service when you g e t  it, and you go 

15 

1 6  s e r v i c e ?  

1 7  A I d o n ' t  know t h e  s t a t u s  of t h e  t r o u b l e  when I 

Do you ever get  sent  on r e p o r t s  t h a t  are i n  service? 

out  to t h e  house and you f i n d  t h a t  i t ' s  really o u t  of 

18 receive it one way o r  another ,  b a s i c a l l y ,  and don ' t  pay any 

1 9  a t t e n t i o n  t o  it one way o r  another  anyway. I g e t  a t r o u b l e  

20 r e p o r t  and I look a t  what t h e  customer r epor t ed ,  and what it 

2 1  tests,  and I go t r y  t o  t a k e  care of t h a t .  

22 And a s  f a r  as  it being s t a t u s e d ,  i f  it is even i n  my 

23  CAT t o  s t a t u s ,  I d o n ' t  remember ever  paying any a t t e n t i o n  t o  

24 i t ,  what t h e  s t a t u s  of it was. If they  a r e  r e p o r t i n g  one 

25 jack dead, t h a t ' s  what I ' m  going t o  t a k e  c a r e  o f .  If t h e y  

. -  
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1 are repor t ing  no d i a l  tone ,  t h a t ' s  what I ' m  going t o  t a k e  

2 c a r e  o f .  And i f  they  a r e  r epor t ing  noisy ,  t h a t ' s  what I ' m  

3 going t o  take c a r e  of.  And whatever t hey  s t a t u s e d  it has , 

4 never had much bear ing on m e  personal ly .  I d o n ' t  c a r e  what 

5 I ' m  going t o  t a k e  care of whatever t h e y  are  

6 d i spa tch ing  m e  on. 

7 Q Okay. W e l l  -- 

- 

i t ' s  s t a tused .  
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A It may be on my CAT screen, it may be hidden on 

one of t h e  lines i n  t h e r e ,  b u t  I h i t  t h e  same keys everyday 

and I see t h e  same t h i n g s  f l o a t  through everyday, and I 

d o n ' t  -- t o  be real honest ,  I don ' t  recall see ing  anyth ing  

i n  t h e r e  t e l l  m e  what t h e  s t a t u s  is. 

Q L e t  me give you a h y p o t h e t i c a l  s i t u a t i o n  h e r e  and 

see i f  w e  can work with m e  on t h i s  for  j u s t  a minute. 

You've got an in-service report t h a t  you have been 

d ispa tched  on and you're going o u t  t h e r e  and you f i n d  o u t  

17 t h e r e ' s  no d ia l  tone .  You're aware t h a t  i f  it goes o u t  of 

1 8  s e r v i c e  over 24 t h e  customer is due a r e b a t e .  Right  now 

1 9  i t 's  not  an  out-of-service r e p o r t  because you ' r e  working o n  

2 0  a no i se  problem. 

2 1  A Okay. 

22 Q All r i g h t .  You're out  t h e r e ,  i t ' s  no d i a l  tone .  

23  You have no way of r e s t a t u s i n g  i t , = a n d  y e t  you c l o s e  it out  

2 4  on your r e p o r t  and you c losed  it out  over 2 4 .  Is t h e r e  any 

25 procedure f o r  making s u r e  t h a t  t h e  customer g e t s  some k i n d  
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of reba te ,  o r  you res tatus  it out  of s e r v i c e ,  o r  is t h e r e  

any t r a i n i n g  t h a t  you have had t o  d e a l  wi th  t h a t  kind of 

s i t u a t i o n ?  

MR. THOMAS: 

MS. RICHAFKISON: One q u e s t i o n  a t  a t i m e .  I ' m  

so r ry .  I ' m  t r y  t o  c la r i fy  and I ' m  g e t t i n g  it confused. 

MR. BEATTY: L e t  m e  say  t h i s  -- Before you do r  

Can you ask one q u e s t i o n  a t  a time? 

j u s t  one second. 

question. It is speculative and it assumes facts  t h a t  

t h e  wi tness  h a s  s t a t e d  t o  t h e  contrary, and t h a t  is  

with regard t o  h i s  knowledge regard ing  t h e  s t a t u s  of 

t h e  t r o u b l e  r e p o r t  when h e  f i r s t  receives it. So I 

object t o  t h e  form of t h e  question. 

I do o b j e c t  t o  t h e  form of t h e  

MR. THOMAS: Could you please rephrase and a s k  one 

question? 

BY MS. RICHARDSON: 

Q Okay. You g e t  a n  in-service report it 's noise.  

I n  your opinion, i f  you ge t  a r e p o r t  showing noise ,  is t h a t  

a n  out-of-service r epor t ?  

MR. BEATTY: Objec t ion .  It 's been asked and 

answered. 

A I don ' t  know u n t i l  I g e t  t he re .  

Q L e t ' s  go back to my h y p o t h e t i c a l  and l e t  m e  a s k  it 

one more t i m e .  Okay? Mr. Haltiwanger,  you have a no i se  

r e p o r t  and you g e t  d i s p a t c h e d  on it ,  and y o u ' r e  going t o  

MhRIE C. GENTRY ti ASSOCIATES 
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c l e a r  t h e  t roub le .  You g e t  ou t  t h e r e  and you f i n d  out  t h a t  

they  a c t u a l l y  have no d i a l  t o n e  a t  a l l  and t h a t  h e ' s  r e a l l y ,  

t h e  customer is r e a l l y  o u t  of s e r v i c e ,  and you ' r e  unable t o  , 

r e s t o r e  it wi th in  2 4  hours ,  The customer is due a reba te .  

Is t h e r e  any procedure t h a t  you have been given t o  d e a l  w i th  

t h a t  s i t u a t i o n ?  

~ 

A No * 

Q Okay. Based on your t r a i n i n g  and experience,  how 

would you handle  t h a t  s i t u a t i o n ?  

A I would c l o s e  t h a t  j o b  out  and have t h e  customer 

ca l l  t h e  bus iness  o f f ice  for  a r e b a t e  i f  t h e y  f e l t  they  

needed one. 

Q Okay. 

A Because my d i s p o s i t i o n  and cause code would 

reflect what I d i d  when I w a s  t h e r e ,  and t h e  business  office 

could n a t u r a l l y  look back and see what I d id .  

Q Okay. Would you have a p l ace  t o  en te r  a n a r r a t i v e  

a t  a l l ?  

A Sure .  

Q Would you e n t e r  anyth ing  i n  a n a r r a t i v e  on t h a t  

kind of r epor t ?  

A W e  have t o  e n t e r  a n a r r a t i v e .  

(Br i e f  i n t e r r u p t i o n )  . - 

BY MS. RICHARDSON: 

Q Okay. Have you ever  been, o r  do you know of a n y  
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manager who has i n s t r u c t e d  an ST or a n  MA not  t o  S t a t u s  any 

t r o u b l e  r e p o r t s  as  out  of se rv ice?  

A No. W e  don ' t  s t a t u s  t roub le s .  STs don ' t .  

Q You never heard of t h a t  being done? 

A No. 

Q Do you know of anyone who has been i n s t r u c t e d  t o  

- 

improperly p repa re  a t r o u b l e  repor t?  

A 

Q Okay. L e t  m e  show you a document, Mf. 

I d o n ' t  understand what you ' re  ask ing  me.  

Haltiwanger. 

record  and you c a n  look a t  it. Okay? This document was 

f i l e d  by Southern B e l l  on A p r i l  1st' 1993 i n  t h e  

Consol idated Rate Case Docket made i n  Southern B e l l ' s  

response t o  Pre l iminary  Order PSC93063PCOTL en te red  on 

February 19th '  1993, and a t  Number 209 there is a 

Haltiwanger' W i l l i a m  V. Jr., l i s t e d ,  and I ' l l  l e t  you look 

a t  t h e  document. The f i r s t  t h i n g  I ' l l  a s k  is whether o r  n o t  

t h a t ' s  you, and t h e n  I ' l l  ask you a couple of q u e s t i o n s  

a f t e r  t h a t .  

I ' l l  in t roduce  it then  and w e  w i l l  go off t h e  

MS. RICHARDSON: Okay. W e  c an  go off  t h e  record.  

(Discussion h e l d  off record) .  

MS. RICHARDSON: You ready t o  go back on? 

BY MS. RICHARDSON: . 

Q Okay.  I need t o  do one t h i n g  w i t h  ou r  e x h i b i t .  

The C l o s i n g  Repair Jobs from Nr. Dowdy's d e p o s i t i o n  t h a t  I 
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introduced w i l l  be E x h i b i t  Number 1. 

A l l  r i g h t .  Is t h a t  your name l i s t e d  on Line 209 ,  Mr. 

Haltiwanger? 
- 

A Y e s .  

Q And under t h a t  l i s t i n g  t h e r e ' s  a series of numbers 

after your name, one of which is number ll? 

A Right. 

Q Which i n d i c a t e s  you may have some informat ion  

about improper preparation of t r o u b l e  r e p o r t s  or improper 

a c t i v i t y  gene ra l ly?  

A I don ' t  know what -- 
MR. BEATTY: I o b j e c t .  F i r s t  of a l l  -- There 's  no 

question pending, f i r s t  of a l l .  Secondly, i f  t h a t  w a s  

a question I o b j e c t  t o  t h e  form of t h e  q u e s t i o n  

because it's repetitious. 

Q My ques t ion  -- 
MR. THOMAS: Can you repeat t h e  ques t ion?  

MS. RICHARDSON: W e l l ,  I was about t o  when h e  

s t a r t e d ,  and h e  s t a r t e d  h i s  ob jec t ion ,  so  I d i d n ' t  g e t  

a q u e s t i o n  on  t h e  t a b l e ,  b u t  I w a s  going t o  l e t  him 

respond. So t h i s  is where w e  a r e .  

BY MS. RICHARDSON: 

Q My q u e s t i o n  t o  you is: What do you know about 

improper p r e p a r a t i o n  of t r o u b l e  r epor t s?  

MR. BEATTY: Objec t ion .  T h e  ques t ion  h a s  been 

MARIE C .  GENTRY & ASSOCIATES 
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asked and answered. 

q u e s t i o n  a moment ago. 

A Nothing. 

Q What do you know about improper a c t i v i t i e s  

And t h a t  was t h e  preceeding 

generally? 

MR. BEATTY: Object t o  t h e  form of t h e  ques t ion .  

- It's ambiguous. 

A I don ' t  know what you ' r e  asking me.  Improper 

I d o n ' t  know what you ' re  ask ing  me.  a c t i v i t i e s .  

Q Okay. Did you have a chance t o  read Southern 

B e l l ' s  response, paragraph t w o  of t h i s  document? 

A No. 

Q A l l  r i g h t .  Then let 's  go off t h e  r eco rd  a second 

and give you a chance t o  read t h a t .  

MR. THOMAS: Numbered paragraph 2 on Page 2? 

MS. RICHARDSON: Um-ha. (Aff i rmat ive  Response). 

( B r i e f  recess). 

BY MS. RICHARDSON: 

Q Okay. M r .  Haltiwanger, on t h i s  l ist t h e r e  is a 

number 17 i n d i c a t i n g  t h a t  you may have some informat ion  

about i n t i m i d a t i o n  or p re s su re .  What do you know about 

i n t i m i d a t i o n  or pressure? 

A W e l l ,  I -- t h e  -- The o n e  I t a l k e d  t o  you e a r l i e r  

about when h e  I guess  -- I guess  t h a t  would 

probably be it. 

M A R I E  C .  GENTRY & A S S O C I A T E S  
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Q Okay. DO YOU know of any o t h e r  i nc idences  

involv ing  your se l f  or anyone else -- 

A No. 

Q -- by a manager w h o  i n t imida ted  o r  pressured  a n  
- 

employee t o  improperly hand le  a t r o u b l e  r epor t ?  

A No. 

- Q Okay. Has t h e  test  c e n t e r ,  anyone from t h e  test  

50 

center ever c a l l e d  you w h i l e  you were working on an  

out-of-service t roub le ,  t o l d  you t h a t  t h e y  had c l e a r e d  t h a t  

t r o u b l e  and sent  you on a new job? 

A No. 

Q Okay. 

A Told m e  t h a t  t h e y  had c l e a r e d  t h e  t r o u b l e ?  

Q Yeah. That  t h e y  had c l e a r e d  it out  and you had t o  

move on t o  t h e  nex t  job? 

A N o  * 

Q Have you ever been d i s c i p l i n e d  for  your handl ing 

of a trouble r epor t ?  

A No. 

Q Okay. Have you eve r  f i l e d  a grievance regarding 

t h e  way you have been i n s t r u c t e d  t o  handle  t r o u b l e  r e p o r t s ?  

A No. 

Q D o  you k n o w  of anyone e l s e  who has? 

A No. 

Q D o  you k n o w  of anyone i n  the company who has f i l e d  

M A R I E  C. GENTRY & A S S O C I A T E S  
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a gr ievance based upon i n s t r u c t i o n s  t h a t  they received from 

managers t h a t  t hey  f e l t  were c l e a r l y  improper? 

A No. 

Q 
- 

D o  you know of any employee who has used another  

employee's code on a t r o u b l e  report? 

A No. You c a n ' t .  

Q Okay. D o  you know what a "no access" is? 

A Y e s .  

Q L e t  m e  back up a minute.  No, you can ' t  u s e  

someone else 's  code. Has t h a t  always been t h e  case, t h a t  

you cou ldn ' t  use  someone else's code? 

A A s  long as w e  have had CAT terninals. 

Q What about  before CAT t e rmina l s ,  w a s  it easy  or 

p o s s i b l e  t o  u s e  someone else's employee code? 

A I don ' t  know i f  we had employee codes back then. 

I had a name back then .  

Q A l l  r i g h t .  L e t ' s  go back t o  "no access." What's 

a "no access"? 

A W e l l ,  when t h e  customer is n o t  home and I need 

access t o  t h e i r  house or t h e i r  p r o p e r t y  t o  t a k e  care of 

t h e i r  t r o u b l e  r e p o r t .  

P Okay. And do you l e t  t h e  customer know t h a t  you 

have been t h e r e ?  - 

A To t h e  best  t h a t  I can. There 's  a r e a l  world out  

t h e r e .  There ' s  dogs and numerous o the r  t h i n g s ,  b u t  we make 
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t h a t  a t tempt ,  t h e  b e s t  attempt I can. 

reach number. There ' s  n o t  always access t o  t h e i r  f r o n t  

T h e r e ' s  n o t  always a 

door.  
- 

Q On t h e  no accesses, do you know i f  a "no access"  

stops t h a t  24-hour commitment clock? 

A I have no idea .  I d o n ' t  know i f  it does  or not.  

I r e a l l y  -- 
Q Okay. Have you e v e r  had someone i n s t r u c t  you t o  

u s e  a no access  code when you haven ' t  been d ispa tched  on a 

t r o u b l e ?  

A No. 

Q Do you know of anyone who has  no accessed  t r o u b l e  

reports t h a t  were not d ispa tched?  

A No. 

Q Do you work  cable failures? 

A No. 

Q Do you know of anyone who has  f a l s i f i e d  a customer 

t r o u b l e  record? 

MR. BEATTY: Objec t ion .  Asked and answered about 

t h r e e  times. 

Q You can  s t i l l  answer it. 

A No. 

Q All r i g h t .  Have you eve r  been asked t o  h e l p  s e l l  

s e r v i c e s  o r  p roduc t s  for t h e  company? 

A Yes. 
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Q 

A 

Q 

A 

Q 

A 

Okay? 

Q 

A 

Q 

A 

sales. 

Q 

53 

All r i g h t .  And do you do so? 

No longer.  

Since when? 

S i n c e  t h e  Sand Lake d e a l .  

And when was Sand Lake? 

It 's been about two years now, I guess.  I think.  

Okay. 

About two years is what -- my guess.  

A l l  r i g h t .  Were you given any t r a i n i n g  f o r  sales? 

W e l l ,  I have been, yes. I have been t r a i n e d  i n  

But about two years then? 

Okay. As part  of your service technician job, or 

d i d  you go o f f  and do special sales t r a i n i n g ?  

A I w a s  a yellow page salesman. 

Q When was t h i s ?  I have got you down f o r  t h e  m a i l  

room and I 've  g o t  you down f o r  service t echn ic i an .  

A Between t h e  m a i l  room and s e r v i c e  t e c h ,  fo r  about 

s i x  months. 

Q Y e l l o w  Pages. Okay. Did you r e c e i v e  any t r a i n i n g  

for t h e  sales that you were doing as a service t echn ic i an?  

A No. 

Q D i d  you have a manager i n s t r u c t  you on recording 

t h e  t i m e  that you s p e n t  on sales versus  t h e  t ime you spent  

on  r epa i r ing  t roub le s?  

MARIE C. GENTRY & A S S O C I A T E S  
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A No. 

Q Did you a c t u a l l y  make any d i f f e r e n c e  i n  t h e  t i m e ,  

recording of your time, t h e  t i m e  spen t  on sales v e r s u s  t h e  

t i m e  spent  on t roub le?  

. 
- 

A No. 

Q Okay. When you do work on i n s i d e  wire 

maintenance, people have a maintenance plan,  is t h e r e  a 

special time repor t ing  code you use for t h e  w o r k  you do on 

i n s i d e  wire maintenance? 

A Y e s .  

Q And is t h a t  a d e t a r i f f e d  code? 

A Y e s .  

Q A l l  r i g h t .  Do you have a d e t a r i f f e d  or non- 

r egu la t ed  code f o r  t h e  sales work you do? 

A I don't  do sales work. 

Q When you were doing sales work? 

A No. Not t h a t  I know of .  

Q Okay. Were you ever  o f f e r e d  p o i n t s ,  or awards, or 

p r i z e s  for sales? 

A Y e s .  

Q Did you a c t u a l l y  get  an  award or a p r i z e ?  

A Y e s .  

Q A what was it, or what were these  t h i n g s ?  I don ' t  

know how many you've go t t en .  

A P e n s ,  baseba l l  caps.  L i t t l e  t r i v i a l  t r i n k e t s .  

MARIE C. GENTRY & ASSOCIATES 
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Q Okay. A l l  r i g h t .  Did you e v e r  record a sale t o  a 

customer when t h e  customer had n o t  a c t u a l l y  ordered t h e  

service or product? 

A No. 

Q 

A No. 

- 

Do you know of anyone who has? 

Q When you were doing sales d i d  you ac tua l ly  write 

t h e  sales s l i p  up y o u r s e l f  and ge t  credit for t h e  sale? 

A It seems t o  me  w e  c a l l e d  t h e  bus iness  off ice  with 

our sales code. 

Q Okay. When you were doing sales, d i d  you ever 

have occasion for a manager t o  p u l l  you off ST d u t i e s  and 

p u t  you on doing noth ing  b u t  sales? 

A No. 

Q Do you know of any o t h e r  service t e c h  t h a t  was 

p u l l e d  of f  and p u t  on sales maybe for l i g h t  du ty ,  something 

o f  t h a t  nature? 

A It seems -- no. Not t h a t  I c a n  s p e c i f i c a l l y  

remember, no. 

Q Okay. D o  you know of anyone who has  s o l d  -- l e t  

m e  rephrase  t h i s .  Do  you know of anyone who has  recorded a 

22 

2 3  t h a t  customer? - 
2 4  A N o .  

2 5  Q Okay. Have you e v e r  had o c c a s i o n  when you 

wi re  maintenance p l a n  s a l e  on a customer wi thout  con tac t ing  
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16 MS. RICHARDSON: Okay.  Mr. Haltiwanger, I want t o  

17  thank you fo r  being h e r e  today. I th ink  t h a t ' s  a l l  

18  t h e  q u e s t i o n s  I 've  go t .  There may be a few on 

followed u p  a t r o u b l e  t i c k e t  t o  see t h a t  t h e  customer had 

more than one wire maintenance p l a n ?  

A More than  one wire -- How could h e  have more than., 
- 

one w i r e  maintenance plan? I d o n ' t  understand. 

Q Okay. A r e  you familiar wi th  t h e  o l d  wire 

maintenance p l an  and t h e  one 1 Sequence X Plan? 

A W e l l ,  t h e r e ' s  a c t u a l l y  more than  -- okay. There ' s  

wire maintenance TIP and t h e  SElX. Okay. 

Q Have you ever seen a customer wi th  more t h a n  one 

plan? 

A I th ink  on t h e  CAT screen it w i l l  j u s t  say WMR, o r  

W -- whatever it is. So t h a t ' s  a l l  I see. O r  else, "no 

maintenance contract." So I r e a l l y  don ' t  have -- o t h e r  t h a n  

b a s i c a l l y  what I know, is e i t h e r  they  do or t h e y  d o n ' t  have 

it. 

1 9  r e d i r e c t ,  or whatever. Some of t h e  o t h e r  people- around 

20 t h e  t a b l e  may have a f e w  ques t ions  for  you b e f o r e  you 

2 1  go, b u t  I a p p r e c i a t e  your coming. 

22 BY MR. VINSON: 

23  Q Mr. Haltiwanger,  a r e  you- fami l i a r  w i t h  t h e  r epor t  

2 4  c a l l e d  t h e  DCWS r e p o r t ,  Delayed C r a f t  Work Summary? 

2 5  A I have heard  t h e  t e r m  DCWS, b u t  I'm n o t  s u r e  what 
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it  is. 

Q So you wouldn't have any idea ,  o r  would you have 

any i d e a  of how s u p e r v i s o r s  would u s e  t h a t  r e p o r t ?  

A No. 

Q Do you know how s u p e r v i s o r s  perform assessments i n  

t h e  f i e l d  of t h e i r  STs work? 

- A W e l l ,  t h e y  came out  w i th  a brand new appraisal 

system. I'm appra ised  -- repeat reports, and t h e y  do a 

p h y s i c a l  job inspection. They w i l l  p u l l  random t i c k e t s  and 

i n s p e c t  my job  and see what t h e  q u a l i t y  of my work is. And 

t h e r e ' s  a poin t  system added up t o  evaluate  me. 

Q Okay. When t h e y  are p u l l i n g  t h e  random t i c k e t s  t o  

evaluate t h e  qua l i ty ,  do you know how frequently that 's  done 

on an i n d i v i d u a l  ST? 

A Generally it 's kind of always been -- I don ' t  know 

i f  i t 's t h e i r  set s t anda rd  practice, b u t  generally i t ' s  been 

two a month per ST is what i t 's  based on. 

Q When you say  two a month, you mean two 

evaluat ions? 

A They i n s p e c t  two of my jobs  t h a t  I went on f o r  t h e  

month. Out of my t r o u b l e  r e p o r t s  t h a t  I p h y s i c a l l y  v i s i t e d ,  

they  w i l l  v i s i t  two of those  a t  random and i n s p e c t  t h e  work 

I d i d  w h i l e  I w a s  t h e r e .  - 

Q Okay. So t h e y  will actually go  t o  the s i t e ?  

A Exact ly  . 
MARIE C. GENTRY & ASSOCIATES 
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Q D o  you know of anything else t h a t  t hey  a re  looking 

f o r  o t h e r  t han  t h e  a c t u a l ,  I ' d  say  t h e  phys i ca l  -- 
A My repea t  rate. 

Q Okay. B u t  any s i t e  v i s i t s ,  a r e  they  measuring 

o t h e r  perameters, such as the t i m e  spent? 

A I n  t h e  past t h a t ' s  been t h e  case. Right  now it 's 

no t .  Okay. Clear ing  t i m e  was a -- was par t  of my 

a p p r a i s a l .  It's not t h a t  way now. 

Q I would l i k e  t o  a s k  you a h y p o t h e t i c a l  q u e s t i o n ,  

r e a l i z i n g  t h a t  h y p o t h e t i c a l  q u e s t i o n s  can  g e t  u s  i n  t r o u b l e ,  

b u t  l e t  m e  t r y  t o  frame it very c l e a r l y  and simply. Would 

it be p o s s i b l e  for you on a service cal l  f o r  a n  

out-of-service trouble t h a t ' s  approaching t h e  24-hour point ,  

i n  other words, it w a s  c a l l e d  i n  n e a r l y  24 hour s  ago, for 

you t o  clear i t 1 0 ,  20 minutes ear ly  and t h e n  proceed t o  

a c t u a l l y  f i n i s h  t h e  work and clear it what would be a f te r  

t h e  24-hour po in t ?  

- 

MR. BEATTY: Object ion.  

MR. THOMAS: I t h i n k  you need t o  r ephrase  it. 

Perhaps he  unders tands  what y o u ' r e  saying,  bu t  I don ' t  

have a clue. 

BY MR. VINSON: 

Q Let'assume t h a t  you a r e  working on an  

out -of -serv ice  t r o u b l e  r e p o r t  w h i c h  w a s  c a l l e d  i n  n e a r l y  2 4  

hours ago. I t ' s  very c l o s e  t o  t h e  24-hour mark. 

M A R I E  C. GENTRY & ASSOCIATES 
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A I g o t  you. 

Q Would it be p o s s i b l e  f o r  you t o  enter  on your CAT 

t h a t  i t ' s  c l e a r e d  maybe 1 0  minutes be fo re  t h a t  24-hour 

p o i n t ,  and then  go on and a c t u a l l y  f i n i s h  t h e  work a f t e r  

t h a t ?  

- 

A Would t h a t  be poss ib l e?  

Q Right. 

A Anything is poss ib l e .  

Q And t h e n  -- L e t  m e  a s k  you t h e  o t h e r  -- another  

q u e s t i o n  t h a t  might make it a l i t t l e  more clear. 

cause you a problem for you t h e n  i n  p u l l i n g  u p  your next  

job? Would it then,  i n  o t h e r  words, cause you a schedul ing 

problem where you would be la te  for your nex t  t r o u b l e ?  

Would t h a t  

MS. WILSON: Excuse m e ,  Carl. A r e  you a sk ing  him 

if he  needs t o  complete h i s  r o u t i n e  work, what they 

were r e f e r r i n g  t o  as r o u t i n e  before? Is t h a t  what 

you ' re  a s k i n g  him? 

MR. VINSON: W e l l ,  maybe t h e  s i t u a t i o n  is ve ry  

l i t t l e  r o u t i n e  w o r k .  

A I s t i l l  -- 
MR. THOMAS: I f  you understand. 

A I still  don ' t  understand what you ' r e  ask ing .  I ' m  

~ so r ry .  I don ' t  q u i t e  g e t  it. 

MS. RICHARDSON: And un fo r tuna te ly ,  I do,  b u t  t h a t  

d o e s n ' t  h e l p  with m e .  

K A R I E  C. GENTRY & ASSOCIATES 
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MS. WILSON: If you d o ,  go  ahead .  

MS. RICHARDSON: I d o n ' t  know i f  I c a n  make i t  a n y  

more clear e i t h e r .  

BY NR. VINSON: 
. . .  - 

Q If you i n t e n t i o n a l l y  r e p o r t e d  it as c l e a r e d  a b o u t  

1 p T  or 1 5  minutes  b e f o r e  you a c t u a l l y  complete t h e  work, 

you're a l m o s t  done ,  and y o u ' r e  a l m o s t  g o i n g  t o  go over t h e  

24-hour mark, so you go  a h e a d  and show it as c l e a r e d  and  

s e n d  it i n .  Okay? 

Q Okay. 

A I ' m  n o t  g o i n g  t o  s e n d  a n y t h i n g  i n  u n t i l  I ' m  

c o m p l e t e d  w i t h  t h e  j o b .  

Q B u t  t h i s  is a h y p o t h e t i c a l .  Would it be p o s s i b l e  

-- 
M R .  THOMAS: I f  you know. 

Q Okay. And t h e n  f i n i s h  t h e  work w i t h  e v e r y t h i n g  

e n t a i l e d  -- You know, i n  some s i t u a t i o n s  w e  t a l k e d  a b o u t  

r o u t i n e  work -- w i t h o u t  t h r o w i n g  you o f f  s c h e d u l e - w i s e  for 

your n e x t  t r o u b l e ?  

A No. I d o n ' t  see it, b e c a u s e  t h e r e ' s  g o i n g  t o  b e  a 

gap t i m e  from t h e  t i m e  t h a t  I c a l l e d  when t h e y  -- you know, 

t h e y  a re  go ing  to p u l l  a -- c a n  p u l l ,  or w h a t e v e r ,  what I 

d i d  t h e  day b e f o r e ,  and there ' s  g o i h g  t o  be  a t i m e  f r ame  i n  

t h e r e  I was on my CAT a t  2:30 and I d i d n ' t  p u l l  up my n e x t  

j o b  until 3 : 3 0 .  Where were  you f o r  an  h o u r ,  B i l l y ?  

MARIE C .  GENTRY & ASSOCIATES 
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Q Okay. T h a t ' s  e x a c t l y  what I ' m  asking f o r .  

A Okay. 

Q Okay. Now t h a t  hour could  you n o t  r e p o r t  as  
- 

r o u t i n e  work? 

A No. No. My t i m e  -- My time i n  my computer -- my 
time is from job  p i ck ing  up, c l o s e  out;  picking up, c l o s e  

out .  

work, p h y s i c a l l y  work my computer. 

I ' m  o f f  my computer un le s s  I ' m  i n  a meeting or something 

l i k e  t h a t .  

There 's  no gap between o t h e r  than  t h e  t i m e  it t a k e s  t o  

There 's  n o t  time t h a t  

I go on my job, I g e t  t h e  service re s to red .  If  t h e r e ' s  

rou t ine  t o  be done, I do it, and whatever else. I ' m  g e t t i n g  

ready t o  say a d i o s  t o  t h e  customer. I ca l l  back i n  on my 

computer. I t e l l  it what I d i d ,  and it te l l s  m e  where t o  go 

next.  So t h e r e  may be a five-minute gap between c l o s i n g  

t h i s  job and going t o  my next  one. B u t  i n  your s c e n a r i o  

t h e r e  would be an  hour gap, and t h a t ' s  hard t o  h ide .  

Q Could t h e r e  be some s i t u a t i o n s  where t h e r e  might 

be j u s t  a 15-minute gap, ve ry  r e g u l a r  r o u t i n e  work? 

A W e l l ,  t h e r e ' s  s i t u a t i o n s  I guess  t h a t  could arise.  

I mean now i t ' s  a real world. There ' s  a l l  kind of 

s i t u a t i o n s .  If  c a l l  w a i t i n g  comes i n ,  I ' m  on l i n e  wi th  a 

computer, c a l l  wa i t ing  knocks my computer down. Now t h e  

customer is  on  t h e i r  l i n e  t a l k i n g  and t a l k i n g  I ' m  t r y i n g  t o  

wai t  on t h i s  customer, b u t  I had a l r e a d y  c losed  my job  out  
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wa i t ing  t o  p u l l  my next one up, bu t  s h e ' s  t a l k i n g  on t h e  

phone. 

of gaps l i k e  t h a t .  

There 's  going t o  be a gap t h e r e .  There ' s  a l l  k inds  

- 

O r ,  a l l  of a sudden t h e  dog runs around t h e  house and I 

have g o t  t o  run t o  my t r u c k  and go down the s t reet  and ca l l  

i n  from another  l i n e .  You know, l e t ' e  face it, u n l e s s  you 

have been out  there .  It 's a r e a l  world o u t  t h e r e .  It 's not  

-- 
MS. RICHARDSON: It 's an  e x c i t i n g  job. 

I ' m  t r y i n g  t o  g e t  a picture of t h e  real world s o  I Q 

can  understand it. 

A Sur e. 

Q L e t  me a s k  you another  ques t ion  based on some of 

t h e  e a r l i e r  q u e s t i o n s  w e  had. You mentioned a s i t u a t i o n  

where you may be i n s i d e  a house and you have a s i t u a t i o n  

where you p u t  the customer back i n  service as q u i c k l y  as you 

can  wi th  t h e  qu ickes t  a c t i o n  t h a t  you can  take,  and t h e n  

t h e r e  may be f i x i n g  t h e  i n s i d e  wire t h a t  may t a k e  another  

hour ,  and then  you would have t o  r e p o r t  back -- your c l e a r  

t i m e  back t o  where you r e a l l y  put  t h e  customer i n  s e r v i c e ?  

A Right. 

Q Okay. A t  what p o i n t  do you a c t u a l l y  g e t  t h e  CAT 

i n  your hand and show it c l ea red?  -Is t h a t  t h e  moment where 

you a c t u a l l y  r e s to red  t h e  s e r v i c e ,  o r  a t  t h e  end? 

A When I ' m  g e t t i n g  ready t o  leave .  

MARIE C .  GENTRY & ASSOCIATES 
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Q So it would be a f te r  t h a t  a d d i t i o n a l  work t h a t  

took t h e  e x t r a  hour -- 
A Right. - 

Q -- t h a t  you would a c t u a l l y  do t h a t ?  

A Right. 

I" VINSON: Okay. Those a r e  a l l  t h e  q u e s t i o n s  I 

have. 

BY MS. WILSON: 

Q Can I a s k  you then: You have t r o u b l e  t i c k e t s ?  Is 

t h a t  what t hey  are c a l l e d ?  

A Well, I write it down. W e  are no t  r equ i r ed  t o  

wr i te  it down. Okay. We d i d  it for so many years, b u t  I 

c a r r y  a t i c k e t  book and I -- when I p u l l  my t r o u b l e  u p  on my 

computer I write down t h e  information i n  my book so I don ' t  

r u n  t h e  b a t t e r y  down on my computer. 

Q Would you ever record informat ion  i n  your book 

p r i o r  t o  going t o  t h e  CAT? I n  o t h e r  words, i n s t e a d  of 

making j u s t  a mental n o t e  of when you a c t u a l l y  c l e a r e d  -- 
A Oh. sure .  Sure. Sometimes. 

Q D o  you -- 

A Sometimes. J u s t  depending on what I ' m  doing. I ' m  

making notes  on those  a l l  day long,  you know, of d i f f e r e n t  

t h i n g s .  If I ' m  doing a p a i r  change, what s p a r e  p a i r s  I ' m  

working on. I ' v e  g o t ,  you know, l u s t  d i f f e r e n t  no te s  

w r i t t e n  a l l  t h e  time on them. 

- 
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Q B u t  t h e r e ' s  no company po l i cy ,  o r  you have n o t  

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

c l e a r e d  a t rouble?  - 

A No. W e  d o n ' t  a c t u a l l y  -- The t i cke t s  a r e n ' t  eve r  

tu rned  i n  anymore. Okay? We d o n ' t  t u r n  our p h y s i c a l  -- so 
every th ing  I wri te  down on t h a t  t i cke t  is j u s t  for  me.  

Okay + 

Q So it 's a c c e p t a b l e  f o r  you j u s t  t o  make a mental 

note  of when you c l e a r e d  t h e  t r o u b l e  and r e l y  on your 

memory, b a s i c a l l y ?  

A You know, g e n e r a l l y  what -- you know, you guys are 

g e t t i n g  a t  s t a t i o n  wire and t h a t  type  of t r o u b l e ,  and 

g e n e r a l l y  those  type,  when I can g e t  t h e  customer back i n  

service, t h e n  it t a k e s  m e  a long time t o  ac tua l ly  f i x  the 

t r o u b l e .  That ' s  i n s i d e  wir ing t y p e  s t u f f .  And 99 and 

9/10th percent of the t i m e  t h a t ' s  a t r i p  t o  t h e  protector 

and l i f t i n g  o f f  t h e  s t a t i o n  wire where t h e  customer has  

s e r v i c e .  Okay? So t h e r e ' s  no mental n o t e  t h a t  needs t o  be 

t aken  on how long d i d  it t a k e .  How long d i d  it t a k e  t o  w a l k  

t o  t h e  s i d e  of t h e  cus tomer ' s  house and take t h e  w i r e  loose ,  

t h e  one t h a t  was bad? 

Now I ' m  n o t  -- mental notes? You know, it d o e s n ' t  t ake  

a rocke t  s c i e n t i s t  t o  remember I took a s t a t i o n  w i r e  o f f .  

YOU know what I ' m  saying? And I ' m  rep lac ing  i t ,  and it o n l y  

t a k e  3 0  seconds t o  l i f t  t h a t  s t a t i o n  wire. I mean, i t ' s  not  

MARIE C .  GENTRY & A S S O C I A T E S  
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_ _  

BY MR. VINSON: 

Q L e t ' s  say i n  your example you ' re  using-you do 

t h a t ,  and then  you are i n s i d e  t h e  house and u p  i n  t h e  a t t i c ,  

l i k e  you s a i d ,  and a n  hour or so passesl and, you knowl YOU 

-- 
A B u t  I know what t i m e  I was d ispa tched .  

Q You d i d  t h a t  50 m i n u t e s  agoI or was t h a t  a quarter 

of t e n  -- 
A I know when I was d ispa tched ,  d o n ' t  I? 

Q Okay. 

A Okay. I have it w r i t t e n  down what t i m e  I was 

dispatched.  

Q So you're say ing  it would c l o s e l y  match the  time 

t h a t  you a r r i v e d  the re?  Is t h a t  what y o u ' r e  saying? 

A Sure.  

Q Okay. It w i l l  j u s t  take a few m i n u t e s  t o  w a l k  

around t o  t h e  s i d e  of t h e  house? 

A Depending on how long it took t h e  customer t o  come 

t o  t h e  f r o n t  door. If t h e r e  is a dog. Whatever t h e  c a s e  

may be. You g r e e t  t h e  customer when they  come t o  t h e  door: 

" I ' m  he re  t o  work on your phone." 

_ _  " I ' m  going t o  check your l i n e . "  You go t o  t h e  p r o t e c t o r  

and you l l f t  t h e  s t a t i o n  wi re s  o f f .  I f  one of them is 

shor ted  o u t ,  you g e t  d i a l  tone ,  and everything e l s e  t e s t s  

You go  t o  t h e  p r o t e c t o r  - 

L l n n T c  r r-..,mn.. "n,.n-T."3-n 
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c lean .  You t i e  it back down and you say ,  "Your t r o u b l e  i s  

i n  t h e  house, ma'am." 

i n  time. 

B u t  s h e ' s  g o t  d i a l  t o n e  a t  t h a t  p o i n t  

- 

Q I understand. 

A Okay. And I mean, how long d i d  t h a t  t a k e ?  Three 

minutes ,  four  minutes. You don ' t  need a mental  notebook t o  

keep up with t h a t .  

And then  i f  i t 's t o  t h e  o u t s i d e ,  t h a t ' s  a d r o p  wire. 

You're n o t  going t o  close it l i k e  t h a t  anyway because t h e y  

are n o t  going t o  g e t  d i a l  tone u n t i l  you have t a k e n  care of 

t h e  t rouble .  Okay. 

MR. BEATTY: Anything else? 

MS. RICHARDSON: I have j u s t  one o t h e r  ques t ion  

t h a t  I neglected t o  ask .  

BY MS. RICHARDSON: 

Q Do you e v e r  exclude reports? 

MR. BEATTY: Objec t ion  -- I withdraw t h e  

objec t ion .  I withdraw it. 

A D o  I ever  exclude r e p o r t s ?  

Q Um-ha. (Af f i rma t ive  Response). 

A Yes. I c a l l  t o  have t r o u b l e s  excluded,  yes .  

Q Okay. H a s  it always bee? t h e  c a s e  t h a t  you had t o  

c a l l  t o  have them excluded? 

A To t h e  -- Yeah. The b e s t  I can remember. 

Q Okay- And under what c o n d i t i o n s  do you exclude 

P.,nnrc c P"..".n.. . ,.- ̂ ^ - . --- 
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t h e  t roub le?  

A Customer r e p o r t s  a drop  wi re  down, and I g o  t h e r e  

and i t ' s  a c a b l e  TV drop  w i r e .  Tha t ' s  excludable. 

Q DO you ever exclude out-of-service r e p o r t s ?  

A W e l l ,  yeah. That would be an out-of-service 

r e p o r t  i f  t h e  drop wire w a s  down and it turned  o u t  t o  be a 

c a b l e  TV dropped, t hen  it would be an out-of-service i f  t h e  

customer is repor t ing  a d r o p  down. I would assume t h a t  

would be a n  out-of-service r epor t .  I ' m  sorry. I assumed. 

Q Tha t ' s  a l l  r i g h t .  That ' s  a l l  r i g h t .  L e t ' s  t a k e  

-- Would you ever exclude an out-of-service report where it 

w a s  t h e  phone l i n e ,  t h e  customer 's  phone l i n e  t h a t  was o u t  

of service? 

A No. 

Q D o  you know of anyone who has? 

A No. 

Q Do you know of anyone who has  ever i n s t r u c t e d  a n  

ST t o  exclude those  out-of-service te lephone r e p o r t s ?  

A No .  

Q Have you ever been i n s t r u c t e d  t o  do so y o u r s e l f ?  

A No I 

M S .  RICHARDSON: Okay. Thanks, M r .  Haltiwanger. 

(Witness excused) .  

- 

(h%ereupon, t h e  deposition was concluded at 3r17 p . m . ) .  

---ooo--- 
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AFFIDAVIT OF DEPONENT 

- 

This  is t o  c e r t i f y  t h a t  I, WILLIAM VERNON 

HALTIWANGER, have read t h e  foregoing  t r ansc r ip t ion  of 

my testimony, Pages 1 through 66, given on May 5, 1993, i n  

Docket No. 910163-TL and Docket No. 910727-TL, and f i n d  

t h e  same t o  be t rue and correct, wi th  t h e  except ions ,  and/or 

c o r r e c t i o n s ,  i f  any, as shown on t h e  errata s h e e t  a t t a c h e d  

here to .  

WILLIAM VERNON HALTIWANGER 

Sworn t o  and subscr ibed  b e f o r e  m e  t h i s  

day of , 1993. 

P r i n t  Name: 

Notary Publ ic  - S t a t e  of F l o r i d a  

My Commission Expires:  
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F L O R I D A  ) 

COUNTY OF DWAL)  

CERTIFICATE OF OATH 
. -  

I, the undersigned authority, certify that 

WILLIAM VERNON WTIWANGER personally appeared before me and 

was duly sworn. 

WITNESS my hand and official seal this 10th day 

of Nay, 1993. 

PATRICIA H. VIERENGEL U 
Notary Public - State of Florida 
My Commission expires 6/31/93. 

MARIE C. GENTRY & A S S O C I A T E S  
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STATE OF FLORIDA) 

COUNTY OF D W A L  i 

CERTIFICATE OF REPORTER 

- 

I, PATRICIA ff. VIERENGEL, C o u r t  Reporter ,  DO 
HEREBY CERTIFY t h a t  I was author ized  t o  and did 
s t e n o g r a p h i c a l l y  report t h e  foregoing d e p o s i t i o n  of WILLIAM 
VERNON RALTIWANGER; 

c o n s i s t i n g  of 66 pages, c o n s t i t u t e s  a t r u e  record of t h e  
tes t imony g iven  by t h e  witness .  

employee, a t t o r n e y  or counsel  of any of t h e  parties,  nor  a m  
I a r e l a t i v e  or employee of any of t h e  parties' a t t o r n e y  or 
counse l  connected wi th  t h e  action, nor a m  I f i n a n c i a l l y  
i n t e r e s t e d  i n  t h e  a c t i o n  

I FURTHER CERTIFY t h a t  t h i s  t r a n s c r i p t ,  

I FURTHER CERTIFY t h a t  I a m  n o t  a r e l a t i v e ,  

DATED this-day a of + P  , , 1993. 

2/7,P&" 
PATRICIA H. VIERENGEL, C o u d  Reporter 
Telephone: (904) 725-8657 

STATE OF FLORIDA ) 

COUNTY OF D W A L  ) 

. 

acknowledged b e f o r e  
,1993, by PATRICIA H. 

VIERENGEL, 
m e  t h i s  '7n day of 

My Commission E x p i r e s :  / / -30-75 

MAl7JE C .  GENTRY & ASSOCIATES 

~-~ - 



C L O S I N G  R E P A I R  J O B S  

CORRECT FORMAT F O R  BACKING U P  YOUR T I M E  ON R E P A I R  J O B S  

1.  WHEN Y O U  F I R S T  R E C E I V E  A TROUBLE REPORT I N  YOUR C A T ,  T H E  DATE 
R E C E I V E D  WILL APPEAR ON PAGE 6 O F  THE CUSTOMER MENU. T H E  DATE 
R E C E I V E D  WILL ALSO A P P E A R  ON YOUR CAT WHEN YOU C L O S E  T H E  J O B  
ON T H E  C L O S E D  TTN SCREEN.  T H I S  IS THE T I U E  YOU WANT TD WATCH 
F O R  TEE 2 4  HOUR COUUITUENT.  

. 
2 .  T H E  DUE DATE AND T I U E  WILL ONLY APPEAR WHEN YOU F I R S T  R E C E I V E  

T H E  TROUBLE I N  YOUR CAT ON PAGE 7 O F  T H E  TROUBLE M E N U .  I T  
DOES N O T  A P P E A R  WHEN YOU CLOSEOUT THE TROUBLE. YOU WILL N E E D  
T O  K E E P  A UENTAL NOTE OF T H E  DUE DATE AND T I U E  SO THAT WHEN 
YOU C L O S E O U T  YOUR TROUBLE YOU CAN BACKUP YOUR T I M E  T O  MEET 
T H E  COMUITHENT.  

3. I F  YOU ARE C L O S I N G  A R E P A I R  J O B  AND YOU ARE AT OR HAVE 
E X C E E D E D  T H E  DUE DATE AND T I U E  OR T H E  24 HOUR COUUITUEHT TIUE 
YOU U U S T  G O  T O  ANOTHER L I N E .  NOT THE ONE YOU WILL BE C L O S I N G  
I N  O R D E R  T O  CLOSEOUT T H E  J O B -  IF YOU CLOSEOUT T H E  J O B  F R O U  
T H E  L I N E  YOU J U S T  R E P A I R E D ,  LUOS WILL NOT R E C O G N I Z E  THE T I U E  
YOU BACKED U P  T O  UEET T H E  24 HOUR COUUXTUENT. I N  ORDER T O  

A D I F F E R E N T  WORKING L I N E -  I F  YOU ARE BOT I N  J E O P A R D Y  OF 
H I S S I N G  TEE 24 HOUR COUUITUENT. 
J O B  

8- H E K T  TEE 24 HOUR COWMITUENT, YOU WILL H E E D  TO CLOSEOUT F R O U  

YOU CAN CLOSEOUT P R O U  YOUR 

r e c e i v e  new j o b  
work on  c u r r e n t  j o b  

o t h e r  
* C L O S E  JOB 

.~ 

* C L O S E  O R  RETURN JOB 
t e s t  ok 
r e t u r n  t o  c a b l e  
r e t u r n  t o  c o  

r e q u e s t  i n  p r o g r e s s  i 
c l o s e  t t n  i s :  
0 3 2 8 0 7 6  
CUSTOMER REPT T I M E :  
06-07 -88  ~ I O O A  

1.. [-I 
2 3 

gs-5-93 phi4 

* C L O S E  J O B  
c l o s e  j o b - o f f  d u t y  
r e t u r n  b u t  d o n ' t  

lclose t h e  j o b  

I t h i s  t r o u b l e  w a s :  
CLEARED 
n o t  c l e a r e d  

I c l e a r e d :  
* CUSTOMER A D V I S E D  

c u s t o m e r  n o t  
I a d v i s e d  

READY T O  T E S T :  UAKE 
L I N E  NORnAL. DROP 

I O F F  A F T E R  NKXT IF 
lYeU A R E  ON T H E  L I N E .  

1 
REMEMBER TO GO TO ANOTHER 
L I N E  I F  YOU ARE NEAR. A T ,  
OR H A V E  E X C E E D E D  THE 2 4  
E O U R  CI>HHITHENT. 



request  i n  progress  i 
4078443444 t e s t e d :  
test  ok  

I 

e n t e r  the d i s -  
p o s i t i o n  code: 

ready to enter 
cause information: 
use  menus 

I 
* INPUT CAUSE CODE 

FINISHED WORK ON 
THIS JOB AT: 11208 

time i s  correc t  
* TIMX IS INCORRECT I 

THIS IS WHERE YOU-BACKUP YOUR 
TIHE TO UEET THE COUUITMENT 
TIMX AHD TEE 24 HOUR OUT OF 
SERVICE COUUITUENT. 

THE TIME SEOULD 
BE: 1045 

PM 
* AU 

I 
~ 

l the  date i s :  
month: 06  
day: oa 

lyear: aa  
I 

YOU CAN CBANGE THE UONTE 
OR DAY TO UEET A COUICIT- 
UXNT IF YOU WERE INCOU- 
PLKTE AND CLEARED THE 
TROUBLE TEE DAY BEFORE. 

do you need s p e c i a l  
s t u d i e s  codes? 
yes 
I 
NO 

do you want t o  
enter narrative? 

no 
* YES 
I 

JOB CLOSED OUT. I 
NEXT f o r  m a i n  menu 
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BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

. . -  

I n  t h e  matter of : DOCKET NO.: 910163-TL . . 
Inves t iga t ion  i n t o  t h e  i n t e g r i t y  
of SOUTHERN BELL TELEPHONE AND . . 
TELEGRAPH COMPANY'S repair service : 
ac t iv i tes  and reports. 

I n  re: Inves t iga t ion  i n t o  
SOUTHERN BELL TELEPHONE AND : DOCKET NO.: 910727-TL 
TELEGRAPH COMPANY'S compliance . . 
w i t h  R u l e  2 5 - 4 . 1 1 0 ( 2 ) ,  F.A.C., : FILED: 04/28/93 
R e b a t e s .  

------------------------------------. 

DEPOSITION OF: DEBORAH E. PHILLIPS 

TAKEN AT THE INSTANCE OF: T h e  Staff of the Flor ida 
P u b l i c  Service C o m m i s s i o n  

PLACE: 

TIME: 

Southern B e l l  O f f i c e s  
3108 E m e r s o n  Street  
J a c k s o n v i l l e ,  F l o r i d a  
F i r s t  F l o o r  C o n f e r e n c e  Room 

Commencing  a t  1 2 : 4 0  p.m. 
C o n c l u d e d  a t  1 :20  p.m. 

DATE 5 May, 1 9 9 3  

REPORTED BY: P a t r i c i a  H. V i e r e n g e l ,  RPR 
C o u r t  Reporter 

ORIGINAL 
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A P P E A R A N C E S  

J. SUE RICBARDSON, ESQUIRE 
O f f i c e  of P u b l i c  Counse l  
c/o The F l o r i d a  L e g i s l a t u r e  
111 W. Madison S t r e e t  
Room 812 
Tallahassee, F l o r i d a  32300-1400 

. 

JEAN R. WILSON, ESQUIRE 
Divis ion  of Legal S e r v i c e s  
F l o r i d a  P u b l i c  Service Commission 
101 E a s t  Gaines S t r e e t  
Ta l l ahassee ,  F l o r i d a  32399-0863 

Telephone: (904) 487-2740 

CARL S. VINSON, J R .  
Sr. Management Analyst  
Bureau of Regula tory  Review 
F l o r i d a  Public Service Commission 
Division of Research and Regulatory Review 
101 E a s t  Gaines S t r e e t  
Tallahassee, F l o r i d a  32399-0872 

Telephone: (904) 487-0509 

WALTER BAER 
Management Analyst 
Bureau of Regula tory  Review 
F l o r i d a  P u b l i c  S e r v i c e  Commission 
Div i s ion  of Research and Regulatory R e v i e w  
1 0 1  E a s t  Gaines S t r e e t  .I 

Tal l ahassee ,  F l o r i d a  32399-0872 

. _  

STAN L. GREER 
Engineer 
Bureau  of N e t w o r k s  and Engineering S t u d i e s  
Div i s ion  of Communications 
F l o r i d a  P u b l i c  S e r v i c e  Commission 
181 Eas t  Gaines S t r e e t  
Ta l l ahassee ,  F l o r i d a  32399-0866 

Telephone: (904) 488-1280 

(Continued) 
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A P P E A R A N C E S (Continued) 

ROBERT G. BEATTY, ESQUIRE 
General Attorney . -  
BellSouth Telecommunications, Inc. 
Museum Tower Building 
S u i t e  1910 
150 West F l a g l e r  Street 
M i a m i ,  F l o r i d a  33130 

Telephone: (904) 530-5561 

NANCY B. WHITE, ESQUIRE 
General At torney  
BellSouth Telecommunications, Inc. 
675 West Peach t r ee  S t r e e t  
S u i t e  4300 
At l an ta ,  Georgia 30375-0001 

Telephone: (404) 529-5387 

SHELBA HARTLEY 
2nd Execut ive Vice-president 
Communications Local 3106 
4076 Union H a l l  P l a c e  
Jacksonvi l le ,  F l o r i d a  32205 

Telephone: (904) 350-8372 or 384-2222 

JOHN F. KATTMAN, ESQUIRE 
of t h e  l a w  f i r m  of 
Kattman & Eshelman, P.A. 
1920 San Marco Boulevard 
J a c k s o n v i l l e ,  F l o r i d a  32207 

Telephone: (904) 398-1229 
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I N D E X  

ERRATA SBEET 

AFFIDAVIT OF DEPONENT 

CERTIFICATE OF REPORTER 

CERTIFICATE OF NOTARY 

WITNESS 

DEBORAH E. P B I L L I P S  

E x a m i n a t i o n  by M s .  R i c h a r d s o n  

E x a m i n a t i o n  by Ms. Wilson 

.Page No. 

5 

40 

42 

42 

7 

38 

N O  E X H I B I T S  
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E R R A T A  S H E E T  

DOCKET NOS.: 9 1 0 1 6 3 - T L  and 910727-TL 

NAME: DEBORAH E. PBILLIPS 

DATE: May 5 ,  1 9 9 3  
~. -, 
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S T I P U L A T I O N  

11 pursuant  t o  n o t i c e  i n  accordance w i t h  t h e  app l i cab le  F l o r i d a  

! 12 R u l e s  of C i v i l  Procedure; t h a t  o b j e c t i o n s ,  except as t o  t h e  

13 

14 cause, and t h a t  reading  and s ign ing  was no t  waived. 

15 I T  IS ALSO STIPULATED t h a t  any off-the-record 

1 6  conversa t ions  a r e  wi th  t h e  consent  of t h e  deponent. 
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DEBORAH E. PHILLIPS, 

appeared as a wi tness ,  and a f te r  being d u l y  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as  follows: 
- _ -  

EXAMINATION 

BY MS. RICHARDSON: 

Q W i l l  you please s ta te  your name and t h e n  spel l  it 

for t h e  Reporter? 

A Deborah Ela ine  P h i l l i p s .  D-E-B-0-R-A-HI 

E-L-A-I-N-E, P-H-I-L-L-I-P-S 

Q Okay. And your addres s ,  please? 

A 301 W e s t  Bay S t r e e t ,  15BB1,  Jacksonvi l le ,  32202- 

Q And your phone number? 

A (904) 350-4725. 

Q Is t h a t  your home a d d r e s s  and phone? 

A No, t h a t ' s  my work. 

Q So would it be addressed  t o  Southern B e l l  

headquar te rs  on Bay S t r e e t ?  

A It can be addressed  t o  Southern B e l l  and j u s t  have 

my name on it. 

Q Okay. What is your p o s i t i o n  wi th  t h e  company? 

A I'm a s e r v i c e  r e p r e s e n t a t i v e  i n  t h e  Bus iness  Sales 

and Serv ice  Center .  ~ 

Q B u s i n e s s  -- 

A S a l e s  and Se rv ice .  

Q -- S a l e s  and Se rv ice?  Have you d iscussed  your  
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depos i t i on  h e r e  today wi th  anybody o t h e r  than  your a t t o r n e y  

or counsel  for t h e  company? 
-. - 

A N o ,  I haven ' t .  

Q Have you ever g iven  a s ta tement  to a company 

i n v e s t i g a t o r ?  

A Yes. I have. 

Q Can you t e l l  m e  when you made t h a t  statement? 

A I don ' t  remember t h e  month. no. It was las t  year .  

Q Last  year?  

A Um-ha. (Aff i rmat ive  Response). 

Q 

A J u s t  one. 

Q J u s t  one. Can you t e l l  m e  who was i n  t h e  room 

Did you g i v e  j u s t  one s ta tement  or more than  one? 

l a s t  year  when you made your s ta tement? 

A Unfortunately I cannot. 

Q Can you t e l l  m e  what  p o s i t i o n  they  held with t h e  

company? 

A I b e l i e v e  it w a s  s e c u r i t y .  

Q Someone from s e c u r i t y ?  

A Y e s .  

Q Was there  an a t t o r n e y  present?  

A Y e s .  - 
Q Okay.  Was t h e r e  anybody else p r e s e n t ?  

A N o .  

Q Okay. You d i d n ' t  h a v e  your  own a t t o r n e y  t h e r e ?  
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A No. 

Q 

A Y e s .  

And do you have an a t t o r n e y  h e r e  today? 
- 

MS. RICHARDSON: And I ' l l  a s k  him to put his 

appearance on record.  

MR. K A T " :  John Kattman, Kattman & Eshelman 

P.A., 1920 San Marco Boulevard, 32207; (904)398-1229, 

Jacksonville, F l o r i d a .  

BY MS. RICEARDSON: 

Q Okay. And do you have a union r e p r e s e n t a t i v e  w i t h  

you h e r e  today? 

A Y e s .  

MS. RICHARDSON: And I ' l l  a s k  her  t o  p u t  h e r  

appearance on t h e  record.  

MS. HARTLEX: Shelba Har t l ey ,  4076 Union H a l l  

Place,  Jacksonvi l le ,  F l o r i d a ,  32205; (904)384-2222; 

Communications Workers of America, Local 3106, 

Execut ive Vice-president.  

BY MS. RICHARDSON: 

Q Okay. H a s  anyone advised  you t h a t  you would n o t  

be d i s c i p l i n e d  f o r  whatever a n s w e r s  you gave us h e r e  today? 

A Y e s .  - 

Q H a s  anyone  a d v i s e d  you of any p o s s i b l e  c r i m i n a l  

p e n a l t i e s  t h a t  m i g h t  a p p l y  i f  you p e r l u r e d  your  t e s t i m o n y  

h e r e  t o d a y ?  
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A N o  * 

Q Okay. L e t  m e  t a k e  t h i s  t i m e  t o  j u s t  s o r t  of g i v e  

you some procedures  he re .  

q u e s t i o n  t h a t  you want t o  a s k  your a t t o r n e y  and you want t o  

go o f f  t h e  record t o  do t h a t ,  a l l  you have t o  do is j u s t  

t e l l  me t h a t ' s  what you would l i k e  t o  do, t h a t  you need a 

p r i v a t e  conference,  and w e  w i l l  go o f f  t h e  record  and you 

can  have your p r i v a t e  conference.  

If a t  a n y  t i m e  you have a 

I f  at any time you d o n ' t  understand a q u e s t i o n  t h a t  I ' m  

ask ing  you and you want m e  t o  rephrase  it, ask it 

d i f f e r e n t l y ,  whatever, t h e n  j u s t  t e l l  m e ,  because you need 

t o  feel  comfortable  w i t h  t h e  answers t h a t  you ' re  g i v i n g  h e r e  

today. Okay? 

A Okay. 

Q How long have you been a s e r v i c e  r e p r e s e n t a t i v e  

f o r  t h e  company? 

A Since  1983. 

Q Okay. Has a l l  of t h a t  time been i n  J a c k s o n v i l l e ?  

A Y e s .  

Q Okay. And d i d  you work fo r  t h e  company b e f o r e  

1983? 

A Y e s ,  I did.  

Q And what d i d  you do? 

A I w a s  a m a i n t e n a n c e  a d m i n i s t r a t o r  and a s p e c i a l  

c l e r k .  
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a 

Q 

A 1 0 1  B e l l T e l l  Way, Jacksonvi l le .  

Q Tha t ' s  J acksonv i l l e  still? 

A Um-ha. (Aff i rmative Response). 

Q 

And where were you a maintenance admin i s t r a to r?  

- _ -  

Have you been i n  J a c k s o n v i l l e  t h e  e n t i r e  t i m e  

you've worked f o r  t h e  company? 

A Y e s .  

Q Okay. And how long were you an  MA? 

A Two years. 

Q Two? 

A Two years .  

Q 

t h o s e  were? 

And can you t e l l  m e  approximately which two y e a r s  

A 1980 t o  1982. 

Q Okay. Who w a s  your manager dur ing  t h a t  pe r iod  of 

t ime? 

A My manager -- 
Q Um-ha. (Aff i rmat ive  Response) . 
A -- or a s s i s t a n t  superv isor?  

Q Yeah. F i r s t  l e v e l  manager, a s s i s t a n t  supe rv i so r .  

The one t h a t  had d i r e c t  supe rv i s ion  of your -- 

A Dave Woodruff. -- 

Q And was h e  t h e  only f i r s t  l e v e l  manager t h a t  you 

had? 

A No. O r i g i n a l l y  when I f i r s t  w e n t  i n t o  t h e  



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

14 

1 5  

1 6  

1 7  

18 

1 9  

20  

2 1  

22  

2 3  

2 4  

2 5  

maintenance c e n t e r ,  L i l a  Jenkins  was my maintenance 

superv isor .  

Q 

A Yeah. 

Q Is Jenkins and Bond t h e  same? 

A Y e s .  I th ink  so. I th ink  s h e  g o t  married.  

Q 

Would t h a t  also be maybe a L i l a  Bond? 

And d i d  you have any o t h e r  f i r s t  l e v e l  managers 

then? 

A No. 

Q That 's  it? What about second l eve l  whi le  you were 

a n  MA here? 

A Dwight McGuinnes. 

Q Was t h e r e  anyone e l s e ?  

A Yes. I c a n ' t  recall h i s  name r i g h t  now. Dwight 

was t h e  longest.  

Q Okay. If you c a n ' t  recal l  -- 
A I c a n ' t  r e c a l l  his name. 

Q Okay. What about p r e s e n t l y ?  Who is your p r e s e n t  

superv isor?  

A Margaret S i m s .  

Q And can you Sims for  m e ?  

A S-I-M-S. 

Q J u s t  one "M" then? 

A Yes. 

Q O k a y .  Is she your f i r s t  level? 
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A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

Y e s .  

And do you have a second l e v e l  supe rv i so r?  

Wayne Skele ton .  

I d i d n ' t  c a t c h  t h e  f i r s t  name. 

Wayne. 

Wayne? 

Skeleton. 

Is t h a t  spelled j u s t  l i k e  a skeleton? 

Y e s .  

A l l  r i g h t .  Who was your f i r s t  level supervisor 

. -  

b e f o r e  Ms. Sims? 

A Loretta Brown. 

Q And how long w a s  M s .  Brown your superv isor ,  or 

from what year t o  what year about? 

A This is '93. I d o n ' t  -- 
MR. KATTMAN: If you d o n ' t  know, you d o n ' t  know. 

A I d o n ' t  know. 

Q Okay. D o  you remember any o t h e r  f i r s t  l e v e l  

s u p e r v i s o r s  t h a t  you had whi l e  you were a s e r v i c e  

r e p r e s e n t a t i v e ?  

A Sure.  Mary Jackson.  

Q All r i g h t .  

A Tha t ' s  it. 

Q All r i g h t .  What about second level supe rv i so r s?  

A Betty Young. 

~~ 
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Q And who else? 

A Mike Franks. 

Q Franks? 

A Yes. 

Q And anyone else? 

A Tha t ' s  a l l .  

Q Okay. Do you know who your operation manager is 

r i g h t  now? 

A Don Moore. 

Q Is t h a t  double  "0-0-R-E" or -- 
A D-0-N, M-0-0-R-E. Y e s .  

Q 

A Since  March. 

Q W e l l  then ,  who was it before Mr. Moore? 

A Judy Sawyer. 

Q Okay. And how long w a s  s h e  your s u p e r v i s o r ,  your 

How long  has h e  been your operations manager? 

o p e r a t i o n s  manager? 

A I assume t h e  en t i r e  time I have been i n  t h e  

b u s i n e s s  o f f i c e .  I d o n ' t  remember i f  t h e r e  was anyone else 

b e f o r e  her .  

Q A l l  r i g h t .  D o  you know who your gene ra l  manager 

is? ~ 

A I'm n o t  s u r e  I do. Bill Dresser. 

Q Bill Drexler? 

A Bill Dresser 
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Q D-R-E-S-S-E-R? 

A D-R-E-S-S-E-R. Y e s .  

Q A l l  r i g h t .  W e l l ,  l e t ' s  j u s t  f in i sh ' th -e-group out .  

DO you know who your union president is? 

know. 

This  is tough, I 

THE WITNESS: Is it Gavin? No,  n o t  Gavin. 

MS. FIARTLEY: Edenf i e l d .  

A Edenf ield. 

Q A l l  r i g h t .  And who is your office union person, 

t h e  person i n  your office? 

A I n  my office? 

Q Yeah. The union representative i n  your office. 

A There are a couple. S h i r l e y  Arrington, Peggy 

-_ Bammer . 
Q 

and Bammer. 

A l l  r i g h t .  I need you t o  s p e l l  fo r  me Arr ington  

A Bammer is  B-A-M-M-E-R. 

Q J u s t  l i k e  it sounds. Okay. 

A Um-ha. (Aff i rmat ive  response) .  And Arr ington  is 

A-R-R-I-N-G-T-0-N. 

Q Okay. What do you do as a s e r v i c e  r e p r e s e n t a t i v e ?  

A Handle ca l l s  t h a t  come i n t o  t h e  b u s i n e s s  o f f i c e  

from customers who reques t  new s e r v i c e :  t r a n s f e r  of s e r v i c e ;  

d i s c u s s i o n  of t h e i r  b i l l s ;  s e l l  s e r v i c e s  and products  t h a t  

t h e  company o f f e r s .  

~~ ~~ 
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Q And have you had t r a i n i n g  f o r  a l l  of these 

d i f f e r e n t  d u t i e s  t h a t  you have? 
- 

A Yes, I have. 

Q Is t h a t  l i k e  formal classroom t r a in ing  you have 

received? 

A Most of it, yes.  

Q Is some of it on-the-job t r a i n i n g ,  a l so?  

A Y e s .  

Q When you do on-the-job t r a i n i n g ,  does someone w i t h  

more experience sit w i t h  you and k ind  of work w i t h  you on 

it, or is  it by evaluation? 

A Supervisor .  

Q A supe rv i so r  evaluates your performance? 

A The supervisors t r a i n .  

Q Okay. 

A And t h e n  w e  s i t  down and do it. 

Q Okay. And when you do sales, is t h e r e  a c e r t a i n  

sc r ip t  or something t h a t  you ' r e  supposed t o  follow? 

A W e  d o n ' t  have a w r i t t e n  s c r i p t ,  no. 

Q Okay. Is p a r t  of t h e  t r a i n i n g  package c e r t a i n  

t h i n g s  t h a t  you are  supposed t o  say t o  customers? 

A You mean i n  as far as h a v i n g  a p i ece  of paper and 

s a y  t h i s ,  t h i s  and t h i s ?  

Q Urn-ha. ( A f f l r m a t i v e  R e s p o n s e ) .  

A N o .  
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Q A l l  r i g h t .  D o  you have s o r t  o f ,  even though i t ' s  

no t  w r i t t e n  down, a set approach t h a t  you take  with a 

customer on s a l e s ?  
- 

A Our sales is based on needs based s e l l i n g .  When 

w e  speak with a customer w e  have information,  i f  it's on an 

e x i s t i n g  customer on record,  and what our sales attempts is 

t o  make s u r e  w e  are offering t h e  customer something, o r  

g e t t i n g  information from t h e  customer so t h a t  w e  can offer 

them products  t h a t  they  w i l l  have need o f .  

Q Okay. And how do you determine whether or n o t  

they  need it? 

A It's based on ques t ions  t h a t  w e  a s k  them. 

t o  g e t  them t o  t a l k  with u s  t o  g ive  us information,  and 

based on our conversation with t h e  customer. 

W e  t r y  

Q Okay. Through t h a t  process have you ever f e l t  any 

pressure t o  create a need f o r  a customer, t o  encourage a 

customer t o  develop needs t h a t  they  may no t  have had? 

A 

Q Okay. L e t ' s  s ay  -- D o  you s e l l  r e s i d e n t i a l  and 

I don ' t  understand what you ' re  asking. 

bus iness?  

A Right now I j u s t  s e l l  bus iness .  

Q Have you so ld  r e s i d e n t i a l ?  

A Y e s .  

Q L e t ' s  t a k e  a r e s i d e n t i a l  customer, fo r  example. 

You have a r e s i d e n t i a l  customer w i t h  j u s t  p l a i n  te lephone 
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service, and that's it. Have you ever attempted to sell one 

of those customers a wire maintenance plan? 

A Sure. If they don't have it. 

Q Okay. How would you determine that they would 

- 

need a wire maintenance plan? 

A Say, 'Mr. Customer, I notice that you don't have 

Have you had any problems with our wire maintenance plan. 

your service? 

have someone who can?" 

If you have, do you know how to fix it or 

Q And if a customer told you, no, they didn't have 

it and they didn't want it, what would be your instructions? 

A That's it. 

Q That's it? You just -- 
A Or I'll ask them is there any particular reason 

why they don' t. 

Q Can't afford it. Don't want it. 

A That's it. That's fine with me. 

Q Okay. Based on your training and experience and 

just how you handle the job, do you feel that your sales has 

any aspect of pressured sales? 

A No. 

Q Okay. You don't feel any pressure, that you put 

any pressure on a customer? 

A No. 

(1 Have you ever been given a list of customers who 
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d i d  not  have w i r e  maintenance p l a n s  and t o l d  t o  go down t h a t  

l ist and attempt t o  s e l l  t h o s e  customers a wire maintenance 

plan? -, - 

A No. 

Q 

A 

Q Have you ever heard t h e  term, 'assumptive sales"? 

A No. 

Q 

A 

Have you ever p a r t i c i p a t e d  i n  assumptive sales? 

Explain what you mean, please. 

Have you ever heard t h e  term "assumed sales"? 

"Assume" meaning I ' m  speaking wi th  a customer and 

1 just assume t h e  sale? 

Q Um-ha. (Aff i rmat ive  Response). 

A Y e s ,  I have heard  t h a t  term. 

Q Can you exp la in  t o  m e  how t h a t  is recorded and 

handled on a customer record? 

A No, I cannot e x p l a i n  t o  you on how i t ' s  recorded 

and handled. 

Q Okay. Explain t o  m e  t h e n  a l l  of t h e  effects of a n  

assumed sale. How do you assume a s a l e ?  

A The way I would assume a sale is t h a t  i f  I ' m  

t a l k i n g  to a customer and i n  t h i s  c o n t a c t  I have gone over  

everything wi th  them, and they  a r e  - i n  agreement wi th  what 

I ' m  saying,  t h e n  I w i l l  say  t o  them,  "Then s h a l l  we o rde r  

t h i s ? "  O r ,  "When s h a l l  w e  have t h i s  i n s t a l l e d ? "  

a Okay. And w h a t  i f  they d o n ' t  g i v e  yo, any 
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i n d i c a t i o n  t h a t  they  d e f i n i t e l y  want it i n s t a l l e d ,  or by a 

c e r t a i n  date? 
- 

A They would have t o .  

Q Okay. Before you would record it as a sale? 

A Y e s .  

Q Do you eve r  assume a sale without  t a l k i n g  t o  a 

customer? 

A No. 

Q 

A No. 

Q 

Do you know of anyone who has? 

Do you know of any who has  been g iven  a list of 

customers who don't have a wire maintenance p l a n  and t o l d  t o  

record  a wire maintenance p l a n  wi th  t h o s e  people wi thout  

c o n t a c t i n g  them? 

A NO. 

Q D o  you know of people  who have been g iven  a l i s t  

of customers without  a wire maintenance p l a n  and t o l d  t o  

se l l  t h e  wire maintenance plan? 

A No. 

Q Do you have a group of customers i n  J a c k s o n v i l l e ,  

i n  your a r e a  h e r e  who are -- may have d i f f i c u l t y  speaking 

E n g l i s h  because t h e y  were fo re ign  born? 

A I n  J a c k s  onv il le? 

Q Um-ha. ( A f f i r m a t i v e  Response)  - 
A Not t h a t  I have encountered. 
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Q Okay. So m o s t  of your people  speak Engl ish and 

understand you very c l e a r l y  when you speak t o  them on t h e  

phone? 
- 

A Y e s .  

Q Do you g e t  t h e  sense t h a t  most of t h e  people  

understand t h e  services t h a t  you are providing? 

A Y e s .  

Q Are you i n s t r u c t e d  t o  expla in  t o  t h e  customer 

e x a c t l y  what t h e  service provides  t o  them, how it works  and 

what -- how it w i l l  b e n e f i t  them? 

A Y e s .  

Q Okay. A r e  you i n s t r u c t e d  t o  t e l l  t h e  customer how 

t o  u s e  whatever service you ' re  providing? 

A Y e s .  

Q Do you exp la in  t o  t h e  customer t h e  cost  of each 

ind iv idua l  service t h a t  you are  providing? 

A Y e s .  

Q Do t h e  c o s t s  for t h e s e  services show up on t h e  

monthly b i l l  for t h e  customer? 

A They do. 

Q Okay. Does t h e  customer r ece ive  any k i n d  of 

s e p a r a t e  s ta tement  about v e r i f y i n g  t h a t  h e  has  ordered t h e s e  

p a r t i c u l a r  s e r v i c e s  and t h a t  t hey  w i l l  be b i l l e d ?  

A Yes, t h e y  do. 

Q Okay. Does t h e  company r equ i r e  a w r i t t e n  
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verification of order from customers? 

A From customers? 

Q Um-ha. (Affirmative Response). 

A No. Or not that I know of. 

Q 

. _ -  

Do you know of any customers who have complained 

that services had been added to their bills without their 

knowledge? 

A I have had customers call in, yes. 

Q Was that complaint directed toward you personally 

adding something to their bills, or just in general? 

A Just in general. 

Q Okay. And how have you dealt with those? 

A I just review the records, depending on what it is 

that's on there, and ask if any family member could have 

possibly ordered it, and if not I remove it. 

Q Do you speak to them about any possible rebate? 

A It depends. If they say that they have not added 

it, then most of the time I will say, "Based on our 

conversation then I will adjust it back to the date of 

installation." 

Q Okay. Have you been involved in any of the 

company rebates to customers who haye said that they didn't 

have wire maintenance, they never ordered it, and want it 

taken off their bill, and the company has rebated it? 

A Involved in what way? 
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Q Involved in the company's settlement with the 
. 

Attorney General and some of the news reports you may have 

read in the newspaper? - 

A 

Q Um-ha. (Affirmative Response). 

A No. 

Q As a service representative do you deal at all 

Any more than just the normal operation of my job? 

with trouble repair, repair of telephone service for 

customers? 

A No. 

Q As a maintenance administrator in Jacksonville in 

the early '80s, what were your duties? 

A 

technicians; to dispatch them on troubles. 

To close out trouble reports from the outside 

Q Okay. Did you also screen? 

A No. 

Q Did you test? 

A Occasionally. Yes. 

Q Okay. Back in the '80s when you were an MA, did 

service technicians have any ability to clear and close 

trouble on their own without calling in? 

A No. - 

Q S o  any report that was closed would have had to 

come through a maintenance administrator like yourself? 

A Yes. 
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Q 

t i m e " ?  

Have you ever  heard t h e  t e r m  "backing u p  t h e  

_ -  A Y e s ,  I have heard t h a t  term. 

Q Ana what does it mean t o  you? 

A I heard t h a t  term today. Backing up t i m e  t o  show 

t h a t  a t r o u b l e  t i c k e t  was c l ea red  sooner than  it was .  

Q Okay. Are you f a m i l i a r  with t h e  requirement t h a t  

t h e  company c l e a r  out-of-service r e p o r t s  wi th in  24  hours a t  

least 95% of t h e  t i m e ?  

- 

A On out of s e r v i c e s  you mean? 

Q Um-ha. (Aff i rmat ive  Response). 

A Y e s .  

Q Were you aware of t h a t  back i n  ' 8 2  when you were 

a n  MA? 

A Y e s .  

Q 

times, are you r e f e r r i n g  to backing up a c l e a r i n g  t i m e  t o  

meet t h a t  out-of-service-over-24-hour commitment? 

So when you speak t o  m e  about backing up c l e a r i n g  

A No. 

Q Okay. Then can you be more c l e a r  on what you mean 

by "backing  u p  t i m e " ?  

A A t  a n y  t i m e  when a trouble O K  a t i c k e t  is p a s s e d .  

c l o s i n g  i t  o u t  a t  a t ime now when i t  was -- a c t u a l l y  it it 

s h o u l d  have  been  done  sooner.  

Q Okay. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

1 5  

16 

17 

18 

19 

20  

21 

22 

23 

2 4  

2 5  

A I ' m  not  speaking s p e c i f i c a l l y  i n  terms of any 

out-of-service,  o r  r e g u l a r  s e r v i c e ,  o r  whatever; j u s t  

backing u p  t i m e  b a s i c a l l y .  

Okay. 

- 

Q Do you know of anyone who has  backed up a 

c l e a r i n g  t i m e  on a r e p o r t  when t h e  service had no t  been 

r e s t o r e d  i n  order  j u s t  t o  meet t h e  

out-of-service-over-24-hours commitment? 

A No. 

Q H a s  anyone eve r  i n s t r u c t e d  you t o  do t h a t ?  

A No. 

Q D i d  Mr. Woodruff ever  i n s t r u c t  you or another MA 

t o  back up t h a t  c l e a r i n g  time t o  show t h a t  it was completed 

wi th in  24  hours? 

MR. BEATTY: Objec t ion  t o  t h e  form of t h e  

quest ion.  It 's compound. 

Answer, i f  you know. 

A He did  no t  i n s t r u c t  m e .  

Q Do you know if h e  i n s t r u c t e d  o the r  people t o  do 

t h a t ?  

A No. 

Q Have you heard w h e t h e r  or  not  h e  i n s t r u c t e d  o the r  

people t o  do t h a t ?  ~ 

A No. 

C a n  I m a k e  a correction? 

Q Y e s .  
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A A t  t h e  time I w a s  n o t  a n  MA. I w a s  a d i s p a t c h  

c l e r k ,  i f  t h a t  makes  a d i f f e r e n c e .  

Q Okay. Between '80 and '82  you were a - d i s p a t c h  

clerk? 

A Y e s .  

Q Or j u s t  under Mr. Woodruff you were a d i s p a t c h  

clerk? 

A Between '80 and '82. They became maintenance 

administrators after I l e f t .  

Q Af te r  you l e f t  t h a t  particular center i n  

Jacksonvi l le?  

A Y e s .  

Q A l l  r i g h t .  Then where were you an MA? 

A I was never an MA. 

Q I ' m  sorry. I thought  you s a i d  you were. L e t  me 

t a k e  t h a t  back. 

MS. WILSON: I thought  s h e  d i d ,  a l so .  

A So it is d i s p a t c h  clerk? 

M S .  EIARTLEY: I t h i n k  i t ' s  because -- I f  I may 

c l a r i f y  it for you -- t h a t  w e  had a group of people 

t h a t  were being t r e a t e d  as MAS t h a t  were d i spa tch  

clerks, and t h e  union pursued t h a t  and they changed 

and grandfa thered  a l l  of t hose  people  i n t o  an MA, and 

t h a t  w a s  t h e  reason.  And t h a t ' s  why she  f e e l s  like 

she was an MA, because most of t h e m  d i d ,  and they paid 



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

1 4  

15  

1 6  

1 7  

l a  

19 

2 0  

21 

2 2  

2 3  

2 4  

25 

-- a t  d i f f e r e n t  t i m e s  t h e y  were pa id  a d i f f e r e n t i a l  

f o r  doing t h a t  work. 

THE WITNESS: W e  d i d  t h e  same work'but my t i t l e  

was not o f f i c i a l l y  an MA. 

BY MS. RICEARDSON: 

Q A l l  r i g h t .  So even though you were a d i s p a t c h  

c l e r k  you were still funct ioning as a maintenance 

adminis t ra tor?  

A Right. 

Q Okay. Do you know what a cause code is? 

A Yes, I do. 

Q A l l  r ight .  And what i s  a cause code? 

A The reason t h a t  caused t h e  t r o u b l e .  

Q Can you give m e  an example of a cause code. N o t  a 

number, but g e n e r a l l y  what one would be? 

A A customer repor t ed  s t a t i c  on t h e  l i n e .  A 

t e c h n i c i a n  c a l l e d  i n  a f te r  h e  c l e a r e d  h i s  t r o u b l e  and s a i d  

whatever t h e  code was t h a t  caused t h e  s t a t i c .  

Q Okay. A r e  t h e r e  c e r t a i n  cause codes t h a t  would 

exempt an out-of-service r e p o r t  from being counted a g a i n s t  

t h e  company i n  t h a t  ou t -of -serv ice  over 2 4  hours? 

A I don ' t  know. - 

Q Do you know of anyone who has u s e d  cause codes i n  

a manner t h a t  you f e l t  t o  be improper based on your t r a i n i n g  

and experience? 
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Q Has anyone ever d i r e c t e d  you t o  use  specific cause 

codes t h a t  you f e l t  d i d  not  a p p l y  t o  t h e  t r o u b l e ? -  

A No. 

Q Have you ever heard of t h a t  being done? 

A No. 

Q 

A No. 

Q Okay. Ms. P h i l l i p s ,  I'm going t o  show you a 

document t h a t  was f i l ed  by Southern  B e l l  on A p r i l  lst, 1993 

i n  t h e  conso l ida t ed  docket, and it is Southern B e l l ' s  

response t o  P re l imina ry  Order Number PSC930263PCOTL e n t e r e d  

on February 19th, 1993. The f i rs t  t h i n g  t h a t  I ' m  going t o  

a s k  is whether or not your name appears on t h i s  document a t  

number 468 out of t h e  650 employees l i s t e d ?  Is t h a t  you? 

Have you heard  of t h e  ph rase  "bui ld ing  t h e  base"? 

A Yes, it is. 

Q Have you had an oppor tun i ty  t o  review t h i s  

document? 

A Y e s .  

Q Okay. Next t o  your name appears  a series of 

numbers, and one of t h o s e  numbers is t h e  number 6. Okay? 

And then  i f  you would look i n s i d e  t h e  document, number 6 

s ays  something about b u i l d i n g  t h e  base of out-of-service 

t r o u b l e s .  Okay? I would l i k e  t o  know w h a t  you  know about 

bu i ld ing  t h e  base of out -of -serv ice  t roub le s .  
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MR. BEATTY: Objection. It 's been asked and 

answered. 

Q You can answer t h e  quest ion.  

A 

_ -  

I don' t  know anything about bu i ld ing  t h e  base of 

out-of-service t roub le s .  

Q Okay. Under your name a l s o  appears number 11, and 

t h a t  i n d i c a t e s  t h a t  you may have some information about 

improper p repa ra t ion  of trouble r e p o r t s ,  or improper 

a c t i v i t i e s  i n  general. What do you know about improper 

p r e p a r a t i o n  of t r o u b l e  r epor t s?  

A Nothing. 

Q Has anyone ever directed you t o  s t a t u s  or code a 

trouble r e p o r t  i n  a manner t h a t  you f e l t  was improper based 

on your t r a i n i n g  and experience? 

A No. 

Q Do you know of any manager t h a t  has d i r e c t e d  any 

d i s p a t c h  clerk or MA t o  s t a t u s  a t r o u b l e  r e p o r t  i n  a manner 

t h a t  you f e l t  was improper? 

A No. 

Q Have you heard of t h a t  be ing  done? 

A When I was i n  t h e  maintenance center?  

Q Um-ha. ( A f f i r m a t i v e  R e s p o n s e ) .  

A No. 

Q HOW about when you were a s e r v i c e  r e p r e s e n t a t i v e ,  

h a v e  you hea rd  of that b e i n g  done? 
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A I hear  people  t a l k i n g ,  rumors, b u t  no specific 

person,  no. 

Q Okay. What are  t h e  rumors t h a t  you have heard? 

A Only about t h e  i n v e s t i g a t i o n  and what 's  going on, 

t h a t  w e  were under i n v e s t i g a t i o n  because of people coding 

t i cke ts  i n c o r r e c t l y .  

Q Okay. I n  t h e s e  conve r sa t ions ,  are t h e  

conve r sa t ions  he ld  wi th  o t h e r  employees of Southern  B e l l ?  

A J u s t  t a l k .  

Q Okay. Can you i d e n t i f y  any i n d i v i d u a l s  t h a t  have 

had t h e s e  conve r sa t ions  wi th  you? 

A No. 

Q Under your name a l s o  appears t h e  number 12, and 

t h i s  is something t o  do wi th  s t a t u s i n g  t r o u b l e s  g e n e r a l l y ,  

i nc lud ing  cr i ter ia  for s t a t u s i n g  o u t  of s e r v i c e .  What m a k e s  

a t r o u b l e  report out of s e r v i c e ?  

A If t h e  customer does n o t  have d i a l  t one ,  o r  i f  t h e  

l i n e  g e n e r a l l y  is so s t a t i c k y  t h a t  t h e y  cannot  be heard and 

cannot  hear  it. 

Q Has t h a t  always been t h e  c r i t e r i a  from t h e  f i r s t  

t i m e  you started working i n  '80 a l l  t h e  way through? 

A I d o n ' t  remember. I d o n ' t  k n o w .  

Q You d o n ' t  know? 

A N o .  

Q O k a y .  I n  terms of s t a t u s i n g ,  w a s  it p a r t  01 y o u r  
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j o b  as a d i s p a t c h  c l e r k  t o  s t a t u s  t r o u b l e s  out  of s e r v i c e ?  

A NO * 

Q Were they  a l r eady  s t a t u s e d  when t h e y  c a m e  t o  you? 

A Y e s .  

Q Did you d i s p a t c h  b o t h  out-of-service and service- 

a f f e c t i n g  report s? 

A Y e s .  

Q Was t h e r e  any cri teria t h a t  was d i f f e r e n t  from 

d i s p a t c h i n g  an out-of-service as opposed t o  a service- 

a f f e c t i n g ?  

A Only t h a t  w e  d i spa tched  on t h e  out-of-service 

f i r s t  . 
Q Okay. I n  terms of s t a t u s i n g  a report, you said 

Did you ever have t h e y  were done before they  go t  t o  you. 

occasion t o  change a s t a t u s  of a r e p o r t  on c loseout?  

A Only i f  t h e  t e c h n i c i a n  gave m e  something d i f f e r e n t  

on t h e  c loseou t  codes. Only i f  he  used something d i f f e r e n t .  

Q Okay. Can you g i v e  me an example? 

A No * 

Q A l l  r i g h t .  L e t ' s  s a y  it 's a s e r v i c e  a f f e c t i n g  

r e p o r t  and it wasn't  s t a t u s e d  out  of s e r v i c e  up f r o n t ,  and 

t h e  t echn ic i an  g e t s  o u t  i n  t h e  f i e l d  and f i n d s  t h a t  t h i s  

r e a l l y  i s  -- t h a t  t h e  customer doesn ' t  have d i a l  tone. How 

would you handle t h a t  be fo re  you c l ea red  and c losed  t h e  

r e p o r t ?  
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MR. BEAT"Y: Object ion t o  form of t h e  ques t ion .  

I t 's  speculat ive.  

A The technic ian  is re spons ib l e ,  or was l e s p o n s i b l e  

for giving us  t h e  codes t o  pu t  on t h e  t i c k e t .  

Q Okay. Would h e  g ive  you an out-of-service code? 

MR. BEATTY: Same objec t ion .  

A I f  it was out  of service, yes. 

Q Okay. When you say an out-of-service code, would 

t h a t  be a d i s p o s i t i o n  code t h a t  you ' re  t a l k i n g  about? 

A I don't  remember what w e  used, o r  what w e  called 

them, b u t  i f  t h a t ' s  what it was, yes. I t 's  been -- 
Q It 's been -- 
A 

Q 

It's been a long t i m e .  

Okay. I realize it's been a long time and you ' r e  

r e a l l y  having t o  reach i n t o  your memory f o r  t h i s .  

Did you ever experience a process  where most of t h e  

r e p o r t s  t h a t  you were d i spa tch ing  were s e r v i c e  a f f e c t i n g ,  

and most of those r e p o r t s  were ending up being out  of 

s e r v i c e  s t a tused  a f t e r  t h e  c loseou t?  

MR. BEATTY: Object t o  t h e  form of t h e  ques t ion .  

I t ' s  compound. 

I f  you understand t h e  ques t ion  -- 

THE WITNESS: Y e s ,  I do. 

A No. 

Q Okay. Was i t  ever a po l i cy  or  p rocedure  j u s t  to 
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l e t  t h e  r e p o r t s  f low through as service a f f e c t i n g  and n o t  

d e a l  with them as out-of-services? 

. -  
A No. 

Q Was it ever a policy t o  wait u n t i l  t h e  end of t h e  

report t o  see i f  it could be c l e a r e d  w i t h i n  24  hours  b e f o r e  

s t a t u s i n g  it out  of service? 

A No. 

Q And Number 21 I believe is also by your name, Ms. 

P h i l l i p s ,  and l e t  m e  read t h i s  because I want t o  g e t  it 

correct. Number 21 says, ' W e t  and d r y  rules." What are w e t  

and d r y  rules? 

A I have no idea.  

Q A r e  you familiar wi th  auto screener? 

A No. 

Q Was t h e r e  a mechanized t e s t i n g  program i n  t h e  

computer when you were working as a d i s p a t c h  clerk? 

A I don ' t  remember. 

Q Okay. Ms. P h i l l i p s ,  I ' m  going t o  show you a 

document t h a t  is t i t l e d  " C i t i z e n s  Third Set  of 

I n t e r r o g a t o r i e s  da t ed  June  6 t h ,  1991. Item Number 3. 

Bas ica l ly ,  what a n  i n t e r r o g a t o r y  is, i t ' s  a w r i t t e n  

ques t ion .  W e  send a q u e s t i o n  i n  w r i t i n g  t o  t h e  company, and 

t h e  company s e n d s  u s  a w r i t t e n  answer. Okay? What w e  d i d  

was we asked t h e  company t o  g i v e  u s  t h e  names of employees 

who had knowledge about record ing  out -of -serv ice  r e p o r t s .  
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When w e  go o f f  t h e  record y o u ' l l  have a 

chance t o  re 

it t h a t  you may have. 

it and a s k  your a t t o r n e y  any q u e s t i o n s  about  

The las t  th ing :  This  t h i n g  is  fo laea  ana paper clipped 

t h i s  way because t h e  company has claimed c o n f i d e n t i a l i t y  f o r  

a l l  t h e  information t h a t ' s  behind it, so we ask t h a t  you n o t  

look a t  anything t h a t ' s  underneath it. 

information,  w e  are c o n t e s t i n g  t h a t  be fo re  t h e  commission, 

and may end up c o n t e s t i n g  t h a t  be fo re  t h e  Supreme Court ,  b u t  

for r i g h t  now it 's c o n f i d e n t i a l .  

J u s t  f o r  your 

MR. BEATTY: J u s t  for t h e  record,  t h e  company's 

MS. RICBARDSON: Okay. And now w e  are off t h e  

record.  

( B r i e f  recess). I 

MR. KATTMAN: O k a y .  We a r e  ready .  

BY MS. RICHARDSON: 

Q Okay .  
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A 

Q 

A I was n o t  g i v e n  any i n s t r u c t i o n s  n o t  to s t a t u s  out 

of s e r v i  ?. Basically, as I stated before, w e  d i d n ' t  s t a t u s  

t h e  t roub le s .  The troubles were a l r e a d y  screened and s e n t  

around to us,  and we closed o u t  t h e  t i c k e t ,  and t h e  on ly  

s t a t u s i n g  process t h a t  w e  had was to close out codes t h a t  w e  

were g iven  t o  close ou t  t h e  t ickets.  

Q DO you know of any managers who i n s t r u c t e d  other 

maintenance a d m i n i s t r a t o r s  a t  t h a t  t i m e  n o t  t o  s ta tus  any 

out-of-services today? 

A No. 

Q Have you ever seen any s i g n s  or memos from 

managers saying, "Don't s t a t u s  anything o u t  of s e r v i c e  

t oaa y n? 

A No. 

Q Has any other MA eve r  told you t h a t  t hey  were 

i n s t r u c t e d  not  to s t a t u s  any out -of -serv ices  today? 

A No. . 
Q Have you ever h e a r d  of t h a t  b e i n g  done?  

A No. 

Q As a d i s p a t c h  c lerk d i d  you work w i t h  t h e  "no  
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access"? 

A Yes. 

Q And do you remember what "no access" is?- 

A Customer is not there. 

Q I'm sorry? 

A The customer is not there. 

Q The customer is not home? 

A Yeah. 

Q And if the customer is not home, what is the ST 

supposed to do? 

A If he can't reach the customer he's supposed to 

turn it back in and say there's'no access, and we replot the 

trouble and reroute it on there. 

Q All right. And is he supposed to let the customer 

know he was out there? 

A He's supposed to leave a tag. 

Q DO you know if "no accesses" stop that repair 

clock, that 2 4  hour repair clock? 

A I don't know. 

Q You don't know? Did you ever have a "no access" 

where you hadn't dispatched anybody? 

- A Would you ask that again? 

Q Yeah. Did you ever have a " n o  access" where you 

didn't dispatch a n  ST on a job? 

A No access on  a trouble? 
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Q Yeah. Um-ha. (Affirmative response). 

A No. 

Q Do you know of any manager who gave YOU- 

instructions to "no access" without dispatching? 

A No. 

Q In terms of your work in sales, how do you code 

the time spent: tariffed, de-tariffed, regulated, 

non-regulated? Do you have a special code that you use? 

A We don't code our time. 

Q You don't code your time? 

A Huh-ha. (Negative response). 

Q How is your time kept? You're just a regular 

eight-hour employee? 

A Seven and a half hours. 

Q Seven and a half hours. Do you have to file any 

kind of time records or anything with the company? 

A Only if we have exception time. 

Q For administrative leave? 

A Like I'm here today, this will be coded because 

it's not standard for the seven and a half hours. 

Q Okay. Did you ever do sales when you were a 

dispatch clerk? ~ 

A No. 

Q Were you ever asked to sell products or  services 

while you were a dispatch clerk? 
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A No. 

MS. RICHARDSON: Okay. Ms. P h i l l i p s ,  I t h i n k  I ' m  

through, u n l e s s  somebody spur s  my memory. 

have asked you a l l  t h e  ques t ions  I have. 

thank you for coming h e r e  today. 

o the r  ques t ions  coming from t h e  rest of t h e  members, 

or people around t h e  table. 

t h i n k  I 

I want t o  

There may be some 

BY MS. WILSON: 

Q Ms. P h i l l i p s ,  you s t a t e d  h e r e  today t h a t  you had 

p rev ious ly  given a statement t o  Southern B e l l  security? 

A Y e s .  

Q 

statement? 

D i d  t h e y  t e l l  you why they  were tak ing  your 

MR. BEATTY: Objec t ion  t o  t h e  form of t h e  

question. The q u e s t i o n  e l ic i t s  information t h a t  is 

p r i v i l e g e d  t o  t h e  e x t e n t  t h a t  it is information 

communicated t o  or from -- or  t o  t h e  w i t n e s s  from t h e  

lawyers,  or from persons working on behalf  of lawyers. 

Accordingly, it is p r i v i l e g e d  pursuant  t o  t h e  

a t t o r n e y / c l i e n t  and attorney/work product documents, 

and wi th  t h e  w i t n e s s '  l awyer ' s  indulgence I would 

reques t  t h a t  t h e  w i t n e s s  not Kespond t o  t h e  ques t ion .  

MR. KATTMAN: I ' m  going t o  allow her t o  answer 

whether t h e r e  were i n s t r u c t i o n s  given,  yes o r  no. B u t  

beyond t h a t .  based upon t h e  ob jec t ion  posed by t h e  
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company's attorney,  I would advise  her not t o  answer. 

A No,  there  were no ins truc t ions  given.  

- MS. WILSON: Thank you. 

MS. RICEARDSON: Mr. Beatty? 

MR. BEATTY: No. 

MR. KATTMAN: N o  quest ions.  Thank you. 

(Witness excused).  

(Whereupon, t h e  proceedings were concluded a t  1:20 p.m.) 
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PATRICIA H. VIERENGEL 
Notary Public - State of Floiida 
My Commission expires: 
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STATE OF FLORIDA) 

COUNTY OF DWAL 
. CERTIFICATE OF REPORTER 

i 

I, PATRICIA H. VIERENGEL, Court Reporter,  DO 
HEREBY CERTIFY t h a t  I was au thor ized  t o  and d id  
s t e n o g r a p h i c a l l y  report t h e  foregoing d e p o s i t i o n  of DEBORAH 
E. PHILLIPS; 

c o n s i s t i n g  of 40 pages,  c o n s t i t u t e s  a t rue  record of t h e  
tes t imony given by t h e  witness .  

employee, a t t o r n e y  or counsel of any of t h e  p a r t i e s ,  nor  a m  
I a r e l a t i v e  or employee of any of t h e  parties' a t t o r n e y  or 
counse l  connected wi th  t h e  a c t i o n ,  nor a m  I f i n a n c i a l l y  
i n t e r e s t e d  i n  t h e  a c t i o n .  

I FURTHER CERTIFY t h a t  t h i s  transcript ,  

I FURTHER CERTIFY t h a t  I a m  no t  a r e l a t i v e ,  

DATED t h i s @  A F - -  day of 1993. 
r 

PATRICIA H. VIERENGEL 
Telephone NO. (904)725-8657 

STATE OF FLORIDA) 

COUNTY OF DWAL ) 
: 

The foregoing c r t i f ica te  was acknowledged b e f o r e  m e  
t h i s  4 -id day of 6 L ~ 7 ~ 2 -  ,1993, by PATRICIA H. 
VIERENGEL, who is p e d o n a l l y  known t o  me.  

. I '  c 

P r i n t  Name: 
Notary Publ ic  - State of F lor ida  
My Commission expi res :  
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BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

. . 
In the Matter of _ -  - 

: DOCKET NO.: 910163-TL 
Investigation into the integrity : 
of SOUTHERN BELL TELEPHONE AND 
TELEGRAPH COMPANY'S repair service : 
activites and reports. . 

. 

. 
In re: Investigation into : DOCKET NO.: 910727-TL 
SOUTHERN BELL TELEPHONE AND . 
TELEGRAPH COMPANY'S compliance : FILED: 04/28/93 
with Rule 25-4.110(2), F.A.C., . 
Rebates. . . 

DEPOSITION OF: 

TAKEN AT THE INSTANCE OF: 

PLACE: 

TIME: 

DATE: 

REPORTED BY: 

LEON J. METZ 

The Staff of the Florida 
Public Service Commission 

Southern Bell Off ices 
3100 Emerson Street 
Jacksonville, Florida 
First Floor Conference Room 

Commenced at 3:30 p.m. 
Concluded at 4:30 p.m. 

5 May, 1993 

Patricia H. Vierengel 
Court Reporter 

M A R I E  C .  GENTRY & A S S O C I A T E S  

\ 
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A P P E A R A N C E S  

J. SUE RICEARDSON, ESQUIRE 
Off ice  of P u b l i c  Counsel . 
c/o The F l o r i d a  L e g i s l a t u r e  
111 W. Madison S t r e e t  
Room 812 
Tal lahassee,  F l o r i d a  32399-1400 

~. . 

JEAN R. WILSON, ESQUIRE 
Divis ion  of Legal Services 
F lo r ida  P u b l i c  Se rv ice  Commission 
101  E a s t  Gaines S t r e e t  
Tallahassee, F l o r i d a  32399-0863 

Telephone: (904) 487-2740 

CARL S. VINSON, JR. 
Sr. Management Analyst 
Bureau of Regulatory Review 
F lo r ida  P u b l i c  S e r v i c e  Commission 
Division of Research and Regulatory Review 
101 E a s t  Gaines S t r e e t  
Ta l lahassee ,  F l o r i d a  32399-0872 

Telephone: (904) 487-0509 

WALTER BAER 
Management Analyst 
Bureau of Regulatory Review 
F l o r i d a  P u b l i c  Se rv ice  Commission 
Division of Research and Regulatory Review 
1 0 1  E a s t  Gaines S t r e e t  
Ta l lahassee ,  F lo r ida  32399-0872 

STAN L. GREER 
Engineer 
Bureau of N e t w o r k s  and Engineering S t u d i e s  
Div is ion  of Communications 
F lo r ida  P u b l i c  Se rv ice  Commission 
1 0 1  East  Gaines S t r e e t  
Ta l lahassee ,  F lo r ida  32399-0866 

Telephone: ( 9 0 4 )  488-1280 

( C o n t i n u e d )  

MARIE C. GENTRY & ASSOCIATES 
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A P P E A R A N C E S (Continued) 

ROBERT G. BEATTY, ESQUIRE 
General Attorney 
BellSouth Telecommunications, Inc.. 
Museum Tower Building 
Suite 1910 
150 West Flagler Street 
Miami, Florida 33130 

-. - 

Telephone: (904) 530-5561 

NANCY B. WHITE, ESQUIRE 
General Attorney 
675 West Peachtree Street 
Suite 4300 
Atlanta, Georgia 30375-0001 

Telephone: (404) 529-5387 

SHELBA HARTLEY 
2nd Executive Vice-president 
Communications Local 3106 
4076 Union Hall Place 
Jacksonville, Florida 32205 

Telephone: (904) 350-8372 or 384-2222 

D. GRAY THOMAS, ESQUIRE 
of the law firm of 
Sheppard and White, P.A. 
215 Washington Street 
Jacksonville, Florida 32202 
Telephone: (904) 356-9661 

MARIE C .  GENTRY & A S S O C I A T E S  
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E R R A T A  S H E E T  

DOCKET NOS. : 910163-TL and 910727-TL 

NAME: LEON J.  METZ 

DATE: May 5, 1993 
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S T I P U L A T I O N  

IT IS STIPULATED t h a t  t h i s  depos i t i on  was taken  

pursuant  to n o t i c e  i n  accordance with t h e  applicable Florida 

R u l e s  of C i v i l  Procedure; t h a t  ob jec t ions ,  except as t o  t h e  

form of t h e  ques t ion ,  are reserved u n t i l  hear ing i n  t h i s  

cause;  and t h e  reading and s igning  was not  waived. 

IT IS ALSO STIPULATED t h a t  any off-the-record 

conve r sa t ions  are wi th  t h e  consent  of t h e  deponent. 

MARIE C .  GENTRY L ASSOCIATES 
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LEON J. METZ, 

appeared a s  a witness ,  and a f t e r  being duly sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as follows: 
. -  

EXAMINATION 

BY MS. RICBARDSON: 

Q And then  would you state your name and spell  it 

f o r  t h e  Court  Reporter? 

A Y e s ,  ma'am. Leon, L-E-0-N, J. Metz, M-E-T-2. 

Q Ana your adaress? 

A 7553 At lan t ic  Boulevard, Jacksonvi l le ,  F lor ida .  

Q And i s  t h a t  a business address? 

A Y e s ,  ma'am. 

Q So i t ' s  Southern B e l l ?  

A Y e s ,  ma'am. 

Q 

A No, ma'am. I ' m  n o t  s u r e  what it is. It's 

Did you g i v e  m e  a ZIP code on t h a t ?  

322-something or o ther .  It may be 05. 

MS. HARTLEY: No, I th ink  it 's 11. The Souths ide  

Telco is 11. 

THE WITNESS: Okay. W e  w i l l  go with 11. 

Q D o  you have a phone number the re?  

A Y e s ,  ma'am. Area code 904-725-9618. 

Q Okay. And a r e  you represented by counsel h e r e  

today? 

A Yes, ma'am. 

M A R I E  C. GENTRY & A S S O C I A T E S  
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MS. RICHARDSON: I ' l l  a s k  your counsel  t o  pu t  h i s  

appearance on t h e  record.  

MR. THOMAS: I ' m  D. Gray Thomas of Sheppard & 

White, 215 Washington S t r e e t ,  J acksonv i l l e ,  ' F l o r i d a ,  

32202, h e r e  on behalf of Mr. Metz. 

MS. RICBARDSON: Okay. And do you have a phone w e  

can p u t  on t h e  record? 

MR. THOMAS: 356-9661. Area code 904. 

BY MS. RICBARDSON: 

Q And, Mr. Metz, do you have a union representative 

h e r e  wi th  you today? 

A Y e s ,  ma'am. 

MS. RICBARDSON: I ' l l  a s k  your representative t o  

p u t  a n  appearance on t h e  record.  

M.5. EARTLEX: Shelba Har t ley ,  4076 Union B a l l  

P lace ,  Jacksonvi l le ,  F lo r ida ,  32205; 904-384-2222, 

Communication Workers of America, Local 3106, 

Executive Vice-president.  

BY MS. RICEARDSON: 

Q Okay.  Did you d i s c u s s  your d e p o s i t i o n  h e r e  today  

w i t h  anyone o t h e r  t h a n  your a t t o r n e y ,  o r  an  a t t o r n e y  f o r  t h e  

company? 

A No, ma'am. - 

Q Okay. H a s  anyone advised you t h a t  you  would not  

be d i s c i p l i n e d  f o r  whatever answers you gave h e r e  today? 

MARIE C. GENTRY & ASSOCIATES 



9 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

1 4  

1 5  

1 6  

1 7  

1 8  

1 9  

20 

21 

22 

23 

2 4  

2 5  

A I d id  r ece ive  a le t ter ,  I be l ieve ,  t h a t  mentioned 

t h a t .  

Q Okay. Has anyone advised you of p o s s i b l e  c r i m i n a l ,  

p e n a l t i e s  t h a t  could apply i f  you p e r j u r  your  tes t imony h e r e  

today? 

A No, ma'am. 

Q A l l  r i g h t .  Then l e t  me j u s t  k ind  of g i v e  you some 

If you have any ques t ions  a t  any t i m e  of procedura l  th ings .  

m e ,  any quest ions t h a t  I ' m  asking you t h a t  you don ' t  

understand,  feel free to a s k  me  to rephrase them or to 

exp la in .  

A Okay. 

Q Okay? If a t  any t i m e  you need to go off t h e  

record  and a s k  your a t t o r n e y  for  advice,  or d i s c u s s  

something wi th  your a t t o r n e y ,  t hen  we w i l l  stop, w e  w i l l  go 

o f f  t h e  record,  and y o u ' l l  have t h a t  opportuni ty .  

A Okay. 

Q Okay. Have you made a s ta tement  to a company 

i n v e s t i g a t o r  a t  any t i m e ?  

A Y e s ,  ma'am. 

Q And when was t h i s ?  

A I guess  about a year and a h a l f ,  two yea r s  ago. 

Somewhere i n  t h a t  t i m e  frame. - 

Q Okay. And where was t h i s ?  

A In  t h e  Southern Bel l  Tower, t h e  1 8 t h  f l o o r .  

MARIE C .  GENTRY & ASSOCIATES 



10 

Q Jacksonv i l l e?  

A Yes, ma'am. 

Q And who was the re?  

A I don ' t  remember. 

Q 

t h e y  KepKeSented t h e  company or -- 
A There was an  a t t o r n e y  and there was an  employee of 

t h e  s e c u r i t y  department,  b u t  I don ' t  remember who they  were. 

- 

Do you remember t h e i r  p o s i t i o n s ,  whether or n o t  

Q W a s  t h i s  a company a t torney?  

10 A I th ink  it w a s  an outside a t to rney .  

11 Q Okay. 

12 A But it d i d n ' t  -- I b e l i e v e  -- I could be wrong, 

13 b u t  I th ink  it was a company working -- another  company 

14 working for our company. 

15  Q Okay. So your understanding w a s  they  were 

1 6  r e p r e s e n t i n g  Southern B e l l ?  

17 A Y e s ,  ma 'am.  I t h i n k  so. 

i a  
19 

20 

21 

22 

23 

24 

Q Okay. Who asked  you t o  appear a t  t h a t  depos i t i on?  

A My s u p e r v i s o r ,  Paul  Wagner. 

Q 

A Nope. 

e D i d  you g e t  any i n s t r u c t i o n s ?  

A No, ma'am. 

Q Okay. D i d  t h e  a t t o r n e y  p resen t  t e l l  you why t h e y  

D i d  M r .  Wagner exp la in  t o  you why you were going? 

2 5  were  tak ing  your  s t a t e m e n t ?  

MARIE C. GENTRY & ASSOCIATES 
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MR. BEATTY: Objection. Objection. Objection. 

A t  t h i s  p o i n t  my o b j e c t i o n  is t o  t h e  f a c t  t h a t  an  

answer t o  t h a t  q u e s t i o n  would d i s c l o s e ,  as counsel  

w e l l  knows, because w e  have been through t h i s  now 

numerous times, t h e  subject matter of t h e  interview,  

which is p r i v i l e g e d  and c o n f i d e n t i a l  pursuant  t o  t h e  

a t t o r n e y / c l i e n t  p r i v i l e g e  and t h e  attorney/work 

product doc t r ine .  

t h i s  witness '  counsel, I would r e q u e s t  t h a t  t h e  w i t n e s s  

not respond t o  the question. 

. -  

Accordingly, wi th  t h e  indulgence of 

MS. WILSON: Are y o u . i n s t t u c t i n g  h i m  not t o  answer 

t h e  question? 

MR. THOMAS: Y e s .  

MS. RICHARDSON: Okay.  

MS. WILSON: On t h e  basis of?  

MR. THOMAS: On t h e  basis of t-.e a t t o r n e y / c l i e n t  

privilege and t h e  work  product d o c t r i n e  as p rev ious ly  

noted by counsel .  

BY MS. RICBARDSON: 

Q A l l  r i g h t .  M r .  Metz, j u s t  f o r  t h e  record,  s i n c e  

you are t h e  on ly  one t h a t  can t e s t i f y  on t h e  record -- 
A Y e s ,  ma'am. 

Q -- a r e  you r e f u s i n g  t o  answer my ques t ion  based 

upon your c o u n s e l ' s  advice? 

A Yes, ma'am. Based on  h i s  a d v i c e .  

M A R I E  C.  GENTRY & A S S O C I A T E S  
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Q D i d  you t a l k  t o  anybody a f t e r  you gave a 

s ta tement?  

A 

Q 

A 

Q 

company? 

A 

0 

A 

Q 

A 

Q 

A 

job. 

Q 

A 

Q 

t o  doing 

A 

Q 

A 

Q 

A 

Q 

Regarding it? 

Um-ha. (Aff i rmative Response) . 
No, ma'am. 

M r .  Metz, what 's  your p re sen t  p o s i t i o n  with t h e  

I'm a s e r v i c e  technic ian .  

And how long have you he ld  t h a t  pos i t i on?  

About 20 years .  

Has t h a t  e n t i r e  time been i n  Jacksonvi l le?  

Y e s ,  ma'am. 

Was t h a t  your very f irst  job with t h e  company? 

No, ma'am.  I was an assignment clerk i n  my f i r s t  

And when w a s  t h a t ?  

1971. 

Did you go from being a n  assignment clerk d i r e c t l y  

service t e c h  work? 

Y e s ,  ma'am. 

All r i g h t .  Who is your present  supervisor?  

Bob Minerd. 

Can you s p e l l  h i s  l a s t  name? 

M-I-N-E-R-D. 

A n d  is h e  your  f i r s t  level -- 

MARIE C .  GENTRY & A S S O C I A T E S  
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1 

2 

A Y e s ,  ma'am. 

Q -- supervisor?  Okay. And how long has he  been 

3 your f i r s t  l e v e l  superv isor?  

4 A About s i x  months now. 

5 Q Who was it before M r .  Minerd? 

6 A Paul  Wagner. W-A-G-N-E-R. 

7 Q Thank you. And how long w a s  Mr. Wagner your 

8 supe rv i so r?  

9 A About t h r e e  years I would guess. Something l i k e  

- 

18 t h a t .  

11 Q And can  you k ind  of j u s t  go back i n  your mind? 

12 You have Mr. Minerd, M r .  Wagner. Who preceded them? How 

13 

14 t h e y  don ' t  necessarily have t o  be i n  o r d e r  un le s s  you can  

15 remember them t h a t  way. 

1 6  A There 's  been a l o t .  They change about every two 

1 7  

1 8  Q Okay. What about second l e v e l s ?  Who is your 

1 9  second l e v e l ?  

20 A Right  now I b e l i e v e  i t ' s  J i m  Keels or Bob H i c e .  

2 1  W e  are  i n  t h e  process  of changing. I'm n o t  s u r e  i f  i t ' s  

2 2  been o f f i c i a l l y  changed, b u t  I th ink  i t ' s  now J i m  Keels. 

many f i r s t  l eve l s  can you remember t h a t  preceded them? And 

t o  t h r e e  years .  Before Wagner -- I ' m  drawing a blank. 

2 3  Q And who was your  second l e v e l  manager be fo re  Mr. 

2 4  Keels? 

2 5  A Bob Hice. 

M A R I E  C .  GENTRY h A S S O C I A T E S  
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Q Bob H i c e .  

A Yes, m a ' a m .  

Q And how long t h e n  h a s  Mr. 

A J u s t  a very  s h o r t  

j u s t  now changing over. 

Q J u s t  now changing 

manager? 

A I th ink  h e  is. 

Keels been your manager? ,. 
- 

t i m e .  i k e  I s a i d ,  t hey  are 

So h e  may n o t  y e t  be your 

MS. HARTLEY: H e  is. 

A I'm g e t t i n g  a nod. 

Q And t h e n  Bob Hice. How long w a s  Mr. Hice your 

manager? 

A A t  least t h e  l as t  f i ve  years or so. 

Q A l l  r i g h t .  And can you j u s t  kind of th ink  back? 

Do you know of any o t h e r  second leve l  managers t h a t  you have 

had t h a t  you can recall? 

A Not u n l e s s  I go way, way back. Not any r e c e n t l y  I 

I guess  i f  I had s a t  down and thought  about  t h i s  c a n ' t .  

cou ld  have come up  wi th  a list,  b u t  I d i d n ' t .  I ' m  so r ry .  

Q Who's your o p e r a t i o n  manager? 

A Robert Rupe. 

Q And do you know who your g e n e r a l  manager is? 

A No, ma'am. 

Q Who i s  your union s teward i n  t h e  o f f i c e ,  union 

I 

r e p r e s e n t a t i v e ?  

MARIE c.  GENTRY & ASSOCIATES 
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1. A I g u e s s  Lyn Deloach. 

2 Q Is t h a t  L-Y- --? 

3 A L-Y-N-N. 

4 MS. HARTLEY: one "N". . . -  

5 Q And Deloach. 

6 A Deloach. Um-ha. (Aff i rmat ive  response).  

7 D-E-L-0-A-C-H. 

8 Q Okay. Can you b r i e f ly  exp la in  your d u t i e s  as a 

9 s e r v i c e  t echn ic i an?  

1 0  A Well, I repair and i n s t a l l  te lephone s e r v i c e  for 

11 r e s i d e n t i a l  and s m a l l  b u s i n e s s  customers. 

1 2  Q A l l  r i g h t .  And has  t h a t  always been t h e  case 

13 

14 A Y e s ,  ma ' am,  Basically. I have been loaned t o  

1 5  o t h e r  departments,  l i k e  t h e  Cable Department, for s h o r t  

1 6  periods of t i m e ,  maybe for a year i n  t h e r e ,  bu t  e s s e n t i a l l y  

17 t h a t ' s  been my job. 

18 Q And t h e  year t h a t  you were i n  cable ,  w a s  t h a t  

1 9  working i n  major cable f a i l u r e s ?  

2 0  A NO, m a ' a m .  I j u s t  d i d  r o u t i n e  work. Replacing 

2 1  t e r m i n a l s  and.... 

2 2  Q Would any of your cable experience dea l  w i t h  

throughout  t h e  20 years t h a t  you have been doing t h i s ?  

23  out-of-service type t r o u b l e s ?  - 

2 4  A N o ,  ma'am. They d i d n ' t  l e t  m e  do anything l i k e  

2 5  t h a t .  I was a rookie .  
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Q Okay. Have you ever  heard t h e  phrase,  "backing up 

t h e  t i m e " ?  

A Y e s ,  ma ' am.  

Q And what does it mean t o  you? 

A Well, when I f i n i s h  a job, w e  had two times t h a t  

- 

w e  k e p t ,  t h e  t i m e  w e  completed t h e  work and t h e  t i m e  w e  

restored t h e  service. They weren ' t  always t h e  same. W e  had 

t o ,  for  in s t ance ,  i f  I w a s  r e p l a c i n g  a drop wire, and I got 

t h e  drop wire and t h e  customer back i n  s e r v i c e ,  b u t  I also 

had t o  go t r i m  some trees, or some o t h e r  r o u t i n e  work, by 

t h e  time I f i n i s h e d  it would be 30 minutes 'or  a n  hour la ter  

t h a n  t h e  t i m e  I had t h e i r  t e l ephone  s e r v i c e  res tored .  

Q Okay. 

A And so I would back up t h e  t i m e  t h a t  t h e  service 

w a s  r e s t o r e d ,  say a t  4:00, a l though I d idn ' t  actual ly  f i n i s h  

work u n t i l  4:30 or 5:00, something l i k e  t h a t .  

Q And g e n e r a l l y ,  how much time does r o u t i n e  work 

t a k e ?  

A There ' s  -- Sometimes it can be ex tens ive ,  b u t  

u s u a l l y  l i k e  a h a l f  an hour maybe. 

Q Okay.  Have you eve r  had r o u t i n e  work take you s i x  

hours? 

A I could see where it could ,  b u t  I c a n ' t  r e c a l l  a 

c a s e  where it has.  

Q O k a y .  Would you do -- 

M A R I E  C .  GENTRY & A S S O C I A T E S  



I 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

1 4  

15 

1 6  

1 7  

18 

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

17 

A Normally t h a t  much r o u t i n e  w e  would have made what 

w e  c a l l  an i r regular  p l a n t  c o n d i t i o n  report t o  have t h a t  

done. You know. Usual ly  our workload is p r e t t y  heavy, and . 
a t  a t i m e  when w e  d o n ' t  have much work w e  go on t h i n g s  l i k e  

t h a t .  

- . -  

Q And if you had r o u t i n e  work t h a t  was going t o  t a k e  

you s i x  hours,  would you have t o  c a l l  i n  and g e t  a manager's 

approval  t o  t a k e  t h a t  much t i m e ?  

A I probably would, because i f  you ' r e  on  something 

more than  a f e w  hour s  t h e y  u s u a l l y  check on you, come 

looking  for you, page you or something l i k e  t h a t .  

Q Okay. Is there any procedure  d e a l i n g  wi th  t h a t ?  

A You would j u s t  run it by your f i r s t  l i n e  

supe rv i so r .  

d i f f e r e n t  mode now than w e  have worked i n  t h e  past. 

would tend  t o  do more of t h a t  k ind  of work now and g e t  it 

done than  i n  t h e  past  w e  would have. 

Things are a l i t t l e  -- W e  are i n  a l i t t l e  

We 

Q Okay. And why wouldn't  you have done t h a t  i n  t h e  

past? 

A W e  were more -- Our emphasis was more on 

product ion ,  g e t t i n g  t h e  t r o u b l e  f i x e d  and p u t t i n g  r o u t i n e  

work aside and g e t t i n g  on t o  t h e  next  customer 's  problem. 

Q And why was t h e  emphasis changed? 

A I c a n ' t  answer t h a t ,  b u t  w e  a r e  i n  more of a 

q u a l i t y  mode today. 
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Q Customer s e r v i c e  q u a l i t y ?  

A Customer s e r v i c e  q u a l i t y .  Um-ha. (Aff i rmat ive  

Response). 
- 

Q Okay. I n  your experience d i d  you have more r e p e a t  

troubles i n  t h e  p a s t  when you were not doing a s  much r o u t i n e  

work? 

A I d i d n ' t  pe r sona l ly ,  I don ' t  th ink .  I have always 

had a p r e t t y  low r e p e a t  rate. 

0 Do you know i f  t h e  emphasis on moving on t o  t h e  

next  j o b  r a t h e r  than  doing a l o t  of r o u t i n e  created more 

r e p e a t  r e p o r t s  f o r  your team? 

MR. BEATTY: I ' m  going t o  object t o  t h e  from of 

t h e  quest ion.  You're assuming facts not  i n  evidence 

and you ' r e  seeking t o  restate h i s  testimony 

inaccura te ly .  H e  never s a i d  t h a t  t h e r e  was no r o u t i n e  

work done i n  t h e  p a s t .  H e  said there is more r o u t i n e  

work done today. 

BY MS. RICHARDSON: 

Q Can you answer my ques t ion?  

A Could you s a y  it aga in ,  p l ease?  

Q A l l  r igh t .  D o  you know i f  t h e r e  were more r o u t i n e  

-- more r epea t  r e p o r t s  i n  t h e  p a s t  when t h e  emphasis was on 

g e t t i n g  on t o  t h e  next job? - . 

A I d o n ' t  r e a l l y  know because I don ' t  analyze t h e  

repeat  r e p o r t s ,  b u t  a l o t  of t h e  r o u t i n e  w o r k  doesn ' t  r e a l l y  
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affect  customer s e r v i c e .  A l o t  of t h e  t h i n g s  t h a t  w e  are 

supposed t o  do, p u t t i n g  d e c a l s  on t h e  l i d ,  i s n ' t  going t o  

m a k e  any d i f f e r e n c e  whether t h e  phone w o r k s  or not.  It 's 

something w e  a r e  r e q u i r e d  t o  do. So a l o t  of it 1 s  r e a l l y  

not of a na ture  -- maybe I shouldn't  say a l o t  of it, b u t  

some of it is n o t  really of a na ture  t o  affect customer 

service. Things l i k e  trimming trees are more important 

because i f  you don ' t  t r i m  t h e  tree off t h e  wire t h e  wire 

eventual ly  goes bad. 

I 

Q Would closing a h o l e  i n  a cab le ,  even though t h e  

customer has  service, would t h a t  be rou t ine  work? 

A I d o n ' t  know. I don ' t  ever -- 
Q Well, l e t  m e  t a k e  a d r o p  wire. Let ' s  take a d r o p  

wire. 

A Okay. 

Q Okay. You've r e s t o r e d  t h e  d r o p  wire enough t h a t  

t h e  customer has  d i a l  tone. 

A Okay. 

Q Rave you g i v e n  t h e  customer service a t  t h a t  point? 

A Yeah. 

Q Okay. 

A Assuming -- You know, sometimes -- Sometimes you 

d o n ' t  j u s t  have one simple l i t t l e  t roub le .  I t ' s  not  j u s t  

t h e  drop  wire. Okay? I f  t h e  d rop  wire  is bad you r e p a i r  o r  

r ep lace  t h e  drop  wire, and maybe they have a jack they  want 
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f i x e d ,  too. So t hey  could be out  of se rv ice .  The drop gave 

them no d i a l  tone. You r ep lace  t h e  drop  wire. The k i t c h e n  

phone is working, and s h e  says ,  ' W e l l ,  t h i s  back bedroom 

jack has a l i t t l e  b i t  of s t a t i c  i n  it, too." 

cons ider  t h a t  t hey  are back i n  service when you g o t  their 

k i t chen  phone working. And running a new wire back t o  t h e i r  

bedroom t o  g e t  an a d d i c t i o n a l  j a c k ,  i t ' s  not  r o u t i n e  work, 

bu t  I would consider service r e s t o r e d  a t  t h e  t i m e  I g o t  a t  

l e a s t  one of t h e i r  phones working. 

Welc, I would 

Q Okay. 

A I f  t h a t ' s  -- That's where you were headed? 

Q That 's  fine. That ' s  f i n e .  L e t ' s  s ay  t h e  problem 

is s t r i c t l y  i n  t h e  d r o p  w i r e .  

A Um-ha. (Af f i rma t ive  Response) . 
Q And whatever you have done you have f ixed  t h a t  

p a r t  t h a t  would give d i a l  tone ,  bu t  t h e r e ' s  s t i l l  a h o l e  i n  

t h e  wire i t s e l f .  

ho le  up and make sure it 's t i g h t  and c l e a r ?  

Would part of your work be t o  clean t h a t  

A We would r e p l a c e  t h a t .  

Q J u s t  r e p l a c e  it? 

A Y e s ,  ma'am. 

Q Have you heard "backing up t h e  time" i n  any o t h e r  

context?  - 
A No, ma'am. 

Q D o  you know of anyone -- L e t  m e  p re face  t h i s  w i t h  

MARIE C. GENTRY & ASSOCIATES 

~ - 



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

1 4  

15 

1 6  

1 7  

1 8  

1 9  

20 

21  

22 

23  

2 4  

2 5  

21 

another  ques t ion .  A r e  you aware of t h e  requirement  t h a t  t h e  

company r e p a i r  out-of-service r e p o r t s  w i t h i n  24 hours  a t  

least 95% of t h e  t i m e ?  
- 

A Y e s ,  ma'am. 

Q 

A Q u i t e  some t i m e .  

Q Okay. A l l  r i g h t .  Tha t ' s  f i ne .  DO you know of 

anyone who has  backed up a c l e a r i n g  t i m e  i n  o r d e r  t o  show 

t h a t  t h e y  have m e t  t h a t  24-hour commitment? 

And how long have you known t h a t ?  

A No, ma'am. 

Q Have you ever been i n s t r u c t e d  or asked by a 

manager €0 back up your clearing t i m e  t o  make s u r e  you meet 

t h a t  24-hour commitment? 

A No, ma'am. 

Q A t  one point when you were a service technician 

were you r equ i r ed  t o  ca l l  i n  t o  a maintenance a d m i n i s t r a t o r ?  

A W e l l ,  maybe i f  I can expand on t h a t  j u s t  a l i t t l e  

b i t .  

Q You may do t h a t .  

A Only when I r e a l l y  d i d  meet t h e  c l e a r i n g  t i m e .  A s  

an  example I gave you b e f o r e  where where I had r o u t i n e  work 

and t h a t  took long. Say t h e  commitment was 4 :00  and I had 

done 3 0  minutes r o u t i n e  and I had got done a t  4:30, and i f  I 

had a c t u a l l y  meet it. B u t  i f  you ' r e  meaning, i n  o t h e r  

words, backing it up when it wasn't  proper t o  do so, no, 
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m a  ' a m .  

Q And no one i n s t r u c t e d  you t o  do  t h a t ?  

A No, ma'am.  I n  fact ,  I w a s  t o l d  as a d i r e c t  quo te ,  
- 

" W e  a r e  n o t  asking t o  you l ie .  D o  no t  lie." 

Q A l l  r i g h t .  When d i d  you hea r  t h i s ?  

A When d i s c u s s i n g  t h e  closeout times. 

Q With whom? 

A With my boss, 01: wi th  t h e  second level.  

Q A l l  r i g h t .  And approximately what year, or what 

t i m e  frame d i d  t h i s  occur? 

A 

Q Within t h e  l as t  f i v e  years. And w a s  t h i s  a 

one-time occurence or d i d  t h i s  d i s c u s s i o n  happen more t h a n  

once? 

Say wi th in  t h e  l a s t  f i v e  years. 

A W e  would -- Well, w e  would have meeting6 and 

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

Q A l l  r i g h t .  And why would someone ques t ion ,  " A r e  

you ask ing  me t o  back it up"? 

A W e l l ,  because we would be t a l k i n g  about  t h e  

c l o s e o u t  t i m e s ,  and w e  would be i n s t r u c t e d  t h a t  i f  t h e  t i m e  

t h a t  you had t h e  service r e s t o r e d  w a s  d i f f e r e n t  from t h e  

time you f i n i s h e d  t h e  work, t h a t  -- t o  show t w o  d i f f e r e n t  

times. And people would ques t ion  t h a t  as ,  "Did you want u s  

t o "  -- "are you t r y i n g  t o  i n f e r  t h a t  w e  should do something 

wrong t h a t  we d i d n ' t  r e a l l y  do? Say we m e t  t h e  commitment 
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when we didn't"? 

And we were told, "NO." 

Q All right. Do you remember.who told you that? 

A Bob Hice told me that. And my supervisor, Paul 

Wagner told me that. 

Q Okay. Do you know of any other managers or 

supervisors who did instruct their people to back up the 

clearing time just to meet that commitment? 

A NO. ma'am. 

Q Have you heard of that being done? 

A No. ma'am. 

Q Okay. At this point. Mr. Metz, I'm going to 

introduce a document for the record and then we will go off 

the record and you'll have a chance to read it and discuss 

it with your attorney. and then when you're comfortable we 

will come back on the record. But I'll introduce it first. 

This is Citizens' Third Set of Interrogatories. An 

interrogatory is a written question that we mail to the 

company and then the company mails us a written answer back. 

A Yes, ma'am. 

Q All right. This is dated June 6th. 1991 and it's 

item number 1 in this entire set of questions. Our request 

generally asks the company to give us the names of employees 

who had some knowledge about falsifying completion times on 

repair records, and the company's response, which you w i l l  
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g e t  t o  read, but g e n e r a l l y  says l  "The persons l i s t e d  below 

may have some knowledge about t h i s . "  

Okay. And t h e  f irst  ques t ion  I w i l l  ask you when w e  
- 

A l l  r i gh t .  And then  t h e  second t h i n g  I need t o  l e t  you 

know is t h a t  t h i s  is folded and paper c l ipped  i n  t h e  way it 

is because t h e  company has  claimed t h a t  t h i s  in format ion  is 

c o n f i d e n t i a l ,  and p r e s e n t l y  t h a t  c o n f i d e n t i a l i t y  claim is 

before t h e  Commission. W e  are c o n t e s t i n g  t h a t  claim because 

w e  don ' t  th ink  it 's c o n f i d e n t i a l r  bu t  t h e  commission has t o  

r u l e  on it. And so u n t i l  w e  g e t  a d e c i s i o n  w e  cons ider  it 

c o n f i d e n t i a l .  So I a s k  t h a t  you d o n ' t  look a t  any of t h e  

o t h e r  information on here.  

14s. RICBARDSON: Okay. W e  w i l l  go off  t h e  

record now and you can read it and t a l k  t o  your 

a t to rney  about it. 

MR. THOMAS: L e t ' s  s t e p  outs ide .  

(Brief  recess). 

MS. RICHARDSON: Okay. Ready t o  go back t o  t h e  

record? 

MR. THOMAS: Y e s .  

BY MS. RICHARDSON: 

Q 

. 
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A Can I look a t  t h a t  again? 

Y e s ,  ma ' am.  

Q 

A 

Q 

A Um-ha. (Aff i rmat ive  response) - 
Q What informat ion  do you have about t h a t ?  

MR. BEATTY: Objection. It's been asked and 

answered. 

BY MS. RICHARDSON: 

Q You can  still  respond. 

MR. BEATTY: Go ahead. 

MR. THOMAS: Yeah, you can go ahead and answer. 

The o n l y  informat ion  I have is t h a t  w e  discussed A 

it i n  meetings t h a t  w e  should always -- n o t  always, I guess ,  

b u t  most of t h e  t i m e  w e  should have two d i f f e r e n t  times 

down. Usually w e  restore t h e  s e r v i c e  and we d i d  our  r o u t i n e  

work. Sometimes you might have t o  do t h e  r o u t i n e  work i n  

t h e  cour se  of it, b u t  u s u a l l y  you d i d  t h a t  a f t e r  g e t t i n g  t h e  

21 phone back on. So u s u a l l y  you could deduct t h a t  time. W e  

2 2  had meetings and w e  d i scussed  it, and t h a t ' s  about it. 

23  Q Okay. A r e  you aware, or do you know of a customer 

2 4  is out  of s e r v i c e  more than  2 4  hours a r e  they  due  a rebate? 

2 5  A Yes, m a ' a m .  
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Q And how long have you known t h a t ?  

A Again, q u i t e  a long t i m e .  

Q Okay. Do you know of any customer t h a t  has  been 

denied a r e b a t e  because of improper s t a t u s i n g  o f ' h a n d l i n g  of 

t h e i r  t r o u b l e  report? 

A No, m a ' a m .  

Q I would l i k e  t o  show you ano the r  document. This 

one was f i l e d  by Southern B e l l  on April Ist, 1993 i n  t h e  

Consol idated R a t e  C a s e  Docket .  It 's Southern B e l l ' s  

response t o  Preliminary Order Number PSC930263PCOTL entered 

February 1 9 t h ,  1993. And aga in ,  Mr. Metz, t h e  f i rs t  t h i n g  

I ' l l  have you do  is ident i fy  whether or not you were N u m b e r  

396 out  of 650 i n d i v i d u a l s ?  And t h e n  i f  you are, I have may 

have one or two ques t ions  -- 
A W e l l  -- 
Q -- about  t h i s .  

MR. THOMAS: Look a t  it. 

A Tha t ' s  n o t  my middle i n i t i a l .  

Q Okay. So t h i s  may not  be you then? 

A I t 's  p o s s i b l e .  B u t  t h a t ' s  a T. and my middle 

i n i t i a l  is J. 

Q Okay. Have you eve r  f e l t  any i n t i m i d a t i o n  or 

p r e s s u r e  t o  do -- t o  handle  t h e  t r o u b l e  r e p o r t  i n  a manner 

t h a t  you f e l t  was improper based on y o u r  t r a i n i n g  and 

exper ience?  
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A 

Q 

A 

by less 

Y e s ,  m a ' a m .  

And can  you 

Y e s ?  ma'am. 

;an 30 minut 

t e l l  m e  about t h a t ?  

When w e  would m i s s  a t r o u b l e  report 

s w e  would ge t  a l e t t e r  from our 

second l e v e l ?  and basically it sa id  t h a t  you closed o u t  t h i s  

t r o u b l e  and you missed t h e  commitment by less t h a n  30 

minutes,  and t h e  tone  was almost l i k e  an  admonition, l i k e  

you d id  something wrong. 

you know, "I did it right." 

And when w e  would q u e s t i o n  t h a t ,  

They s a i d ?  "Okay. W e  want you t o  do it r i g h t ,  b u t  w e  

j u s t  want you t o  be careful? and i f  you were t h a t  close t o  

making t h e  commitment w e  want you t o  watch out  and t o  t r y  t o  

get  itr but  we are not a sk ing  you t o  do anyth ing  wrong." 

But I d id  feel, I hate t o  say pressure, b u t  -- maybe a 

less s t renuous  word t h a n  t h a t .  I d i d  feel  l i k e  a n  

i n t i m i d a t i o n  -- n o t  even an  i n t i m i d a t i o n ?  but  it was impl i ed  

t h a t  perhaps t h a t ' s  what t hey  were looking  f o r ?  b u t  I w a s  

never to ld  t o  do t h a t .  

Q A l l  r i g h t .  Were you t h e  on ly  ST t h a t  g o t  t h e s e  

let ters? 

A No, m a ' a m .  

Q And who s e n t  t h e s e  le t ters?  

A They would have come from-Bob Hice, t h e  second 

l e v e l .  

Q A l l  r i g h t .  So he r o u t i n e l y  s e n t  t h e s e  l e t t e r s  t o  
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any ST t h a t  missed t h e  out-of-service commitment by more 

than  30 minutes? 

A Y e s l  ma'am. W e l l ,  no. If you missed it w i t h i n  a 

span  of 30 minutes, say it was 6:00, between 6:0B-and 6:30. 

Q Okay. Did you d i s c u s s  t h e s e  let ters wi th  any of 

t h e  o t h e r  STs? 

A Y e s l  ma'am. 

Q And what d i d  you col lect ively dec ide  about t h e  

letter? 

MR. BEATTY: Objection. Hearsay. It presumes -- 
It causes t h e  witness t o  speculate. 

MR. TEOMAS: It presumes t h a t  a collective 

d e c i s i o n  was made, and I would a s k  t h a t  you rephrase  

t h e  question. 

BY MS. RICHARDSON: 

Q What d i d  you collectively d i s c u s s  about t h e s e  

letters? 

A Well, w e  would d i s c u s s  t h a t  other people  g o t  them 

and they  weren ' t  e n t i r e l y  comfortable e i t h e r ,  t h a t  t hey  f e l t  

t h a t  it was a n  arm twis ing ,  a l though t h e  company denied it 

and s a i d  it w a s  not. 

Q Okay. D o  you know i f  any of t h e s e  STs, a f t e r  

having received these  l e t te rs ,  changed t h e i r  c l e a r i n g  t i m e s  

on r e p o r t s  t o  make s u r e  -- 
A No, ma'am. 
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Q Okay. Did you or any of t h e  o t h e r  STs t a k e  a 

formal  gr ievance  for t h e s e  le t ters?  

A No, ma'am.  I don ' t  th ink  it w a s ,  you know, it was: 

t h a t  s e r i o u s  a t h i n g ,  b u t  it j u s t  made you fee l  funny. Do 

you know what I ' m  -- 
Q Yeah. A l l  r i g h t .  Did you ever -- Were you ever 

d i s c i p l i n e d ?  

A No, m a ' a m .  

Q Okay. DO you know i f  any o t h e r  ST was ever 

disciplined for missing a c l e a r i n g  t i m e ?  

A Not tha t  I know of. 

Q Okay. Give me a minute. Do you know what a "no 

access" is? 

A Y e s ,  ma 'am.  

Q A l l  r i g h t .  What's a "no access"? 

A That ' s  when you go o u t  and t h e  customer i s  n o t  

home. There 's  a t roub le  c o n d i t i o n  i n s i d e  and you need 

access t o  t h e i r  premises t o  c l e a r  it. 

Q 

t h e r e ?  

And do you n o t i f y  the customer t h a t  you have been  

A Y e s ,  m a ' a m .  W e  t r y  t o  reach a number i f  t hey  l e f t  

one on t h e  r epor t .  And i f  w e  cou ldn ' t  g e t  them, t h e n  w e  

would e i t h e r  l i k e  l e a v e  a c a r d  on t h e i r  door or maybe l e a v e  

a message on  t h e i r  answering machine, i f  t h a t  was working. 

Something l i k e  t h a t .  
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Q Okay. And do you know whether o r  n o t  t h a t  "no 

access" s t o p s  t h a t  24-hour clock? 

A Nor m a ' a m r  I don't.  

Q Do you know of anybody who has  no accessed a 
- - j -  

report without d i spa tch ing  on it? 

A NO, ma'am.  

Q Have you eve r  heard of t h a t  being done? 

A NO, ma'am. 

Q Have you ever had any i n s t r u c t i o n s  t o  "no access" 

a report when you weren't  d i spa tched?  

A No, ma'am. 

Q Have you ever had or know -- or do you know of 

anyone who has t a k e n  an out-of-service r e p o r t ,  shown it as 

c l e a r e d  wi th in  24 hours  when it wasn'tr  and t h e n  immediately 

opened a n  employee o r i g i n a t e d  report t o  a c t u a l l y  complete 

t h e  s e r v i c e  and close it? 

A Nor ma'am. 

Q Bave you eve r  -- 
A I have seen  something s i m i l a r  t o  t h a t  where i n  t h e  

case of maybe l i k e  i f  r o u t i n e  work had t o  be done, or 

something i n c i d e n t a l  t o  t h e  t r o u b l e .  

Q Okay. 

A B u t  not t h e  same t h i n g ,  n o t  t h e  ou t -of -serv ice  

cond i t ion .  

Q All r i g h t .  Have you ever  h e a r d  of t h a t  be ing  

MARIE C .  GENTRY & ASSOCIATES 

-~ 



1 

2 

3 

4 

5 

6 

1 

8 

9 

1 0  

11 

1 2  

13 

14 

1 5  

1 6  

1 7  

1 8  

1 9  

20  

2 1  

2 2  

23 

2 4  

2 5  

done? 

A 

Q 
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Rarely. B u t  I guess  so. Yeah. 

A l l  r i g h t .  

MR. BEATTY: Excuse m e .  I'm so r ry .  . Po~j-'nt of 

c l a r i f i c a t i o n .  Heard of what being done? 

BY MS. RICBARDSON: 

Q W e l l ,  l e t ' s  go back t o  t h e  o r i g i n a l  q u e s t i o n  then. 

A Okay. Yeah. 

Q All r i g h t .  Taking an out-of-service r e p o r t  -- 
A Um-ha. (Aff i rmative Response) . 
Q Okay. -- showing it as cleared t o  prevent it from 

going o u t  over 24  hours  when it a c t u a l l y  was n o t  cleared -- 
A Okay. No, ma'am, I have no t  heard of t h a t  be ing  

clone. I w a s  a l l u d i n g  t o  my -- 
Q To your hypothet ical :  n o t  mine? 

A Y e s ,  ma'am. I'm sorry,  

Q A l l  r i g h t .  W e  go t  t h a t  c l e a r e d  up. T h a t ' s  f i n e .  

Do you ever  exc lude  r epor t s?  

A No, ma'am. 

Q D o  you know what an "exclude" is? 

A Y e s ,  ma'am. 

Q A l l  r i g h t .  P r io r  t o  1 9 9 2  -- L e t ' s  go back a few 

years. - 

A Okay .  

(I Mid t o  l a t e  ' 8 0 s .  Okay.  I n  t h a t  t i m e  frame w a s  
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it -- were you a b l e  t o  exclude reports i n  t h a t  t i m e  frame? 

A I don ' t  t h ink  so. 

Q Okay. When you g o t  t h e  CAT system, were you able 
- 

t o  exclude r e p o r t s  on t h e  CAT? 

A Not t h a t  I know of. The only t h i n g  w e  can do is 

w e  c a n  reject a job, b u t  it doesn ' t  exc lude  it, I don ' t  

t h i n k .  It j u s t  p u t s  it i n  a hold s t a t u s .  

Q 

A Not t h a t  I know of. 

Q Is t h e r e  any way €or you t o  take  a 

Is t h e r e  any way for you t o  eliminate a repor t?  

s e r v i c e - a f f e c t i n g  report and restatus it as out  of se rv ice?  

A No, ma'am. 

Q Okay. Is it possible for you t o  record a n  

e x t e n s i o n  of t h e  appointment t i m e  on a report? 

A To record an  ex tens ion?  

Q Yeah. For i n s t a n c e ,  your appointment -- t h e  

company has  g iven  t h e  customer a t i m e  by which t h e  s e r v i c e  

w i l l  be r e s to red .  Is t h a t  c o r r e c t ?  

A Y e s ,  ma'am. 

Q A l l  r i g h t .  Now, t h a t ' s  -- Is t h a t  a d i f f e r e n t  

t ime t h a n  t h e  c l e a r i n g  s e r v i c e  r e s t o r a l  t i m e ?  

A I don ' t  understand.  

Q All r i g h t .  L e t  m e  see i f 1  can m a k e  it clear ,  

because t h i s  g e t s  confusing.  

A A l l  r i g h t .  The customer is g i v e n  a commitment  -- 
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a t  4:30. 

A 

Q 
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Yeah. 

-- t o  have t h e  t r o u b l e  r e p o r t  c leared .  

Right. And l e t ' s  say  t h a t ' s  4:00. 

Okay. 

And you ' re  d i spa tched  a t  3:55. 

Okay. 

Okay. Now, you have a c t u a l l y  c l ea red  t h e  t r o u b l e  

. . -  

Um-ha. (Affirmative Response). 

A l l  r i g h t .  So w e  have two d i f f e r e n t  times. 

There 's  a commitment time by which t i m e  t he  company t e l l s  

t h e  customer, 'We are going t o  clear it by t h i s  t i m e , "  and 

then  t h e r e ' s  t h e  actual t i m e  t h a t  you r e a l l y  c l e a r e d  it. 

A Okay. 

Q Are t h o s e  two d i f f e r e n t  times on t h e  r epor t ?  Do 

they  show up on a customer t r o u b l e  record as two d i f f e r e n t  

times? 

A I th ink  they  do, but t h a t  wouldn't be a r e p o r t  I 

would g e t ,  so -- 
Q A l l  r i g h t .  On your CAT -- 
A Um-ha. (Aff i rmat ive  Response). 

Q -- when you ' r e  working through, does your CAT t e l l  

you t h a t  t he  company has t o l d  t h e  customer t h a t  it w i l l  be 

r e s to red  -- 

A Yes. 
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Q -- by a c e r t a i n  t i m e ?  

A I ' m  s o r r y ,  I shouldn ' t  answer be fo re  you f i n i s h e d  

a sk ing  me. 
- . -. 

Q Okay. 

A But  t h e  commitment t i m e  -- 
Q Okay. 

A -- is what you ' r e  asking. Y e s r  ma'am. 

Q A l l  r i g h t .  And t h a t ' s  showing? 

A Y e s ,  ma'am. 

Q NOW, when you clear a report ou t ,  are you c l e a r i n g  

it a t  t h a t  particular commitment timer or is t h a t  j u s t  for 

you t o  know t h a t  you're supposed t o  have it done by then? 

A Right. It's j u s t  for my knowledge. 

Q A l l  r i g h t .  Now t a k i n g  t h a t  commitment t i m e  -- 
A Okay. 

Q -- do you ever have occasion t o  change t h a t  

par t icular  time? 

A Nor ma'am. I don ' t  t h i n k  I have t h e  c a p a b i l i t y  t o  

change t h a t  time. 

Q Okay. 

A I never have had. 

Q D o  you use a "found okay" code? 

A Y e s ,  ma'am. - 
Q Tha t ' s  a d i s p o s i t i o n  code? 

A Um-ha. (Aff i rmat ive  Response). 
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1 Q A l l  r i g h t .  I guess  f o r  t h e  record  would you 

2 b r i e f l y  t e l l  m e  what a d i s p o s i t i o n  code is? 

3 A It's a four-letter,  fou r -d ig i t  code -- I ' m  s o r r y  

4 -- t h a t  i d e n t i f i e s  where you found t h e  t r o u b l e ,  or what i t e m  

5 of p lan t  or equipment was caus ing  the trouble, or i n  t h e  

6 case of a "found okay," t h a t  you found no trouble. 

7 Q So t h e r e  might be a d i s p o s i t i o n  code for a jack? 

8 A Um-ha. (Affirmative Response) . 
9 

_ -  

Q There might be a d i s p o s i t i o n  code fo r  a protector? 

10 A Right. 

11 Q One for a d r o p  wire, maybe? 

12 A Um-ha. (Affirmative Response). 

13 Q Okay. what ' s  a cause code? 

14 A A cause code is  a t h r e e - l e t t e r ,  t h r e e - d i g i t  code 

15 t h a t  ident i f ies  what caused t h e  problem, such as corrosion, 

16 customer action, l i g h t e n i n g .  

1 7  Q Okay. On those d i s p o s i t i o n  and cause codes, are 

18 t h e r e  cer ta in  codes t h a t  you can u s e  t h a t  would exclude a 

1 9  

2 0  m i s s  on t h a t  24-hour commitment c lock? 

21 A I t h i n k  t h e r e  a r e .  Y e s ,  ma'am. 

2 2  Q Okay. Would l i g h t e n i n g  be one, do you th ink?  

23  A Y e s ,  ma'am. - 

2 4  Q All r i g h t .  Have you had a supe rv i so r  i n s t r u c t  you 

2 5  o n  using t h e s e  exc ludable  d i s p o s i t i o n  and cause codes when 

t r o u b l e  r e p o r t  from be ing  counted a g a i n s t  t h e  company as a 
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you felt they didn't apply? 

A No, ma'am. 

Q Okay. In the days when you were calling an MA to I 

. -  

close a report before you had a CAT terminal -- 
A Um-ha. (Affirmative Response). 

Q -- did you ever have an MA tell you, "We are using 
410 cause codes today"? 

A No, ma'am. 

Q Okay. Did you ever have an MA change a 

disposition or cause code that you gave her? 

A No, ma'am. Not that I -- I mean not that they 
would tell me. Of course, I have no idea what they actually 

type in because I'm just talking to them over the phone, but 

they would give me a hard time on the narrative sometimes. 

Q Okay. 

A "Oh, you can't put that in your narrative; you 

have to put so-and-so." 

Q Okay. Do you know of anyone who has ever used 

somebody else's employee code to a status a report? 

A No, ma 

Q Do you 

A No, ma 

Q DO you 

trouble record? 

am. 

know what "building the base" is? 

am. 

know of anyone wha has falsified a customer 

A No, ma'am. 
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Q H a s  anyone eve r  asked you t o  h e l p  s e l I ' p r o d u c t s  or 

s e r v i c e s  for t h e  company? 

A Y e s ,  ma'am. 

Q A l l  r i g h t .  And have you done so? 

A Y e s ,  ma ' am.  

Q D i d  you ge t  any t r a i n i n g  t o  do t h a t ?  

A No special t r a i n i n g .  

Q Okay. J u s t  sort of your supervisor s a i d  go do it 

t h i s  way? 

A W e l l ,  it w a s  part  of our  j o b  for many. many years 

t h a t  w e  would sell; when w e  s o l d  phones w e  would attempt to 

se l l  e x t r a  phones, package plans, you know, t r i m l i n e s ,  

touchtone. A l l  t h o s e  k ind  of features. 

Q What about  wire maintenance p l ans?  

A Those, when I ' m  t h i n k i n g  back t o  t h e  o t h e r  phone 

sales, t h a t  would have been back i n  t h e  '70s, and wire 

maintenance is f a i r l y  new. I d o n ' t  remember of ever  t r y i n g  

t o  sell w i r e  maintenance, except I would a d v i s e  customers, 

you know, t h a t  -- what it covered,  and maybe they  would want 

t o  t h i n k  about g e t t i n g  i t  w h i l e  I was t h e r e  a t  t h e i r  house. 

Q And i f  a customer ordered a s e r v i c e  through you,  

how would you make s u r e  t h a t  t h a t  g o t  p u t  on  t h e i r  b i l l  and 
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A I t h i n k  i t ' s  been a long t i m e  s i n c e  I s o l d  

anything. It's been done a couple d i f f e r e n t  ways, b u t  t h e  

way I most clearly remember, w e  had -- it was an o u t s i d e  

vendor I think t h a t  w e  would c a l l  and g i v e  them t h e  

information, and w e  would ca l l  i n  t h e  sale t o  them, t e l l  

them t h e  customer's name, and t h e  phone number, and what 

service they  wanted, and t h e n  t h e y ,  I guess, processed t h e  

paperwork from there .  

Q Okay. And d i d  you g e t  c r e d i t  for t h e  sales t h a t  

you d id?  

A Um-ha. (Affirmative Response). 

Q A l l  r i g h t .  And how d i d  t h a t  credit appear? W a s  

it bonus money, or p r i z e s ,  o r  points? 

A Again it 's been d i f f e r e n t  t h i n g s  a t  d i f f e r e n t  

times, but  i t  used t o  be -- it used t o  be l i k e  bonus p o i n t s .  

B u t  I don ' t  ever remember t h a t  it -- t h a t  I g o t  any money 

for it. I don ' t  remember anything f i n a n c i a l .  B u t  I g o t  a 

whole bunch of plaques a t  home f o r  being salesman of t h e  

month and t h i n g s  l i k e  t h a t ,  for  whatever good those  a r e .  

Q Okay. A l o t  of at-a-boys? huh? 

A Yeah. 

Q When you were d o i n g  t h e  s a l e s  p a r t  -- L e t ' s  s t a r t  
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over  again w i t h  t h i s  ques t ion .  

A Okay. 

Q When you are o u t  and y o u ' r e  workingr do you have a 

t i m e  record t h a t  you have t o  keep f o r  t h e  company? 

A Y e s ,  ma'am. 

Q And do you record  your t i m e  s p e n t  O n r  say ,  

r egu la t ed  work? You do an o u t s i d e  d r o p  wire work ,  for 

i n s t a n c e ,  does t h a t  g e t  a regulated or t a r i f f  t y p e  code? 

A Y e s ,  ma'am, 

Q And when you ' r e  doing i n s i d e  work,  l i k e  r e p a i r i n g  

a jack, is t h a t  a d e t a r i f f e d  or unregula ted  code? 

A Um-ha. (Affirmative Response). 

Q L e t ' s  t a k e  it i n t o  sales, when you are doing 

sales. 

A Well, okay. W e  d o n ' t  do much anymore. It's been 

a long time. 

Q Okay. When d i d  you s top doing sales? 

A Tha t ' s  hard for  m e  t o  s a y  a specific t i m e .  I j u s t  

haven ' t  -- I c a n ' t  remember doing it any time r e c e n t l y  

w i t h i n  t h e  l a s t  couple  of years .  

Q Was it j u s t  you t h a t  s topped,  o r  d i d  everybody 

s t o p  a t  once or -- 
A I g u e s s  t h a t  w e  a l l  d id .  

Q Do you know why S T s  a r e  no longer  doing s a l e s ?  

A I th ink  t h e r e  was some q u e s t i o n  of e t h i c s  
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involved. 

Q Okay. L e t ' s  go back t o  my t i m e  recording.  

A Y e s ,  m a ' a m .  

Q A l l  r i gh t .  Now, t h ink ing  back when y o u w e r e  doing 

sales -- 
A Okay. 

Q -- d i d  you u s e  a d i f f e r e n t  t i m e  report code for 

t h e  t i m e  you spen t  s e l l i n g  as opposed t o  t h e  t i m e  t h a t  you 

spent  on regula ted  act ivi t ies?  

A I don' t  -- W e l l ,  I'm t h i n k i n g  back l i k e  maybe i n t o  

t h e  '78s and way back, b u t  I don ' t  remember doing  t h a t .  B u t  

I don't  -- Sales wasn't a s ign i f icant  th ing .  

wordsr I d i d n ' t  spend 15 minutes s t a n d i n g  t h e r e  t a l k i n g  t o  

t h e  customer. While I w a s  i n s t a l l i n g  t h e  phone i n  t h e  

bedroom and tu rn ing  t h e  screwdr iver  I mentioned, "For 

a n o t h e r  dol lar  a month you could have one i n  the l i v i n g  

room." And they  would say "Yes"  or 'NO," and it was kind of 

l i k e  t h a t .  It was very  i n c i d e n t a l  type.  

I n  o t h e r  

Q Okay. DO you know of anyone who has  recorded 

s e l l i n g  a wire p l a n  t o  a customer when a customer d i d  n o t  

a c t u a l l y  order  it? 

A No, ma'am. 

Q Have you heard of t h a t  being done? 

A J u s t  rumors. 

Q O k a y .  Has anyone ever i n s t r u c t e d  you t o  do t h a t ?  
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1 A No, ma'am. 

2 Q Have you ever been taken  off your ST d u t i e s  and 

3 put  s t r i c t l y  on s a l e s ?  

4 A I can remember one t i m e  for maybe two a a y s  t h a t  I 

5 d i d  t h a t ,  bu t  I ' m  not s u r e  i f  it might have been when I w a s  

6 doing l i g h t  duty. 

7 t h e  yea r s  where t h e  company has  found l i g h t  du ty  f o r  m e  t o  

I have had a couple a n k l e  sprains over  

8 do i n  t h e  storeroom and t h i n g s  l i k e  t h a t ,  so it may o r  may 

9 not have been whi le  I w a s  on l i g h t  duty. But  I would s a y  

1 0  

11 d i d  spend on t h e  phone doing sales work. 

12 Q About what t i m e  per iod  w a s  t h i s ?  Do you know? 

13 I n  t h e  mid '80s, l a te  '80s? 

14 A The e a r l y  '80s, maybe. J u s t  a guess. 

15 Q How d i d  you do sales? Did they  t a k e  you i n  a room 

1 6  and g ive  you a phone or -- 
17 A Um-ha. (Aff i rmat ive  Response). 

18 Q Okay. And then  what else would they  g i v e  you? 

1 9  A L i k e  a phone book. J u s t  cold c a l l i n g .  

2 0  Q Okay. And were you i n s t r u c t e d  t o  s e l l  any 

21 p a r t i c u l a r  type service or  product? 

22 A A t  t h a t  t i m e ,  you know, then t h a t  I can -- t h o s e  

23 two days t h a t  I can remember, I t h i a k  w e  were s e l l i n g  custom 

2 4  c a l l i n g  f e a t u r e s  mostly. C a l l  wai t ing was j u s t  coming o u t ,  

2 5  o r  was one of t h e  b i g  ones.  

maybe -- I can th ink  of one time for about two days t h a t  I 
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Q Were you g iven  -- I ' m  sor ry .  Were you g iven  any 

t r a i n i n g  t o  do t h i s ?  

A No. 

Q Okay. Were any o t h e r  people  i n  the 'room with you 

doing t h i s ?  

A It's hard t o  remember. Maybe one o t h e r  person. 

B u t  it wasn't  l i k e  a whole room f u l l  of people doing t h a t .  

Q Okay. And d i d  you j u s t  record  t h e  customer and 

t h e  number and what t h e y  ordered on some kind of sales s l i p  

or -- 
A I t h i n k  so. It 's so long ago I don ' t  r e a l l y  

remember how w e  recorded it, b u t  t h a t  sounds about  r i g h t .  

Q Do you know who your manager was when you 

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

A NO, ma'am. 

Q D o  you know of any ST t h a t  has  f i l e d  a formal 

grievance because of any in s t ruc t ion  t h e y  rece ived  t h a t  t h e y  

f e l t  was improper? 

A No, ma'am. 

MS. RICHARDSON: Okay. M r .  Metz, I th ink  I have 

exhausted my ques t ions  f o r  you. I want t o  thank you 

f o r  being h e r e  today. I a p p r e c i a t e  your coming. There 

may be a few q u e s t i o n s  from t h e i r  end of t h e  t a b l e  

be fo re  you go. Thanks. 

BY MR. VINSON: 
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Q M r -  Metz, YOU prev ious ly  mentioned -- 
MR- THOMAS: Can I have j u s t  a m i n u t e ,  p lease?  

MS. RICHARDSON: You want t o  go o f f  t h e  record,  I 
~ assume? 

m. TEOMAS: Y e s .  

( B r i e f  recess). 

MR. TBOMAS: Okay. W e  can go back on. 

BY MR. VINSON: 

Q Mr. Metz, I have two very simple, quick ques t ions .  

A Okay. 

Q I believe you mentioned t h e  a u t o  reject f e a t u r e  

b r i e f l y .  

A W e l l ,  t h e r e ' s  an  a u t o  reject when I push t h e  

b u t t o n  t h a t  says ,  "Receive a new job." I f  it retests "no 

t r o u b l e "  it w i l l  a u t o  reject. 

I can  select. I f  it doesn ' t  a u t o  reject bu t  maybe I c a l l  

t h e  customer and they  say,  "My phone is working f i n e  now, 

d o n ' t  bother  coming out ,"  and it says  "test okay, t h a t  p u t s  

And then  I have another  t h i n g  

1 9  t h e  t r o u b l e  back on hold,  and then  t h e  main c e n t e r  handles  

20 it from there. I don ' t  a c t u a l l y  go on it. 

2 1  Q So t h e  a u t o  reject says  -- it conducts  another  

22 mechanized l i n e  test? 

23 A Um-ha. (Aff i rmat ive  Response). 

24 Q And i f  t h e  r e s u l t  is i t ' s  okay, t h e n  it will 

2 5  au tomat ica l ly  go back t o  t h e  maintenance c e n t e r  f o r  -- 
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1 A Yeah. It depends on a l o t  of va r i ab le s .  

2 Sometimes they  a u t o  reject and sometimes they  don ' t .  I 

3 d o n ' t  know what e x a c t l y  m a k e s  it do t h a t ,  or what t h e  

4 s e t t i n g s  are. 

5 Q When you u t i l i z e  -- When the auto reject is 

6 

- 

u t i l i z e d ,  t h e n  does your nex t  t r o u b l e  pop r i g h t  u p  on t h e  
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CAT? * 

A Yeah. It takes a couple  of minutes  t o  process it. 

Q 

A Yeah. It t a k e s  two or t h r e e  minutes. It h a s  t o  

It takes a couple of minutes? 

look for t h e  next t r o u b l e  and t es t  t h a t  l i n e  and so f o r t h  

before it d i s p l a y s  on your machine and t h e n  downloads. 

Q And t h e  letters t h a t  you mentioned receiving i f  

t h e  24-hour pe r iod  was missed by less t h a n  30 minutes ,  d i d  

you ever d i s c u s s  t h o s e  with t h e  supervisor t o  g e t  

c l a r i f i c a t i o n  or t o  -- 
A Y e s .  

Q Okay. Who d i d  you d i s c u s s  t h o s e  -- 
A Well, I would d i s c u s s  them wi th  my boss ,  a n d . t h e n  

a l s o  wi th  t h e  second l e v e l .  

Q Okay. Could you be s p e c i f i c  as t o  t h e  names? 

A Y e s .  P a u l  Wagner and Bob nice. 

Q Okay. L e t ' s  s t a r t  w i t h  ME. Wagner. On how many 

occas ions  d id  you d i s c u s s  t h i s  type of l e t t e r  w i t h  him? 

A J u s t  about every time I would g e t  one. I t  would  
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m a k e  m e  kind of mad because I f e l t  t h a t  they  were saying I 

d i d  something wrong and I know what I d i d  was r i g h t ,  a t  

least  i n  my mind. 
- 

Q Is t h a t  what you would t e l l  Mr. Wagner? 

A Yeah. I -- Can I give you an  instance? 

Q Okay. 

A I went -- w a s  d i spa tched  on a t r o u b l e  t h a t  w a s  

clear across town a t  l i k e  a q u a r t e r  t o  s i x .  It was due by 

s i x .  I pu l l ed  i n t o  t h e  driveway f ive  minutes af ter  s i x .  It 

w a s  a ve ry  simple t r o u b l e  t o  f i x  and I w a s  done about  6:15, 

so I, you know, c losed  t h a t  o u t  and went on my way. And 

about  a week or two la ter  I got one of those  le t ters ,  and it 

r e a l l y  i r r i ta ted m e  because I wasn't even a t  t h e  lady's 

house a t  6:00. So I know I couldn ' t  have -- 'I couldn ' t  

have had it f i x e d  by t h e n  because I wasn't even t h e r e  yet. 

I know I ' m  doing t h i s  r igh t . "  

And they  would say, "Okay. W e l l ,  w e  j u s t  want you t o  

be c a r e f u l .  W e  are not" -- " W e  don ' t  want you t o  l i e ,  w e  

j u s t  want you t o  be c a r e f u l ,  you know, with what you put 

down. " 

Q That -- Was t h a t  Mr. Wagner's response about being 

c a r e f u l ?  

A Y e s .  Y e s .  - 
Q D i d  h e  e v e r  g i v e  you a n y  o t h e r  i n s t a n c e ,  a 

d i f f e r e n t  r e s p o n s e ,  any o t h e r  e l a b o r a t i o n  on it? 
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A N o .  J u s t  t h e y  would -- Anything d i f f e r e n t ?  It 's 

hard t o  remember a specific example, bu t  w e  d i d  d i s c u s s  t h i s  

several t i m e s .  

H e  would always say l  you knowI f l a t  o u t l  "We a r e ' n o t  ask ing  

you t o  lie." Be would make t h a t  statement, 'So don' t  t a k e  

it t h a t  way." B u t  t h a t ' s  kind of how it made m e  feel. 

It would always be along t h o s e  same l i n e s .  

Q Okay. And the  o t h e r  manager you d i scussed  t h i s  

type of l e t te r  wi th  was -- 
A Bob E i c e .  

Q M r .  E i c e ?  

A Y e s .  

Q And what w a s  h i s  response t o  you? 

A It would be the same th ing .  And I d i d n ' t  discuss 

it one on one wi th  him. It would be l i k e  I n  a group 

s e t t i n g .  I would complain about that. Tha t ' s  only one t i m e  

I ever mentioned it t o  him, was a t  a meeting, and I 

complained about t h a t ,  t h a t  same l e t t e r ,  t h a t  I f e l t  t h a t  

t h e r e  w a s  a p r e s s u r e  t h e r e ,  and h e  s a i d  h e  would say no. 

Q H e  s a i d  -- I'm sor ry?  

A H e  would say,  no, it wasn ' t  in tended as pressure :  

t h a t  h e ' s  no t  asking m e  t o  l i e ;  j u s t  t o  be c a r e f u l .  

t h e n  i f  t h e r e  was r o u t i n e  work and I could have backed it 

up, g i v e  him t h e  b e n e f i t  of a doubt, 

And 

Q Okay. I'm not  s u r e  I understand t h e  l a s t  p a r t  -- 

A Okay .  I f  -- 
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1 Q -- t h e  phrase. If you could have backed it up? 

2 A I f  I could have sa id  f i v e  minutes t o  s i x  i n s t e a d  

3 of 6:15 because t h a t  w a s  c o r r e c t ,  t hen  I should have done 

4 so. - 

5 Q Okay. So h e  w a s  j u s t  i n s t r u c t i n g  you j u s t  t o  be 

6 careful i f  it r e a l l y  was f i v e  t o  s i x  -- 
7 

8 

9 

18 

11 

12 

13 

14 

15 

16 

17 

A T h a t ' s  c o r r e c t .  

Q 

A Right.  

Q He wasn't  i n s t r u c t i n g  you t o  change what r e a l l y  

-- d o n ' t  be s loppy with your t imekeeping? 

happened? 

A That 's  c o r r e c t .  

Q Okay. I j u s t  wanted t o  make t h a t  c l ea r .  

MR. VINSON: Those are t h e  only  ques t ions  I have. 

MR. BEATTY: Okay. I th ink  t h a t ' s  it. Thanks, 

M r .  Metz. 

TEE WITNESS: Thank you. 

--- 000--- 

18 (Witness excused).  

19 (Whereupon, t h e  d e p o s i t i o n  was concluded a t  4:30 p.m.1 

20 
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2 4  
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6 through 47, given on May S r  1993, i n  Docket No. 910163-TI, 

7 and Docket No. 910727-TI,, and f i n d  t h e  same t o  be true and 

T h i s  is t o  c e r t i f y  t h a t  I, LEON J. METZ, have 

read t h e  foregoing t r a n s c r i p t  of my testimony, Pages 1 

8 

9 shown on t h e  errata shee t  a t tached  hereto. 

c o r r e c t r  with t h e  exceptions,  and/or correct ions,  if any, as 

10 

11 

12 

13 

14 

15 

1 6  Sworn t o  and subscribed before  m e  t h i s  

17  day of ,1993. 

LEON J. METZ 

18 

19 P r i n t  name: 

2 0  Notary P u b l i c  - S t a t e  of F lor ida  

21 My Commission expires: 
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F L O R I D A  ) 

. 
COUNTY OF DWAL) 

CERTIFICATE OF OATtr 

-. - 

I, the undersigned authority, certify that LEON 

J. MET2 personally appeared before me and was duly sworn. 

WITNESS my hand and official seal this 10th day 

of May, 1993. 

PATRICIA H. VIERENGEL 
Notary Public - State of Florida 
My Commission expires 5/31/93. 
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STATE OF FLORIDA) 

COUNTY OF DWAL ) 
CERTIFICATE OF REPORTER 

I, PATRICIA H. VIERENGEL, Court Reporter, DO 
HEREBY CERTIFY t h a t  I was authorized t o  and d id  
s tenographica l ly  r epor t  t h e  foregoing depos i t ion  of LEON J. 
MET2 ; 

I FURTHER CERTIFY t h a t  t h i s  t r a n s c r i p t ,  
cons i s t ing  of 47 pages, cons t i t u t e s  a t r u e  record of t h e  
testimony given by t h e  witness. 

employee, a t to rney  or counsel of any of t h e  pa r t i e s ,  nor a m  
I a relative or employee of any of the  parties'  a t to rney  o r  
counsel  connected with the action, nor am I f i n a n c i a l l y  
in t e re s t ed  i n  t h e  ac t ion  

I FURTHER CERTIFY t h a t  I a m  not a r e l a t ive ,  

G"/- ,1993. DATED t h i s  2 3 4 a y  of 
/ v 

, / '  

/?A - 
PATRICIA H. VIERENGEL U 
C o u r t  Reporter 
Telephone: (904) 725-8657 

STATE OF FLORIDA) 

COUNTY OF DWAL ) 

e forego '  
m e  t h i s  d d a y  of 9- ,1993, by PATRICIA H. 
VIERENGEL, who is pe r s  a l l y  known t o  me.  

L 

. 

cer t i f icate  was acknowledged before  

- @ .  ,d& 
Pr in t '  Name: 
Notary P u b l i c  - S t a t e  of F l A d a  
My Commission Expires: 
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BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

. -  

I n  t h e  Matter of 
: DOCKET NO.: 918163-TL 

Invest igat ion i n t o  t h e  i n t e g r i t y  : 
of SOUTHERN BELL TELEPHONE ANI) 
TELEGRAPH COMPANY'S repair  service : 
a c t i v i t i e s  and reports. 

. 
I n  re: Inves t iga t ion  i n t o  : DOCKET NO.: 910727-TL 
SOUTHERN BELL TELEPHONE AND . 
TELEGRAPH COMPANY'S compliance : F I L E D :  04/28/93 
w i t h  R u l e  2 5 - 4 . 1 1 0 ( 2 ) ,  F.A.C., 
R e b a t e s .  

DEPOSITION OF: BARBARA C . WICHMAN , 

TAKEN AT THE INSTANCE OF: The S ta f f  of t he  Flor ida 
Pub l i c  Service C o m m i s s i o n  

PLACE: 

TIME: 

Southern B e l l  O f f i c e s  
3188 E m e r s o n  Street  
J a c k s o n v i l l e ,  F lor ida  
F i rs t  Floor C o n f e r e n c e  R o o m  

C o m m e n c e d  a t  4:35 
C o n c l u d e d  a t  5:15 

DATE : 5 May, 1993 

REPORTED BY: P a t r i c i a  H. V i e r e n g e l  
C o u r t  Reporter 
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J. SUE RICHARDSON, ESQUIRE 
Of f i ce  of Publ ic  Counsel 
c/o The F l o r i d a  L e g i s l a t u r e  
111 West Madison S t r e e t  
Room 812 
Ta l l ahassee ,  F l o r i d a  32399-1400 

.. . .  

JEAN R. WILSON, ESQUIRE 
Divis ion of Legal Se rv ices  
F l o r i d a  P u b l i c  Se rv ice  Commission 
1 0 1  E a s t  Gaines S t r e e t  
Ta l lahassee ,  F l o r i d a  32399-0863 

Telephone: (904) 487-2748 
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BARBARA C. WICHMAN, 

appeared as a witness,  and af ter  being d u l y  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as follows: -, - 

EXAMINATION 

BY MS. RICHARDSON: 

Q A l l  r i g h t .  And t h e n  would you please s t a t e  your 

name and spe l l  it for: t h e  C o u r t  Reporter? 

A Okay. It's Barbara,  B-A-R-B-A-R-A, C Like 

"Charles", Wichman, W-I-C-H-M-A-N. 

Q Okay. And your address ,  please? 

A Room 138, 3100 Emerson S t r e e t ,  and I b e l i e v e  t he  

ZIP here is 32207. 

Q Okay. And your phone number? 

A 393-9522. 

Q Okay. And are  you represented  by counsel here 

today? 

A (Nods Head). 

MS. RICHARDSON: A l l  r i g h t .  And I would a s k  your 

a t t o r n e y  t o  put his appearance on  record.  

MR. YOKAN: Michael Yokan of t h e  law f i r m  of 

Kattman & Eshelman, P.A. ,  J a c k s o n v i l l e ,  F lo r ida .  

BY MS. RICHARDSON: 
- 

Q And a r e  you represented  by a union r e p r e s e n t a t i v e  

h e r e  today? 

n I am. 
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MS. RICHARDSON: And 1‘11 her  t o  put  her  

appearance on t h e  record. 

MS. HARTLEY: Shelba Har t ley ,  4076 UniDD H a l l  

P lace ,  J acksonv i l l e ,  F lo r ida ,  32205; (904) 384-2222, 

Communication Workers of America, Local 3106, Execut ive 

Vice-president.  

BY MS. RICHARDSON: 

Q Okay. Have you t a l k e d  t o  anybody o t h e r  t han  your 

attorney, or a t t o r n e y  for t h e  company about your d e p o s i t i o n  

h e r e  today? 

A J u s t  some of t h e  o t h e r  people who are a l so  

involved  i n  t h i s .  

Q Okay. And what kinds of t h i n g s  d id  you t a l k  

about? 

A W e  were worried about t h e  ques t ions  we were going 

t o  b e  asked, and t h e  problems t h a t  were happening here.  

Q Okay. And d i d  you d i s c u s s  s p e c i f i c  ques t ions  t h a t  

were going t o  come up? 

A Not r e a l l y .  

Q What s p e c i f i c  problems d i d  you t a l k  about? 

A J u s t  having t o  come h e r e  and do t h i s .  That w e  

w e r e  I th ink  n a t u r a l l y  anxious about i t ,  wanting it t o  be 

f i n i s h e d  w i t h  and g e t  on w i t h  ou r  work. 
- 

0 Well, h o p e f u l l y  you‘ll be o u t  of here i n  about a n  

hour. 

...--- - - I - . - . . - 
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A Okay. 

Q Has anyone advised you t h a t  you would not  be 

d i s c i p l i n e d  based upon your answers h e r e  today? 

A Correct .  I w a s  advised of t h a t .  

Q A l l  r i g h t .  D i d  anyone t e l l  you or a d v i s e  you 

- 

about  t h e  p o s s i b l e  c r imina l  p e n a l t i e s  t h a t  could apply if 

you per jured  your tes t imony h e r e  today? 

A W e l l ?  I p e r s o n a l l y  know i f  you g ive  your word, and 

t h a t  t h i s  is  l i k e  a cour t  of l a w ,  so  I ' m  sure t h a t  t h e r e  

would be repercussions.  

Q Okay. L e t  me j u s t  p r o c e d u r a l l y  t e l l  you: If you 

have a ques t ion ,  or you don ' t  understand something I ' m  

s ay ing ,  j u s t  t e l l  me t o  repeat it, or s a y  it d i f f e r e n t l y ?  or 

say you d o n ' t  understand and I ' l l  be g lad  t o  t r y  t o  work 

w i t h  you on t h a t  s o  t h a t  you ' re  comfortable  t h a t  your 

answers are t o  my ques t ions .  And i f  a t  any time you feel 

l i k e  you need t o  t a l k  t o  your a t t o r n e y  o f f  t h e  record so 

t h a t  i t 's not  recorded,  okay, j u s t  l e t  u s  know t h a t  you want 

to go off  t h e  record,  and w e  w i l l  do t h a t .  Okay? 

A Okay. 

Q And do you have any q u e s t i o n s  a t  t h i s  po in t ?  

A No, I d o n ' t  t h ink  so. 

Q O k a y .  

A C a n  I g o  home? 

Q Not q u i t e  y e t .  A l m o s t ,  b u t  n o t  q u i t e .  D i d  you 

. l l n - r .  - -..--.. _ ^ ^ ^ ^  T _ - - r _  
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g i v e  a s ta tement  t o  a company a t to rney  

some time? 

A Cor rec t ,  I d id .  

Q Okay. D o  you remember when 

or i n v e s t i g a t o r  a t  

~. - 
h a t  w a s ?  

A Not really. Sometime w i t h i n  I would say t h e  l a s t  

t h r e e  y e a r s ?  but  I don’ t  s p e c i f i c a l l y  remember a t  a l l .  

Q Do you know where? 

A It was down i n  t h e  Tower? t h e  Southern B e l l  Tower 

downtown. 

Q Oh, i n  J a c k s o n v i l l e ?  

A Right. I n  Jacksonvi l le .  

Q Do you know who w a s  t h e r e ?  

A I don’ t  rea l ly  remember t h e i r  names. 

Q Do you remember i f  t h e y  were wi th  t h e  company? 

A Right. I remember they  were Southern B e l l ,  and 

attorneys.  

Q Okay. And d i d  you have a union r e p r e s e n t a t i v e  

wi th  you then? 

A No, I d i d  not .  

Q Did you have an  a t t o r n e y  with you then? 

A No, I d i d  not .  

Q Was your s u p e r v i s o r  t h e r e ?  

A No. 

Q Then t h e  o n l y  p e o p l e  t h e r e  were you and t h e  

a t t o r n e y ?  

” ‘ A D T C  P CP*l.m”” n C C n r . r ” m n ?  
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A Exactly.  

Q Was t h e r e  someone from s e c u r i t y  there?  

A No. Not t h a t  I ' m  aware o f .  I t r u l y  d p n ' t  know 

e x a c t l y  who t h e  two gentlemen were, but  I assume t h a t  t h e y  

were bo th  a t to rneys .  

to ,  and I assumed they  were both a t t o r n e y s .  

There were two gentlemen t h a t  I t a l k e d  

Q Did they  t e l l  you why they  were t a l k i n g  t o  you? 

A They s a i d  -- 
MR. BEATTY: Objection. Objection. Excuse me ,  

please. I object t o  t h e  form of t h e  question. The 

answer would e l i c i t  testimony t h a t  is p r i v i l e g e d  and 

confident ia l  pursuant t o  t h e  a t t o r n e y / c l i e n t  privilege 

and t h e  attorney/work product p r i v i l e g e .  Accordingly, 

I would, 

wi tness ,  

q u e s t i o n  

with t h e  indulgence of counsel  for  t h e  

request t h a t  t h e  witness  n o t  respond t o  t h a t  

MS. RICHARDSON: Okay. And e s s e n t i a l l y ,  I guess  

j u s t  t o  p u t  it on t h e  record,  t h a t  ques t ion  i s  

considered part  of t h e  company's, o r  p a r t  of t h e  

c r i t e r i a  for e s t a b l i s h i n g  t h a t  t h e  p r i v i l e g e  e x i s t s ,  

which is why I ' m  asking it. 

BY MS. RICHARDSON: 

Q Now, I g u e s s  l e t  m e  ask you a " Y e s "  o r  " N O "  

q u e s t i o n  o n  t h a t ,  or l e t  m e  j u s t  r e p e a t  the q u e s t i o n  and 

t h e n  your  a t t o r n e y  can g ive  you wha teve r  advice h e  wants  t o  

" i n n T r .  ,. ,-n\,mr,.,  " - " P , - T " " > r - "  
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1 2  

give you and we will go from there then. 

objection and my response. 

Mr. Beatty's 

Do you know why you were asked to give a.stafement? 

MR. YOKAN: Can we go off the record for a 

moment? 

MS. RICEARDSON: You may. You may do that. 

(Brief recess). 

MR. YOKAN: - Could you read back the last question? 

(Whereupon, the question last above-referred to was read by 

the Reporter). 

MR. BEATTY: I think an answer to that "Yes" or 

"NO" would be appropriate. 

A I didn't have real knowledge of what I know. I 

mean, I read the papers and -- but I was not specifically 
explained to why by anyone, no. 

Q Okay. Did you talk about 

anybody else? 

A No. 

Q What's your present posit 

that statement to 

on? 

A I'm a maintenance administrator. 

Q And how long have you done that? 

A Approximately ten years. 

Q Has all of that time been i n  Jacksonville? 

A Correct. 

Q And what did you do  f o r  t h e  company before that? 

.. -,.-- c ^_.. c-.. . . -. --- 
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A I was a s e r v i c e  r ep  f o r  f i v e  y e a r s  be fo re  t h a t .  

Q Is t h a t  i n  sales? 

A P a r t  of your j o b  is sales. . -. ~ 

Q Okay. And what 's  t h e  o t h e r  pa r t  of a s e r v i c e  

rep's job? What else d i d  you do? 

A You t a l k  t o  t h e  customer. You are t h e  f i r s t  p o i n t  

of c o n t a c t  when t h e  customer c a l l s  t h e  bus iness  off ice  w i t h  

any problem, or question, or wanting t o  ge t  te lephone 

service. 

Q Okay. Did you ever handle  t rouble  reports when 

you were a service rep? 

A Not r e a l l y .  

Q Okay. Did you get any t r a i n i n g  i n  sales  as a 

service rep? 

A Oh, d e f i n i t e l y .  

Q Okay. When you were s e l l i n g ,  what per iod  of t i m e  

would t h a t  have been? What yea r s?  

A It would -- I'm guess ing  '78 t o  '83. 

Q Okay.  Did you con t inue  s e l l i n g  when you became a 

maintenance admin i s t r a to r?  

A No, I d i d  not.  

Q D i d  anyone a s k  you a t  any p o i n t  a s  a n  MA t o  h e l p  
- 

s e l l  s e r v i c e s  or  products  t o  customers? 

A No. t h e y  d i d  n o t .  

Q V7ere you aware of company s a l e s  programs where 

.. 1 n - 7. ,. _-.,--.I . - - - ̂ ^ - - -- - 
~ ~~ 
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p o i n t s ,  or awards, or p r i z e s  were given? 

A Y e s .  I was aware of t h a t .  Right. 

Q Okay. Did you p a r t i c i p a t e  i n  any of . t h o s e  -. - 

programs? 

A No. 

Q 

A My p e r s o n a l i t y  is such t h a t  I d o n ' t  enjoy s e l l i n g ,  

Why d id  you choose n o t  t o  participate? 

and when I no longer  had t o  do it i n  my job f u n c t i o n ,  I d i d  

n o t  choose to .  

Q 

A No, I d i d  not. 

Q Why d id  you s t o p  be ing  a service rep  then? 

A I d idn ' t  l i k e  t o  t r y  t o  se l l  t h i n g s ,  and I -- I 

D i d  you enjoy s e l l i n g  when you were a service rep? 

w a s  more i n t e r e s t e d  i n  t h e  maintenance end of it. My 

i n t e r e s t  I guess  would be t h e  reason. 

Q Okay. Did you feel  any pressure t o  meet a cer ta in  

quo ta  i n  sales? 

A I f e l t  t h a t ,  as i n  any c o r p o r a t i o n ,  i f  par t  of 

your job was s a l e s ,  t h a t ,  yes,  you were supposed t o  be 

s e l l i n g .  

Q Did you ever  g e t  counseled or spoken t o  by your 

manager about s a l e s  performance? 

2 3  A Not r e a l l y .  I was always able  t o ,  you know, meet 

2 4  my o b j e c t i v e .  I t  was somewhat d i f f e r e n t  then. I t  was more 

25  volume s a l e s  then, s o  much per o r d e r ,  s o  i f  you j u s t  worked 

I " r . T > T P  ,- r."h,mn,, n r r n r r n m - . r  

~ 
~ 
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hard you could meet your ob jec t ive .  

Q Okay. D o  you know of -- Throughout your e n t i r e  

exper ience  e i t h e r  as a s e r v i c e  rep o r  a maintenance 

admin i s t r a to r ,  do you know of any i n d i v i d u a l s  who recorded a 

sale  of a s e r v i c e  t o  a customer without  con tac t ing  t h a t  

customer? 

-. 

A I do not .  No. 

Q Have you heard of assumed sales? 

A I have heard t h a t  terminology. 

1 0  Q Okay. And what does it mean? 

11 A To me  s p e c i f i c a l l y ,  my i n t e r p r e t a t i o n  of what it 

12 means would be t h a t  you would s e l l  somebody something 
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without  specifically expla in ing  it t o  them and assume t h a t  

you had made t h e  sale t o  them. But t h a t ' s  j u s t  my 

i n t e r p r e t a t i o n .  I don ' t  have any Southern B e l l  d e f i n i t i o n .  

Q Okay. And do you know of anyone who d i d  assume 

sales? 

A Not -- I do n o t  have any knowledge of anyone who 

d i d  personal ly .  

Q Was assuming sales p a r t  of t h e  t r a i n i n g  t h a t  you 

rece ived  a s  a sa lesperson?  

A Not a t  t h e  time I w a s  a s e r v i c e  rep.  No, it w a s  
- 

n o t  - 
Q D o  you know i f  i t  w a s  p a r t  of t h e  t r a i n i n g  t h a t  

a n y  o t h e r  MAS received? 

b - a m T z -  r- Cr.Llmr>.LI = C c . n - T m - r . c .  
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A Not t o  my knowledge. 

Q Okay. Did any o t h e r  MAS or o t h e r  employees speak 

t o  you about assumed s a l e s ?  -, - 

A no. 

Q Eave you heard t h e  -- heard whether or not  boiler 

rooms were used t o  promote sales for t h e  company? 

A I d o n ' t  have any knowledge of t h a t  terminology at 

a l l .  I never heard t h a t  before .  

Q DO you know of any customers  who were s o l d  b o t h  

t h e  TIP  and t h e  Sequence 1 X  Maintenance Plan? 

A No. I don't have any knowledge of t h a t .  

Q Okay.  Do you know of any customer who has 

complained t h a t  services were added t o  t h e i r  b i l l  w i thou t  

t h e i r  knowledge? 

A I had one s p e c i f i c  customer w i t h i n  t h e  l a s t  t e n  

y e a r s  t h a t  had c a l l  wai t ing  on t h e i r  b i l l  and t h e y  were 

unaware of t h a t  feature. 

Q And what d i d  you do? 

A Removed it from t h e i r  l i n e  and g o t  an  adjustment  

on t h e i r  b i l l .  

Q Okay. When you were a -- N o ,  you d i d n ' t  do t h a t .  

Okay. - 
DO you know of any employees who won f a i r l y  major 

awards o r  p r i z e s  f o r  t h e i r  s a l e s  e f f o r t s ?  

A Not s p e c i f i c a l l y .  T h e r e  was a l a d y  i n  our o f f i c e  
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who g o t  p o i n t s  for her  sales. 

see anything i n c o r r e c t  about what s h e  was doing. 

explained it so thoroughly i f  .I were t h e  customer.--I .would 

have probably gone t o  sleep on t h e  o t h e r  end. So I don ' t  

have any knowledge of anyone doing  it improperly. 

I do know t h a t .  B u t  I d i d n ' t  

She 

Q Okay. Can you list for  m e ,  or t e l l  m e  who your 

f i r s t  leve l  manager is a t  t h i s  time? 

A 

Q Okay. And how long has M r .  Vann been your f i r s t  

My f i r s t  level  manager a t  t h i s  time is B a s i l  Vann. 

level  manager? 

A About a year. 

Q And who was it be fo re  Mr. Vann? 

A Brenda Mathis. 

Q And how long has M s .  Mathis been your -- 
A L e t ' s  see. I have worked for Brenda probably 

about f i v e  years .  

Q So from maybe ' 8 8  t o  '92? 

A Yeah. That sounds about  r i g h t .  

Q And do you know who your f i r s t  l e v e l  w a s  b e f o r e  

Ms. Mathis? 

A L e t ' s  see. Buddy Jones.  

Q And any o the r  f i r s t  l e v e l s  t h a t  you can remember - 
w h i l e  you were a maintenance a d m i n i s t r a t o r ?  

A Yeah. Tom Campbell. And I worked f o r  Dave 

Woodruff. T h a t ' s  everybody I c a n  t h i n k  o f .  

- -  - -~ ~~~ . . . .  . .~~ 
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Q Okay. And who is your p r e s e n t  second l e v e l  

manager? 

A Bruce Higgins. We j u s t  g o t  him. - 

Q Okay. Who w a s  it b e f o r e  Mr. Higgins? 

A J i m  Keels. 

Q Okay. And M r .  Keels was your manager from 

approximately what year  t o  what year? 

A It was a t  t h e  t i m e  t h a t  w e  merged, and t h a t  was 

two years ago i n  October. H e  became my second l eve l .  

Q 

A 

Q 

A 

Q 

A 

Q 

an  MA? 

A 

Q 

A 

Q 

A 

0 

is? 

So October of '91 then? 

Right. 

Okay. And who was it b e f o r e  M r .  Keels? 

Dwight McGuinnes. 

And b e f o r e  Mr. McGuinnes? 

Bob Hice. 

And any o t h e r  second level  managers whi le  you were 

Leonard Rau le r son .  That ' s  who I s t a r t e d  o u t  wi th .  

And who is your p r e s e n t  o p e r a t i o n s  manager? 

Is t h a t  Mr. Rupe? 

MS. HARTLEY: Y e s .  

DO you know who your g e n e r a l  manager is? 

(Shakes head) .  

DO YOU know who y o u r  u n i o n  office representative 

- - 
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A Shelba. That ' s  who I ca l l .  

Q Okay. All r i g h t .  Have you ever heard t h e  phrase  

~. "backing up t h e  time"? . 

A Yes, I have. 

Q A l l  r i g h t .  And what is your understanding of t h a t  

phrase? 

A Okay. My Understanding of t h a t  phrase ,  t h e r e  was 

a t i m e  be fo re  t h e  men i n  t h e  f i e l d  had computer te rmina ls  

when t h e y  would ca l l  t o  an MA and w e  inpu t  t h e  information 

from them. If a repairman c a l l e d ,  say,  on Tuesday morning 

and h e  had a c t u a l l y  r e s to red  t h e  customer's  service on 

Monday evening, t hen  you backed up t h e  time t o  when t h e  

customer's s e r v i c e  was r e s to red .  But  t h e  actual  f i n a l  

s t a t u s i n g  would be t h e  nex t  morning because t h a t ' s  when h e  

could  c a l l  and reach a human being t o  be a b l e  t o  inpu t  t h a t  

information.  

Q Okay. Have you ever  heard -- Kel l ,  let me preface 

t h i s .  A r e  you aware of a requirement t h a t  out-of-service 

r e p o r t s  be c l ea red  wi th in  2 4  hours  a t  least  95% of t h e  time? 

A Right. I know t h a t .  

Q Okay. Have you ever  heard of anyone backing up 

t h a t  c l e a r i n g  t i m e  t o  meet t h e  24-hour commitment? - 

A I personal ly  have not .  

Q Okay. Has anyone ever  asked you to do that? 

A No. Not me. 

- ~ 
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Q H a s  anyone ever  g iven  you i n s t r u c t i o n s  t h a t  you 

i n t e r p r e t e d  a s  asking you t o  do t h a t ?  

.~~ ~ .. -, A No. Not t o  m e  s p e c i f i c a l l y ,  no. . .  

Q Okay. Do you know of any o t h e r  employee who h a s  

backed up  c l e a r i n g  t i m e s  t o  meet t h e  24-hour commitment? 

A 

Q Okay. Have any o t h e r  MAS complained t o  you t h a t  

I have no personal  knowledge of t h a t ,  no. 

t h e y  have been asked t o  back up  t h e  commitment times? 

A No, not  t o  me. 

Q Have you ever heard any o t h e r  MAS d i s c u s s i n g  t h e  

fact  t h a t  a manager has  asked them t o  back u p  clearing 

times? 

A Not r ea l ly .  

Q Okay. Ms. Wichman, I ' m  going t o  show you a 

document t h a t ' s  t i t l e d  C i t i z e n s '  Third Set  of 

~ I n t e r r o g a t o r i e s ,  June 6 th ,  1991,  Item Number 1. A n  

i n t e r r o g a t o r y  i s  a w r i t t e n  ques t ion  t h a t  w e  have-mai led  t o  

t h e  company and t h e  company has  mailed u s  a w r i t t e n  answer. 

Okay? And w e  b a s i c a l l y  a s k  t h e  company t o  t e l l  us t h e  names 

of employees t h a t  had informat ion  or knowledge about 

f a l s i f y i n g  completion t i m e s  on r e p a i r  s e r v i c e  forms, and t h e  

company answered with t h e  names of some people t h a t  t hey  

s a i d  may have knowledge about t hese  ma t t e r s .  A l l  r i g h t .  

I'm going t o  l e t  you  read t h i s  document i n  a minute. 

The f i r s t  ques t ion  I w i l l  ask you i s  whether t h i s  i s  

" . I - _ . .  ~ -~ ,..-.... ~ __^^^__-I- 

~ ~~~ ~~~~ 
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And t h e  reason  t h a t  i t ' s  

fo lded  and paper c l ipped  t h e  way it is is because- the 

company has  a claim of c o n f i d e n t i a l i t y  for a l l  t h e  

informat ion  you don ' t  see. A l l  r i g h t .  W e  are p r e s e n t l y  

p r o t e s t i n g  t h a t  because w e  d o n ' t  th ink  it 's c o n f i d e n t i a l ,  

b u t  t h e  commission hasn ' t  ru l ed  on it y e t ,  so w e  are going 

t o  hold it c o n f i d e n t i a l  u n t i l  t h e  commission g e t s  through 

r u l i n g  on it. 

Okay. I th ink  w e  can go off t h e  record  now. 

MR. YOKAN: And as before ,  w e  w i l l  honor t h e  paper 

c l i p  ru l e .  W e  are going t o  step o u t  i n  t h e  h a l l  for  a 

second. 

( B r i e f  recess). 

MS. RICHARDSON: Ready t o  go back on t h e  record? 

MR. YOKAN: Sure. 

BY MS. RICHARDSON: 

Q 

A Y e s ,  it is. 

Q 

A No, I do n o t .  



t 

1 

2 

3 

4 

5 

6 

7 

a 

9 

10 

11 

12 

13 

14 

15  

16 

17 

18 

19 

2 0  

21 

22 

2 3  

2 4  

2 5  

Q Ms. Wichman, t h i s  is a l s o  par t  of C i t i z e n s ‘  Third 

Set  of I n t e r r o g a t o r i e s ,  and t h i s  one is I t e m  Number 4 ,  and 

w e  w i l l  do t h e  same th ing .  W e  w i l l  go o f f  t h e  record i n  a 

minute, and then  when w e  get  back on  t h e  record  

response t o  Item Number 4.  

(Brief recess). 

BY MS. RICHARDSON: 

Q ~ 

A 

Q 

MR. YOKAN: I have advised  my c l i e n t  t o  t a k e  t h e  

5 t h  Amendment regard ing  anyth ing  having t o  do wi th  t h a t  

code. 

Q Okay. And t h e n  because you need t o  t e s t i f y  f o r  

t h e  record,  are you t ak ing  t h e  5 t h  Amendment i n  response t o  

any ques t ion  I may ask you about t h e  PSC222 code? 

A Yes, I am. 

Q Okay. D o  you know whether or not  a customer is 

d u e  a r eba te  i f  h i s  phone is o u t  of s e r v i c e  fo r  more than 24 

hours?  

A Y e s ,  I do know. 

. . n n l ”  n -”..--.. .-----.--,. 
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Q 

A I don ' t  know a s p e c i f i c  day, t r u t h f u l l y .  I would 

And how long have you been aware of t h a t ?  

s a y  a t  least  e i g h t  y e a r s ,  b u t  I can ' t  remember ~ a . . s p e c i f i c  

d a t e  when I knew tha t .  

Q Okay. But about eight years? 

A Yeah. 

Q A l l  r i g h t .  D o  you know of any customer who has  

been denied a rebate because of improper s t a t u s i n g  or 

handl ing  of trouble reports? 

A NO, I a0 not. 

Q Has any customer ever complained t o  you t h a t  t h e y  

weren ' t  g iven  a rebate? 

A If I have t h e  customer who complains t o  me t h a t  

t h e y  have a specific problem and t h e y  are not  going t o  be 

g iven  a n  automatic  r e b a t e ,  I c a l l  t h e  bus iness  o f f i c e  and 

ge t  a r eba te  i ssued ,  and because I was a service rep I know 

t h a t ' s  what I need t o  do. 

Q Okay. And you have always done t h a t ?  

A Right. 

Q Did anybody t r a i n  you t o  do t h a t ?  

A Not r e a l l y .  

Q Okay. D o  you know i f  any o t h e r  MA who maybe h a s  
. 

n o t  i n s u r e d  t h a t  a customer g o t  a r e b a t e  when t h e y  s h o u l d  

h a v e ?  

A I a o n ' t  h a v e  a n y  p e r s o n a l  knowledge  of t h a t ,  n o .  

..I--- n --.,--.. . .,.--,.-.-..-- 
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Q A l l  r i g h t .  Do  you know what “bu i ld ing  t h e  base” 

is? 

A I have heard t h e  term, - 

Q Okay. And what does it mean? 

A Well, b u i l d i n g  t h e  base  would mean t o  make more 

t h i n g s  than  what you s t a r t e d  out  with. I would t h i n k  it 

would mean -- I don‘ t  really know. 

Q Okay. Have you heard it used i n  reference t o  

b u i l d i n g  t h e  base of out-of-service troubles t o  meet t h e  

24-hour commitment? 

A I have heard t h a t ,  r i g h t .  

Q Do you know i f  anyone has  a c t u a l l y  b u i l t  t h e  base  

i n  o rde r  t o  meet t h a t  out-of-service index? 

MR. YOKAN: I would a d v i s e  my c l i e n t  t o  envoke t h e  

5 t h  Amendment regarding t h a t  s u b j e c t  mat ter .  

Q Okay. And t h e n  you w i l l  need t o  do t h a t  f o r  t h e  

record .  

A Okay. 

MR. YOKAN: State, “I envoke t h e  5 t h . ”  

A I envoke t h e  5 th .  

MR. YOKAN: Thank you. 

BY MS. RICHARDSON: 

Q What’s a “test okay“? 

A \*!hen we receive a trouble r e p o r t  i t  has a t e s t  

r e s u l t  o n  it, and a “test okay”  is where there‘s no 

. l l r l T . . r  ^_..” ,-,. “,.^erT.-.-- 
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measurable physical t roub le  t h a t  you can see on t h e  l i n e  by 

t h a t  test resu l t .  

Q Okay. And is it -- Based on your t r a in ing  and 

experience, would it ever be proper t o  take  a "test okay" 

and c lose  it out as out  of service? 

MR. BEATlY: Objection t o  the  form of t he  

question. It c a l l s  for  speculation. 

A I ' l l  envoke t h e  5th. 

Q Okay. D o  you know of any manager who has given 

maintenance adminis t ra tors  i n s t ruc t ions  t o  improperly code 

or s t a tus  a t roub le  repor t?  

A I have no s p e c i f i c  knowledge of that .  

Q Okay. And i n  your own experience personally,  has 

any manager ever given you an in s t ruc t ion  to improperly 

s t a t u s ?  

A Not m e ,  no. 

Q Have you ever heard a manager t e l l  people, "Don't 

s t a t u s  any more out-of-services today"? 

A No 

Q D o  you know what an exclude is? 

A Yes. 

Q And what  happens  when you do a n  exc lude?  

n I would t h i n k  t h a t  it would c a u s e  t h e  reports  t o  

n o t  be coun ted  i n  any i n d i c e s .  

Q L i k e  t h e  ou t -o f - se rv ice -ove r -24  i n d e x ?  

- I I - - - - - -. - 
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1 A W e l l ,  no. That would be a d i f f e r e n t  s i t u a t i o n .  

2 Exclude is -- I can  g i v e  you an  example. 

3 Q Okay. Okay. - -. - 

4 A A customer cal ls  i n  and r e p o r t s  t h a t  he  has  a 

5 problem on l i n e  2 .  After working wi th  t h e  customer you 

6 realize t h a t  h i s  problem is r e a l l y  on l i n e  3. You would 

7 exclude t h e  r e p o r t  you received on l i n e  2 and generate it on 

8 l i n e  3. 

9 Q Okay. 

1 0  A So you ac tua l ly  do away with t h e  report, 

11 b a s i c a l l y .  

12 Q I t  j u s t  eliminates it a l t o g e t h e r ?  

13 A W e l l ,  i t ' s  st i l l  -- If you ran a h i s t o r y  of t h e  

1 4  

15 t o t a l l y  do away wi th  it. B u t  I th ink  it j u s t  throws it  out  

1 6  of a l l  ind ices .  

1 7  Q Okay. So you have t h e  c a p a b i l i t y  t h e n  t o  a c t u a l l y  

1 8  generate t h e  r e p o r t  from s c r a t c h ?  

19 A But only -- It has t o  meet c e r t a i n  c r i t e r i a  t o  be 

20  allowed t o  do t h a t .  You have t o  be a b l e  -- You have t o  

21 l eave  what they c a l l  a paper t r a i l .  For it t o  be done 

22 prope r ly  you have t o  say ,  "Wrong number repor ted ,  see..." 

23 and p u t  t h e  co r rec t  number. 

report you would see t h a t  exclude t h e r e ,  so it doesn ' t  

- 

2 4  

2 5  

0 And t h a t  shows  u p  i n  a n a r r a t i v e ?  

A Right .  
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Q On t h a t  f i r s t  r epor t ?  

A Right. 

Q D o  you use  a back d a t e  code? . ~- 

A No, because exclude, you d o n ' t  -- none of t h a t  

cr i ter ia  matters on an  exclude. You d o n ' t  show a screened 

l i n e ,  or a c l ea red  l i n e ,  or a c l o s e d  l i n e .  It 's t o t a l l y  

d i f f e r e n t  t han  t h e  procedure you would u s e  t o  handle  a 

regular t r o u b l e  report. I don ' t  know how t o  explain it t o  

you. 

On a r egu la r  trouble r e p o r t  you have s p e c i f i c  t h i n g s  

t h a t  you have t o  do. 

c l e a r e d  l i n e  and a c losed  l i n e .  On an  exc ludable  report you 

simply have t h e  f i n a l  s t a t u s  l i n e .  You excluded it and gave 

your reasons why you did. 

it. 

You have to have a screen l i n e ,  a 

You d o n ' t  have t o  u s e  codes wi th  

Q Okay. B u t  on t h e  new r e p o r t ,  t h e  one t h a t  you ' re  

g e n e r a t i n g  -- 
A Right. 

Q -- on l i n e  3, because l i n e  1 wasn ' t  t h e  r i g h t  l i n e  

_- 

A YOU have t o  back t h e  t i m e  up on  t h a t  r e p o r t  t o  t h e  

same time a s  t h e  o r i g i n a l  r e p o r t  was genera ted .  Like if 

they  repor ted  l i n e  1 a t  2 : 0 0  p.m. on F r iday ,  when you c r e a t e  

t h e  r e p o r t  on line 2 you have t o  b a c k  d a t e  it t o  2 : 0 0  p .m.  

o n  Fr iday ,  t h e  same a s  t h e  o r i g i n a l  r e p o r t .  Y O U  have t o  

...,-_" --..--.. . .-.-.-----.- - 
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meet t h e  same c r i t e r i a  on  t h e  r e p o r t  t h a t  you b u i l d  as you 

d i d  on t h e  r e p o r t  t h a t  you excluded, t h e  same commitment 

t i m e ,  t h e  same c r e a t i o n  t i m e .  - 

Q Has t h a t  always been t h e  case? 

A To my knowledge t h a t  has  always been. 

Q Okay. And do you have a BKDT, or back d a t e  code, 

on  t h i s  2 r e p o r t ,  t h i s  gene ra t ed  r epor t ?  

A Yes, you do. 

Q Okay. Have you always had t h a t  code? 

A I can ' t  remember when w e  specif ical ly  had t o  s t a r t  

p u t t i n g  t h a t  term BKDT, but  t o  my knowledge it 's always been 

t h e  c r i te r ia  t h a t  you had t o  use  t h e  same -- you had t o  

recreate t h e  second report as t h e  f i r s t  one w a s ,  j u s t  under 

t h e  proper  te lephone  number. 

Q Okay. 

A We d i d n ' t  use t h a t  terminology,  BKDT. 

Q Do you know of anyone who s y s t e m a t i c a l l y  just 

gene ra t ed  t h a t  second r e p o r t  wi thout  back da t ing  t h e  d a t e  

and t i m e ?  

A I do not .  

Q Do you know of anybody who excluded out-of-service 

r e p o r t s ?  

2 3  A No, I have n o t .  I have no knowledge  of anyone 

2 4  d o i n g  that. 

25 Q Okay. D o  you know what a '"no access"  is? 



29 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

14 

1 5  

1 6  

1 7  

1 8  

1 9  

20 

21  

22 

A It's when t h e  repairman goes t o  t h e  f i e l d  and t h e  

customer is not  home and h e  l e a v e s  t h e  card t h a t  w e  have t o  

come back. - 

Q D o  you know i f  "no access" s t o p s  t h a t  24-hour 

repair clock on a r epor t ?  

A I b e l i e v e  it does. 

Q Do you know of anyone who has  no accessed reports 

t ha t  weren' t  dispatched? 

A No. 

Q Do you know of anyone who has  no accessed 

out-of-service reports i n  o rde r  t o  keep them from going o u t  

over 24 hours? 

A Absolu te ly  not. 

Q What's the d i s p o s i t i o n  code? 

A The d i s p o s i t i o n  code is a fou r -d ig i t  code t h a t  w e  

p u t  t h a t  t r i e s  t o  e x p l a i n  what t h e  r e s o l u t i o n  of t h e  

cus tomer ' s  problem was. 

Q Okay. And wha t ' s  a cause code? 

A That is t h e  o t h e r  par t  of t h e  d i s p o s i t i o n  code. 

I t  e x p l a i n s  what causes t h a t  t o  happen. 

Q All r i g h t .  A r e  there  c e r t a i n  d i s p o s i t i o n  and 

cause  codes t h a t  would exclude a t r o u b l e  r epor t  from being 

23 counted a g a i n s t  t h e  company on t h a t  out-of-service over 

2 4  24-hour index? 

25  MR. YOKAN: I w o u l d  a d v i s e  my c l i e n t  t o  envoke t h e  

L Y n n r c  P , .nnmnrr n P C n - T n m " C  

~~ 
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5 t h  Amendment regard ing  t h a t  ques t ion .  

A And I would l i k e  t o  envoke t h e  5 t h  Amendment. 

MS. RICBARDSON: Does t h a t  apply  t o  any follow-up ' -. - 
ques t ions  t o  t h a t  one, too? 

MR. YORAN: I f  you're heading towards -- Y e s ,  it 

would. 

MS. RICHARDSON: Okay. 

BY MS. RICBARDSON: 

Q Okay. 

A I envoke t h e  5 t h  Amendment. 

Q D o  you know of anyone who has taken  out-of-service 

reports t h a t  were about t o  go over  t h a t  24-hour t i m e  frame, 

c l o s e d  them and t h e n  opened them as  employee o r i g i n a t e d  

r e p o r t s  i n  o r d e r  t o  complete t h e  repair? 

A Absolu te ly  not .  

Q Do you know of anyone who has  recorded an 

ex tens ion  of a commitment or an  appointment time wi th  t h e  

customer without c o n t a c t i n g  t h e  customer? 

1 9  MR. YOKAN: I would a d v i s e  m y  client t o  envoke the 

2 0  

2 1  A I envoke t h e  5 t h .  

22  Q D o  you know what a CON code, C-0-N, o r  

5 t h  Amendment on t h a t  ques t ion .  

23  "ca r r i edove r  no"  code is? 

2 4  A No. 

25  Q D o  you know of zriy employee who h a s  used  a n o t h e r  

h i n r , r c  r crhiqyr,v n c c n ~ ~ n m ~ c  

- 
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employee's code f o r  s t a t u s i n g  a t r o u b l e  r e p o r t ?  

A Absolutely not .  

Q Have you ever  been asked t o  do t h a t ?  . 

A No. 

Q Have you ever used anybody e lse 's  number? 

A Absolutely not .  

Q Do you know i f  anyone has eve r  used your number? 

A I hope not. No,  I have no knowledge of it. 

Q Okay. Do you know of anyone who has  f a l s i f i e d  a 

customer record? 

A No. 

Q Have you ever f i l e d  a gr ievance  with t h e  company 

based upon i n s t r u c t i o n s  t h a t  you may have rece ived  from t h e  

supervisor  t h a t  you f e l t  were improper? 

A No, I have no t .  

Q Do you know of anyone else who has? 

A No, I do not.  

Q Do you know of anyone who has  f i l e d  an  employee 

gr ievance  related t o  p r e s s u r e  from s u p e r v i s o r s ,  e i t h e r  wh i l e  

you were a s a l e spe r son  or as a maintenance admin i s t r a to r?  

A I have no pe r sona l  knowledge, no. 

MS. RICHARDSON: Okay. Ms. Wichman, I lost m y  
- 

las t  ques t ion ,  so what I'm g o i n g  to do is t o  tell you 

t h a n k  you  f o r  b e i n g  here. 

THE WITNESS: Oh, good. 

% < & r , T r ,  ,- c.r..,,-,,., ~ l r C - r T - n l r . ^  
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MS. RICHARDSON: I f  somebody jogs  my memory I may 

g e t  a chance t o  ask it before you go.  But there may 

be some questions from someone else around. th.e, tab le .  
. 

MS. WILSON: I have no quest ions .  

MS. RICHARDSON: I guess  I j u s t  have t o  leave my 

las t  question unasked. Thank you. 

(Witness excused) .  

(h-ereupon, the depos i t ion  was concluded a t  5:15 p.m.) 
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AFFIDAVIT OF DEPONENT 

- 
~ 

This is t o  c e r t i f y  t h a t  I, BARBARA C. WICHMAN, 

have read t h e  foregoing t r a n s c r i p t  of my testimony, Pages 1 

through 32, given on March 5, 1993, i n  Docket No. 910163-TL 

and Docket No. 910727-TL, and f i n d  t h e  same t o  be t r u e  and 

correct, with t h e  except ions,  and/or c o r r e c t i o n s ,  if any, as 

shown on t h e  errata s h e e t  a t t a c h e d  hereto.  

BARBARA C. WICHMAN 

Sworn t o  and subscr ibed before me  t h i s  

day of ,1993 

P r i n t  Name: 

Notary Public - S t a t e  of F l o r i d a  

My Commission Expires: 
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F L O R I D A  ) 

COUNTY OF DWAL) 

- 
CERTIFICATE OF OATH 

BARBARA C. 

duly sworn 

I ,  the undersigned authority,  c e r t i f y  t h a t  

WICHMAN personally appeared before me and was 

34  

WITNESS my hand and o f f i c i a l  s e a l  t h i s  4th day of 

June, 1993. 

PATRICIA H. VIERENGEL u 
Notary Public - State of Florida 
My Commission expires  6/36/93. 

MARIE C .  GEPJTRY & ASSOCIATES 
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35 

STATE OF FLORIDA) 

COUNTY OF DWAL ) 
CERTIFICATE OF REPORTER 

- 
I, PATRICIA H. VIERENGEL, C o u r t  Reporter, DO 

HEREBY CERTIFY t h a t  I was au thor i zed  t o  and d i d  
s t e n o g r a p h i c a l l y  r e p o r t  t h e  foregoing  d e p o s i t i o n  of BARBARA 
C. WICHMAN; 

of 32 pages,  c o n s t i t u t e s  a t r u e  record  of t h e  tes t imony 
g iven  by t h e  witness.  

employee, a t t o r n e y  or counse l  of any of t h e  par t ies ,  nor  am 
I a r e l a t i v e  o r  employee of any of t h e  parties '  a t t o r n e y  or 
counse l  connected wi th  t h e  a c t i o n ,  nor  a m  I f i n a n c i a l l y  
i n t e r e s t e d  i n  t h e  a c t i o n .  

I FURTHER CERTIFY t h a t  t h i s  t r a n s c r i p t  c o n s i s t i n g  

I FURTHER CERTIFY t h a t  I a m  n o t  a r e l a t i v e ,  

-H DATED t h i s  7 day of June, 1993. 

PATRICIA H. VIERENGEL, Cc&t' Repor te r  . 

Telephone: (904) 725-8655 

STATE OF FLORIDA) 

COUNTY OF DWAL ) 

m e  t h i s 7 T h  day of 
VIERENGEL, who is p 

My Commission Expires :  If-%+ 

M A R I E  C .  GENTRY & ASSOCTA'I'FS 
~~ _- 
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BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

I n  t h e  Matter of 
: DOCKET NO.: 910163-TL 

I n v e s t i g a t i o n  i n t o  t h e  i n t e g r i t y  : 
of SOUTBERN BELL TELEPHONE AND 
TELEGRAPH COMPANY'S repair Service: 
a c t i v i t i e s  and reports. 

I n  re: I n v e s t i g a t i o n  i n t o  
______________-_-___-----__-------. 
SOUTHERN BELL TELEPBONE AND : DOCKET NO.: 910727-TL 
TELEGRAPB COMPANY'S compliance 
w i t h  Rule 25-4.110(2), F.A.C., : FILED: 04/28/93 
Rebates . 

DEPOSITION OF: DERRALL R. WILCOX 

TAKEN AT TEE INSTANCE OF: The S t a f f  of t he  F l o r i d a  
P u b l i c  S e r v i c e  Commission 

PLACE : 

TIME: 

Southern B e l l  Offices 
3100 Emerson S t r e e t  
J a c k s o n v i l l e ,  F l o r i d a  
F i r s t  F loo r  Conference Room 

Commenced a t  8:20 a.m. 
Concluded a t  9:45 a.m. 

DATE: 6 May, 1993 

REPORTED BY: P a t r i c i a  H. Vierengel  
Court  Reporter  

ORIGINAL 

MARIE C. GENTRY f, ASSOCIATES 
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A P P E A R A N C E S  

J. SUE RICRARDSON, ESQUIRE 
Office of P u b l i c  Counsel 
c/o The F l o r i d a  L e g i s l a t u r e  
111 W. Madison Street 
Room 812 
Tal lahassee,  F l o r i d a  32399-1400 

JEAN 

CARL 

R. WILSON, ESQUIRE 
Divis ion of Legal S e r v i c e s  
F lo r ida  P u b l i c  Se rv ice  Commission 
1 0 1  East Gaines Street 
Tal lahassee ,  F l o r i d a  32399-0863 

Telephone: (904) 487-2740 

S. VINSON, JR .  
Sr. Management Analyst  
Bureau of Regulatory Review 
F lo r ida  P u b l i c  Se rv ice  Commission 
Divis ion  of Research and Regulatory Review 
101  East Gaines S t r e e t  
Tal lahassee,  F l o r i d a  32399-0872 

Telephone: (904) 487-0509 

WALTER BAER 
Management Analyst  
Bureau of Regulatory Review 
F lo r ida  Pub l i c  S e r v i c e  Commission 
Div is ion  of Research and Regulatory Review 
101 East Gaines S t r e e t  
Ta l lahassee ,  F l o r i d a  32399-0872 

STAN L. GREER 
Engineer 
Bureau of Networks and Engineering S t u d i e s  
Divis ion of Communications 
F lo r ida  Publ ic  Se rv ice  Commission 
1 0 1  East Gaines S t r e e t  
Ta l lahassee ,  F lo r ida  32399-0866 

Telephone: (904)  488-1280 

(Continued) 

MARIE C. GENTRY L ASSOCIATES 

~~ 



3 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

14 

15 

1 6  

1 7  

18 

1 9  

20 

2 1  

22 

23 

2 4  

2 5  

A P P E A R A N C E S (Continued) 

ROBERT G. BEATTY, ESQUIRE 
General Attorney 
BellSouth Telecommunications, Inc .  
Museum Tower Building 
S u i t e  1918 
150 West F l a g l e r  S t r e e t  
M i a m i ,  F l o r i d a  33130 

- 

Telephone: ( (904) 530-5561 

NANCY B. WHITE, ESQUIRE 
General Attorney 
BellSouth Telecommunications, Inc. 
675 West Peacht ree  Street 
S u i t e  4300 
At lan ta ,  Georgia 30375-0001 

Telephone: (404) 529-5387 

SHELBA HARTLEY 
2nd Execu t ive  Vice-president  
Communications Local 3106 
4076 Union Hall P l a c e  
Jacksonv i l l e ,  F l o r i d a  32205 

Telephone: (904) 350-8372 

MICHAEL YOKAN, ESQUIRE 
of t h e  l a w  f i r m  of 
Kattman & Eshelman, P.A. 
1920 San Marco Boulevard 
Jacksonv i l l e ,  F l o r i d a  

Telephone: ( 9 0 4 )  398-1229 

MARIE C .  GENTRY & A S S O C I A T E S  
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E R R A T A  S H E E T  

DOCKET NOS.: 9 1 0 1 6 3 - T L  and 9 1 0 7 2 7 - T L  

NAME: DARRALL R .  WILCOX 

DATE: May 6, 1 9 9 3  

Page L i n e  
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S T I P U L A T I O N  

IT IS STIPULATED t h a t  t h i s  d e p o s i t i o n  w a s  t a k e n  

pu r suan t  t o  n o t i c e  i n  accordance wi th  t h e  applicable Florida 

Rules  of C i v i l  Procedure; t h a t  o b j e c t i o n s ,  except as t o  t h e  

form of t h e  ques t ion ,  are reserved u n t i l  hear ing  i n  t h i s  

cause; and t h a t  reading and s ign ing  was n o t  waived. 

IT IS ALSO STIPULATH) t h a t  any off- the-record 

conve r sa t ions  are wi th  t h e  consent  of t h e  deponent. 
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DERRALL R. WILCOX, 

appeared as a w i t n e s s  and, af ter  being d u l y  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as fol lows:  

. -  EXAMINATION 

BY MS. RICHARDSON: 

Q Okay. And, MS. Wilcox, would you please s t a t e  

your name and t h e n  spe l l  it for  t h e  Court Reporter? 

A F i r s t  name is Derrall,  D-E-R-R-A-L-L, Reynolds, 

R-E-Y-N-0-L-D-S, Wilcox, W-I-L-C-0-X. 

Q Okay. And your addres s ,  please? 

A 3100 Emerson S t r e e t .  

Q Jacksonvi l le?  

A Jacksonvi l le ,  F lo r ida .  

Q 2 IP? 

A 

Q And your phone number? 

I ' m  not -- I d o n ' t  know t h e  ZIP. I ' m  sorry. 

A 393-9505. 

Q 

A Yes. 

And are you r ep resen ted  by an a t t o r n e y  h e r e  today? 

MS. RICHARDSON: And I ' l l  ask him t o  p u t  h i s  

appearance on t h e  record.  

MR. YOKAN: Michael Yokan, of t h e  law f i r m  of 

Rattman & Eshelman, P.A.  i n  J a c k s o n v i l l e ,  F lo r ida .  

BY MS. RICHARDSON: 

Q All r i g h t .  And a r e  you represented  by  a union 

PIARIE C.  GENTRY & ASSOCIATES 
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r ep resen ta t ive?  

A Y e s .  

MS. RICHARDSON: I would r eques t  her  t o  p u t  her  , 

- .  - 
appearance on t h e  record.  

MS. HARTLEX: Shelba Har t ley ,  4076 Union H a l l  

P lace ,  J acksonv i l l e ,  F l o r i d a ,  32205; (904)  384-2222, 

Communication Workers of America, Local 3106, 

Executive Vice-president.  

BY MS. RICHARDSON: 

Q Okay. And have you t a l k e d  t o  anybody about your 

d e p o s i t i o n  h e r e  today o t h e r  t h a n  your a t to rney ,  o r  a t t o r n e y  

for  Southern B e l l ?  

A N o .  

Q Okay. H a s  anyone advised  you t h a t  you would not  

be d i s c i p l i n e d  for any answer you might give h e r e  today? 

A Y e s .  

Q And has  anyone advised you about t h e  p o s s i b l e  

c r i m i n a l  p e n a l t i e s  t h a t  might app ly  i f  you p e r j u r  your 

tes t imony her  e today? 

A Y e s .  

Q Okay. Have you ever g iven  a s ta tement  t o  a 

Southern B e l l  i n v e s t i g a t o r  or a t to rney?  

A Yes. ~ 

Q And when was t h i s ?  

A I can't t e l l  you when. I t  was when I was i n  

MARIE C. GENTRY & ASSOCIATES 
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M i a m i ,  but  I don ' t  remember e x a c t l y  when it was. 

Q A year  ago, two y e a r s  ago? 

A Better than two y e a r s  ago, I th ink .  

Q And t h i s  was i n  M i a m i  you s a i d ?  
. -, - 

A Y e s .  

Q A l l  r i gh t .  D o  you know who was i n  t h e  room wi th  

you when you gave t h a t  s ta tement?  

A I don ' t  remember. 

Q D o  you remember t h e i r  posi t ions? 

A I th ink  it was company a t t o r n e y s  and -- I ' m  not  

r e a l l y  sure .  I don ' t  remember. 

Q Was your supervisor t h e r e ?  

A No. 

Q Was a union representative t h e r e ?  

A No. 

Q Okay. 

A No, it wasn ' t .  

Q Who asked you t o  go g i v e  t h e  statement? 

A W e l l ,  we received l e t t e r s  t h a t  w e  were supposed t o  

go down; le t ters ,  and w e  were t o l d  -- you know, w e  were t o l d  

t h a t  w e  had appointments t o  go down -- I th ink  it was on 

Southwest 100th Avenue -- with  t h e  company. W e  were t a k e n  

over t h e r e  i n  a company c a r ,  on work t i m e ,  and had t o  g i v e  

s ta tements .  That was one of t h e  t imes.  I t h i n k  i t  was two  

t imes.  Once or twice. Two, maybe t h r e e  t i m e s .  I ' m  no t  

MARIE C.  GENTRY & ASSOCIATES 
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e x a c t l y  s u r e  how many t i m e s .  

Q So you gave more t h a n  one s ta tement? 

A I th ink  so. 
~. . . -,.:-- 

Q Was it wi th in  t h e  same gene ra l  time frame, wi th in  

l i k e  a w e e k  of each o the r?  

A No. No. 

Q How f a r  apart were these?  

A It could very p o s s i b l y  have been maybe wi th in  

anywhere from n ine  months t o  maybe a y e a r r  s i x  months. 

n o t  sure, because a t  t h e  time I real ly  d i d n ' t  t a k e  it as 

s e r i o u s l y  I guess as I a m  nowr s o  t h a t ' s  why it r e a l l y  

w a s n ' t  anyth ing  t h a t  I r e a l l y  thought  about. P l u s  I have 

had a l o t  of changes and t h i n g s  i n  my l i f e  w i t h i n  t h a t  time 

p e r i o d ,  so t h a t  was j u s t  really thrown ou t  of my mind, 

r e a l l y .  

I ' m  

Q Okay. Do  you remember if it w a s  t h e  same people 

t h a t  you spoke t o  on each of t h e s e  occasions? 

A No, i t  wasn ' t  t h e  same people  each time. 

Q Okay.  L e t ' s  t ake ,  i f  you can th ink  back t o  t h e  

v e r y  f i r s t  s t a t emen t  you gave. 

A O k a y .  

Q And is t h a t  t h e  s t a t emen t  t h a t  you received t h e  

l e t t e r  t e l l i n g  you you would go and  g i v e  a s ta tement  t o  

someone? 

A I d o n ' t  remember, because I ' m  not s u r e  e x a c t l y  how 

MARIE C .  GENTRY & A S S O C I A T E S  
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w e  were n o t i f i e d .  W e  were n o t i f i e d  w e  were -- t h e  times 

t h a t  w e  a l l  went I w a s  on company t i m e  and I went from maybe 

one o f f i c e  -- w e l l ,  even -- it w a s  never i n  t h e  same office.. 

W e  went t o  I th ink  two d i f f e r e n t  p l aces ,  d i f f e r e n t  t imes.  

You know. J u s t  more l i k e  -- Rea l ly ,  it w a s  -- I w a s  under 

t h e  impression it was j u s t  l i k e  an  interview. 

even -- it was a s t a t emen t ,  b u t  it wasn't t a k e n  s e r i o u s l y  a t  

t h e  time, by me  a t  t h e  t i m e ,  so, t h e r e f o r e ,  I d i d n ' t  r e a l l y  

t a k e  an interest. I j u s t  simply s a i d  what I had t o  s a y  and 

t h a t  was it. 

It wasn't  

Q W e l l ,  d i d  somebody m a k e  a recording of t h i s ,  or a 

cour t  reporter present? 

A I don't t h i n k  so. 

Q You don ' t  t h i n k  so? 

A I th ink  it w a s  handwr i t t en ,  r e a l l y .  

Q 

A Y e s .  

Q A l l  r i g h t .  And t h e n  on t h e  second one, t h e  second 

time you had t o  g i v e  a s t a t e m e n t ,  how were you t o l d  t h a t  you 

needed? 

B u t  t h e r e  was an a t t o r n e y  a t  t h a t  one you th ink?  

A W e l l ,  t h e  second t i m e  when I had t o  g i v e  a 

s ta tement  I know it was a t  a t i m e  when I was going through a 

very d i f f i c u l t  t i m e  wi th  my son ,  and, t h e r e f o r e ,  it r e a l l y  

-- I don ' t  even remember -- I remember where I w e n t ,  and I 

remember I had t o  s t a y  l i k e  two h o u r s  over t h e  t i m e  I was 

MARIE C .  GENTRY & ASSOCIATES 



1 2  

1 

2 

3 

4 

5 

6 

7 

a 

9 

18 

11 

1 2  

13 

14 

15 

16  

1 7  

i a  

1 9  

20 

21 

22 

23 

2 4  

2 5  

supposed t o  g e t  off from work, and I was very u p s e t  because 

I had a l o t  of t h i n g s  I needed t o  do, and I d i d n ' t  r e a l l y  

want t o  be bothered. I r e a l l y  d i d n ' t  even want t o  go, b u t ,  

you know, w e  had t o  go, and so t h a t  was it. 
_ -  

Q And was t h e r e  an attorney i n  t h e  room then? 

A Possibly.  I th ink  so. 

Q You don ' t  know? 

A I ' m  not sure .  A s  I s a y ,  a t  t h a t  time I was -- I 

wasn ' t  even -- I don ' t  even remember h a l f  of t h e  t h i n g s  I 

s a i d  because my mind was on a m i l l i o n  o t h e r  t h i n g s  e l sewhere  

a t  t h e  time. 

Q Okay. 

A I w a s  going through a v e r y  bad t i m e  and i t  wasn't  

-- Southern B e l l ,  and what w a s  go ing  on then ,  was secondary,  

very secondary. 

Q And w a s  t h e r e  another  occasion when you gave a 

statement bes ides  t h o s e  t w o  times? 

A I don ' t  t h ink  so. 

Q You don ' t  t h i n k  so? 

A No. 

Q On e i t h e r  o f  t h e s e  two occas ions  d id  anyone t e l l  

you why you were going down t h e r e  t o  g i v e  a s ta tement?  

A W e l l ,  yes ,  I knew why, because -- 

MR. BEATTY: P l e a s e  d o n ' t .  A t  t h i s  p o i n t ,  based 

upon t h e  f a c t  t h a t  h e r  f u r t h e r  comments ace  g o i n g  t o  
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r e s u l t  i n  a d i s c l o s u r e  of t h e  subs tance  of t h e  

in te rv iew,  which is p r i v i l e g e d ,  both of which 

p r i v i l e g e d  and c o n f i d e n t i a l ,  s u b j e c t  to t h e  

a t t o r n e y / c l i e n t  p r i v i l e g e  and t h e  a t t o r n e y h o r k  product 

d o c t r i n e ,  I would o b j e c t .  And wi th  t h e  indulgence of 

h e r  counsel  I ' m  i n s t r u c t i n g  t h e  w i t n e s s  n o t  t o  f u r t h e r  

respond a t  t h i s  po in t .  

MS. RICHARDSON: Okay. And t h e  purpose of t h e  

ques t ion  is t o  g e t  information t h a t  would assist our 

op in ion  t h a t  t h i s  is n o t  a p r i v i l e g e d  statement i n  

terms of t h e  company must demonstrate  t h e  purpose for  

t h e  statement. And t h a t  the  wi tness  -- 
MR. BEATTY: The company has no o b l i g a t i o n  on t h i s  

record  t o  demonstrate  anyth ing  except  -- 
MS. RICHARDSON: -- and t h a t  t h e  w i t n e s s  was aware 

of why s h e  was g i v i n g  a s ta tement .  

MR. BEATTY: To t h e  e x t e n t  t h a t  t h e  w i t n e s s  was 

aware by v i r t u e  of what s h e  was t o l d  dur ing  t h e  course  

of t h e  statement, or a t  any p o i n t  i n  t i m e  by a t t o r n i e s  

o r  pe r sons  working on beha l f  of t h e  a t t o r n e y ,  t h a t  

p o r t i o n  of t h e  s t a t emen t  i s  -- would be p r i v i l e g e d  a s  

w e l l .  So, t h e r e f o r e ,  w e  aga in ,  w i t h  t h e  indulgence of 

counse l ,  reques t  t h a t  t h e  wi tnes s  not  respond to t h a t  

ques t  ion.  

MR. YOKAN: Can w e  g e t  t h e  question read b a c k ,  or 

MARIE C.  GENTRY & ASSOCIATES 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

2 3  

2 4  

25 

r e s t a t e  it? 

BY MS. RICRARDSON: 

Q Did anyone t e l l  you why you were going t o  be 
- 

g i v i n g  a s ta tement? 

M F L  BEATTY: And she's responded t o  t h a t  p a r t  

a l ready.  

MS. WILSON: She has? 

MR. BEATTY: Y e s .  

BY MS. RICHARDSON: 

Q All r i g h t .  Then what was t h e  purpose? 

MS. WILSON: No, she hasn ' t .  

Q -- of your g iv ing  a statement? 

MR. BEATTY: Now it is t h a t  part  t h a t  I o b j e c t  t o .  

The ques t ion ,  "Did anyone a s k  you" -- "Did anyone 

i n s t r u c t  you as t o  why you were going t o  g i v e  a 

statement," t o  which an answer might be e i t h e r  " Y e s "  

O K  "NO", o r ,  "I d o n ' t  know," is n o t  ob jec t ionab le .  It 

is t h e  second ques t ion  t h a t  I t h i n k  is ob jec t ionab le .  

MR. YORAN: D o  I understand what you ' r e  asking is 

when they  came t o  her  and s a i d ,  " W e  want you t o  g i v e  a 

s ta tement , "  you ' r e  ask ing  h e r ,  "DO you have any i d e a  

of why they  came and asked you t h a t " ?  Not based on 

what s h e  was t o l d ,  b u t  based on what her  thoughts  

were? 

MS. RICHARDSON: A l l  r i g h t .  T h a t ' s  a aood 

MARIE C. GENTRY & A S S O C I A T E S  

~~ 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

2 4  

2 5  

question and I'll go with that question. And then I 

would like to also know what she was told as to the 

purpose of giving the statement. 
. ~- 

MS. WILSON: What M r .  Reatty is saying, you can 

ask her the question, "Were you given any instruction 

with regard to why your statement was being taken" -- 
MR. BEATTY: "Yes" or "NO." 

THE WITNESS: Yes. 

MFt.  BEATTY: And by whom were you given the 

instructions? 

THE WITNESS: What are you asking me? Who told me 

that I was supposed to go? 

MR. BEATTY: Yes. 

TEE WITNESS: My supervisor at one time I know 

said that YOU have to go down to -- at this date and 
this time to here to give a statement. 

MS. WILSON: Was that the extent of your 

instructions? 

THE WITNESS: Yes. 

BY MS. RICHARDSON: 

Q Okay. Did you talk to anybody about your 

statement after you gave it? 

A N o .  

Q Either of  the two statements you gave you didn't 

tell anybody about what you had said? 
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A No.  You know, w e  were i n s t r u c t e d  it was 

p r i v i l e g e d  -- you know, w e  weren ' t  supposed t o  d i s c u s s  it. 

You know, it wasn't something t o  go o u t  and j u s t  d i s c u s s  

- _ -  
with someone. 

Q Okay. What's your present p o s i t i o n  wi th  t h e  

company? 

A Maintenance a d m i n i s t r a t o r .  

Q 

A From t h e  conception of t h e  t i t l e  I would imagine. 

Ana how long have you he ld  t h a t  posi t ion? 

I ' m  no t  e x a c t l y  s u r e  when t h e  t i t l e  was i n  -- p u t  i n t o  t h e  

system. It was -- It was a d i f f e r e n t  t i t l e  be fo re ,  and t h e n  

t h e y  j u s t  changed it, and I'm not sure e x a c t l y  when. 

Q Ear ly  '80.5, mid '80s? 

A Early '80s. I t h i n k  e a r l y  t o  mid '80s. 

Q What were you b e f o r e  you became an MA? 

A Repair Se rv ice  Evaluator. 

Q Repair -- 

A Repair Serv ice  Evaluator .  

Q And how long d i d  you hold t h a t  pos i t i on?  

A From t h e  i n c e p t i o n  of t h a t  t i t l e .  

Q And t h a t  would be approximately -- 

A The beginning of t h e  '80s ,  I th ink .  About '80, 

1980 ,  mid '80, '81. 

Q HOW long have you been with t h e  company 

a l t o g e t h e r ?  
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A 2 4  y e a r s  and some months. 

Q Okay. And what w a s  your f i r s t  p o s i t i o n  wi th  t h e  

company? 
- . 

A Direc tory  Ass is tance  Operator.  

Q Okay. When you were a Repair Service Evalua tor  

which IMC were you working in?  

A Metro. M i a m i  Metro Maintenance Center on 20th 

Street. 

Q And how long were you i n  t h e  M i a m i  Metro? From 

1980 t o  about? 

A Maybe '82 or '83. 

Q A l l  r i g h t .  And where d i d  you go af ter  you l e f t  

M i a m i  Metro? 

A North M i a m i  Maintenance Center. 

Q And how long from '83 to about  when were you i n  

North Miami? 

A U n t i l  t h e  office was closed.  I th ink  it w a s  i n  

1990 -- 199- -- '89 or '98. I ' m  no t  sure.  E i t h e r  l a t e  i n  

'89 or e a r l y  '90. I ' m  no t  s u r e  exactly. 

Q Okay. And from t h e  M i a m i  Metro MC when it c l o s e d  

where d i d  you go? 

A Coral Gables Maintenance Center.  

Q So you were i n  Gables fram somewhere ' 89 ,  '90  t o  

when? 

A ' 9 0 .  March of ' 9 1  -- N o .  March of ' 9 2 .  I'm 
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s o r r y  . 
Q Okay. And then  i n  1992 you came t o  J a c k s o n v i l l e ?  

A Jacksonvi l le .  Y e s .  

Q A l l  r i g h t .  W a s  your move t o  J a c k s o n v i l l e  pe r sona l  

or was it company r e l a t e d ?  

A Personal.  

Q Okay. Is a R e p a i r  Se rv ice  Evalua tor  p r e t t y  much 

t h e  same p o s i t i o n  as a maintenance admin i s t r a to r?  

A Yes, it is. 

Q A l l  r i g h t .  What do you do as an MA? 

A When t h e  customer ca l l s  r e p a i r ,  t h e  repair c lerk 

takes t h e  t r o u b l e  report and sends  it t o  t h e  maintenance 

center. The t roub le ,  I ge t  t h e  trouble report e v a l u a t e d ,  

see if t h e r e ' s  anything t h a t  I can  do t o  repair it, or i f  I 

have t o  send it ou t  t o  ano the r  repairman, repair it or send 

it t o  t h e  c e n t r a l  office, or whatever. 

Q Okay. And do you a l s o  c l e a r  and c l o s e  t h e  r e p o r t ?  

A I f  I can, yes. 

Q A l l  r i g h t .  D o  you ever  c l e a r  and c l o s e  reports 

for an o u t s i d e  technic ian?  

A Y e s .  

Q A l l  r i g h t .  Is t h a t  -- H a s  t h a t  always been t h e  

c a s e  t h a t  you do t h a t ?  . 

A Y e s .  

Q A l l  r i g h t .  A n d  do you still do t h a t  s i n c e  t h e  STs 
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have t h e i r  CAT te rmina ls  now? 

A w e l l ,  i f  they have a problem wi th  them, or some 

t h a t  d o n ' t  have them, yes, w e  do. 

Q Okay. And when you say you r e p a i r  them y o u r s e l f ,  

how do you manage t o  do t h a t  wi th  j u s t  your computer screen? 

A W e l l ,  depending upon what t h e  customer is  

repor t ing .  

t one  i s n ' t  working and I check t h e  computer and I see t h a t  

it might no t  be on t h e  l ine ,  or it might be reve r sed  or 

something, t h e n  I e i t h e r  have t h e  touch tone  p u t  on t h e  

l i n e ,  or c a l l  t h e  central  office and have it reversed  or 

t a k e n  care o f t  and, t he re fo re ,  I can clear it myself wi thout  

d i s p a t c h i n g  a repairman out t o  do it. 

If they are r epor t ing  simply t h a t  t h e i r  touch 

Q Okay. Who is your f i r s t  l e v e l  manager r i g h t  now? 

A B a s i l  Vann. 

Q And how long has  Mr. Vann been your f i r s t  l e v e l  

manager? 

A S ince  Apr i l  of '92.  

Q A l l  r i g h t .  And who was it b e f o r e  Mr. Vann, or was 

h e  t h e  f i r s t  manager t h a t  you had? 

A Here i n  J acksonv i l l e ,  t h e  f i r s t  one, yes.  

Q A l l  r i g h t .  And who is your second l e v e l  i n  

J a c k s o n v i l l e ?  

A Now? Mr. Fruce Higgins,  abou t  a month aao. Wot 

q u i t e  a month. 
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Q A l l  r i g h t .  And who was it b e f o r e  M K .  Higgins? 

A J i m  Keels. 

Q Did you have any o t h e r  second l e v e l  managers 

- 
befo re  Mr. Keels here  i n  Jacksonvi l le?  

A Here i n  Jacksonvi l le ,  no. 

Q Do you know who your o p e r a t i o n  manager is here?  

A That ' s  Mr. Rupe,  I th ink .  

Q And then  I would l i k e  t o  t a k e  you back -- Well, 

l e t ' s  s t a r t  with Coral G a b l e s .  D o  you remember your f i r s t  

l e v e l  manager i n  Coral Gables? 

A 

Q 

A 

Q 

A 

Q 

A 

t h a t .  

Q 

A 

Q 

Gab 1 e s? 

A 

Q 

A 

Jenetta Davis. She was one of them. 

A l l  r i g h t .  And who else d i d  you have? 

Well, during t h a t  t i m e  pe r iod ,  Jessie Dyer. 

And t h a t ' s  D- -- 
-Y-E-I -- I ' m  n o t  s u r e  how s h e  spells it. 

D-Y-E-R sound about -- 
I th ink  something l i k e  t h a t .  Y e s ,  something l i k e  

Do you remember anyone else? 

No. F i r s t  l e v e l  supe rv i so r s ,  no. 

A l l  r i g h t .  What about second l e v e l s  i n  Coral  

Rick Hagen I think is his-name. 

And do you know how t o  s p e l l  Hagen? 

H-A-G-E-N, I t h i n k .  I ' m  n o t  s u r e .  
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Q H-A-G-E-N, you th ink?  

A Y e s ,  I th ink  so. 

Q D i d  you have any other second l eav ing  managers i n  
. -. - 

Coral Gables? 

A W e l l ,  when w e  f i r s t  got t h e r e  t h e r e  w a s  one t h a t  

w a s  l eav ing ,  bu t  I don ' t  remember h i s  name. 

Q Okay. D i d  you know who your o p e r a t i o n s  manager 

w a s  i n  Coral Gables? 

A No, because w e  j u s t  had a new one coming i n  and I 

I d i d n ' t  get  a chance t o  meet him d o n ' t  remember h i s  name. 

b e f o r e  I l e f t .  

Q A l l  r i g h t .  And I b e l i e v e  you s a i d  you were i n  

North M i a m i  '83 t o  '89, approximately? 

A Y e s .  

Q Can.you t e l l  m e  who your f i r s t  levels  were i n  

n o r t h  M i a m i ?  

A I can  maybe t e l l  you -- I can remember a couple  of 

names. J e n e t t a  Davis. That  was t h e  l a s t  one. John CiuS, 

c-I-u-s. 

Q Okay. 

A Sy lv ia  Lom-Ajam.. 

Q And t h a t ' s  L-0-M hyphen A-J-A-M? 

A I t h i n k  something l i k e  -A-M. 

Q A-M? 

A S y l v i a  Mosley. O f f  t h e  t o p  I t h i n k  that's right. 
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Q Okay. What about second l e v e l s  t h a t  YOU can  

remember i n  nor th  M i a m i ?  

A Ronald B r e n t r  B-R-E-N-T. 

Q 

A Y e s .  H e  was t h e  o n l y  one. 

Q Oh, he was t h e  o n l y  one? 

A Y e s .  

Q That ' s  s i x  years .  So h e  was -- Okay. Do you 

IS he  t h e  only  one t h a t  you can r e c a l l ?  

remember an o p e r a t i o n s  manager i n  north M i a m i ?  

A I had a few. 

Q Okay. D o  you know who they  were? 

A John Benedict. Nor n o t  r e a l l y .  I know a M r .  

Griecor b u t  I don ' t  remember h i s  f i r s t  name. 

Q G-R-I-E-C-O? 

A I th ink  so. I ' m  no t  sure .  I know t h e r e  was 

a n o t h e r  one but  I ' m  not  s u r e  of h i s  name now. 

Q A l l  r i g h t .  And t h e n  I b e l i e v e  you a l s o  s a i d  t h a t  

you were i n  M i a m i  Metro i n  t h e  ve ry  e a r l y  ' 8 0 s .  Do you 

remember any of your f i r s t  l e v e l  managers from t h a t  pe r iod  

of t i m e ?  

A Richard B i r d .  

Q And is t h a t  B-Y-R-D o r  B-I-R-D? 

A B-I-R-D. - 

Q A l l  right. 

A M i k e  McHale. 
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Q M-C-H-A-L-E? 

A Um-ha. (Aff i rmat ive  Response). I c a n ' t  remember 

any o t h e r s .  I ' m  no t  su re .  

Q 

Metro? 

Do you r e c a l l  any second l e v e l  managers from Miami 

A Ray Cosgrove. 

Q A l l  r i g h t .  

A Juan Soto. 

Q Juan -- 
A so to .  

Q S-0-T-O? 

A Um-ha. (Affirmative Response). 

Q D o  you happen t o  recall an  o p e r a t i o n s  manager from 

t h a t  per iod?  

A Not really. I vaguely remember, bu t  I c a n ' t  

remember t h e  name, no. I can' t  remember a name. Vaguely I 

remember t h e  person, b u t  I don ' t  remember h i s  name r i g h t  off  

t h e  bat  r i g h t  now. No. 

Q Okay. Do you remember any of your union 

r e p r e s e n t a t i v e s  from your t i m e  i n  M i a m i ?  

A I remember a s  fa r  as -- Bob K r u c k l e s .  

Q Okay. Can you h e l p  m e  w i t h  t h e  s p e l l i n g  of h i s  

l a s t  name? - 

A Kcruckels, K-R-U-C- -- 

MS. HEARTLEY: K-R-U-C-K-L-E-S. 

M A R I E  C .  GENTRY & ASSOCIATES 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

1 5  

1 6  

17 

1 8  

1 9  

20 

2 1  

22 

23 

2 4  

25  

A -K-L-E-S. Okay. I wasn ' t  sure. John Sainz.  

Q And t h a t ' s  S-A-I-N-Z? 

A Um-ha. (Aff i rmat ive  Response) . 
A No, I ' m  sor ry .  I remember Bob because he's 

p r e s i d e n t  and w e  have been together for q u i t e  a while .  John 

and I worked toge the r  on a l o t  of th ings ,  bu t  r i g h t  now, no. 

Q Okay. Do you remember any -- or do you now 

p r e s e n t l y  who your union representative i s ?  

A Y e s .  Shelba. 

Q 

A Yes. 

Q Okay. Have you hea rd  t h e  phrase "backing up t h e  

Shelba is  your union r ep resen ta t ive?  

t i m e " ?  

A Y e s ,  I have heard it. 

Q And what 's  your understanding 

A What -- D o  I understand what 

Q What do you t h i n k  it means? 

of t h a t  phrase? 

t means? 

MR. YORAN: I have advised  my c l i e n t  t o  take  t h e  

5 t h  Amendment regard ing  t h e  whole l i n e  of ques t ion ing  

concerning backing up. 

MS. RICHARDSON: Okay. 

Q Can you t e l l  m e  what a cause code is? 

A A cause  code is if you c d l  i n  and says  you c a n ' t  

be c a l l e d  and t h a t  w e  have -- N o .  A cause code. The reason 

f o r  t h e  problem f o r  a r e p o r t  of  t r o u b l e  or whatever. Like 
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The cause would be unknown. I don ' t  understan&;- I d o n ' t  

know why it happened, so I have t o  put  unknown. 

MR. YOKAN: Can w e  go o f f  t h e  record  for one 

moment? I ' l l  be r i g h t  back. 

MS. RICHARDSON: Yes. Cer t a in ly .  

(Brief recess). 

MS. RICHARDSON: Mr. Yokan, d i d  you wan t  t o  make  

a statement? 

MR. YOKAN: I ' m  not  q u i t e  sure  where w e  l e f t  off 

here.  

MS. RICHARDSON: She was expla in ing  t h e  d e f i n i t i o n  

of a cause code, and t h a t  was where we l e f t  off .  

MS. HARTLEY: She can expla in .  

MR. YORAN: I t h i n k  I ' m  comfortable  with h e r  

expla in ing  what h e r  understanding of what a cause 

code is. 

MS. RICHARDSON: Tha t ' s  was t h e  l as t  q u e s t i o n ,  and 

t h a t  is what she  w a s  doing when you asked t o  go o f f  t h e  

record.  

MR. YOKAN: Okay, - 

MS. RICHARDSON: Okay. I need t o  go back and  

c l e a n  up one poin t .  
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BY MS. RICHARDSON: 

Q Your a t t o r n e y  s a i d  t h e  h e  was adv i s ing  you t o  p lead  

t h e  5 t h  on anything having t o  do w i t h  backing u p  times, but  

s i n c e  he  c a n ' t  t e s t i f y  f o r  you I need you t o  make a 

statement t h a t  you ' r e  t a k i n g  t h e  5 t h  on any q u e s t i o n s  I 

might a s k  with regard  t o  backing up times. 

A Okay. I ' m  t a k i n g  t h e  5 t h .  

Q Okay. I n  terms of t h e n  a cause code, i f  I can,  

. -  

s i n c e  we have had a break I would l i k e  t o  go back. You were 

t e l l i n g  m e  t h a t  a cause code would be an i n d i c a t i o n  of what 

went wrong with t h e  problem; is t h a t  c o r r e c t ?  

A Right. Yeah, what caused -- What caused t h e  

problem, yes. 

Q Okay. If a t r o u b l e  is o u t  of service for  over 24 

hours  is t h e r e  some requi rement  by t h e  company t h a t  a 

customer receive a rebate? 

A Right. As fa r  as -- From my understanding,  it 

au tomat i ca l ly  -- when t h e  r e p o r t  is given t h e  time is 

a u t o m a t i c a l l y  set i n ,  and over 24 hours it a u t o m a t i c a l l y  

downloads t o  t h e  b u s i n e s s  o f f i c e .  B u t  t h e r e  a r e  times when 

they  w i l l  c a l l  u s ,  a customer s a y s  they were out  of s e r v i c e  

22 from t h i s  d a t e  t o  t h i s ,  and they  w i l l  c a l l  i n t o  t h e  

2 3  maintenance c e n t e r  and a s k .  You know, g e t  m e ,  or  whatever,  

2 4  and say ,  "Well, t h i s  customer s a y s  ...." And I p u l l  u p  t h e  

2 5  records  and say ,  "Okay. Yeah. They c a l l e d  t h e  r e p o r t  i n  
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t h i s  d a t e ,  t h i s  time, and it was c l e a r e d  t h i s  d a t e  and t h i s  

t i m e . "  And they  are g iven  a rebate, yes. 

Q Okay. A r e  you aware of t h e  requirement t h a t  ou t  

ou t -of -serv ice  r e p o r t s  be c l ea red  wi th in  2 4  hours  a t  l e a s t  

95% of t h e  t i m e ?  

A Y e s .  

Q Okay. And how long have you known of t h a t  

requirement? 

A Ever s i n c e  I have been i n  t h e  maintenance center. 

Q 

requirement? 

And how long have you known of t h e  rebate 

A Ever s i n c e  I have been i n  t h e  maintenance center. 

Q And do you know, are t h e r e  certain cause codes  

t h a t  would exempt a r e p o r t  from being counted against  t h a t  

out-of-service-over-24 hour requirement? 

MR. YOKAN: I would adv i se  my c l i e n t  t o  take t h e  

5 t h  hmendment regard ing  t h e  u s e  of codes -- t h e  use  of 

cause codes,  any f u r t h e r  ques t ion ing  regarding t h a t .  

Q Okay. And t h e n  again? 

A I ' l l  t a k e  t h e  5th.  

Q Okay. Can you -- 

MR. BEATTY: I'm so r ry .  Can I -- 
MR. YOKAN: Su re .  - 

MR. BEATTY: I apologize.  I need t o  go o f f  t h e  

record f o r  a moment. 
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Ma'am, do you mind i f  I t a l k  t o  you f o r  j u s t  a 

second? 

1.1s. RICHARDSON: L e t  m e  p u t  a s t a t emen t  t h e n  on 
- 

t h e  record  about t h i s .  

MR. BEATTY: Sure. 

MS. RICHARDSON: Ms. Wilcox, a t  any t i m e  t h a t  you 

pe r sona l ly  feel t h a t  you need t o  go o f f  t h e  record  t o  

s p e a k  t o  your a t t o r n e y  and ge t  some adv ice  on how t o  

answer, or how t o  approach ques t ions ,  o r  whatever, you 

need t o  feel  f r e e  t o  do t h a t .  

Also, a t  any t i m e  i f  you don ' t  understand a 

ques t ion  t h a t  I ' m  asking,  okay, and you need me t o  

rephrase  it, or exp la in  it f u r t h e r  t o  you before you 

give m e  a response, a l s o  I want you t o  feel free t o  do 

t h a t ,  because you need t o  feel comfortable  wi th  

whatever answers you are g i v i n g  m e  since w e  have got a 

court  r e p o r t e r  and you are under oath.  Okay? 

THE WITNESS: Okay. 

MS. RICHARDSON: Okay. We w i l l  go off t h e  record 

now. 

( B r i e f  r e c e s s ) .  

MS. RICHARDSON: All r i g h t .  W e  a r e  back on t h e  

record now. - 

MR. YOKAN: Yeah. Could you read back y o u r  l a s t  

ques t ion  t o  which we -- I advised my c l i e n t  t o  envoke 
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t h e  5th.  I may have misunderstood what YOU asked. 

(Whereupon, t h e  q u e s t i o n  last above-referred t o  was read by 

t h e  Reporter) .  
. -. - 

MR. YOKAN: We w i l l  withdraw our invoca t ion  of t h e  

5 t h  Amendment as t o  t h e  d e f i n i t i o n a l  ques t ion  you 

asked. 

w e  would be happy t o  provide  one. 

If you would l i k e  t h e  answer t o  your q u e s t i o n ?  

THE WITNESS: Okay. What was t h e  ques t ion  again? 

BY MS. RICHARDSON: 

Q Sure. A r e  t h e r e  cer ta in  cause codes t h a t  would 

exempt an out-of-service report from being counted a g a i n s t  

t h a t  out-of-service index? 

A Y e s .  L i k e  weather or something. You know, l i k e  

if it was a weather c o n d i t i o n  and it w a s  a major cable 

fa i lure  or something. 

Q Okay. Major c a b l e  failure? How many phones would 

have t o  be a f f e c t e d  by t h a t ?  

A W e l l ,  a major c a b l e  fa i lure ,  l i k e  i f  -- l e t ' s  s a y  

doing road c o n s t r u c t i o n  t h e  c i t y  c u t  a major c a b l e  and you 

have -- t h e r e  was one time l i k e  maybe hundreds of people  

were o u t  of s e r v i c e .  Okay. That is a major cable f a i l u r e ,  

and it takes  t i m e  and, you know? t o  s p l i c e  them back 

c o r r e c t l y  and everything,  so it could go over 2 4  hours  doing 

t h a t .  B u t  t h i s  is a major f a i l u r e .  T h i s  i s n ' t  j u s t  one  o r  

two. So, t h e r e f o r e ,  everybody is going t o  be reba ted .  I t ' s  
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going t o  au tomat i ca l ly  happen. 

something l i k e  t h a t ,  a major c a b l e  f a i l u r e .  

So t h a t  would be considered 

Q Okay. You know for a fact t h a t  t h e  company is 
- 

automat ica l ly  going t o  r e b a t e  those  people? 

A Y e s .  W e l l ,  because I know, because I a t  one t i m e  

worked and was involved i n  one and we had t o  make s u r e  t h a t  

everything -- you know, it was a l l  coded c o r r e c t l y  so  t h a t  

everything -- everyone cou ld  be rebated,  and it a l l  worked 

out. Y e s .  

Q Was t h a t  t h e  P e r i n e  c a b l e  c u t ?  

A No. It was one on M i a m i  Beach a t  one time. 

Q Okay. D o  you know of any ins tances  where t h a t  

major c a b l e  f a i l u r e  code w a s  used on s m a l l  or minor c a b l e  

failures? 

9. No. 

Q Okay. Do you know of any u s e  of t h e s e  exempt 

cause  codes t o  t a k e  out-of-service reports out  of t h a t  out-  

of-service-over-24 index t o  exempt them? 

A Repeat t h a t  now. 

Q A l l  r i g h t .  L e t  m e  see i f  I can  phrase it 

d i f f e r e n t l y .  Do  you know of any t i m e  when a manager has  

i n s i s t e d  t h a t  t h e  c e r t a i n  exempt cause codes t h a t  you have 

mentioned be u s e d ,  whether they  appl ied  or no t ,  because he 

wanted t o  be s u r e  t o  meet t h a t  out-of-service-over-24 index? 

A No. 
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Q Okay. D o  you know of any improper u s e  of t h e s e  

cause  codes, t h e s e  s p e c i a l  exempt cause codes? 

M S .  HARTLEY: T h a t ' s  it -- 

MR. YOKAN: I would adv i se  my c l i e n t  t o  t a k e  t h e  
- 

5th  Amendment regarding t h a t  par t icular  question. 

A And I t a k e  t h e  5th.  

Q Okay. Do you know of any customer who w a s  denied 

a r e b a t e  because of improper handling of customer t roub le  

records? 

A No. 

Q D o  you know what a 222 code is? 

A Y e s .  

Q Okay. And what, gene ra l ly ,  is a 222 code? 

A When w e  feel wi th in ,  say,  a n  hour or so, i f  you 

commited it for ,  say,  5:00 today, say maybe it 's an hour,  an 

hour and a h a l f  or so before your commitment, i f  t h e y  feel 

w e  c a n ' t  make t h e  commitment w e  t r y  t o  con tac t  t h e  customer. 

And i f  I can con tac t  t h e  customer and t h e y  -- I a s k  them, 

t e l l  them, adv i se  them t h a t  w e  a r e  not  going t o  meet t h e  

commitment, and i s  it okay i f  w e  come i n  t h e  morning, o r  

schedule  for another  t i m e ,  and t h e n  they  say " Y e s , "  t h e n  w e  

put  t h e  222  i n ,  you know, "Advised by Ms." whoever, you 

know, "changed commitment." - 

Q Okay. D o  you know of anyone who has changed t h a t  

commitment time without con tac t ing  t h e  customer? 
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A No.  

Q Okay. L e t  m e  in t roduce  a document h e r e  f o r  t h e  

record ,  and then  i f  you need t i m e  w e  w i l l  go off t h e  record . 
and you can  take a look a t  it. 

- 

This is Southern B e l l ' s  response t o  p re l imina ry  o rde r  

number PSC930263PCOTL en te red  on February 1 9 t h ,  1993, f i l e d  

on  April  lst,  1993 i n  t h e  Consolidated R a t e  Case Docket. 

And, Ms. Wilcox, t h e r e  is a Derrall R. Wilcox on Line 622 

o u t  of 650 names, and I would l i k e  you t o  take a look a t  

t h i s  name and see i f  t h a t ' s  you. And t h e n  i f  it is, t h e n  I 

would l i k e  t o  d i s c u s s  t h e  numbers and t h e  information 

con ta ined  a f te r  your name. 

MR. YOKAN: Can w e  go off t h e  record for j u s t  a 

minute now? 

MS. RICHARDSON: While you're off, i f  you would 

have h e r  read paragraph 2 for t h e  company. 

( B r i e f  recess). 

MS. RICHARDSON: Okay. I t h i n k  w e  w i l l  go back on 

t h e  record  now. 

BY MS. RICBRRDSON: 

Q MS. Wilcox, I t h i n k  by your name is a Number 5 and 

it ind ica t e s  t h a t  you may have some informat ion  about 

changing commitment t i m e s  gene ra l ly .  Okay. I would l i k e  t o  

know what information you have about improperly changing 

commitment t imes - 
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MR. YORAN: And I would a d v i s e  my c l i e n t  t o  envoke 

t h e  5 t h  Amendment regarding t h a t  ques t ion .  

A Oh, I ' m  sorry. I t a k e  t h e  5th.  

Q Okay. Has anyone ever t o l d  you n o t  t o  s t a t u s  any 
- 

out-of-services today? 

MR. YOKAN: I would a d v i s e  my c l i e n t  t o  envoke t h e  

5 t h  Amendment regarding t h a t  quest ion.  

A I t a k e  t h e  5 t h  on t h a t  quest ion.  I ' m  sorry. 

MS. RICBARDSON: L e t ' s  go off t h e  record  for a 

second. 

(Discussion he ld  off record)  . 
MR. YOKAN: W e  can  go on t h e  record.  There 's  a 

misunderstanding on counsel 's  part i n  communication 

with h i s  c l i e n t ,  and h e  apo log izes  f o r  t h a t .  As fa r  as 

t h e  ques t ion  regard ing  t h e  222 code, w e  would be happy 

t o  answer t h a t .  

A Okay. That was t h e  one I was t e l l i n g  you about 

where i f  you con tac t  t h e  customer, w e  change t h e  commitment; 

b u t  i f  I don ' t  c o n t a c t  t h e  customer, t h e n  I don ' t  change t h e  

commitment. We c a n ' t  change it, and w e  are  supposed t o  

l e a v e  it as it  is. Tha t ' s  when w e  p u t  t h e  222 t h e r e .  

Q D o  you know of -- Have you ever  had a manager t o  

t e l l  you t o  use the 2 2 2  code on a commitment without  

c o n t a c t i n g  t h e  customer? 

A NO - 
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Q Have you ever  had a manager t e l l  you t h a t  even i f  

you cannot c o n t a c t  t h e  customer fo r  any reason, you made a n  

at tempt  but you j u s t  d i d n ' t  ge t  a hold of them, t h a t  you go, 

ahead and change t h e  commitment and put i n  a 222 code? 

- 

A No. 

Q D o  you know of anyone who has  done t h a t ?  

A No. 

Q Have you heard of t h a t  being done? 

A No. 

Q Is part  of your d u t i e s  as an MA, and b e f o r e  t h a t  

as a Repair S e r v i c e  Evaluator ,  t o  determine whether a report 

is out  of service o r  not?  

A Only by t h e  t e s t i n g .  You know, i f  I test  t h e  

t r o u b l e  for it and it tes t s  as a t r o u b l e  out  of service, 

t h a t ' s  t h e  on ly  t i m e .  Other t h a n  t h a t  I j u s t  d o n ' t  -- I 
c a n ' t  j u s t  look a t  it and t e l l ,  no. I have t o  test t h e  l i n e  

f i r s t .  

Q A l l  r i g h t .  And is it a test only? Is t h a t  t h e  

on ly  th ing  you look a t  t o  determine? 

A Okay. W e  have been g i v e n  -- W e l l ,  t h e  

i n s t r u c t i o n s  say  even i f  I -- i f  you say  your l i n e  is r e a l  

noisy,  and I c a l l  you and you c a n ' t  hear  me and I c a n ' t  hea r  

you, and if it tes ts  okay, bu t  because sometimes t h e  

computer c a n ' t  s e e  t h e  noise ,  c a n ' t  t e s t  t h e  no i se ,  bu t  i f  I 

c a n ' t  hear you when I c a l l  you and you c a n ' t  hear  m e ,  t h e n  I 
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Q Okay. And a t  what p o i n t  da you s t a tus  a r e p o r t  : 
. _ -  

o u t  of s e rv i ce?  

A If  t h e  customer c a n ' t  r ece ive  or make calls. Ort 

as I say, you c a n ' t  hear over t h e  no i se  i n  order  t o  use  your 

s e r v i c e ,  t hen  it w i l l  be s t a t u s e d  'out of service."  

Q Okay. A r e  you supposed t o  s t a t u s  out  of s e r v i c e  

before d ispa tch?  

A Y e s .  

Q Has t h a t  always been t h e  case?  

1 2  A Well, w e  are now i n t o  a computer, where before 

13 

14 it o u t  of s e r v i c e  it au tomat i ca l ly  -- t h e  repairman sees it 

1 5  on  h i s  -- i n  h i s  computer, and it 's on  h i s  CAT and 

1 6  every th ing  . 
17 

18 no. W e  weren ' t  always -- no. Because you couldn ' t  t e l l ,  

1 9  you see, because w e  had t o  t e l l  t h e  repairman ve rba l ly ,  you 

20  know, " T h i s  is out  of service."  So I couldn ' t  very w e l l  

21  s t a t u s  it because it wouldn't make  any d i f f e rence  t o  him 

2 2  because he never s a w  t h a t  paper. 

23 Q Okay .  H a s  anyone eve r  t o l d  you, any manager ever 

2 4  t o l d  you n o t  t o  status out-of-services u p  f r o n t ;  t o  w a i t  

2 5  u n t i l  t h e y  a r e  c losed  o u t  and s t a t u s  them o u t  of s e r v i c e  a t  

when we d i d  n o t  have t h e  computers, and now when we s t a t u s  

Before w e  had t h e  paper cop ie s  and it d i d n ' t  -- w e l l  -- 
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c 1 osing ? 

A Y e s .  Y e s .  

Q Okay. And who has  given you t h i s  d i r e c t i o n ?  

A 

- 

Okay. I n  pe r spec t ive  as t o  why it was -- I w a s  

t o l d  t h i s .  Okay? 

Q Um-ha. (Aff i rmat ive  Response) - 
A It was -- I know one i n c i d e n t  I can g i v e  you. It 

w a s  a fa i lure .  The c a b l e  wasn ' t  c u t  completely.  It was 

l i k e  one of t h e s e  t h i n g s  t h a t  l i k e  chewed it u p  and 

whatever.  B u t  everything w a s  s t a t u s e d  t o  t h e  failure.  So 

when w e  s t a r t e d  c a l l i n g  t h e  customers back and w e  s t a r t e d  

checking t h e  service, if t h e  customer s a y s ?  "No, I wasn't 

completely out  o f  service. You know? it was j u s t  noisy? b u t  

I could  still  use  my service?" I d i d n ' t  s t a t u s  t h a t  one out .  

B u t  we had t o  f i n d  o u t  af ter  everything was c l e a r e d  and 

spoke with t h e  customer. Then some would be s t a t u s e d  ou t  of 

s e r v i c e  i f  they  were completely ou t ,  and some w e  d i d  n o t  

because they  w e r e n ' t  completely ou t  of service. 

Q Okay. Is t h a t  t h e  only  occasion t h a t  you can 

t h i n k  of? 

A That ' s  t h e  on ly  occas ion  t h a t  I can  th ink  of .  

Q Okay. D o  you know of any manager who used t h i s  a s  

a p o l i c y  i n  o rder  t o  s t a t u s  out-of-services a t  t h e  end s o  

t h a t  i f  t h e  r epor t  was over 2 4 ,  it would be l e f t  a s  not ou t  

of s e r v i c e ,  and i f  i t  was under 2 4 ,  repa i red  w i t h i n  2 4  
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hours ,  then  it could be s t a t u s e d  as out  Of  s e r v i c e ?  

MR. YOKAN: I would adv i se  my c l i e n t  t o  envoke t h e  

5 t h  Amendment concerning t h a t  ques t ion .  

A 

Q A l l  r i gh t .  Do  you know what a 'test okay' is? 

A Y e s .  

Q A l l  r i gh t .  Can you d e f i n e  a "test okay" for me? 

A If you r e p o r t  your service, ca l l  repair and r e p o r t  

your s e r v i c e  and you say  -- w e l l ,  a l o t  of people I th ink  do 

it because on t h e  computer you ' r e  only speaking wi th  t h e  

computer, and SO t h e r e f o r e  you're not  a b l e  t o  t r u l y  i d e n t i f y  

as e x a c t l y  what your problem is, ana so you j u s t  say, "No 

d i a l  tone.  I can ' t  c a l l  out." Ana t h e n  when I ca l l  you, 

t h a t ' s  no t  r e a l l y  what your problem is. 

you are a b l e  t o  cal l  out ,  b u t  you e i t h e r  wanted t o  a s k  t h e  

question, o r  you simply -- it was something else, something 

about one of your features, but  it was okay, and I simply 

h e l p  you, t hen  t h a t ' s  okay. So I can 

j u s t  t a l k  with you, t r y  and c o r r e c t  your problem, and c l o s e  

it out  as a "test  okay." 

I t ake  t h e  5 t h  Amendment concerning that ques t ion .  

You have d i a l  tone, 

The service is okay. 

Q Okay. Based on your t r a i n i n g  and your exper ience  

wi th  t h e  company, you have had a number of y e a r s  as a n  MA, 

i n  your opinion is  it proper  t o  c l o s e  a " t e s t  okay" t o  a n  

out -of  -se rv ice?  

R 1s it proper t o  c l o s e  i t  t o  an out-of-service i f  
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i t ' s  okay? 

Q If i t ' s  " tes t  okay" is it proper t o  c l o s e  them o u t  

of t h e  se rv ice?  
-, - 

A Okay. For i n s t ance ,  you c a l l  r e p a i r .  YOU get -- 

Your phone is out  of s e r v i c e ,  it's dead, b u t  when t h e  

computer tests it it w a s  a r e c e i v e r  o f f  t h e  hook a t  t h e  

t i m e .  You found t h a t  o u t  when I ca l l  you. It's okay. Now, 

you know, i f  it was yes t e rday  when you repor ted  it and you 

d i d n ' t  f i n d  it u n t i l  today,  so a c t u a l l y  you were out  of 

s e r v i c e  when you called, so, yes, I can s t a t u s  it out  of 

s e r v i c e  because when you called you were out of s e r v i c e ,  b u t  

i t 's  okay now. So I -- when t h e  r e p o r t  came i n  it was o u t ,  

so I s t a t u s  it, yes, it was, because f o r  X amount of t i m e  

you d i d n ' t  have s e r v i c e .  

s t a t u s  it out  for  then ,  b u t  I close it o u t  now as cleared 

now, "test okay" now. 

So you were out  of s e rv i ce .  I 

Q Okay. D o  you know of anyone who has taken  a b a t c h  

of tes t -okay r e p o r t s  and d e l i b e r a t e l y  s t a t u s e d  a l l  them o u t  

o f  s e r v i c e ?  

A I know of no one t h a t  has  done t h a t  pe r sona l ly ,  

no. 

Q Do you know of Ms. D'Alessio and Lesco? 

A I have heard of t h e  a t  D'Alessio.  I don ' t  know 

t h e  person. I have  never worked w i t h  them or worked f o r  

t h e m ,  but I have heard of t h e  pe r son ,  yes .  
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Q 

A Y e s .  

Q Have you ever  worked w i t h  Mr. F a l s e t t i ?  

A Yes. 

Q A l l  r i g h t .  Do you know some of t h e  a l l e g a t i o n s  

D o  you know of a Mr. F a l s e t t i ?  

- -. 

M r .  Fa l se t t i  has  been making about t h e  company and t h e  

procedures  t h e  company h a s  been using? 

A I have heard of them. 

Q All r i g h t .  And what have you heard? 

A I have heard t h a t  h e  s a i d  t h a t  we were n o t  g i v i n g  

customers  credit for being o u t  of s e r v i c e ,  and a l o t  of 

th ings .  

Q Okay. 

A A l o t  of th ings .  

Q Do you know of -- W e l l ,  l e t  m e  a s k  you t h i s :  Did 

you eve r  have any conve r sa t ions  with Mr. Fa lse t t i  i n  any of 

your work environments? 

A Y e s .  

Q You did? 

A I worked wi th  h i m  f o r  about two or  t h r e e  years .  

Q Okay. Did you see yourse l f  pe r sona l ly  any 

evidence of t h e  a l l e g a t i o n s  t h a t  h e  has made a g a i n s t  t h e  

company? - 

I4R. YOKAN: I would o b j e c t  u n l e s s  you c a n  narrow 

t h a t  question down f o r  h e r .  
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Q Okay. Give me a s p e c i f i c  about one of t h e  t h i n g s  

t h a t  Mr. F a l s e t t i  t o l d  you t h a t  he  thought was wrong i n  

terms of handl ing a t r o u b l e  r e p o r t .  
-. - 

A Mr. F a l s e t t i  is a very b i t t e r  person. A l o t  of 

t h e  t h i n g s  -- and as I say, I worked w i t h  M r .  F a l s e t t i  for a 

f e w  years .  A l o t  of t h e  t h i n g s  t h a t  -- I would say  90%, 85% 

90% of t h e  t h i n g s  t h a t  M r .  F a l s e t t i  s a i d  were t h e  resul ts  of 

bit terness,  v e r y  i n t e n s e  b i t t e r n e s s ?  n o t  only towards t h e  

company, not only towards t h e  managers? but  a l s o  towards 

c ra f t  people t h a t  h e  worked with.  

Q Okay. L e t ' s  take t h a t  5%. 

A Okay. 

Q A l l  r i g h t ?  

A That 5 % ,  Mr. F a l s e t t i ' s  job w a s  a l i t t l e  b i t  

d i f f e ren t  from mine  i n  some respects. Some of t h e  t h i n g s  

t h a t  h e  -- most of t h e  t h i n g s  t h a t  he  d i d  -- a l o t  of t h e  

t h i n g s  t h a t  he  d i d  I d i d n ' t  see ,  so t h e r e f o r e  I c a n ' t  i n  a l l  

a c t u a l i t y  and a l l  t r u t h f u l n e s s  s a y  anything r e a l l y  about it. 

Q Did you hea r  o t h e r  maintenance admin i s t r a to r s  m a k e  

t h e  same type  of a l l e g a t i o n s  t h a t  Mr. Fa lse t t i  was making? 

A No. No. 

Q D o  you know what it is t o  exclude a repor t?  

A Y e s .  

Q What  do you do when you exclude a r e p o r t ?  What 

h a p p e n s ?  How do you do i t ,  a n d  what d o  you do? 

M A R I E  C. GENTRY & ASSOCIATES 



t 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

12 

13 

1 4  

1 5  

1 6  

1 7  

18 

1 9  

20  

21 

2 2  

23 

2 4  

2 5  

A W e l l ,  if i t ' s  -- What kind of r e p o r t  would I 

exclude? Information r epor t .  If a customer simply c a l l e d  

and wanted information,  i f  i t ' s  -- if it has t o  do wi th  

t h e i r  f e a t u r e s  and I can simply g i v e  you i n s t r u c t i o n s  as t o  

how t o  work your f e a t u r e s ,  bu t  t h e y  are t h e r e  on your l i n e  

b u t  you j u s t  don ' t  know how t o  do  them, use  them, I g i v e  you 

i n s t r u c t i o n s  on how t o  use your f e a t u r e s ,  and then  I can 

exc lude  those  reports because t h e r e  was r e a l l y  no problem; 

i t ' s  j u s t  a l a c k  of knowledge, and I h e l p  you and I can  

exc lude  those  reports. 

. -. - 

Q Okay. Based on your t r a i n i n g  and experience is it 

proper t o  exclude an  out-of-service -- 
A No. 

Q -- report? Do you know of anyone who has  -- 
A No. 

Q -- excluded out-of-service r epor t s?  

A No. 

Q Has anyone ever  asked you t o  do so? 

A No. 

Q DO YOU know when a r e p o r t  is  excluded, is it j u s t  

e l i m i n a t e d  from t h e  system? 

A I t ' s  not  e l i m i n a t e d  from t h e  system. It is s t i l l  

w i t h i n  t h e  system. I t ' s  simply t h a t  i t ' s  closed out  and  

t h e r e  i s  no codes t h a t  c losed  it  ou t .  I t ' s  s imply  you 

e x c l u d e d  i t .  B u t  you h a v e  your  n a r r a t i v e  as  t o  w h a t  you d i d  
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is s t i l l  t h e r e ,  and i t ' s  known. 

excluded, but  I have t o  put  a d e f i n i t e  n a r r a t i v e  a s  t o  why I 

d i d  t h i s .  

You can see t h a t  it was 

Q D o  you know of anyone who has  used somebody else 's  

employee code t o  s t a t u s  a report? 

A No. I have heard people  say t h a t  somebody used 

t h e i r  code, b u t  as f a r  as knowing about it pe r sona l ly ,  no. 

Q Has anyone ever d i r e c t e d  you t o  use  someone else's 

code? 

A No. 

Q Has anyone ever used your code? 

A Not as fa r  as I know. Nobody. No, as f a r  a s  I 

know. 

Q What's a "no access"? 

A When t h e  repairman goes t o  your home t o  repair t h e  

service and t h e r e ' s  no one t h e r e ,  then  h e  no accesses it, 

and h e ' s  supposed t o  leave a ca rd  t e l l i n g  you t h a t  h e  w a s  

t h e r e ,  and t e l l i n g  you t o  c a l l  back and set  u p  another  

appointment. 

Q A l l  r i g h t .  D o  you know i f  t h a t  "no access" s t o p s  

t h a t  24-hour repair clock? 

A It's supposed t o .  

Q I t ' s  supposed to? Do you know of anyone who has  

no accessed a report j u s t  to s t o p  t h a t  24-hour  r e p a i r  clock? 

A No. 
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Q DO YOU know of anyone who no accessed  r e p o r t s  

without  d i spa tch ing?  

A No, I don ' t  know anything about t h a t .  

Q 
. _ -  

Have you ever  had a manager t e l l  you not  t o  c l o s e  

any reports wi thou t  c o n t a c t i n g  him? 

A (Shakes head).  

Q Have you eve r  had a manager t e l l  you not t o  close 

any out-of-service r e p o r t s  t h a t  were i n  jeopardy of going 

past t h a t  24-hour clock wi thout  c o n t a c t i n g  him or her? 

A No. Not really. N o t  -- not  really,  no. I mean, 

w e l l ,  if f o r  some reason  I was t o l d  t h a t ,  okay, it would 

have had t o  deal wi th  -- and my -- okay. The reason I go 

back t o  cable so much is because t h a t ' s  b a s i c a l l y  where I 

work,  s o  t h a t ' s  how I can  t e l l  you more about t h a t .  And i f  

I w a s  t o ld  t o  hold them, you know, it 's because w e  wanted t o  

make su re .  You have t o  c a l l  -- I f  i t ' s  seventy  customers, I 

have t o  ca l l  a l l  seventy  of them and make sure t h a t  i t ' s  -- 

t h e y  are going t o  t h e  r i g h t  number, i f  i t ' s  t e s t i n g  okay, 

t h a t  i t 's  going t o  t h e  c o r r e c t  number. And so,  t h e r e f o r e ,  I 

have t o  hold them a l l ,  d o n ' t  c l o s e  out  one now and one 

l a t e r ,  and make sure every th ing  is taken c a r e  of. 

How long d i d  you work cab le?  Q 

A How long have I been  i n  t h e  maintenance c e n t e r  

b a s i c a l l y ?  U n t i l  I came here .  Just about t h e  whole -- 

Q T h e  w h o l e  t i m e  i n  Miami? 
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A Basica l ly .  Cable or s p e c i a l  c i r c u i t s .  

Q Okay. And is it usua l  t h e n  f o r  c a b l e  r e p o r t s  t o  

be l e f t  s t a tused  as n o t  ou t  of s e r v i c e  u n t i l  c lo seou t?  

M R .  BEATTY: Object ion.  I t 's  been asked and 
-, - 

answered. 

Q You can s t i l l  answer it. 

A Oh, okay. Say it aga in  now. 

Q Is it u s u a l  for c a b l e  r e p o r t s  t o  be l e f t  s t a t u s e d  

as not  o u t  of service u n t i l  c l o s e o u t  then? 

A It used t o  be, because b e f o r e  t h e  system was 

completely mechanized as it is now, and when it does  -- now 

t h e  computer statuses them a l l  t o g e t h e r ,  l i n k s  them a l l  

t o g e t h e r  be fo re  w e  had t o  do it manually, so, t h e r e f o r e ,  you 

had t o  hold them -- hold  every th ing  u n t i l  you are c l o s i n g  

every th ing  out  a t  one t i m e .  And once you have spoke w i t h  

everybody, t h e  ones t h a t  were n o t  completely out  of service, 

you hold them t o  t h e  s i d e ,  and you c losed  t h e  m a j o r i t y  of 

them. I f  they are c l o s i n g  out  of s e r v i c e ,  you s t a t u s  them 

o u t  of s e r v i c e ,  and you c l o s e  them a l l  out  t oge the r .  

These t h a t  were n o t  ou t  of s e r v i c e  completely,  you 

c l o s e  them out  i n d i v i d u a l l y  a s  n o t  out  of s e rv i ce ,  because 

i f  you c l o s e  i t  a l t o g e t h e r ,  i t ' s  going t o  l i n k  every th ing  a s  

o u t  of s e rv i ce .  The  ones t h a t  were not  completely ou t ,  you 

d o n ' t  want them s t a t u s e d  o u t  of s e r v i c e ,  s o ,  t h e r e f o r e ,  you 

hold some of them.  
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T h i s  is t h e  way it used t o  be. Now everything -- no 

ma t t e r  what, even i f  t h e y  weren ' t  completely out  of s e r v i c e ,  

i t ' s  going t o  l i n k  it a l t o g e t h e r  and i t ' s  going t o  c l o s e  a l l  

now out  of s e rv i ce .  
-. - 

Q That ' s  a b u l k  close procedure? 

A Y e s .  

Q Using t h e  tracker system? 

A Y e s .  

Q Do  you know of anyone who has  used t h a t  tracker 

system t o  close out a bulk  of cable f a i l u r e s  t o  not ou t  of 

service i n  o rde r  t o  h e l p  meet t h a t  24-hour index? 

A No. 

Q D o  you know of anyone who has  gone o u t  and c r e a t e d  

a cable f a i l u r e  j u s t  t o  g e n e r a t e  a l o t  of out-of-service 

r e p o r t s  t o  h e l p  meet the  index? 

A No. No. 

Q Do you know i f  i t ' s  p o s s i b l e  i f  you've g o t  t h e s e  

bulk c a b l e  f a i l u r e s  and you've got two out-of-services on 

t h e r e ,  and you c l o s e  o u t  your l e a d  t r o u b l e  t o  a 

not-out-of-service,  w i l l  t h a t  change t h e  out-of-service,  t h e  

two t h a t  were out  of s e r v i c e  t o  not-out-of-service? 

know? 

A You mean now on t h e  new system? 

Q Um-ha. (Af f i rma t ive  Response). On t h e  b u  

- 

p r  ocedu r e  - 
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A I don ' t  r e a l l y  t h i n k  it would -- I haven ' t  worked 

c a b l e  s i n c e  I have been he re ,  s o  i t ' s  been -- 

Q W e l l  th ink back when you were working cab le .  

Would t h a t  have done t h a t  when you were working-cable? 

A No. I mean -- Your l e a d  trouble, i f  you're going 

t o  c l o s e  t h e  whole f a i l u r e  out? 

Q You do t h a t  by t h e  l e a d  t r o u b l e ,  r i g h t ?  

A Yeah. 

Q You c l o s e  t h e  l e a d  t r o u b l e  and every th ing  else 

a t t a c h e d  c l o s e s  ou t ;  r i g h t ?  

A Unless you are going t o  hold some -- l i k e  I say, 

t a k e  some and p u t  them on hold.  

Q And de tach  them? 

A Right. Now, t h e  ones t h a t  are a t t ached ,  

eve ry th ing  w i l l  go i f  i t ' s  s t a t u s e d  o u t  of service or i f  

it 's not  s t a t u s e d  o u t  of service. Everything t h a t ' s  on t h a t  

l e a d  trouble w i l l  go except for  t h e  ones you have on hold.  

So whatever s t a t u s  t h a t  l e a d  t r o u b l e  is i n  it w i l l  take.  

Q So if I don ' t  de t ach  t h o s e  two out-of-services  and 

I c l o s e  my lead t r o u b l e  t o  not-out-of-service,  is t h a t  going 

t o  change those  two out-of-services t o  n o t  

not-out-of-service? 

A I t  w i l l  t ake  every th ing  t h a t ' s  t h e r e .  

Q Okay- D o  you know of anyone t h e n  who h a s  had a 

p o l i c y  of leaving t h e  lead  t r o u b l e  a s  not-out-oL-service on 
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bulk c l o s e s ?  

MR. BEATTY: I o b j e c t  t o  t h e  form of t h e  q u e s t i o n  

a s  ambiguous. 

MS. RICEARDSON: 

-- Again, I ' l l  a d v i s e  you, i f  you need t o  go off t h e  

record and d i s c u s s  something wi th  your a t t o r n e y ,  t h e n  

w e  can  go off t h e  record  and w e  can d i s c u s s  it. 

MR. YOKAN: Could you repeat t h e  ques t ion?  

MR. BEATTY: And, a l s o ,  are you asking it 

If you need to g o ' o f ? f t h e  record 

improperly? Is -- 
MS. RICHARDSON: That was n o t  part of my question. 

I would l i k e  my ques t ion  j u s t  as it was phrased t o  be 

answered. 

MR. BEATTY: I a m  not  t r y i n g  t o  change it. I ' m  

j u s t  asking t h e  ques t ion  whether it 's c o r r e c t  -- 
MS. RICAARDSON: I would l i k e  my q u e s t i o n  j u s t  as 

it is. And i f  would f i n d  it i f  you can , Pat, and 

read it back t o  us. 

(Whereupon, t h e  ques t ion  l a s t  above-referred t o  w a s  read by 

t h e  Reporter)  

No, I don ' t  know anyone who had a po l i cy  of doing A 

t h a t .  

(I Okay. D o  you know of anyone who d i d  t h a t  

periodically? 

A No. NO, I d o n ' t .  
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Q Okay. D o  you know of anyone who has  given t h o s e ,  

any manager who has g iven  t h o s e  i n s t r u c t i o n s  t o  a 

maintenance admin i s t r a to r?  
. ~- 

A D o  I know pe r sona l ly?  No. 

Q 

A I heard t h a t  someone d i d  it -- W e l l ,  someone -- It 

Have you heard of t h a t  being done? 

was l i k e  someone t o l d  somebody t h a t  somebody t o l d  them t h a t  

t h e y  d i d  it. It was passed down, b u t  I don ' t  know them 

pe r sona l ly ,  no. 

Q Okay. And when you heard t h i s ,  d i d  you hea r  a 

name a t tached  t o  i t ?  Which manager was involved? 

A This  w a s  -- 
MR. YOKAN: Can w e  make t h a t  which manager was 

a l l e g e d l y  involved since w e  are t r a v e l i n g  on double  or 

tr iple hearsay? 

A Second l e v e l ,  or f i r s t  level ,  or what? 

Q Both. Whoever. Whatever names you can a t t a c h .  

A I don ' t  know as f a r  as -- 
MR. BEATTY: I would o b j e c t  on t h e  grounds of 

hearsay. 

A Okay. 

Q B u t  you can s t i l l  answer. 

A Okay. was t h e  f i r s t  l e v e l  supe rv i so r .  

Q Okay.  D i d  you hea r  a n y  other manager's name 

attached to t h a t  rumor? 
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Q Okay. D o  you know what a CON r e p o r t ,  a C-0-N, or 

"car r iedover  no" report is? 
- 

A I have heard of it. I d o n ' t  know what it is 

because I have never been involved wi th  them. 

Q Okay. You have never had occas ion  t o  use one? 

A No. 

Q 

A It comes on t h e  computer au tomat ica l ly .  The 

customer cal ls  i n  t o  give t h e i r  report, i f  they ,  you know, 

they  asked them -- and i f  you request a f u t u r e  due d a t e ,  

t h e n  it 's au tomat i ca l ly  -- I don ' t  put it on t h e r e ,  no. 

D o  you u s e  a f u t u r e  d a t e  request?  

Q What happens i f  a customer after t h e  commitment 

has  been set by t h e  CRSAB and t h e n  you have a l r eady  g o t  t h e  

t roub le ,  and then  t h e  customer d e c i d e s  t h a t  t h e  commitment 

t i m e  i s n ' t  going t o  work, t h e y  have g o t  t o  leave t h e  house 

or something, do you ge t  t h a t  ca l l  or does it t h a t  go t o  

CRSAB? 

A CRSAB 

Q Have you eve r  t h e n  rece ived  a phone c a l l  from a 

customer where you had t o  change t h e i r  commitment time a t  

t h e  customer's  reques t?  

A Only if I c a l l  t h e  customer t h a t  we a r e  going t o  

miss t h e  commitment, b u t  them c a l l i n g  m e  d i r e c t l y ,  

pe r sona l ly ,  no. 
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Q Okay. Have you heard t h e  phrase ,  "bu i ld ing  t h e  

base" of out-of-services? 

MR. BEATTY: Objection. Asked and answered. 

MS. RICHARDSON: I d o n ' t  b e l i e v e  I'.ve-'asked 

"bui lding t h e  base,' b u t  l e t  m e  a s k  it again: 

BY MS. RICBARDSON: 

Q Have you heard t h e  phrase  "bu i ld ing  t h e  base" of 

out-of-services? 

A It's been so long ago, very long  ago. I d o n ' t  

know -- a l o t  of years .  

MR. BEATTY: I withdraw t h a t .  I withdraw my 

object ion.  

MS. WILSON: H e ' s  withdrawing h i s  ob jec t ion .  I 

don ' t  t h ink  she  d i d  a s k  t h e  question. 

MFL YOKAN: The term d i d  come up. 

MS. WILSON: I don ' t  b e l i e v e  s h e  asked t h a t  

quest ion.  

A It 's been a l o t  of yea r s  ago, b u t  I haven ' t  heard 

it i n  so long I d i d n ' t  even remember what it w a s .  B u t ,  y e s f  

I have heard of it before .  

Q D o  you know what it meansf o r  d i d  you have an i d e a  

of what it meant a t  t h e  t i m e  t h a t  you heard it? 

A When I heard it i t  was ---AS I say, it was a l o n g  

t i m e  ago and we all thought it was a joke ,  and, "Real ly .  

Yeah, r i g h t , "  and  k e p t  on  w i t h  what we were doing. T h a t ' s  
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it. 

Q 

A Not necessa r i ly .  Not necessa r i ly .  A t  t h e  t i m e  

Did you f i n d  out  l a t e r  t h a t  it w a s n ' t  a joke? 

. -  
t h a t  I heard it it was a t  a time when w e  had a couple  of 

s u p e r v i s o r s  t h a t  -- How can I say what I'm t r y i n g  t o  say? -- 
w e r e n ' t  t o t a l l y  concerned with our  working environment, with 

our work, with what w e  were doing, and so w e  heard it. We 

ignored it. We'd heard it again and w e  ignored it. 

Q Okay. Did you hear it i n  t h e  nature  of -- Well, 

l e t  m e  a s k  you t h i s :  

t o  t h a t ?  

D o  you know whose names were a t t ached  

A 

Q 

Was your understanding of "bu i ld ing  t h e  base" of 

out-of-services was t o  h e l p  achieve  t h a t  over 24-hour index? 

A He -- W e l l ,  see, t h e  reason  w e  ignored it-- t h e  

reason  w e  heard it, and t h e  reason we ignored it was because 

he used t o  always say t h i n g s  l i k e  h e  was t r y i n g  t o  g e t  h i s  

manager's I t h i n k  l i k e  a bonus or something, and he used -- 
and t h i s  is why w e  thought -- we ignored it because w e  

thought  he  was, you know, j u s t ,  okay is j u s t  t r y i n g  t o  

improve h i s  bonus t h i s  t ime, t h i s  q u a r t e r ,  or whatever. And 

w e  j u s t  ignored it because w e  knew what he was going 

through. We s a i d ,  "Oh ,  h e ' s  t r y i n g  t o  pay h i s  alimony," and 

w e  ignored i t .  
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This  is t h e  type of environment. You knowr "Okay. 

. H e  

And 
.' wants t o  b u i l d  a d a t a  base so he  can g e t  a b ig  bonus." 

w e  j u s t  ignored it and went on. T h i s  is why Idsay  w e  

ignored it, because t o  know you would have 

understood t h e  type  of person he  was, and t h a t ' s  why w e  

ignored him. W e  j u s t  ignored him a l l  t h e  t i m e  anyway. 

Q Okay. An effective Southern B e l l  manager. 

MR. BEATTY: NOW -- 
MS. RICBARDSON: I ' m  sor ry .  I withdraw t h a t  

comment. 

MR. BEATTY: I o b j e c t  t o  t h a t .  It 's i n a p p r o p r i a t e  

t o  make those  kind of comments i n  f r o n t  of t h e  

witness.  

MS. RICHARDSON: I withdraw t h a t  comment. I 

withdraw t h a t  comment. I apologize.  

BY MS. RICHARDSON: 

Q Ms. Wilcox, l e t  m e  s t o p  and th ink .  There was 

something I wanted t o  a s k  you about t h i s .  When you s a i d  

bonus, was t h a t  t h e  KSRI, o r  Key Se rv ice  and R e s u l t s  Index 

bonus? A r e  you aware of t h a t ?  

A I r e a l l y  don ' t  know. W e  knew t h a t ,  you know -- 

l i k e ,  you know, managers g e t  bonuses ever  s o  o f t e n ,  or 

whatever. I d o n ' t  know how it a l l  comes about,  how it all 

come a b o u t ,  you know,  b u t  you hear  d i f f e r e n t  t h i n g s  about 
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i t .  

b u t  w e  used t o  -- you know, w e  used to -- H e  was t h e  on ly  

person I ever r e a l l y  heard. 

ago, because h e ' s  t h e  only person  I have ever  r e a l l y  heard 

even make a comment l i k e  t h a t .  

So I r e a l l y  don't  know how they  achieved t h e i r  bonus, 

Tha t ' s  why I say  it was so l o n g .  
. -  

Before '80 I had been i n  t h e  maintenance c e n t e r ,  and 

when t h e  r e p a i r  clerks was i n  t h e r e  manually doing 

every th ing ,  and I had never heard it then,  and we d i d  

every th ing  manually. This  w a s  i n  t h e  ' 7 0 s ,  and I never 

heard it. The f i r s t ,  and my o n l y  t i m e  I have ever heard it 

was from him, and tbat ' s  why most of t h e  people t h a t  I 

worked with,  w e  had been t o g e t h e r  for X amount of y e a r s  and, 

you know, you gor  "What is he  t a l k i n g  about?" You know, and 

j u s t  l e t  it go. 

Q Okay. Do you know of anyone who has  f a l s i f i e d  a 

customer t roub le  record? 

A 

understand. 

As i n  -- What do you mean " f a l s i f y " ?  I don ' t  

Q De l ibe ra t e ly  improperly s t a t u s e d  a customeI 

t r o u b l e  record? 

A Not t h a t  I know. No. Personal ly ,  no. 

Q Okay. Have you ever  helped t h e  company with 

s e l l i n g  products  or s e r v i c e s  t o  cuskomers? 

A Y e s .  

Q A l l  r i g h t .  And were you asked t o  do t h a t  by 
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someone? 

A W e l l ,  it was a campaign a t  t h e  t i m e  going i n .  W e  

were a l l  -- It was a personal  choice.  

You know, if you wanted t o  g e t  involved, we got  involved,  

bu t  it was a personal choice. 

You d i d n ' t  have t o .  
- 

Q Okay. And about when were you s e l l i n g  them? What 

p e r i o d  of t i m e ?  

A Was it ' 8 5 ,  '86. Somewhere up  i n  t he re .  I'm n o t  

s u r e  exactly. 

Q S o r t  of mid t o  l a t e  '80s? 

A Somewhere i n  there .  

Q And are  you still  s e l l i n g  f o r  t h e  company? 

A No. 

Q Okay. Did you receive any t r a i n i n g  t o  do t h e  

sales? 

A No.  Not r e a l l y ,  no. 

Q No? Did you a c t u a l l y  receive any p r i z e s  and 

awards? 

A Y e s .  

Q What kind of t h i n g s  d i d  you earn?  

A A microwave, a VCR, a se t  of luggage. What else? 

I t h i n k  a p a i r  of c u r l i n g  i rons .  

Q Okay. When you were p a r t i c i p a t i n g  i n  s a l e s  d i d  

anyone ask you t o  keep t r ack  of t h e  time t h a t  you  spen t  

s e l l i n g ,  the amount of hours t h a t  you spent s e l l i n g  a s  
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opposed t o  t h e  amount of hours you were working as an  HA, or 

on repair r epor t s?  

A Um-ha. (Aff i rmative Response). 

Q I ' m  s o r r y ?  Y e s ?  

A Y e s .  I ' m  sorry. Y e s .  

Q 

.., - 

Okay. Did you have t o  u s e  a special code number 

for t h a t  sales t i m e  t h a t  you had? 

A Well, w e  had -- Y e s ,  because w e  had special codes  

f o r  t h e  sales, and let  you know, you know, what times -- 
when you were doing it on t h e  c lock,  because I know some 

l a d i e s  took t h e i r ' s  home and, you know, l i k e  after. When 

you couldn ' t  g e t  a l o t  of customers dur ing  t h e  day t h e y  took 

it home, so they  did not apply that ,  b u t  they  had t o  use  the  

sales code for every th ing  t h a t  t h e y  so ld ,  yes. 

Q A l l  r i g h t .  And t h e n  you were doing t h i s  i n  what,  

n o r t h  M i a m i ,  Coral Gables? 

A Y e s .  North M i a m i .  

Q North M i a m i .  And which superv isor  was a s s i s t i n g  

you wi th  t h e  s a l e s  par t  of your job? 

A W e l l ,  t h e r e  w a s  no one a s s i s t i n g  m e .  It was 

s imply,  you know, my supe rv i so r  a t  t h e  t i m e  I think w a s  

e i t h e r  Sylv ia  Lom-Ajam John C i u s .  I'm not  s u r e  which one,  

b u t  i t  was probably one of those.  - 
Q Okay. Do you know of anyone who has added a 

s e r v i c e  oz a product  t o  a customer 's  record without t h e  
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A Y e s .  And they  were f i r e d .  

Q And who was t h a t ?  

A Names, I -- it was -- I don ' t  remember t h e  name. 

It w a s  two, t h r e e  -- I th ink  maybe t h r e e  repairmens i n  t h e  

North M i a m i  a r e a  t h a t  were f i r e d  t h a t  -- one was i n s i d e  on 

l i g h t  du ty  -- two were i n s i d e  on l i g h t  du ty ,  and one was 

working outs ide .  B u t  as fa r  as t h e  names, I ' m  not  sure. I 

c a n ' t  remember t h e  names, b u t  they  were f i r e d  I know. 

-, - 

Q Do you know of anyone o t h e r  than  t h e s e  i n d i v i d u a l s  

t h a t  were f i r e d ?  

A That I know personal ly?  No. Tha t ' s  why I know 

about t h o s e  three .  I know t h a t  t h e r e  were o t h e r s ,  b u t  I 

d o n ' t  know -- You know, I d i d n ' t  know them. 

Q Did you ever spend time a t  a special phone section 

doing nothing but  sales €or t h e  company? 

A No. I j u s t  d i d  it from r i g h t  where I was. 

Q A l l r  r i g h t .  Working wi th  customers on trouble 

r e p o r t s  and then  -- 
A O r  e i t h e r  sometimes l i k e ,  you know, i f  it was r e a l  

slow, you know, and they  would say,  " I f  anybody wants t o ,  

you know, t a k e  some t i m e ,  you know, and do s a l e s  now, t h e n  

YOU can . "  But I s tayed where I was at my desk. 

Q And what did they g i v e  you to help you do the 

sales? D l d  you aft a list of customers, or pull a l is t  up 
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o n  t h e  screen? 

A W e  pu l l ed  a list up on the  screen l i k e ,  you know, 

and a l o t  of customers t h a t  you work wi th  sometimes d u r i n g  

t h e  day, some people t a k e  and keep a list of- eve iy th ing  t h e y  

do  du r ing  t h e  day and t h e y  j u s t  l i k e  c a l l  back from t h e r e .  

So you could j u s t  -- I know what I would do is I would l i k e  

c e r t a i n  areas i n  my a r e a  where I l i v e d ,  I would j u s t  p u l l  up 

a group of numbers i n  t h e  area t h a t  I l i v e d  i n  and would 

c a l l  when I wasn't busy. B u t ,  you know, everybody had 

d i f f e r e n t  ways of doing t h a t .  

Q Okay. Do you know of anyone who s o l d  a customer 

b o t h  t h e  TIP Maintenance P lan  and t h e  Sequence 1 X  

Maintenance P lan  and b i l l e d  them for both? 

MR. BEATTY: I ' m  sor ry .  And do what? 

A Repeat t h a t .  

Q And b i l l e d  them both? 

A Sold them both of them and b i l l e d  them for: b o t h ,  

or s o l d  them one and b i l l e d  them f o r  both? I d o n ' t  

understand . 
Q A l l  r i g h t .  L e t ' s  t ake  both examples. Sold them 

both  p l a n s  and b i l l e d  t h e m  f o r  both plans.  

A Yeah. I f  you sell  them both p l a n s  you ' r e  g o i n g  t o  

b i l l  them f o r  both. - 

Q Okay. D o  you know of anyone who s o l d  t h e m  o n e  

p l a n  a n d  b i l l e d  them f o r  bo th?  
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A No. 

Q D o  you know if t h e  TIP Plan and t h e  Sequence 1 X  

P l a n  covered t h e  same maintenance? 
. -  

A No. They are two d i f f e r e n t  things.  

Q Okay. If you have t h e  Sequence 1 X  P lan  do you 

need t h e  TIP  Plan? 

A Well, i f  you have t h e  Sequence l X ,  t h a t  combines 

bo th  of them. 

Q Okay. What i f  you b i l l e d  sepa ra t e ly ,  you b i l l e d  

for t h e  TIP Plan,  and you a l s o  b i l l e d  a n  a d d i t i o n a l  f o r  t h e  

Sequence 1 X  Plan? 

A No. 

Q You don ' t  know of t h a t  ever occurr ing? 

A No. 

Q Okay. Have you ever been d i s c i p l i n e d  by t h e  

company for your handl ing of trouble reports? 

A No. 

Q Okay. Have you ever  had occasion t o  p r o t e s t  a n  

i n s t r u c t i o n  t h a t  you have rece ived  from a manager t h a t  you 

f e l t ,  based on your t r a i n i n g  and experience, was improper? 

A Y e s .  

Q Okay. And can you t e l l  me about t h a t ?  

A Okay. . 

MR- YOKAN: L e t  m e  go o f f  t h e  record f o r  a moment. 

( B r i e f  r eces s )  - 
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MR. YORAN: I was confused and t h e  wi tness  was 

confused as fa r  as what your ques t ion  was. 

ques t ion  i s  has s h e  ever  p ro te s t ed  a g a i n s t  an  

i n s t r u c t i o n  given by a manager? 

I f  t h e  

-. - 

MS. RICEARDSON: Um-ha. (Aff i rmative Response) . 
MR. YOKAN: I mean, w e  have discussed -- 

MS. WILSON: E x c u s e  me.  I th ink  t h e  q u e s t i o n  w a s  

was she  ever g iven  in s t ruc t ions  by any manger when s h e  

-- 
MS. RICHARDSON: Based on her  t za in ing  and 

experience t h a t  s h e  f e l t  s h e  should p r o t e s t .  

e s s e n t i a l l y  it. I can  have it read back, b u t  she  h a s  

a l r e a d y  f l i p p e d  h e r  pages over. 

That ' s  

MR. YOKAN: And I t h i n k  w e  have covered a 

s i t u a t i o n  t h a t  l e a d s  one i n  relation t o  t h e  o t h e r  

manager mentioned where t h e  i n s t r u c t i o n  j u s t  wasn't 

followed. I ' m  not -- Can you narrow it down? I ' m  n o t  

s u r e  where you're going. 

MS. RICHARDSON: She d i d n ' t  i n d i c a t e  t h a t  she  had 

p r o t e s t e d  t h a t  one. 

BY MS. RICHARDSON: 

Q So I ' m  looking f o r  any i n s t r u c t i o n  t h a t  a manager 

has  given you t h a t  based on your t r a i n i n g  and experience you 

f e l t  was improper and you p r o t e s t e d .  

A P r o t e s t  a s  i n  -- 
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Q T e l l  him you w o n ' t  do it, or t ake  it t o  a h i g h e r  

supe rv i so r ,  o r  t a k e  some ac t ion?  

A Other t h a n  t h e  fact t h a t  maybe t a l k  t o  ano the r  : 
_ -  

supe rv i so r  and say ,  ' W e l l ,  you know, I don ' t  r e a l l y  t h i n k  

t h i s  is r i g h t , "  or something l i k e  t h a t .  B u t  I have never  

gone -- had t o  go beyond t h a t  p o i n t ,  no. 

Q Okay. W e l l ,  my follow-up q u e s t i o n  is: Have you 

ever f i l e d  a gr ievance? 

A No * 

Q Then t e l l  m e  about t h e  protest when you s a i d  you 

may have gone t o  ano the r  supervisor. 

A It wasn't  r e a l l y  a p r o t e s t .  I t  simply -- okay. 

J u s t  say, for instance,  even now wi th  t h e  -- a t  one t i m e  i f  

you c a l l e d  i n  about your features and I s a i d  we excluded 

them, and a t  one t i m e  w e  d i d  n o t  exclude them; we c l o s e d  it 

o u t  t o  a "test okay" because you t a l k e d  with t h e  customer 

and every th ing  is okay. 

W e  g e t ,  what, w o r k  p o i n t s  or whatever f o r  -- 
And it -- it -- They g i v e  points.  

Q Evalua t ion  po in t s?  

A Right.  And i f  you close it out  as"okay", y o u ' r e  

going through t h r e e  s t e p s .  I f  you ' r e  excluding it i t ' s  

b a s i c a l l y  j u s t  two. And w e  d i d n ' t  f e e l  l i k e  excluding it 

would have been proper.  You know, we felt l i k e  w e  should 

have -- because it can t a k e  me f i v e  minutes,  two minutes,  

maybe an hour  t o  t r y  t o  e x p l a i n  t o  someone hOh' to do 
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something when t h e r e f o r e  I ' m  -- t h i s  is  t h e  o n l y  thing I ' m  

do ing  a t  t h e  time, and i f  I exclude it i t ' s  as if I on ly  

took two seconds t o  do it when I may have taken  a n  hour. 

And there  a r e  o t h e r ,  you know, t h i n g s  i i k e  t h a t .  

Therefore ,  it d i d n ' t  require t h a t  you t a k e  it to one 

s u p e r v i s o r  and they  have -- t u r n  around and t h e y  s a i d ,  w e l l ,  

no, t h e y  r ed id  t h e  practice and t h i s  is t h e  way t h e  practice 

says it should be,  s o . . . .  

Okay. Q I guess I want t o  be a l i t t l e  more clear 

t h e n  on my question. I n  terms of rece iv ing  a n  i n s t r u c t i o n  

t h a t  you f e l t  was clearly wrong, against  company practice, 

okay, have you ever had occas ion  t o  protest t o  a higher  

l eve l  manager, or someone else i n  t h e  company? 

MS. WILSON: Excuse m e .  Why don ' t  you a s k  h e r  

whether she  ever rece ived  a n  i n s t r u c t i o n  l i k e  t h a t .  

MS. RICHARDSON: Okay. W e l l ,  I th ink  w e  have sor t  

of border l ined  t h a t  on some of t h e  5 th  Amendment 

p r i v i l e g e s .  

MS. WILSON: I don ' t  b e l i e v e  she  ever answered 

t h e  ques t ion .  You went o u t s i d e  and had a d i scuss ion  

wi th  your c l i n e t .  

BY MS. RICHARDSON: 

Q Have you ever  received an i n s t r u c t i o n  t h a t  you 

f e l t  was c l e a r l y  improper, or wrong, and f e l t  t h a t  you had 

t o  p r o t e s t  i t?  
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MR. YOKAN: W e  w i l l  t a k e  t h e  5 t h  because t h e  

n a t u r e  of t h e  q u e s t i o n  ove r l aps  wi th  o t h e r  t h i n g s  w e  

have objec ted  t o  before .  

A I'll t ake  t h e  5 t h  on t h a t  one. 
. 

MS. RICHARDSON: All r i g h t .  MS. Wilcox, I have no 

f u r t h e r  q u e s t i o n s  and I want t o  thank you f o r  being 

h e r e  today, and I appreciate your t i m e .  Someone e l s e  

around t h e  t a b l e  may have one or two ques t ions  be fo re  

you go. 

MS. WILSON: I have no quest ions.  

MR. VINSON: Yeah. 

BY MR. VINSON: 

Q Ms. Wilcox, you mentioned t h e  comments t h a t  

s a i d  made i n  g e n e r a l  t h a t  you thought he  was joking 

about. 

on what h e  was saying,  what t h e  conten t  of h i s  comments 

were? 

Could you p o s s i b l y  g i v e  us a l i t t l e  b i t  more d e t a i l  

A About -- What about? Building t h e  d a t a  base? Is 

t h a t  what you ' re  r e f e r r i n g  t o .  

Q Okay. Did he  -- 
A I ' m  saying is t h a t  -- because I am not  r e a l l y  

understand i ng . 
Q E a r l i e r  you made some comments t h a t  

made -- s a i d  some t h i n g s  t h a t  you thought  he  was joking 

abou t ,  g e t t i n g  a b i g  bonus and s o  f o r t h  -- 
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MS. RICHARDSON: It i s  t h e  d a t a  base.  

Q -- and was t h a t  something t h a t  h e  w a s  t a l k i n g  

about ,  bu i ld ing  t h e  base? 

A That ' s  what w e  were d iscuss ing  a t  t he - t ime ,  wasn ' t  

it? 

MS. RICHARDSON: Yeah. 

Q So h e  was saying t h a t  h e  was going t o  b u i l d  t h e  

base i n  o rde r  t o  g e t  a b i g g e r  bonus? 

A No. She asked had I ever heard of t h e  ph rase ,  

"bu i ld ing  t h e  d a t a  base," r i g h t ?  And I s a i d  t h a t  was t h e  

t i m e ,  t h e  on ly  person I ever heard say t h a t  was him. You 

know. 

Q Okay. When h e  w a s  making t h e s e  comments, w a s  it 

i n  t h e  con tex t  of g iv ing  MAS i n s t r u c t i o n s  of how t o  do 

something? 

A No. H e  w a s  j u s t  -- Well, t h i s  is when we were 

s t a t u s i n g  everything.  W e  were doing every th ing  manually 

back i n  t h e  m i d  -- t h e  f i r s t  ' 8 0 s ,  and h e  would come out. 

H e  said, okay. -- And as I s a i d ,  w e  a l l  took it b a s i c a l l y  

-- t h i s  w a s  one of those  t i m e s .  Th i s  is when I worked wi th  

Frank F a l s e t t i ,  you know, and w e  were a l l  i n  an o f f i c e  

toge the r .  And h e  would come out  and w e  would a l l  be i n  

t h e r e  and he would say ,  "Okay. W e  want t o  s t a t u s  a s  much 

out -of -serv ice  today a s  we can because we a r e  going t o  b u i l d  

a d a t a  base ."  
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"Yeah, r i g h t ,  is up for a bonus or 

something," and we j u s t  ignored it, because you c a n  t e l l  m e  

-- I mean I know what b a s i c a l l y  I ' m  doing. Okay. And I 

know my job ,  hopefu l ly  very w e l l .  

t h a t  I don't feel ,  or we don ' t  feel is doing -- I can't s a y  

n o t  doing h i s  job, b u t  I c a n ' t  even say -- b u t  I can s a y  I 

d i d  what I knew I was supposed t o  do, and t h a t ' s  it. You 

know, and w e  go ignored him. 

So if I have"a supe rv i so r  

Q Okay. A separate ques t ion .  You mentioned t h a t  

you had heard of some employees who added services through 

sales t o  customers' r eco rds  wi thout  t h e  customer's knowledge 

and t h a t  t h e s e  employees were terminated? 

A Yes. 

Q Bu t  you d i d n ' t  recall  t h e i r  names? 

A Right. 

Q 

S m i t h ?  

Could I a s k  you i f  t h o s e  names might have been Mr. 

KK. 

A 

Q 

Smith? 

George Randal l  Smith? Does t h a t  r i n g  a b e l l ?  

No. 

How about a Mr. Jones? 

MR. YOKAN: I was wa i t ing  f o r  a Mr. Jones a f t e r  

S m i t h .  ~ 

What's t h e  f i r s t  name? 

7. d o n ' t  r e c a l l  t h e  f i r s t  name. I t h i n k  one was 
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I ' m  not  s u r e .  It might have been. I ' m  n o t  

su re .  

Q How about 

A Y e s .  
-, - 

MR. VINSON: Thank you. Those are a l l  t h e  

ques t ions  I have. 

MR. BEATTY: I don ' t  have any. 

MR. YORAN: Counsel, I d i d  want t o  c l a r i f y  one 

th ing .  

understand where one q u e s t i o n  was going. 

I hadn ' t  had my cup of c o f f e e  and I d i d n ' t  

We would be 

happy t o  withdraw our envocat ion of t h e  5 t h  insofar  as 

i f  you would l i k e  t h e  w i t n e s s  t o  d e f i n e  "backing up t h e  

time." As far as h e r  use or experience i n  using it, 

t h e  o b j e c t i o n  s t ands ,  or t h e  envocation of t h e  

p r i v i l e g e .  

BY MS. RICHARDSON: 

Q Okay. L e t ' s  go back t h e n  and would you please 

t e l l  m e  what you ' re  understanding of t h a t  phrase,  "backing 

u p  t h e  t i m e "  i s ?  

A If a repairman i s  on a t r o u b l e ,  okay, he ' s  -- h e ' s  

f i n i s h e d  h i s  job s a y  a t  4:30, 4:45, or whatever, and he  

would g e t  o f f  a t  5:00 and h e  d o n ' t  c a l l  them i n  and c l o s e  it 

ou t .  T h i s  was back when they  were 7- they were n o t  on t h e  

CAT.  You don ' t  c a l l  and c l o s e  it o u t  u n t i l  tomorrow 

morning, and you s a y ,  "Well, when was it c l e a r e d ? "  
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H e  says ,  "Well, I c l e a r e d  it  yes te rday  a t  4:30.' 

And then  1'11 back it u p  t o  a t i m e  c l e a r e d  yes te rday  a t  

4:30. 
- 

Or l i k e  w i t h  t h e  c a b l e  f a i l u r e ,  i f  t h e  c a b l e  guys d i d  

-- a l o t  of times they  were out  a l l  n i g h t  and t h e y  c l e a r e d  

a t  2:00 i n  t h e  morning, and they  d i d n ' t  c a l l  i n  and c l o s e  it 

o u t  u n t i l  t h e  n e x t  day. 

twelve because they  had t o  go back and close up t h e  p i t  or 

do everything -- a l l  t h e  o t h e r  th ings ,  and t h e n  they  f i n a l l y  

c a l l e d  i n  t o  close out  t h e  failure.  

it c leared?"  

And maybe t h e  next  day being a f t e r  

I ' l l  say, "When it was 

"It was c l e a r e d  2:00 t h i s  morning but  I ' m  j u s t  c l o s i n g  

it o u t  now." 

YOU put  t h e  c l e a r e d  t i m e  as 2:00 t h a t  morning, s a y  you 

are backing it up t o  when it was c l ea red ,  bu t  it was c losed  

o u t  today a t  12:30. So it cleared a t  2:00 t h i s  morning but  

c l o s e d  out  today a t  12:30. 

Q Okay. Have you e v e r  heard t h a t  phrase used i n  any 

o t h e r  contex t  w i t h  any o t h e r  meaning? 

A Backing up t h e  t i m e ?  

Q Um-ha. (Aff i rmat ive  Response). Y e s .  

MR. BEATTY: I th ink  t h e  f i r s t  answer was t h a t ,  I 

would assume, based upon t h e  ques t ion ,  would be "Yes" 

o r  " N o " ?  

A Y e s .  
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Q Y e s .  And what i s  t h e  o the r  meaning t h a t  you have 

heard given t o  t h a t  term, o r  t h a t  phrase? 

MR. BEATTY: It seems l i k e  t h i s  might be t h e  a r e a  

, -  where -- 
A Well -- 

MR. YORAN: Repeat t h e  quest ion,  please. 

MS. RICHARDSON: Would you? 

(Whereupon, t h e  quest ions l a s t  above-referred t o  was read by 

t h e  Reporter) .  

A Have I heard it used i n  o t h e r  c o n t e x t  as t o  what 

t h e  meanings were? I c a n ' t  say  because I don ' t  r e a l l y  know 

t h e  whole s i t u a t i o n  as t o  what t h e  person was t a l k i n g  about.  

Q And who w a s  t h i s ?  

A There aga in  w e  are going back t o  a t i m e  when 

t h i n g s  weren't -- were kind of shaky. 

MR. YORAN: She would envoke t h e  5 t h  Amendment as 

t o  persons t h a t  may have used t h a t  terminology i n  

another  meaning. 

A I envoke t h e  5 th .  

Q Okay. 

MS. RICHARDSON: I would l i k e  t o  go o f f  t h e  record  

a second. 

(Discussion h e l d  off record)  - 
MS. RICHARDSON:  We a r e  back on the r e c o r d .  

BY IilS. RICEIARDSON: 

MARIE C.  GENTRY & A S S O C I A T E S  
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Q M s .  Wilcox, have you eve r  heard t h e  phrase  

"backing u p  t h e  t i m e "  t o  mean backing up  a c l e a r i n g  t ime o n  

an  out-of-service r e p o r t  i n  o rde r  t o  m e e t  t h a t  over-24-hour. 

index? . -, - 

MR. BEATTY: J u s t  a minute.  

MR. YOKAN: I w i l l  i n s t r u c t  t h e  w i t n e s s  t o  envoke 

t h e  5 t h  Amendment t o  t h a t  and any o the r  f u r t h e r  

ques t ions  d e a l i n g  wi th  backing up. 

A I envoke t h e  5 th .  

MS. RICEARDSON: Okay. I t h ink  we are through 

then. Thank you. 

(Witness excused).  

(Whereupon, t h e  d e p o s i t i o n  w a s  concluded a t  18:45 a.m.) 

MARIE C. GENTRY & ASSOCIATES 
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AFFIDAVIT OF DEPONENT 

T h i s  is t o  c e r t i f y  t h a t  I, DERRALL R: WILCOX, 

have read t h e  foregoing t r a n s c r i p t i o n  of my testimony, Pages 

1 through 68, given on May 6 ,  1993, i n  D o c k e t  No. 910163-TL 

and Docket  No. 910727-!PL, and f i n d  t h e  same t o  be t rue  and 

c o r r e c t ,  with t h e  except ions,  and/or c o r r e c t i o n s ,  i f  any, as 

shown on t h e  errata s h e e t  a t t a c h e d  here to .  

DERRALL R. WILCOX 

Sworn t o  and subscr ibed b e f o r e  m e  t h i s  

day of ,1993. 

P r i n t  Name: 

Notary P u b l i c  - S t a t e  of Florida 

My Commission E x p i r e s :  
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PATRICIA R .  VIERENGEL /;r ' 
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STATE OF FLORIDA) 

COUNTY OF D W A L  ) 
CERTIFICATE OF REPORTER 

I, PATRICIA H .  VIERENGEL, Court Repo-rter, DO 
HEREBY CERTIFY t h a t  I w a s  au thor ized  t o  and d i d  
s t enograph ica l ly  report t h e  foregoing depos i t i on  of DERRALL 
R. WILCOX; 

c o n s i s t i n g  of 68 pages,  c o n s t i t u t e s  a t rue  record of t h e  
tes t imony given by t h e  w i t n e s s .  

employee, attorney or counsel of any of t h e  p a r t i e s ,  nor a m  
I a re la t ive  or employee of any of t h e  parties '  a t torney or 
counsel connected w i t h  t he  act ion,  nor a m  I f i n a n c i a l l y  
i n t e r e s t e d  i n  t h e  ac t io  

I FURTHER CERTIFY t h a t  t h i s  t ranscr ip t ,  

I FURTBER CERTIFY t h a t  I a m  not  a re la t ive ,  

3% DATE t h i s  7 day of 

PATRICIA H. VIERENGEL, C o d  Reporter 
Telephone: (904)725-8657 

STATE OF FLORIDA) 

COUhTY OF D W A L  ) 
. 

b e f o r e  
,1993, by PATRICIA H. 

VIERENGEL, who is per known t o  m e .  

P r i n t  Name:  
Notary P u b l i  - S t a t e  of F l o r i d a  
My Commission exp i r e s :  //-30-?5 
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BEFORE THE 
FLORIDA PUBLIC SERVICE COMMISSION 

-, - I n  t h e  matter of 
: DOCKET NO.: 91€31€3-TL 

I n v e s t i g a t i o n  i n t o  t h e  i n t e g r i t y  : 
of SOUTHERN BELL TELEPHONE AND 
TELEGRAPH C O M P A N Y ~ S  repair service : 
ac t iv i t i e s  and reports. 

I n  re: Inves t iga t ion  i n t o  
SOUTHERN BELL TELEPHONE AND : DOCKET NO.: 9107274% 
TELEGRAPH COMPANY'S compliance 
w i t h  R u l e  25-4.110(2), F.A.C. I : FILED:  04/28/93 

_______________-_____-_------------. 

R e b a t e s .  

D E P O S I T I O N  OF: LINDA G. MONIZ 

TAKEN AT THE INSTANCE OF: The S t a f f  of t h e  F lor ida  
P u b l i c  Service Commission 

PLACE : 

TIME: 

DATE: 

REPORTED BY: 

Southern  B e l l  O f f i c e s  
3108 Emerson Street  
J a c k s o n v i l l e ,  F lor ida  
F i r s t  Floor C o n f e r e n c e  Room 

C o m m e n c i n g  a t  18:20 a.m. 
C o n c l u d e d  a t  11:20 a.m. 

6 May, 1993 

P a t r i c i a  H. V i e r e n g e l  
C o u r t  R e p o r t e r  
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A P P E A R A N C E S  

J. SUE RICHARDSON, ESQUIRE 
Of f i ce  of P u b l i c  Counse l  . 
c/o The F l o r i d a  L e g i s l a t u r e  
111 W. Madison S t r e e t  
Ta l lahassee ,  F l o r i d a  32300-1400 

:-. 

JEAN R. WILSON, ESQUIRE 
D i v i s i o n  of Legal S e r v i c e s  
F l o r i d a  P u b l i c  S e r v i c e  Commission 
101  E a s t  Gaines S t r e e t  
Ta l lahassee ,  F l o r i d a  32399-0863 

Telephone: (904) 487-2740 

CARL S. VINSON, J R .  
Sr. Management Analyst  
Bureau of Regulatory Review 
F l o r i d a  P u b l i c  S e r v i c e  Commission 
Division of Research and Regulatory Review 
101 E a s t  Gaines S t r e e t  
Tallahassee, F l o r i d a  32399-0872 

Telephone: (904) 487-0509 

WALTER BAER 
Management Analyst  
Bureau of Regulatory Review 
F l o r i d a  P u b l i c  S e r v i c e  Commission 
Div i s ion  of Research and Regulatory R e v i e w  
1 0 1  E a s t  Gaines S t r e e t  
Ta l lahassee ,  F l o r i d a  32399-0872 

STAN L. GREER 
Engineer 
B u r e a u  of Networks and Engineering S t u d i e s  
D i v i s i o i n  of Communications 
F lo r ida  Pub l i c  S e r v i c e  Commission 
1 0 1  E a s t  Gaines S t r e e t  
Ta l lahassee ,  F l o r i d a  32399-0866 

Telephone: ( 9 0 4 )  488-1280 
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A P P E A R A N C E S (Continued) 

ROBERT G. BEATTY, ESQUIRE 
General Attorney 
BellSouth Telecommunications, Inc. 
Museum Tower Building 
Suite 1918 
150 West Flagler Street 
Miami, Florida 33130 

- 

Telephone: (904) 530-5561 

NANCY €3. WHITE, ESQUIRE 
General Attorney 
BellSouth Telecommunications, Inc. 
675 West Peachtree Street 
Suite 4300 
Atlanta, Georgia 30375-0001 

Telephone: (404) 529-5387 

SHELBA HARTLN 
2nd Executive Vice-president 
Communications Loacl 3106 
4076 Union Hall Place 
Jacksonville, Florida 32205 

Telephone: (904) 350-8372 or 384-2222 

MICHAEL YOKAN, ESQUIRE 
of the law firm of 
Kattman & Eshelman, P.A. 
1920 San Narc0 Boulevard 
Jacksonville, Florida 32207 

Telephone: (904) 398-1229 
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S T I P U L A T I O N  

I T  IS STIPULATED t h a t  t h i s  depos i t i on  was t a k e n  

pu r suan t  t o  n o t i c e  i n  accordance wi th  the a p p l i c a b l e  Florida 

Rules of C i v i l  Procedure; t h a t  o b j e c t i o n s ,  except as t o  t h e  

form of t h e  ques t ion ,  are re se rved  u n t i l  hear ing i n  t h i s  

cause ,  and t h e  reading and s i g n i n g  w a s  n o t  waived. 

I T  IS ALSO STIPULATED t h a t  any off-the-record 

conve r sa t ions  are with t h e  consen t  of t h e  deponent. 
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LINDA G. MONIZ, 

appeared as a w i t n e s s ,  and a f t e r  being duly  sworn by t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as follows: 
_ -  

EXAMINATION 

BY MS. RICBARDSON: 

Q A l l  r i g h t .  Would you p l e a s e  s ta te  your name and 

t h e n  spe l l  it for t h e  C o u r t  Reporter? 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

today? 

A 

Okay. The whole name? 

Um-ha. (Aff i rmat ive  Response). 

Linda Gregory Moniz, M-0-N-1-2. 

Okay. And your address? 

424 P e a r l  S t r e e t ,  Room 620. 

And is t h a t  J acksonv i l l e ,  F lor ida?  

Oh, J acksonv i l l e ,  32202. 

And is t h a t  a Southern B e l l  Building? 

Um-ha. (Affirmative Response). 

And a phone number? 

366-3925. 

Okay.  And are you represented by counsel h e r e  

Yeah. 

MS. RICHARDSON: A l l  r i g h t .  I would l i k e  h i m  t o  

e n t e r  h i s  appearance on  t h e  record.  

MR. YOKAN: Michael Yokan of t h e  l a w  f i rm of 

Kattman & Echelman, P . A . ,  J a c k s o n v i l l e , ,  F lo r ida .  

V A R I E  C .  GENTRY & ASSOCIATES 
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BY MS. RICHARDSON: 

Q And a r e  you represented  a l s o  by a union 

r e p r e s e n t a t i v e  here? 

A Y e s .  
. -, - 

MS. RICHARDSON: And I'll a s k  h e r  t o  p u t  h e r  

appearance on record.  

MS. HARTLEY: Shelba Har t ley ,  4076 Union H a l l  

P l ace ,  J acksonv i l l e ,  F lo r ida ,  32205, (904) 384-2222, 

2nd Vice-president,  Communication Workers of America 

Local 3106. 

BY MS. RICHARDSON: 

Q Okay. M s .  Moniz, have you d i scussed  t h i s  

deposition today with anyone o t h e r  t h a n  your attorney or an 

a t t o r n e y  for t h e  company? 

A No. 

Q Okay. 

A J u s t  t h e  people t h a t  are  wi th  me. 

Q 

A Right. 

Q Okay. Were you advised t h a t  you would n o t  be 

You mean M s .  Ha r t l ey  and Mr. Yokan? .. ~ 

d i s c i p l i n e d  for any answers  t h a t  you g i v e  h e r e  today? 

A Y e s .  

a And I'll j u s t  c a u t i o n  y o u , _ t h e  C o u r t  R e p o r t e r  

c a n ' t  t a k e  down nods of t h e  head .  

A Oh, I'm s o r r y .  

P I A R I E  C .  GENTRY & ASSOCIATES 
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Q So as long as you nod and speak w e  a r e  okay. 

A A l l  r i g h t .  

Q Did anyone a d v i s e  you of t h e  p o s s i b l e  c r i m i n a l  

p e n a l t i e s  t h a t  could  apply  i f  you per jured  your tes t imony 

h e r e  today? 

A Y e s .  

Q A l l  r i g h t .  Have you e v e r  g iven  a statement t o  a 

company i n v e s t i g a t o r  or a t t o r n e y  prior t o  today? 

A Y e s .  Y e s .  

Q And when w a s  t h i s ?  

A It's a year ago it seems like. I'm n o t  sure.  

Q Okay. And how many statements d i d  you g ive?  

How many times d i d  you go? 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

Two * 

TWO? 

Two or t h r e e .  

Two or t h r e e ?  

Um-ha. (Af f i rma t ive  Response). 

And where d i d  you g i v e  t h e s e  statements? 

Over a t  t h e  Southern B e l l  Tower. 

I n  J a c k s o n v i l l e ?  

(Nods Head). 

And who was i n  t h e  room wben you gave t h e s e  

s t a t emen t s?  

A I d o n ' t  remember h i s  name. 

MARIE C. GENTRY & A S S O C I A T E S  
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Q D o  you remember what p o s i t i o n  he was o r  -- 
A With s e c u r i t y .  

Q Someone with company s e c u r i t y ?  

A Company s e c u r i t y .  Um-ha. (Affirmative-Response).  

Q Was t h e r e  an attorney p resen t?  

A Y e s .  

Q Okay. And w a s  your supe rv i so r  t he re?  

A No. 

Q 

A No. 

Q 

A No - 
Q Okay. W a s  t h e r e  anyone from -- Was t h e r e  anyone 

Did you have a n  a t t o r n e y  the re?  

Did you have your union representative wi th  you? 

no t  from t h e  company p r e s e n t ?  

A A t  one of t h e  -- Yeah, t h e r e  were some outs ide  

a t t o r n e y s ,  I be l i eve .  

Q Okay. W a s  t h a t  a t  t h e  f i r s t  one or t h e  second 

one? 

A The last one. 

Q The l a s t  one? 

A (Nods Head). 

Q A l l  r i g h t .  And a t  t h e  l a s t  one, t h e  o u t s i d e  

a t t o r n e y s ,  do you know who they  were - represent ing?  

R I r e a l l y  d o n ' t .  No. 

Q D i d  t h e y  t e l l  you  who they were working f o r ?  

N A R J E  C .  GENTRY & ASSOCIATES 
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A Y e s ,  they  d id .  I r e a l l y  -- I don ' t  remember i f  

t h e y  were with t h e  company or  t h e  -- I th ink  t h e r e  w a s  

somebody j u s t  t o  see i f  our  people d i d  t h e i r  job. 

Q Okay. 

Southern  B e l l  i n  any way? 

D o  you know i f  t hey  were connected by -- t o  

A I th ink  t h e y  t o l d  m e  t h e y  were o u t s i d e  t h e  

company. 

Q Okay. D o  you know i f  Southern B e l l  had asked them 

t o  come and t a k e  your statement? 

A I don ' t  know. 

Q You don ' t  know? 

A They j u s t  c a l l e d  m e  and s a i d  be the re .  

Q A l l  r i g h t .  Who c a l l e d  you? 

A My second l e v e l .  

Q And who was t h a t ?  

A Ray F u t r i l l .  

Q You're going t o  have t o  spe l l  h i s  name. 

A I don ' t  know how t o  spe l l  h i s  name. I ' m  so r ry .  

F-U- -- 

MS. HARTLEY: F-U-T-R-I-L-L. 

A F-U-T-R- I -L-L . 
Q Okay. 

A Somebody c a l l e d  him and t o l d  him. 

Q D i d  Nr. F u t r i l l  t e l l  you why you were g i v i n g  t h i s  

s t a t emen t?  

MARIE C. GENTRY & ASSOCIATES 
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A No. 

Q I n  t h e  f i r s t  s ta tement  t h a t  you gave d i d  t h e  

a t t o r n e y ,  or t h e  s e c u r i t y  person f o r  t h e  company t e l l  you 

why you were g iv ing  t h e  s ta tement? 
. -  

MR, BEATTY: J u s t  " Y e s "  or "NO', please, or you 

don ' t  know. 

A I guess  I don ' t  know. I don ' t  remember. 

Q Okay. That's f ine.  

A A l l  r i g h t .  

Q I n  t h e  second statement t h a t  you gave, d i d  t h e  

a t t o r n e y  t e l l  you why you were g i v i n g  t h e  statement? 

A Y e s .  

Q Okay. And what d i d  t h e y  t e l l  you? 

MR. BEATTY: Object ion.  The ques t ion  e l i c i t s  

p r i v i l e g e d  information based upon t h e  a t torney/cl ient  

p r i v i l e g e  and t h e  attorney/work product  p r i v i l e g e s .  

Therefore ,  with t h e  indulgence of h e r  counsel  I 

reques t  t h a t  t h e  wi tnes s  not  respond t o  t h a t  ques t ion .  

MR. YOKAN: I th ink  w e  have covered t h e  ground, 

and i t ' s  my understanding s h e  s a i d  t h e  l as t  meeting 

was with a t t o r n e y s  t h a t  she  doesn ' t  know i f  t h e y  were 

a c t u a l l y  r e t a i n e d  by Southern B e l l  o r  not ,  and t h e y  

were t h e r e  t o  do an invest igat i -on.  Are you ask ing  h e r  

t o  expla in  more than  t h a t ?  

MS. RICHARDSON: Y e s .  

EnARIE C.  GENTRY & ASSOCIATES 
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MS. WILSON: I don ' t  b e l i e v e  t h a t  was h e r  answer. 

MR. YOKAN: I b e l i e v e  t h a t  was t h e  summation of 

s e v e r a l  ques t ions .  

he r ,  i t 's my understanding t h a t  there  was a n -  

a t t o r n e y / c l i e n t  p r i v i l e g e  because I b e l i e v e  a l l  t h e  

As f a r  as what t h e  a t t o r n e y s  t o l d  

a t t o r n e y s  were Southern  B e l l ,  so I i n s t r u c t  h e r  n o t  t o  

answer t h a t  quest ion.  

BY M S .  RICHARDSON: 

Q Okay. Then, M s .  Moniz, j u s t  because y o u ' r e  t h e  

on ly  one t e s t i f y i n g  here today, do you have informat ion  t h a t  

is responsive t o  my ques t ion ,  yes or no? 

A You l o s t  m e  t h e r e .  

Q Okay. A r e  you going t o  refuse t o  answer my 

q u e s t i o n  based upon your a t t o r n e y ' s  advice? 

MR. YOKAN: I'm i n s t r u c t i n g  you n o t  t o  answer t h e  

quest ion.  You can say ,  " I ' m  n o t  answering based upon 

my a t t o r n e y ' s  advice ,"  and t h a t ' s  f i n e .  

A Okay. I ' m  n o t  answering based upon my a t t o r n e y ' s  

advice .  

Q Okay. Th i s  is a l l  t h e  l e g a l  s t u f f  t h a t  goes  on. 

A Oh, I ' m  g lad .  

Q Tha t ' s  why you have your a t t o r n e y  here ,  t o  h e l p  

you w i t h  t h a t .  . 
O k a y .  What's your  p o s i t i o n  w i t h  t h e  company? 

n I'm an e l e c t r o n i c  t echn ic i an .  

MARIE C .  GENTRY E. ASSOCIATES 
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Q And what does an  e l e c t r o n i c  t e c h n i c i a n  do? 

A 

Q 

W e  work on t h e  equipment t h a t  s e r v e s  t h e  customer. 

A l l  r i g h t .  So you go and f i x  t h e i r  phone set  i n  

-. - 
t h e  house? 

A No. We are i n  t h e  cen t r a l ,  where everybody is 

connectec:. 

Q Central  o f f  ice? 

A That 's  it. 

Q You're i n  t h e  central o f f i c e ?  

A Right. 

Q 

A I used t o  be a frame a t t e n d a n t .  And now we are  

Do you do frame work? A r e  you a frame a t t e n d a n t ?  

i n t o  t h e  gener ics ,  t h e  programming. When t h i n g s  go gown w e  

g e t  somebody out  t h e r e  t o  f i x  them. W e  r e a l l y  monitor 

t h i n g s  t h a t  go -- l i k e  i f  an  o f f ice  f a l l s  off, or goes down, 

we t r y  t o  g e t  somebody ou t  t h e r e  t o  f i x  it. 

Q Okay. So is t h e r e  a system of l i g h t s  or something 

-- 

A Alarms. 

Q -- alarms t h a t  go off? And so you monitor t h e  

a la rms  and t h e  l i g h t s ?  

A And we tes t  l i n e s  and s t u f f .  

0 And how o f t e n  do you t e s t  l i n e s ?  

A Well, we t e s t  t r u n k s ,  w h i c h  a r e  bunches of l i n e s .  

A l l  day. 

N A R I E  C.  G E N T R Y  & A S S O C I A T E S  
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Q 

A Maybe t h r e e  yea r s .  

Q A l l  r i g h t .  I n  Jacksonv i l l e  t h e  e n t i r e  t i m e ?  

A Right. 

Q A l l  r i g h t .  And who is your p r e s e n t  f i r s t  l e v e l  

And how long have you he ld  t h i s  pos i t i on?  

- 

manager? 

A Ron Morgan. 

Q And has  Mr. Morgan been your f i r s t  level t h e  

e n t i r e  t i m e ,  t h e  t h r e e  years? 

A No. 

Q Okay. Who was your f i r s t  leve l  manager b e f o r e  Mr. 

Morgan? 

A Romero ffiartinez. 

Q And you ' r e  s t i l l  an  e l e c t r o n i c  t echn ic i an  under 

Mr. Martinez? 

A Right. Um-ha. (Aff i rmat ive  response) .  

Q And how long w a s  he  your f i r s t  l e v e l ?  

A They t ransfer  bosses  every  few months, so -- 
Q Did you have another  -- 
A -- w e  need t o  -- Yeah. Ronnie Martin. 

Q Okay. 

A Bobby A l l e n .  

Q Is t h a t  Bobby male? Mr. ?r  firs.? 

A It's a male, yes .  ne's Cron Nississippi, so  

t h a t ' s  h i s  r e a l  name. 

YARIE C. GCKTRY & ASSOCIATES 
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Q Bob C a r r o l l .  I t ' s  hard t o  remember. 

A I ' m  t h ink ing  of t h e i r  o f f i c e s .  I had -- what - s  

J u l i o ' s  name, with t h e  beard? Br inde l l .  Bob B r i n d e l l .  

Q Okay. And who is your second level 'manager? 

A Ray F u t r i l l .  

Q And how long has  Mr. F u r t i l l  been your second 

l e v e l ?  

A Oh, about t h r e e  years, I guess.  

Q Okay. So j u s t  about  t h e  en t i r e  t i m e  you have been 

t h e  e l e c t r o n i c  t echn ic i an?  

A Um-ha. (Affirmative Response). 

Q And who is your o p e r a t i o n  manager? 

A R i c k  Van Vrederode. 

Q And can  you spell? 

A V-A-N, V-R-E-D-E-R-0-D-E. 

Q Okay. A l l  r i g h t .  And what d i d  you do b e f o r e  you 

were an electronic t echn ic i an?  

A I was a frame a t t e n d a n t .  

Q You were a frame a t t e n d a n t .  And how long were you 

a frame a t t endan t?  

A Oh, man! 

MR. YOKAN: Can w e  have j u s t  one moment o f f  t h e  

record? I t h i n k  if we can do -it r i g h t  here .  W e  just 

want t o  c o r r e c t  a name. 

(Discussion he ld  o f f  r e c o r d ) .  

M A R I E  C .  GENTRY & ASSOCIATES 
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MS. RICHARDSON: Okay. Back on  t h e  record.  

BY MS. RICHARDSON: 

Q G o  ahead and -- W e  were off t h e  record ,  and so now 

. -, - you need t o  make a s ta tement? 

A Mike Heard is f i l l i n g  i n  f o r  R i c k  Van Vrederode. 

THE WITNESS: Is h e  ac t ing?  

MS. HARTLEY: Y e s .  

A He's a c t i n g  operations manger. 

Q Okay. And you were a frame a t t e n d a n t  from what 

y e a r  t o  what year  then? 

A It w a s  t h e  e a r l y  '80s u n t i l  I became an  electronic 

t e c h n i c i a n .  

Q Okay. Was a l l  of t h a t  time i n  Jacksonv i l l e?  

A We travel.  I w a s  based i n  J a C k S O n V i l l e ,  b u t  w e  

went to Gainesv i l l e  and d i f f e r e n t  l i t t l e  towns around: t h e  

Newberries, and t h e  Old Towns, and t h e  Cross C i t i e s ,  and a l l  

t h e  l i t t l e  o f f i c e s .  W e  were doing a conversion.  

Q Converting from what t o  what? 

A They are going from l i k e  one system t o  ano the r .  

W e  were j u s t  r e a l l y  v e r i f y i n g  t h a t  t h e  o f f i c e  equipment t h a t  

t hey  s a i d  was i n  t h e r e  i s  i n  t h e r e .  

Q Were you moving from t h e  o l d  swi t ches  t o  t h e  new? 

A To t h e  new swi t ches .  Y e a h .  

Q Okay .  D i d  you t r a v e l  p r i m a r i l y  j u s t  North F l o r i d a  

o r  d i d  you h a v e  t h e  e n t i r e  s t a t e ?  

MARIE C .  C-EfrTRY & ASSOCIATES 



. 
1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

1 2  

13 

14 

15 

1 6  

1 7  

1 8  

19 

20 

21  

2 2  

2 3  

2 4  

25 

A No. J u s t  North F lo r ida .  

Q J u s t  North F lo r ida .  And t h a t  would be from what, 

W e s t  Palm north? 

A Oh, w e  d i d n ' t  even go t o  Orlando. W e  j o s t  went t o  

G a i n e s v i l l e ,  Newberry, a l l  t h e  l i t t l e  towns. Lake C i ty .  

Q So a l l  t h e  Ga inesv i l l e  exchanges and a l l  t h e  J a x  

exchanges? 

A Um-ha. (Aff i rmat ive  Response) . 
Q Okay. What I would l i k e  you t o  do, i f  you can, is 

t o  t e l l  m e  who your f i r s t  l e v e l  managers were while you were 

a frame a t t endan t .  

A Okay. John Pool. Lenora Revels. 

Q And can you spe l l  h e r  l a s t  name? 

A R-E-V-E-L-S. 

Q Okay. 

A I c a n ' t  remember. Judy Beauchamp. 

Q And can you spel l  -- 
A B-E-A-U-C-A-A-M-P . 
Q A l l  r i g h t .  

A Okay. W e  had J a c k  -- When I w a s  i n  detect .  J a c k  

Cra ig  was i n  t h e r e ,  bu t  he  wasn ' t  my boss ,  s o  I d o n ' t  r e a l l y  

t h i n k  I had a boss. I don ' t  remember. I d o n ' t  remember, 

so. - - .  
Q A l l  r i g h t .  What about second l e v e l s ,  can you 

remembei some of  your  second l e v e l s ?  

M A R I E  C. G E N T R Y  6. A S S O C I A T E S  
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A M i k e  Heard w a s  t h e  second l e v e l .  

Q M i k e  Heard? 

A Um-ha. (Aff i rmat ive  Response) - 
Q And do you remember any o t h e r s ?  

A J a c k  -- J i m  Edwards. 

Q Is t h a t  it? J u s t  M i k e  and J i m ?  

- 

A As far as I can  remember, yeah. 

Q Did you have another  o p e r a t i o n  manager during t h a t  

p e r i o d  of t i m e ?  

A I th ink  -- no. I d o n ' t  remember. I d o n ' t  t h ink  

w e  had. 

Q So it w a s  Mr. Mr. Van Vrederode t h e  e n t i r e  t i m e ?  

A Um-ha. (Aff i rmative Response) . 
Q Okay. Do you know who your gene ra l  manager is? 

A I don ' t  know. No. 

.. 

Q Okay. Who is your u n i o n  s teward,  your shop 

steward? 

A Shelba. 

Q Shelba? 

A Har t ley  . 
Q Okay. Okay. M s .  Moniz, I th ink  I ' m  going t o  

s t a r t  by showing you a document t h a t  w a s  f i l e d  by t h e  

company on Apr i l  l s t ,  1 9 9 3  i n  t h e  Cpnsol idated Rate Case 

Docket, and i t ' s  Southern B e l l ' s  response t o  Prel iminary 

Order Number PSC930263PCOTL en te red  on February 1 9 t h ,  1 9 9 3 ,  

MARIE C. GENTRY & A S S O C I A T E S  
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and I would l i k e  you, f i r s t  of a l l ,  t o  l e t  m e  know i f  you 

are t h e  -- l e t  m e  see, t h e  Linda Moniz on l i n e  413 

o u t  of 650 names, and t h e n  i f  you are, then  I have some 

q u e s t i o n s  based upon t h e  informat ion  t h a t ' s  included he re .  

Have you seen t h i s  document yet? 

A Yes. 

Q Do you need t i m e  t o  go off t h e  record  t o  review 

t h e  document aga in  with your a t t o r n e y ,  or a s k  quest ions? 

MR. YOKAN: It depends. 

THE WITNESS: Am I supposed t o  read it? 

MR. YOKAN: It depends on what your q u e s t i o n s  are. 

L e t ' s  go ahead and go. 

BY MS. RICBARDSON: 

Q Okay. F i r s t  of a l l ,  is t h a t  you? Is t h a t  your 

name? 

A Right. W e l l ,  no. My i n i t i a l  is wrong. 

Q Your i n i t i a l  is wrong. Okay. So t h i s  may o r  may 

n o t  be you? 

A Well, it may or may n o t  be. 

Q A l l  r i gh t .  W e l l ,  paragraph 2 of t h e  document 

i n d i c a t e s  t h a t  t h e s e  i n d i v i d u a l s  were interviewed during 

Southern B e l l ' s  i n t e r n a l  i n v e s t i g a t i o n .  Were you 

in te rv iewed by Southern Be l l  du r ing  t h e  i n t e r n a l  

i n v e s t i g a t i o n ?  

A Yes. 

P'ARZE C .  GENTRY & ASSOCIATCS 



c 

* 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

14 

1 5  

1 6  

1 7  

1 8  

1 9  

20  

2 1  

2 2  

2 3  

2 4  

2 5  

~ 

21 

Q Okay. So t h e r e  is a p o s s i b i l i t y  t h a t  t h e  name 

appearing he re  might be yours? 

A Yes. 

Q O r  might not  be? 

A Um-ha. (Affirmative Response). 

Q Well, l e t  m e  go ahead and use t h i s ,  and i f  you 

d o n ' t  know t h e  information t h e n  you don ' t  know it. 

A l l  r i g h t .  By your name appears a series of numbers. 

Okay. 

Moniz. A t  least  on t h e  document appears a series of 

numbers. 

And i f  you want t o  look aga in  by t h e  name Linda 

A Okay. 

Q And t h e  f i r s t  number t h a t  appea r s  by your name 

believe is a number I? 

A Okay. 

Q And t h e  document i n d i c a t e s  t h a t  you may have s 

I 

m 

in format ion  about backing up c l e a r i n g  and c l o s i n g  times, and 

I would l i k e  t o  know what in format ion  you have about backing 

up c l e a r i n g  and c l o s i n g  times? 

MR. YOKAN: I would adv i se  my c l i e n t  t o  envoke t h e  

5 t h  Amendment t o  t h a t  ques t ion .  

A I'll t ake  t h e  5th.  

Q A l l  r i g h t .  By your name appears  t h e  number 2 ,  

"The  u s e  of cause codes,  including exclude codes,"  and I 

would l i k e  to know what you know about u s i n g  cause codes? 

V A R I E  C .  GENTRY & A S S O C I A T E S  
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A I ' l l  have t o  t a k e  t h e  5 th .  

Q A l l  r i g h t .  By your name appears  t h e  number 3 ,  

rebates f o r  out-of-service over 24 hoursf  and I would l i k e  

- t o  know what you know about t h a t  t o p i c .  

A NOW, t h a t  I d i d n ' t  -- I d i d n ' t  know about  t h a t .  

MR. YOKAN: Could you rephrase  your q u e s t i o n ,  

please? 

A Yeah. 

Q I d i d n ' t  want t o  c u t  h e r  off .  I was about  t o  say 

something, b u t  s h e  looked l i k e  s h e  was going t o  s a y  

something else, and I don ' t  want t o  jump on your tes t imony,  

so I ' m  t r y i n g  t o  l e t  you f i n i s h  your statement b e f o r e  I 

i n t e r  j ec t ed some t h i n g  new. 

I guess  t h i s  is a s  good a po in t  as any. If a t  any t i m e  

you don ' t  understand my question, or you want m e  t o  e x p l a i n  

f u r t h e r ,  j u s t  a s k  m e .  Okay? If a t  any t i m e  you feel l i k e  

you need t o  go o f f  t h e  record  and speak t o  your a t t o r n e y ,  or 

a s k  him a ques t ion ,  j u s t  s a y  you would l i k e  t o  go off t h e  

r eco rd  and w e  w i l l  do so. Okay? 

A I d i d n ' t  know about t h e  r e b a t e s .  

Q A l l  r i g h t .  Are you aware now -- 
A I am now. 

Q -- t h a t  customers whose s e r v i c e  is  out  of s e r v i c e  

over  2 4  h o u r s  a r e  d u e  a r eba te?  

A Yes. 

M A R I E  C. GENTRY & ASSOCIATES 
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Q I ' m  sorry, 

A Y e s .  

Q And when d 

I d i d n ' t  hear  

d you f i n d  t h  

t h a t .  

s out?  

. 
A Oh, a couple of y e a r s  ago. 

Q All r i g h t .  D o  you remember how you found o u t ?  

A No. Not r e a l l y .  It j u s t  -- No. I j u s t  all of a 

sudden -- somebody mentioned it, and I s a i d ,  "Oh, I d i d n ' t  

r e a l i z e  t h a t .  " 

Q Okay. It 's more l i k e  general office -- 
A General o f f i c e  s t u f f .  

Q A supervisor d i d n ' t  hold a staff meeting t h e n  and 

announce it? 

A No. 

Q You d i d n ' t  see a memo come a c r o s s  your d e s k  

announcing t h i s ?  

A No. 

Q So it was g e n e r a l  d i s c u s s i o n  t h e n  among o t h e r  

employees? 

A Right. 

Q D o  you know of anyone who has been denied a r e b a t e  

because of mishandling or improper handl ing of t r o u b l e  

r e p o r t s ?  

A No. . 

Q Okay. D o  you know of any  cus tomers  who have  

compla ined  t h a t  t h e y  d i d  n o t  r e c e i v e  a r e b a t e  t h a t  t h e y  weL-e 
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due? 

A Not -- no. 

Q Okay. By your name appears  t h e  number 6, and t h a t  

i n d i c a t e s  bu i ld ing  t h e  base of out-of-service'troubles, and 

I would l i k e  t o  know what you know about t h a t  topic. 

A Building t h e  base. I guess t h a t ' s  what I'm n o t  

clear on as far as -- I don ' t  understand b u i l d i n g  t h e  base.  

I j u s t  -- 
Q All r i g h t .  L e t  me  a s k  you t h i s :  Have you ever 

heard t h e  phrase,  "bui ld ing  t h e  base"? 

A I have heard t h e  phrase ,  yeah. 

Q A l l  r i g h t .  And i n  what contex t  have you heard  it 

used? 

A They weren't t a l k i n g  t o  m e .  They were t a l k i n g  t o  

o t h e r  people. 

Q A l l  r i g h t .  Who was t a l k i n g  t o  o t h e r  people? 

A J u s t  o t h e r  managers. 

Q Managers t h a t  supervise your a c t i v i t y ?  

A D i f f e r e n t  ones. They weren ' t  mine. 

Q Okay. Who were they? 

A Oh, God, I don ' t  remember. 

MR. YOKAN: Can w e  go o f f  t h e  record f o r  a moment? 

(Br ie f  r e c e s s ) .  

MS. F.ICHARDSON: W e  will g e t  back o n  t h e  record.  

BY b1S. R I C H A R D S O N :  
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1 Q Now your comment, or your response? 

2 A W e l l ,  t h a t  w a s  t h e  problem. I have heard them 

3 t a l k i n g  about bu i ld ing  t h e  base. I wasn’t aware of what t h e  

4 
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14 
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1 6  

1 7  

18 

1 9  

base is. . 

Q Okay. And I asked you, t h e  last quest ion was: 

Who d i d  you hear? 

A Okay. I ‘ m  -- 
Q That ‘s  a l l  r i g h t .  

A 

0 

A 

Q 

A Yeah. 

Q 

A 

Q 

A l l  r i g h t .  And t h i s  conve r sa t ion  t h a t  you overheard ,  

w h a t  d i d  you hear?  

20 A Oh, l i k e  you just hear  them behind you. They 

21 s a i d ,  “ W e  g o t  t o  b u i l d  t h e  base.” B u t ,  you know, I d i d n ‘ t  

2 2  r e a l l y  f e e l  l i k e  it concerned m e .  

23 Q Okay. I n  t h i s  con tex t  d i d  you hear them t a l k i n g  

2 4  about b u i l d i n g  t h e  base of ou t -of -serv ices  i n  order  t o  meet 

25  t h a t  24-hour  index? 
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A I d i d n ' t  hear  t h a t .  

Q Okay. D i d  you understand t h e i r  conve r sa t ion  t o  

mean t h a t  they were t r y i n g  t o  meet t h a t  out-of-service over 

24-hour index? 
-. - 

A I don ' t  t h ink  I r e a l l y  -- I d i d n ' t  h e a r  them say  

anymore, you know, how t h e y  -- sometimes they  g e t  i n  a real 

hu r ry  -- 
Q Okay. 

A -- back t h e r e .  

Q When you heard t h i s  conversation d i d  t h e y  i n d i c a t e  

any f u r t h e r  about how t h e y  were going t o  go about  b u i l d i n g  a 

base? 

A No, because they  w i l l  be  behind you t a l k i n g ,  and 

t h e n  they  w i l l  go o f f  somewhere else. 

Q Did you ever speak t o  any o t h e r  maintenance 

a d m i n i s t r a t o r s ,  or people  t h a t  t h e y  managed, perhaps,  

r e f e r r i n g  t o  b u i l d i n g  t h e  base? 

A No. I d o n ' t  -- I don ' t  t h ink  w e  were aware of it 

as far as a base per say. 

Q Okay. D o  you know of t h e  requirement t h a t  t h e  

company m u s t  complete out-of-service r e p o r t s  w i th in  24 hours  

a t  l e a s t  95  -- 

A I know now. ~ 

Q And how long have you known t h a t ?  

R I t ' s  a long t ime now, b u t  -- 
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Q Two yea r s ,  f i v e  yea r s ,  t e n  years?  

A Maybe t e n  yea r s .  

Q Maybe t e n  years?  

A Yeah. 

Q 

~. .. -, .:-. . .  

Do you know whether or no t  t h a t  a f f e c t s  your work 

as a frame a t t endan t?  

A I don ' t  t h ink  it does. 

Q Okay. D o  you ever work wi th  out-of-service 

t r o u b l e s ?  

A Yeah, bu t  -- I t h i n k  we are p r e t t y  good. We are 

r i g h t  on them. They are u s u a l l y  f i x e d  as soon as we ge t  

them. 

any th ing  over i n  t h e  frame. 

I mean, we d o n ' t  ever c a r r y  -- w e  don ' t  c a r r y  

Q A l l  r i g h t .  

A They take a p r i o r i t y ,  and we are u s u a l l y  r i g h t  on 

it. 

Q All r i g h t .  Bave you ever  had a n  out-of-service 

t r o u b l e  longer  than  24  hours  t o  f i x ?  

A Not t h a t  I'm aware o f .  

Q Okay. Have you eve r  had a n  MA from a maintenance 

c e n t e r  c l o s e  out  t r o u b l e s  t h a t  were out  of s e r v i c e  over  2 4  

hours  to c e n t r a l  o f f i c e ?  

A I don ' t  t h ink  it  works t h a t  way. 

Q O k a y .  

A I'm n o t  aware of t h a t .  
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Q All r i g h t .  When you r e p a i r  a t roub le ,  how does it 

g e t  c losed?  

A W e  send it back t o  them and t e l l  them what w e  d id .  

Q All r i g h t .  When you say,  "send it ba&;" do you 

mean you send it through the  computer back t o  them -- 
A Right. 

Q -- or you phone or -- 
A Oh, we j u s t  -- W e  have t h e  people t h a t  t ype  it i n ,  

b u t  w e  j u s t  write it on t h e r e  and t h e y  type it i n  and send 

it back t o  -- because I'm downtown, and w e  send it over 

her e. 

Q And i n  your office where you are do you actual ly  

clear and close a report? 

A I don' t  a t  t h e  o f f i c e  I ' m  i n  now. 

Q Okay. When you were a frame a t t e n d a n t  and you 

were p u t t i n g  t h e  informat ion  on t h e  computer, was par t  of 

t h e  r e s p o n s i b i l i t y  t o  a c t u a l l y  clear t h a t  r e p o r t  out  and 

close it r i g h t  there?  

A No. 

Q Okay. 

A They u s u a l l y  c a l l e d  u s  and s a i d  t o ,  and t h e n  w e  

would do it. 

Q They c a l l e d  you t h a t  t h e r e  was a t roub le  on l i n e  

number -- 

A Y e a h .  
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Q -- such-and-such, and then you would go and fix 
the line? 

~ 

A Um-ha. (Affirmative Response) . 
Q That's a "Yes"? 

A Ohr yes. 

Q Okay. That's all right. Once you fixed it you 

- 
~ 

sent it via the computer back to the maintenance 

administrator; is that correct? 

A I'm having a -- it's hard to remember on the first 
f loo r ,  but we never work with paper except to get a location 

in the frame. Everything was by phone. 

Q So you called the maintenance administrator? 

A Yeah. Or they call us. 

Q A l l  right. And then would the MA actually clear 

and close the report then? 

A Yeah. 

17 Q A l l  right. And then when you were talking to the 

18 MA, would you give them certain disposition and cause codes 

1 9  for closing that report? 

20 A I don't think so .  

2 1  Q Do you know what a disposition and cause code is? 

22 A Yeah. 

23  Q What's a disposition code? 

24 A Well, we have a c h a r t  that we 20 by, and -- 

25 c! The MO j o b  d a t a ?  

MARIE C .  GENTRY & ASSOCIATES 

~ ~ 



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 B  

11 

12 

13 

1 4  

15 

1 6  

1 7  

1 8  

1 9  

20 

2 1  

2 2  

2 3  

2 4  

2 5  

A Yeah. 

Q And what codes would you u s e  f o r  a c e n t r a l  o f f i c e  

codes, d i s p o s i t i o n  codes? 

A It 's a n  05. 

Q And i t ' s  a l l  j u s t  05, a series of OS? 

A Yeah. 

Q Would you ever use a c a b l e  code f o r  a central  

. -  

o f f i c e  fa i lure? 

A No. 

Q Would you -- What kind of cause codes would you 

use  f o r  a central office fai lure? 

A Defective. 

Q The 300 code? 

A Missing. Yeah. 

Q Would you have ever used a customer ac t ion  code 

f o r  central  o f f i c e  f a i lu re?  

A No. 

Q Would you ever use  a TelCo employee code f o r  

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

A I don ' t  know. 

Q Would you ever  use  a " tes t  okay" code f o r  c e n t r a l  

o f f i c e  f a i l u r e ?  

A For a f a i l u r e ?  

Q For c e n t r a l  o f f i c e  out -of -serv ice .  

MR. YOKAN: Do you u n d e r s t a n d  the question? 

M A R I E  C. GENTRY & ASSOCIATES 
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A I d o n ' t  t h ink  I do. Would I -- 

Q When you ' re  c l o s i n g ,  and you ' re  repor t ing  and 

you've t a lked  t o  t h e  maintenance admin i s t r a to r  and you've 

worked on t h i s  p a r t i c u l a r  out-of-service trouble'.- 

A A l l  r i g h t .  

Q W e  have t a l k e d  about it, and t h e r e ' s  a specific 

series of d i s p o s i t i o n  codes j u s t  for central  o f f i c e  

purposes? 

A Y e a h .  

Q And I ' m  t r y i n g  t o  determine -- 
A My problem is a l o t  of them we get undefined, but  

t h e r e ' s  no problem, b u t  w e  d i d n ' t  do anything wi th  them, and 

w e  t e l l  them t h a t  t h e y  are okay. 

Q So would you give t h e  MA a c e r t a i n  code t o  u s e  for 

c l o s i n g  it o u t  t o  "okay," or would t h e  MA j u s t  u s e  it? 

A They would u s e  it. 

Q They would de te rmine  whether or not  t o  "okay" 

code. 

A l l  r i g h t .  L e t ' s  go back t o  cause codes because I had 

g o t t e n  back o f f  o n t o  d i s p o s i t i o n .  I ' m  so r ry .  

A A l l  r i g h t .  

Q On t h e  d i s p o s i t i o n  codes, t h e r e ' s  t h e  0500 s e r i e s .  

Is t h e r e  a s e r i e s  of cause  codes th-at a r e  just f o r  c e n t r a l  

off ice? 

A I don't remember. I don't think s o .  
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Q Okay. So it could be any -- 
A It would go t h e  o t h e r  way, yeah. 

Q Any of t h e  ones t h a t  app ly  -- 
A Yeah. r i g h t .  

Q -- t o  t h e  t roub le?  

A l l  r i gh t .  Do you know i f  t h e r e  are c e r t a i n  

. .  . . 

d i s p o s i t i o n  and cause codes t h a t  would exempt an 

out-of-service report from being counted i n  t h a t  

out-of-service over 24  hours? 

A No. 

Q Have you ever had occasion where you have heard of 

someone t ak ing  a number of out-of-service r e p o r t s  and 

c l o s i n g  them t o  central  office when t h e y  were not  central  

off ice problems? 

A No. Not -- I r e a l l y  don ' t .  

Q Okay. What's a " tes t  okay" report? I mean, I 

mentioned it, but  what is one? 

A It's no problem found. "Okay." That t hey  re tes t  

t h e  l i n e  and it looks good, and t h e  customer i s  t a l k i n g .  

Q Okay. And o c c a s i o n a l l y  some of your 

out-of-service r e p o r t s  you have found were r e a l l y  " tes t  

okay" r epor t s?  

A Um-ha. (Aff i rmat ive  Respanse).  Correct. 

Q Have you ever  known of anyone t o  take  a t e s t  okay 

r e p o r t  a n d  c l o s e  it  a s  out -of -serv ice?  

I.TARIE C .  GENTRY & A S S O C I A T E S  
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MR. YOKAN: I would adv i se  my c l i e n t  t o  envoke t h e  

5 th  Amendment regard ing  t h a t  ques t ion .  

A I t a k e  t h e  5 t h .  

Q Okay. Has anyone ever  i n s t r u c t e d  you n 6 t  t o  

s t a t u s  any out-of-service today? 

MR. YOKAN: Could you repeat t h a t  ques t ion?  

Q Has anyone eve r  i n s t r u c t e d  you not  t o  s t a tus  any 

out-of-services  today? 

MR. YOKAN: I would a d v i s e  -- 
A I t a k e  t h e  5 th .  

Q Okay.  By your name on t h i s  document appears a 

number 11, "Improper p r e p a r a t i o n  of trouble r e p o r t s ,  or 

improper a c t i v i t y  genera l ly ."  

know about t h a t .  

I would l i k e  t o  know what you 

MR. YOKAN: I would a d v i s e  my c l i en t  t o  envoke t h e  

5 th  Amendment regard ing  t h a t  ques t ion .  

A I t a k e  t h e  5 th .  

Q Do you know of anybody who used somebody e l s e ' s  

employee code t o  s t a t u s  a r epor t ?  

A Yeah. Y e s .  

Q A l l  r i g h t .  And who was t h a t ?  

A My s u p e r v i s o r  a t  t h e  time. 

Q And who w a s  your supe rv i sp r  a t  t h e  time? 

A 

(2 And why was i s i n g  someone else's 

M A R I E  C .  GENTRY & ASSOCIATES 
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employee code? 

A I hones t ly  don ' t  know. 

Q Why w a s  s t a t u s i n g  t r o u b l e  r e p o r t s ?  
. -. - 

He was a manager; r i g h t ?  

A Right. 

Q Why w a s  he  s t a tus ing  t r o u b l e  reports? 

MR. BEATTY: If you know. 

A Why? 

Q Yeah. 

A I real ly  don ' t  know. 

Q Was it par t  of h i s  job f u n c t i o n  t o  s t a t u s  t rouble  

reports? 

A No. 

Q Would it have anything t o  do wi th  t h e  conve r sa t ion  

on  b u i l d i n g  t h e  base? 

MR. BEATW: Objec t ion  t o  t h e  form of t h e  

quest ion.  She ind ica t ed  a l r e a d y  she  does n o t  know t h e  

reason. 

Q I t 's  a l l  r i g h t ,  can you still  answer. 

A I l o s t  you. 

MR. YOKAN: Could you r e p e a t  t h e  ques t ion?  

Q Yeah. Would it have been -- would it have had 

anyth ing  t o  do w i t h  your  overhearing h i s  conversa t ion  about 

b u i l d i n g  a base? 

H I d o n ' t  know. 
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MR, BEATTY: Objection. 

Q Okay. By your name appears  number 15 ,  "Excluding 

or e l imina t ion  of t r o u b l e  reports," and I would l i k e  t o  know 

what you know about t h a t ?  
- 

A Okay. Yeah. What do you mean? 

Q Okay. Do you know what an  exclude r e p o r t  is? 

A Y e s .  

Q A l l  r i g h t .  What's an exclude r epor t ?  

A It's u s u a l l y  something t h a t ' s  not  r e l a t e d  t o  a 

repair trouble. 

Q Okay. Then based on your work i n  t h e  central 

o f f i c e  handl ing t r o u b l e  r e p o r t s ,  would you exclude a t rouble  

r e p o r t  t h a t  came t o  you? 

MS. HARTLEY: You want t o  t a l k  t o  me? 

THE WITNESS: W e l l ,  s h e ' s  t a l k i n g  about my frame 

work. 

MS. IrARTLEY: I t ' s  d i f f e r e n t ?  

THE WITNESS: It 's d i f f e r e n t  from what I have been 

-- We never excluded anything i n  t h e  frame. 

BY MS. RICHARDSON: 

Q Okay. Do you know of anyone who has  improperly 

excluded a t r o u b l e  r epor t ?  

MS. HARTLEY: You b e t t e r  Lake t h e  5 th .  

A Okay. I'll t ake  t h e  5 t h .  

MR. YOKAN: N o .  Give u s  a minute h e r e  o f f  t h e  

PZARIE C .  GENTRY & A S S O C I A T E S  
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record.  

(Br ie f  recess). 

THE WITNESS: Okay. Where are we? 

MR. YOKAN: I t h i n k  we a r e  comfortabi-e"going on 

wi th  where w e  l e f t  of f .  

BY MS. RICHARDSON: 

Q A l l  r i g h t .  Do you have a response to my q u e s t i o n  

then? 

MR. YOKAN: I b e l i e v e  your q u e s t i o n  w a s  answered 

by her  envoking t h e  5 th .  

MS. RICHARDSON: Oh. Okay. We are  s t a y i n g  wi th  

t h a t  then? 

MR. YORAN: Yeah. 

BY MS. RICHARDSON: 

Q Okay. By your name appears t h e  number 17, 

" I n t i m i d a t i o n  o r  pressure." What do you know about t h a t ?  

MS. BARTLEY: The same. 

MR. YORAN: I would a d v i s e  h e r  t o  envoke t h e  5 t h  

t o  t h a t .  

A Okay. I t a k e  t h e  5 th .  

Q And by your name a l s o  appears ,  "Wet and d r y  

r u l e s . "  What a r e  w e t  and d ry  ru l e s?  

MR. BEATTY: I f  you know.. 

A I d o n ' t  know. 

Q Okay. Have you ever  h e a r d  of a u t o  sc reener?  
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A Now I have heard of t h a t  i n  t h e  l as t  year .  

Q And how have you heard o f  t h a t ?  

A Prom somebody where I work now. They s a i d ,  "Oh, 
- 

t h e  a u t o  screener  is on." 

Q And who was t h a t ?  

A Oh, j u s t  one of t h e  o t h e r  ETS- 

Q 

A 

Can you g i v e  m e  t h e i r  name? 

I'm not  s u r e  i t 's  t h a t  person. Should I g i v e  a 

name? 

Q Well, you can say you th ink  it was so-and-so, bu t  

y o u ' r e  n o t  sure .  

A I th ink  it was Roger Chamberland. 

Q Okay. And do you know if it's Roger's j ob  t o  work 

w i t h  a u t o  sc t eene r  rules? 
.. - - 

A No. B e ' s  a very smart -- he is the person I go t o  

when I need t o  a s k  something. 

Q So he ' s  very  knowledgeable is w h a t  you ' r e  say ing  

-- 

A H e ' s  very  knowledgeable. 

Q -- about Southern B e l l ' s  practices and systems? 

A He knows a l l  t h e  equipment. 

Q Okay. 

A And i f  there's a problem &hey go t o  hini and he can  

fix it .  

@ Okay.  F n d  when h e  s a i d ,  "Oh,  t h e  a u t o  sc reener  i s  
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on,'' d i d  you a s k  what t h a t  W a s ,  O r  -- 
MR. YORAN: 1'11 q u a l i f y  t h a t ,  t h a t  s h e  said 

Someone s a i d ,  and s h e  bel ieves  it W a s  him- 
- . _ _  

MS. RICHARDSON: Oh, I understand. 

A Yeah. Okay. 

Q When you heard it, d i d  you ask what it was, what 

w a s  involved wi th  it? 

A Well, i t ' s  when we g e t  c r a z y  reports- 

Q T e l l  m e  what a c razy  report is. What k ind  of 

c r a z y  r e p o r t s  do you ge t?  

Again, M s .  Moniz, any t i m e  you need to t a l k  t o  your 

a t t o r n e y ,  j u s t  say  you want t o  go o f f  t h e  record  and I want 

to t a l k  to my a t t o r n e y ,  and w e  can do t h i s .  

t h a t ' s  f i n e .  

You know, 

A I d o n ' t  see any problem. It 's a den ia l .  A 

customer has  been denied fo r  non-payment, b u t  t h e  a u t o  

s c r e e n e r  sends it t o  u s  anyway. 

about  it. 

It's nothing w e  can do 

Q A l l  r i g h t .  How do you handle  those? 

A Send i t  back t o  t h e  maintenance center.  

Q Okay. And do they show up when they come t o  you 

through a u t o  screener?  

reports?  

Are they  showing up  a s  t r o u b l e  

A Um-ha .  ( A f f i r m a t i v e  Response) . 
0 Okay. DO you a s  p a r t  of your  f u n c t i o n  t o  c h e c k ,  
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or anyone i n  t h e  o f f i c e ,  as p a r t  of t h e  func t ion  t o  check t o  

see i f  they  a c t u a l l y  were denied f o r  non-payment? 

A Yeah. 

Q And does t h a t  v e r i f i c a t i o n  g e n e r a l l y  holh t rue?  

A Y e s .  

Q Okay. If a u t o  sc reene r  c a n ' t  check f o r  denied f o r  

non-payment and a u t o  sc reene r  doesn ' t  know they  were denied 

fo r  non-payment, how do they  appear t o  you when it comes o u t  

from t h a t  c r a z y  report? 

MR. BEATTY: Objection t o  t h e  form of t h e  

quest ion.  It's compound. 

You can  respond i f  you can. 

A W e l l ,  t h e  r e p o r t  says "Denied." I mean, i t 's  up  

t h e r e ,  "Denied," and y e t  t h e y  are sending it t o  us anyway. 

Q Okay. 

A And so . . . .  

MS. RICBARDSON: Okay. Excuse me. My t u r n  t o  take 

a second. 

BY MS. RICHARDSON: 

Q W e  t a l k e d  about d i s p o s i t i o n  and cause codes 

b r i e f l y  a few moments back. Do you know i f  there a r e  any 

s p e c i f i c  d i s p o s i t i o n  and cause codes t h a t  would e x c l u d e  a 

t r o u b l e  r e p o r t  from t h a t  out-of-seruice-over-24-hours i n d e x ?  

MR. BEATTY: I o b j e c t  t o  t h e  form of t h e  q u e s t i o n .  

I t  h a s  been a s k e d  and  answered i n  a s l i g h t l y  d i f f e r e n t  
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con tex t ,  bu t  it would e l i c i t  t h e  Same response-  

asked q u e s t i o n s  regard ing  a r e  t h e r e  any codes t h a t  

exclude r e p o r t s I  and t h e  response would i n c l u d e  any 

kind of code, t o  which she  has  a l r e a d y  resparided t h a t  

s h e  claims -- w e l l ,  s h e ' s  a l r e a d y  responded. 

MR. YOKAN: Could you repeat your ques t ion ,  OK 

have it read back? 

BY MS. RICHARDSON: 

Q Do you know i f  t h e r e  are any d i s p o s i t i o n  or cause 

codes t h a t  would exclude a report from t h a t  

out-of-service-over-24-hours index? 

And Mr. Beat ty  has  an o b j e c t i o n  on record  t o  t h a t  

q u e s t  ion. 

MR. YOKAN: Go ahead i f  it over laps .  

A Y e s .  

Q You can do m e  a " Y e s "  or "NO" are  you aware of 

codesI  and then  you c a n  t a k e  t h e  5 th .  

A Not r e a l l y .  

MR- YOKAN: You're n o t  s a y  you ' r e  no t  -- 
A I ' m  no t  r e a l l y  aware. I c a n ' t  say. 

Q DO you know of anyone who has  t aken  out -of -serv ice  

r e p o r t s  t h a t  were i n  jeopardy of exceeding t h a t  24-hour 

c lock  pe r iod ,  c l o s e  them out  and reopened them a s  employee 

o r i g i n a t e d  r epor t s?  

N R .  BERTTY: Object ion.  I wi thd raw my o b j e c t i o n ,  
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al though counsel  may have some i n s t r u c t i o n -  

MR. YOKAN: Could w e  g e t  t h e  q u e s t i o n  read b a c k ?  

(mereupon,  t h e  ques t ion  l a s t  above-referred t o  was r ead  by 

t h e  Repor t e r ) .  
- 

A 1'11 t a k e  the 5 th .  

Q 

A I know what 'no access" is. Is t h e r e  a code? 

Q Okay. W e l l ,  what is "no access"? 

A 

Okay. Do you know what a "no access" code is? 

It's when a repairman can ' t  g e t  i n t o  a customer's 

home. 

Q Okay. And do you know i f  t h a t  "no access" s tops  

t h e  repair clock? 

A I d o n ' t  know. 

Q You don ' t  know t h a t ?  Bave you ever had occasion 

to use  a "no access" i n  your work as a frame a t t endan t?  

A No. 

Q HOW about your work as a n  e l e c t r o n i c  t echn ic i an?  

A No. 

Q Does it apply t o  c e n t r a l  o f f i c e  f a i l u r e s  a t  a l l ?  

I! Huh-ha. (Negative Response). 

NU?. YOKAN: S ta te  "NO." 

A No. No. No. I ' m  sorry. 

Q IS it p o s s i b l e  f o r  c e n t r a l  o f f i c e  trouble t h a t  

comes t o  you t o  be a n  in - se rv ice  problem? L e t  me rephrase  

t h i s .  I'm s o r r y .  I'm n o t  s u r e  I'm being c l e a r .  Eo you 
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d e a l  on ly  with out-of-service r epor t s?  

A (Shaked head) .  

Q And t h a t ' s  a "No"? 

A No. 
. . ~  . 

Q Okay. Do you deal wi th  t rouble  reports t h a t  are 

also not  ou t  of service? 

A Y e s .  

Q All r i g h t .  Would t h o s e  be noise  reports? 

A Y e s .  Y e s .  

Q Is p a r t  of your f u n c t i o n  when you cal l  t h e  MA t o  

clear and c l o s e  it i f  you have found t h a t  t h e  

not-out-of-service reports were actual ly  o u t  of service: do 

you l e t  t h e  MA know that? 

A Y e s .  

Q All r i g h t .  Is par t  of your func t ion  then  a 

de te rmina t ion  of r e s t a t u s i n g  r e p o r t s  as o u t  of se rv i ce?  

A No.  

Q A l l  r i g h t .  Is p a r t  of your f u n c t i o n  t o  pass on 

t h e  informat ion  t h a t  t h a t  r e p o r t  should be r e s t a t u s e d  as o u t  

of service based upon what you found? L e t  m e  g i v e  you a n  

example of t h a t .  

A Okay. 

Q For example, you g e t  a no ise  r e p o r t  and t h a t ' s  -- 
That is  not  o u t  of s e r v i c e ;  is  t h a t  c o r r e c t ?  

li R i g h t .  
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Q Then you s t a r t  working on it and you f i n d  t h a t  t h e  

r e p o r t  a c t u a l l y  d i d n ' t  have d i a l  t one  and was a c t u a l l y  an  

out-of-service r e p o r t .  A l l  r i g h t .  Now when you c a l l e d  t h e  

MA t o  c l o s e  it ou t ,  do you l e t  them know t h a t ,  t h a t  it was 

really o u t  of service and needs t o  be r e s t a t u s e d ?  

A Y e s .  

Q Okay. Did you ever f i n d  t h a t  r e p o r t s  coming t o  

you for repair were not  correctly s t a t u s e d  a t  t h e  beginning? 

A When t h e y  come t o  m e  I don ' t  know what t h e  s t a t u s  

is. 

Q Okay. D o  you know what t h e  C-0-N, or CON code, 

t h e  "car ryover  no" code is? 

A NO. 

Q 14s. Moniz, you're doing very  w e l l .  

Eave you ever p a r t i c i p a t e d  i n  sales for t h e  company? 

A Y e s .  

Q A l l  r i g h t .  And who asked you t o  h e l p  sell? 

A W e l l ,  I ' m  t h i n k i n g  of two jobs.  Tha t ' s  what I ' m  

t h i n k i n g  about.  

Q A t  any t i m e  i n  both jobs, wherever, whenever? 

A Whoever my f i r s t  l e v e l  was a t  t h e  t i m e .  

Q Where were you when t h i s  occurred,  o r  about what 

pe r iod  of t i m e ?  

A I was i n  t h e  maintenance c e n t e r .  Yellow Pages. 

I n  Yellow Paqes.  
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Q 

A (Nods Head). 

Q 

you were s e l l i n g  Yellow Page work? 

~ 1 1  r i g h t .  NOW 11ve g o t  you a s  a frame a t t e n d a n t  

and e l e c t r o n i c  t echn ic i an .  

had? 

W a s  t h i s  a d i f f e r e n t '  j o b  you 

A (Nods Head). W e  d i d n ' t  go back enough. 

Q We d i d n ' t  go back enough. When was t h i s ?  

A Y e l l o w  Pages, t h a t  was '75. 

Q A l l  r i g h t .  When d i d  you s t a r t  wi th  t h e  company? 

A '66. 

Q 

sales? 

A l l  r i g h t .  And how long were you i n  Yellow Page 

A A year.  

Q One year .  A l l  r i g h t .  And t h e n  what d i d  you do 

after t h a t ?  Where d i d  you go? 

A I went back t o  t h e  maintenance c e n t e r .  

Q A l l  r i g h t .  And you s t a r t e d  of f  i n  '66 i n  t h e  

maintenance cen te r?  

A (Shakes Head). 

Q What d i d  you s t a r t  o f f  with? 

A Operator.  

Q Operator. A l l  r i g h t .  And what 's  t h e  f i r s t  

maintenance cen te r  exper ience  you had?  

MR- YOKAN: J u s t  a s  b e s t  you can remember. 

A Oh,  t h a t ' s  about t h e  e a r l y  ' 7 0 s .  
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Q ~ 1 1  r i g h t .  And t h a t  would have been four  O r  five 

y e a r s  b e f o r e  you became a Yellow Page sa lesperson?  

A Um-ha. (Aff i rmat ive  Response) - 
Q 

e a r l y  '70s? 

And which maintenance c e n t e r  were YOU 16 i n  t h e  

A South or east. I w a s  i n  both. 

Q Is t h i s  J acksonv i l l e?  

A Right. 

Q Okay. And do you know who your supe rv i so r  was 

back i n  t h e  early '70s? 

A John Dowdy, Tom C a m p b e l l ,  Chuck Jones. It 's a 

bunch of them. 

Q Okay. And t h e n  you s a i d  i n  ' 7 6  you went back t o  

t h e  maintenance cen te r .  Was it t h e  same maintenance center? 

A Y e s ,  I th ink  it was. 

Q All r i g h t .  And when you were i n  t h e  maintenance 

center, what was your func t ion?  

A I was a repair c l e r k  and a mapper and d i s p a t c h e r .  

Q And w a s  t h a t  both e a r l y  '70s and l a t e r  '70s? 

A A s  best as I can remember, yeah. 

Q Okay. And then  from t h a t  p o i n t  you became a frame 

a t t e n d a n t  and worked i n  t h e  c e n t r a l  o f f i c e ?  

A I became an MA. - 
Q Became a n  MA. And t h a t  wou ld  be approximately 

w h a t  pe r iod  of time? 
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A Early '80s, late ' 7 0 s .  

Q A l l  right. And how long were you an MA? About 

how many years? 
- 

A I don't remember. Four or five years.' 

Q And -- 
A I'm not sure. 

Q 

A Oh, man! Tom Campbell, David Woodruff, Lila 

And while you were an MA, who were your managers? 

Jenkins. 

Q Is that also Lila Bond? 

A Yeah. They come and go, so I can't remember. I 

can't remember. I could probably think. Jerry. Did I put 

Jerry Denslow? 

Q No. Jerry Denslow? 

A Yes. We mentioned him earlier. 

I! Yeah. You spelled his name for me earlier. 

A D-E-N-S-L-0-W. 

Q That's about it? 

A That's about it. I can't remember. 

Q Okay. In the early '80s was the system 

mechanized, computerized for handling trouble reports? 

MR. YOKAN: Just as best you remember. 

A We had LMOS. I don't know i f  that's mechanized. 

Q Yeah. Mechanized. O k a y .  A 1 1  r i 2 5 t .  So y o u r  

frame attendant period would have started nzl-Se m i d  ' 6 0 s  
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i n s t e a d  of e a l r y  '80s? 

A '83. 

Q '83? 

A w e l l 8  1" t h i n k i n g  -- I was a frame a t t e n d a n t  when 

t h e  Gators were winning, so early '80s. 

Q W e  have a n  employee i n  our o f f i c e  t h a t  p robably  

would appreciate t h a t  comment. 

MS. HARTLEY: What were you doing when w e  were on 

s t r i k e  i n  '83? 

TEE WITNESS: I w a s  a t  B e l l T e l l  Way then. That 

I d i d n ' t  remember t h a t .  was t h e  maintenance center. 

BY MS. RICHARDSON: 

Q When you were an MA were you he lp ing  sel l?  

A Y e s .  

Q A l l  r i g h t .  That would be your pe r iod  of t i m e  i n  

b o t h  '76, l a te  '70s and e a r l y  '80s8 or j u s t  one? 

MR. YOKAN: I ' m  n o t  s u r e  I ' m  fol lowing you t h e r e .  

A Yeah. 

Q Oh, okay. Your MA exper ience  was j u s t  t h e  f o u r  or 

f i v e  y e a r s  i n  t h e  e a r l y  '80s? 

A I d i d  t h e  same job, t hey  j u s t  changed our  t i t l e .  

(I A l l  r i g h t .  So from approximately ' 76  through t h e  

e a r l y  '80s YOU were i n  t h e  same p o s i t i o n  i n  t h e  same 

maintenance c e n t e r ?  

n Yes. 
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Q Okay. During t h a t  per iod  of t i m e  t hen  were you 

he lp ing  se l l  products  or s e r v i c e s  f o r  t h e  company? 

A A t  d i f f e r e n t  t i m e s .  

Q Okay. Did you r ece ive  

t h a t  particular sales job? 

A no. 

any s p e c i f i c  ' t r a i n i n g  f o r  

-0 keep t rack of t h e  t i m e  Q Okay. Were you asked 

you spent s e l l i n g  f o r  t h e  company versus  t h e  t i m e  you spent  

repair ing t r o u b l e  reports? 

A No. I don ' t  t h i n k  so. 

Q 

t h e  company? 

Okay. Have you done sales a t  a l l  s ince  1984 for  

A no. 

Q Okay. Were you e l i g i b l e  for  any kind of prizes or 

awards for your sales? 

A Yes. 

Q What d i d  you win? 

A I d i d n ' t  w i n  anything.  I ' m  no t  a s a l e s p e r s o n .  

of anyone who has 

ce t h a t  t h e  

Q Okay. 

A I ' m  no t  a sa l e spe r son .  

Q Okay. A l l  r i g h t .  D o  you know 

repor ted  a sale f o r  a customer of a s e r v  

customer never ordered? 

A I t a k e  t h e  5 t h .  T ' m  going t o  t ake  t h e  5 t h .  

@ A11 r i g h t .  D o  you know of a n y  employee who h a s  
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t aken  a l i s t  of customer names and created fa l se  s a l e s  

t ickets?  

A I d o n ' t  know of t h a t .  

Q Okay. Have you heard t h e  expres s ion  " b a i l e r  

room"? " b o i l e r  room sales"? 

A Y e s .  

Q A l l  r i g h t .  And what does  t h a t  mean t o  you? or 

what have you heard about? 

A Ohr I have heard of t h a t  l i k e  some companies j u s t  

have people on t h e  phones a l l  t h e  time. 

Q 

A I don ' t  know about t h a t .  

Do you know i f  t h a t  has  occurred  i n  Southern B e l l ?  

MS. RICHARDSON: Okay. MS. Moniz, I th ink  I have 

f i n i s h e d  my q u e s t i o n s  f o r  you. I want t o  thank you f o r  

coming h e r e  today. I a p p r e c i a t e  it. There may be one 

or two ques t ions  from somebody else around t h e  t a b l e  

b e f o r e  you go. 

BY MS. WILSON: 

Q I have a few ques t ions .  Th i s  w i l l  be easy?  and I 

d o n ' t  b e l i e v e  w e  w i l l  be g e t t i n g  i n t o  t h e  5 t h  Amendment 

problem. 

D o  you know i f  had a n  employee code? 

A I th ink  h e  d id .  

Q You b e l i e v e  he d i d ?  

A I b e l i e v e  he d i d ,  yeah .  

NARIE C.  GENTRY & A S S O C I A T E S  
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Q How do you know w a s  us ing someone 

else 's  employee code o t h e r  t h a n  h i s ?  

A When somebody asked me about something I had 

- c losed  out  I wasn't  even a t  work t h a t  day. 

Q Can you expand on t h a t ?  

A Well, they  s a i d ,  " W e l l ,  you c losed  o u t  t o  t h i s . "  

I s a i d ,  "I cou ldn ' t  have, I w a s  o u t  s i c k  t h a t  day." 

And a c t u a l l y  it was t h e  whole week. 

Q 

A I can ' t  remember. Somebody came and asked m e  a 

Who came t o  you and p o i n t e d  t h a t  ou t  t o  you? 

quest ion about something. 

Q And you s a i d ,  "I c o u l d n ' t  have done t h a t "  -- 
A "I wasn't here." 

Q -- "because I wasn ' t  h e r e  t h a t  week"? 

A Yeah. 

Q Do  you remember t h e  approximate t i m e  frame f o r  

t h i s ?  

A It was i n  t h i s  b u i l d i n g  when I was here .  I 

hones t ly  don ' t  know. 

Q Did you d i s c u s s  t h i s  i n c i d e n t  w i t h  

A Probably not  w i t h  him, 

Q Who d i d  you d i s c u s s  t h i s  i n c i d e n t  with? 

A Another employee. - 

Q Who was t h a t ?  

A I c a n ' t  -- I c a n ' t  renlember. H e  said, "Oh, yeah, 

MARIE C .  GENTRY & ASSOCIATES 
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i t ' s  happened t o  me, too." 

Q Okay. Was it one o t h e r  employee you spoke t o  

about t h i s ?  
- 

A Probably. 

Q 

A Yeah. 

Q H i m  or her ,  a l s o ?  

A Y e a h .  Right. 

Q You don ' t  remember who t h a t  employee w a s ?  

A I c a n ' t  s a y  for sure .  I real ly  h o n e s t l y  -- I 

Who s a i d  t h a t  t h i s  had happened t o  them a l s o ?  

could s a y  it 's poss ib ly ,  b u t  I d o n ' t  know f o r  s u r e .  

Q I am going t o  a s k  you t o  i n d i c a t e  who it p o s s i b l y  

might be. 

A Poss ib ly  Debbie P h i l l i p s .  L e t  m e  t h ink  of who 

else. I can't -- I can see faces. I c a n ' t  p u t  a name on  

them. I ' m  t r y i n g  t o  t h i n k  of where I was s i t t i n g .  

Do you b e l i e v e  t h e r e  may have been o t h e r  employees 

Yeah. 

-- whose codes were be ing  used? 

As f a r  a s  I know. 

To your knowledge? 

Yeah. 

D i d  you compla in  t o  t h e  union w i t h  r ega rd  tc 

u s e  of  your  code? 

K A R I E  C .  GENTRY & A S S O C I A T E S  
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A I can't remember. I complained a lot. I just -- 

I don't remember. I really don't remember. 

Q Do you know whether anyone else knew that 

was using employee codes, other than his; for 

example, his supervisorls or -- 
A Of other supervisors? 

MR. YOKAN: Are you asking if she knows of anyone 

else? 

Q Do you know whether his supervisor knew whether he 

used other employee's codes? 

A I don't know about that. 

Q Do you know whether other supervisors were using 

other employee's codes? 

A Not that I'm aware of. 

MR. VINSON: I have a question. 

MS. WILSON: That's all I have. 

BY MR. VINSON: 

Q Ms. Moniz, when someone came to you and asked you 

about how you had apparently closed something out and it 

turned out had actually been the one that 

closed it out, what were they asking you about that trouble 

report for? 

A Oh, gees, I can't remember. They are always 

coming back. Like, "Well, this is broke. Send somebody 

back out and"  -- 

KARIE C .  GENTRY & ASSOCIATES 
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Q Were they  a s k i n g  you because t h e r e  w a s  something 

appa ren t ly  improper about what had been done? 

MR. YOKAN: I f  you remember. 

A I don ' t  -- I ' m  not saying improper, b u t t h e y  were 

t r y i n g  t o  f i n d  out why is t h e r e  a problem st i l l  happening on 

t h i s  customer's  phone. You know, why d i d  you close it t o  

t h i s  when i t ' s  probably t h i s ?  

Q Okay. So t h e  wrong d i s p o s i t i o n  code had been 

used? 

A It 's poss ib l e .  

BY MS. WILSON: 

Q It was no t  t h e  f a c t  t h a t  a n  employee code o t h e r  

t h a n  Mr. -- t h a t  yours  -- t h e y  brought  it t o  you because it 

was your employee code? 

A Yeah. 

Q B u t  t h e r e  w a s  no i n d i c a t i o n  t h e y  d i d  n o t  know 

,lad used your employee code on t h a t  r e p o r t ?  

A Yeah. 

BY MR. VINSON: 

Q And I ' m  no t  s u r e  i f  Ms. Richardson e s t a b l i s h e d  

t h i s  and I may have m i s s e d  t h e  ques t ion .  Which IMCs d i d  you 

work i n  a s  a maintenance admin i s t r a to r?  

A South and east .  

Q Jacksonvi l le .  O k a y .  I r e c a l l  t h a t .  

A I n  J acksonv i l l e .  

MARIE C.  GENTRY & ASSOClATES 
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MR. VINSON: Thank you. 

THE WITNESS: Okay. 

MR. BEATW: Do you have another  One? 

MS. RICHARDSON: Yeah. I do have a few-more. I ' m  

sor ry .  

whole series. I had one o r  two o t h e r s .  

W e  g o t  t h i s  and I d i d n ' t  q u i t e  f i n i s h  t h a t  

BY MS. RICHARDSON: 

Q Were you ever d i s c i p l i n e d  f o r  mishandling customer 

t rouble  reports? 

A I don ' t  t h ink  so. Not formally.  

Q Did you ever r e c e i v e  any v e r b a l  feedback t h a t  you 

were n o t  p rope r ly  s t a t u s i n g  t r o u b l e  reports? 

MS. HARmEY: You can t a k e  t h e  5 th .  

MR. YOKAN: I t h i n k  t h i s  goes back t o  t h e  l i n e  of 

ques t ion ing  where w e  envoked t h e  5 t h  earlier,  and I 

would envoke t h e  5 th .  

A I ' l l  take t h e  5 t h .  

Q Okay. Did you ever p r o t e s t  t o  a supe rv i so r  t h a t  

you were being asked t o  do, or t o  handle  t r o u b l e  r e p o r t s  i n  

a manner t h a t  you f e l t  was improper? 

A Y e s .  

Q A l l  r i g h t .  And can you t e l l  m e  about t h a t ?  

MR. YOKAN: Give u s  a m i n u t e  here .  

(Br ie f  r e c e s s ) .  

THE WITNESS: Okay. On t h e  r eco rd .  

MARIE C .  GENTRY & ASSOCIATES 
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MS. RICHARDSON: You're g e t t i n g  r e a l  good. 

THE WITNESS: I ' l l  t a k e  t h e  5th.  I ' l l  never be an 

a t t o r n e y  . 
BY MS. RICHARDSON: 

- 

Q DO you know of any o t h e r  employees who have f i l e d  

g r i evances  based upon i n s t r u c t i o n s  t h a t  t h e y  rece ived  from 

managers t o  handle trouble r e p o r t s  t h a t  t h e y  f e l t  were 

improper ? 

A I ' m  not aware of anything l i k e  t h a t .  

MS. RICHARDSON: Okay. I t h i n k  t h a t  is it now. 

MR. YOKAN: I would j u s t  go back and c l a r i f y .  You 

asked one q u e s t i o n  earlier which I t h i n k  was 

misunderstood by t h e  w i t n e s s .  You were ask ing  about 

sales showing up for s e r v i c e s  which were n o t  ordered. 

I b e l i e v e  you were r e f e r r i n g  t o  such t h i n g s  as someone 

g e t t i n g  charged for c a l l  wa i t ing  when t h e y  d i d n ' t  

o rde r  it? 

MS. RICHARDSON: Y e s .  

MR. YOKAN: She d i d  not  understand t h a t ' s  what you 

were r e f e r r i n g  t o  and w e  withdraw t h e  envocat ion of 

t h e  5 t h  Amendment, and her  answer would be ,  no, she  

has no knowledge t o  t h a t .  

MS. RICHARDSON: Okay. .- 

BY MS. FICHARDSON: 

Q And t h a t  i s  y o u r  answer ,  "No"? 

MARIE C .  GENTRY & A S S O C I A T E S  
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1 A No. 

2 Q D o  you have any knowledge of someone rece iv ing ,  

3 f o r  instance ,  w i r e  maintenance s e r v i c e s  t h a t  they never 

-. - 4 o r  der ed? 

5 A NO. no. 

6 MS. RICHARDSON: Okay. That's it.  

7 (Witness excused) 

8 (Whereupon, t h e  depos i t ion  was concluded a t  11:20 a.m.) 
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AFFIDAVIT OF DEPONENT 

This is t o  c e r t i f y  t h a t  I, L I N D A  G.. MONIZ, have 

read  t h e  foregoing transcript  of my test imony,  Page 1 

through 56, given  on May 6, 1993, i n  Docket No. 910163-TI, 

and D o c k e t  No. 910727-TLI and f i n d  t h e  same t o  be true and 

c o r r e c t ,  with t h e  except ions,  and/or c o r r e c t i o n s ,  i f  any, as 

shown on t h e  errata s h e e t  a t t ached  here to .  

LINDA G. MONIZ 

Sworn t o  and subscr ibed before m e  t h i s  

day of , 1993. 

P r i n t  name here:  

Notary Publ ic  

S t a t e  of 

My Commission expires: 
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4 COUNTY OF DWAL) 
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CERTIFICATE OF OATH 

- 

7 I ,  t h e  undersigned authority,  cert i fy  that  LINDA 

8 

9 

10 

11 o€.#,q , 1993. 

G. MONIZ personally appeared before  me and was duly sworn. 

WITNESS my hand and o f f i c i a l  s e a l  t h i s  7 -M day 
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PATRICIA H. VIERENGEL 
Notary Public - S t a t e  of  Florida 
My Commission expires:  6/31/93 
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STATE OF FLORIDA) 

COUNTY OF DWAL ) 
CERTIFICATE OF REPORTER 

I, PATRIC1A.H. VIERENGEL, Court Reportee;, DO 
HEREBY CERTIFY t h a t  I was authorized t o  and d id  
s tenographical ly  report t h e  foregoing deposit ion of LINDA G.  
MONIZ; 

I FURTHER CERTIFY t h a t  t h i s  t r ansc r ip t ,  
cons is t ing  of 56 pages, c o n s t i t u t e s  a t r u e  record of t h e  
testimony given by the  witness. 

employee, attorney or counse l  of any of t h e  parties,  nor a m  
I a relative or employee of any of t h e  parties' attorney or 
counsel connected w i t h t  he act ion? nor am I f i n a n c i a l l y  
in t e re s t ed  i n  the action. 

DATED t h i s  7 -& day of g m o  ,1993. 

I FURTHER CERTIFY t h a t  I a m  not a relative,  

" 
PATRICIA A. VIERENGEL? C o u r t  &porter  - 
Telephone: (904)725-8657 

STATE OF FLORIDA) 

COUNTY OF DWAL ) 
. 

he foregoin c e r t i f i c a t e  was acknowledged before  
me t h i s  7 day of 81993, by PATRICIA 
A. VIERENGEL, who is p sonal ly  known t o  m e .  

- 
My Commission Expires: /,-3~-?5 
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TO WHOM IT MAY CONCERN: 

Attached is the original transcript of your deposition. Enclosed are forms of 
an Errata Sheet and an AfEdavit to be completed by the deponent when reading the 
deposition. 

Please do not mark on the original transcript Any corrections you may desire 
to make in your testimony should be TYPEWRTITEN or PRINTED on the enclosed Errata 
Sheet, giving transcript page number, line number and desired corrections. 

. 
I 

After reading and signing the deposition please return the Errata Sheet to o w  
office, Attention Joy Kelly, Bureau Chief, Room 104. - 

Thank you, 

Joy Kelly, CSR, RPR 
Bureau Chief 
FPSC Bureau of Reporting 
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I T  IS  STIPULATED t h a t  t h i s  d e p o s i t i o n  was 

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

a p p l i c a b l e  F l o r i d a  R u l e s  o f  C i v i l  P rocedure ;  t h a t  

o b j e c t i o n s ,  e x c e p t  a s  t o  t h e  form o f  t h e  q u e s t i o n , a r . e  

r e s e r v e d  u n t i l  h e a r i n g  i n  t h i s  c a u s e ;  and t h a t  r e a d i n g  

and s i g n i n g  was n o t  waived.  

I T  IS ALSO STIPULATED t h a t  any o f f - t h e - r e c o r d  

c o n v e r s a t i o n s  are w i t h  t h e  c o n s e n t  o f  t h e  deponen t .  
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J O Y C E  S .  SCOTT 

a p p e a r e d  as  a w i t n e s s  a n d ,  a f t e r  b e i n g  d u l y  s w o r n  b y  t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as follows: 
' -  

E X A M I N A T I O N  

BY MS. RICHARDSON:  

0 Would you  p l e a s e  s t a t e  y o u r  name a n d  t h e n  s p e l l  i t  

for t h e  c o u r t  r e p o r t e r .  

A 

0 

- A  

0 

A 

0 

A 

0 

A 

Q 

A 

Q 

A 

0 

J o y c e  S c o t t ,  S - c - o - t - t .  And J o y c e  is J -o -y -c -e .  

And w h a t ' s  y o u r  m i d d l e  i n i t i a l ?  

S. 

A l l  r i g h t .  And your address, please? 

3100  Emerson  S t r e e t ,  Room 138A. 

J a c k s o n v i l l e ?  

J a c k s o n v i l l e ,  F l o r i d a .  

And do y o u  know a Z I P ?  

no. 

Is t h a t  S o u t h e r n  B e l l ?  

Yes. 

A l l  r i g h t .  And a p h o n e  number? 

393-9518.  

4.11 r i g h t .  And are  y o u  r e p r e s e n t e d  here  t o a a y  by 

a n  a t t o r n e y ?  

A Yes, I a m .  

MS. R I C H A R D S O N :  And I w i l l  a s k  h i m  to p u t  

h i s  a p p e a r a n c e  on r e c o r d .  
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MR. BARLOW: Cash Barlow. 

MS. RICHARDSON: And you‘re with the firm -- 
MR. BARLOW: No. I’m representing Ms. Scott here. 

MS. RICHARDSON: And would you give .us- ’ four  f i r m  

and your address and your phone number? 

MR. BARLOW: Barlow & Shirley, P.A. Do you need 

an address? 

MS. RICHARDSON: Please. 

MR. BARLOW: 4860 F i r s t  Coast Highway, Suite M, 

Amelia Island, Florida 32034; (904) 261-9988. 

BY MS. RICHARDSON: 

0 And are you also represented here today by a union 

representative? 

A Yes, I am. 

MS. RICHARDSON: And I’ll ask him to p u t  his 

appearance on the record. 

M R .  PICKETT: Gavin Pickett, CCvA Local 3106, 

Jacksonville, Florida; First Executive Vice President, 

4076 Union Hall Place, ZIP 32205. 

BY MS. RICHARDSON: 

0 Ms. Scott, have you spoken to anybody today or 

before today other than your attorney and counsel for the 

company about your deposition here today? 

A No. 

Q Okay. Has anyone a d v i s e d  you that you would not be 

~ - - .. ,. . . - .. . . . . - . .. ,. . . - - 
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d i s c i p l i n e d  f o r  y o u r  a n s w e r s  here t o d a y ?  

A Yes. 

0 Has a n y o n e  a d v i s e d  you of  p o s s i b l e  c r i m i n a l  

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

t o d a y ?  

A Yes. 

0 Have you  g i v e n  a s t a t e m e n t  t o  company i n v e s t i g a t o r s  

or a t t o r n e y s  a t  a n y  t ime i n  t h e  p a s t ?  

A Yes, I have .  

Q Can you t e l l  m e  when? 

A I ' m  n o t  s u r e .  

a A p p r o x i m a t e l y .  

A A p p r o x i m a t e l y  a y e a r  a n d  a h a l f  a g o .  

a D i d  you  g i v e  j u s t  o n e  statement or more t h a n  one? 

A More t h a n  one. 

a And how many -- 
A Two. 

0 Two? A l l  r i g h t .  And i n  y o u r  f i r s t  s t a t e m e n t  where 

d i d  y o u  g o  t o  g i v e  t h a t ?  

A To t h e  Tower. 

0 Is t h a t  t h e  B e l l  Tower here i n  town? 

A Yes. 

0 And y o u r  s e c o n d  s t a t e m e n t ,  where d i d  y o u  g i v e  t h a t  

one?  

A A t  t h e  Tower.  - 
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Q A t  t h e  Tower. Were t h e  same p e o p l e  a t  b o t h  

s t a t e m e n t s ?  

A I t h i n k  so.  

0 Can you  t e l l  m e  -- 
A I ' m  n o t  s u r e  -- 
Q Okay. 

A -- i f  it was t h e  same p e o p l e  a t  b o t h .  

0 A l l  r i g h t .  Well, l e t ' s  t h i n k  a b o u t  t h e  f i r s t  one 

.~ . . .  

t h e n .  Mho w a s  a t  t h e  f irst  one? 

A I d o n ' t  know. I d o n ' t  remember who was there. 

0 Were t h e y  f rom t h e  company? 

A Yes. 

Q A l l  r i g h t .  Were t h e y  y o u r  s u p e r v i s o r s ?  

A NO. 

Q Were t h e y  from t h e  u n i o n ?  

A no. 

Q Okay. Do you know wha t  p o s i t i o n  t h e y  h e l d  i n  t h e  

company? 

A I d o n ' t  remember. 

Q Do y o u  know if  o n e  of  them was a n  a t t o r n e y ?  

A I t h i n k  o n e  p o s s i b l y  was a n  a t t o r n e y .  

Q Do you know i f  t h e r e  was a s e c u r i t y  i n v e s t i g a t o r ?  

A I t  was s e c u r i t y ,  s o  I t h i n k  o n e  was. 

0 Okay. On t h a t  s e c o n d  s t a t e m e n t  - -  a n d  you s a i d  Y O U  

g a v e  t h a t ,  a t  t h e  B e l l  Tower a l s o ?  
- 



I 

2 

f 

; 

f 

5 

i a  

1 1  

12 

13 

14 

15 

16 

1 7  

!8 

19 

20 

2 1  

22 

23  

24 

25 

11 

A (Nods head . )  

0 A l l  r i g h t .  Do you remember who was p r e s e n t  a t  

t h a t ?  
. .  A No. 

Q Was t h e r e  a n  a t t o r n e y  p r e s e n t  f o r  t h a t  s t a t e m e n t ?  

A Yes. 

0 Was s e c u r i t y  a l s o  i n v o l v e d  i n  t h a t  one? 

A H o n e s t l y ,  I d o n ' t  remember. I d o n ' t  remember i f  

t h e y  were b o t h  a t t o r n e y s  o r  i f  one was s e c u r i t y  and one was 

a n  a t t o r n e y .  I d o n ' t  remember. 

Q O k a y .  Who t o l d  you t h a t  you were t o  go over t h e r e  

and  g i v e  a s t a t e m e n t ?  

A I wasn ' t  r e s l l y  t o l d .  I was j u s t  t a k e n  more o r  

less -- t h a t  I was g o i n g ,  you know, and why. 

Q O k a y .  I ' m  n o t  s u r e  how you were t aken .  Somebody 

came and c o l l e c t e d  you or  -- 
A My b o s s  t o o k  me. 

Q Your b o s s  t o o k  you o v e r  t h e r e .  But your  b o s s  was 

n o t  i n  t h e  room w i t h  you? 

A No. He d i d  n o t  s t a y .  

Q O k a y .  What r e a s o n  did he  g i v e  you for t a k i n g  you 

o v e r  there  t o  g i v e  a s t a t e m e n t ?  

A I w a s n ' t  g i v e n  one.  

0 O k a y .  Were you g i v e n  any i n s t r u c t i o n s  from t h e  

p e o p l e  t h a t  were t a k i n g  y o u r  s t a t e m e n t  a b o u t  why y o u  were 
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MR. BARLOW: Just yes or no, please. 

no. 
. -. - 

Okay. And is that both tiaes? 

the network provisioning. 

0 Network provisioning. And from about what year to 

what year did you do this? 

A Six months, six months prior to coming here. 

0 Would that have been, what, 1989? 

A ' 8 8 .  

a ' 88?  A l l  right. And then what did you do before 

network provisioning? 

A I worked in premise. 

0 Premise. And can you explain to me what y o u  do in 

premise or what you d i d ?  

Yes. Both times. 

All right. What's your present position with the 

Maintenance administrator. 

And how long have you held that position? 

Five years. 

Has that entire five years been in Jacksonville? 

Yes. 

And what did you do before that? 

I worked downtown in the Tower as -- I worked in 
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A Just a record of addresses, customers and 

aadresses. 

0 Is this a computer-type record that's kept? 

A Uh-huh. 

Q And if addresses change, is that part of your 

. - .  - 

function? 

A Yes, it was. 

0 Was there anything else that you did in premise? 

A NO. 

Q Okay. Were you also responsible f o r  changing phone 

numbers on customers when they moved from one address to 

another? 

A No. That was done mechanically, mechanized. 

Q A l l  right. And how long were you in premises? 

From about when to when? 

A Three years -- No. '83 to '88.  

Q All right. And what did you do f o r  premises? 

A Kept address records. 

Q I'm s o r r y .  Prior to 1983 were you still employed 

by the company? 

A Yes. 

0 All right. 

A 1968. 

0 Between '68 

MA here in Jacksonvil 

When did you first start? 

and the five years that you've been an 

e, have you had any other IMC o r  
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here? 

A NO. 

Q Can you briefly explain - -  you've got-network 
provisioning and premises -- the nature of your other 

experience just very briefly with the company between '68 and 

*83? 

A I don't know what you want me to say. 

0 All right. What kind of work did you do for the 

company between 1968 and 1983? 

A Oh. I was in marketing; I worked in plant a while; 

engineering for a while. That's it. 

Q That's it? A l l  right. In marketing, is that a 

sales function? 

A It was yellow pages advertising. 

Q Did that involve sales? 

A No. 

Q What kind of work did you do w 

advertising? 

A We posted yellow page advertis 

0 Okay. But you weren't part of 

Out and actually sold the ads? 

A No. 

th yellow pages 

ng . 
the people who went 

0 All right. Ana plant - -  what k i n d  of work d i a  y o u  

do in plant? - 

.. 1 ._ . .- ,. ,... - .. - . - .. . - 
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A Routed service orders and things like that. 

Q Did you also route trouble reports? 

A Well, yes. 

0 Was part of the routing -- is that dispdtching 

also? 

A It wasn't -- no, it wasn't that. We had 

15 

., 

dispatchers at that time but they weren't -- I was not one of 
them. I was -- I don't know. We just put the -- it was a l l  

done paperwork then. It was not computer. It was a long 

time ago. 

Q Okay. Approximately what year to what year would 

that have been that you were in plant? 

A I can't remember. 

Q Early '709, mid  OS, late  OS? 

A Early ' 70s .  

Q And your work in routing service orders in plant, 

since you didn't dispatch, did that have to do with making 

sure that you had -- for every service order you got that it 
did go to a technician or -- 

A No, it's just that they were routed right. They 

had to be by address, you know. 

0 Were certain service technicians working certain 

addresses and you had to make sure that your service order 

got into their pool, their work pool? 

A No. A l l  I did was route them by the address that 
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was there. 

Q A l l  right. What about engineering? What did your 

work in engineerinq involve? 

A 1 was a drafting -- well, drafting c1eYk;'mot-e o r  

less. 

0 And what does a drafting clerk do? 

A Draft jobs. 

0 Well, you're speaking to a lay person who's never 

heard of drafting j o b s  for a phone company. Can you explain 

that a little bit more fully for me so that I can understand 

the nature of your work? 

A Well, years ago we used to have to -- the engineers 
would go out and they would draw it up, depending on what 

facilities were needed, and they just made rough sketches. 

It had to be drawn to scale so that they could prepare for 

it. 

Q Okay. I think that's clear enough. 

I think what I'd like to do is just sort of focus 

on your five years as a maintenance administrator for 

Jacksonville. And let me start by asking you who your 

present first-level manager is. 

A Basil Vann. 

Q And how long has Mr. Vann been your first-level 

mana g e r? 

A I think three years, approximately three years. 

. _ " r _ . ,  . 
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Q Then who was it for the first two years, if you 

remember? 

A Well, I had three, I think.. 

0 Okay. 

A Mike Harris. 

Q Harris? 

A Harris. John Melton and Dennis Curren. 

0 Can you spell Dennis’s last name? 

A C-u-r-r-e-n, I think. 

Q A l l  right. And who is your present second level? 

A We have a new one, Bruce -- I can’t think of his 

. . ~  . . .  

last name. 

Q Is it Higgins? 

A I think so. 

Q Ana before Mr. Higgins? 

A Jim Keels. 

0 And do you remember your other second-level 

managers as an MA here? 

A Bob Wells. 

0 Is that it? 

A Uh-huh. 

0 Okay. Do you know who your operations manager is? 

A Mr. Rupe. 

Q Has he always been your operations manager as an MA 

here? 
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A No. 

0 And who else had -- was your operations manager 
during the time that you were a maint.enance administrator in, 

Jacksonville? 
.~ ~. . .  

A Rudy Christian. 

0 Do you know your general manager? 

A NO. 

0 Who is your union steward, your office union 

person, representative? 

A Violet Willis. 

Q All right. Can you briefly describe your duties as 

a maintenance administrator, what you're responsible for? 

A I screen trouble tickets where the customer has 

called in and has some problem with their phone, and 

occasionally dispatch troubles -- close troubles for outside 
repairmen. 

P Okay. Do you ever close troubles on your own? A.re 

you able to fix certain reports and close them on your own? 

A Occasionally. 

0 What kind of reports would those be that you can 

fix yourself and close? Would they be pretty much the same 

kind or  -- 
A Not really f i x  myself. 

0 What kind of reports would be the kind that you 

Would c ose without having to dispatch either to the central 
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o f f i c e  o r  o u t s i d e  repair  f o r c e s ?  

A The o n e s  t h a t  I g e t  i n  t h a t  t h e  t r o u b l e  h a s  c leared  

i t s e l f  a n d  I t a l k  w i t h  t h e  c u s t o m e r  and  i t ' s  o k a y .  
~.~ . Q So a T e s t  OK r e p o r t ?  

A Not n e c e s s a r i l y .  

O A l l  r i g h t .  Are you familiar w i t h  a u t o - s c r e e n e r ,  

Ms. S c o t t ?  

A I know b a s i c a l l y  what i t  is. 

Q What is auto-screener? 

A J u s t  a m e c h a n i z e d  s c r e e n e r .  

MS. R I C H A R D S O N :  L e t ' s  go  o f f  t h e  record f o r  

a second. 

( O f f  t h e  record.) 

BY MS. R I C H A R D S O N :  

Q Do you  know i f  a u t o - s c r e e n e r  -- t h e r e  h a v e  b e e n  

c h a n g e s  to a u t o - s c r e e n e r  r e c e n t l y ?  

A No. 

Q Do r e p o r t s  go t h r o u g h  a u t o - s c r e e n e r  b e f o r e  you  set 

them?  

A I d o n ' t  know t h a t  e i t h e r .  

0 M s .  S c o t t ,  I ' m  g o i n g  t o  show you a documen t  t h a t  i S  

S o u t h e r n  Bell's R e s p o n s e  t o  P r e l i m i n a r y  O r d e r  No. 

PSC-93-0263-PCO-TL e n t e r e d  on F e b r u a r y  1 9 t h ,  1 9 9 3 ,  a n d  i t  was 

f i l e d  A p r i l  l s t ,  1 9 9 3  i n  t h e  c o n s o l i d a t e d  r a t e  case d o c k e t .  

Ana t h e r e  is a J o y c e  S .  S c o t t  l i s t e d  No. 519 o u t  o f  650 
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names. 

Have you seen this document before? 

A Yes. 
. -. - 0 And is that your name? 

A Yes. 

Q Okay. And what I'd like to ask you to do is 

--there's a series of numbers after your name, and I believe 

the first one is a No. 1 .  Okay? And if you'll look at Page 

-- I believe it's Page 2. No. 1 indicates that you may have 

Some information about backing up clear or close times, with 

the exception of special services. And I ' d  like to know what 

information you have about that. 

A I don't have any. 

Q Okay. Have you ever heard the phrase "backing up 

the time"? 

A I've heard it, yes. 

a All right. And in what context have you heard it? 

A Just that, you know, you don't back up any time. 

0 Are you familiar o r  aware of the requirement that 

the company complete out-of-service reports within 24 hours 

at least 95 percent of the time? 

A Yes. 

0 Have y o u  known that the entire time that you were 

an MA? 

A NO. 

.." ,. .. . . . -  
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Q Okay. When d i d  y o u  f i n d  t h i s  o u t ?  

A Well, j u s t  here r e c e n t l y ,  a n a  I d i d n ' t  r e a l l y  know 

i t  was 95 p e r c e n t .  I j u s t  know t h a t  we're s u p p o s e d  t o  c lear  

o u t - o f - s e r v i c e s ,  as  many as  we c a n ,  w i t h i n  t he '24 ' : hour s .  

Q A l l  r i g h t .  Have you always known t h a t  p a r t  of t h e  

r e q u i r e m e n t ?  

A Yes. 

Q Have y o u  h e a r d  of b a c k i n g  up t h e  time, a n d  t h e  t i ae  

b e i n g  t h e  clear t i m e  on a r e p o r t ,  i n  o rder  t o  meet t h a t  o u t  

of se rv ice  over 24? 

A I ' v e  h e a r d  of b a c k i n g  it up b u t  n e v e r  t o  meet a n  

out-of-service. 

Q I n  what way t h e n  h a v e  y o u  h e a r d  of b a c k i n g  it up t o  

meet t h e  time? 

A Well, j u s t  t h a t  t h e  closed and t h e  c lear  time is 

n o t  t h e  same. 

Q Okay. 

A Not a l w a y s  d e p e n d i n g  o n  when t h e  man said he 

cleared it  and  when h e  a c t u a l l y  c l o s e d  the t i c k e t .  

Q So what  time g e t s  b a c k e d  up t h e n ?  I d o n ' t  -- 
A No time g e t s  b a c k e d  u p .  I t ' s  j u s t  t h a t  h e  s a y s  he 

c leared  i t .  I f  h e  s a i d  he c leared  i t  a t  5:OO a n d  t h e  

t i c k e t ' s  n o t  closed t i l l  l a t e r  o n ,  he c leared  i t  a t  a C e r t a i n  

time and t h e n  a n o t h e r  mask comes up a n a  i t  shows t h e  t ime 

t h a t  t h e  t i c k e t  w a s  a c t u a l l y  c l o s e d .  
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Q When the ST -- well, I assume -- is the ST calling 
you to clear and close this report? 

A No. I just know that that has happened. I've 

never done that, I mean not personally, but I kno; that that 

has -- well, they told us once not to do that, you know. 

he says he cleared it at a certain time, not to do that 

because -- not to back the time up. 
0 Who told you this? 

A Well, just our managers. 

Q Let's see. We've got Mr. Vann, Mr. Harris, 

Mr. Melton, Mr. Curren. All of them or just -- 
A All of them. 

0 Okay. 

A Not to back up time. 

If 

Q Have any managers to your knowledge directed any 

employee to back up a clear time? 

A No. 

0 I believe that your name is in No. 6 and it's 

building the base of out-of-service troubles. Have you heard 

that phrase, "building the base"? 

A I've heard of it. 

0 And in what context have you heard of that? 

A Just that that was something that was done that was 

not supposed to have been done. The company was supposed to 

have been, you know, doins this and it's all hearsay. I 
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don't know of anything, you know, in my office or anything 

about this. 

0 Okay. And when you've heard rumors of it, had you, 
~. . -, 

heard the rumors of it being done in Jacksonviile? 

A No. 

Q Where have you heard rumors of it being done? 

A Just downstate is all. I don't even know that much 

about it. 

Q All right. No. 1 1  is by your name, improper 

appropriation of trouble reports or improper activity 

generally. What do you know about that? 

A I know nothing about improper appropriation. 

Q Okay. Did you train for your job as a maintenance 

administrator? Did you receive special training? 

A Not special training; on-the-job training. 

Q Did you have any like schoolroom or classroom style 

training for an MA? 

A Some in some areas. 

0 Okay. And then most of your training, though, was 

on the job? 

A On the job. 

0 Did supervisors or other MAS teach you? 

A Other MAS. 

0 A l l  right. And what kind of evaluation performance 

have you received as a maintenance administrator, just 



1 

1 

I 

1 

1 

1 

18 

1 

II 

I (  

2( 

21 

2; 

2: 

24 

25 

24 

g e n e r a l l y ?  

A I ' m  s o r r y ,  I d o n ' t  u n d e r s t a n d  t h a t .  

Q A l l  r i g h t .  Have you  b e e n  e v a l u a t e d ,  y o u r  work b e e n  

e v a l u a t e d  s a t i s f a c t o r y  or a b o v e  s a t i s f a c t o r y ?  - ' -  

A Sat i s f a c t o r y  . 
Q Okay. Do y o u  fee l  t h a t  you  know y o u r  work p r e t t y  

well? 

A P r e t t y  well .  

0 Are y o u  aware of company p r a c t i c e s  a n a  p r o c e d u r e s  

t h a t  MAS are  t o  fol low i n  s t a t u s i n g  a n d  c o d i n g  t r o u b l e  

r e p o r t s ?  

A Yes. 

0 Is t h a t  pa r t  of y o u r  j o b  f u n c t i o n  t o  know t h a t ?  

A Yes. 

0 Okay. T h e n ,  b a s e d  o n  y o u r  k n o w l e a s e  a n d  y o u r  

t r a i n i n g  a n d  e x p e r i e n c e ,  h a s  a n y  m a n a g e r  ever d i r e c t e d  y o u  t o  

s t a t u s  o r  code a t r o u b l e  r e p o r t  i n  a way t h a t  y o u  f e l t  was 

i m p r o p e r ?  

A No. 

Q 

t o  d o  so? 

Have y o u  ever h e a r d  of a manage r  a s k i n g  a n o t h e r  MA 

A No. 

0 Do you  know of any  e m p l o y e e  who has  i m p r c p e r l y  

s t a t u s e d  or c o d e d  a t r o u b l e  r e p o r t ?  

A No. 
. 
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0 No. 25 is on y o u r  l ist a l s o .  I t  s a y s  s e r v i c e  

orders .  And I b e l i e v e  you  t o l d  me a t  o n e  p o i n t  t h a t  you  were 

w o r k i n g  or r o u t i n g  se rv ice  orders  i n  p l a n t  i n  t h e  e a r l y  '70s.' 

Do you d e a l  w i t h  s e r v i c e  o r d e r s  a t  a l l  as  a n  MA? 
. . . ~  . ._i: 

A Yes. 

P You do? And what  d o  you  d o  w i t h  service o rde r s  a s  

an MA? 

A We g e t  i n  t r o u b l e s  o n  service o r d e r s .  

0 A l l  r i g h t .  

A I j u s t ,  you  know, h a n d l e  them. 

0 Are t h e y  t r e a t e d  l i k e  t r o u b l e  r e p o r t s  o r  are t h e y  

e x c l u d e d  b e c a u s e  t h e y ' r e  n o t  due  y e t ?  

A T h a t  d e p e n d s  on -- well, t h e y ' r e  e x c l u d e d  b u t  

t h e y ' r e  g i v e n  t o  t h e  I C C  p e o p l e  t o  h a n d l e .  

P And wha t  is I C C ?  

A Service order r o u t i n g  p e o p l e  i n  t h e  o f f i ce .  

0 A l l  r i g h t .  Can you  t e l l  me why se rv i ce  o r d e r s  

a p p e a r s  a f t e r  y o u r  name? What i n f o r m a t i o n  you  may have? 

A I d o n ' t  know. 

0 A l l  r i g h t .  No. 27 is a f t e r  y o u r  name a l s o ,  

s u p e r v i s o r  i n v o l v e m e n t  i n  c l o s i n g  t r o u b l e s .  What i n f o r m a t i o n  

do you have a b o u t  t h a t ?  

A None. 

Q H a v e  you haa any m a n a g e r s  who have s o r t  o f  s t o o d  

o v e r  you f o r  c l o s i n g  t r o u b l e  r e p o r t s ?  
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A No. 

Q A l l  r i g h t .  H a v e  you had any managers  d i r e c t  you t o  

b r i n g  o u t - o f - s e r v i c e  t r o u b l e s  t o  them. before c l o s i n g  them 

o u t ?  
.~ . . ~. . , 

A A t  one t i m e ,  i f  a t r o u b l e  was g o i n g  t o  g o  over 24, 

t h e y  needed t o  know a b o u t  i t- 

Q A l l  r i g h t .  And what were your  d i r e c t i o n s ?  

A J u s t  t o  have them s i g n  i t .  

0 To have them s i g n  -- 
A S i g n  a n  RST and  t o  close t h e  t r o u b l e .  

Q RST? 

A I t 's  j u s t  a form showing -- wel l ,  I d o n ' t  know how 

t o  d e s c r i b e  it. I t 's  j u s t  a form t h a t  shows e v e r y t h i n g ,  you 

know, a l l  of t h e  t r a n s a c t i o n s  t h a t  have happened t o  t h e  

t r o u b l e  s ince  it  came i n ,  how it was h a n d l e d  and wha teve r .  

0 Okay.  And d i d  they  e v e r  change a n y t h i n g  a b o u t  t h e  

r e p o r t  b e f o r e  you f i n i s h e d  it? 

A No. 

0 D i d  t h e y  ever  d i r e c t  you t o  u s e  a c e r t a i n  

d i s p o s i t i o n  o r  c a u s e  code  a n d  c l o s e o u t  on t h o s e  r e p o r t s ?  

A No. 

Q D i d  t h e y  e v e r  t e l l  you n o t  t o  s t a t u s  t h o s e  r e p o r t s  

as o u t  of  s e r v i c e  b e f o r e  c l o s i n g  t h e m  o u t ?  

A No. 

Q D i d  they  e v e r  q u e s t i o n  you a b o u t  why t h i s  is  e_oing  
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o v e r  24 h o u r s ?  

A No. 

Q Do you know why t h e y  were a s k i n g  you t o  g e t  t h e i r  .. 
~. . .  

s i g n a t u r e  on t h o s e ?  

A I t h i n k  i t ' s  j u s t  so  t h a t  t h e y  would know, you 

know, k i n d  of how t h i n g s  were g o i n g .  

0 I ' m  g o i n g  t o  show you  one more d o c u m e n t ,  Ms. S c o t t .  

T h i s  o n e  i s  C i t i z e n ' s  T h i r d  S e t  of  I n t e r r o g a t o r i e s  d a t e d  J u n e  

6, 1991,  No 1 .  An i n t e r r o g a t o r y  is a w r i t t e n  q u e s t i o n  t h a t  

w e  h a v e  a s k e d  t h e  company. 

ma i l  i t  t o  t h e  company. 

We p u t  a q u e s t i o n  i n  w r i t i n g  a n d  

A Okay. 

Q And t h e n  t h e  company s e n d s  u s  a w r i t t e n  r e s p o n s e .  

And we b a s i c a l l y  h a v e  a s k e d  them f o r  t h e  names of e m p l o y e e s  

t h a t  h a v e  knowledge  a b o u t  f a l s i f y i n g  r e p a i r  jobs .  And t h e  

company h a s  r e s p o n d e d  w i t h  t h e  names of some of t h e  e m p l o y e e s  

s a y i n g  t h e s e  p e r s o n s  may h a v e  some k n o w l e d g e  a b o u t  t hose  

t h i n g s .  

A l l  r i g h t .  

, W e  w i l l  g o  o f f  t h e  record a n d  

g i v e  you  a chance t o  l o o k  z t  i t  a n a  r ead  i t  and d i s c u s s  i t  

w i t h  y o u r  a t t o r n e y  i f  y o u  need  t o .  Then  when we g e t  b a c k  on  

t h e  r e c o r d  we w i l l  d i s c u s s  i t .  

T h e  r e a s o n  I ' m  showing  i t  t o  you  f o l d e d  up a n d  

p a p e r - c l i p p e d  l i k e  t h i s  is t h a t  t h e  company has  a c l a i m  o f  
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confidentiality for the information that you don't see and 

that's right now before the Commission f o r  a decision on 

that. We are protesting that because we don't think it's 

confidential but there's not been a decision yet-l-so we treat 

it as confidential until a final decision is made. Okay? 

At this point we'll go off the record. 

(Off the record.) 

BY MS. R I C H A R D S O N :  

Q All right, Ms. Scott. 

MR. BEATTY: I object. It's been asked and 

answered. 

You can respond if you can. 

A None. 

0 

M R .  BEATTY: Objection; speculation. 

You may respond. 

A None. 

0 A r e  you familiar with no access? 

A Yes. 

Q All right. And what is a no-access? 

A That's where o u r  repairmen have been out to 

a trouble ana the customer -- and they're not able to 
- 

repair 

set 
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access. 

Q All right. 

A They're not home or -- 
0 Okay. Do they have to tell the customeF that they 

were ther ? 

A They leave the customer a card. 

Q Do you know if that no-access stops that 24-hour 

repair clock? 

A I think it does. 

a Do you know of anyone who has used a no-access to 

stop that 24-hour repair clock? 

A Only when there's been no access. 

a Do you know of anyone who has no-accessed trouble 
_, 

reports without dispatch? 

A No. 

a Do you know of anyone who has taken an 

out-of-service report that's about to go out of service over 

24 hours, close that report out without clearing the trouble, 

open up an employee-orisinated report, fix it, and then Close 

it? 

A No, I don't. 

Q Have you ever he&rd of that being done? 

A No. 

Q Have you ever heard of anyone recording an 

extension of an appointment time without contacting a 
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customer? 

A I'm sorry, I don't understana that question. 

a Okay. When a trouble comes. in from the CRSAB, is ., 
.~ ~ - ~ .i_-~ 

there a commitment time or an appointment time by which the 

company guarantees that trouble to be fixed? 

A There's a commitment time. 

P All right. Do you know of anyone who has extended 

that particular commitment time without contacting the 

customer? 

A No, not without contacting the customer. 

a Do you know about the 222 code? 

A Yes. 

a What does it do? 

A It's just where we call the customer within a 

certain length of time before our commitment if we think 

We're not going to be able to make it. 

a Okay. And do you know of any employees who have 

systematically used that 222 code without contacting a 

customer? 

A No,  ma'am. 

Q When is a trouble report statused as out of 

service? At what point in the process? 

A It depends on -- sometimes it's statused before it 
sets to u s .  The automatic screener statuses it and sometimes 

we status it. 
- 
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0 And at what point in the process do you make that 

decision? 

A Well, if it's mine to make and it hasn't already 

been determined, when I screen it I determine' wtiether it's an 

out-of-service or it's just service affecting. 

Q All right. And a service affecting means it's not 

out of service? 

A Right. 

Q Are there ever occasions when you would status an 

out-of-service on closeout? 

A Not on a closeout. It's statused normally before 

you get it. I can't imagine one that hasn't been statused 

before it's closed. 

Q Okay. What about statusing or leaving a status of 

affecting service on a report until closeout and then 

statusing it out of service? 

A I don't know why that would be done. 

Q Okay. Do you know of any manager who has directed 

maintenance administrators to not status out of service up 

front but wait until closeout to status out of service so 

that if they went over 24 you could just leave them as 

affecting service? 

A No, I don't. 

0 Have you ever heard of a mznager telling MAS don't 

status any out-of-services today period? 
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A No. 

Q Do you know w h a t  t h e  CON o r  t h e  c a r r i e d - o v e r  n o  

c o d e  is? 

A I u s e d  t o  know. I t  h a s n ' t  been  u s e d  in '~<a long 

t ime. 

Q Do you  know why t h e y  s t o p p e d  u s i n g  i t? 

A No. I t 's  j u s t  t h a t  t h e y  s t o p p e d  u s i n g  i t .  I c a n ' t  

remember why we e v e n  u s e d  i t  or why we s t a t u s e d ,  y o u  know. 

0 B u t  you  d i d  u s e  i t  a t  o n e  time? 

A I t  was -- it  was a s t a t u s  code a t  o n e  time, b u t  I 

d o n ' t  know -- I c a n ' t  remember r e a l l y  wha t  i t  was u s e d  for .  

P Do y o u  know i f  i t  s t o p p e d  t h a t  2 4 - h o u r  r e p a i r  c l o c k  

on a r e p o r t ?  

A No, I d o n ' t  t h i n k  it e v e r  s t o p p e d  t h e  c l o c k .  

0 Okay. I b e l i e v e  a t  t h e  b e g i n n i n g  of  y o u r  s t a t e m e n t  

we b r i e f l y  t o u c h e d  on  T e s t  O K s .  What I ' d  l i k e  t o  a s k  y o u  is, 

based on  y o u r  t r a i n i n . g  and e x p e r i e n c e ,  would  i t  be  p r o p e r  t o  

t a k e  a T e s t  OK r epor t  a n d  s t a t u s  i t  a s  o u t  of se rv ice  o n  

c l o s e o u t ?  
.~ - 

A I f  you  g o  t o  s c r e e n  a t r o u b l e  a n d  i n  y o u r  o p i n i o n  

you  d o n ' t  t h i n k  i t ' s  ever b e e n  o u t  of s e r v i c e  a n d  y o u ' r e  

g o i n g  t o  c l o s e  i t  t h e n ,  t h e n  you  would  n o t  s t a t u s  i t  o u t  o f  

se rv ice .  

Q Okay. Have y o u  ever  h e a r d  o f  a n  e m p l o y e e  t a k i n g  a 

group of T e s t  OK r e p o r t s  a n d  statusing them as  out o f  s e r v i c e  
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to meet that 24-hour clock? 

A No. 

0 Have you ever heard of a manager directing a 
.~ 

~ 
. maintenance administrator to do that? 

A No. 

Q Have you ever done that yourself? 

A No. 

0 Are you aware of certain disposition and cause 

codes that can be used to exclude an out-of-service report 

from that out of service over 24-hour index? 

A No. 

0 Let's think of -- what's a disposition code? 
A A disposition code is whatever was wrong with the 

trouble, whatever we had to do to repair it. 

0 Okay. What's a cause code? 

A That's whatever the cause, what caused the trouble. 

0 Are there certain cause codes like customer action 

maybe or customer's malicious damage that would keep an 

out-of-service report from being counted against the company 

on that out of service over 24? 

A No. I'm not aware that anything relieves the 

company of any 24 hours. 

0 Do you know if a customer is due a rebate if his 

service is out longer than 24 hours? 

A If it's over 24. If he's out of service over 24, 
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he is due a rebate. 

0 Have you known that the entire time you have been 

an MA? 
.~ ~ . _ .  A Most of the time I've been an MA. . 

0 Do you know of  any customer that didn't get a 

rebate because somebody deliberately mishandled their report? 

A No, not deliberate- 

Q Okay. Do you know of anyone who did not get a 

rebate because of  improper handling of a customer trouble 

record? 

A NO. 

Q Do you know how to exclude a report? 

A Yes. 

Q Under what conditions have you been trained that 

it's proper to exclude a report? 

A I f  it's a service order and it's due today, you 

could exclude it from the service order and handle it through 

the proper people, the I C C  people. 

I f  it's due to long distance and it's a long 

distance problem, you can exclude it to a long distance 

company. There are several that we have. 

Q A l l  right. Is it proper to exclude an 

out-of-service report? 

A I f  it's an excludable report. 

Q If it meets one of those other stated criteria? 
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A Yes. 

0 A l l  right. What if it has a disposition and a 

cause code -- I mean, someone's -- . 

A You wouldn't have a disposition and .cam* -- 

0 Let's take an out-of-service report that an ST has 

been out there and worked on it and has fixed some kind of 

problem and he's got a disposition and cause code on that 

report, would it be proper to exclude that report? 

A If he's going to give it a disposition and cause 

code, it can't be excluded and closed. It has to be either 

one o r  the other. 

0 Do you know of anyone who has excluded 

out-of-service reports just to keep them from being counted 

in that out of service over 24? 

A NO. 

0 Have you ever been disciplined for improper 

handling of customer trouble records? 

A no. 

0 Has any manager ever given you a direction on 

statusing or coding a trouble report that you felt was 

improper? 

A No. 

0 In other words, asking you to do something that you 

thought you shouldn't do? 

A No. 
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0 Have you ever had occasion to protest to a hig,her 

supervisor directions that you've been given for handling 

trouble reports? 

. .,.-- . .  A None that I remember. 

0 Have you ever filed a grievance with the company? 

A I have. 

0 A l l  right. What was the nature of the. grievance? 

A It wasn't in relation to the job I have now. 

0 

A Yes. Not since I've been an MA. 

0 Was it in relation to handling service orders or 

To the maintenance administrator position you mean? 

trouble reports at all? 

A NO. 

Q Okay. So it was of a personal nature? 

A Yes. 

Q Do you know of anyone who has excluded a service 

order that was beyond the due date or within the due date? 

A no. 

Q In other words, the service was due to be 

installed, it hadn't been installed but yet the 

out-of-service was excluded? 
..- 

MR. BEATTY: Objection to the form of the 

question. You replaced the service orders with 

the subject out-of-service. 

MS. RICHARDSON: Yes, I'm talking service o r d e r s  
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now, not out-of-services. 

MR. BEATTY: You said both in the same sentence. 

MS. RICHARDSON: Did I? I'm sorry. Let me start 
~.~ .. - ,.~- . .  

this again. 

BY MS. RICHARDSON: 

Q Do you know of anyone who has excluded a service 

order where the due date for the service was already past; 

it should have been installed and wasn't, in other woras? 

A No. 

0 Have you ever participated in sales for the 

company? 

A Yes, I have. 

Q A l l  right, and when did you do this? 

A During my career here, but -- you mean as a 
maintenance administrator? 

Q Yes. 

A I don't know within the time frame I did. 

0 And how did you get involved in sales? 

A Well, they just made sales a thing that we could 

do, you know. 

Q It was voluntary or -- 

A Voluntary. 

Q It wasn't part of your job criteria though? 

A No. 

Q Did your supervisor ask you to h e l p  with sa les?  
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A He a s k e d  u s  a l l  t o  h e l p  w i t h  sales. 

Q And w h i c h  s u p e r v i s o r  was t h i s ?  

A J o h n  Melton. 

Q And were you e n c o u r a g e d  t h r o u g h  e i t t i e ~ r - , p = r i z e s  o r  

p o i n t s  or a w a r d s  t o  h e l p  w i t h  sales? 

A We g o t  some l i t t l e  t h i n g s .  I g o t  a p l a q u e .  I 

t h i n k  I s o l d  t h e  most i n  t h e  m a i n t e n a n c e   center.^ I g o t  a 

T - s h i r t .  

0 You were t h e  h i g h e s t  s e l l e r  f o r  t h a t  y e a r  or f o r  

t h a t  week o r  t h a t  month? 

A No, j u s t  f o r  t h a t  month ,  I t h i n k .  

Q Okay. Did  you  g e t  a n y  s p e c i a l  t r a i n i n g  f o r  s a l e s ,  

t o  h e l p  w i t h  sales? 

A No. I d i d n ' t  a c t u a l l y  se l l .  The b u s i n e s s  o f f i c e  

so ld .  If I had a customer t h a t  n e e d e d  s o m e t h i n g ,  t h e n  I -- 
t h e  b u s i n e s s  o f f i c e  would a c t u a l l y  write t h e  service o r d e r  

b u t  I would  g e t  t h e  sale. 

Q And how would  you g e t  t h e  sale? 

A I would  j u s t  p u t  t h e  sales c o d e  on t h e r e  f o r  o u r  

d e p a r t m e n t .  

Q Okay. Would you  C a l l  o u t  t o  c u s t o m e r s  and  s a y ,  y o u  

I ' d  l i k e  t o  s e l l  you  X know, I ' m  from S o u t h e r n  B e l l  a n d  

s e rv i ce?  

A No. I t  was d u r i n g  t h e  

Q And w h i l e  y o u  were s e l  

r e p a i r  p r o c e a u r e .  

i n g  were you i n s t r u c t e d  t o  
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k e e p  t rack of y o u r  t i m e ,  t h a t  you  s p e n t  so much t ime d o i n g  

s a l e s  a n d  s o  much time d o i n g  r e p a i r  work w i t h  t h e  c u s t o m e r ?  

A No. We d i d n ’ t  r e a l l y  g e t  i n t o  i t  t o  t h a t  e x t e n t .  

I f  t h e  c u s t o m e r  wanted  a c e r t a i n  t h i n e ,  we coUld-.S511 i t  t o  

them o u r s e l v e s ,  you  know. 

Q Okay. Were you  i n s t r u c t e d  on how t o  e x p l a i n  t h e  

d i f f e r e n t  services  t o  t h e  customers, what  t h e y  i n v o l v e d ,  what 

t h e  s e rv i ce  would g i v e  them or  d o  f o r  them? 

A Yes. 

0 A l l  r i g h t .  Were you  i n s t r u c t e d  t o  t e l l  them wha t  

t h e  p r i c e  of e a c h  of t h e s e  se rv ices  were?  

A The b u s i n e s s  o f f i c e  q u o t e d  them. And we d i d  h a v e  

some t h a t  we had  t h e  p r i c e s  on, some of t h e  f e a t u r e s .  

Q Okay. Do you  know o f  anyone who s o l d  a service o r  

m a i n t e n a n c e  p l a n  t o  a c u s t o m e r  w i t h o u t  g e t t i n g  t h e  customer’s 

a p p r o v a l ?  

A No. 

0 Do you  know o f  a n y o n e  who s o l d  b o t h  t h e  T I P  p l a n  

a n d  t h e  S e q u e n c e  1X p l a n  and  b i l l e d  t h e  c u s t o m e r  f o r  b o t h  t h e  

T I P  a n d  t h e  S e q u e n c e  1X p l a n ?  

A Do I know o f  a n y o n e  t h a t  d i d ?  

Q Uh-huh. 

A I f  I s o l d  i t ,  I d i d .  I f  t h e  c u s t o m e r  wan ted  i t ,  I 

s o l d  i t .  

Q A l l  r i g h t .  Does t h e  S e q u e n c e  1X p l a n  a l s o  i n c l u d e  
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the T I P  plan offers? 

A Oh, I ' n  sorry. I misunderstood that question. No. 

0 I thought maybe you dld. 

MR. BARLOW: Could you restate t h e  question, 

please? 

MS. RICHARDSON: All right. 

BY MS. RICHARDSON: 

Q Do you know of anyone who has sold a customer both 

the T-I-P, the TIP plan, and the Sequence 1X plan and bill 

for both plans? 

A Oh, no. I'm sorry, I misunderstood. They are one 

and the same. One -- SEQlX is both plans. 
0 It's a consolidated plan? 

A Right. 

0 So you wouldn't need the SEQlX and the TIP, would 

you? 

A Right. 

0 It would be redundant? 

A Right. 

0 Did you ever receive instruct 

customer that you felt was pressuring a 

a product? 

A No. 

ons in selling to a 

customer to purchase 

0 Okay, Ms. Scott, unless somebody j o g s  my memory I 

think that's all the questions I have f o r  y o u  and I want to 
- 
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thank you for coming. There may be some questions from 

someone else. 

EXAMINATION 

BY MS. WILSON: . -. - 

0 Ms. Scott, I'm Jean Wilson. I represent the Staff 

of the Florida Public Service Commission. 

How long did you say that you've been an MA? 

A Approximately five years. 

Q Okay. And was that entire time in Jacksonville? 

A Yes. 

Q You had indicated in your testimony that you were 

told not to back up times? 

A Not to back up times. 

Q Do you know when you were told that? 

A I can't remember the dates. 

0 Would you say that was fairly recently? 

A .No. A long time ago. Early in my career. 

EXAMINATION 

BY MR. VINSON: 

Q Ms. Scott, did the sales that you talked about, did 

you have any problem getting credit for the sales? 

A No. We weren't really concerned with getting 

credit for them. The only thing that we would do is to sell 

Touchtcne. If a customer wanted Touchtone on his line, we 

would sell him Touchtone, see that they got it. Selling was 
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n e v e r  a b i g  dea l .  

Q H a v e  you  e v e r  had a n  i n c i d e n t  w h e r e  a manage r  t o l a  

you  t h a t  you  would  n o t  b e  allowed t o  b e  g i v e n  c r e d i t  for y o u r  

p a r t i c u l a r  s a l e s ?  

A No. 

0 You d i d n ' t  h a v e  a n  i n s t a n c e  where a manage r  t o l d  

- 

y o u  t h a t  someone e l se  would  be g i v e n  c r e d i t  f o r  y o u r  sales? 

A Not t h a t  I remember. 

MR.  V I N S O N :  Thank you. T h a t ' s  a l l  t h e  q u e s t i o n s  

I h a v e .  

E X A M I N A T I O N  

BY MR. GREER: 

0 Ms. S c o t t ,  I ' m  g o i n g  t o  t r y  t o  make i t  b r i e f .  

You s a i d  s o m e t h i n g  a b o u t  e x c l u d i n g  s e r v i c e  o rde r s .  

C o u l d  you  g i v e  m e  a n  e x a m p l e  of  e x c l u d i n g  se rv ice  o r d e r s ?  

A I d o n ' t  h a n d l e  s e r v i c e  orders.  I h a n d l e  t r o u b l e s  

o n  service orders .  I d o n ' t  r e a l l y  h a n d l e  s e rv i ce  orders .  

0 Does t h e  m a i n t e n a n c e  c e n t e r  also d i s p a t c h  t h e i r  

service o rde r s  LMOS s y s t e m ?  

A If  o n e  comes up for d i s p a t c h ,  t h e n  I would  d i s p a t c h  

i t ,  b u t  I would n e v e r  e x c l u d e  a t r o u b l e  t h a t ' s  b e e n  

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

MR. GREER:  Okay. 

EX A MI N AT I ON 

BY MS. W I L S O N :  
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Q What S o u t h e r n  B e l l  p r o d u c t  were you most s u c c e s s f u l  

i n  s e l l i n g ;  do you r e c a l l ?  

A Touchtone  - 
9 Was t h a t  your  -- when you were h i g h ' s e - l l e r  f o r  

month? 

A I d o n ' t  remember why I was t h e  h i g h  sel ler  f o r  

month. P robab ly  b e c a u s e  no  one  e l se  s o l d  a n y t h i n g .  

0 I ' m  s o r r y ,  I d i d n ' t  hear you. 

A P robab ly  b e c a u s e  no one  e l s e  s o l d  a l o t ;  n o t  b 

se l lers .  

t h a t  

t h a t  

Q Okay. So b e i n g  a h i g h  se l le r  -- you may have  made 

more sales  t h a n  o t h e r s  b u t  t h a t  was more o f  a re la t ive -- 
A Yes. 

MS. W I L S O N :  O k a y .  

MS. R I C H A R D S O N :  Thank you,  Ms. S c o t t .  

(Wi tness  e x c u s e d . )  

(Whereupon, t h e  d e p o s i t i o n  conc luded  a t  2:03 p.m.) 

- - -  
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AFFIDAVIT OF DEPONENT 

This is to certify that I, Joyce S .  Scott, have 

read the foregoing transcription of my testimony-, -Page 7 

through 43 , given on May 6 ,  1993, in Docket Nos. 910163-TL 

and 910727-TL, and find the same to be true and correct, with 

the exceptions, and/or corrections, if any, as shown on the 

errata sheet attached hereto. 

J O Y C E  S. SCOTT 

Sworn to and subscribed before me this 

day of , 1993, 

NOTARY PUBLIC 

State of 

My Commission Expires: 
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S T A T E  OF FLORIDA) . -, - 

COUNTY OF DUVAL 1 
C E R T I F I C A T E  OF OATH 

I ,  t h e  u n d e r s i g n e a  a u t h o r i t y ,  c e r t i f y  t h a t  
J o y c e  S .  S c o t t  p e r s o n a l l y  appeared b e f o r e  me and was d u l y  
sworn.  

{& WITNESS my hand and o f f i c i a l  seal  t h i s  

day of June,  1993. 

c'.. /& 4 

MARIE C .  G E N T R Y  f 
Notary  P u b l i c  - S t a t e  o f  Florida 
My Commission No. CC251746 
E x p i r e s :  1 /21/97  
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CERTIFICATE OF REPORTER 

I, Marie C .  Gentry, Court Reporter, 

DO HEREBY CERTIFY that I was authorii~ed~'~t0 and did 

stenographically report the foreeoing deposition Of 

Joyce S .  Scott; 

I FURTHER CERTIFY that this transcript; consisting 

of 43 pages, constitutes a true record of the testimony 

given by the witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, nor am I 

a relative or employee of any of the parties' attorney or 

counsel connected with the action, nor am I financially 

interested in the action. 

DATED this @' day of J&ne, J993. - p./*7 ', 2?LA 
MARIE C. GENTRY, Court Rep 
Telephone No. (904) 264-29 

STATE OF FLORIDA) 

COUNTY OF DUVAL ) 

The foregoing certificate was acknowledged before 

me this &%ay of  June, 1993, by Marie C. Gentry, who is 

personally known to me. 
,- 
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- S T I E U L A T I O N  - 

IT IS STIPULATED that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; ana that reading 

and signing was not waivea. 

IT IS ALSO STIPULATED that any off-the-record 

conversations are with the consent of the deponent. 
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B A R B A R A  E .  S H E P P A R D  

a p p e a r e d  as  a w i t n e s s  a n d ,  a f t e r  b e i n g  d u l y  s w o r n  b y  t h e  

c o u r t  r e p o r t e d ,  t e s t i f i e d  a s  f o l l o w s :  
-, - 

E X A M I N A T I O N  

BY MS. R I C H A R D S O N :  

0 Would y o u  p l e a s e  s t a t e  y o u r  name for t h e  c o u r t  

reporter a n d  s p e l l  it? 

A Okay. B a r b a r a  E . ,  which is my m i d d l e  name,  

i n i t i a l ,  S h e p p a r d ,  S-h-e-p-p-a- r -d .  

0 And wou ld  you s p e l l  B a r b a r a ?  

A B-a- r -b-a- r -a .  

Q Okay. And y o u r  address,  p l e a s e ?  

A It 's 3100 Emerson .  T h i s  address  h e r e .  

Q I ' m  n o t  s u r e .  Y o u ' r e  u s i n g  t h e  S o u t h e r n  B e l l  

l o c a t i o n  a d d r e s s ?  

A Yes. 

0 3100 Emerson  S t r ee t ?  

A R i g h t .  

0 A l l  r i g h t .  D o  you h a v e  a room number? 

A Room 138. 

0 Do you h a p p e n  t o  know t h e  Z I P  Code? 

A 32207. 

Q And d o  y o u  h a v e  a phone  number? 

A 393-951 1 .  

Q And a r e  y o u  r e p r e s e n t e d  b y  i:. a t t o r n e y  h e r e  t o a a y ?  - 
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A Yes. 

MS. R I C H A R D S O N :  And I ' l l  a s k  h im t o  p u t  h i s  

a p p e a r a n c e  on record. 

MR. YOCAN:  Michael R .  Yokan 

K a t t m a n  & E s h e l m a n ,  P.A., J a c k s o n v  

BY MS. R I C H A R D S O N :  

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

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

A Yes, G a v i n  P i c k e t t .  

8 

o f  t h e  law-firm o f  

l le ,  F l o r i d a .  

r e p r e s e n t e d  by a u n i o n  

MS. R I C H A R D S O N :  A l l  r i g h t ,  Mr. P i c k e t t ,  w o u l d  

y o u  p l e a s e  p u t  y o u r  a p p e a r a n c e  o n  the record? 

MR. P I C K E T T :  Gavin  P i c k e t t ,  Local 3106, 

J a c k s o n v i l l e ,  F l o r i d a ,  4076 U n i o n  H a l l  P l a c e ,  ZIP 32205. 

BY MS. R I C H A R D S O N :  

Q M s .  S h e p p a r d ,  d i d  you  d i s c u s s  t h i s  d e p o s i t i o n  w i t h  

a n y b o d y  o t h e r  t h a n  y o u r  a t t o r n e y  o r  t h e  a t t o r n e y  f o r  S o u t h e r n  

B e l l ?  

A N o ,  I j u s t  -- a l l  I d i d  was a s k  p e o p l e  who h a d  b e e n  

i n  here how d i d  i t  go, you  know. I l i k e  t o  l o o k  a t  t h e i r  

face a n d  see i f  t h e y  3ot  n e r v o u s  o r  a n y t h i n g .  B u t  nobody  

r e a l l y  s a i d  t o o  much. They  a c t e d  k i n d  o f  q u i e t .  

0 Okay. Have you  d i s c u s s e d  any p o s s i b l e  q u e s t i o n s  o r  

a n s w e r s  w i t h  t h o s e  p e o p l e ?  

A No. 

0 O k a y .  H h s  a n y o n e  a d v i s e d  you t h a t  y o u  would n o t  b e  - 
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disciplined based upon your answers here today? 

A Yes. 

0 Has anyone advised you of possible criminal 
~.~ 

~ .~ . 
Penalties that could apply if you perjure your te'stimony here 

today? 

A I don't intend to perjure my testimony, but I've 

had advice from my -- 
0 From your attorney? 

A Yes. 

Q Okay. Have you given a statement to a company 

investigator in the past? 

A About two years ago. 

Q When was that? 

A It was at this address, 3100 Emerson, and I don't 

know the room number. But I would like to say they didn't 

warn me ahead of time that I was going to be questioned. 

Other people were taken downtown to the Tower and they just 

came to me one day when I came back from lunch and said 

follow me, and that was it. I was just put into a room. 

0 And who was in the room? 

A There was an attorney, I don't remember their 

names, ana then there was another man that was doing the 

questioning. I honestly don't remember their names now. 

CJ Do you know if they were from the company? 

A I thought z %  the time it was some k i n d  of a 
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s e c u r i t y - t y p e  p e r s o n .  

0 Okay. Who cane a n d  g o t  you  a n a  e s c o r t e d  you  t o  t h e  

room? 
~ . .  ~. . . .  

A S h e ' s  n o t  here now. Diane  t i a r r i s o n .  S h e  was a 

s u p e r v i s o r  t h e n .  

0 Can y o u  s p e l l  her  name? 

A D-i-a-n-e  G - a - r - r - i - s - o - n .  

0 And d i d  t h e  p e o p l e  i n s t - d e  t h e  room t e l l  you  why y o u  

were g o i n g  t o  b e  q u e s t i o n e d ,  y o u r  p u r p o s e  for b e i n g  t h e r e ?  

MR. BEATTY: P l e a s e  j u s t  s a y  y e s  or no .  

A Oh, y e s .  

0 They d i d ?  Okay,  and why was t h a t ?  

MR. BEATTY: Ma'am, i f  you  would j u s t  h o l d  on f o r  

o n e  s e c o n d ,  p l e a s e .  

I o b j e c t  t o  t h e  q u e s t i o n .  The a n s w e r  would 

i n v o l v e  i n f o r m a t i o n  t h a t  is p r i v i l e g e d  p u r s u a n t  to t h e  

a t t o r n e y / c l i e n t  p r i v i l e g e  ana t h e  a t t o r n e y  work p r o d u c t  

documen t .  A c c o r d i n g l y ,  w i t h  t h e  i n d u l g e n c e  of c o u n s e l ,  

t h e  w i t n e s s ' s  c o u n s e l ,  I would  r e q u e s t  t h e  w i t n e s s  

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

MR. Y O K A N :  P u r s u a n t  t o  my u n d e r s t a n d i n g  of  t h e  

r e l a t i o n s h i p  b e t w e e n  S o u t h e r n  B e l l ' s  a t t o r n e y s  a n d  who 

was i n v o l v e d  i n  t h e  i n t e r v i e w ,  I w i l l  a d v i s e  t h e  w i t n e s s  

n o t  t o  a n s w e r  t h e  q u e s t i o n  on  t h e  b a s i s  o f  t h e  a t t o r n e y /  

c l i e n t  p r i v i l e g e  a n a  t h e  a t t o r n e y  w o r k  p r o o u c t .  - 
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THE WITNESS: Okay, I decline to answer. 

MS. R I C H A R D S O N :  All rieht. Thank you. 

BY MS. R I C H A R D S O N :  
. . ~. -. 0 You are presently a maintenance administrator? 

A Yes. 

Q And how long have you been a maintenance 

administrator? 

11 

A I'd say approximately ten years. I ' m  sorry, but I 

don't actually remember the date. 

Q Well, that's fine. And if you need to be 

approximate, that's fine, as long as you're comfortable with 

your answers because you're under oath. I want you to feel 

comfortable that your answers are answering my question but 

also that they're to the best of your ability. 

A Okay. 

0 If you have any question about what I've asked, 

just say I don't understand that, or explain it again, and 

I'll be glad to try it again with you; okay? And at any 

point if you need to go off the record and talk to your 

attorney o f f  the recora, then just say I need to go off the 

record and we'll stop and you'll have whatever time you need. 

A Okay. S e e ,  since I didn't know what kind of 

questions -- I didn't look up any years, but I started one 

place o r  another. You know, I have been in different 

departments. 
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0 A l l  right. But you have been 

years? 

A Yes, at least ten years, I be 

approximate. 

12 

an MA f o r  about ten 

ieve. That's an 
-. - 

0 Okay. Have you been in Jacksonville that entire 

time? 

A Yes. 

0 , S o  you've been a Jacksonville MA for about ten 

years. 

'A Uh-huh. 

0 All right. And when did you first start with the 

company? 

A May 14th, 1973. 

0 What did you -- uhat was your first position? 
A Directory assistance; operator. 

0 Okay. And what did you do after that? 

A After about three or four years I went into 

directory white pages, the listings, you know, f o r  new 

connects and at that time they had white pages, but now they 

don't have them anymore. 

0 A l l  r ght. And after white pages what did y o u  do? 

A Then I went to dispatch clerk, which later became 

the combination. You know, screening, dispatch and then test 

a l l  became maintenance administrator several years later. 

0 A l l  right. Ana what was the first year o r  abolit - 
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the first year you were a dispatch clerk? 

A I think I was thinking that when I said 

approximately ten years, because -- 
0 That comes within -- 

. 

A Right, within that time range. 

0 All right. Did you go from being a dispatch clerk 

then to the official title of maintenance administrator? 

A Yes. 

0 Can you tell me who your present first-level 

manager is? 

A Bruce -- 
0 Higgins? 

A -- Higgins, yes. 
0 And who was it before Mr. Higgins? 

A Jim Keels. 

Q And before Mr. Keels? 

A We were combined. I had to stop ana think. There 

was Dwight -- 
0 McGuinness? 

A - -  McGuinness. 

0 ' And who else? 

A Bob Hice I think before that. 

And before that -- because this was like sometime 1 

was dispatch and -- okay. Before that it was Tom - -  
0 Campbe 11? 
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A -- Campbell. And before that it was Mike Sloan. 

Because we moved. You know, we kept combining. 

0 Did you say Sloan? 

A Uh-huh, Mike Sloan. He was my first. 

0 He was your first? 

A First. 

0 All right. How about your second-levels? Who's 

. .  .~ .._-~ 

y o u r  present second-level? 

A Basil Vann. 

Q All right. And before Mr. Vann? 

A I think I was giving you names the wrong way. No, 

let's see. Before that was -- I think it was Brenda Mathis. 
0 All right. And can you keep going back for me? 

What other second-level managers have you had? 

A Well, Tom Campbell was one of my second-levels. I 

gave you that by mistake. I'm sorry. 

Q All right. 

A And -- I just honestly don't remember all the 
names. We were -- you know, every so many months -- 
sometimes we were shifted. 

Okay. Who is y o u r  operations manager? 

I don't remember. 

A l l  right. Did you ever have Mr. Christian as an 

on manager? 

I really don't remember. 
~ 
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0 Is Mr. Rupe your present operations manager? 

A Yes. The only one I really remember is Mr. Rupe. 

a All right. And who is your.office union 
- _ -  

representative in your office? 

A In my office we have Edna O'Neil and -- 
a Glould you spell O'Neil for me? 

A I believe it's 0-apostrophe-N-e-i-1. 

And Violet, hillis, W-i-1-1-i-s. 

Q In terms of your position as a maintenance 

aaministrator, are you called on to screen and test, dispatch 

and clear and close, all of those functions? 

A Yes. 

Q Have you ever heard of backing up the time? 

A I've heard of backing up the time when -- if a 
repairman calls in and he's been busy doing something else 

and you ask him what time did you clear this trouble, then 

you usea to could -- I don't think you can now -- you just 
close it whenever he calls in, but you could close it at the 

time that he said that customer had service. He may have 

been finishing up whatever he had to do. But if he honestly 

told you thzt customer had service at thzt time, then you 

could clear -- that line of status could be cleared at that 
time. 

0 Okay. Have you heard it usea any other way? 

A No. We try to question the man to see what time he 
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actually gave the customer service, but you're not always 

going to make that, you know. He coula have got out there 

and he was -- and it was a very -- there were a lot Of 
problems there. I'm s u r e  the man tried his best but he 

wouldn't always, you know, get it done by that particular 

commitment time, you know. It might have been out of service 

almost 24 hours. 

. -. - 

a Okay. And is there a requirement that 

out-of-service reports be repaired within 24  hours at least 

95 percent of the time? 

A Yes. They try their best to -- I mean, this is the 
way I see it. They try their best to get a man out there, 

they look at the trouble load and they try to get somebody 

out there when they see, you know, that somethinq s getting 

close to the time, you know, that they're going to be out of 

service for 24 hours, so they want to get somebody out there, 

you know, to give these people service. 

0 Do you know of any times when someone has backed up 

the clearing time just to keep it from going out over 24? 

A Not to my knowledge. 

0 Have you heard of that beins done? 

A I've heard rumors of a lot of things. Yes, I've 

heard rumors, but I've never seen -- I've never been told to 

do that or actually seen it done, somebody do it. 

0 Okay. And what r u m o r s  have you heard? 
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A Rumors t h a t  -- w e l l ,  a r e  you  s u r e  maybe t h i s  man 

r e a l l y  - -  you know, mzybe he  r e a l l y  had t h i s  r e p a i r e d  a n d  you 

j u s t  d o n ' t  remember. B u t  t h a t ' s  t h e  o n l y  t h i n g  I ' v e  e v e r  .. 
h e a r d ,  you  know. Bu t  I t h i n k  t h e y  h o n e s t l y  s a y ,  o k a y ,  i f  

t h a t ' s  t h e  time h e  said he c l e a r e d  i t ,  t h e n ,  you  know, t h a t ' s  

w h a t  t h e y  would p u t .  T h a t ' s  w h a t  I would  p u t  anyway. 

.. . .  . 

Q Have you ever f e l t  a n y  p r e s s u r e  t o  p u t  p r e s s u r e  on 

t h e  s e r v i c e  t e c h n i c i a n  when 2 4  h o u r s  was up,  " A r e n ' t  you  s u r e  

t h a t  you  cleared it w i t h i n  t h a t  24 h o u r s " ?  

A No. The ones I ' v e  t a l k e d  t o  and  was c l o s i n g  o u t  

w i t h  them,  I b e l i e v e  t h e y  h o n e s t l y  t o l d  m e ,  y e s ,  I ' v e  h a d  i t  

cleared by t h i s  time, and ,  i n  f a c t ,  a l o t  o f  times it w a s n ' t  

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

s t i l l  had  maybe a c o u p l e  h o u r s  t o  go and t h e y  s t i l l  sa id ,  

wel l ,  I had  t o  go d o  t h i s  a n d  h a d  t o  g o  t a k e  care o f  -- p i c k  

u p  some t o o l s  or d o  s o m e t h i n g ,  you  know, a n d  j u s t  do some 

work t h a t  would -- make s u r e  t h a t  t h e y  had  e v e r y t h i n g  d o n e ,  

y o u  know, p u t  back  where i t  b e l o n g e d  a n d  e v e r y t h i n g ,  and  t h e n  

t h a t  m i g h t  t a k e  a l i t t l e  w h i l e  l o n g e r ,  b u t  a c t u a l l y  t h e  time 

t h e y  c l ea red  i t ,  I t r y  t o  p u t  down t h e  tiffie t h a t  t h e y  t o l d  me 

t h a t  t h e y  cleared i t .  

0 Okay. D i d  t h e y  a c t u a l l y  w r i t e  down t h e  c l e a r i n g  

t ime s o  t h a t  when t h e y  were t e l l i n g  you  t h e  c l e a r i n g  t ime 

t h e y  had  a w r i t t e n  r e c o r d  o f  wha t  t h e y  were t e l l i n g  you?  

A To my knowledge  I'm n o t  r e a l l y  s u r e ,  b e c a u s e  s a y  a 
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man had to call in the next day, he couldn't get ahold of 

somebody or he got delayed somehow o r  other and had to close 

it out maybe the next day. From the way he talked, he had ; 

everything written down, his codes and the customer had 

service at this particular time. So I believe they kept a 

record because they -- I'm sure they haa to put something on 
there first, you know, their time report. So I'm sure they 

kept a record of, you know, when they cleared this trouble 

and when they finally finished- 

.~ ~ . ~ 

Q Okay. Do you know or have you heara of the phrase 

"building the base"? 

A I've heard of it, but I really don't know what it 

is unless it has something to do with quotas, because I'm 

sure they have a lot of quotas to meet. 

0 A l l  right. What about building the base with 

out-of-service reports to meet that over-24 quota? 

A I'm not actually understanding that, because I've 

never had to be.right there when anybody explhined it or 

talked about it that much. I've heard it, you know. 

0 And where have y o u  heara it? 

A Just, you know, somebody saying building the base. 

I mean, that coula come out any way, you know, just hear it 

out of  your earshot with somebody standing maybe a few feet 

away, but I couldn't even tell you now if a particular person 

said anything like that. 
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0 H a v e  you  e v e r  heard Mr. Campbe l l  t a l k  a b o u t  

b u i l d i n g  t h e  base? 

A no. 
. _ -  

0 What a b o u t  M r .  H i c e ?  

A No. 

0 Have y o u  e v e r  h e a r d  o f  a n y o n e  t a k i n g  a s e t  of T e s t  

OK t r o u b l e  r e p o r t s  a n d  c l o s i n g  them o u t  as o u t  of s e r v i c e  i n  

o r d e r  t o  b u i l d  t h e  base? 

A No. 

0 Have y o u  e v e r  h e a r d  of a n y o n e  t a k i n g  a phone  book 

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

p h o n e  book i n  order t o  b u i l d  t h e  b a s e ?  

A No. Sorry. 

0 Have y o u  ever h e a r a  of a n y o n e  c r e a t i n g  r e p o r t s  i n  

a n y  manner  j u s t  t o  b u i l d  t h e  b a s e ?  

A No. T h e  o n l y  r e p o r t s  t h a t  t h e y  used t o  create is 

i f  somebody s t o p p e d  a man o u t s i d e  a n d  said I h a v e  a p r o b l e m  

w i t h  my p h o n e ,  I d o n ' t  h a v e  d i a  

t h a t ,  a n d  t h e  man c o u l d  c a l l  i n  

r e p o r t  made on t h a t  so  t h a t  w h i  

h e  c o u l d  g e t  them s e r v i c e  w h i l e  

n e a r b y ,  i t  m i g h t  be  on t h e  same 

t o n e ,  o r  s o m e t h i n g  l i k e  

a n d  a s k  t o  g e t  a t r o u b l e  

e he was r i g h t  i n  t h a t  area 
. .  - 

h e  was w o r k i n g  o n  a t r o u b l e  

s t r e e t ,  or  i t  m i g h t  b e ,  you  

know, j u s t  m a y b e  a b l o c k  away and  t h e y  were d r i v i n e ,  a r o u n d .  

Bu t  I ' v e  heard of t h h t .  

0 O k a y .  Would t h o s e  be  e m p l o y e e - o r i g i n a t e a  r e p o r t s  
~ 
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or just -- 
A Those would be employee-originated. But now they 

have to get -- they get permission. They have to have a 

supervisor's permission to make those. 
~. . .  .~ .._/. 

0 Have you heard of anyone taking an out-of-service 

report that's about to go over that 24-hour clock time, close 

it without actually fixing it, opening up an 

employee-originated report then to clear ana close it? 
~.. . 

A No. I have never done it or I've never heard 

anybody that was in my close area doing anything like that. 

Q Okay. Have you ever heard of anyone creating 

fictitious trouble reports? 

A NO. 

Q Have any of your managers ever told you just don't 

status any more out-of-services today? 

A NO. 

0 I'm going to show you a document that's Sitled 

Citizens Third Set of Interrogatories. Do you know what an 

interrogatory is? 

A I'm not clear on it. 

0 All right, let me explain it. An interrogatory is 

a written question or question that we send in writing to the 

company ana the company has given us a written answer. 

Instead of sitting across like I am with you just talkins t o  

them, I send them a question in writing. 
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A All right. 

0 All right. Ana this one is dated June 6, 1991 and 

it's Item No. 3 .  And essentially what we asked the company .. 
wzs to give u s  the names of employees that haa knowledge 

about recording out-of-service reports as affecting service 

on repair forms and the company's response was with the names 

of employees that may have knowledge of that instruction not 

to status out of service. All right. 

~.~ ~'.-- . 

And so I will show this to you and I will ask you 
,:, 

and then we can go off the record for a minute and 

let you have a chance to read it so that you can get familiar 

with it, and if you have any questions for your attorney you 

can talk to him about it before we ask any Specific 

questions. 

And one last instruction: You see we've got it 

all folded up and paper-clipped? That's because the company 

has a claim of confidentiality on all the information that's 

folded under that you're not going to see, and we are 

contesting that before the Commission, but there's not been a 

decision yet. S o  it's being treated as confidential until we 

get a final decision. 

A Okay. SO those clips stay rie,ht there? 

Q R i g h t .  So all you do is l o o k  at whht y o u  see  U p  
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front here. 

A Okay. 

MS. R I C H A R D S O N :  Okay, we'll go off the record. 

(Off the record.) 

M S .  R I C H A R D S O N :  All right, we'll go back on the 

. -  

record, Ms. Sheppard. 

BY MS. R I C H A R D S O N :  

Q 

A Yes, ma'am. 

Q 

A Uh-huh. 

0 Okay. What do you know about instructions not to 

status out-of-service? 

A If I was in the room at the time or if it was 

something that I didn't actually understand at the time, 1 

just -- I don't remember anything like that being instructed 

to me. 

Q 

MR. BEATTY: Objection to the forffi of the question. 

It calls for speculation. 

You may respond. 

A Like I say, if  I'd have beer, at work that 

particular day or whenever this is supposed to have happened. 

Q Okay. 
- 
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A But I ' m  n o t  aware a t  t h i s  time t h a t  I have been  

i n s t r u c t e d  a b o u t  a r iy th ing  l i k e  t h a t .  

Q Did  you ever g e t  any messages o f  any k i n d  i n s t e a d  . 
o f  maybe j u s t  i n s t r u c t i n g  you p e r s o n a l l y ,  b u t  maybe t h e r e  was 

a message board or  a l i g h t  board showing messages ,  n o  00.5 

t o d a y  o r  no o u t - o f - s e r v i c e s  o r  -- 

.~~ .~ 

A I t  c o u l d  have been ,  b u t  I h o n e s t l y  d o n ' t  remember 

now. 

Q Okay.  I ' m  go ing  t o  show you t h e  r e s t  o f  t h i s  

r e s p o n s e  which is a l so  p a r t  o f  Item No. 10 a n d  l e t  you look  

a t  i t  a n a  if you want some more t i m e  t o  go o f f  t h e  record, 

b u t  i t 's t h e  same q u e s t i o n  and same answer from t h e  company, 

w i t h  t h e  e x c e p t i o n  t h a t  on one  s e c t i o n  t h e  company h a s  statecl 

a l l e g e d  improper  s t a t u s  of o u t  of  se rv ice  or a l l e g e d  

i n s t r u c t i o n s  t o  s t a t u s  o u t  of s e r v i c e  i m p r o p e r l y ,  and t h e n  on 

t h e  o t h e r  one it was misuse  of employee code. 

M R .  BEATTY: I f  I m a y ,  j u s t  f o r  a moment. T h a t  is 

MS. R I C H A R D S O N :  I ' l l  l e t  you t a k e  a look a t  t h a t .  

(Off t h e  r e c o r d . )  

BY MS. RICHARDSON: 

0 

A Yes. 

Q 
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A Uh-huh. 

Q A l l  r i g h t .  T h e n  c a n  you  t e l l  m e  what y o u  know 

a b o u t  a l l e g e d  i n s t r u c t i o n s  t o  s t a t u s  o u t  of  service 

i m p r o p e r l y ?  
. -, - 

A I r e a l l y  d o n ' t  remember a n y t h i n g  t h a t  I ' v e  d o n e  o r  

t h a t  I ' v e  b e e n  i n s t r u c t e d  t o  do i m p r o p e r l y  i f  -- I h o n e s t l y  

t h i n k  a t  t h e  time I w o u l d  have s t a t u s e d  s o m e t h i n g  t h e  way I 

saw it i f  i t  was oiit o f  service. S a y  i f  -- t h e  o n l y  t h i n g  I 

c a n  e v e r  remember is i f  you c a n  t a l k  t o  t h e  c u s t o m e r ,  i f  y o u  

c a n  h e a r  them,  t h e y  can h e a r  y o u  -- I mean i f  y o u  c a n  t a l k ,  

i f  it t a l k s ,  t h e y  s t i l l  h a v e  service. 

Q Uh-huh- 

A Now i t ' s  -- I see t h e  p o i n t  l i k e  t h e y  c a n  h a v e  a 

l o t  of n o i s e  on  t h e i r  l i n e ,  t h e n  t h a t  c a n  s t i l l  be c o n s i d e r e d  

O u t  o f  service,  b u t  a t  t h a t  time I wou ld  s a y  it was a t  t h e  

time -- i f  t h e y  t a l k  a n d  y o u  c a n  h e a r  t h e  c u s t o m e r ,  r i g h t ,  

i f  t h e y  are t a l k i n g  t o  y o u ,  t h e y  c a n  h e a r  y o u ,  t h e y  c a n  d i a l  

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

Q Okay. 

A Now, 1 w o u l d  s a y  - -  t h a t ' s  t h e  o n l y  t h i n g  I 

remember. L i k e  i f  it t a l k s ,  you  know, t h a t ' s  a n  e x p r e s s i o n ,  

i f  i t  t a l k s ,  o t h e r  t h a n  t h a t  I d o n ' t  t h i n k  of  a n y t h i n g  t h a t  I 

was t o l d  n o t  - -  you  know, n o t  h o n e s t l y  t o  d o .  

0 Okay. Hzve you  ever h e a r a  o f  someone t a k i n g  a 

b a t c h  o f  T e s t  OK r e p o r t s  a n d  s t a t u s i n e ,  t hem a s  o u t  o f  
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A I h a v e n ' t .  

0 Okay. Has anyofie ever d i rec tea  you  t o  do t h a t ?  . 
A No. 

Q Have you  e v e r  h e a  d of anyone  d o i n g  t h a t ?  

A No. 

Q Okay. I t h i n k  t h e  las t  one  h a s  s o m e t h i n g  t o  do 

. .-.- 

w i t h  e m p l o y e e  codes, m i s u s e  o f  employee  c o d e s .  What d o  y o u  

know a b o u t  t h a t ?  

A I h a v e  -- I o n l y  t h i n k  a b o u t  twice t h a t  t h e y ' v e  

come b a c k  t o  m e  a n d  sa id  why d i d  you s t a t u s  t h i s  t h i s  way o r  

c lose i t  t h i s  n a y ,  a n d  I c a n  remember twice t h a t  my employee  

code was on t h e r e  b u t  I w a s n ' t  t h e r e  t h a t  d a y .  S a y  t h a t  was 

l i k e  my day  o f f .  Now, I a o n ' t  know i f  i t  was a n  e r r o r ,  

b e c a u s e  I ' v e  punched  t h e  wrong k e y  m y s e l f  sometimes, you  

know. We c h a n g e  numbers .  L i k e  my number was 027, t h e n  it 

was -- n o ,  i t  was 007 a n d  t h e n  027 and  t h e n  i t  was 627. S O  1 

c a n  see where  somebody c o u l d  h i t  t h e  wrons  k e y ,  b u t  t h a t  was 

-- l i k e  I s a y ,  i f  t h e y  h a d n ' t  b r o u g h t  i t  t o  m e  a n d  s a i d  why 

d i a  you  c lose  i t  o u t  w i t h  t h i s  c o d e  and  I h a p p e n e d  to l o o k  a t  

t h e  d a t e  -- b u t  I c a n  o n l y  remember two times t h a t  h a p p e n e d .  

Q Okay. And who was y o u r  s u p e r v i s o r  when t h i s  

h a p p e n e d ?  

A L e t ' s  see.  I t h i n k  o n e  t i m e  i t  was when I has 

u n d e r  a r e n d a ,  b u t  t h e r e  was a t i m e  be tween  when I was - -  
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B r e n d a  a n d  G a r y  -- my mind g o e s  b l a n k .  I ' m  S o r r y -  

0 I was g o i n g  t o  s a y ,  you  d i d n ' t  name a Gary b e f o r e .  

A No. I t  was a real  s h o r t  time. He's i n  
. -. - 

c o n s t r u c t i o n  o r  something now, I t h i n k .  He was ~ u s t  my 

s u p e r v i s o r  a s h o r t  t i m e .  

m e  and a s k e d  a b o u t  t h e  codes. I d o n ' t  remember what t h e  

c o d e s  were, b u t  I s a i d  I c o u l d n ' t  h a v e  d o n e  t h a t ,  I wasn ' t  

t h e r e  t h a t  d a y ,  

Q Okay. 

A A n a  he never  came b a c k  la ter  and s a i d  t h a t  h e  f o u n d  

B e c a u s e  he was t h e  one t h a t  came t o  

o u t  if -- you  know, i f  anybody  e l se  had  u s e d  my c o d e  o r  

a n y t h i n g .  T h a t  was t h e  last  I h e a r d  of it. 

Q A l l  r i g h t .  And what  was h e  a s k i n g  you  a b o u t ,  t h e  

codes on t h e  r e p o r t ?  

A Yes. Why d i d  I c lose  i t  o u t  t o  a p a r t i c u l a r  code, 

s a y ,  maybe it was a c a b l e  code or s o m e t h i n g ,  l i k e  a n  04 code, 

and  when I l o o k e d  a t  i t  I s a i d  I d o n ' t  know, b u t  when I saw 

t h e  d a t e  I t h o u g h t  -- it h a d n ' t  b e e n  t h a t  l o n g  before  t h a t  I 

knew t h a t  t h a t  was l i k e  o n e  o f  my d a y s  o f f .  So I w o u l d n ' t  

h a v e  b e e n  t he re  t o  u s e  t h a t  c o d e  because o n  t h e  f i n a l  s t a t u s  

t h a t  was s o m e t h i n g  you  c o u l a  n e v e r  back  u p .  I'm p r e t t y  s u r e .  

You m i g h t  a c l e a r i n g  l i n e  i f  y o u  had  t o  b a c k  up f o r  a man 

t h a t  had  f i n i s h e a  -- you  know, c l e s red  t h e  t r o u b l e ,  b u t  t h e  

f i n a l  s t a t u s ,  t h a t  was t h e r e  when y o u  p u t  i t  t h e r e .  

Q A l l  r l g h t .  - 
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A So that's only twice that I've ever -- the other 
time, I think, was when -- I can't remember who my supervisor 

-- it might have been Tom Campbell, because part of the time 
he was at this test center ana part at the other one. But 

that was another time when they asked me why I had posted out 

to that code and it was another time when I wasn't there. 

~. . .  . 

0 A l l  right. 

A But that's the only two times. 

0 And what problem was it with the code on that 

occasion? 

A It was a code that they thought didn't go with the 

trouble report itself. You know, like that particular code 

may not go with the -- say you had a trouble report that 
might have been out of service, you might post it out to 

something that didn't show that it was an out-of-service. 

And I really don't remember the code, but I know it was just 

a day that I wasn't there. You know, it had been one of my 

days off. 

Q Okay. Did you do any follow-up on your own about 

why someone else was using your code? 

A No, because it only happened those two times and 

they were real far apart. This one time we were in the other 

test center and the other time we were over here, so I 

figured it could have been somebody hitting the wrong key. I 

really didn't know. Just like I s a y ,  I wasn't there that - 
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d a y ,  s o  I d o n ' t  know who c o u l d  h a v e  done i t ,  or  c o u l d  h a v e  

u s e d  i t .  

Do you  know of any  i n s t a n c e s  where someone e l s e  h a s  
~.~ 

Q 
~ 

. .  

u s e d  o t h e r  t h a n  y o u r  code ,  someone e l s e ' s  e m p l o y e e  c o d e ?  

A No. I ' v e  n e v e r  heard anybody s a y ,  wel l ,  I used 

t h e i r  code, or I ' v e  n e v e r  h e a r d  anybody say t h a t  t h e y ' v e  h a d  

t h e i r  c o d e  u s e d  i n  p l a c e  o f  -- 
Q Okay. Have y o u  ever h e a r d  of  Mr. Campbe l l  m i s u s i n g  

someone's e m p l o y e e  code when t h e y ' r e  o f f  j u s t  t o  s t a t u s  

r e p o r t s ?  

A No, I ' v e  n e v e r  heard o f  t h a t .  But  l i k e  I s a y ,  i t  

o n l y  happened  t h a t  o n e  time, I t h i n k ,  when I was u n d e r  him. 

Q A l l  r i g h t .  I ' m  g o i n g  t o  show y o u  s o m e t h i n g  e l s e ,  

a n o t h e r  document  and t h i s  o n e ' s  n o t  c o n f i d e n t i a l  so I ' m  g o i n g  

t o  show it  t o  you .  

T h i s  was f i l e d  b y  t h e  company on A p r i l  l s t ,  1 9 9 3  i n  

t h e  c o n s o l i d a t e d  ra te  case d o c k e t  and  i t  is S o u t h e r n  B e l l ' s  

R e s p o n s e  t o  P r e l i m i n a r y  Orde r  No. PSC-93-0263-PCO-TL e n t e r e d  

on F e b r u a r y  1 9 t h ,  1993 .  And I ' m  e o i n g  t o  a s k  y o . u ~ . i f  you're 

t h e  B a r b a r a  J e a n  S h e p p a r d ,  No. 528 o u t  o f  t h i s  l i s t  o f  650 

p e o p l e ?  

A I d o n ' t  know why t h e y  u s e d  Jean .  I a l w a y s  u s e  my 

ma iden  name i n i t i a l .  So I d o n ' t  know why i t ' s  J e a n  i n s t e a d  

o f  -- 
Q % u t  t h a t  is  y o u ?  

~ 
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A Uh-huh. 

Q Okay. And you're going to -- if you would look, 
there's several numbers after your name. Have you seen this. 

document before? 
~. - . 

THE WITNESS: That you showed me -- 
MR. YOKAN: Yes. 

A Yes. 

Q Okay. 

A That my name would be -- that I had to identify my 
name. He showed me that I'd have to tell them that. 

0 All right. And under y o u r  name there is -- there's 
a group of numbers and one of those is Number 10. 

A Okay. 

0 And if you'll turn to Page 2, I think you'll see 

what Number 10 corresponds to. O r  maybe 3. Is it on 2 or  3? 

A That goes to 8 -- it's 10. 

0 All right. And isn't that something about Test Oks 

generally, including the pending activity completion file? 

A PAC file, yes. 

Q All right. What's a PAC file? 

A Okay. It's -- I haven't done it very often, but I 
have had the PAC file occasionally. Now they rotate it, y o u  

know. You get it every so many weeks. You take turns. 

Because it's real time consuming. You go in and you run a 

certain jeopardy and these are troubles that, say, the men 
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outside, their computer doesn't close the trouble, it just 

shows a clearing line, so you try to beep the man or get him 

on -- maybe somehow or other if he doesn't call you back, you 
try and get his supervisor to have him call y o W S ; d  that you 

can close that trouble report out because you don't know what 

codes to put on it because you don't know what he found. 

So, in other words, his computer picked up that 

clearing line, you got the right time for the clearing, but 

you don't know what he closed it out to, whether he actually 

found the trouble or he fixed it or what. So you have to go 

in there and try and get ahold of that man and then go in the 

computer and close out the trouble report. It might be a 

cable code or  he might have changed a pair and that way the 

records are straighter, you know, if it was a pair change or 

something like that. 

But that is just like it's in limbo. There's -- 
you know, something has to be done with that report. It just 

stays in that PAC file. 

Ana then you've got sohe that -- okay. Say, you 

test a report okay but the customer is not home and you can't 

get him at a reach number, you're testing their line okay, 

but how do you know that it's really okay, because I've 

tested some okay and then I've czlled and it's been a busy 

signal like it's on a high and dry o r  something, s o  you can't 

really get rid of  that trouble. You've sot t o  find out i f  
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Q Okay. It 

button without putt 

A Uh-uh. 

Q A l l  right 

s not that he 

ng anything e 

3 1  

these people can actually use their phone. It might even be 

their set that's -- you know, thzt has the problem. S o  

that's generally what the PAC file is, You just try to go in 

there and contact the customer, contact the rep'a-i-Pman, and 

our people -- a lot of our girls had these trouble reports on 
hold till they can either get the people home -- you know, 
reach them at their home or at their work number, you know. 

Say your telephone is testing like it's got a receiver off 

the hook, they like to know if you've checked that out before 

you reported it, because sometimes the switch hook isn't all 

the way down and you're actually reporting a trouble that's 

your problem, you know, you caused the problem. 

Q And you mentioned something about, I believe, an ST 

clearing a report but not putting in the disposition ana 

cause code? Is that what you said? 

A Well, his computer, when he tried to close it on 

his computer, it somehow malfunctioned and it didn't take his 

last line, his FST line, that would sive the code, you know, 

the disposition and cause code, what he closed it out to. 

And he doesn't realize this sometimes. It doesn't show up, 

you know, that it has a malfunction. 

can just hit the clear 

se in? 
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A If it  b r i n g s  up some k i n d  of  message, he  c a n  c a l l  

i n  a n d  t a l k  t o  one  o f  u s  a n a  we c a n  g o  i n  a n d  see i f  t h a t  

t r o u b l e  is s t i l l  p e n d i n g .  We c a n  g e t .  a n  RST a n d  s a y ,  y e a h ,  , 

y o u r  c o m p u t e r  d i d n ' t  c l o s e ,  i t ' s  j u s t  g o t  t h e '  c l e a r i n g  l i n e .  

And t h e n  we need  t o  go i n  there a n d  close it ,  so you would go 

i n  t h e r e  a n d  c lose it for t h e  man. 

.~ _i_-~ 

0 A l l  r i g h t .  Then  can you e x p l a i n  t o  me how T e s t  O K s  

g e n e r a l l y  have b e e n  m i s u s e d ?  

MR. YOCAN: I ' d  O b j e c t  t o  t h a t  q u e s t i o n .  If you 

w i s h  t o  r e p h r a s e  it, i f  s h e  knows w h e t h e r  T e s t  O K s  

h a v e  b e e n  m i s u s e d ,  I h a v e  no p r o b l e m  w i t h  t h a t .  

MS. RICHARDSON: A l l  r i g h t .  Le t ' s  d o  i t  t h a t  way. 

BY MS. R I C H A R D S O N :  

a Do you know if T e s t  OKs h a v e  been m i s u s e d ?  

A Not by m e .  Now, I h a v e n ' t  h a d  anybody e l s e  s a y  

t h e y  h a v e .  L i k e  I s a y ,  i f  I c a l l  t h e  customer and  I c a n ' t  

g e t  them,  t h a t  means t h e i r  phone  is e i t h e r  n o t  worki ,ng  or 

t h e y ' r e  n o t  a t  home, I d o n ' t  want  t o  c lose  t h a t  t r o u b l e  o u t  

because I ' m  n o t  r e a l l y  s u r e  t h e y  s t i l l  have  service.  

Q O k a y .  Did  you  h a v e  a c h a n c e  t o  read P a r h g r a p h  2 on 

t h i s  document?  

A Oh, okay .  Yes, m a ' a m .  

Q I t h i n k  by y o u r  name is  a l s o  No. 15,  w h i c h  d e a l s  

w i t h  e x c l u s i o n  or e l i m i n a t i o n  of  t r o u b l e  r epc i r t s .  

What is a n  e x c l u d e  r e p o r t ?  
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A Reports that we can exclude are ones that deal 

with, I'd say, something that can be referred to the 

business office, something that we can't handle. It's not a ,  

trouble that we can go out and send a repairman'-'O'iT, it's 

something that has to be handled maybe with a service order, 

because a lot of people call repair when -- with other 
problems besides their phone. Maybe -- you know', they may 
have -- they may want something done that would have to have 
a service order issued for, so we have things like that that 

we can exclude. 

We can exclude it if it's another common carrier 

like -- 
0 AT&T? 

A -- AT&T or  MCI. We check and see if they're 

programmed to the correct PIC Code, and then we tell -- 
Q That's P-I-C, PIC Code? 

A PIC, P-I-C, uh-huh, Code. And if it's programmed 

to the correct PIC Code in the predictor, then the problem is 

evidently, you know, in their long distance carrier. 

0 All right. Then what information do you have about 

improper exclusion or elimination of trouble reports? 

MR. BEATTY: I object tc the form of the question. 

Your phraseology implies that she has stated previously 

that she has knowledge. 

MS. R I C H A R D S O N :  Okay. 
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BY MS. R I C H A R D S O N :  

Q D o  you have any knowledge about improper exclusion 

o r  elimination of trouble reports? 

A No, because I've always been instruct-e-UL'i'f you 

exclude it, you exclude it to the proper code. If you go -- 
you have a list of so many excludes that we're allowed to 

use. If it doesn't work with one of them, I don't know what 

it would work with. You know, it might be -- I've never been 
actually instructed to use -- to exclude something that 
didnrt have a good reason to exclude. 

Q But would you exclude an aut-of-service report that 

already has a disposition and cause code on it? 

A no. 

Q Do you know of anyone who has routinely excluded 

out-of-service reports to effect that 24 hours? 

A I have no knowledge of that, no. 

0 Okay. Have you ever had occasion to protest an 

instruction from a manager that you felt was improper in 

terms of handling trouble reports? 

A No. The o n l y  thing I used to feel bad about was 

those 222.3, because sometimes they had to get people to help 

- -  sometimes the trouble load would be so heavy there was no 

way you could actually call that many -- sometimes, you know, 

like if you had a lot of storms, you know, I mean there'd be 

sheets and sheets of  troubles that could not possibly get 
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a h o l d  o f  a l l  these p e o p l e  before  s a y  5:OO o ' c l o c k  and  t h e y  

would  t r y  t o  g e t  some p e o p l e  t o  h e l p  you s o  you C o u l d ,  y o u  

know, c a l l  t h e  customers ,  b u t  -- and  I ' v e  m i s s e d  a few 

b e c a u s e  I d i d n ' t  set t h e m  i n  t i m e ,  I c o u l d n ' t  ' ge t .%hold  o f  

t h e  customer, and  t h e y  a s k e d  m e  why I missed them. T h a t ' s  

t h e  o n l y  t h i n g  I remember a b o u t  t h o s e .  

.) 

Q Do you  know of a n y o n e  who's b e e n  i n s t r u c t e d  t o  use  

t h e  222 c o d e  w i t h o u t  c o n t a c t i n g  t h e  c u s t o m e r ?  

A No. You have t o  make t h a t  c a l l .  I 've  never  known 

anybody  t h a t ' s  b e e n  i n s t r u c t e d  -- I h a v e  n e v e r  b e e n  

i n s t r u c t e d .  I n  f ac t ,  t h a t ' s  p r o b a b l y  why t h e y  a s k e d  m e  i f  1 

m i s s e d  i t ,  why I m i s s e d  i t ,  b e c a u s e  I c o u l d n ' t  g e t  a h o l d  o f  

them.  

Q Okay. 

A I f  you  cou ld  leave a m e s s a g e  f o r  them - -  you know, 

i f  y o u  had somewhere or s o m e t h i n g  l i k e  t h a t ,  b u t  i f  you  

c o u l d n ' t ,  you  j u s t  m i s s e d  i t .  I mean, you  j u s t  c o u l d n ' t  -- 
Q Okay. Have  you  ever f i l e d  a g r i e v a n c e ,  

Ms. S h e p p a r d ,  w i t h  t h e  company? 

A No. 

€I Have you ever  h e l p e d  w i t h  sales o f  s e rv i ces  or 

p r o d u c t s  f o r  t h e  company? 

A Well, we had  i n c e n t i v e s  l i k e ,  you  know, p o i n t s  a n d  

t h a t ,  b u t  i f  I had a s e r v i c e  o r d e r  c u s t o m e r  t h a t ,  s a y ,  t h e y  

c a l l e a  i n  a n d  r e p o r t e d  t h e y  d i d n ' t  have  T o u c h t o n e ,  t h e y  
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c o u l d n ' t  b r e a k  d i a l  t o n e ,  a n d  s o  I ' d  g e t  a copy o f  t h e i r  

se rv ice  oraer  up ,  a n d  i f  I s a i d  i t ' s  n o t  o n  t h e  se rv ice  order  

-- i n  o t h e r  w o r a s ,  t h e  s e rv i ce  r e p  may h a v e  n e g l e c t e d  t o  a s k  

them i f  t h e y  want  - -  when t h e y  move d i d  t h e y  wan-t't~o' k e e p  

t h i s  p a r t i c u l a r  feature ,  and t h a t ' s  t h e  o n l y  time I ' d  s e l l  

s o m e t h i n g  l i k e  t h a t  b e c a u s e  t h e y  d i d n ' t  have it and t h e  

s e rv i ce  r e p  had n e g l e c t e d  t o  a s k  them a t  t h a t  time w h e t h e r  

t h e y  wan ted  i t ,  s o  i t  w a s n ' t  p u t  on there  a n d  t h e y  s t i l l  

w a n t e d  it. They had it b e f o r e .  So t h a t  was c o u n t e d  as a 

sa le .  

0 Okay. Were y o u  h e l p i n g  t o  s e l l ,  I g u e s s ,  i n  y o u r  

p o s i t i o n  as a maintenance a d m i n i s t r a t o r ?  

A Uh-huh. 

0 Ana d i d  y o u  win a n y t h i n g ?  . 

A No, n e v e r  g o t  e n o u g h  p o i n t s .  

0 Never g o t  e n o u g h  p o i n t s ?  

A Oh, I t a k e  t h a t  b a c k .  A t  t h e  end when we c o u l d n ' t  

s e l l  anymore ,  you  know, i t  was o n l y  t h e  service r e p s ,  I h a d  

e n o u g h  -- i f  I p a i d  $12.50, I had enough  t o  g e t  a p i a n o  

k e y b o a r d  f o r  one o f  my g r a n d c h i l d r e n .  

0 Okay. 

A B e c a u s e  I o n l y  had a b o u t  10 or 15 p o i n t s  t o t a l .  

0 Do you -- h a v e  y o u  ever  h e a r d  t h e  p h r a s e  " b o i l e r  

room"  b e i n g  u s e d  for  s a l e s ?  

A I'm s o r r y ,  I d o n ' t  e v e n  know w h a t  t h a t  means. 
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0 Okay. Do you know of anyone who has reported sales 

of wire maintenance plans to customers without contacting 

them? 

A No. Now, that's another thing I hear~d'?umors 

about. 

Q But you don't know of anyone who has done that 

specifically? 

A No. But I really did hear rumors. I heard that 

they had found some people that had -- this was just a rumor, 
like I say. I never actually -- I never knew of anybody that 
said I put this or I didn't sell this, but I, you know, took 

the credit for it. I never had that. 

Q Did you ever do just sales, like for a day or tWO 

days or a week or at any point do just sales? 

A No. 

0 Okay. 

A I did it when it came up in a trouble report. I've 

never called a customer and actually tried to sell them 

any thine. .. -. 

0 All right. Were you told to keep track of the 

amount o f  time you spent doing sales versus the amount of  

time you spent helpins a customer with a trouble report? 

A No. I've heard that other people had done it, but 

like I say, 1 took it if I sot a customer that neeaea 

something that wasn't o n  their service order. 
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0 Do you know of anyone who has no-accessed a trouble 

report without dispatching it? 

A No. 

0 Do you know of anyone who has no-aceesse~d an 

out-of-service trouble just to stop that 24-hour clock? 

A Not to my knowledge. 

Q Have you ever heard of that being done? 

A No. 

0 Do you know whether or not the C-0-N, the CON Code 

-- the carried-over no code, do you know what that is? 
A I didn't know that's what it stood for. I'm going 

to have to start refreshing my memory. Carried-over what? 

Q Carried-over no, the CON Code. Are you familiar 

with that code? 

A No, I'm sorry, I ' m  not familiar with it. I should 

be. I realize that. 

Q It's not in use anymore, so you don't need to worry 

about it. 

A Okay. Thanks. I was going to go look it up. 

0 I didn't want you to have to do any extra work. 

A All right. 

0 Do you know of certain disposition and cause codes 

that would take an out-of-service report out of that 

out-of-service over 24? 

A Yes. Weather. 
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0 Weather? 

A Uh-huh- 

Q O k a y .  

A or a n o t h e r  c o n t r a c t o r  t h a t ,  s a y ,  w O C l ~ d - " d u t  One  o f  

o u r  l i n e s  and -- maybe cable TV or someth ing .  

Q Okay. Do you know of anyone who h a s  Used  t h o s e  

s p e c i f i c  codes  j u s t  t o  keep  a r e p o r t  from going  o u t  o f  

se rv ice  o v e r  24 h o u r s  and  c o u n t i n g  i t  as  a m i s s ?  

A I ' v e  n e v e r  done it .  B u t ,  I mean, i f  t h e  r e p a i r m a n  

s a i d  t h a t ' s  what happened ,  I would code it  t o  t h a t .  

Q Okay.  

A But I ' v e  n e v e r  had anybody s a y  t o  me, well, l e t ' s  

u s e  t h i s  code ,  you know, b e c a u s e  i t 's  -- whatever  -- b e c a u s e  

i f  i t ' s  o u t  o f  service and  i t ' s  a weather  l i k e  l i g h t n i n g  -- 
m o i s t u r e  I d o n ' t  t h i n k  does it .  And i f  i t ' s  cab le  m u l t i p l e ,  

which is maybe a c u t  cable a f f e c t i n g  a l o t  o f  p e o p l e .  

Q Have you ever  s e e n  t h a t  c a b l e  m u l t i p l e  code used  on 

j u s t  small c a b l e  t r o u b l e s ?  

A Not t h a t  I recal l .  E v e r y  one I ' v e  e v e r  s e e n  a 

r e p a i r m a n  u s e  was u s u a l l y  b i g ,  you know, I'd s a y  15 o r  20 

t r o u b l e s  on i t .  It was l i k e  a r e a l l y  b i g  cable  t h a t  was c u t  

and it a f f e c t e d  a lot o f  p e o p l e .  Because we have t o  c a l l  a l l  

t h e s e  p e o p l e  back. 

0 DO y o u  know of a p r o c e d u r e  - -  n o t  a B e l l S o u t h  

p r o c e d u r e  b u t  a p r o c e d u r e  o f  a m a n a g e r  who's i n s t i t u t e d  w h e r e  
~ 
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t r o u b l e s  a re  n o t  s t a t u s e d  up f r o n t  b u t  t h e y ' r e  s t a t u s e d  on 

c l o s e o u t ,  d e p e n d i n g  upon  w h e t h e r  or n o t  t h e y  were b e f o r e  o r  

a f t e r  t h a t  24 -hour  p e r i o d ?  

A You mean l i k e  a n  o u t - o f - s e r v i c e  s t a t u s ' r i k e  - -  
Q Yes. 

A No. When it comes i n  now, i f  i t ' s  t e s t i n g  o u t  o f  

service,  we p u t  a n  o u t - o f - s e r v i c e  c o d e  o n  i t .  If i t  was n o  

d i a l  t o n e  a n a  it tested o p e n ,  t h e n  we p u t  -- I was t o l d  t o  

s t a t u s  -- you know, t h a t ' s  t h e  way you s t a t u s  i t  i f  i t  was 

o u t  of s e r v i c e .  

P Was t h a t  t r u e  b a c k  i n  t h e  '80s when you f i r s t  

s tarted? 

A N o w ,  I r e a l l y  d o n ' t  remember, b u t  i t  -- I'm s u r e  i t  

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

0 Okay. Was t h a t  t r u e  back  i n  t h e  l a t e  '8Os, as l o n g  

a g o  as f i v e  y e a r s  ago?  

A I t h i n k  so. 

0 So you h a v e  n e v e r  received i n s t r u c t i o n s  f rom a 

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

c l o s e o u t ?  

A Not t h a t  I remember. 

9 Do you know i f  any  manager  h a d  a p o l i c y  j u s t  for 

cable  t r o u b l e s  where t h e y  d i d n ' t  s t a t u s  t h e n  up f r o n t  b u t  

w a i t e d  u n t i l  c l o s e o u t ?  

A I don't know of any p r o c e d u r e  where they !used that. 
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T h e y  m i g h t  h a v e  done  t h a t  w i t h o u t  my knowledge .  

a t r o u b l e  r e p o r t  o u t ,  I would g o  by t h a t  code, w h a t e v e r  t h e  

r e p a i r m a n  g a v e  m e .  B u t  as f a r  as  knowing what  -- no .  I f  h e  

was d i s p a t c h e d  o u t  on i t ,  he  would a l r e a d y  be ' shom~ '  

d i s p a t c h e d  out  o n  i t ,  u n l e s s  h e  was c a u g h t  -- y o u  know, 

u n l e s s  he was s e n t  there a n d  t h e n  t h e y  p u t  t h a t  t r o u b l e  o n  

h i s  time, you  know. I mean, t h e y  are aware t h a t  t h e r e  are  

a l l  t h e s e  ca l l s  coming i n .  They s e n d  somebody o u t  a n d  

t h e y l l l  s t a r t  w o r k i n g  o n  i t  t h e n ,  t h e n  t h e y  m i g h t  -- y o u  

know, t h e y  may t r y  a n d  g e t  it s t a t u s e d  a n d  p u t  i t  o n  h i s  

time. Bu t ,  m e a n w h i l e ,  h e  c a n  b e ,  y o u  know, t r y i n g  t o  f i x  i t  

o r  s ta r t  f i x i n g  i t .  

I f  I c losed  

Q A l l  r i g h t .  Do you know o f  a n y o n e  who h a s  f a l s i f i e d  

a customer t r o u b l e  r e p a i r  record? 

A Can y o u  -- 
0 P u t  f a l s e  ccaes or f a l se  s t a t u s  o r  fa l se  da ta  -- 
A You mean l i k e  a c u s t o m e r  c a l l s  i n  a n d  t h e y  s a y  I 

d o n ' t  have a n y  d i a l  -- 
0 Not a c u s t o m e r ,  a n  e m p l o y e e  t h a t  h a s  f a l s i f i e d  a 

c u s t o m e r  t r o u b l e  r e p o r t ?  

A No, I d o n ' t .  L i k e  I s a y ,  I ' v e  h e a r d  r u m o r s  l a t e r  

t h a t  t h e r e  w a s  p r o b l e m s .  

0 And where were these  p r o b l e m s ?  

A L i k e  o u t s i d e .  B u t  I n e v e r  h e a r d  o f  a n y  p r o b l e m s  

i n s i d e ,  s o  I d o n ' t  know. 
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0 Like outside Jacksonville service technicians? 

A Yeah. I just heard rumors. Like I say, I actually 

never knew of anybody that did it. Just like I say, I heard 

rumors that the nen -- he might have made a repol--e:because he 

-- that person -- his phone was okay now but it Wasn't 
working f o r  a while. I heard a rumor, but I actually did 

not, say, talk to a particular person or anything. I just 

heard that that was -- somebody said that haa been going on 
and I never had any names mentioned, you know, anybody that 

dia it. I just heard that that had been happening. 

Q Okay. Ms. Sheppard, I want to thank you for coming 

today and being responsive. 

A That's it? 

Q Well, there may be some more questions from other 

people around the table before you go, but I want to thank 

you. 

A You're welcome. 

E X A M I N A T I O N  

BY MS. W I L S O N :  

0 Ms. Sheppard, - -  
A Yes. 

Q -- I'm Jean Wilson, i f  you remember o u r  names down 

here. 

A I ' m  glad you repeated it. 

0 I'm with the F l o r i d a  P u b l i c  S e r v i c e  Commission. 
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You testified that there were two instances where 

your employee code appeared on a trouble report on a day that 

you were not working? 

A Uh-huh. - -. - 

Q Is that correct? 

A Uh-huh- 

Q And did you say this happened at two different 

lo cations? 

A Yes. I mean, like we were in -- one time I think 
we were in the other side of the building. We used to be 

over here before. they combined it. 

Q All right. So it was actually in one building but 

in different locations, different offices within that 

bu i lding? 

A Yes. 

Q And that building is -- 
A Right here. On both occasions because actually 

they remodeled the room we were in, different sections, you 

know, we'd be combined o r  we'd move while they were 

remodeling and fixing up.  S o  we might be in a different 

location but the same building. 

0 Here i n  Jacksonville? 

A Yes, ma'am. 

Q And you stated that these incidents were far apart 

in time? 
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A Yes. 

0 Do you h a v e  a n  a p p r o x i m a t e  time t h a t  t h e s e  two 

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

A I would s a y  a t  least  two or  t h r e e  y e a p s : a p a r t .  SO 

t h a t ' s  why I s a y  i t  d i d n ' t  seem t o  m e  l i k e  there  was some 

k i n d  o f  p a t t e r n  or a n y t h i n g  l i k e  t h a t .  

0 Do you know when y o u r  f i r s t  i n c i d e n t  o c c u r r e d  where 

y o u r  employee  code a p p e a r e d  o n  a day  t h a t  you  were n o t  

work i n s ?  

A I c o u l d n ' t  g i v e  y o u  a n  exac t  time. I ' d  s a y  i t  was 

a t  least four or  f i v e  y e a r s  a g o -  

Q And t h e  s e c o n d  i n c i d e n t  o c c u r r e d  p o s s i b l y  two or 

t h r e e  y e a r s  a f t e r  t h a t ;  is t h a t  c o r r e c t ?  

A Uh-huh. 

P Thank you .  

A Y o u ' r e  welcome. 

MR. BEATTY: T h a t ' s  i t .  

MR. YOCAN: No q u e s t i o n s .  

( W i t n e s s  e x c u s e d . )  

(Whereupon, t h e  d e p o s i t i o n  c o n c l u d e d  a t  2 : 5 5  p.m.) 
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errata sheet attached hereto. 

BARBARA E 

Sworn to and subscribed before me this 

day of ,1993. 

SHEPPARD 

NOTARY P U B L I C  

State of 

My Commission E x p i r e s :  
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STATEW OF FLORIDA 

COUNTY OF DUVAL 

. -, - 
CERTIFICATE OF OATH 

1 

1 

I ,  t h e  u n d e r s i g n e d  a u t h o r i t y ,  c e r t i f y  t h a t  Barbara 
E .  Sheppard p e r s o n a l l y  appeared b e f o r e  m e  and was d u l y  sworn. 

WITNESS my hand and o f f i c i a l  seal t h i s  

o f  June,  1993. 

, 
, 7 ' ' '  
,Y  
2-74 &?4/ 

Mar'ie! C.  Gentry 
Notary P u b l i c  - State  of  F d r i d a  
My Commission No. CC251746 
E x p i r e s :  1 /21 /37  
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STATE OF FLORIDA) 
CERTIFICATE OF REPORTER 

COUNTY OF DUVAL 

I, Marie C. Gentry, Court Reporter, 

DO HEREBY CERTIFY that I was authorized-to and did 

stenographically report the foregolng deposition of Barbara 

E. Sheppard; 

I FURTHER CERTIFY that this transcript, consisting 

of 44 pages, constitutes a true record of the testimony 

given by the witness. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, nor am I 

a relative or employee of any of the parties' attorney or 

counsel connected with the action, nor am I financially 

interestea in the action. 

DATED this 4 day of June, 1993. 

STATE OF FLORIDA) 

COUNTY OF DUVAL : 

me 
is 

The oregoing certificate was acknowledged before 
this g.&s.. day 
personally known to me. 

PAf,-,rc/> h/ L(&,) 3.' 



ti 1 

2 

3 

A 

5 

6 

7 

R 

9 

IO 

I I  

12 

13 

14 

15 

16 

17 

I 8  

19 

BEFORE THE FLORIDA PUBLIC S E R V I C E  C O M M I S S I O N  

I n  re: I n v e s t i g a t i o n  i n t o  t h e  ) DOCKET NO. 910163-TL 
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c / o  The ~lorida Legislature, 1 1 1  W. Madison street, Room 812, 

Tallahassee, Florida 32399-1400. . -..- 

JEAN R. WILSON, ESQUIRE, Staff Counsel, Florida Public 

Service Commission, 101 E. Gaines Street, Tallahassee, 

Florida 32399-0863, Telephone No. (904) 487-2740. 

STAN L. GREER, Engineer, Florida Public Service 

Commission, 101 E. Gaines Street, Room G-28, Tallahassee, 

Florida 32399-0866, Telephone No. (904) 488-1280. 

CARL S. VINSON, JR., Sr .  Management Analyst, Florida 

Public Service Commission, Division of Research ana 

Regulatory Review, 101 E. Gaines Street, Tallahassee, Florida 

32399-0872, Telephone No. (904) 487-1328. 

WALTER BAER, Analyst, Office of Public Counsel, c/o The 

Florida Legislature, 1 1 1  W. Madison Street, Room 812, 

Tallahassee, Florida 32399-1400. 

ROBERT G. BEATTY, ESQUIRE, BellSouth Telecommunications, 

Inc., Museum Tower Building, Suite 1910, 150 West Flagler 

Street, Miami, Florida 33130, Telephone No. (305) 530-5561. 

NANCY B. WHITE, ESQUIRE, BellSouth Telecommunications, 

Inc., 675 West Peachtree Street, Suite 4300, Atlanta, Georgia 

30375-0001, Telephone No. ( 4 0 4 )  529-5387. 



1 

1 

1. 

1 

1. 

1 

1, 

1 

11 

1' 

2( 

21 

2:  

2: 

2r 

2:  

3 
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A. GAVIN PICKETT, Communications Workers of America, 
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32205, Union Representative for  Barbara E. Sheppard, 
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Hall Place, Jacksonville, Florida 32205, Telephone No. (904) 

384-2222. 
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I T  IS S T I P U L A T E D  that this deposition was 

taken pursuant to notice in accordance with the 

applicable Florida Rules of Civil Procedure; that 

objections, except as to the form of the question, are 

reserved until hearing in this cause; and that reading 

ana signing was not waived. 

I T  IS ALSO S T I P U L A T E D  that any off-the-record 

conversations are with the consent of the deponent. 
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M A R T H A  STEPHENS 

a p p e a r e d  as  a w i t n e s s  a n d ,  a f t e r  be ing  d u l y  sworn b y  t h e  

c o u r t  r e p o r t e r ,  t e s t i f i e d  as fo l lows: .  

. _ -  E X A M I N A T I O N  

BY MS. RICHARDSON:  

Q M a ' a m ,  would you p l e a s e  s ta te  y o u r  name f o r  t h e  

c o u r t  r e p o r t e r  and t h e n  s p e l l  i t ?  

A 

Q 

A 

Q 
A 

Q 
A 

Q 

A 

0 

A 

0 

A 

0 

A 

0 

Martha R . ,  as i n  B r e t t .  I t ' s  my maiden name. 

S p e l l  t h a t .  

B-r-e-t-t, S t e p h e n s ,  S-t-e-p-h-e-n-s. 

A l l  r i g h t .  And your  address, p l e a s e ?  

3100 Emerson. 

And room number? 

1'1% n o t  su re .  238, I be l i eve .  

And Z I P  Code? 

32207. 

And t h a t ' s  J a c k s o n v i l l e ?  

Yes. 

And t h a t ' s  S o u t h e r n  B e l l  o f f i c e ?  

Yes, i t  is. 

And do you have  a phone number? 

393-9507. 

O k a y .  And, M s .  S t e p h e n s ,  a r e  you r e p r e s e n t e d  b y  

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

A Yes, I a m .  

,. ,.....- "., " " " "  ..,. _ . _  
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MS. RICHARDSON: And I'll ask him to put his 

appearance on record. 

MR. YOKAN: Michael Yokan, Kattman & Eshelman, 
.~ . . .  P.A., Jacksonville, Florida. . ~. -,.-~ 

BY MS. RICHARDSON: 

Q And are you also representea by a un 

representative here today? 

A Yes, I am, Gavin Pickett. 

MS. RICHARDSON: Okay. I'll ask him 

appearance on record. 

on 

to put his 

a 

MR. PICKETT: Gavin Pickett, Deputy Vice President, 

Jacksonville, Florida, Local 3106, 4076 Union Hall Place, 

32205. 

BY MS. RICHARDSON: 

Q Ms. Stephens, did you discuss your deposition here 

today with anybody besides your attorney? 

A My counsel. 

Q All right. Have you been advised that you would 

not be disciplined for whatever answers you gave here today? 

A I've been advised that, yes. 

Have you been advised that possible criminal 0 Okay. 

penalties could 

today? 

A I rea 

that. 

apply if you perjure your testimony here 

ize that. I don't have to be advisea, I know 
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Q Okay. 

A Perjury is a criminal offense. 

0 A l l  right. Did you at any time give a statement to 

a company investigator regarding these matters?-. - 

A What matters are you talking about? 

Q 

A At any time was I called before the company? 

Q Uh-huh. 

A Yes, I was. 

Q And can you tell me when this occurred? 

A I don't know the exact date. It was nearly two 

Trouble report processing and mishandling. 

years ago, I know that. It's probably two years ago. 

Q All right. 

there more than one? 

A Only once. 

Q And where did this occur? 

A I went to the Tower. 

0 Here in Jacksonville? 

A Yes, Jacksonville. Do you know where the Southern 

And was this just one occasion 6r was 

Bell Tower is? 

Q Okay. S o  it was company headquarters here in 

Jacksonville? 

A Yes, ma'am. 

0 A l l  right. Do you  know who was in the room with 

you when you gave those statements? 
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A Names I can't say. I'm sorry. I don't remember 

exact names, but I know I was there and I had my union 

representative there. 
. _, - 0 Okay. 

A There was a company lawyer and a gentleman -- I 
think he was from out of state. He was not from Florida. 

0 Was he with the company also? 

A He was with the company. 

0 And who was your union representative back then? 

A Shelba Hartley was my union representative that 

day. 

0 Okay. You didn't have an attorney with you? 

A No, ma'am. 

Q And were you given any reason why this statement 

was being taken? 

MR. BEATTY: Please respond by saying yes, no, or 

I don't know, ma'am. 

A No, I do not know. 

0 Okay. 

A I can't remember what they told me. 

0 But you were told something? 

A Yeah. I guess -- 

0 Okay. That's what we're getting at f i r s t ;  you were 

told something but you don't remember what it Was? 

A I don't know. 
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a And what is your position with the company, 

Ms. Stephens? 

A Presently I'm a maintenance administrator. 

0 And how long have you done that? -. - 

A Since 1983, somewhere in 1983 I bid on that job. 

0 About ten years then? 

A Yes. 

a All right. And has all of that time been in 

Jacksonville? 

A Yes, ma'am. I've lived in Jacksonville all my 

life. 

P Okay. And when did you start with the company? 

A I started as a long distance operator in 1961, but 

I was gone for nine and a half years where I worked at the 

school, Trinity Christian Academy, and then I came back to 

the company in '81. 

a In 1981? 

A As an outside plant clerk. 

a What does an outside plant clerk do? 

A Clerical work. I did a little bit of typing, 

filing. 

0 And then it was a promotion for you to go to an MA 

position? 

A Yes, ma'am, uh-huh. 

Q And who is your present first-level manager? 
. 
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A P r e s e n t l y  f i r s t - l e v e l ?  

0 Yes. 

A B a s i l  Vann. 

0 

A S ince  we have merged  o u t  t e s t  c e n t e r s  f r o m  

And h e ' s  been  your manager  for a b o u t  how l o n g ?  

s o u t h e a s t  t o  n o r t h w e s t ,  b o t h  test  centers ,  and  I d o n ' t  know 

t h e  da te  t h a t  w e  came over here. 

b e e n  less t h a n  two y e a r s ,  I know t h a t .  

i t ' s  I t ' s  p r o b a b l y  a b o u t  -- 

0 Okay. So a p p r o x i m a t e l y  two y e a r s ,  i n  t h a t  t i m e  

frame. 

A Yes. 

Q A l l  r i g h t .  And who was i t  b e f o r e  M r .  Vann? 

A L i n d a  M a t h i s .  

Q And can y o u  j u s t  g o  b a c k  f o r  m e  b e f o r e  M s .  M a t h i s  

who y o u r  f i r s t - l eve l  was? 

A Well, see, t h e y  changed  f i r s t - l e v e l s  a round.  I 

t h i n k  -- I had  a t  one time Gary Gast. 

Q Can you s p e l l  h i s  las t  name? 

A G-a-s-t. 

Q Okay. 

A Are you  t a l k i n g  a b o u t  here  i n  t h i s  b u i l d i n g ?  

Q Well, fo r  t h e  e n t i r e  t e n - y e a r  p e r i o d  as  many 

f i r s t - l e v e l  m a n a g e r s  as you c a n  remember.  

A Oh, as many as I c a n  remember? 

Q Yes. 
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A I think Stan Harrington at one time was my 

supervisor. I can't remember if it was when I was a clerk or 

not that he was my SupePViSOr. .. 
.~ S o  that might have been in '81? . ~ ~. 9 

A Yeah. 

Q Or '82? 

A And Larry Arnold was one of my supervisors at one 

time. First level -- I can't remember everybody. 

0 That's okay. 

present second-level supervisor? 

And do you remember -- who is your 

A Okay. This gentleman that's new -- is it Higgins? 

Q Okay. 

A He told us to remember him by Bruce. I remember 

Bruce. 

0 Okay. And he's only been here, what, a short time? 

A Yes. 

0 All right. And who was it before Mr. Higgins? 

A Mr. Keels, Jim. 

0 All right. And before,Mr. Keels? 

A I was under Dwight Mctiuinness. 

Q And I'm going to ask you to do the same thing. Do 

You remember any other second-level supervisors that you've 

had while you were an MA? 

A My mind is blank, but I know I had some others. 

Q O k a y .  
c 
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A I had Mr. Blightington one time. Jim Blightington. 

Q Can you spell his last name? 

A Well, it's fairly easy. B-1-i-g-h-t-i-n -- I guess 
I'm spelling it right. I don't know. B-1-i-g-h-t -- 
Blighting -- i-n-g-t-o-n. 

Q Thank you. I would have done a c-h, so it's a good 

thing I had you spell it. 

A Maybe I spellea his name wrens but he may tell you 

differently. I ' m  not an expert on spelling. 

Q Well, neither am I. 

A But I remember the name. 

Q Do you remember any other second-levels? 

A Yes, I remember there were some others. At one 

time Jerry Moore; at one time I had -- after Jerry Moore I 
forgot who it was now. It was -- I can see his face and I 
can't remember his name. ' I'm sorry. 

Q Okay. 

A He's on staff now. I can't remember his name. I'm 

sorry. 

Q All right. And who's your operation manager right 

now? Is that Mr. Rupe? 

A Yes. I'm sorry I 

Q That's all right. 

remember. But you can take 

you can't remember, that's 

can't remember. 

If you can't remember, you can't 

time to think about it. But if  

ine. 
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A Okay. 

Q A l l  right. Do you remember who it was before 

Mr. Rupe? 

A He's retired. I can't remember. I.'m-sorry. 

Q And who is your present 

A Gavin Pickett. 

Q Okay. 

A You mean the one that's 

Q Well, who's on your off 

union representative? 

in here with us right now? 

ce job? Who would you 

report to, I mean, other than bringing someone here today 

with you? 

A Oh, you mean, in our office? 

Q In your office. 

A You said my present union representative, and I was 

thinking Gavin Pickett. 

Q I'm sorry. Do you have another one? 

A 

0 And who is that? 

A 

In our office there's a union representative. 

There's an Edna McDaniels and there's a Violet 

Willis. 

0 Okay. 

A Mary Perry could be a union representative. She's 

a union rep. 

Q Is it P-e-r-r-y? 

A P-e-r-r-y. They are all i n  my sane office. 
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Q All right. Ms. Stephens, I ' m  going to Just start 

off by showing you a document. This document is entitled 

Citizens Third Set of 1nterrogatories.dated June 6 ,  1991 ,  

Item No. 1. An interrogatory'is a question t'tiri€.%e pose to 

the company in writing instead of just sitting across the 

table and talking to them. We write the question out and 

send it to the company, and then the company sends u s  a 

written answer. 

A Okay. 

Q And you'll see our question and their answer here, 

and basically we asked the company to tell us the names of 

employees who had information or knowledge about falsifying 

completion times on repair reports, and the company gave us 

the names of employees that they said might have some 

knowledge about this. And they said -'- 

MR. BEATTY: Well, no, that's not quite what 

we said. What we said was -- 
MS. RICHARDSON: May have responsive information 

about backing up clearing times. 

MR. BEATTY: You may have it and you may not. 

MS RICHARDSON: I'm sorry, I said could have 

instead of  may have. I assumed those were the same 

but we'll set it straight. 
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THE WITNESS: All right. 

BY MS. RICHARDSON: 

Q What I ' m  going to do is to show you the document 

and 3ive you a chance to read it. I said you'can read the 

17 

whole thing and get familiar with it. I need you to identi-,, 

whether this Martha Stephens is you. 

A Okay. 

0 ,,And, if it is, then I'm going to ask you questions 

about it. While we're off the record, if you want to talk to 

your attorney or whatever, that's fine, too. 

The reason that it's folded and paper-clipped like 

this is because the other information under here, the company 

is claiming is confidential, so nobody else is supposed to 

see it, including you. We don't think it is, but the 

Commission hasn't given us a decision on that yet, so until 

we get a decision, we treat it confidentially. Okay? S o  let 

me show it to you and we'll go off the record. 

(Off' the record.) 

BY MS. RICHARDSON: 

0 Ms. Stephens, what do you know about backing up 

clearing times? 

A Are you talking about clearing times that you put 

down when a guy calls in to state that he's finished with 

clearing his trouble? 

Q All right. 
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A If he calls in like at 5 : O O  o'clock and he has 

cleared the trouble at 4:30, I don't back up, 1 only put down 

what the guy tells me that he c1eared.a trouble. That's not 

backing up.  That's just putting down the correct'ciearing 

time. 

Q But that time might be earlier than the actual 

time? 

A Well, yeah, he could have spent 15 or 20 minutes 

trying to get an MA to answer. 

Q Okay. Do you know of any other instances using an 

earlier clearing time? 

A No. 

Q You haven't heard of someone backing up a clearing 

time just to meet an out-of-service over 24-hour commitment? 

A Have I ever heard of it? 

Q Uh-huh- 

A What do you mean? 

Q All right. Are you aware that the company has a 

requirement that out-of-service trouble reports must be 

cleared within 24 hours at least 95 percent of the time? 

A If it's a clearing time, it -- you didn't 

necessarily state anything like that, and this clearing time, 

I don't know whether it's out of service o r  if it's not out 

of service. 

0 All right. Let's take out-of-services 
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specifically. 

A A l l  right. 

0 Do you know of anyone who has reported an earlier 

clearing time just to show that that report did-not go over 

211 hours? 

A Do I know of anyone? 

0 Uh-huh. 

A No. 

0 Have you ever been instructed to show clearing 

times within 211 hours, whether they were cleared earlier or 

not? 

A Instructed to show clearing time within 24? No, no 

one's ever instructed me. The only time -- any time the 
question about out-of-services comes up is, if it's not met, 

we have to bring it to the attention of the supervisor. 

That's all. 

0 Okay. Before you close it out? 

A Yes. 

0 All right. And why do you have to take it to a 

supervisor? I mean, don't you know how to clear out a 

report? Why would you have to take it -- 
MR. B E A T T Y  I object to the form of the 

question as argumentative. 

A I said you have to bring it to the attention of the 

supervisor when there is  going to be a missed commitment. 

.." I 
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0 Why? 

MR. BEASLEY: If you know. 

0 If you know why. 

A I have no idea. It's just policy. 'At*that time, I 

don't know -- they don't do this now, maybe, but they used 

to. 

0 Okay. When you say they used to, about when, what 

time period? 

A Previous to whenever we merged with this center, 

I'm sure. 

Q Okay. Do you know what supervisors were asking you 

to do this? 

A That were asking me to bring it to their attention? 

0 Yes. 

A Well, anytime that it was -- you know, we were just 
told to question the man and ask him when he cleared the 

trouble and we take the statement of whoever was in the 

field. If we saw that it was going to be close to 5:OO 

o'clock when they're calling in, we just question them, did 

you give this man service, when did you give him service, and 

thatls when we'd normally put down exactly what the repairman 

s the normal procedure. 

there was ever anything else, I don't know 
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9 All right. 

A I ' m  not knowledgeable of mine. 

9 Okay. Let me show you another document other than 
. .  this one. .. -. 

Ms. Stephens, this particular document was filed by 

Southern Bell on April lst, 1993 in a consolidated rate case 

docket and it's Southern Bell's Response to Preliminary Order 

No. PSC-93-0263-PCO-TL entered on February 19, 1993. And in 

this document there is a Martha B. Stephens at No. 551 out of 

the 650 names listed. 

Have you seen this particular document? 

( O f f  the record.) 

BY MS. RICHARDSON: 

Q First of all, I think it was No. 551, but let's go 

back and make sure. It's on Line 551. 

Are yo6 the Stephens, Martha B., that's listed 

here? 

A Yes, I am. 

Q Okay. And then after your name there's a series of 

numbers? 

A Yes. 

0 Okay. And those numbers correspond to an index 

listing beginning on Page 2 that the company has provided and 

after your name was a No. 6. And it says something about 

building the base of out-of-service troubles. 
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I'd like to know what you know about that. 

MR. BEATTY: If anything at a l l .  

A I don't know anything. You.would have to verify 

what you mean by it, because I don't know what '~yoU"re talkins 

about. I know what out-of-services are. 

0 Okay. Have you ever heard the phrase "building the 

base 'I? 

A I don't -- not in this context. I don't know what 

you're talking about. 

0 Okay. Well -- 
A You'll have to explain it. 

0 Okay. Mentally put a period after troubles, just 

building a base of out-of-service troubles. So leave off the 

rest of that statement. Just building the base with 

out-of-service troubles. Have you ever heard of that? 

A (Pause.) I can't say that I've never heard of it, 

but I don't know what you're trying to -- the point of it. 
0 A l l  right. Are you aware that the company has to 

fix out of service over 24s within 95 percent of the time? 

95 out of a hundred reports, out of services has to be 

cleared within 24 hours? Are you aware of that index? 

A I don't know the index. I'm sorry. 

Q Okay. Have you ever heard any of your managers 

talking about building some more out-of-services o r  needing 

some more out-of-services? 
. 
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A No. 

Q Okay. Have you ever heard any of your managers 

making reference to having to add more out-of-services to 

their base? . -, - 
A No, ma'am, I haven't heard of that. 

Q Okay. By your name is No. 17 and I think that 

indicates intimidation or pressure, and I'd like to know what 

you know about that. 

MR. BEATTY: If anything at all. 

MR. YOCAN: Intimidation or pressure relating to 

something to do with this list or what? 

MS. RICHARDSON: Or in general. Intimidation or 

pressure at work, on the job. 

A I can't say that I have been intimidated or 

pressured. There's always change in our company. You know, 

there's just pressure to know everything that's being 

changea, but that's not intimidation or pressure. That's 

just with job changing. 

Q Just stress is what you're talking about? 

A Yes. Well, there's always going to be change and 

you have to keep up with everything. 

Q Okay. Have you ever had managers pressure you to 

coae o r  status particular trouble reports in a way that you 

felt was improper? 

A N O .  There's nothins that I can say that was 
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improper .  I f  i t  was s ta tused o u t  of  service,  i t ' s  because i t  

is o u t  o f  service.  I f  i t ' s  n o t  o u t  o f  service,  i t ' s  b e c a u s e  

t h e  t e s t  does  n o t  i n d i c a t e  t h a t  i t ' s  p u t  o f  service and  t h e  

cus tomer  d o e s n ' t  i n d i c a t e  it: I t  cou ld  b e  a n o t h e F  t y p e  o f  

t r o u b l e .  I mean, t h e  way we s t a t u s  it is a c c o r d i n g  t o  what 

t h e  cus tomer  r e p o r t s  and wha t  we t e s t .  

0 Have you ever f e l t  any p r e s s u r e  t o  make s u r e  you 

c l ea r  t h o s e  o u t - o f - s e r v i c e  t r o u b l e s  w i t h i n  24 h o u r s ?  

A I am a s c r e e n e r .  I d o n ' t  u s u a l l y  have  t o  worry 

a b o u t  t h e  c l e a r i n g  t i m e .  I s c r e e n  i t  and g e t  i t  i n  t h e  pool 

f a s t  for  someone t o  g o  on. The c l e a r i n g  time is up t o  the  

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

o u t  o r  d i s p a t c h e d  i n .  I mean, I d o n ' t  f ee l  l i k e  t h a t  would 

be any  p r e s s u r e  on m e .  It is o n l y  whenever I'm s c r e e n i n g  t h e  

t r o u b l e  t o  do t h a t  a c c u r a t e l y .  

Q Okay.  Have you ever f e l t  any p r e s s u r e  from y o u r  

managers  t o  p u t  p r e s s u r e  on o u t s i a e  f i e l d  f o r c e s  t o  i n d i c a t e  

t h a t  t h e y  c leared a t r o u b l e  w i t h i n  24 hours?  

A I d o n ' t  know a b o u t  t h e  o u t s i d e  f i e l d  f o r c e s .  

0 Through you is what I meant. 

A P r e s s u r e  t h r o u g h  me? 

c a l l s  i n  be s u r e ,  make s u r e  t h a t  

e a r  t h i s  w i t h i n  24 h o u r s ,  t h a t  

C! Yes. When a n  ST 

he u n d e r s t a n d s  he h a s  t o  c 

k i n d  of p r e s s u r e .  

A When a r e p a i r m a n  c a l l s  i n ,  y o u  a l w a y s  d i s p a t c h  t h e m  
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and tell them the clearing time. That's part Of the 

information they have to have is the clearing time. 

Q Is that just to do the report or to make sure that 
~. ~ . .  the company meets some index? . ..-,. -. 

A That's when they take a report from us. If we 

dispatch a repairman, we give them all the pertinent 

information on the trouble report and that's part of the 

informat ion. 

0 Okay. 

A They have access to it now on their own CATS. They 

don't really have to call us unless their CAT is out of 

service. 

Q All right. What about No. 27, supervisor 

involvement in closing troubles? What information do you 

have about that? 

MR. BEATTY: Objection. It's been asked -- it 
hasn't been asked and answered, but certainly the 

response that you're going to get has already been 

provided twice. 

You can respond, ma'am, if you can. 

A Well, supervisor involvement in closing troubles, 

what do you mean? 

Q Okay. Does that mean anything different to you 

than what you're already spoken to me about, having to take a 

t r o u b l e  that's about to go out over 24 to your supervisor f o r  
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i n f o r m a t i o n  p u r p o s e s ?  

A We do n o t  h a v e  t o  t a k e  a n y t h i n g  l i k e  t h a t  t o  our 

s u p e r v i s o r  now. 

0 O k a y .  When d i d  t h a t  p r a c t i c e  -- . ' - ' ~  

A T h e r e ' s  no d i f f e r e n c e  t h a n  what I t o l d  you b e f o r e .  

0 Okay.  Do you know when t h a t  p r a c t i c e  s t o p p e d ?  

A No, I d o n ' t .  

0 Okay. Do you know what a no-access is; a 

no-access?  

A Yes. 

0 A l l  r i g h t .  Can you b r i e f l y  t e l l  me what a 

no -access  is? 

A It 's when a r e p a i r m a n  h a s  been  d i s p a t c h e d  o u t  on a 

t r o u b l e  and t h e  customer is n o t  t h e r e  t o  g i v e  access, i f  t h e y  

have  a j ack  t r o u b l e  or some t y p e  of t r o u b l e  i n s i d e  t h e  house  

and t h e y  need t o  g o  i n s i d e  t o  make  r e p a i r s .  

0 Okay. 

A And t h e y  have  t o  no-access it .  

0 A l l  r i g h t .  And do you know i f  anyone -- l e t  me a s k  

you t h i s  f i r s t :  Do you know if a no-access  woula s t o p  t h a t  

24-hour r e p a i r  c l o c k ?  

A When t h e  cus tomer  is n o t  t h e r e  ana  a v a i l a b l e  t o  

g i v e  u s  s e r v i c e ,  it's no-access ,  and t h e  time t h a t  t h e y  

no -access  i t ,  o f  c o u r s e ,  is t h e  t i m e  t h a t  i t  would s t o p ,  1 

assume.  
.. 

- .- .. - .. . . - 
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I Q Okay. Do you know anyone who has taken 

1 Out-of-service reports and no-accessed them just to keep them 

from running over 24 hours? 

No, I don't know of anyone. . _ -  A 

0 Do you know of anyone who has no-accessed reports 

without dispatching them? 

A I have no knowledge of that, no. 

Q Do you know what a CON Code, C-0-N, carried-over no 

code is? 

A Well, we've been told we don't use that. 

Q Okay. 

A I mean, we don't ever have to have the opportunity 

to use them. That's when a customer -- like he puts a 
commitment way off two weeks from now or something like that, 

we don't usually -- we just go ahead and status them to the 
p o o l .  We don't use that CON Code. We status them to the 

pool. 

0 Okay. Has that been the case throughout your 

roughly ten years as an MA, that you don't use the CON Code? 

A I really don't know what was happening, but I don't 

use the CON Code because I wasn't aware o f  it. 

0 Okay. S o  you've never used ~ t ?  

A It was just brought up that we do not use it. 

Someone may have, but I don't know. 

Q Okay. But you never have personally used It? 
- 
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A A CON Code? 

Q Yes, ma'am. 

A Not that I can recall. 

Q Okay. What's a Test OK report? . 

A It's just whenever the customer comes in and 

there's really -- they may have noise on the line but it's 
testing okay. You can't always test for noise. Test OK can 

be for a lot of different things, like it could be on a jack 

problem. It's a report where you have a genuine Test OK. 

You know, your equipment tests it -- 
Q All right. 

A -- and it's okay. We show no shorts, nothing on 

there. It's a good test. 

Q Now, are those the kind of reports that you would 

close in-house without dispatching? 

A No, you don't close those. It's according to the 

nature of the report. When the customer calls in a report to 

u s ,  if he states that he's having noise, transmission, if he 

states he's having a jack problem or a physical drop problem 

or some type of trouble where his test may be Test OK, but 

there's no indication, you know, from the test that you would 

close it out because, if he's having a jack problem, you 

don't close it out. 

Q Okay. 

A O r  i f  he's g o t  a drop problem, y o u  don't c lose  it 
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out. You sena out on it. 

Q All right. If he's having a jack or a drop 

problem, wouldn't he be having more than just noise? 
~.~ . .. -, . .  Wouldn't it be o u t  of service? 

A No, ma'am. There's reattaching o f  drops, there 

could be a loose drop, it could be anything that would not 

affect his service at all. There is times when it could 

affect his service but you would have a test that would show 

it. You'd have a short or a ground or something and he would 

let you know that it's a no dial tone then. 

Q All right. Would those reports, the no-dial-tone 

reports, get statused as Test O K s ?  

A Not if they're testing okay, they do not get 

statused an out-of-service, you know. You know, a test may 

not be correct then. 

0 Okay. 

A If they're out of service and it's testing okay and 

they're saying.my jack or  -- I mean -- not my jack, my drop 
is cut or in half, we know it's affecting his service. I 

don't know how it could give a test okay. I mean, our 

equipment, I think, is a little bit ffiore sophisticated than 

that. 

0 All right. Based on your experience ana training, 

would it be proper to take a series of Test OK reports and 

just close them out as o u t  of service? 



A Would you repeat that, please? 

Q Yes. Eased upon your experience and training, 

would it be proper in your opinion to. take just a group o r  a 

batch of Test OK reports and just close them ou ' t ,SS  out of 

service? 

A No. You don't close anything out without 

contacting the customer? 

Q Okay. Have you ever heard of that being done, just 

taking a batch of Test O K s  and close them out as Out of 

ser v ice? 

A No. I don't know what you're talking about, 

because we do -- Test O K s ,  you have to contact the customer 

even on that to close it out. You should try and contact the 

customers. 

0 Have you ever heard of anyone taking the phone book 

and just creating a bunch of trouble reports and then closing 

them out as Test O K s  out of service? 

A NO. 

0 Have you ever heard of anyone just creating 

fictitious trouble reports? 

A No. 

Q Have you heard of anyone requiring maintenance 

administrators not to status out of service up front but wait 

until closeout? 

A No. 
- 



1 

2 

3 

4 

5 

6 

7 

? 

9 

10 

1 1  

12 

13 

14 

15 

16 

17 

18 

19 

20 

2 1  

22 

23 

24 

25 

3 1  

Q Has any manager ever told you don't status any 

out-of-services today? 

NO. .. A 

0 Has that message ever just sort of appea7ed in the 

maintenance center, not necessarily verbally given by one 

nanager to one MA, but just generally a message board or a 

memo going around "Don't status any more out-of-services 

today 'I? 

A NO. 

Q Do you know anybody who's used somebody else's 

employee code? 

A I haven't got knowledge of that. I mean, I have no 

knowledge of that. 

Q Do you know if anyone has ever used your employee 

code to status a report? 

A Not to my knowledge. 

Q Okay. Do you know if there are certain aisposition 

and cause codes that would keep a report from being counted 

as a miss against the company on that out of service over 24? 

A Would you mind repeating that? You're going a 

little bit fast. 

0 Yes. What's a disposition code? 

A That isn't what you asked me. 

Q I know. I ' m  starting over. I'm backing u p .  

What's a disposition code? 
- 
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A D i s p o s i t i o n  code. I t ' s  n o t  y o u r  d i s p o s i t i o n  or 

mine .  I t  is a c o d e .  

0 Okay. 

A I mean, t h e r e ' s  a l o t  o f  d i s p o s i t i o n  eodes, b u t  I 

j u s t  c a n n o t  t e l l  you  e v e r y  d i s p o s i t i o n  code t h e r e  is. 

MR. YOCAN: S h e ' s  a s k i n g  what  d i s p o s i t i o n  c o d e s  

do. 

0 What g e n e r a l l y  is t h e  p u r p o s e  o r  d e f i n i t i o n  o n  a 

r e p o r t ?  What do t h e y  show on a r e p o r t ?  

A They u s u a l l y  show what t r o u b l e  was found when t h e  

repairman g o e s  t o  close it o u t .  A d i s p o s i t i o n  s h o w s  t h e  

t r o u b l e  t h a t  was cleared, wha t  h e  h a d  t o  do t c ;  clear it. 

0 Okay. So one m i g h t  b e  a d i s p o s i t i o n  code f o r  a 

c e n t r a l  o f f i c e  t y p e  p r o b l e m ?  

A Yes. T h e r e  is d i f f e r e n t  d i s p o s i t i o n s  f o r  d i f f e r e n t  

t y p e  t r o u b l e s  t h a t  are c l e a r e d .  

0 Okay. And cable  m i g h t  b e  a n o t h e r  o n e ?  

A Yes. A c a b l e  is i n  a d i f f e r e n t  d i s p o s i t i o n  g r o u p .  

P A l l  r i g h t .  And t h e n  w h s t ' s  a cause c o d e ?  

A A c a u s e  code is a t h r e e - d i g i t  code t h a t  we u s e  t o  

de te rmine  t h e  cause o f  t h e  t r o u b l e  as  well  as  we c a n .  I 

mean, u s u a l l y  i f  i t ' s  unknown, t h e r e ' s  a c a u s e  code for t h a t .  

I f  t h e y  know t h e  c a u s e ,  t h e r e ' s  a c a u s e  code f o r  i t .  

Q A l l  r i g h t .  Is t h e r e  a c o d e  f o r  when a c u s t o m e r  

j u s t  d e l i b e r a t e l y  s t o p s  h i s  s e r v i c e  a n d  h e  y a n k s  t h e  phone  o r  
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the jack off the wall or malicious damage type? 

A Is there a cause code for what now? 

Q For that malicious damage, customer fault. The 
~. . -*.:-~ . .  customer created his own trouble. 

A Yes, there is a code for that. I mean, I don't 

have my cause codes here and I haven't got -- I'm not that 

well up that I can tell you the exact code it is. 

Q That's all right. I'm not going to ask you the 

number. 

A Okay. 

Q Are there certain cause codes for weather-type 

conditions? 

A Yes, there are. 

Q Okay. Now out of these disposition and cause codes 

are there certain ones of those that would exclude an 

out-of-service report from being counted as a miss against 

the company on that out-of-service over 2&? 

A I only know the cause codes. I don't know what 

you're talking about. I can tell you what cause codes are 

and I can tell you that you know if there's a hurricane or if 

there's a tornado or  if there's lightning, that's an act of 

God and we use a cause code for that. 

Q Okay. And are acts of God counted against the 

company if they're not fixed within 24 hours? 

A I would assume not an act of Goa. I don't know. 

I 
~ ~~~. . . . . - . - 
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0 Do you know i f  a n y o n e  h a s  ever  r e q u i r e d  y o u  t o  u s e  

c e r t a i n  c a u s e  c o d e s  l i k e  a c t s  o f  God codes on t r o u b l e  r e p o r t s  

e v e n  when t h e y  d i d n ' t  a p p l y ?  
~. . .  .. A No. 

0 Have  we t a l k e d  a b o u t  e x c l u d i n g  r e p o r t s  y e t ?  I ' m  

t r y i n g  t o  remember. I don ' t  want t o  cover i t  i f  y o u ' v e  d o n e  

i t .  

A We t a l k e d  a b o u t  a l l  of them I t h i n k .  

MR. YOCAN: I t h o u g h t  we h a d  c o v e r e d  t h a t  a t  

least i n  r e l a t i o n  t o  how d i f f e r e n t  r e p o r t s  are h a n d l e d ,  

whether t h e y ' v e  been used when w e  were d i s c u s s i n g  the 

b a s e  and a l l  t h a t .  

BY MS. R I C H A R D S O N :  

0 Well, l e t  me t a l k  t o  you a b o u t  e x c l u d i n g  r e p o r t  on 

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

Are you aware of t h e  company p r a c t i c e  o n  e x c l u d i n g  

r e p  o r  t s? 

A I know wha t  are l e g i t i m a t e  e x c l u d e s  t h a t  t h e  

company h a s .  

0 T h a t ' s  e x a c t l y  w h a t  I wan t  t o  a s k  you .  

A And t h a t ' s  e x a c t l y  what we do. 

0 T h a t ' s  what  I ' m  g o i n g  t o  a s k  you  a b o u t ,  t h e  

l e g i t i m a t e  e x c l u d e s .  A l l  r i g h t .  

Do you know w h e t h e r  a n  o u t - o f - s e r v i c e  r e p o r t  t h a t  

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

. - . . - - . . . . - 
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be  l e g i t i m a t e l y  e x c l u a e d ?  

A A d i s p a t c h ?  

0 D i s p a t c h e d  a n d  i t  h a s  a d i s p o s i t i o n  a n d  c a u s e  c o d e .  

T h e r e  was a r e a l  t r o u b l e  o u t  t h e r e ,  i t  was fixed-;.- ' i~t.was 

r e p a i r e d ,  c a n  t h a t  b e  l e g i t i m a t e l y  e x c l u d e d ?  

A I d o n ' t  know. I w o u l d n ' t  t h i n k  so. I mean I d o n ' t  

-- i f  you  g i v e  m e  a n  i n c i d e n t ,  maybe I ' d  know w h a t  y o u ' r e  

t a l k i n g  a b o u t .  

Q A l l  r i g h t .  Do you  know of a n y o n e  who has o n  f i n a l  

s t a t u s  t a k e n  o u t - o f - s e r v i c e  r e p o r t s  a n d  e x c l u d e d  them t o  k e e p  

them f rom showing as ou t  of service over 24? 

A No. 

0 Have y o u  e v e r  b e e n  g i v e n  i n s t r u c t i o n s  t o  e x c l u d e  a 

se r ies  o f  r e p o r t s ?  

A No. 

0 Okay. Have you  ever b e e n  g i v e n  i n s t r u c t i o n s  t o  

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

b e i n g  imprope r?  

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

Q Let me a s k  you:  I b e l i e v e  you  said s o m e t h i n g  a b o u t  

t h e  CON t y p e  r e p o r t s  are s t a t u s e d  t o  t h e  p o o l .  Do you 

remember making a s t a t e m e n t  l i k e  t h a t  t o d a y ?  

A Would you mind r e p e a t i n g  t h a t ?  

Q C-0-N t y p e  r e p o r t s  a r e  s t a t u s e d  t o  t h e  pool. D i d  

you s a y  t h a t ?  

.. ,,...._I 
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MR. YOCAN: I think she did use the phrase 

"statused to the pool." 

., THE WITNESS: But I didn't say C-0-N type reports 

were statused. We don't use CON. I status tcthe pool. 

I don't status to C-0-N. 

BY MS. RICHARDSON: 

0 Ana what is statusing to the pool? 

A Well, we have dispatch pools. 

Q Okay. That clarifies it for me. Thank you. 

Well, let me ask you: When you say status to the 

pool, do you mean you're just putting it in the dispatch pool 

to be put out on dispatch? 

A When we screen a trouble and we put something in 

the dispatch pool, it's statused a certain way where there 

will have to be a repairman to go on it on a commitment date. 

P All right. 

A Like you said something about two weeks from now 

they want a jack fixed. 

0 All right. 

A You put it in the dispatch pool. That's what we 

call it, a dispatch pool. You're not familiar with that? 

0 Okay. 

A Okay. 

0 Nhen you do that does that affect at all that 

24 -hour cormi tment? 
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A It does not affect the 24-hour commitment because 

why would it be out of service if it said jack problem two 

weeks from now. If it really is out of service, we status it 
.. . . .  out of service. 

0 Okay. And that has a different commitment time 

then? 

A I don't know. If they can give them an earlier 

commitment, they give them earlier commitments. But if the 

customer is not able to be there, how can you make a 

commitment earlier than what the customer wants? You don't 

want to dispatch a man out tomorrow and he's not even going 

to be there. And if it's a jack problem, you wouldn't want 

him to go out on a jack problem tomorrow if he's not going to 

be there and he's not going to be there until the date he 

tells you. 

0 All right. Do you handle those as future date 

requested? 

A No. I put it into the pool. I don't know if I'm 

doing it right, but I put it in the pool. 

Q Okay. 

A It it's a future -- I mean, I'm elaborhting when I 

say two weeks from now. I haven't ever had one to have -- 

you know, make a commitment like that, but I'm just using 

that to let you know what I mean. If you go on it tomorrow 

and the man's not going to be there, that wouldn't be 
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you dispatch, but it's in the dispatch p o o l .  

a Have you ever been disciplined by any of your 

managers for improper handling of trouble reports? 

A What do you mean by disciplined? 

a Receivea a B Form? 

A NO. 

a Has anyone, any manager ever verbally counseled you 

about your handling of trouble reports? 

A Any time we have an evaluation, they go over any of 

our  errors. Is that what you're talking about? 

a And these evaluations are annual evaluations? 

A No. They are usually set up on three months. 

Maybe it hasn't been right on the dot. Sometimes six months. 

0 Okay. That's not really what I'm talking about. 

Have you ever had occasion to protest an 

instruction that you received from a manager that you felt 

was improper -- the instruction being improper? 
A I can't remember any time, no. 

a Okay. Have you ever protested to a higher level 

supervisor instructions you've received from a manager on 

Statusing o r  coding trouble reports? 

A NO. 

0 Have you ever filed a grievance? 

A Oh, I have filed a grievance, yes. I think one 
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time when I was PTIMC. I don't really think it went 

anywhere. I don't remember filing a grievance since I've 

been a maintenance administrator. 

0 Okay. Have you ever worked in sales fnc the 

company? 

A No.. I've never been in any department except 

network, long distance operator, and one time I was in yellow 

pages and white pages, but I never did do any sales. 

Q Okay. Has anyone while you were an MA asked you 

help sell products or services for the company? 

A While I was an MA? 

0 Yes. 

A I have sold features to customers. Whenever you 

contact a customer and they don't have certain features, I 

have sold them features at one time, but it was personal 

contact, you know, uhere you know the customer doesn't have a 

certain feature and you explain it to them and ask them if 

they want it during the sales periods when they were offering 

the service order fee where the customer would not have to 

pay it, let them try it out, and, yes, some of them did 

accept. It wasn't pressure though. 

Q No pressure on you or no pressure from you? 

A No, no pressure on me. 

0 To sell? 

A No. 
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Q Okay. Were you trained to do that sales? Did you 

get any training fo r  that? 

A I have training in all the features and how they 

used them and -- because we have to deal with.it_,euery day, 
explaining features to people. 

0 Did you have any specific training in the sales 

techniques you might be using? Not in the meaning of the 

features or how the features are used, but any particular 

sales techniques ana how to go about selling a feature to a 

customer? 

A Well, I don't know what you call training. 

0 Okay. 

A In other words, you're saying that I being an MA 

would not be able to tell another person about a feature? 

Q I'm not saying you shouldn't or couldn't, I'm 

asking -- I'm trying to figure out a way to say sales 

train ing . 
For instance, do you know if service 

representatives f o r  the company go through some kind of sales 

training course before they start selling features to 

customers? 

A I don't know what they do in that department. 

Q Okay. Then let me ask you this: Do you know Of 

anyone who has sold a service, a feature of service, wire 

service maintenance plan type of thing to a customer without 
~ 
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way to put it. 

A I don't know. I really don,'t know. I just know 

there's been some internal investigation about .th.at, but I 

don't know who they are or who did it. 

Q Okay. 

A I can't tell you specifics on that. I just read 

the papers like you did. 

Q Okay. Do you or have you ever yourself recorded a 

sale of a feature or service to the customer without the 

customer's approval? 

A No. 

Q Has any manager ever given you a list of customers 

and said just report sales from these without contacting the 

customer 

A No. 

Q Did you ever spend any time, not necessarily 

connected to your MA duties but off your MA duties, just 

putting strictly on sales, a day, two days a week, something 

like that? 

A No. 

Q When you were doing the sales while you were an MA 

did you get any instructions for keeping track of the amount 

of time that you spent doing the sales versus the amount of 

time you spent working on the repair part? 
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A No. 

Q M s .  S t e p h e n s ,  I t h i n k  t h a t ' s  a l l  t h e  q u e s t i o n s  t h a t  

I h a v e  f o r  Y O U  u n l e s s  somebody j o g s  my memory- I want  t o  

thank  you f o r  b e i n g  he re  t o a a y  a n d  f o r  answePingAuy 

q u e s t  i o n s .  

A Okay.  

Q Maybe t h e  Commission S t a f f  or someone .may have a 

few q u e s t i o n s  b e f o r e  you go. 

E X A M I N A T I O N  

BY MR.  VINSON: 

Q M s .  S t e p h e n s ,  I have  a c o u p l e  of r ea l  q u i c k  

q u e s t i o n s  f o r  you. 

T h i s  is where you were a b o u t  t o  c l o s e  a t r o u b l e  

r e p o r t  t h a t  would b e  o v e r  24 hour s ,  a n  o u t - o f - s e r v i c e  t r o u b l e  

r e p o r t  t h a t  you were t o  con tac t  t h e  manager a t  one t ime?  

A Well, w e  a l w a y s  had t o  b r i n g  i t  t o  t h e i r  a t t e n t i o n ,  

and  t h e y  would have  -- t h i s  was j u s t  what we d i d .  Out-of- 

services ,  we b r o u g h t  i t  t o  t h e  manager ' s  a t t e n t i o n  i f  we saw 

i t  was going  t o  be  over s o  t h a t  t h e y  would h a v e  knowledse o f  

i t  and p u t  i t  i n  t h e  n a r r a t i v e  i n  my f i n a l  s t a t u s .  

Q I n  t h o s e  i n s t a n c e s ,  would you, y o u r s e l f ,  be t h e  

p e r s o n  who made t h e  e n t r i e s  and e n t e r e d  t h e  a c t u a l  f i n a l  

s t a t u s  t ime  o r  c lear  t i m e ?  

A Yes. 

Q so i n  t h o s e  i n s t a n c e s  t h e  manager d i d n ' t  a sk  y o u  t o  
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change it? 

A No. You don't change any of it, no. 

0 Okay. 

A What the repairman says, we take that a s  the time 

he cleared it. 

0 You were just notifying the manager and then you 

just enter it as the ST told you? 

A Right. 

M R .  V I N S O N :  Okay. Thank you. 

MS. R I C H A R D S O N :  Thank you, Ms. Stephens. 

(Witness excused.) 

(Whereupon, the deposition concluded at 3:46 p.m.1 
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Expires: 1/21/97 
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