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APPEARANCES:

HARRIS R. ANTHONY, c/o Marshall M. Criser,
III, 150 South Monroe Street, Suite 400, Tallahassee,
Florida 32301, Telephone No. (904) 222-1201, on behalf
of Southern Bell Telephone and Telegraph Company.

J. SUE RICHARDSON, Office of the Public
Counsel, Claude Pepper Building, Room 812, 111 West
Madison Street, Tallahassee, Florida 32399-1400,
Telephone No. {904) 488-9330, appearing on behalf of
the Citizens of the State of Florida.

JEA& R. WILSON, FPSC Division of Legal
Services, 101 East Gaines Street, Tallahassee, Florida
32399-0863, Telephone (904) 487-2740, on behalf of the
Commission Staff.

JEANNE BAKER, Baker & Moscowitz, 3130
Soutﬁeast Financial Cenfer, 200 South Biscayne
Boulevard, Miami, Florida 33131-5306, Telephone No.
(305) 379-6700, appearing on behalf of the deponent
Laura D. Farmer.
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ALSO PRESENT:

STAN GREER, FPSC Division of'Communications

CARL VINSON, FPSC Division of Research &

Regulatory Review
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STIPULATION
IT IS STIPULATED that this deposition was
taken pursuanf to notice in accordance with the
applicable Florida Rules of Civil Procedure; that
objections, except as to the form of the question, are
reserved uptil 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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LAURA D. FARMER
appeared as a witness and, after being first duly sworn
by the court reporter, te;tified as follows:
EXAMINATION
BY MS. RICHARDSON:

Q Okay. Ms. Farmer, would you please state
your name for the court report and spell it to make
sure that we have it correctly?

A Laura, L-A~-U-R-A, Farmer, ¥F-A-R~M-E-R.

Q And your address?

A It’s ~-- I just moved. Wait.

Q And that’s Miami?

A Uh-huh.

Q And the zip code?

A

-Q And your phoné number?

A

Q And that’s area code 305?

A

Q | And what is your present position with the
Company?

A Maintenance administrator.

Q And where is that?

A That’s at 8610 Southwest, 107th Avenue.

FLORIDA PUBLIC SERVICE COMMISSION
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Q Which IMC is that in?

A That’s South Dade.

Q South Dade IMC. And how long have you been a
maintenance administrator in South Dade?

A Since ’83.

0 And who is your present supervisor?

A Dottie Ketchum.

Q Is she a first level, second level?

A First level.

Q And how long has she been your supervisor?
A About maybe three years. Three yvears, I
guess.

Q About 19907

A Yeah, something like that.

Q Who was the first level supervisor before
that?

| A I had so many, I don’t Know. Let’s see. I

really don’t remember. I’m trying to think. I think
Renee Munoz was a supervisor at one time, but I’m not
sure she was after her or before her.

Q All right. And that’s M-U-N-0-2?

A M-U-N-0-2Z.

Q Munoz, okay. and that was sometime before

Ms. Ketchum, but yoﬁr not real sure when?

A Yeah. Who else you mean?

FLORIDA PUBLIC SERVICE COMMISSION
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Q Yes.

A When I first came in there, it was Brian
Grant when I first got hired in ’83.

Q Brian --

A Brian Grant, he was the first one that I
reported to.

Q And that’s G-R-A-N-T, Grant?

A Uh-huh.

Q And that was 19337

A Uh~huh.

Q Okay.

-\ We 5ust walk around so much in there, so it’s
kind of hard to remember everybody you report to. I’'m
sure there were some others too, but I don’t remember
all of thenm.

Q What about second level? Who is your second
level supervisor right now?

A April Ivy.

Q About how long has she been your supervisor?

A Let’s see. She came in I think about four
Years, four or five year.

Q ‘Somewhere like /897

A Could be. |

Q And do you know who it was before April?

A Cherie Calvert.

FLORIDA PUBLIC SERVICE COMMISSION
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And that’s C-H-E-R-I-E?

0

¥

Yeah, C~A-L-V-E-R-T, I think.

Q V-E-R-T?
A

Uh-huh.
Q Okay. And do you know who was it was before
Cherie?
A\ Let’s see. It was Larry Rorroig. (Phonetic)

Q And that’s R-0-R-R-E-R?

A I tpink it was -R-0-I~-G, I think. Was it? I
think it’s -R-0O-I-G.

Q -R-0-I-G?

I’m not sure.

A

Q Something like that?

A Yeah.

Q And those three and then?

A Let’s see Shirley Perring. She was there as

| well. When I first came, it was Booker. I can’t think

of his first name.

Q Hampton Booker.

A Hampton Booker, he was there when I first
came to the test center.

Q Okay. Have you discussed this deposition
with anyone other than your attorney and Southern
Bell’s attorney?

A No, not really.

FLORIDA PUBLIC SERVICE COMMISSION
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Q When you say "not really," does that mean you
may have mentioned it to somebody?

A I probably mentioned, “Were you on the list
£o go for a deposition?" but not really discussing it
or anything.

Q So I want to be real clear. Did you talk
about the substance of the questions that may be asked
or answers you may give during this deposition with
anyone?

A No, huh-uh.

Q Has anyone given you any assurance that you
would not be aisciplined based on what you told us here
today?

A Yes., My attorney did and she also said that
Mr. Anthony did as well.

Q Has anyone discussed with you the possible
criminal penalties that would apply if you lied in this
deposition here today?

A Well, right. Yeah. I wouldn’t lie, but
yeah.

Q But you’re aware of the perjury that applies
to this deposition?

A Yeah.

MS. BAKER: Let me just object to that

statement.

FLORIDA PUBLIC SERVICE COMMISSION
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MS. RICHARDSON: Perjury doesn’t apply to
formal depositions --

MS. BAKER: Perjury is a conclusion of law
that somebody has lied and it’s material and
intentional. Laws relating to perjury apply to any
under ocath proceedings including this one.

MS. RICHARDSON: Thank you.

Q (By Ms. Richardson) We’re all clear on that
now?

A Yes.

Q Let me ask you. Did you give a statement to

a company inv;stigator regarding handling of trouble
repair reports?

A Yes, I did.

Q And then I need to ask you who was in the
room with you when you gave that statement?

.A You mean when.we first had the deposition,
when you first called us in?

Q Yes.

A It was -- I don‘t even know; A Southern Bell
attorney and another guy from West Palm Beach. I don’t
even remember the names. It was like two years ago.

Q But it was an attorney. Was the other person
an attorney also?

A Nd, I think he was representing the Company,

FLORIDA PUBLIC SERVICE COMMISSION
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but I don’t think he was an attorney.

Q Was there a union representative involved?
A No.
Q As a maintenance administrator, what are your

basic duties? What do you do?

A Screen the troubles that come in from repair.

Q Are those residence and business troubles?

A Yes.

Q When they come in, they come in from the
CRSAB?

A Uh-huh.

Q So ;omebody has already received the trouble
from the customer and talked to the customer?

A Right.

Q Then you get the trouble record already
established when it comes to you?

| A Right.

Q When you say "screen the trouble," what
process does that involve?

A Well, we have to determine whether or not
we’re going to route out on the trouble or we’re going

to give it to the central office, whether we’re going

‘to clese out the trouble and contact the customer or

whatever. That’s what the screening is. Just isolate

the trouble to whatever, you know.
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Q And when you do the screening process, is it
part of your training in what you do to determine
whether or not that trouble is out-of-service or
affecting service?

A Yes.

Q And how do you determine whether a trouble is
out-of-service?

A I test the line and wait for the test result.

Q And when is that decision made then to status
a trouble out of service? When in that screening
process?

A Weli, I get the trouble, the customer says,
*"No dial tone," or whatever. A lot of times the
trouble will come in without a service code on it or
whatever. A lot of times I retest the trouble because
a lot of times the phone could be unplugged, so it may
test open out and, you know, somebody would reported
it. So I’11 get the trouble, I’ll test it and it could
test open out.

If jit’s still open out, then I'm going to
route out on it, send a person out on it. If it
retests and it test fine, then I’m going to try to
contact the customer and ask him does he still have a
problem.

Q Okay; When you said "route out," you mean

FLORIDA PUBLIC SERVICE COMMISSION
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dispatch?
A
Q

A

Q

Dispatch out on it.
Dispatch out on it?
Uh-huh.

Has anyone ever instructed you at any time

not to status a trouble out-of-service when you knew it

was out-of-service?

A

Q

Not me as an individual, no.

Were you present when instructions were given

not to status any out-of-services today?

A

0

I« B

» 0O

like that
Q
from?
A
ones that

Q

Yes, uh-huh.

Can.you tell me when that occurred?

I can’t give precise dates.

Can you give me a year?

In the ’80s or whatever.

Would that be maybe between /85, /88, ’89?
feah, probably ‘85 -- /84, /85 or something
maybe.

Do you know where those instructions came

They came from management. They’re the only
could tell us.

Do you have a specific manager that you can

recall giving you those instructions?

A

Not, not really.

FLORIDA PUBLIC SERVICE COMMISSION

15




10

11

12

13

14

16

17

18

19

20

21

22

23

24

25

Q Do you know if other maintenance
administrators in the test center followed those
instructions?

A Yeah, because sometimes we discussed it, so I
know they did.

Q Do you know why those instructions were given
not to status out-of-service today?

A We really didn’t know why to tell the truth.
To us it_was procedure. It was something to do that
day. If that is what needed to be done, then that’s
what we did. But there was no reasoning for us, you
know, why the; did it or why it was done.

Q At the time that it was done and you were
following the instructi?ns not to status
out-of-service, 4id you form an opinion as to whether
or not that was proper or improper?

MS. BAKER: Object. You can go ahead and
answer.

A Well, yeah, I guess you do form an opinion,
you know. Whether or not that somebody said, well,
maybe that’s not right or maybe it is right. TIf you
don’t really have a reason for doing it, you really
don’t think about it that much. |

Q (By Ms. Richardson) Okay. At any time did

you feel that if you did not follow those instructions

FLORIDA PUBLIC SERVICE COMMISSION
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to not status out-of-service today that you would be
disciplined?

A I may have been talked to. If they say do it
as an instruction -- if they say do it as an
instruction, you’‘re going to do. If you didn’t, you
expect to get reprimanded or talked to.

Q At any time were you given instructions to
not status out-of-service troubles up front, but to
status them on close out?

MS. BAKER: Object to the form.

Not me perscnally, but it was given, yes.
(By.Ms. Richardson) About what time?
You mean the time frame?

Years, yes.

PO Y 0 0w

About the same time, 84, ’85. Something
along there. It could be, you know, later. But after
a while, it gets to be foutine, s0 you really don’t
know.

Q Do you know who gave you those instructions?

A No, because the management changed so much in
there so everybody that came in had the same rules. So
it just sort of reiterated what was going on that’s
all.

Q Do you know if other maintenance

administrators were following those instructions?

FLORIDA PUBLIC SERVICE COMMISSION
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A Yes, they were.
Q Based upon your conversations with them?
A Yes.

Q Do you know what affect -- let me back up. I
am going to ask a different question.

Are you presently aware of the Company’s
objective that ocut-of-service reports be repaired
within 24 hours?

A Well, the time I know they had to repair them
within 24 hours, but I wasn’t aware that if it wasn’t,
that it was any big deal. You know, I didn’t know if

it wasn’t, you know, any repercussions from not doing

it.
Q Are you aware of that now today?
A Now I am, yes. _
Q How did you become aware of that?

| A I guess just by talking really among some of
the other employees. I really didn’t know that if the
customer was out of service over 24, that he
automatically got a rebate. I didn’t know that. At ny
level, I didn’t have to know that.

Q Do you have any idea about who made you aware

‘of that?

A Just some of the other MAs. We talked. You

know, we go to say, "You didn’t know that?" You know,

FLORIDA PUBLIC SERVICE COMMISSION
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because everybody hears differently, but as far as
someone telling us this, no.

Q Did you hear about it -- can you give me a
year or time frame about when you realized this or were
made aware?

A I only realized about maybe two or three
years ago that I did get one.

Q Are you aware presently of a Public Service
Commission rule that requires the Company to repair

out-of-service reports within 24 hours?

:\ I do now, yes,

Q And.is that since 1990 that you were aware of
that?

A Something around there.

Q Were you aware of it before 19907

A Well, I knew we had to repair them within 24
hours, but I really didn’t think it had anything to do
with the PSC.

Q Great. Thank you. I’m communicating. I was
having trouble earlier, but evidently I‘m communicating
now.

I would like to talk to you about backing up
the time. Have you heard those terns?

A Yeah.

Q And in what context have you heard the terms

FLORIDA PUBLIC SERVICE COMMISSION
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"backing up the time?"

A I usually interpret it as meeting the
commitment. That’s the way it’s usually stated, if
they said it or whatever. But we say backing up
because that’s what it really was. But management
probably would say meeting the commitment.

Q Okay. So management’s terms were "meeting
the commitment." I need a definition of what that
means. What does it mean to meet the commitment?

MS. BAKER: If the witness knows.

Q (By Ms. Richardson) What’s your
understanding?
A My understanding of it is you have a

commitment due by 3:00. Maybe it wasn’t cleared until
3:30, so that means -- same thing as backing it up. We
have to meet the commitment, we’re going to have to do
it before 5:00, right? So we’ll do it like 2:55 to
meet the commitment, which is actually backing up the
time. It’s the same thing.

Q Now, I need some further clarification on
commitment. O©On a trouble report, when you receive the
trouble report and it’s sitting there in front of you.
Visualizing a screen for me. You have a customer’s
name and address and you have tﬁe phone numbers up

there and you have the date and the time that the

FLORIDA PUBLIC SERVICE COMMISSION
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trouble was received?

A Uh-huh.

Q And then-you have another status line that
shows you a date and a time and C-0-M-M with a date and

a time after it. What does that C-0-M-M stand for?

A I’m not understanding what you’re saying now.

Q Is there a time given at the beginning of a
report?

A There’s time that the customer calls in.

Q And another time that’s a --

A That it went to system, I guess, and there’s
a time that i; got to us.

Q Is a customer given a commitment by when the
Company will have the rgpair completed?

A I really don’t know how they established that
commitment. I never did understand. I know they set
the clocks, but I never really underétood exactly how
they went about giving the commitment to the customer
and I still don‘t,

Q But you do know the customer is told, "We’re
going to have your trouble fixed by a certain
commitment time?"

A I know they give them a commitment. I’m jﬁst
saying I don’t know how they go about arriving at the

comnitment that they give themn.

FLORIDA PUBLIC SERVICE COMMISSION
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Q Okay. Now, my next question is, is a
clearing time different from a commitment time?

A It could be different, yeah. You could clear
it earlier then the commitment or clear it after the
commitment or whatever. "Either way.

Q At what point in your handling of a trouble
report would the time be backed up?

MS. BAKER: Object to the form.

A If I'm screening the report?

Q (By Ms. Richardson) Yes.

A Well, it depends. If the report’s been
sitting arounalfor a long time and they have
objectives, also scréening time that they want to meet
as well, so usually we used to just screen it one
minute after it came in and whatever, you know, route
out or whatever we’re going to do with it.

Q On reports thét are dispatched out, would you
back up a commitment time before an ST called in?

A No.

Q When the ST called in, would you back up the
commitment time at the top of the report or back up the
clearing time that you entered at the bottom of the
report?

MS. BAKER: Object. Compound questioen.

A Whatever commitment he tells me -- if it’s at

FLORIDA PUBLIC SERVICE COMMISSION

22




10

11

12

i3

14

15

16

17

18

19

20

21

22

23

24

25

cne time, they had told us -- if a guy calls in, he
could have cleared it and give him dial tone before the
commitment. But a lot of times he wasn’t able to get

through or he decided to finish some other work that we

‘'was doing before he called in. It didn’t mean that it

wasn’t cleared at that time, it just means he just
didn’t call at that time.

So a lot of times we would just assume that
if he says 3:30 and we figured he cleaned up and he did
this, that trouble had to be before 3:00. So we close
it out before then.

Q Oka§. Did backing up the commitment time
have any effect on that 24-hour index?

A That was totally two different indexes. If
they wasn’t in trouble of -- if they weren’t in troublé
of missing the 24-hour commitment, then you may as well
méké your other commitment.
| Q Okay. What if they were in trouble?

A Of missing the 24?2

0 Yes.

A They gave more than likely, we would probably
back it up.

Q Okay. Would that instruction come to you
from a manager?

A All the instructions -- we wouldn’t make the

FLORIDA PUBLIC SERVICE COMMISSION
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determination ourselves. It would have to come --
somebody else would have to tell us this.

Q Would you just sort of automatically do that?

A 1f something is happening for so many years
and no one ever came back and made it any different,
then you wouldn’t change the format unless they came
and told you. You know, you would continue business as
usual. So if they said -- if 24 hours were very
important for us to meet, then that’s what we would
look at. We’ll try to meet it.

Q If an ST called you to close out his report
and he had al;eady missed the 24-hour index, would you
guestion him as to when he actually cleared and
restored service?

MS. BAKER: Object as to form.

A We usually let him tell us when he cleareq
it.

Q (By Ms. Richardson) And if he cleared it
after 24, would@ you back up the time?

A Chances of those -- the clear time he would
give us would be before the 24 anyway, So we really
wouldn’t have to make that decision most of the time.

Q If you did have to make the decision =-- well,
let nme aék you,

Were there any times when you did have to

FLORIDA PUBLIC SERVICE COMMISSION
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make the decision?

A Sometimes, ves.

Q What was the decision you made?

A I would meet the commitment. I would make
the 24.

Q Okay. Now, I would like to ask you about
disposition codes and cause codes. Can you just kind
of give me a general description of what they are?

A Those are whatever codes that isolate
whatever trouble they cleared or however you clear it.
Those are the codes that you use.

Q Oka&. Are there certain disposition and
cause codes that would exempt a report from being
counted against the Company in the out-of-service-over
24-hour index?

MS. BAKER: If she knows.
ES. RICHARDSON: I asked are there.

A I think there are, but I don’t really know
what the codes are.

Q (By Ms. Richardson) But you‘re aware that
some may do that?

A Yeah, I do remember just one. But I wasn’t
even sure that it did anything, but there’s only cne
that I really knew and ﬁhat had to do with cable. And

that was the only one that I knew.
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Q That was a multiple cable failure?
A Yes,
Q Were you given any instructions to use a

multiple cable failure code when you felt it did not
apply?

A No, because I really wasn’t familiar with the
multiple cable failure code, so whatever code they said
was fine with me.

Q Were you familiar with anyone using the

multiple cable failure code to help with meeting the

index?
A Well, I remember one instance that I was
speaking to someone and I just -- it was concerning

cable failures because everybody is a little afraid of

closing out cable failures because it entails a lot of

troubles. So if you close it out and make one mistake

and you miss it, that means a hundred troubles that are
attached to that failure, you missed all of them.

So'I was just speaking to one of the managers
there, and I just asked, you know, that I hated to
close them out. And she said, well, she didn’t know
why people are so afraid to close them out. Just
alwaYs remember to close them out cause code 420.

I never knew what it meant, but that’s what

she said. So evidently I assume maybe that was a code
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that wouldn’t be counted or whatever. So I said okay.
Q Okay. So from that point on, did you close
all cable failures to that same cause code?
A Whenever I closed them out, which was very
seldom, because I didn’t close out many failures, but,

yeah, I would use 420.

Q Do you know what it is to exclude a trouble
report?
A Yes.

Q Will you tell me what happens when you
exclude a trouble report?

MS. BAKER: Object to the form. Time frame,

really.

Q (By Ms. Richardson) Let’s go back prior to
1990.

A This exclude practice -- we have a list of

exclﬁde codes anyway thét are valid that we use. So
whatever those codes were, those were the only ones we
could really use anyway to exclude a trouble.

Q And what happened te the trouble report
itself when you excluded it?

A Well, we just -- it was in the data base, but
it really wasn’t there, I guess, when we excluded it.

Q Would it show up in any of the indexes, if it

was excluded?
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A No, thesé were acceptable exclude codes that
== I guess they really didn’t fall into any category.
I really don’t know how they did it to tell the truth.
Q Let me ask a more specific gquestion. 1In your
opinion, before 1990, was it proper to exclude an
out-of-service report?
MS. BAKER: Object. No foundation for her

opinion.

A Well, all I remember is when I first in the
test center, we did have a -- we were paper then when I

first came in. And I do remember -- because I wasn’t
familiar witﬂ what was going on anyway, but everything
was paper and I do remember that they used to close out
-= if the trouble was missed, they would excluded it
and say "status error," and they would bring the

trouble back up like that. Or if they knew that they

had already missed the commitment on the trouble or

whatever, they’re just excluded. A status error.

Q Okay. And if they had missed the commitment
and excluded it, would they also bring up that report
and reenter it?

A Yes,

Q Would they reenter it with the original date
and time?

A Date, time and commitment and closed it out
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and meet the commitment, yes.
Q As meeting the commitment?
A (Witness nods head affirmatively.)

Q Would that involve backing up the time on
that second regenerated report to meet the commitment?
A Well, actually it’s like a new report so

you’‘re not really backing up anything, you‘re Jjust
putting everything into perspective, you know, just
like a new report. You came in, you did it, you met
the commitment, you closed it out.

But the first time you didn’t meet it?
Th;t's why it was excluded.

That’s why it was excluded?

Yes.

Have you heard the terms "building the base"?

I heard them talking about it.

o » O P OO P O

what does it mean to you?

A Well, I guess they had a certain objective
they had to meet and maybe they were below that
objectivé‘and all it said was, "Bill it out of
service." They needed more out-of-services depending
upon what area they needed it in. You know, like
Homestead or Miami or whatever. I assume that’s what
it is. I’m not stating that’s what it is.

Q That’s your feeling?
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A That’s my feeling of what they were trying to
do.

Q Have you ever heard of anyone building the
base?

A Well, what they would tell you if a trouble
came in and if it tested okay, or however it tested,
and you were closing it out during the screening
process, they would want you to status it
out-of-service after the fact. Considering you met the
commitments and you met 24 and met the customer’s
commitment, then you can show a "Y" and close it out as
out of serviée. And that will build the out-of-service
base. Now, that’s my understanding of how it was done.
I don’t know.

Q Now, I want to clarify for the record, when
you say "show a ¥, ," are.you talking about the final
status scréen?

A Right. When you do your last line of FST,
when you’re closing out the trouble report. And you
want to show it out-of-service after the fact rather
than it was shown before the fact, and you put a "Y"
there as out-of-service and account it as clearing out
of service bhefore the commitment.

Q And can you tell me how long this practice --

what period of time?
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A This happened arocund the ‘80s, I think,
basically.

Q Do you know when that practice stopped?

A Probably two, two or three years ago when the
investigation started, I guess.

Q Has the criteria for statusing a report as
out-of-service changed during the period of time 1983
to present?

A Has it changed? Of course it’s changed.
What do you mean, like -- specify. I don’t understangd,
change from where?

Q Ali right. Good. Let me get tighter on it.
And any time you have a question about my question,
please ask because you need to be comfortable that
you’re answering my question. That’s fine.

Let’s back up to 1990. Were there any
changes in 1990 to the way you statused out-of-service
reports?

A Yeah, they’re out of service, they’re
out-of-service.

Q Okay. Were you given new criteria for
determining if it was out of service?

A We got some new -- see we have like
out-of-service codes so they implemented some new ones

also. And then our own determination we call the
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customer even when we come and test-OK; and I call the
customer, there’s a lot of static and he can’t hear ne,
he can barely talk even though he’s testing ockay. A
test~0OK is not really an out-of-service code. I would
still status out because he really doesn’t have any
service, so I would make that determination myself,

Q Are you familiar with no-access codes?

A Not really, because I really didn’t do to
much of no accessing. You know, sometimes they would
give it to me to do. Just give us a code and we would
cleose it out and hold the trouble for three days, the
customer didﬁ't call back in, then we closed the

trouble out.

Q Have you ever closed a no-access trouble that |

was not dispatched out?

A There was no way you could do that because it
would be no~access if we never went out on it.
Somebody has to go out on it in order for us to close
it out no-access.

Q Have you ever no accessed a report when you
knew that it was not a no-access?

A' No.

Q Would you explaiﬁ to me what a central office
failure is?

A It could be any number of failures. It could
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be -- if a central office fails, something happened
inside the CO or something could have happened there.
I don’t know. A alarm went off, anything could have
happened that caused a customer to go ocut of service.
Anything that happened inside the central office is
considered a central office failure.
Q Okay. Are you aware of any trouble reports
that were improperly closed to central office failures?
A I don’t know of any perscnally that was
closed improper, no. They usually give us the codes;
however, if they determine if it was in the CO, they
usually give'you the central office code.

Q So when you say "they give you the code," you
mean the centrél office?

A Central office would use it. If they clea{gd

it inside, then it’s -- then is goes to the central

office because a lot of time the central office, if

they cut, like, you know -~ I guess it depends. The
trouble sometimes looks like it’s in the €O and it may
be out. And the trouﬁle with it, they may wind up
clearihg it outside then they would close the outside

code. But if it was the central office, they usually

give us a code to close it out. So I don’t know.

Q Were you ever instructed to close out

out-of-service reports to a central office code?
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A I wasn’t, no, huh-uh.

Q Do you know of anyone else who was?

[

Just speculation or hearsay, that’s it.

Q What did you hear?

A I just heard someone say that we had a
failure once that was closing -- that was a central
office failure and it was closed out to test-OK or
something like that.

Q Did you hear why that was done?

A I really don’t know why it was done. I don’t
have no idea.

Q Do you handle service orders?

A In a limited amount, yes.
Q Can you explain to me how you handled it or

what your responsibilities are in handling service
orders?

MS. BAKER: Are we are talking about the
present time? Your questions are present.

Q (By Ms. Richardson) When did you handle
service orders, at what time?

A Probably about three or four years now. The
only time I come in contact with service orders is when
the repairmen goes out. What we do is, if he goes out
on a report, he doesn’t have a dial tone out there,

what he does is he callis DTAG, which is what I‘m doing
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now. And I pull the service order up and I just
release the service order. That’s it. But give the
customer a dial tone is what it is.

Q Would that be a trouble report?

A No, that’s a service order.

Q It would be a service order?

A Uh-huh.

Q I'/nm sorry. I’m losing it. When the customer
called up? Is that what you said?

A No, no. A service order is a customer called
up, he wants service and location. The guys get
dispatched oﬁt on the service order. Wwhen he works the
service order ~- usually if he’s out there on a service
order and he completes the order, he doesn’t have dial
tone on the pair that he’s on and he will give it yp

the dial tone assistance group, which is us, and we

Jwill pull the service order; we verify everything on

the service order, go into RMC system where we switch

Q The RMAS?

A Yes, which is the switch and we release the
order to the switch. We then give him dial tone
outside. But that’s the only thing I have to do with
service orders.

Q Okay. 1Is there a requirement that service
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must be installed within a certain period of tinme?

A On service orders? I don’t -- I really don’t
know how they go about setting up the dates. But they
go through the business office, so I don’t know how
they set up the dates. Depending on the load, I guess.
I’'m not sure. That’s how they used to set up the dates
for the service orders.

Q Have you ever been invelved in selling
customer services, Ms. Farmer, for the Company?

A No, I really didn’t do that too much. We
only -- well, we started a little bit but no.

Q Whén you say "we started a little bit --"

A When we first came there we used to, you
know, call customers, sell some of the features. But I
don’t do it that much m;self.

Q And that was back in 1983 then?

A That’s in the ’80s, yeah. ’83 or ’84,
something like that.

Q Okay. Are you aware of anyone who may have

recorded a sales to a customer that the customer never

ordered?
A I'm not aware of it, no.
Q Did you, yourself, ever record a sales to a

customer that the customer never ordered?

A No.
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“ Q Did anyone ever instruct you to record a

sales to a.customer that the customer never ordefed?
A No.

\R Q Did you ever participate in a boiler room

operation of sales?

A Absolutely not.

MS. BAKER: Object to the form.

Q (By Ms. Richardson) oOkay. Ms. Farmer, I
think, at this point, I’ve run out of questions unless
my memory gets jogged. I really appreciate your time
and I appreciate your waiting.

Thé Commission may have a couple of gquestions
for you before you go and Mr. Anthony may have some and
your attorney may want to add something to the record.
Okay. Thank you.

EXAMINATION
BY Mé. WILSON:

Q I just wanted to ask you, on those days when
you were told no 00S, would that be like a one-day
Iperiod or two-day period? Do you recall?

! a It wasn’t like that. It was kind of hard to
explain. I know basically on the weekends, you know —-
you mean like status out-of-service?

| Q Yes.

h A We didn’t do it on weekends, but so far as
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during the week, it could have continued because no one
told you not to or vice versa. So it would just depend
on when they decided to say okay we need to whatever,
status out-of-service or not. But it wasn’t like a
day-to-day thing. It was a continuation and then they
may say, okay, we need to do this because this part may
be okay and now we need to work on this part.

Something like that; best to my knowledge.

Q Would that be like throughout the month or
different times of the month it happened with more
frequency, or is it hard to say?

A It;s hard to say.

Q Would it generally continue, let’s say, for
example, when fou status something out-of-service,
would that be for like maybe a couple of days. I knqy
I’'ve already asked you this, but is it possible that
thef may have said only do it for part of the day? Was
'it generally for a day or a couple of days until you
were told to do otherwise?

A It could go on like. The only one that I
just really remember —-- it’s kind of hard to say, like

I say, if start doing it, you just do it. Sometimes

.you’re not even aware that maybe you should be stopping

because you haven‘t'got the word or something, you

know, like that. And a lot of times —-- I just remember
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in the Keys, because the Keys is very small, so if you
miss like one out~of-service, you can throw your whole
objective. So that was the one that I remember because
we really had to be very careful on that one.
MS. WILSON: oOkay. Thank you very much.
EXAMINATION
BY MR. VINSON:

Q Could there have been other areas other than
the Keys where that was done?

MS. BAKER: Object to the form.

A Well, if you got a lot of reports in Perrine,
you got a whéle lot of reports, it wouldn’t make that
much difference if, you know, you were able to afford
to miss more than in a smaller area because your
objective is a lot more.

MR. VINSON: That’s all the questions I have.

.MR. ANTHONY: I don‘t have anything. Thank
you.

MS. BAKER: I have no questions.

(Thereupon, the deposition concluded at 10:25
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shown on the errata sheet attached hereto.

LAURA D. FARMER
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