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STIPULATIONS

The following deposition of CHERYL YVETTE JOHNSON
was taken on oral examination, pursuant to notice, for
purposes of discovery, for use in evidence, and for such
other uses and purposes as may be permitted by the Florida
Rules of Civil Procedure and cther applicable law. Reading
and signing of said deposition by the witness is not waived.
All objections, except as to the form of the guestion, are
reserved until final hearing in this cause; and notice of
filing is waived.

* % Kk Kk * @ *
Thereupon,
CHERYL YVETTE JOHNSON
was called as a witness, having been first duly s%orn, was
examined and testified as follows:

MR. BEATTY: My name is Robert Beatty. 1I'm here
representing Southern Bell. A couple of things, Mr.
Perez, for your information, there are some
stipulations that we have agreed to. One is that the
deposition is taken pursuant to proper notice from the
Office of Public Counsel, number one; number two, that
only upon the witness’ agreement will we go off record
on any matters; number three, we will save all
objections except as to form; and, number four, your

client will not waive reading and signing.
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Having said all of that, Ms. Johnson, as you know
Southern Bell conducted an investigation of the matters
that you are going to discuss with various counsel here
today. That process, as you have previously been
advised, was conducted pursuant to the .attorney/client
privilege and the attorney work product privilege,
which basically means that it’s confidential. And I
would ask at this time that you respect that '
confidentiality and not disclose anything in the
substance of this interview that by virtue of which you
would disclose what we have either talked about or
anything regarding that investigation, okay?

THE WITNESS: (Indicating yes.)

MS. RICHARDSON: And would you like to put in an
appearance again on behalf of your client?

MR. PEREZ-GURRI: My name is Jorge Perez-Gurri, on
behalf of Ms. Johnson.

MS. RICHARDSON: QOkay. Ms. Johnson, I just have a
couple of preliminary matters, too. This is on
definition of terms, so that we are clear when-we talk
about what we are both meaning. And they are very
simple terms. The first one .is "I don’t know," or if I
ask you a question "Do you know," aﬁd you respond "No,"
that means that you have abscolutely no knowledge from

any source, not firsthand knowledge, personal direct
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knowledge, nor do you have -- have heard any rumors or
secondhand knowledge or made any observations, or
anything about what I'm talking about. 8o, it’s an
absolute blank vou draw. That’‘s what "I don’t know"
means. Are we okay with that? Are you okay with that?

THE WITNESS: I am akay with that.

MS. RICHARDSON: All right. Then the next one is
pretty much the same thing. "I don’t remember, "I
can’t recall," means you have an absolute blank. No
little fragments of memory tickling around out here at
your mind. If you do have some of those, then instead
of saying, "I don’t remember,” or "I don’t recall,”
tell me, "Well, I've got something. I can’t quite put
my hand on it, or I'm not quite sure about it. It had
something to do with," ta-da, ta-da. Are we clear with -
that?

THE WITNESS: Okay.

MR. PEREZ-GURRI: Excuse me, Counsel, one thing,
along those lines. If that is the way she wants you to
answer the questions, I want you to qualify thé
questions that are your answers, because I want you to
be clear on that record as to whether you’‘re testifying
from your personal knowledge or whether from somebédy
else’s, what you may have heard from somebody else.

Okay?
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.MS. RICHARDSON: That’s great, as long as we have
got the ground rules, and we all know what we are
talking about. That’s good.

And then the last thing is when I ask you sort of
general questions about have you ever heard of anyone
doing a certain activity, I ask that you respond for
yourself, include yourself in any response, as well as
any other person that you may know of?

THE WITNESS: Okay.

MS. RICHARDSON: Okay. I will try to be careful
about asking you do you personally know, and then do
you know of anyone else. But, generically, if I ask
you, "Do you know anyone,"” then I'm also asking you to
include yourself in that "Do you know anyone?"

THE WITNESS: Okay.

MS. RICHARDSON: And, again, I think the
instruction is well-taken to qualify your answer, "For
myself, no, but I do know about so and so." Okay. And
that way we will all be clear on what you’'re speaking
about. Is that acceptable? |

| THE WITNESS: Yes.

MS. RICHARDSON: All right. Then if we could
start.

DIRECT EXAMINATION

BY MS. RICHARDSON:

ACCURATE STENOTYPE REPORTERS, INC.
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Q If you would, please, state your full name for the
record and spell your last name for the court reporter.

A Cheryl Yvette Johnson, J-0O-H-N-S5-0-N.

Q And your address, please?
A
Q Okay. Ms. Johnson, what is your present position

with the Company?

A Staff manager, Network.

Q And is that connected with like South Dade, North
Dade?

A No. 1It’s for the State of Florida and Alabama. 1
support two states,

Q You support two states. And when you say you
"support two states,' can you give me some idea of your
duties and responsibilities that support those states?
Florida only, because I don’t really need teo know what you
do with Alabama.

A Okay. For Florida I'm responsible for supporting
the installation maintenance center group, which is the
special services dispatch operation that’s part of.that
entity. The IMC is a bigger entity, and within that entity
is a group of people, a smaller group that’s called the
special services dispatch center. And I also support the
major account center, which has major businesses such as

FP&L and the airline companies.
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Q All right. And I am still not real clear on what
you mean by support. That is a generic term. 1 understand
you’re using it generically, but I don’t quite know what it
means.

A I'm responsible for the training, for updating,
for writing procedures, having input into methods and
procedures and also audits and reviews.

Q Okay. When you say "training," training of whom?

A Training of the personnel that work in the special
services dispatch center and the major account center.

Q Okay. And is that all the special services people
in Florida? _

A That’s all the ones that -- no, not all of theﬁ.

They are just a small group of the special service group.

Q Okay. They are sort of the management level
group?
A No, they are not. They are just responsible for

the dispatching.

Q Of special services?

A Of special services.

Q Okay. And the dispatching of service technicians
to actually go out and repair those troubles?

A Yes, repair and install.

Q Repair and install special services?

A That’s right.
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0 All right. And when you say you’'re responsible
for updating, updating whom or what or --

A Updating those same people. And when I say
"updating," I’m talking about anything that comes new, say a
new computer system, & new way of doing their job; I'm
responsible for making sure I deliver this information to
them.

Q And when you deliver the information, do you do
that orally or in writing?

A Sometimes writing, sometimes orally, depending on
how much is involved.

Q Okay. Who is your present supervisor?

A Gordean Morris, G-0-R-D~E-A-N, Morris,
M-O-R-R-I-5.

Okay. And who is -- is that a Ms. Morris?
Ms. Morris.

Who is Ms. Morris’ supervisor?

oo P 0

Doug Prevost. His first name is D-0-U-G-L-A-S.
Last name is P-R-E-V-0-~S-T.

Q Okay. And what is your present pay gradeé

A Pay Grade 4.

Q Pay Grade 4. And how long have you held this
present position?

A For almost five years; it will be five years

August 1lst.
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0 of '927

A Uh-huh.

Q Okay. And what position did you hold immediately
prior to that?

A Immediately prior to that I was supervisor of the
South Dade Installation Maintenance Center.

Q Okay. And that would have been around ‘877

A Yes.

Q All right. And how long were you supervisor of
the South Dade IMC?

A From ‘80 to “87.

Q Ckay. Seven years. And what pay grade was that?
A Pay Grade 3.

Q Pay Grade 3. When did you start with the Company?
A In 1970. |

Q 1970.

A January of ‘“1970.

Q Are you going to retire scon?

A Yes.

Q Okay. What position were you when you sﬁarted?

A An operator.

Q You were an operator. 'Is that the long distance

service or --
A  No, directory assistance.

Q Directory assistance operator. Okay. Have there
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been a lot of new procedures redently that you’ve had to do

some updating in training of staff on?

A Yes.
Q And primarily concerned with what?

A Most of what I‘ve been involved in in 1992 has
been a new system by special services people, a new computer
system that we’re implementing, but not yet in the state of
Florida. We’'re implementing it at this time in Alabama.

0 What about changes in Florida?

A Changes in Florida, most of the ones that I‘ve

been inveolved in have been for the major account center.

Q And that’s large businesses and big corporationé?
A Right.
Q And, I gqguess, state government buildings?

A Most anything dealing with the local, cdunty or
federal government, state government, any of the major
corporations, such as the bank, the school system, airline
companies.

Q And can you briefly explain some of the changes

. that have occurred in those areas in Florida recently?

A Yes. In Florida right now we’re working with --
with features, ESSX, which is enhanced features in the major
account center. We’'ve recently done some changes in the
service order procedures,‘the way we process our service

orders. We've also done some changes as far as processing
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trouble reports.
Q Okay. I’m interested in the last two. Let’s take

service orders.

A The service orders?
Q Uh-huh.
p-3 In the service orders we have —-

MR. BEATTY: I'm going to object. Although, you
know, I recognize that objections to relevance are
given, but, specifically this issue has nothing at all
to do with the substance of this investigation.

MS. RICHARDSON: (Qkay. Maybe I can make it more
clear and make the relevance more clear from my
perspective, then, Mr. Beatty.

MR. BEATTY: Okay.

BY MS. RICHARDSON:

Q In terms of the service orders, themselves, is
there a requirement that the service order be installed
within a certain period of time for, I guess, a major
acéount?

A Yes.

Q Okay. And if it is not accomplished within that
period of time, is a phone call from that major account
saying, "We don‘t have dial tone; we can’'t call out,” is
that considered a repair problem or a trouble?

A Now, you're talking about -- can you clarify it,
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please?

Q

14

Certainly. Let’'s say that -- well, what time is

one supposed to be installed, what is the time frame that

you’re supposed to get new service installed?

A

Q

A
business,
business,

Q

A

Q

A

business,

Q

It depends on the class of service.

Let’s take big businesses.

Okay. There are so many different classes of
okay? We have designed business, nondesigned
small business, complex business, and so on.
Okay. Let’s take small business.

On small business --

When the service is supposed to installed by?
The major account center doesn’t install small
okay?

Okay. Well, then, let’s take the large business,

brand new system. They don’t have any phone service at all.

About what is the time frame, so I can give you a

hypothetical then.

A

Okay. Usually when we give them something like a

10 to 12-day interval.

Q
A

Q

Ten to l2-day interval?
Uh-huh.

Okay. On the 15th day the company calls and says,

"We don‘t have service; we can’t call out; we can’'t get dial

tone," is that considered a trouble report?
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MR. BEATTY: Objection. Not only is it
speculative, it assumes facts not in evidence. Again,

I suggest to you this line is totally irrelevant to

this proceeding. You can respohd.
BY MS. RICHARDSON:

Q Okay. Would you still answer my question, please.

A Okay. Do you mind repeating it?

Q Okay. The 15th day the company calls and says,
"We can’t get dial tone."

A Okay. If a company is calling on the 15th day,
and the service order has been passed, it will be a trouble
report. If the customer calls on the 15th day, but that
service order was not passed, it will not come in as a
trouble report. The customer will be referred to the
business office to set up something, arrange something
different.

Q Let’s leave that area, then, in terms of changes
in the MAC (phonetic) center and move on to changes in
trouble reporting. What changes are you aware of or have
you been responsible for in your duties?

A We have recently changed some of our disposition
codes, type codes, trouble entry procedures.

Q If you would, I‘d like you to take each one of
those and explain to me the changes that you’ve made in

disposition codes and the type codes and then the trouble
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entry procedures.

A Qkay. In the past, disposition codes and type
codes were more detailed. If a person called in and they
said that they did not have a dial tone and the line tested
short or ground or whatever, that type of report would have
been classified several areas of a code. Now, we have one
specific code. No matter what caused the thing to be
out-of-service, no matter what caused the customer to say
it’s out-of-service, whether it’s caused by ground, short or
what have you, it still has only one code to cover it.
Where we used to have several, many different ones, now we
have basic ones to keep down confusion. That was the main
reason behind that, to keep everything uniform.

0 Okay. Then, for example, if you had -~ ‘well, how
many customer-provided equipment, the 1200 codes, the'CPE
codes, did you have before this change?

A We had a lot.

Q Okay. Ten, twelve?

A Probably 10. You know -- then, again, I have not

" counted these, okay? So, I'm --

Q aAn estimate?

A An estimate.

Q And please feel free to qualify any answer, so
that you feel comfortable with what you’re telling me.

A Ckay.
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Q That’s perfectly all right.

A Okay.

Q So, about how many do you have now -- if you know
exactly, that would be fine. If you don’'t --

A I don’'t know exactly, but I would say we have half
as many as we had before.

Q Okay. And is that about true for the rest of the
disposition codes, then, that you’ve cut down maybe by about

50 percent on the ones that are used?

A Yes.
Q And why was that change made?
A The changes would come to me as secondhand

information, okay? Primarily, because I'm not in a position
to make changes. I receive changes and I act on changes..
And I go out and I train other people on changes. Okay.
So, from my best understanding, what was told to me is
that --
MR. BEATTY: I‘m going to object on the ground
that it’'s speculative. Go ahead.
THE WITNESS: Two reasons: We combined Qith
Alabama on January lst, due to a reorganization between
two states. We found differences in the way Alabama
did things and the way Florida did £hings. Ana even
pribr to January 1lst, I didn’‘t support Alabama, okay?

So, to get things uniform and cause less confusion in
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processing of trouble reports, was the first reason.
The second reason was also toc stop confusion, but it
was also to try to limit the amount of errors that
could be made. If we limited the number of disposition
codes, type codes, then that would ‘cut down the error
rate.
BY MS. RICHARDSON:
Q Okay. And you said you got this information
secondhand. Could vou tell me from whom?

A Yes. From my staff, my staff support out of

Atlanta.
Q And can you tell me who that is?
A It’s the installation maintenance center staff,

and it’s through Jim Stuart. He’s my support person. He is
the same level as I am. So, you know, he reports to
somebody on the same level as my boss, and he also has an
cperations manager.

Q All right. 2And then this error -- the errors that

you were cutting down on, about how many errors? Are you

-familiar -- do you have any idea?

A No, I have no idea. I'm sorry.

Q Do you know if it has worked, the change, in
cutting down the errors?

A It’s too soon to tell.

Q Too soon to tell.
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A In my opinion.

Q Okay. Do you now, or do you have any opinion as
to how the errors were determined in the past?

A well —-

Q How did they find out they had a problem?

MR. PEREZ-GURRI: Ms. Johnson, excuse me a minute.
I don’t want you guessing at any questions.

THE WITNESS: Well, I deon’t know the answer to
that. I don’t know how they were determined.

MR. PEREZ-GURRI: Well, give it some thought, and
if you can give her an answer, give her the answer.
But I don't want you guessing.

THE WITNESS: Well, I don’t know. Even if I sat
here and I pondered it all day, I wouldn‘t really know
aﬁ accurate answer.

BY MS. RICHARDSON:

Q Okay. All right. Well, let’s move on to type
co@es. .

A Okay.

Q Okay. If you would tell me what it was in the
past and what we're doing now -- what Southern Bell is doing
now, what the changes were.

A Okay. It was part of the explanation that I just
gave. Type codes were the type of report a customer would

make. And, depending on what the test was, is the way it
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was entered into the computer. Now, irregardless of what
the test is, the type of call is still -- say, if a customer
called in out-of-service and it was caused by a short, in
the past, it would have a certain code. And if it was
caused by static or caused by ground, it would have a
certain code. If it was caused by battery, it would have a
certain code. Now if a customer calls in and they say, "No
dial tone,"” it just has one code for that; no matter what
the test is or what caused it, there is one code for it., If
it’s out-of-service, it gets the same code. If it’'s service
affecting, it gets a different code.

Q Ckay. And is all of Florida following that
procedure?

A Uh-huh. Yes, ma’'am.

Q And what effect does this change in the type codes
have on statusing, or in determining how many out-of-service
trouble reports there are?

A It’s still the same amount.

MR. BEATTY: Objection, it’s speculative.

THE WITNESS: It should still be the samé amount
of troubles. It will just be that they’re not as
detailed. That’s really what the removal of so many
codes did. It stopped the detailing of the call.

BY MS. RICHARDSON:

Q So, in terms of your experience, or information
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that you may have seen after these changes, do you have any
knowledge, based upon your experience in seeing these
changes in place, as to whether or not there are more
out-of-services now than there had been in the past?

A Personal knowledge, no, because I'm not in the --
I don‘t spend very much time on trouble reports. There are
so many other things that I deal with. I don’'t -~ very
little trouble reports in the organizations that I support.

Q Okay. I believe that when you were telling me
about your duties you stated that you were sometimes called

upon to give input into the procedures?

A Yes.

Q In the rewriting of the procedures?

A Yes.

Q Did you have any input into any of these changes

we've discussed?

A No.

Q Okay. Generally, how does it come about that you
give input?

A Generally, when methods and procedures aré
undergoing the possibility of being changed, a letter comes
out to the staff support, which I'm one of those people.

And it asks us to look at what we have; distribute it to the
people in the field that actually do the work; get their

opinions as to how they think it would impact, or if it’s

ACCURATE STENOTYPE REPORTERS, INC.




[ ]

A N e W

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

22

really good to make any changes, or should it stay the same,
They make recommendations, the field makes recommendations
on, you know -- say one center might have a different --
like the major account center is quite different than the
installation and maintenance center, for instance, because
they are dealing with major customers. So, sometimes when I
would send something out to them, they might say, "Well, you
know, from the maintenance center -- from the major account
center standpoint, we feel that this detail needs to be put
in here to allow for things for the major accounts."

Q All right. And then --

A Then I would write it.

Q I'm sorry.

A I would write it back up to my Support.” And
that’s the way I would do my input.

Q Your input?

A Yes.

Q All right. The last thing I think you mentioned

was trouble entry procedures.

A Yes.
Q What changes have been made in that area?
A In the past, there was several people that could

put in a trouble report.
Q You mean several types of positions, people in

different positions?
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A Oh, no. People, all with the same titles. But
the way we have it set up now there are a limited number of
people that are allowed to actually input a trouble report,
based on their security.

Q And is that a new security code that has been put
in place along with this other troublé entry change?

A Yes.

Q Okay. And who are these people that are the oniy
ones that can input trouble reports?

A Some of them are repair service attendants and
some of them are maintenance administrators.

Q But it’s limited to those two classes of
employees?

A Yes, to the best of my knowledge, you know. These
are the people that I support. So, in my organization, I
can say yes to that.

Q Okay. But there may be somebody else; you just
don’‘t know about it?

A That’s true.

Q All right. Do you know why that change wés made?

A Simply because we wanted things to be uniform. We
wanted a smaller amount of people to be allowed to go into
the data base to do certain things. .

Q  Was that to correct a problem or an error in the

past?
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A Part of it was.

Q Okay. And what was the problem or the area that
was being corrected?

A The problem or the area that was being corrected?

Q Uh-huh. .

A It could have been, maybe, the type of report that
was being put in, maybe the way the report was being put in,
maybe the wording of the report, and to standardize things,
okay? And then, again, you're dealing between Florida and
Alabama and trying to get something cohesive going, so that
both of the states would be functioning the same.

Q Okay. Aand then I'm going to ask you to state
whether or not that comes from firsthand knowledge on your
part, or whether that’s just general information you’'ve
picked up. -

A That’'s general information that I‘’ve picked up.
Almost anything dealing with methods and procedures come to
me that way, okay? I don’t have the authority to make

changes myself. I can recommend changes based on the people

‘that I suéport, but when the changes actually, you know,

actually take place ~- most of our changes do not come from
the people I support. Most of the changes that I would_get
would come from somebody in a higher staff position that,

you know, would change thihgs, and I would receive them and

filter them out to the field.
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Everything I know would be speculation, okay?

don’t have any firsthand knowledge.

Q

Great, I want to hear it.

25
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A Okay.

MR. BEATTY: Object on that basis.
BY MS. RICHARDSON:

Q Okay. Now, please answer the question.

A Okay. Since then I have written newspaper
ar;icles. Other employees have told me that they were
disciplined about things that happened in South Dade.

People have come forward recently and told me that they have

received further disciplined, and that they are doing

Q Okay. And can you give me the names of any of

these people that have told you that they have received

discipline?
Q Is there anyone else?
A No.

Q Did she tell you why she was disciplined?
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doing?
MR. BEATTY: Objection, asked and answered. You

can respond.

Q Okay. And while you were a supervisor -- this is
from '80 to ‘87, I believe you said, in the South Dade IMC?

A Uh-huh. |

Q Were you aware of any people in that IMC that
backed up times on customer trouble repair reports in order
to meet the 95 percent index for out-of-service cleared
within 24 hours?

A I'm going to ask you to clarify for me, because
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there are some times that backing up should be done, okay?
So, if you mean -- can you explain to me?
Q Okay. One example of backing up time might be

when a service technician calls in and the service

technician cleared the report at 1:00, but the service tech

knows that the out-of-service had exceeded 24 hours at 11:00

that morning. And the service tech reports a clearing of
10:30. That’s one example.

A My personal knowledge, no.

Q What about outside of your personal knowledge,
just general information and rumor?

A The things that I’ve heard recently, the things
that I’'ve seen in the newspaper, okay?

Q Then, yes, from —-

A From secondhand knowledge, from the newspaper,
from all the radic and the advertising and the rumor mill
that I'm hearing lately.

o} All right. 1Is there any other context in which
you've heard backing up time?

A No.

Q That’s the only place?

A Yes.

Q Okay. During that period of time, did you ever

personally, yourself, back up the time on a report, falsify

the time when it was actually cleared?
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A No, ma’am.

Q During that period of time, were you aware of any
employee in that IMC, or elsewhere actually, that used a
dummy employee code tc status a report?

A No.

Q Were you aware of anyone who used an unassigned
employee code to status a report?

A No.

Q Were you aware of any employee who may have used

another employee’s code to status a report?

A I'm going to have to ask you to clarify.
Q Okay.
A Are you asking me --

MR. PEREZ-GURRI: Let her clarify, please. You,
don’t ask her.
THE WITNESS: Okay.
MS. RICHARDSON: That's fine for you to ask me to
clarify.
THE WITNESS: All right. _
MS. RICHARDSON: That’'s perfectly acceptable. And
I'm glad to see your attorney is on the ball here. |
BY MS. RICHARDSON: | _
0 What I mean by that is -- let ﬁe start off first
with prefacing the gquestion. Does every employee have an

individual employee code?
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A Yes.

Q Okay. And are these codes sort of generally
acceptable, so that you might know someone else’s code or
somecne else might know your code?

A Yes. _

Q All right. Then have you ever heard of an
instance where one employee let’s say, Employee X used
Emplovee Y’'s code to status a customer trouble report?

A I'm going to say yes.

Q Okay. Would you explain?

A Yes. The codes are numerical. There can be a
code that is 101. Somebody can actually type 001 or 102 or
100, okay. And those things do happen, typos.

Q Okay. But other than typographical errors, are
you aware? '

A No.

Q Okay. Have you, yourself, personally ever used

any code other than your own personal code --

A No.

Q ' —~ to status a trouble report?

A No.

Q Are you aware of any employee who has taken

affecting service reports and statused them out-of-service
in order to build the base and meet the 95 percent repair

index within 24 hours?
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A No.

Q Have you ever done so?

A No.

Q Are you aware of any employee who has left an

affecting service report as an affecting service instead of
statusing it out-of-service, as it should be, in order to

avoid it counting against the 24-hour repair index?

A No.

Q Have you ever done so?

A No.

o) Are you aware of any employee who has excluded an

out-of-service report improperly?

A No.

Q Are you aware of any employee who has excluded an
out—of;service report in order to keep it from counting

against the out-of-service repair index of 95 percent?

A No.

Q Have you ever done so yourselfé

A No.

Q Are you aware of any employee that has -- well,

let me back up. I'm sorry, I need to preface this question.
You said that part of your responsibility deals with
disposition and type codes, correct?

A Yes.

Q Do you know the function, or the effect, is a
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out-of-service report when it gets counted against that
repair index for the 95 percent base, that some of them
exclude -- are excluded from that base?

A Yes. Uh-huh.

Q For example, hurricane disposition codes or inside
wire disposition codes, those are familiar to you?

A Yes.

Q Do those exclude an out-of-service report from
that repair base?

A Yes, they do.

Q Are you aware of any employee who has used those
codes to exclude an out-of-service report from the repair
index base, s¢ that it does not count against the Company?.

A We’'ve used those codes.

Q Okay. Are you aware of any employee who has done
so improperly?

A No.

Q When you say, "We've used those codes," would you
please explain to me how you used those codes?

A Okay.

Q What your knowledge of that is.

A During heavy, rainy weather, especially in the
Keys or out in the wetlands, the flood conditions, lightning

conditions, and that type of thing, they can -- that because
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of the nature of the weather at that time, that we would use
a disposiﬁion code to show this is caused by the weather.
Even though it’s cable, it’'s caused by the weather. And if
that is coded as an out-of-service condition, then it’s
taken out of our ocut-of-service base.

Q Okay. Are you aware of any employee who has used

the no access code in order to stop the clock on that

report?

A No.

Q Have you ever done so yourself?

A No.

Q Are you aware of any employee who has used the
carryover no or CON code disposition -- or, I guess, it’é

the intermediate status code to stop the clock on the repair
time? '

A We use that, too. We have used the carryover no.
That’'s what the CON is. We have used that.

Q Are you aware of anyone who has used it without
contacting the customer?

A No. We don’t have to contact the customer.

Q For using the carryover no code?
A Right.

Q Okay. The CON code has recently been dropped from
the BellSouth disposition coding, hasn’t it?

A That’s right.
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Q Can you tell me why?

A It was an intermediate status code. It wasn’'t
like a disposition code. You know, you don’t use it on
close-outs. The customer would call in and he would say
that he had a jack that was out-of-service, or whatever.
Maybe the customer only had one jack, you know, meaning that
maybe he only had one telephone. 5o, the customer is really
out of service. But at the same time the customer might
say, when you ask for, "When can we get in to repair your
jack," and the customer might tell you, “"Well, I'm one of
those people that’s only home on Saturday, you know, or
something like that, or Sunday." And we would use this code
to say, "This is temporarily carried over until such time
that the customer stated here we can get access ﬁé the
premises to repair it."

Q Okay. Let me ask again, then, so that I make sure
that we both understood the guestion and the response you
gave me earlier,

A Okay.

Q To your knowledge, then, has anyone ever used the
CON code to carry forward a commitment without talking to

the customer?

A No.
Q Have you ever done so?
A No.
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0 Did you want to add?

A Huh?

¢] Did you want to add something? I thought you were
about to say something.

A Well, you know --

MR. BEATTY: Excuse me. I want to object.

There’s not a question pending, unless you were going
to continue stating something that you had already -
stated. Was there more to your response that you
wanted to give?

THE WITNESS: No.

MS. RICHARDSON: That was my follow-up question,
was there more that she wanted to give. T didn’'t want
to cut her off, and I thought I had.

THE WITNESS: OQOkay.

MR. BEATTY: Apparently not.

BY MS. RICHARDSON:
Q Okay. Are you familiar with a practice in any IMC
of having employees call a manager before closing out

trouble reports?

A No.

0 Have you ever had that'practice in your IMC when
You were ~- between 1980 and ‘87 when yoﬁ were a manager?

A No.

MR. BEATTY: I want to object to the form of the
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question. It’s not her IMC. 1In other words --
MS. RICHARDSON: 1I'm sSoOrry.
BY MS. RICHARDSON:

Q In the IMC in which you were a manager between
1980 and ‘87, was that practice in pladé at that IMC?

A No.

Q All right. Are you familiar, or do you have any
knowledge of any employee who has closed an out-of-service
report in order to keep it from going over 24 hours, and
then opened a second report to actually clear that service

and close it?

A No.

Q Have you ever done so yourself?

A No.

Q Are you familiar, or do you know of any émployee

who has taken out-of-service reports and statused them as
test okay in order to meet the cut-of-service repair index?
A No.

Q Are you familiar with any employee who has taken

" out-of-service reports and statused them as test okay on

disposition and closeout?

A Do you min& repeating that?

Q All right. Are you aware of any employee who has
taken out-of-service repofts and statused them as test okay

on closeout?
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A Yes.
Q And would you please explain?
A Any report that we get out-of-service, service

affecting, or whatever, if it’s testing okay on closeout, we
status it as test okay.

Q Okay. To your knowledge has any employee taken
central office failures and statused them as out-of-service
in order to meet the 95 percent repair index?

A No.

Q Is it usual to take a central office failure and
status it out-of-service?

MR. BEATTY: Objection. Object to the use of the
word "unusual."

MS. RICHARDSON: I said "usual."”

MR. BEATTY: It presupposes facts -- or "usual,"
presupposed facts not in evidence in terms of this
witness’' --

MS. RICHARDSON: Is it company practice --

MR. BEATTY: Excuse me just a minute. Let me just
f;nish my objection. | -

MS. RICHARDSON: I‘'m sorry, Mr. Beatty.

MR. BEATTY: It presupposes facts not in evidence
with regard to this witness’ ability to testify as to
what the norm is or is not with regard to the issue

that you’ve raised.
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BY MS. RICHARDSON:

0 Is it Company practice, within Company practice to
take central office failures and status them as
out-of-service?

A The reason I‘'m hesitating is because I really need
-- I need a clarification. I'm sorry. I didn’t understand
what you’re asking me.

0 That ‘s perfectly acceptable. OQOkay. We have a
report that has been received, a customer trouble report
that has been received, and it has been tested, and the test
indicates a central office failure. Okay. Would it be
company practice, then, to status that report as
out-of-service?

MR. BEATTY: I object on the ground that it is
speculative, unless you’re speaking of a specific
incident.

MS. RICHARDSON: No, just in general.

MR. BEATTY: OKkay.

THE WITNESS: 1 need you to speak to a specific
type of report, also, okay? Because statusing
out-of-service would depend on what type of reports
we're getting, whether it’s inside the central office
or whether it‘’s out in the cable.

BY MS. RICHARDSON:

Q All right. 1If it’s out in the cable, does that
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clarify?

.\ T£f it’s out in the cable, and the customer is
reporting something like no dial tone, it’s going to be
statused out-of-service.

Q okay. And if it’'s in the central office?

A If it’s in the central office, and the customer is
complaining of no dial tone and it’s testing central office
failure, it’s going to be statused as out-of-service.

Q Okay: And that was true between ‘80 and '877?

A Yes.

Q And that’s still true today?

A Yes.

Q Do you know of any employee who has used the
disposition exclusion codes that we discussed earlier, like
inside wire, hurricane, and so on, in order to close out a
report in ordéer to exclude that report from the
out-of-service base for 95 percent?

MR. BEATTY: Objection. It has been asked and
answered.
MS. RICHARDSON: Okay.
BY MS. RICHARDSON:

Q And you shook your head no?

A Right.

Q Do you know of any employee who has falsified a

customer trouble report?
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A I hear a lot, okay? And I have to tell you this.
I hear a lot about it in the news, and there is a lot of
discussion even among us. You know, we talk a lot about
what we’'ve read in the paper or what we’ve heard. So, I
have heard that employees did falsify the records.

Q Okay.

MR. PEREZ-GURRI: I want you to qualify that,
whether it’s from your personal knowledge --
THE WITNESS: Okay. This is secondhand knowledge,

not firsthand.
BY MS. RICHARDSON:

Q Okay. And who have you had these discussions with?

A I‘ve had these discussions with customers, with
employees, you know, I mean, anybody that has heaf& anything
about this issue. Almost anybody that knows I work for the
telephone company has talked to me about this.

Q Okay. And have any oflthese people ever indicated
to you that they had personal, firsthand knowledge?

A No.

Q Okay. Have you personally ever falsified a
customer repair record?

A No.

Q Do you know of any means of building the
out-of-service base in order to get the percentage up to 95

percent to meet that objective?
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A Do I know of any means? You mean would I know how
to do that?

Q Yes.

A Yes, I would.

Q And where would this knowledge come from? How did
you come by this knowledge?

A I come from that knowledge just as if I would
anything that is dealing with percents and averages.

Q And I need you to explain a little bit further for
me, because I don’‘t know what you mean by percents and
averages.

A Okay. Well, when we're talking about a 95
percent, we know that if you have 100 and you miss five,
then you have made 95 percent. Okay? We know that if you
have 90 percent, and you increase the number of reports that
you’ve taken, but you don’t miss any more, that it’'s going
to improve that number to a higher percentage.

Q Okay. While you were in the South Dade IMC, was
part of your responsibility to monitor the number of
out-of-service reports and whether or not you were meeting
that index?

A Yes.

Q It was.
A Uh-huh.
Q

And did you do that on a daily basis, monitor it
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on a daily basis?
A Yes.
And did you always meet the 85 percent?

Oh, no.

Q
A
Q There were times when you fell below that?
A Ch, ves.

Q And what happened when yvou fell below?

A When I fell below that, I would kﬁow that tomorrow
I need to try to make sure I get some overtime. If I didn’t
ask for overtime today; I should ask for overtime tomorrow.

Q Okay. And what happened if you fell below the 95
percent at the end of the month when you had to report thét?

A I had only done the best that I could.

Q Okay. Did any supervisors or managers call you
for explanations, or send you any memos oOr notes,'or was any
follow-up done?

A We always -- our procedures always require that

almost on a weekly basis we know what our results are., At

the end of a month, we get a big report which is a

- cumulative report for the whole month.

Q Okay. And in terms of your personnel evaluation,
was meeting that 95 percent part of your personal objection
for the Company? .

A Yes, it was.

Q Were you evaluated on that?
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A Yes, I was.

Q all right. And was that a routine evaluation?

A Uh-huh.

Q That was always just an objective that you had to

meet and it was routinely part of your personnel evaluation?

A Yes.

Q Were you ever eligible for bonus pay as an
employee?

A One year I was.

Q You were eligible?

A Uh-huh.

Q Okay. And is meeting your objectives part of that
eligibility?

A Yes.

Q. Okay. Aand to your knowledge, then, would méeting
the 95 percent repair index be part of those objectives that
make you eligible for bonus pay?

A It is, yes.

Q Okay. Have you ever not received bonus pay based
upon your missing your objectives? Do you know?

A I've only received bonus pay one year.

Q One year, and that year was?

A That year, I think -- okay, I'm not 100 percent
sure what year it was, but it was between 84 and ’'87, I

think, or 83 and *87.

ACCURATE STENOTYPE REPORTERS, INC.




-

o ~ O W

10
11
12

- 13

14
15
16
17
18
19
20
21
22
23
24
25

S

MS. BEATTY: Objection, speculative.
THE WITNESS: You mean do I think that --
BY MS. RICHARDSON:
Q In your opinion?
A Okay. Clarify, please.
In your opinion, just in your personal bpinion?
MR. PEREZ-GURRI: Do you understand the question?
THE WITNESS: No. That’s why I'm asking her to
clarify.
MS. RICHARDSON: I'm rephrasing it.
MR. PEREZ-GURRI: Okay.

BY MS. RICHARDSON:

MR. BEATTY: Objection, speculative.

MR. PEREZ-GURRI: If you have an opinion, give her
the coplinion.

THE WITNESS: I don’t think it will. I hope it
doesn‘t.

BY MS. RICHARDSON:
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Q Okay. And do you have any reason for that

opinion?

MS. RICHARDSON: All right. Then, I think we

probably need a point of clarification, because Mr.

45

Beatty and I have a difference of opinion on what you

stated earlier. And I would llke her to go back and

clarify for just purposes of this follow~up gquestion,

if 1 méy, please.

MR. BEATTY: Sure. What you might want to do

is

just ask her the question without the preface. I think

that would get you where you actually want to go.

it’s your depo.

But
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BY MS. RICHARDSON:

you know, that my name was implied is the way it was told.
Q So, essentially, this could happen again?
MR. BEATTY: Objection. I suggest to you a
mischaracterization of what she just said.

THE WITNESS: You mean could it be again that I

BY MS. RICHARDSON:

Q {Indicating yes.)

ACCURATE STENOTYPE REPORTERS, INC.




w 0 3 o N B W

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

47
that I held.

MS. RICHARDSON: Okay. Ms. Jchnscn, I personally
want to thank you for appearing here today and for your
answers. I have no more questions for you at this
time, but some people from the Public Service
Commission may have some follow-ﬁp guestions for you
before you go.

THE WITNESS: Okay.

MS. RICHARDSON: Thank you very much.

THE WITNESS: Thank you, too.

CROSS EXAMINATION
BY MR. GREER:

Q Ms.‘Johnson, I have a few that I wanted to ask
you. You talked a little earlier about your duties,
training, updating, writing procedures and that type of
thing. 1I believe you also mentioned audits and reviews.
What exactly does that entail? What are you auditing and
reviewing?

A Some reviews or audits -- well, I’'1l1l say what an
audit or review is. A review is where you go out and you
actually go out and watch the way a work group works. And
you look at what the methods and~“— standard methods and
procedures are in place to see if those people are following
those guidelines that are stated in the MMP.

Q You talked a little bit about the disposition
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codes, changing of disposition codes, cause codes and
trouble entry procedures. When exactly did those changes
take place; recently, a year or two?

A They were effective, I think, on April 1st, either

April 1lst or April 15th.

Q ‘927
A Yes.
Q Have you ever been asked or directed by superiors

to falsify any trouble reports?

A No.

A No. I actually had a meeting with my opérations
manager.

Q Who?

A Doug Prevost.

Q Was there anybody else present at that --

. i

Yes, Hilda Geer.
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MR. GREER: I'm Sorry.

BY MR. GREER:

A Yes.
Q And was that your position in South Dade?
A Yes.

MR. GREER: Okay. That’s all I have. Thank you.
THE WITNESS: You're welcome.
MS. RICHARDSON: Did you have any follow-up
questions to add?
MR. PEREZ-GURRI: I have no follow-up questions.
MS. WILSON: I do have one question.
CROSS EXAMINATION
BY MS..WILSON:

Q When was the approximate time that this meeting
took place? Do you remember the month? You said it was
‘92. The month? .

A I don‘t remember the month. I tried to find out.

Q Was it in the spring, fall?

A It was after the winter. It was this year, you
now, so it had to be somewhere between February and May,
somewhere between those two months.

Q Of 199272

A Of 1992.
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¥S. WILSDON: Thank you.

MR. BEATTY: I have nothing. Thank you.

{The deposition was concluded at 2:35 p.m.)

50

ACCURATE STENOTYPE REPORTERS,

INC.




[ SN ¥ B S TSI

10
11
12
13
14
15
16
17
18
19
20
21

22

23
24
25

51

CERTIFICATE OF ADMINISTERING OATH

STATE OF FLORIDA:
COUNTY OF LEON:

I, JANE FAUROT, Notary Pub;ic in and for the State
of Florida at Large:

DO HEREBY CERTIFY that on the date and place
indicated on the title page of this transcript, an ocath was
duly administered by me to the designated witness(s) before

testimony was taken.
DATED THIS 2 1% day of September, 1993.

i?ﬂ%ﬁnummmﬂm;mmﬁmmmm

i - Suly 16, 7997 JaNg /FAUROT

R T T DA 100 “5alem Court
Tallahassee, Florida 32301
(904) 878-2221

MY COMMISSION EXPIRES: 7/16/97

CERTIFICATE OF REPORTER

STATE OF FLORIDA )
COUNTY OF LEON }

I, JANE FAUROT, Court Reporter, do hereby certify
that the foregoing proceedings was taken before me at the
time and place therein designated; that my shorthand notes
were thereafter translated under my supervision; and the
foregoing pages numbered 1 through 50 are a true and correct
record of the proceedings.

I FURTHER CERTIFY that I am not a relative,
employee, attorney or counsel of any of the parties, nor
relative or employee of such attorney or counsel, or
financially interested in the foregoing action.

DATED THIS 72T day of September, 1993.

JAN AUROT
100 "Salem Court

Tallahassee, Florida 32301
(904) 878-2221

SWORN TO ARD SUBSCRIBED TO BEFORE ME THIS 28  day of
September, 1993, IN THE CITY OF TALLAHASSEE, COUNTY OF LEON,
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STATE OF FLCRIDA, BY TEE AS0QVE PZRSCON WHO IS PERSONALLY -

XNCWN BY ME.

3‘,& f,% MELANIE Y. BRADFORD
PN ‘ MY COMMISSION # CC 203402
S EOIRES:May2s, 1956
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vazg * Bonded Theu Noary Pbic Unaeowttiers |

NOTARY PUBLI
STATE OF FLORIDA






