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666 N.W. 79th Avenue
Room 640
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APPEARANCES:

ROBERT G. BEATTY, 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.

JEAN 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.

MS. JEANNE BAKER, of Baker & Moscowitz, 3130
Southesat Financial Center, 200 South Biscayne
Boulevard, Miami, Florida 33131-5306, on behalf of the
witness, Dinah D. Sanchez.
ALSO PRESENT:

STAN GREER, FPSC Division of Communications.

TERRILL BOOKER, FPSC Division of Communications.

WALTER BAER, Office of Public Counsel.
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STIPULATION

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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DINAH D. SANCHEZ
appeared as a witness and, after being first duly sworn
by the court reporter, testified as follows:
EXAMINATION
BY MS. RICHARDSON:

Q Ms. Sanchez, the first thing we ask you to do
is to state your name and to spell it so that the court
reporter will make sure we have it correct.

A My name is Dinah D. Sanchez, D-I-N-A-H, D.,
S-A-N-C-H-E-Z.

o And your address?

A Do you want my mailing address or my home
address.

Q Your home address.

A

Q And that is Miami?

A

Q And your phone number?

A Okay.

Q Okay. 2And have you spoken to anybne other
than your attorney or Company counsel about your
deposition here foday?

A No.

Q OKkay. 'Has anyone given you any assurance

that you would not be disciplined based upon what you
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said here today?

A Uh-huh.

Q Okay. And has anyone discussed with you the -
criminal penalties for perjury that may apply to this
deposition?

A Uh-huh.

Q All right. AnD what is your position, Ms.
Sanchez, with the Conmpany?

a I‘m a maintenance administrator.

Q And which IMC are you located?

A Séuth Dade.

Q And how long have you been there?

A About three years. Not quite three years..

Q 19507

A I came back from Charlotte, I think it was
/89, December of ’89, so that’s when it was. Hugo was
the last hurricane, so when I came back from there, I
think it was ’89. I worked in Charlotte for Hugo; and
then when I came back from there, I think it was 789.

Q So your experience there must have helped a

great deal down here with Hurricane Andrew.

A Yes, I’ve worked four hurricanes in different
positions.
Q All right. How long have you been in a

Southern Bell, Florida Southern Bell employee?
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A A 1itt1e over 30 years.

Q Okay. So were you just on loan to Charlotte,
North Carolina for Hugo?

A Uh-huh.

Q And was that for a year, two years?

A No, it was like September through December.
I guess‘that's three months.

MS. BAKER: May I just interrupt for one
minute. I notice that you’re not always saying "yes"
or "no" to the questions. You’re just kind of saying
"uh-huh." I think it would be much better for the
court reporter to say "yes" or "no," and not, just use
sounds.

MS. RICHARDSON: That will be hard to
remember, and we will try to remind you. And if we
don’t succeed, I hope Sydney will help remind you to
say "yes" or "no."

WITNESS SANCHEZ: Okay. I think --

MR. BEATTY: Why don’t we have a break. I
don’t think thé appearances have been made on the
record, have they?

MS. RICHARDSON: Okay.

MS. BAKER: I would probably have a running
appearance frpﬁ yesterday.

MR. BEATTY: Okay. I do not. 1I’m Robert

FLORIDA PUBLIC SERVICE COMMISSION
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Beatty. I‘m here on behalf of BellSouth
Telecommunications, Inc., doing business as Southern
Bell.

There are a few stipulations that I do need
to put on the record. The first is that the deposition
is taken pursuant to proper notice; that we, the
parties, have stipulated and agreed that we will not go
off the record without the witness consent; that we
reserve all the objections except as fo form and
privilege; and we do not waive reading or signing of
the deposition. Thank you.

MS. RICHARDSON: That’s fine.

0 (By Ms. Richardson) You said you started --
you’ve been with Southern Bell for 30 years and you
have been a maintenance administrator in South Dade for
the past three. Who is your present supervisor?

A Larry Gili.

Q Is he a first level supervisor?

A Foreman. He’s acting, I think he has an
acting title but that’s who I report to.

Q And would you spell his last name?

A G=-I-L-1.

Q All right. 2And how long has Mr. Gili been
your supervisor?

A I think it’s about a year.

FLORIDA PUBLIC SERVICE COMMISSION
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Q So 19927
A Yeah.

Q And who was your first level supervisor
before Mr. Gili?

A His name was Tony, but I forget his last

name.
Q Ferrer, or something like that?
A Yeah, yeah, it was Ferrer, I think.
Q Ferrer?
A Yeah.
Q Okay. And do you know who it was before him?
A Ed Lubert.

Q And I’1l1 ask yéu to keep going back.

MS. BAKER: May I ask for clarification,
going back but still within South Dade?

MS. RICHARDSON: Well, she was in South Dade
for three years.

Q (By Ms. Richardson) Where were you before
you were in South Dade, December /89 and before
Charlotte, then?

A I was in the ‘Gables before that. And before
that I was in the South Dade maintenance center —-- I
mean South Miami maintenance center. It doesn’t exist
any more.

Q Okay. So you were in Gables from

FLORIDA PUBLIC SERVICE COMMISSION
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apprdximately when to September of 7897

A It was like about three years. I don’t
really know the dates, you know, I can’t --

Q So the mid-’80s?

A Yeah, something like that. I can’t give you
an exact date.

Q Okay. And then did you say central?

A No, it used to be South Miami maintenance
center. It no longer exists.

Q All right. And approximately periods of time
when you were in South Miami?

A From I think it was ’83.

Q  To the time you went to Gables?

A Right.

Q Okay. And were you an MA in all of these
positions?!

A Uh~huh.
MS. BAKER: "Yes" or "no"?

A Yes. I’m sorry.

Q And Mr. Tony Ferrer was your first level
supervisor in South Dade?

A Yes.

Q All right. And E4 Lubert was your first
lavel supervisor where?

A South Dade.

FLORIDA PUBLIC SERVICE COMMISSION
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Q In South Dade?

A Yes.

Q Did you have any other first level
supervisors in South Dade?

A Yeah, but I don’t remember which ones because
they changed them so often.

Q okay. who is yéur present second level
supervisor?

A April Ivy.

Q All right. And do you remember the second
level supervisor in South Dade before Ms. Ivy?

A Cherie Calvert.

Q And do you remember any ones before her in
South Dade?

A Shirley Perring. I think that’s it.

Q Okay. And is that all of them?

A That’s all of them there.

Q Okay.

A In that center.

Q And what about in the Gables, do you remember
your first level supervisor in the Gables?

A My first, the first one I had?

Q Uh-huh?

A No, I don’t. I think it was Mr. Brown, but

I’m not sure.

FLORIDA PUBLIC SERVICE COMMISSION

12




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Q

13

Okay. Do you remember any of your first

level supervisors in the Gables when you vere there?

A

They changed hands so much, I couldn’t -- I

wouldn’t, you know, I can’t tell you which ones -~ who

I reported to.

Q

Okay. What about second levels in the

Gables, do you remember any of them?

A

Q

I o]

Q
A
Q

After Mr. Brown left, April Ivy came in.

As a first level or second level?

Oh, no, second level.

Second level?

Uh-huh.

Okay. And do you remember any of the others?
Robert Swarez.

And can you make an effort at spelling his

name for the court reporter and myself?

A
Q
A
Q

S-W-A-R-E-Z.
Okay.
I think that’s how you spell it.

Okay. And do you remember any other managers

from Gables?

A

That I reported to?
Uh~huh.
No, I can’t remember.

dkay. What about South Miami, first and
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second levels, do you remember any of those managers in
South Miami that you reported to?

A Jim Nance.

Q Was he a first level?

A Yeah, at that time, yes. I had others, but I

don‘t remember which ones they were.

Q Okay. Who is your present operations
manager?

A Ted.

Q Rubin?

A Ted Rubin.

Q And who is your present general manager?

A Linda Isenhour.

Okay. And do you know who the operations

0

manager was before Mr. Rubin?

F:\ His name was George, but I don’t know his
last name because I never met -- I saw him but I don’t
know him.

0 Was it Mr. Lewis?

A Yes.

Q George Lewis? And do you‘remember the
operations manager before Mr. Lewis?

A I wasn’t there.

Q Okay. What type of duties have you performed

as an Ma?

FLORIDA PUBLIC SERVICE COMMISSION
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| a Could you clarify, like do you want to know

in South Miami or West Miami or which --

Q That would be helpful. What did you do in

\

South Miami, what kind of functions?

A I colored RBORS. Are you familiar with what
an RBOR.

Q No. Would you please explain an RBOR to me.

A Before we went on computers as they are
today, they had printed troubles out on paper. There
were two of us that sat at a table and we colored the

tops, but we don’t -- they would just bring stacks,

know what the colors meant; I don’t even remember what
colors I used; but this was my function.

Q Then you colored trouble reports, copies of
trouble reports? I don’t understand what you’re
coloring.

A See, I don’t even know -- okay, I just know
they were paper. But I know they were like people
called in and reported the trouble, so whether it was
the trouble report or the DLR, I’m not sure. But they
were laid there; I can’t tell you who did it, because
it was a big room. And when we came in in the morning
there were stacks. And what they meant, I can’t tell

you what the colors meant.

i FLORIDA PUBLIC SERVICE COMMISSION
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Q Do you have any idea how they were used?

A .Nope.

Q Okay. And was that all you did in South
Miami, or were you given other duties?

A Well, that was the main one. 2nd what else I
did, I really can’t tell you because I don’t -- I mean,
they started to train, started to train, and I always
got sidetracked with something. But that was the main
thing I diad until I went to the Gables. I mean, they
started to train us as screeners, actual formal Mas,
but the process was never really completed until I went
to the Gables and learned how to screen.

Q Do you know what YR" stands for in R boards?

A An R board? That’s --

MS. BAKER: Do you want to spell that phrase

for us? Because I'm missing it, too. |

A R-B-0O-R.

Q - Okay. And B-0-R is a written trouble report,
isn’t it?

A Uh-huh.

Q And do you remember what the "R" stand for in
that? I’m sorry.

A No.

Q _ Thank you.

A Sorry.

FLORIDA PUBLIC SERVICE COMMISSION
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l Q Okay. Then your duties in the Gables would

include what?
" A That’s where I learned to screen and dispatch
out.
Q And when you say you "learned," how were you
I taught?
‘ A I was sent to schocl. I was on-the-job
training.

Q All right.

A I don‘t know what else you want me to say,
because I don’t, you know, it was on-the-job training
H after —- |
| Q All right -- I’m sorry?

{ A After school -- I mean after we got out, we
were learning on the job. We went to school, then we
| came back, and we went to school several times for

various different parts of being an MA.

Q And your primary duties, then, were screening
and dispatch?

A That’s right.

Q And what about your duties in South Dade?

A I have mainly worked on the cable desk.

o] And could you explain what you mean by

working on the cable desk, what kinds of things did you

do there?

FLORIDA PUBLIC SERVICE COMMISSION
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18
A Are you familiar with the word CF on the
service order?
Q CF, what does that mean?
A Okay. An ST wi;l go out to give a person new
end service, or service, and there’s not pairs to give
them service. So he will send it to the cable desk
with the service order, and the cable man either goes

out and finds a pairs or clears a pairs, and that’s --

we handle the making sure it gets out, closing it out.

If it has to go back to engineering, if the service
order has to go back to engineering, we send it back to
the engineer.

Q Okay. Does this cable desk at all deal with
repair work on --

A Yes, we handle the troubles and failures.

Q Okay. Do you handle the closing out of cable

repalilr troubles?

A Yes.

Q Do you also screen in the cable repair and
dispatch?

A Occasionally, if it’s a slow time. But

there’s not much slow time these days.
Q All right. Now, tell me what you do when you
screen a trouble.

A I pull up the trouble. I look at the report

FLORIDA PUBLIC SERVICE COMMISSION
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to see what the customer is reporting. I test it and
then I call the customer.

Q Okay.

A And I base my decision on what I do with what
the customer says.

Q All right. And your decision, what decision
is it that you make?

A Well, it depends on what the customer is
saying. If the customer =-- you dial the number, for
instance, and it rings twice and trips, the customer
has no service. It doesn’t matter what that test is,
the customer has no service.

Q All right. And so what do you do on the
report, then, to show that they don’t have service?

A Okay, I would status that out-of-service,
because the customer is saying he has no dial tone or
he has no service. And I’m testing it, not by just
testing of it, but by dialing the number it’s tripping.
Do you understand what "tripping" means?

Q No.

A Okay. It rings twice and it will go into a
dial tone. And I do that myself. I’11 do it maybe
twice just to make sure I’ve dialed the number
correctly.

If there’s a contact number, I’11 let them

FLORIDA PUBLIC SERVICE COMMISSION
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know that I’m going to send soﬁebody out. If there’s

no contact number, I take the responsibility of saying
that they’re out of service and they need somebody to

be dispatched out.

Q fhen do you dispatch? Is it your
responsibility then to dispatch?

A I just screen it and it flows through the
system. And they have -- like it’s automated, it will
pop in a guy’s log. They have what they call CATS.

Q That’s C-A-T?

A Yeah. And unless somebody else dispatches it
perscnally, I don’t know. I don’t do it myself.

Q So you screen it and hit the send key and
somehow the computer sends it out for dispatch?

A Correct.

Q All right. Has anyone ever instructed you
not to status out-of-service on trouble reports on any
particular day?

A Never. (Pause) Thét's to the best of my
knowledge.

MS. BAKER: Just relax.

MS. RICHARDSON: Let me take a minute here.
I'm going to pull a piece of paper and show it to you
and we’ll go from there.

MR. BEATTY: Let me see what you’re showing.

FLORIDA PUBLIC SERVICE COMMISSION
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(Discussion off the record.)

MS. RICHARDSON: Back on the record briefly.
I‘m going to be showing you Southern Bell’s response to
Citizens Third Set of Interrogatories. An
interrogatory is a written question that we have asked
the Company and the Company has given us a written
response or a written answer back. And it’s dated June
6, 1991, that the Company responded.

And our question just essenﬁially asked the
Company to give us the names of individual employees
who have some knowledge about recording out-of-service
repérts as affecting service on repair forﬁs. Okay.
And the Company has indicated that there are some
individuals who may have information about not

statusing out-of-service reports,

So I’m going to show you this document, we’ll
go off the record, you’ll have a chance to read it,
discuss it with your attorney, Mr. Beatty will have a
chance to look at it before we get back on the record
and I continue to ask you questions.

WITNESS SANCHEZ: Okay.

MS. RICHARDSON: Now, there will be pieces of
this, as you can see, that are covered up. It is

covered up because the Company has a claim of

FLORIDA PUBLIC SERVICE COMMISSION
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confidentiality for this information.
I assume you‘re not to
| aisclose it; but that will be up to the Company to give
you prober directions on that. Okay. The Commission

hIwill be the one who decides whether it is really
| confidential or not.

.MR. BEATTY: If I can just interrupt and
interject --

MS. RICHARDSON: Do you want to put something
in?

MR. BEATTY: Yes, please. The Company would

request that, upon your viewing the document she’s

going to show you, that you please keep that document,

the information contained in that document that you
see, confidential. Will you do that?

WITNESS SANCHEZ: Yes.

ﬁs. RICHARDSON: Can we go off the record
now?

MR. BEATTY: Yes.

(Discussion off the record)

MS. BAKER: We'’re ready to go back on the

record.

Q (By Ms. Richardson)

FLORIDA PUBLIC SERVICE COMMISSION
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A Uh-htih.
MS. BAKER: Say "yes" or "no."

A Yes.

Q Okay. Thank you. Now, let me ask you again,

are you —- do you have any knowledge -- I'm rephrasing

the question. Do you have any knowledge of anyone
requesting you at any time not to status troubles as
out-of-service?

MR. BEATTY: I object to the form of the
question. Are you asking her whether or not this
document causes her recollection to be refreshed?

MS. RICHARDSON: Well, we can start with
that.

Q (By Ms. Richardson) Ms. Sanchez, after
having reviewed Southern Bell’s response to Citizens
Third Interrcgatory, do you have any recollection of
statusing or not statusing out-of-gervices?

A Not today.

Q Not today?

A Can I elaborate?

You may.

©

All right. When I was interviewed, I was
very nervous, okay? I was ~-- I didn’t know what was
going to happen. I felt -- I was a nervous wreck,

okay? I can’t tell you what I said then. I don’t

FLORIDA PUBLIC SERVICE COMMISSION
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remember. Okay?

Today, it’s not that I know any different,
it’s that I don’t remember anybody telling me to status
" anything out-of-service. If I knew, I would say

something, but I don’t remember, okay?

" MS. BAKER: That’s okay.

Q (By Ms. Richardson) All right. Let me ask

you this. Some employees have indicated to us that
there’s something like a message board or and
electronic marquee --

MR. BEATTY: I object.
’ MS. BAKER: I’m going to object also, because
I you have not =~ and let me try to be helpful here. You

have not established through questions that you have

llasked nor, indeed, even assumptions in the question
you’re asking, where and when. And I want to just
remind you that this particular craftsperson has only

" been in South Dade for three years.

MS. RICHARDSON: I understand that. Let me
finish my question, please. .

Q (By Ms. Richardson) I would like to know is,
where you are working, is there some kind of electronic
message board or billboard where messages are flashed
across the room where you work?

A Yes, but it doesn’t face me.
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Q It doesn’t face you?
A Not at all.
Q Okay.
MS. BAKER: For clarification, that’s where
she works presently. Is that correct?
WITNESS SANCHEZ: That’s correct.
Q (By Ms. Richardson) Now, those messages, are

any of those messages directed toward just MAs

generally?

A I don’t know, because i don’t see what goes
up there.

Q So you never look at the Board?

A I can’t unless I actually get up out of my
chair, okay? They are for the MAs who are oqt there
doing screening and dispatch. I’m in the cable side.
That’s a big difference.

THE REPORTER: I’m sorry. You‘re in the
what?

WITNESS SANCHEZ: Cable side of the house or
cable section, it’s behind what she’s asking me about.
When the messages go up there, they can say "Merry
christmas," I don’t see it.

Q (By Ms. Richardson) All right. Let me ask
you this. Does that board have a particular name? Is

it called something in particular?
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A T don’t even know. I’ve never had a reason
to ask about because it doesn’t involve my job, what I
do, ckay?

Q At present?

A At present. If somebody asked me to do
something, they would have to come over and ask me to
do it verbally, because it wouldn’t pertain to -- the
cable part is a smaller section of the maintenance
center.

Q All right. 1In dealing with the cable desk --
and I’d like to work on just the repair part of dealing
with the cable desk at this point.

A Uh=-huh.

Q I believe you said that you were responsible
for screening, dispatch and closeout for cable?

A My primary job at the cable was working with
service orders. If we get overloaded, we cross, okay?
And when I say that, we overlap, I guess that’s a
better word, okay? Do you understand what I mean by
that?

Q Yes. You help other people with their

particular jobs, which includes screening, dispatch and

closeout?
A Correct.
Q So you‘re a backup?
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A In that sense, yeah, when I have the time.

Q So you know how those three function operate,
then?

A Correct.

Q All right. Let me just go ahead and get
these out of your way.

When you are working with repair and you’re
doing backup work for these people and the cable
trouble comes to you, does it already-come to you
statused either out-of-service or affecting-service?

A It depends. The trouble -- now are ydu
talking about trouble or a failure? Because there’s a
difference.

Q All right, Tell me the difference between
the two, please.

A All right. A man can be working on a
trouble, a cable man, so I want to make it clear who we
are talking about.

Q Thank you.

A Okay. A cable man can be working on a
trouble. He will pick up the trouble in his CAT, and
it’s already statused. Whether it’s out-of-service or
not out-of-service. Where I come in with that, I don’t
touch that until he might call in and ask for

information or he may call in and close out. I don’t
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touch that. And the only reason we do that is if his
éAT is down or he doesn’t have a CAT.

) All right. Wwhat would the screening function
in the cable repair part handle, then, if it is not
deciding when it’s out-of-service or not
out-of-service?

A when I say "“screening," I - maybe we’re

mixed up what we’re talking about.

Q I could be confused.
A Okay. Because when I screen -—- you asked me
if I screened -- yeah, that’s the other -- that’s like

if I was on the side where the light is going off.

Q The message board that we talked about?

A The message board, right. The cable side of
the house, the function of working on the cable side is
not necessarily screening per se, unless you’re talking
about failures, and that’s a separate subject. But
just to sit and screen is like, I don’t want to confuse
you, but it’s like a separate entity.

Q All right. But you do perform that function
as a backup persén?

MS. BAKER: Time frame.

A When I have the time. Since we’ve had the

hurricane, there’s been very little time I have had to

sScreen.
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Q But you are familiar with that function?
A Know how to screen?

Q Yes.

A Yes.

Q All right. And then dealing with cable
failures themselves, as opposed to just cable troubles,
is that the distinction we’re making?

A Right. There’s a difference in cable
troubles and cable failures.

Q All right. On the cable failure, it comes
across to you already statused, you said, and does it

already —-

A Are you talking about failures now?
Q Yes.
A Okay. Now, that’s another subject. That’s

what I was just taking to you about was a cable
trouble.

Q Ckay. Cable troubles are already statused
when they come to you, cable failures are not?

MS. BAKER: Object to the compound questionr

Q (By Ms. Richardson) Please straighten me
out.

A The cable trouble is statused. Now, cable
failures is another subject.

Q All right. Can we talk about cable failures,
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then, how do they come to you?

A Sure. Okay. They’re made up on the
computer.

Q Is that through the tracker?

A Through the tracker. Now, those are the ones
I handle when I handle the failures. Sometimes a
person will call in and talk, you know, about a
failure, to build a failure. I know how to build it,
okay? But we have other people that are in the cable

part that do that, okay?

What happens on the close out, the man is out

there doing a failure. When he calls in, we test it.
If the test doesn’t look right, we call every customer
that needs to be called. We either tell the man he has
to go check the troubles that aren’t fixed or, if
everything is okay, we say to him, "Okay, everything is
fine?" "Yes,"

I ask him, "Are the customers out of service
or not? Are there any that need to be not
out-of-services." Maybe you might have a failure, some
that are jacks. They don’t belong in the failure.

They need an ST. You detach it, and you send it or
give it back to an ST. Are you familiar with what I’'m
saying?

Q Yes.
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A Okay. You take anything like that, a drop or
a jack, and we give it back to an ST to go out. The
rest of the failure, I say to the man, "Are these
customers out of service, were they customers out of
service or are they -- was it a transmission problem?"
Something to that effect. He says, he will tell me
they’re all out of service. We status it then. And I
put in my remark per whoever is telling me this that
all of the customers were out of service. I put that

in my extra narrative, okay? Not on the bottom but

right -- are you familiar with what it looks like?
Q Unh-huh.
A Okay. I put per whoever that the customers

I’'m closing out are out of service. Or whoever is
telling me. I’'m not taking the responsibility myself;
I’m not out there doing the job. Then I close it out
with, whatever he says, codes and remarks.

Q All right. 1Is that a bulk close on the lead
ticket?

A You mean does it close out the whole thing?

Q  Uh-huh.

A Yes, it does.

Q All right. And when you status the lead

| ticket as out-of-service, does that automatically

status all the attached tickets as out-of-service?
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A That’s correct. Because I’ve asked him if
every trouble that’s left —- because I’ve detached all
the jacks and drops, there are no dial tones, can’t be
called, or something to that a effect. I’ve asked him
that, and I’m taking his word because he’s the one who
fixed it. And I’ve statused that out-of-service, and I
put the remarks per him, "All subs out of service."

Q Okay. Have you followed that procedure the
entire time that you worked with cable, on the cable
desk?

' a Yes. Yes.

| Q If you statused the lead ticket as not
out~of-service on closeout and there were, for whatever
reasons, some out-of-services still attached, would
that change the status or affect it in any way, the
attached ones?

A Okay, let me clarify something. A customer

might come in with a remark of transmission, and it

could be a cut cable. My man is telling me that

customer never had service. I‘m believing him. 1It’s
going to get stroked ocut-of-service because he’s told
me that customer had no service. No matter what that
remark is, like a cut cable, okay? I’m taking what the
i

man is telling me to close out a failure.

Q Okay. I understand. I understand that part.
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A Okay.

Q Now, let me give you an example. This will
be hypothetical, okay? You have built a cable, there’s
your lead ticket and -~

MS. BAKER: I think you might have misspoke.
You said "built a cable"?
MS. RICHARDSON: I'm sorry.

Q (By Ms. Richardson) There is a cable failure
that you’re working on that has been 5uilt and you’re
working with it. You have a lead ticket that is not
out-of~service. You have ten attached tickets. One of
those is an out-of-service ticket that was not removed
or detached with an ST sent. It was kept in the cable
failure. All right? The ST calls you and says this
was an affecting-service, not out-of-service, please
close it out, you do so. You close the lead ticket out
not out-of-service.

A Correct.

Q Does that at all affect the one ticket that
was already statused out-of-service?

A Okay. I would detach the lead trouble and

close that separately, even with that ticket, sub not
out of service per whoever told me, per the man. And
then close out the rest of the failure statused

out-of-service per whoever told me, which would be the
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same man. Is that what you’re asking me?

Q That’s fine. Are you familiar with any

particular disposition -- well, let’s start off with

what’s a disposition and a cause code, just generally?

MS. BAKER: If you know.

Q (By Ms. Richardson) If you know.

A The codes the guys close them out with.

Q All right. And what does the disposition
code describe on a report, a trouble report?

A I assume it tells what they did.

Q Okay.

A I assume that the narrative explains what

codes he did. That’s my assumption.

Q All right. Are there certain disposition'

codes that are used just by cable?
MS. BAKER: If you know.

a I don’t know if they are used by anybody
else, let me put it that way. I know what the guy
gives me, that’s what I close.out to. Whoever else
uses them, I don’t know.

Q When a cable repairman calls you for

clbseout, does he give you just a code number like a

340 or a 400, or does he tell you this is a defective

cable or a cut sheath or whatever and you apply the

code number?
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A No, he gives me the codes.

Q The actual number?

A The actuval number.

Q 0kay. So you‘re unfamiliar with what those
numbers mean?

A I have no idea.

Q Do you know what a cause code is?

A I know it’s a number.

Q You know it’s a number. Do you have any
information as to what a cause code purports to relate
to on a trouble report?

A Not really. I know it must be an important
code because we have to put it in our narrative now.
But what it actually means, I‘ve never -- I haven;t
asked.

Q Okay. Are you familiar with the requirement
that the Company clear out-of-service reports within 24
hours at least 95% of the time?

MS. BAKER: Object to lack of time frame.
Wait, wait, don’t just shake your head. You’re just
saying "yes" or "no", the reporter has to know.

WITNESS SANCHEZ: You‘re asking me what now?
That’s what I’m saying, I don’t understand whatAyou're
saying.

MS. RICHARDSCON: I’1l repeat it.
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MS. BAKER: Thank you. Thank you.

Q (By Ms. Richardson) BAre you familiar with a
requirement that the Company repair out-of-service
reports within 24 hours at least 95% of the time?

A No, I’m not..

MS. BAKER: My same objection.

Q (By Ms. Richardson) Were you ever familiar
with that requirement?

A No.

Q Do you know whether or not there are any
specific disposition and cause codes that might affect
out-of-service reports differently from
affecting-service reports?

A No, I don’t.

Q Do you know whether or not if a particular
customer’s service was out of order, out of service for
over 24 hours, whether that customer would be due a
rebate today?

MS. BAKER: Object.
WITNESS SANCHEZ: Would you say the question
again?

Q (By Ms. Richardson) Yeah. I can say the
guestion again, and I’l1 try to rephrase it, maybe.

Do you know if a customer’s phone is out of

service for more than 24 hours, does that customer get
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any kind of credit or rebate?

A Since this started I just found out they do.

All right. But before this -

What do you mean by "this"?

Q
A I had no idea.
Q
A

The investigation.
Q All right. And that would be what time or

year frame?

A Last year, two or whatever.'

Q 92, f917?

A Yeah.

Q Okay. Have you ever heard the terms "backing

up the time," Ms. Sanchez?

A I’ve heard the term.

Q Okay. And where have you heard it?

A I can’t tell you. I don’t know. I don‘t
mean I don‘t -- nobody has ever come to me and said

anything like that to me.
Q Okay. Do you know what it’s in relation to?

Is it in relation to trouble reports or anything else

withinlthe Company that comes into your job?

A I don’t know where it goes, okay? I’ve heard
the term, but I don’t know where it applies or who uses
it.

Q Can you tell me where you heard the term?
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A Since this investigation.
Q Started? Okay. Do you know or have you used

I a disposition code or cause code, I’m not sure which

one it is, for cable that’s a 320 code, multiple cable
failure? Are you familiar with that code?

A I’m not familiar. I wouldn’t say I didn’t
use it, I don’t know. Whatever the guy gave me is what
I used.

Q Okay.

A I only go by what the outside person tells

me, okay? If.it's wrong, I feel that’s his

responsibility.
Q Okay. Are you familiar with autoscreener
rules?

I A Autoscreener rules? I'm not quite sure what
|

you’re asking me. If a trouble comes up and I screen
it, is that what you’re trying to ask me?

Q All right. Let me ask you about when you’re
doing cable failures. Do you see a handling code on a
cable failure?

i A A handling code?
Q . On when the screen comes up and it’s an

! H-N-D-L code, CAB fail, C-A-B F-A-I~-L?

| Y What means would that be on -- or is it on

Ithe trouble itself? I don’t really recall. I’m sure
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it must be there if you’re saying that, but I don’t
remember it.

MS. BAKER: Don’t make assumptions, just do
the best you can to remember.

A I don’t remember seeing it.

Q (By Ms. Richardson) All right. Let me ask
you this, then. Are there certain reports that are
screen automatically by the system and dispatched
automatically without ever coming to you?

A Yes, the-system screens -- I don’t know what
kind of troubles. The failures can be made up from
troubles, depending how they do it, but I don’t know
how they do it.

Q Ckay. Have you ever heard the terms "wet
rules and dry rules"“?

A No.

Q Okay. I’m going to show you another
document, it won’t be an exhibit but I want to
introduce it to the record. And then we’ll go off the
record and we’ll give you an your attorney a chance to
look at it; okay?

This was filed April 1st by the Company in
the consolidated rate case docket. It’s Southern Bell
Telephone and Telegraph Company’s response to

Preliminary Order No. PSC-93-0263-PCO-TL entered on
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February 19th, 1993. And your name, I believe, I peed
you to verify that it is your name, appears on a list
of approximately 650 people as someone who may have
knowledge about various matters that are listed here by
nunber.

And I’ll give you a chance to look at this,
discuss it with your attorney, and then I’d like to ask
you a few questions about it. Do you»need to make any
comment before we go off the record?

MR. BEATTY: Just that whatever you see is -~
I'm not sure this is confidential.

MS. BAKER: It is nbt.

MS. RICHARDSON: It is not. It has been
distributed to everyone in the 260 docket.

MR. BEATTY: Okay. And you intend to show
her the entire document without any limitations at all?

MS. RICHARDSON: No limitations, and the
Company has not claimed -- there is no claim on here of
confidentiality by the Company.

MS. BAKER: She’s already seen this document,
if that will help any.

MR. BEATTY: I’m not familiar with the
document. Could I see the document, Ms. Richardson,

before you do that?

MS. BAKER: Go off the record.
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(Discussion off the record.)

MS. RICHARDSON: We’re ready?

WITNESS SANCHEZ: I don’t know why my name is
on this list for this subject, because I don’t know
what it means.

MR. BEATTY: Let me also make a statement on
the record, please. Apparently, this document that has
just been shown to the witness, apparently, it is not
under a confidentiality requeét. At this juncture, it
is not at all clear to me whether that status will
change. Accordingly, I would appreciate it if you
would keep confidential what you have read in this
document. Will you do that?

WITNESS SANCHEZ: Yes.

MR. BEATTY: Thank you.

Q {By Ms. Richardson) &All right. Ms. Sanchez,
have you ever, throughout your period as an MA and your
training, whether formal or informal, been requested to
back up a clearing time from the actual computer time
shown on a trouble report?

MR. BEATTY: I would object. It has been
asked and answered. You asked the question about
backing up time.

MS. RICHARDSON: I asked her if she had heard

the term of "backing up time," but I didn’t ask it in
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the specific context in which I‘m asking it.
MR. BEATTY: Okay.

WITNESS SANCHEZ: Say it again. Have I?

Q (By Ms. Richardson) Have you?
A Never.
Q Have you ever heard of anyocne else doing

that, taking the clearing time and instead of using the
actual computer time that was shown, moving it back by
15, 30 minutes?

A I didn’t hear about this kind of stuff until
this investigation started. And I can’t tell you if I
heard it before then or not, but nobody ever asked me
to do it.

Q All right. Going to the document that I’ve
shown you the list of, I think, 650 names, on that
list, it gives under your name No. 11, which indicates
you may have some information about improper
preparation of trouble reports.

MS. BAKER: So the record is clear, I am
showing the witness in writing No. 11 on the list.

A Somebody may have asked me that question, but
to my knowledge, I have never done it.

Q Okay.

A If they asked me the question -- somebody may

have asked me a question, I don’t remember. And I may
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have said, "“Yes," "No," or whatever, I don’t remember.
But I haven’t done that.

Q All right. And have you ever heard of anyone
else doing that?

A No, I had not heard about this until this
investigation started.

Q All right. And then also on that list is No.
17, which indicates some information about intimidation
or pressure?

A It depends on the person as to what
intimidation and pressure is. I explaihed to my lawyer
that they --

MS. BAKER: Well, let me ask you not to
actually report on a conversation we had, because
that’s covered by the attorney-client privilege. But I
would like you to answer the question of what comes to
your mind when you loock at No. 17, which is phrased
"intimidation or pressure."

A I was covered several times on things, such
as to make sure I knew what -- like screening, let’s
say, they may wanted to make sure you knew what were
out-of-service and what were not out-of-service as far
as VER codes go, things like that. It wasn’t pressure,
it wasn’t intimidation, but I guess I felt nervous.

S0, yes, that’s probably why I said that.
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Q Okay. And when you said which "VER codes to
use"?
| A No, you know, like they say by the tests,
okay? "Do'you know what these VER codes mean or when
W to use them properly?" It was reviewed and reviewed
" and reviewed. And nobody said I was doing it right or

wreong, they just wanted to make sure I had a clear

" understanding of what they were and when to use them

properly.

Q Okay. At any time did you feel that you were
being asked to do something that was improper or
against Company practice?

A No.

MS. BAKER: I‘m going to object to the form.
It’s okay that yéu have answered.

Q aAll right.' Also down there is No. 18,
discipline, grievances; you may have some information
about that. Again not what you told your attorney,
specifically, but what information you, personally, may
have about this.

A There was a grievance filed about handling a
red phone. Are you familiar with what that is?

Q Is a red phone when an irate customer calls
about not getting their service or trouble repaired?

A That’s correct. There was -- what it was was
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that as MAs -- and this is going back a long way but I
will give you the best of my recollection -- we felt a
manager should handle it because the irate customer
wants to talk to a supervisor. We filed a grievance on
it and lost,.and the MAs are handling the red phone.
Managers do stép in, you know, to assist and stuff like
that. But there was a grievance handled on it. And I
don’t know what else to tell you.

Q Were MAs being disciplined for improperly
handling the red phones?

A Oh, no. We just didn’t want to talk to the
iréte.customers.
| Q All right. 1I’d like to ask you, I guess
maybe going back to cable areas, working in that
particular area, is there such a thing as routining or
routine maintenance that has to be done after a service
has been restored?

A Okay. A man can do routine work. Do you
know what routine work is?

Q Would you define it for me for the record?

A Al]l right. A man may have gone out and given
service, but he’s got to go £ill up the hole or clean
up the yard or whatever he has to do. I don’t know
what it entails. Depending on what he says is what we

put in the remarks. There’s a lot things he can do.
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Okay?

So whatever he is doing, we make up a routine
ticket and we will say who is doing what, where and
why.

Q All right. Now, how does that relate to the
individual trouble ticket for that individual customer?

A Oh, it doesn’t necessarily relate -- let’s
see, how can I say it? The routine ticket is the
question, right?

Q ‘Uh-huh.

¥\ Okay. They say there’s a cut cable.

Q All right.

A Okay. We don’t know if the customer is out
of service, it might be a dead cable,.all right? We
send a man out to check that cable to see if it is
alive or whatever. We make up a routine ticket and put
it in his log that he is checking whatever, wherever
and why. And that covers his time. Okay?

0 Okay.

A Does that clarify what you want?

Q All right. Is there any distinction, then --
if you know -~ how he records his work hours between
the repairing of the trouble and the routine?

A I don’t know anything about his time.

Q Okay. Have you ever heard the expressicon
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used that there would be a -- that this today would be
a "no-routine day"?

A Never heard that.

Q Okay. What is the longest period of time
||that you are aware of between -- on cable failure --

'\

between a clearing time given and the actual close time

given?
MS. BAKER: Object to the form.
THE WITNESS Will you say that again?
MS. RICHARDSON: .Sure.
Q (By Ms. Richardson) All right. On a cable

trouble when you’re closing it out, the ST calls you, I
" believe you said, is that correct?

A The cable man, not the ST.

Q The cable plan calls you; is that correct?

] A Yes.

Q All right. And the cable man, I believe you

said, gives you a disposition and cause code? 1Is that

correct?

A Correct.

Q All right.. And then the cable man also telis
you the time he restored service?

A That’s correct.
" Q And is the time he restored service the

clearing time?
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A Okay. He can give service at one time and
complete out at another time. 1Is that what you’re
asking?

Q. All right. When he gives service is that
considered the clearing time on the trouble report, the
CCA time?

A Yes, as far as I know.

Q All right. &And when he completes the work,
is that considered the close time on the report?

A Yes, as far as I know. So they can have two
different times or they can have the same.

Q All right. Now, to your knowledge, what is
the longest period of time between a clearing and a
close that you have ever experienced?

MS. BAKER: Object to the form. Go ahead and
answer.

A There have been -- it depends on the failure.
We’ve had some big failures and we’ve had some little
failures. I can’t really -- there’s been some that
have been days, some that have been short. I can‘t
give you a specific number of days if that’s what
you’re trying to ask me.

Q Okay. Have you ever been aware on a cable
failure of those that ha&e gone out-of-service-over-24

not being closed as out-of-service because it’s been
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longer than 24 hours?

A Say that again?

Q Do you know of any cable repairman who has
indicated to you that because it took them longer than
24 hours to clear the trouble that they want that
report closed as not out-of-service?

A .They have never indicated that to me. I only
asked them what time they cleared it and -- what time
they gave service and what time they cleared it. If
they have that in mind, I don’t know about it because
they have never discussed it with me.

MS. RICHARDSON: Okay. Ms. Sanchez, I want
to thank you for your time and the clarity of your |
answers. I will let the Commission, perhaps, may have
some questions for you. Mr. Beatty may have some more.
Your attorney may want to put something on the record.
Then I think we’ll probably be through. Thank you.

EXAMINATION
BY MR. GREER:

Q Ms. Sanchez, I have_got a couple. Do the
cable men have CATS?

a Most of them do but not all of them.

Q Okay. And those, the ones that don‘t, would
be the ones you would be handling closing the trouﬁles

and those kind of things?
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A Yes. And also a lot times the CATS goes down
or the system goes down, okay?

Q Okay. I believe you said earlier that on a
cable trouble -- if I get it wrong, let me know. On a
cable trouble it comes to you alread& statused?

A On the cable trouble, yes. To my Knowledge,
yes.

Q Who statused that? The other side of the
house?

A It might be automatic. It might be automatic
or it might be manual. The person in the office might
have screened it and sent it to cable or the system has
sent it.

Q So, say; a trouble comes in and it goes to
the other side of the house, the ones they can see the
billboard. And they say, "It looks like it’s a cable
problem," and they’ll send it to you all’s section to
handle it; is that correct?

A Not necessarily. Usually that will --
usually. There’s exceptions to every rule.

Q Sure.

A The trouble will go out to an ST. The ST
will decide that is a cable problem. He will call in
to the MA and say, "Send this to the cable department."”

MR. GREER: Okay. That’s all I have.
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EXAMINATION
BY MS. WILSON:
Q Let me ask you one question. Did you say
that sometimes you backed up on the other side, that
is, you did receive clearing times from the service

technicians or =--

A Never.
Q Never?
A  Never.

MS. WILSON: Thank you for clarifying that.
MS. RICHARDSON: .I did remember one thing,
since I know you want the last word.
MR. BEATTY: Sure.
FURTHER EXAMINATION
BY MS. RICHARDSON:
Q At any point in time were you ever involved
in sales for the Company?
A Yes.
Q At which point?
A Periodically, South Miami and in the Gables.
Q .. All right. And was this part of the Company
sales campaign?
A, Yes.
Q And which particular campaign was that, do

you remember?
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A I don’t know. I really don’t Know.

Q And what was your role in sales, what would
you do?
A I took service orders and called the

customers. The only thing I would, you know, ask them
if -- a lot of times if they didn’t speak English, I
would get somebody to translate it, but that was —- and
I wrote it down who I talked to on the sales thing.

Q Okay. What were you selling?

A The maintenance plan and Touch-Tone. I
didn‘t like to get into -- I think Call Waiting maybe.
But I didn’t get into anything else because I really
didn‘’t know -- I wanted to be able to explain to the
customer what it was, because it took time to do.

Q  Were you given any training in sales?

b=

Professional training?

Q Uh-huh.

A No.

Q And did you accumulate points that would have
gone toward, aggregated toward, an award or a prize for
sales?

A Yes. That wasn’t why I did it, though.-

Q But you did receive points. Did you ever
receive any awards or prizes for your sales?

A Yes.
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Q And what prizes did you receive?

A I can’t —— 1 don’t remember, I‘1ll tell you
that, okay?

Q Okay .

A It was a long fime ago.

Q Were any of tpese monetary honus awards?

A You mean like money?

Uh-huh.

» 0

No, I didn’t ever get money.

Q Okay. But prizes and awards?

A Yeah.

Q All right. And how did you keep track of
your time when you were doing sales?

A My supervisor would be the one that would
give me the time. I didn’t take time -- I guess in
slow periods is I would do it. When I was in the
Gables, I had made a stipulation that I wanted no
points because I said I like talking to people, okay?
And I don’t mind doing my job as long as there’s no
pressure. They never put pressure on me. And I saiq,
"But I do not want any points; you can give it to
somebody else or whatever, but I do not want any gifts
or anything, but I will be glad to sell."™ But that was

the stipulation set down.

Q All right. And as an MA, do you have -- are
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you familiar with a time recording mechanism? Do you
have to report the amount of hours that you spend on
repair work or the amount of hours that you are
spending on service and helping people with obtaining
new service? No?

MS. BAKER: You have got to answer for the
record.

A Oh, no.

Q Okay. So your supervisqr, did your
supervisor ever ask you to keep track of the amount of
time that you were doing sales as opposed to the amount
of time that you were helping a customer install new
service or work on the clear work?

A No. Usually when it was was when it was a
slow time, that’s when they Wbuld ask several of us did
we want to do it? We didn’t have to do it. We could
do it, you know, that’s how it was done. As far as how
it was put on paper, I have no idea.

Q Okay. And did somebody just give you some
names and numbers to call, or did you go to the phone

book, or how did you know to do that?

A No, I would take service orders.

Q Okay. You mean on paper?

A Yeah.

Q Paper service ordefs, somebody had already
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talked to the customer initially --

A Yeah, right.

Q -- and said they want this kind of service --

A Right, right, right.

Q ~— and then that paper order would come to
you?

A Right, right, right.

Q Okay. And then what would you do?

A- I would look and see if the‘business office
had asked them things. And, like I said, I only had
the maintenance plan, Touch~Tone and Call Waiting. I’m
not sure about the Call Waiting, but those were the
only three things. If they already had it on the
order, you know, there was no reason for me to call
them because I didn’t sell anything else.

Q Okay. And did you ever make a sale without
contacting the customer personally?

A No, I did not. ©Now, if they did not speak
English, which we have a lot of people that don’t, I
would have somebody translate because I don’t speak
Spanish.

Q Okay. Were you ever involved in a boiler
room operation?

MS. BAKER: Object to the form.

A What is a boiler room?
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Q That’s why your attorney is objecting, okay?
Have you ever heard of a group of employees being put
in a room with a bank of phones and being told to call

customers and sell services?

A No.

Q You were never involved in that kind of
operation?

A I was never involved and I‘ve never heard of
that.

MS. RICHARDSON: That ends my questions.
EXAMINATION
BY MR. BEATTY:

Q At this time, I just have possibly one line
of questioning. You indicated that with regard to your
sales activities that you have received no professional
training. Is that correct?

A That’s correct. Nobody told me how to sell.
I have done selling in other outside fields. I have no
experience personally. But nobody told me what to say
or how to act, so I just did it.

Q What instfuctions, if any, did you receive
with regard to what you were going to do, generally, in
terms of sales? Did you receive any instructions at
all?

A You mean like how to do it?
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Q Correct.

A No, the thing they said was to write down the
person that you talked to and the date. So I knoﬁ that
evefy sales thing I did I wrote down the name I talked
to and the date. 2and that’/s about as much as I
remember.

Q Was there someone who came to you and asked
you to start selling for the Company?

A Tt was like on a volunteer basis, they asked
who would like to help.

Q And as best you can recall, tell us what they
told vyonu.

A It was like a fill-in thing to be done like
when we were told that we could do it. Like, say,
screening was low or like a Sunday or a slow day that
it could be done. And they would tell us when we could
do it and when we couldn’t.

Q You’ve indicated that there was a document
that you received priér to making the customer contact,
is that correct?

A Yes, there was a form,

Q Did anyone explain to you that you would
receive that form and what that form was to be used
for?

A I really don’t remember other than that we
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had-to write down the person we talked to and the date.

Q What I’m getting to is that I’m assuming that
there was someone who told you about the procedure that
you were going to have to follow to make the sales.

A Oh, yeah, to talk to the customer. That was
the big thing.

Q And the manager, was it a manager who

instructed you as to how to do that?

A Yeah.

Q Or that you needed to talk to the customer?
A Yeah.

Q Do you recall who that manager was?

A No, X don’t.

Q And other than the instruction that you must
talk to the customer before concluding the sale, was
there any other instruction that you received?

A Not that I remember.

Q Were you ever instructed that the document
that you were to review before you contacted the
customer, that that document was to be used in making
the sale?

A It was sort of like a receipt to me; In my
opinion, it was a receipt. You know, I was signing, I
mean, my initials showed up thére, but I was signing

like it was a sales receipt, to me. That’s what I
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interpreted it as. That was my idea. There were, you

know, several pieces of paper, form paper, and so I

figured those copies went different places, I don’‘t

know.

All I did was put them on the supervisor’s desk

| and he took care of it

MR. BEATTY: Nothing further.
MS. BAKER: I have no further questions.

(Whereupon, deposition concluded at 10:05

- s em e am -
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AFFIDAVIT OF DEPONENT
This is to certify that I, DINAH D. SANCHEZ, have
read the foregoing transcription of my testimony, Pages
6 through 50, given on April 21, 1993, in Docket No.
910163-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.

DINAH D. SANCHEZ

Sworn to and subscribed bhefore me this

day of . 19

NOTARY PUBLIC

State of

My Commission Expires:
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)
: CERTIFICATE OF OATH
COUNTY OF LEON )

I, the undersigned authority, certify that
DINAH D. SANCHEZ personally appeared before me and was

duly sworn.

WITNESS my hand and official seal this /¥%

day of May, 1993.

WY Coop
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225, #0198389 &S :;Otgry Public - State of Florida
e S y Commission No.
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STATE OF FLORIDA)
: CERTIFICATE OF REPORTER

COUNTY OF LEON )

I, SYDNEY C. SILVA, Official commission
Reporter and Registered Professional Reporter,

DO HEREBY CERTIFY that I was authorized to
and did stenographically report the foregoing
deposition of DINAH D. SANCHEZ;

I FURTHER CERTIFY that this transcript,
consisting of 60 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 1n the action.

DATED this _/#7%~ day of April, 1993.

M/izﬂ

SYDNEY c.JSILVA, CSR, RPR
Official Commission Reporter
Telephone No. (904) 488-5981

STATE OF FLORIDA)

COUNTY OF LEON )
The forzgozng certificate was acknowledged

before me this day of May, 1993, by SYDNEY C.
SILVA, who is personally known to me.
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APPEARANCES:

ROBERT G. BEATTY, c/o Marshall M. Criser,
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Madison Street, Tallahassee, Florida 32399-1400,
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the Citizens of the State of Florida.

JEAN R. WILSON, FPSC Division of Legal
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32399-0863, Telephone (904) 487-2740, on behalf of the
Commission Staff.

KEITH C. LEVARITY, 10735 N.W. 7th Avenue,
Miami, Florida 33168, Telephone No. (305) 754-7799, on
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STIPULATION

H
v IT IS STIPULATED that this deposition was

" taken pursuant tc notice in accordance with the
applicable Florida Rules of Civil Procedure; that
objections, except as to the form of the guestion, are
“ resefved until hearing in this cause; and that reading

! L3 A-I L 4
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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GERALDINE H. LITTLES
appeared as a witness and, after being first duly sworn
by the court reporter, testified as follows:
EXAMINATION
BY MS. RICHARDSON:

Q And, Ms. Littles, I would like for you to
state y&ﬁr name for the record and to spell it to make
sufe that we get it correct.

A My name is Geraldine Littles,
G-E-R-A-L-D-I-N-E, last name, L-I-T-T-L-E-S.

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

A I am an electronic technician.

Q Electronic technician. And can you tell me
where you’re located?

A I’‘m located at 666 Northwest 79th Avenue.

Q And is that an IMC or a center?

A It’s a network operation center.

Q Okay. And let me back up just a moment, if I
can. I need your address for the record.

A Here? I mean where I work?

Q Your home address.

A Right now I’m at

Florida.
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¥ 0 ¥ 0

And the zip code?

And your phone number.

And what does an electronic technician do?

My job is to mostly watch central office

alarms and test lines because I work the midnight to

8:00 shift, so they do different things on the day

shift than on the night;

Q

Okay. How long have you had this position

with the Company.

A

I o B L °

» 0

©0

A

Q

Aboutlthree years, several.

So"91, 1907

g9,

19897

No, not 789.

Oh, do you want to change that?
Going on four years now, I would say.
So 1989 is right?

Uh-huh.

Okay. And what position did you hold with

the Company prior to 1989 then?

A

Q

A

I was a maintenance administrator.
And where was that?

115 --
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Q

A

Q

. No, I mean which IMC, not the address.

In Coral Gables.

Coral Gables. How long did you hold that

position? You can do it proximates if you don’t know

the exact year, just about.

long?

A
Q
A
Q

A

At that location about 3 years.
And where were you before that?
I was in at the South Miami test center.

And that would have been what? About how

That would have been about three, two to

three years.

Q

A

Q
A

‘e

So we’re talking about mid 780s?
Uh"hllh -
Somewhere in the mid 780s?

I also went to the -- I think it’s called

Rorth Dade.

Q

A

Q

question.

one?

Q

Loy

Central Dade maybe?

Central Dade.

Okay.

MR. BEATTY: I object to the form of your
There is a difference between the two.

(By Ms. Richardson) Okay. Do -you know which

I was only there a couple of months.
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MR. BEATTY: What’s the location?
WITNESS LITTLES: Little River.
MR. BEATTY: Central?

WITNESS LITTLES: Central.

Q (By Ms. Richardson) O©Okay. And do you know
which months that you were in Central Dade, which year
those couple of months occurred.

a It was around Thanksgiving and Christmas.
I‘m bad with years.

Q Was that before South Miami?

A That was -- no, it was South Miami then
Central then Gables.

Q Okay. Somewhere mid to late ’80s then?

A Uh-huh.

Q Okay. And was your position in Central Dade,
was that a maintenance administrator position?

A Yes.

Q  And were you an MA in south Miami also?

A We were dispatchers first and then they
changed it to MA, yeah.

Q Okay. And were you an MA in the Gables IMC?

A Uh-huh.

Q And I know this is going to ask a lot, but
can you recall wvho your manager in Central Dade was?

A I see his face. I can’t remember. I was
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only there a couple of months. I don’t even remember

his name.
Q
A
Q
A

Carroll.

B 0 B 0. >

» O P 0O P ©

Do you remember your manager in South Miami?
Yeah, we had several managers.
All right. Can you tell me who they were?

Wie had P. J. Johnson. We had Charlie

And can you make a stab at spelling Carroll?
I think it’s C-A-R-R-O-L-L.

All right.

Jim Nance.

Jim Nance?

Nance, N-A-N-C-E.

Okay.

Tim Scofield.

And that’s S-C-0-F-I-E-L-D?
I-E~L~D. Jose Arugama.

And that’s J-0-S-E, A-R-U-G-A-M=-A?

Yes. We had a Marcie, but I don’t remember

her last nane.

» 0 ¥ 0

©

Soto?

Uh-huh.

M-A-R-C-I-E, Marcie, Soto, S-0-T-0?
Yes.

Okay.

FLORIDA PUBLIC SERVICE COMMISSION
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We had a Bill Morrison.
You’re doing great. What a memory.
We had a Roy Whitsett.

And can you spell Roy’s last name?

PO ¥ O ¥

I think it’s W-H-I-T-E ~- no,
W-H-I-T-S-E-T-T, I think.

Okay.

And Jeff Leibrich.

And will you please help me with Leibrich?

> 0 ¥ 0

I think it’s L-E—I-B-R-I—C-H, I think.

©

All right.

A That is all I can remember.

Q'.. And your memory is so good, I’m going to ask
you to do this for the Gables. Who were your managers
in the Gables?

A In the Gables, Prudence Taylor, Dottie
Ketchum. There was a Bill Morris, I think it was Bill
Morris. I see the people, but I’‘m going blank. I can
see the people, but I can’t --

Q You can’t recall anybody else?

A I don’t know.

0 That is fine. I’d like to ask for just a
minute}-.In your present position you said something
about CO alarms. Is that central office alarms?

A  Uh-huh.
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Q And what is a central office alarm?

A It’s like the equipment in the central
office, you know. We can tell from this center here
whether the equipment is getting -- going bad, getting
defective or whether there are fuses blown or what is
getting ‘too hot inside a central office, you know, like
that. It’s monitoring the alarms that are hooked up
the equipment inside the central office.

0 All right. And does that have anything to do
with customers losing service?

A Yes.

Q If an alarm goes off, does that mean that at
least one customer has lost service?

A Depending on what alarm.

Q Okay. 2nd when you say you work with CO
alarmé,'hhat do you do with them? I don’t know exactly

what you do?

A — Okay. We have a screen.
Q A computer screen?
A Uh_huh -

Q All right.

A And it like 1lists the equipment in the
central office on certain pages that we can look at.
And when something happens t§ that equipment in the

central office, then a light will appear with an alarm,

FILORIDA PUBLIC SERVICE COMMISSION
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alerting you that something is wrong.

Q All right. I’m with you, I think.

A It could be service-affected and it might not
depending on which equipment is highlighted.

Q All right. On this screen, doces the screen
identify specific customer lines that are attached to
whatever that problem is?

A No.

Q . All right. Do you deal at all in your
present position with individual customer troubles?

A _ No, I don’t.

Q You don’t. Are you responsible for assisting
with the repair of whatever is wrong in the central
office once you receive the alarm?

A Uh-huh.

Q What is your responsibility with repairing

A Okay. We would test the equipment. Aand if
we can restore the equipment, we restore the equipment.

Q You, personally, or do you send it out to a
repairman to do it?

A No, 1 personally restore it. And if I can’t

restore it, then I send a ticket to the central office

-personnel that can, you know, get hands on the

equipment and they will repair the trouble.
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Q dkay. In your position you said you also
test lines. What do you mean by testing lines?

A‘.. Like if the dispatch -- no, say, for
instance, like we get a call from centralized, this
CRSAP, ééntralized repair, and the customer’s line is
not working for some reason, they woﬁld have us test it
to see if there is a short on it or there’s an open on
it. And then we just -- or if it’s testing okay, and
there might be some other problem. So we let them know
that, you know, what our results are, what our testing
results are.

Q Al right. So you run the mechanized line
test, fhe MLT?

A We put up the number up on the test position.
I don’t know if that’s -- I don’t think that’s -- I
den‘t know if that is the same as MLT or not. We don’t
refer to it as MLT. |

Q Okay.

A We put the number up on what we call a line
of station work -- line of station work center. And we
put the number in the computer, and then it tests the
nunber automatically, but we don’t call it MLT testing.

Q All right. 1Is part of your function to get

the V-E-R, VER code for that particular line test or is

that just --
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A No, we don’t get VER codes. It just tells us
-- we do type in a code key command for a certain type
of test, and it just tells us, you know, with me, it
just -- I just tell whether it’s open. I put in an
open test or a short test, you know, because I haven’t,
you knbél been doing this long, so‘I don’t -- my
testing abilitiés are, you know, limited. Most my
timing has been in school.

Q Okay. Let’s go to your position as a
maintenance administrator. Throughout the period of
time that you’ve been an MA, what kind of duties have
you performed as a maintenance administrator?

A I screen troubles.

Q All right.

A Dispatch troubles to the repairmen, you know,
I work ;L I guess the cablemen can be considered the
same thing as working with the repairmen, but --

Q -. So you’ve dispatched cable troubles also?

A - Uh-huh.

Q Okay.
A And screening, you know, that’s where we get —-
Q Okay. Are you responsible for clearing and

closing troubles?

A Yes.

Q Okay. Other than your attorney and company

FLORIDA PUBLIC SERVICE COMMISSION
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counsel,  have you discussed this deposition today with
anybody?

A Well, my boyfriend. I told him I had to go
to a deposition.

Q Okay. Did you discuss the substance of the
questions that you might be asked here or answers that
you night give with him?

A No. He wouldn’t know anyway what I was
talking ':clbout.'

Q All right. Have you been given any assurance
that you would not be disciplined for any answers that
you might give here today?

A Yes. Again, I can’t remember his name. The
Southern Bell attorney.

MR. BEATTY: All you need to do is just
answer the guestion yes or no.

A Yes. Okay. Yes.

Q (By Ms. Richardson) Okay. Has anyone
discussed with you the possibility of criminal
penalties if you commit perjury here'today?

A  No.

Q I would like-to ask you at this time,

Ms. Littles, what you know about the falsification of
customer trouble fecords?

MR. LEVARITY: Okay. At this time, she’s

FLORIPA PUBLIC SERVICE COMMISSION
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going to invoke her Fifth Amendment right.

.. MS. RICHARDSON: And I neglected to do this
earlier, Mr. Levarity. Do you want to put in an
appearance on the record?

MR. LEVARITY: Yes. I’m Keith Levarity on
behalf of Geraldine Littles.

At this time, she’s going to invoke her Fifth
Amendment right as to any questions at this point.

MS. RICHARDSON: And if it’s permissible for
you, may I just have her testify to that?

MR. LEVARITY: Yes. She will say the same.

Q  (By Ms. Richardson) Okay. Ms. Littles, are
you refusing to answer my question based upon your
attorney’s advice to claim the Fifth Amendment?

A Yes, I an.

Q Okay. Ms. Littles, in terms of your claim of
the Fifth Amendment, does that apply to any questions
that I might ask you from this point on dealing with
improper handling of customer trouble repair records?

MR. LEVARITY: Yes.

-\ Yes, it does.

MS. RICHARDSON: Okay. Then I think what
we’ll do is probably just stop at this point because

any questions I have from this point on would deal with

that with one exception.
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Q (By Ms. Richardson) Let me ask you this.
Have you ever been involved in sales for the Company?
And if you need to take time to ask your attorney a
question, we will go off the record and you may have
the time, |

MR. LEVARITY: Well, at this time, she’s
going to -- even to that question, she’s going to
invoke her right at this time, so she won’t answer that
question either.

Q (By Ms. Richardson) Okay. 2Again, for the
record, Ms. Littles, are you taking your attorney’s
advice to plead the Fifth Amendment to any questions I
may ask you about your participation in sales for the
Company?

A .. Yes, I an.

Q Okay. This has nothing to do with either
sales or improper ‘acts with trouble reporting. Well,
let’s just put it -- it’s a technical question. Okay.
If you want to plead the Fifth, that’s fine.

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

MS. RICHARDSON: I haven’t asked it yet, but
my preparation for it?

MR. BEATTY: I object to the form of the

question-as it is becoming constituted, and I’m
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assuminéithat the prelude is part of your question.
MS. RICHARDSON: Okay. That’s fine.

Q (By Ms. Richardson) Where you have worked in
South Miami, Central Dade and Gables as an MA, did you
ever notice an electronic kind of billboard or message
board where messages would pass across a screen? I'm
trying to get the name of that. If you have ever seen
one, what it’s call? |

'A. I know what you‘re talking ébout, but I’m
trying to think. I can’t recall right now.

Q ) Okay. Well, then all the other questions I
have for you deal with things where you’ve taken the
Fifth.

The Public Service Commission would maybe
have one or two questions for you or whatever. And I
don’t know if Mr. Beatty does or not, and I don’t know
if your attorney may want to put something else on the
record, but thank you very much for your time.
EXAMINATION
BY MS. WILSON:

Q Ms. Littles, my name is Jean Wilson. I
represent the Staff of the Florida Public Service
Commission.

If I were to ask you questions, the question

is would you have any information relating to the
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mishandling of trouble reports, would your answer be
the same?

MR. LEVARITY: Yes. I You can answer yes.
You can answer on the record that you’ll be taking the
Fifth Amendment.

A Yes.

Q (By Ms. Wilson) Did you give a statement to
the Company’s security investigator in connection with
information relating to the mishandling of trouble
reports?

MR. LEVARITY: I am going to instruct her not
to'ansvé; that, either.

MS. WILSON: The fact of whether or not she
gave a éfatement?

MR. LEVARITY: Yes.

Q (By Ms. Wilson) Have you given a statement
to the Attorney General?

MR. LEVARITY: I'm going to, on the record,
instruct her not to answer that.

Q (By Ms. Wilson) So, you do have information
responsive to my gquestions, but you are not answering
based 6n ==

MR. LEVARITY: She’s not saying she has
informafion. I’'m just instructing her as her attorney

not to answer the question at this point. 8o I want to
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make it clear that she’s never stated that she has
information. She’s just been instructed by me not to
answer the question.

MR. BEATTY: I have no questions.

* MS. RICHARDSON: Okay. Did you have anything

else you wanted to --

MR. LEVARITY: No.

MS. RICHARDSON: Thank you and have a good
day.

(Thereupon, the deposition was concluded at

10:35 a.m.)
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AFFIDAVIT OF DEPONENT
This is to certify that I, GERALDINE H. LITTLES,
have read the foregoing transcription'of my testimony,
Pages 6 through 21, given on April 21, 1993 in Docket
No. 910163-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.

GERALDINE H. LITTLES

Sworn to and subscribed before me this

day of . 19

NOTARY PUBLIC

State of

My Commission Expires:
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)
: CERTIFICATE OF OATH
)

I, the undersigned authority, certify that
GERALDINE H. LITTLES personally appeared before me and

was duly sworn.

as

WITNESS my hand and official seal this /SJJ\

day of May, 1993.

Dids 4.0t/

PAMELA A. CANELL

Notary Public - State of Florida
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2 || counTY OF LEON )

3 . :
- I, PAMELA A. CANELL official Commission

4 Reporter,

|| _ .« DO HEREBY CERTIFY that I was authorized to
and did stenographically report the foregoing
deposition of GERALDINE H. LITTLES;
6 I FURTHER CERTIFY that this transcript,
consisting of 21 pages, constitutes a true record of
7 the testimony given by the witness.

I FURTHER CERTIFY that I am not a relative,
8 employee, attorney or counsel of any of the parties,
nor am I a relative or employee of any of the parties’

9 attorney or counsel connected with the action, nor am I
financially interested in the action. '
10 DATED this /[ day of May, 1993.
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a2 PAMELA A. CANELL
Official Commission Repcrter
13 Telephone No. (904) 488-5981
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" In the Matter of

Investigation into the
integrity of SOUTHERN BELL
TELEPHONE AND TELEGRAPH
COMPANY’S repair service
activities and reports.
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Commission
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APPEARANCES:

HARRIS R. ANTHONY, c/o Marshall M. Criser,
TII, 150 South Monroe Street, Suite 400, Tallahassee,
Florida 32301, Telephone No. (904) 222-1201, on behalf
of Soutﬁ;rn 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.

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

JEANNE BAKER, Baker & Moscowitz, 3130
Southeast Financial Center, 200 South Biscayne
Boulevard, Miami, Florida 33131-6700, Telephone No.
(305) 379-2215, on behalf of the deponent, Frances T.

Shanaver.
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ALSO PRESENT:

STAN GREER, FPSC Division of Communications.
CARL VINSON, FPSC Division of Research &

Regulatory Review.

TERRILL BOOKER, FPSC Division of

Communications.
WALTER BAER, Office of Public Counsel.

WAYNE TUBAUGH, Southern Bell.
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STIPULATION

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 cff-the-record

conversations are with the consent of the deponent.
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FRANCES T. SHANAVER
appeared as a witness and, after being first duly sworn
by the cburt reporter, testified as follows:
EXAMINATION

BY MS. RICHARDSON:

Q And would you please state your name and
spell it so the court reporter has it correct?

A Okay. It’s Frances with an "e," T, Tom, and
the last name is Shanaver, S-H-A-N-A-V-, like Victor,
-E-R.

Q Thank you. And your address?

A

Q The zip code?

A

Q And a phone number?
A

Q All right. And what is your present
position?
A Maintenance administrator.

Q And which IMC are you located?

A South Dade.

Q And how long have you been there?

A Nine years.

Q Nine years. Okay. And have you been a

maintenance administrator that entire time?
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A Uh-huh.
Q And who was your present first level manager?
a Dottie Ketchum.

Q “ And how long has she been your first level

manager?
A ' Maybe two years, maybe three.
Q 1990, ‘91, somewhere in there?
A Yeah.
Q Qkay. And who is your first level manager

before Ms. Ketchum?

A I don’t know.

Q Okay. Do you recall any bther first level
managers that you’ve worked under?

A I shouldn’t say, "I don’t know." I don’t
recall who it was.

Q  okay. Do you recall any other first level
managers that you’ve worked with in your nine years
here?

I know Jerry Armstrong.
I’'m sorry, Jerry?
Armstrong.

G-E-R --

J-E-R-R-Y.

All rignht.

A B S - o -

Brenda Mitchell. Brenda would have been
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before Dottie. Maria Munoz. I can’t remember who was
in front of those -- in back of them. I don’t know.

Q All right. So that would have been from,
what, mid ’80s, late ’80s, forward or --

A Froﬁ r84.

Q From 1984 forward?

A - Yeah

Q In approximately the order: Munoz, Mitchell,
Armstrong, Ketchum? |

A It would have been Armstroﬁg, Munoz,
Mitchell, Ketchum.

Q All right. Now, I would like for you to do
the same thing for the second level managers that
you’ve work under.

A Hampton Booker.

Q He was your first one?

A 7 I think he was my first one, yes.

Q Okay.

A ° And then it was Shirley Perring; she was my
second one. And then it was -- I can’t think of his
name. He was always wiggling his tie. I can’t
remember the third one’s name. I will have to think
about it for a minute. Then we went back to Shirley
Perring, and then we got Cherie Calvert.

0 And presently it is?
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A April Ivy.

Q Okay. The gentleman you couldn’t remember,
was that Mr. Rorrer?

A Yes, Larry Rorrer. I guess Larry came before
Evana -~ no, came before Cherie. Then it was Cherie,
then 2April.

Q And who it was operations manager right now?

A Mr. Rubin.

o Okay. And about how long has he been your

operations manager?

A Three years. It will be three years around
December.
Q Okay. Do you know who it was before

Mr. Rubin?
A Uh-huh.
Q George Lewis?
And can you go back one step further then Mr.
Lewis?
A Yes, but I can think of his name, either. I

can see ‘him., He was Hispanic.

Q Mr. Perera?

A .. Yes. Issy.

Q Issy Perera?

A Yeah. And I think before him was McKinney.
Q McKinney, M-C-K-I-N-N-E-Y?

FLORIDA PUBLIC SERVICE COMMISSION
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A Yeah.
Q Do you happen to know a first name?
A Gerald.
Q Gerald. Okay. And who is your general
manager right know?
A | Linda Isenhour.
Q Ckay.
MR. BEATTY: Excuse me. Could we go off the
record for just one second?
(Discussion off the record.)
MS. RICHARDSON: All right. I guess we are
back on the record now.
MR. BEATTY: Yes, I apologize for the
interruption.
Q . (By Ms. Richardson) Ms. Shanaver, would you
please give me a brief description of the kinds of

tests or duties that you performed as a maintenance

administrator?
A - You want a brief description of what I do?
Q Yes.
A Okay. A customer calls centralized repair,

they generate a trouble report, it comes to our office.
I will take that trouble report and I will test his
line, call him back, and ask him if he has a problem.

And fron there it’s determined what you do with the
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trouble.

Q All right. And is it you personally that
determines what you do with the trouble? 1Is that your
decision to make?

A Between me and the customer.

Q Between you and the customer. And what
decisioﬂ.is that?

A You would either close the trouble out or you
would diépatch the trouble out.

'Q Okay. And do you also make a decision as to
whether or not to status it out-of-service or leave it
affecting service?

A Yes.

Q All right. And what do you base that
decision on?

A It could be with my conversation with the
customer, or it could be the test result that I get
when I test the trouble and not being able to reach the
customer;

Q Okay. In the nine years that you have worked
for the Company, has that decision-making always been
yours?

MS. BAKER: Object to the form.

A Well --

MS. BAKER: If you understand the guestion,
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go ahead and answer it. If you don’t, ask for
ﬁ clarification.
“ A No, rephrase what you want.
Q (By Ms. Richardson) Through the nine years

" -- well, let me preface this. You just stated that the
decision, whether or not it was out-of-service or
| affecting-service, was yours to make based upon the
“ test and your customer contact?

A As I work today.

@ =~ As you work today. Now, what I like to do
now is move back further. Has it always been the case?

MS. BAKER: Object to the form.
A Once again, you’re going to have to tell me

exactly what you’re looking for.

Q Okay. Statusing. In statusing

out-of-service troubles, has your decision to status

out-of-service troubles always been based upon the test

and the customer contact throughout your nine years as
an MA?
MS. BAKER: Object to the form.
WITNESS SHANAVER: I can answer her.
MS. BAKER: Go ahead.
A No.
Q (By Ms. Richardson) What has it been based

on in the past?
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A The test that the computer would give, and we

had a list of VER codes that we would use.

Q - V-E-R codes?
" A, Correct.

Q . And can you give me a period of time when
that was the case?

A No.

Q Okay. When did that stop being the case?

A Within the last few years.

Q 917?

A I can’t -- I am the worst person with names,
dates, times. I can’t tell you that.

Q " Okay. And during the time that you were
statusing out-of-service by the test only, were you
given a list of specific VER codes that were
automatically to be statused out-of-service?

A Yes.

Q Did that 1list ever change?

A In the present time, yes, it’s changed.

(o] Okay. Are there more VER codes now that are
considered out-of-service than in the past?

A Yes.

Q 7 Can you give me an idea in the past
approximately how many VER codes were considered

out-of-service?
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A Maybe ten.

Q Maybe ten. And how many are there today?
A Prcbably 12. They’ve added a couple.

Q A few?

A Yeah.

Q .. Okay. At any time prior to, say, 1992, did
you ever receive instructions not to status

out-of-sgrvice on reports today?

A Well, you said "“prior to" and then you said
"today."
Q I sorry. "Today" in the sense of past time.

At any point when you were working on a particular day,
and I want to go back before 1992.

A Okay.

Q Okay. Within those, what, five-, six-,
seven-year period; did you ever receive instructions in
any particular day in that period of time, "Don’t
status any more out-of-services"?

A No. If I did, I don‘t recall that, no.

Q Okay. Prior to 1992 still, I want to work
with that periocd of time.

A Okay.

Q All right.

MS., BAKER: cCould I ask for a clarification?

MS. RICHARDSON: All right.
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MS. BAKER: Is there a reason you’ve chosen
prior tﬁ.'92 rather than prior to ’91?

Q (By Ms. Richardson) All right. I’ll ask you
a question that may clear that up as to why I’'m doing
this, so we’ll get it on the record, I guess.

Aré you aware of a number of changes to
handling trouble reports that were instituted by the
Company in January of 19927

A In what way do you mean “"changes"?

Q Let me see if I can give you a specific.
Well, we just talked about one. You said that there
vere chéﬁges made in the number of VER codes that would
be out-of-service --

A Right.

Q ~- and that would be one. Are you familiar
with the C-0O-N, carry over no or CON code?

A Yes.

Q All right. Did you ever use that code before
19927

A No. I don’t remember using that code, and I
don’t rggall using it a lot now.

Q Okay. Are you aware that in 1992 the Company
stopped using that code altogether?

A I haven’t, like I said, I haven’t used it

now.
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Q Okay.

A In fact, I haven’t seen that code in a long
time. I don’t know.

Q Okay. Another example -- well, I don’t want
to say that. let’s just say that that’s enough to
preface. I want to take you back before 1992 and how
you operated and did things.

At any time, did you receive instructions on
statusing out~of-service trouble reports that you felt
were improper?

MS. BAKER: Object to the form.

Q (By Ms. Richardson) You éan still answer,
though."She's just putting an objection on the record.

A Well, I know that I can answer.

Q . Oh, okay. If you can answer.

A Right, right. You all have to tell me
exactly what you want. What instance are you looking
for?

Q Okay. In the centers that you worked in as a
maintenance administrator, were there any kind of
general message boards that managers would put up
instructions for handling reports?

A I have only been in one center. There is no
message board. If a management person wanted to do

something or tell you something, most things were
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verbal. It has only been in the last few years between
interoffice discussion that we have requested memos.

Q Okay. Let me say it in a different way.
Instead of message board, maybe an electronic light
board where a lighted message would scroll across the
screen? =

A Yes, they do have a $5,000 electronic light
in our office that is used to tell you when somebody’s
birthday is here or if we have 700 troubies in
screening. It is very rare that it is used for
anything informative as far as job function other than
how many they may have in screening.

Q All right. Then have you ever received
either a verbal instruction,'a written memo or an
electronic board display message instructing you to
handle a trouble report in a manner that you felt was

not consistent with procedures that you had been

taught?
MR. BEATTY: Object to the form, it’s

compound.
MS. BAKER: I also object to the form.
A Right. Because you’re asking me three

different things.
Q (By Ms. Richardson) All right. I'm trying

include instructions as being either verbal or the
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message, the electronic --

A Now, you’re asking me a trouble. I cannot
specifically tell you a trouble.

Q Okay. Any troubles?‘

A You would have to tell me what kind of
troqble. Your going to have to tell me what you’re
locking for.

Q All right. Let’s take out-of-service
troubles. What is an out-of-sérvice, first of all?

A A customer that is out of service.

Q .. Okay. And how is that defined?

A You call up, you don’t have a dial tone. You
put'on your trouble report you have no dial tone. I do
the testing, I contact you and you tell me you have no
dial tone. I would status you out-of-service, whether
the computer tested you as a test-0K or the computer

tested you as an open.

Q And that is today’s environment?
A * Correct.
Q All right. Now, in yesterday’s environment,

yoﬁ said that it was statused by test only.

MS. BAKER: Well, I object to the form. You
don’t mean yesterday, literally.

MS. RICHARDSON: Well, I do not mean it

literally. I mean when we were talking prior to 1992.
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WITNESS SHANAVER? Prior to 1992.

Q  (By Ms. Richardson) Okay. I believe you
stated that the out-of-service status was by test only;
is that_gorrect?

A It was done by the VER codes, correct.

Q The VER codes.

A The list of ten or eight, whatever it was.

Q All right. Were there any times then when
you received instructions not to status an
out-of-service that would have been an out-of-service
by the test?

A .. To not status them out-of-service?

Q That would have been statused out~of-service
by the test?

A Well, that’s kind of complicated to answer.
Suppose you had a test that was -- the computer is
lsaying you’re open. I called you, you answer the
phone, you told me it’s okay. I wouldn’t stroke you
out-of-service. You’re telling me it’s okay, but yet
the computer says you’re out. No.

Q Okay.

A .. Not that I know of, no.

Q Have you heard the terms "backing up the
timen? A

A Yes.
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In what context?
What context are you looking for?

Whatever, however you’ve heard them.

» 0 P 0

Okay. We used to in -- before 1992. 1I have
heard the term of "backing up the commitment" to meet
the 24-ﬁ;ur cqmmitment or the customer commitment.

Q All right. Meet the commitmenf. And when
you’re 5écking up the time, which time on the trouble
report are you backing up, which time line?

MS. BAKER: Object to the forﬁ.

A Well, to me there is only one line that I'm

dealing with. It would be a close-out line.

Q A close-out line? All right. And is that at

the bottom of the report?

A Yes.
Q At the end, I guess, is what I’m saying.
A Yes, it’s at the end. 1It’s after the man has

gone to.£he field.

Q So after he’s gone to the field -- he is the
one that’s calling you back?

A Or I’'ve called the customer -~— yeah, he would
be the one calling me back at that time, because now
they don’t call in as often.

Q Ckay.

A  Because everything is computerized.
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Q  We’re still dealing before 1992.

A Right.

Q And how would yoﬁ then back up that time?
How would that be done?

A I would ask him, "When did you clear the
trouble?" I would make him aware of his commitments.

Q All right. And when you say "make him aware

of his commitment," which commitment is that?

A His customer commitment and his 24-hour
comnitment.
Q@  All right. So there are two commitments, a

24-hour commitment and a commitment that the Company
gives the customer that, "We’ll have your trouble
repaired by such and such a time"?

A Correct.

Q All right. Did you back up the time on both
of those types of commitments?

A You can only back up on one.

MS. BAKER: That’s right, I want to object to

the form of the question. Go ahead and answer.

A ) You can only back it up on one.

Q (By Ms. Richardson) And which one is that?

A Whether iﬁ would be whatever, if he would
tell me he cleared it before the Company 24~<hour

commitment, or if he tells me he cleared it by his
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customer commitment. Since I have given him both, it’s
up to him to decide, unless you have something that’s
ten days old. It’s up to the -- you‘would ask the
technician. It’s up to him to tell you.

Q Okay. And did you ever enter a time other
than one given you by a technician?

A No.

Q What’s thé greatest amount of time that you
recall backing up a trouble based upon what the service
tech told you?

MR. BEATTY: I object to form of the
gquestion. You’'re assuming facts not in evidence.
MS. RICHARDSON: All right. Let me clarify.

Q ~ ({By Ms. Richardson) All right. When the ST
calls you for you to clear and close the trouble out,
and your computer screen shows the trouble report; is
that correct?

A It shows the back side of the trouble. You’d
have the time it came in, the time it was dispatched
and its clearing time, the commitment time.

Q All right. And would it be.showing you on
the comﬁhter the present date and time of this
conversation, the time this conversation is happening
with the sT?

A It wouldn’t -- well, yeah, it shows that time
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on there.

Q All right. Do you have the option of closing

" that report out using just the present date and time?

A Yes.

Q .. All right. Then when the ST tells you, "I
cleared this service 30 minute ago," would you enter 30
minute prior to the present date and time showing on
the screen?

A‘ Absolutely, yes.

Q Okay. Now, what is the greatest amount of
time that you recall?

A I couldn’t even begin to telllthe greatest
amount of time., That would be impossible.

Q All right. 1In your experience, what is an
average -amount of time between the actual time the ST

calls you to clear and close it and the time he reports

" to you that he cleared the service?

A A normal time?

Q Yes.

A Probabkly an hour and a halflto two and a half
hours would probably be a normal clearing time.

Q All right. And can you tell me why it would
take an hour and a half to two and a half hours for a
service tech between the time he cleared the trouble

and called you to close it out?
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A -- Oh, no. No, that is not the way I understand
your question.
M Q All right. Wwell, then, let me try this again
then. We’ve got the actual computer time, and he’s

l called you --

A | Right.

Q -- and we have an actual real time. B2aAnd let
me just make it 5:00. Maybe a hypothetical will be
easier; Okay?

A . Okay.

I Q The ST has finished the job, he’s calling you
to clear it and close it.

A Right.

Q We’re clear on that. The time that he’s

actually talking to you is 5:00 p.m. in the day.

a Correct.

Q All right. He tells you that, "I cleared
this seryice at 3:00 p.m. today."

A Okay.

h Q@  All right. Now, I’m trying to work off your

hour and a half to two hours difference. Is that --

" MS. BAKER: Let me make a statement. I
believe her answer of one hour and a half to two hours
was not responsive to your question because she had

misunderstood that question.
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A Probably. My understanding is that you‘re
asking'ﬁ; how long would it take a technician,
normally, to work a trouble. My understanding was not
your asking me, "Why did it take this technician an
hour and a half to two hours after he cleared the
trouble to call me?"

Q (By Ms. Richardson) Okay. That’s the one
I'm asking. All right. Let’s go back and let me put
another question on the record then and we’ll start
over again. All right. Because I want to deal with
just this period of backing up natural clock time to
the time it was cleared.

In your experience, what is an average amount
of time'£hat a service technician would give you to
back up?

MS. BAKER: I object to the form.

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

Q Well, let’s try this question again.

A I can’t answer that anyway.

Q . Okay. When you’re entering a clearing time --
A okay.

Q -- what’s an average amount of time that an

ST would give you in terms of the difference between

when he restored the service and the time -~ the
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preéent time on that computer?

A I can’t answer that either. You would have
to have a trouble report in front of you and say why.
I can’t answer that.

Q B Okay.

A Not to the best of my knowledge.

Q = Let me ask you this. Why would a service
technician ever have a different ciearing time from the
peint that he’s Calling you?

MR. BEATTY: Object to the form of the
guestion. You’re causing her to speculate as to the
intent of the ST. And I suggest to you that she’s not
gualified to do that. |

A I can‘t.

Q ) (By Ms. Richardson) Has any service
technician ever explained to you why he was giving you
a clearihg time that was different from the actual time
that he was speaking to you about closing it out?

A Okay. It doesn’t -- just because he’s put
this customer back in service at 1:00 today and he
calls me at 1:45, perhaps he had to close up. He goes
back to the customer’s premise, he finishes up whatever
he has to do. So, yes, there may be 45 minute that he
didn’t call me from that time that he closed that job.

That doesn’t mean that that man in the field is
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finished with his trouble, but that is telling me that
the customer had service and.he was able to pick up his
phone at 1:00 today even though the technician did not
call me until 1:45. Is that what you’re looking for?

Q Yes. All right. Now, is that something that
is usual in your experience, that, generally, there is
some difference in time --

MR. BEATTY: Objection to the form.

Q ~— allowed for those activities between
restoring the service and the time that they call to
close out?

MR. BEATTY: I object to the form of the
question. Your ferms, I suggest --

THE REPORTER: I can’t hear.

MR. BEATTY: Her terms are ambiguous. You
can respond if you can.

A I couldn’t answer it, anyway.

Q ' (By Ms. Richardson) 1In your experience, how
many technicians call to c¢lear and close a report at
the exact actual time?

MS. BAKER: Object to the form.

A I can’t answer that anyway because I don’t
work with that part of it. You would have to look at a
computer report and tell. I can’t answer you that. I

really couldn’t. He’s not going to call you the minute
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he’s finished anyway. They probably do have other
things to do.

Q@  (By Ms. Richardson) 1Is it usual?

MR. BEATTY: Object to the form of the
question. It’s ambiguous.

MS. BAKER: Say something for the court
reporter?-

A I don’t know.

MS. BAKER: Okay.

Q (By Ms. Richardson) We also discussed
backing .up the times in terms of the
out—of-service-ovér-24. Are you aware of a requirement
that out-of-service reports be repaired within 24 hours
at least 95% of the time?

A Yes.

MS. BAKER: I’m going to ask for a time
frame.

Q (By Ms. Richardson) And how long have you
been aware of this requirement?

A Ever since I came to the maintenance center.

Q - Okay. So your entire nine years, at least,
in South Dade?

A .. Right.

Q All right. Then in terms of your earlier

response on backing up the time, were you ever
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instfucted to back up the time to meet the
lout-oﬁ-service-over-z4-hour commitment?
A We were told to, yes, but are you talking

about outside, inside, which way?

Q- Well, what I would like you to do is -- you
said you were told to?

A .- Yés.
I Q By whonm?

A I can’t tell you.

Q Was it a manager?

I would have thought it would have been a
manager, but it was also the grapevine because one
person gets told one thing and we pass it on to the
next.

Q Okay. Do you know then whether or not this

was geng;al knowledge among the maintenance
administrators?

A Yes..

Q All right. Did instructions to back up the
time to meet the out-of-service-cver-24-hour commitment
ever come from an ST in the field to you on closeocut of
a trouble?

A Yes.

Q .. Was this a regular practice?

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

A They didn’t always make it, if that’s -- no.

Q (By Ms. Richardson) Okay. If they missed
the out-of-service-over-24-hour commitment, if the STs
missed an out-of-service-over-24-hour commitment, would
they tell you to back up that time to meet the 24-hour
commitment?

' MS. BAKER: Object. If you can answer the

question -

A ) Not always, no.

Q (By Ms. Richardson) But on occasion?'

A Sometimeg, yes.

Q Are you presently, and this is today, aware

of whether or not.a customer would receive a rebate if
their phone service was out of order or out of service
over 24 hours?

A Yes, now; then, no.

Q . Okay. Do you know of any individual
customers who were denied a rebate?

A .. No. On an individual basis, no.

Q Okay. With your present knowledge of the
rebate structure, can you say whether or not any
customers in the past may have been denied rebates
based upon the out-of-service trouble processing and

backing up of times?
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MS. BAKER: Object to the fornm.

MR. BEATTY: I object to the form. You have
not laid a proper foundation for the similarity of the
pending environments post and pre. Yqu're asking her
to purely speculate.

A It would be speculation. I couldn’t answer
you.

Q (By Ms. Richardson) Okay. Are you aware of
disposition and cause codes?

¥\ Yes.

Q@  And can you just generally describe for me
what a disposition code is?

A ~ Okay. I have to even stop and think. Okay.
Your cause code is caused by telephone company
employees or a customer action or an outside vendor.

Okay. The disposition cause is what caused that

problem, like the customer action would be 0700, cables

would be in the 0400, central offices would be 0500
codes. So that is how they would go along with that.
Q Okay. Are you aware of, and this is before
£92 agaih, are you aware of any disposition and cause
codes that would exempt an out-of-service trouble from
being counted against the Company as a miss in that
out-of-service-over-24-hour index?

MS. BAKER: Object to the form.
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A Now you’re going to have to be real specific
there. What are you looking for?

Q (By Ms. Richardson) All right. Let’s look
at an inside wire code, maybe a 1200 or a CPE code.
Are you familiar with those?

A .. Yes.

Q Do you know presently, 1992, ‘93 environment,
are CPE codes counted against the Company on that
24-hour index?

A I don’t know whether they are or not.

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

A I don’t know anyway. I would have to ask.

Q —~ (By Ms. Richardson) All right. Let’s take a
different one. What about customer action? I bélieve
you mentioned a customer action code?

A Uh-huh.

Q If a customer yanks his phone off the wall
and the Company doesn’t fix that phone for more than 24
hours, do you know if that out~of-service report would
count against the Company on that out-of-service index?

A It would all depend on the report. I can’t
answer that either. You’d have to be more -- we would
probably’ contact the customer before the 24 hours, so

we would not miss that. Once again, it would depend on
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whether the customer had a maintenance program or he
didn’t have a maintenance program whether we closed it
| out or we put it in the pool.

q Q Okay. If it was closed to a customer action

cause code, a 210 code, and it was determined that it

was the customer’s fault that his phone service was out
il

of service?

I A I can’t answer whether it would count against

us or not.

Q okay. Have you ever received instructions
that emphasized the use of inside wire codes?

A In what respect?

Q It terms of using inside wire, closing
trouble to inside wire disposition codes rather than
other codes available to you?

! A I don’t recall receiving any.

Q - I’m going to ask you a guestion first. Do
you have any knowledge of the improper use of
excludable cause codes?

MS. BAKER: Object to the form, but you
should certainly go ahead and answer if you can.

A Where we would have excluded troubles that
should not have been excluded?

{ Q (BY Ms. Richardson) VYes.

k A Well, once again, you would be working with
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today’s environment or yesterday’s?
Q 1’4 like yesterday’s.
-' MS. BAKER: We’ll clarify that yesterday
doesn’t mean yesterday. Yesterday means --
WITNESS SHANAVER: No, 1992.
MS. BAKER: But prior to 1992.

A Right. Under today’s working environment,
yes, what we exclude today is very sensitive compared
to what we excluded in 1992.

MS. BAKER: Can I ask you to clarify? You
just séid "in 19%2," and I think you -~

WITNESS SHANAVER: Before.

MS. BAKER: Okay.

Q (By Ms. Richardson) 8o what did you exclude
before 19927

A Well, I can tell you what we don’t exclude
teday.

Q Then let’s start with that. What don’t you
exclude today?

A  Well, I'm trying to think of how to put it to
you.

MR. BEATTY: Well, I am going to object on
the grounds of relevancy as it relates to teday. You
can respond.

MS. BAKER: What is the pending question?
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MS. RICHARDSON: Okay. Improper use of
exclude codes is where we went, knowledge of improper
use of exclude codes. 2And that is what she’s thinking
about and giving an answer on.

A You have a customer that calls and wants a
foreman to calllher back, so that is referred to
another department or to someone else. We used to
exclude it on =-- I really can’t even think of this.

MS. BAKER: Do you need a moment’s break?

WITNESS SHANAVER: No, I need a mind.
(Laﬁghter)

A It’s so muddled. It’s so hard to -- I can’t
answer you, honestly. I really can‘t.

Q - (BY Ms. Richardson) Well, I'm going to show
you this now and maybe it will jog your memory.

A . Perhaps.

MR. BEATTY: I’m going to cbject at this
point to any document being used to refresh
recollection when the record has not, in my mind, been
made yet as to the need to refresh.

Q (By Ms. Richardson) Okay. Ms. Shanaver, I'm
going to show you Citizens’ Third Set of
Interrogatories. 2An interrogatory is a written
questibn that we have asked of the Company and the

Company gives us a written question to or an answer to.
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And this is dated June 6th, 1991. And it is Item No.
6. And our wfitten guestion to the Company was
generally requesting the names of employees who had any
knowledge about the use of recording improper exclusion
codes on trouble reports.

And what I will do is we will go off the
record. ~And you will have an opportunity to look at
this document,’

discuss it with your attorney and then, when
you’re comfortable with going back on the record, then
we’ll come back and discuss it.

A oOkay.

MR. BEATTY: Again, for the record, I do
object to this procedure. It is improper and that the
witness has not indicated a lack of knowledge or
anything that might need to be refreshed with regard to
the issue that you’vé raised, so I do object.

(Discussion off the record.)

MS. BAKER: 1Is there a pending question or do
you need to ask her a question now?

MS. RICHARDSON: I believe there is a pending
question, but I will be glad to restate.

MS. BAKER: Why don’t you restate the
question just so we’re fresh.

MS. RICHARDSON: Okay.

FLORIDA PUBLIC SERVICE COMMISSION

37



http:general.ly

10

11

12

i3

14

15

16

17

18

19

20

21

22

23

24

25

Q (By Ms. Richardson) I would like to know
what you know about the improper use of exclude ceodes
on handling trouble reports prior to 1992.

MR. BEATTY: And I would object to the
guestion. I assume the question is, "Does your review
of that document that you have just reviewed off the
record refresh your recollection with regard to the
improper use of exclude codes?"

WITNESS SHANAVER: No, it does not refresh my
recollection.

MS. BAKER: You’re not supposed to be
answering his guestion. Just wait.

Q (By Ms. Richardson) That’s fine. It doesn’t
refresh your recollection?

A No.

Q Do you have any knowledge about the improper
use of exclude codes?

A In a general manner.

Q All right. BAnd please explain what your
general 'knowledge is?

A . I can't tell you what they were, only that we
probably did. And I’'m being -- trying to tell you that
I know that we may have done it, but I can’t tell you
exactly what they were. Under today’s environment they

probably would not be the same as prior to 792.
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Q Okay. Is it your understanding that the use
of the exclude codes -- let me start over.

Would these exclude codes that were
improperly used have manipulated the
out-of-sgrvice-over-z4-hour index?

MS. BAKER: Object to the form.

A I couldn’t be specific on that.

Q (By Ms. Richardson) Do you have any general

information as to why?

A No.
Q Okay. I would like to talk to you generally
about test-OKs. You mentioned the 0700 code earlier.

Is the 0700 code a test-0OK?

A Yes, it is.

Q And on a test-OK is that a dispatch out?
A No -- it all depends. |

Q All right.

A The 0700 is for our closeout in the

maintenance center. ¥N¥o, it would not be a dispatch

out, no.

Q Okay. Briefly describe or define for me a
test-0K?

A .. A customer may call in and he may say that

his phone is staticky, and I call him back and his

phone isn’t staticky.
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Q S0 essentially --

A That would be a test-OK. If the computer
tested it okay, we don’t find anything when I talk to
him.

o] Would it be -- let me rephrase it. Can a
test-OK be closed out out-of-service legitimately or
properiy under the procedures as you understood thenm
before 1992?‘

.- MS. BAKER: Object to the fornm.
WITNESS SHANAVER: Can I go ahead?
MS. BAKER: Yes, please, go ahead, if you
can.

A Number one, ycu wouldn’t have closed it out
out-of-service. It may have been dispatched out
out-of-service. Once again, I call the customer, you
tell me your phone is out of service, the computer is
telling me it’s a test-OK. You’re telling me it’s out.
I'm.going to status you out-of-service,

Q And dispatch it then?

A Correct.

Q all right. It’s not out~-of-service until you
‘re ready to close it out?

A It's out-of-service the whole while.

Q 3 Let’s go back. Let’s stop. Do you have any

knowledge of closing test-OKs to out-of-service reports
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in order to build the base to meet the 95%
out-of-service index?

Only by hearsay.

Okay. And what have you heard?

Only that in some offices they had done it.

Do you know which offices?

A

Q

A

Q

A No.
Q Do you know approximately what year?

A No.

Q Were there any individuals’ names attached to

that, that you can recall?

A No.
Q What’s a central office failure?
A Something goes wrong in the switch. People

have no dial tone. People can’t call in under their
owh exchange.

Q Okay. Are central office failures
out-of-service reports?

A They should be.

0 " Is that all the time? Would they always be
out-of-service?

MS. BAKER: Object to the form.
A Tell me whaf you want me to --
Q (By Ms. Richardson) Well, a central office

failure is something wrong with the switch. If there’s
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something wrong with a switch, would a customer have
dial tone?

MR. BEATTY: Object to the form the guestion.
Counsel is testifying.

Q - (By Ms. Richardson) You can still answer.
It’s okay.

MR. BEATTY: If you can.

A Well, once again, he may have dial tone to
call within his own exchange, but he may not be able to
call anybody else. |

Q {By Ms. Richardson) 0Okay. So a central

offices failure could be out-of-service; is that

correct?’
A Correct.
Q ~ A central office failure could also be not

out-of-service; is that correct?
A Well, now we’re getting picky. I don’t know,

because that’s contradictive.

Q Well, affecting-service, then?
A Service-affecting?

- Q Service-affecting.
A Yeah.

Q T a1 right. Let me just rephrase it one
different way to make sure we're communicating.

A  We’re not.
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Q I know we’re not, so I'm trying to get us
both on the same wavelength before I go any further
with this.

I’m trying to find out if, when you status a
central office failure, are there times when it might
be service-affecting and times when it might be
out-of-service?

MR. BEATTY: Object to the form of the
question. It’s compound.

A I can’t -- I don’t know.

MS. BAKER: Please answer loud enough so the
sfenographer caﬁ hear you,

A I don’t know. I’m sorry.

Q (Ms. Richardson) Okay. I think what I’m
going to do at this time is show you another document.
Okay. &nd this one is a document filed by Southern
Bell in the consolidated rate case and investigative
dockets .on April 1st, 1993. And it’s "Southern Bell’s
Response to Preliminary Order No. PSC-93-0263-PCO-TL,
entered on February 1%th, 1993."

And I will give you an opportunity to go off
the record and look at this with your attorney. A&and
first, verify that your name does appear on Page 14 as
No. 524 out of 650 names listed.

(Discussion off the record.)
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MS. BAKER: Back on the record.
MS. RICHARDSON: Okay. Back on the record.

Q (By Ms. Richardson) All right. Ms.
Shanaver, we have already discussed a couple of these
areas, backing up the time and exclude codes. I would
like to discuss No. 20 right now with you, which is
central office failures?

A Ckay.

Q  Okay. And I would like you to tell me if you
know of any incidents of improper handling of central
office f@ilures?

MS. BAKER: I’m going to object to the form,
but please go ahead and answer.

A My answer would be yes.

Q (By Ms. Richardson) And would you please
explain that to me?

a We had a second level in our office whose
husband was over the NOCS, which is central switching.

Q@ .. And that’s N-0-C-S, NOCS? "

A N~-O0-C-S. Okay. Well, we did have a central
office failure where some people were instructed -~
this is, once again, hearsay -- instructed to close the
reports out to a test-OK.

Q And do you know why that was done?

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

A The answer would be no. I don’t know why she
chose f;.close it that way, no.

Q (By Ms. Richardson) Do you have an opinion
that thﬁf was an improper action?

MR. BEATTY: Objection to the form of the
question. It actually assumes that she has the ability
to provide a legal conclusion.

A No, I can’t give you a 1egai conclusion, no.

Q | (By Ms. Richardson) Okay. Based upon your
training and experience as a maintenance administrator,
did you feel that was improper?

A My feeling would be --

MR. BEATTY: Object to the form of the
questioﬁ; Again, it implies a legal conclusion based
upon the notion of what is improper.

A | I can’t give you a legal answer.
Q (By Ms. Richardson) Okay. Don’t give me a

legal answer, just give me what you think.

A An opinion?

Q Yes.

A Well, the opinion would be it would have been
impropér.

Q All right. Aand why would it have been

improper?
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A They did‘not have service, and it was not a
test~OK. -

Q Okay. So these were, essentially, the
central office failures were out-of-service?

A A central office failure that I know of that
was doné'improperly.

Q Okay. How many customers were affected by
this failure?

A I don’t know. I don’t know how many were in
the exchange. I don’t know.

Q Would it have been more than one person?

A Absolutely.

Q All right. Would it have been more than 50

people?
A I would assume so, yes.
Q You would assume so. Based upon your

knowledge of the system, having worked as a maintenance
for niﬁé'years, approximately or generally how many
customers are affected in a central office failure?
And you can give me a range as broad or as small as

you’d like.

A I couldn’t give you a range.
Q Would it always be more than one person?
A Yes. It would always be more than one

person. It may be as many as 2,200 people. I don’t
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know.
Q Or as few as?
A A hundred.
Q A hundred?
A Yes,
Q Okay. The last thing I would like to --

well, not the last thing, but the last thing on the
list that I would like to ask you about is No. 18,
disciplihes and grievances. And can you tell me why
that might appear by your name?

MR. BEATTY: Objection to the form of the

question.
A You’re going to have to ask me --
Q (By Ms. Richardscon) More specifically?

A Absolutely.

Q (By Ms. Richardson) Okay. Do you know of
any grievances that were brought about the handling of
trouble reports?

A 7 In what sense?

Q By maintenance administfators filing a
grievance about directions they may have given on
handling trouble reports?

A Noc.

Q Have you, yourself, ever filed a grieyance?

A No. Not for the handling of trouble reports,
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no.
Q .. Do you know of anyone who has been
disciplined for handling trouble reports?
A Yes.
Q And who is that?
A
Q Okay. Can you explain to me what happened?
a
report that was closed, which meant that the customer
should have been contacted advising him that we were
going to miss his 24-hour commitment.

Q .. All right. And are you aware of a

requirement -- let’s see if I can get this straight --
that customers be contacted -~ well, let me rephrase
it.

Are you aware of a requirement that the
Company keep at least 95% of its appointments with
customers on a monthly basis?
A Yes,
Q Okay. Can you tell me what the 222 code has

to do with that requirement?

A  To me, the 222 code was that we would contact

that customer and advise him that we were not going to
meet his. 24-hour commitment, but that we were working

on his trouble.
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Q All right. 2and if the 222 code was in place,
would that affect at all the missed appointment
requirement?

A I would assume it would, yes.

Q a1 right. Would it help the Company in
meeting the missed appointment requirement?

MS. BAKER: Object to the form.

A I would say that it would hglp the Company in
one way. I don’t know which way, particularly. I |
would say that it would help the Company in some way or
we would not be required to do that.

Q (By Ms. Richardson) Do you know of anyone
who has used the 222 code without contacting the
customer?

A _ On an overall, I would have to say that it
was done, but I don’t know of a particular person that
did.

Q Okay. Do you know of anyone who used the 222
code without contacting the customer in order to help
the Company on the missed appointment requirement?

A Once again, i would have to say to you --

MR. BEATTY: Object to the form of the
question. It’s compound.

A Well, it was almost the same guestion as

before. .. I would have to tell you again, I'm sure -- I
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would assume that somebody probably did, but I can‘t
tell you vho.

Q (By Ms. Richardson) Okay. What was the
nature of the discipline that you were given on that
particular instance?

A A written reprimand.

Q Ckay. Is that the only discipline you have
received?

AI.' In a long time.

Q All right. O©Okay. Let me ask you briefly,
have yoﬁ.ever been involved in sales for the Company?

A No, I don’t iike selling.

Q . Okay. So has anyone ever asked you to help
sell for the Company?

A Yes, they did.

Q Who was that?

A I can’t tell you what foreman did. I was

asked if I would like to participate.

Q Where were you located at the time you were
asked?
A In the maintenance center.

Q South Dade?
A South Dade. 1I’ve only been in one

maintenance center. That’s where I am right now.

Q I’'m sorry. I keep forgetting that. You keep
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helping me. I’ve talked to so many people. But it was

a manager in South Dade at some point?

A Yes.

Q Was it before 199272
A Yes.

Q Was it in the ’80s?
A 185, 786 maybe.

Q Time frame. Okay. And was this request to
participate in any way tied to a sales promotion
campaign of the Company?

A The Company did have a booklet that if you

got so much for your sales points, you could redeen,

whatever.
Q  Prices and awards?
A Yes.

Q And you did not participate?

A Well, I did make a couple of sales, enough to
get, I think, a dish égﬁel or sometﬁing. But I never
sat down and sold to the public.

Q Al)l right. How did you sell on the sales

that you performed?

A ..-Well, maybe I called a customer and she
decided she wanted Touch-Tone service, so I would give
her Touch-Tone service and £ill out the form and turn

it in.
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Q Okay. And how did you find out which
customers to call?

A I never had a list of customers to call.
only through the screening process. Maybe you talked
to a customer and they said that they would like a
feature, then we were able to sell.
| Q - Okay. Did you keep track of the amount of
time that you spent on sales?

A No.

Q How did you notify your manager that you
would no longer participate in sales?

A I never volunteered for the sales, so I never
notified them that I wasn’t selling.

Q Well, then how did you get involved in sales

in the first place?

A Once again, if I called a customer and he
said to me, "I would like to add Touch-Tone service to
my telephone," I would sell him that feature. I did
not sit down to sell anybody anything, nor did I sit

down to participate on a large scale the selling

program.
Q But you were aware that there was a selling
program?
A Yes, I was.
Q"' And how did you became aware that there was a
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selling program?
A It was presented to us in the office.
Q In a staff meeting or --
A I don’t remember what way they presented it.

I knew that there was a sales program going on.

Q Okay. Did a manager ever discuss it with
you?

A . "Would we like to sell," is that your
question?

0  Yes.

A Yes, I was asked would I like to, and the
answer was, "No, I wouldn’t."

Q Was there ever any pressure put on you fo
sell?

A Only through hearsay that we would be
required to sell, but, no, no pressure was ever put on
ne.

Q .. Okay. fAnd did you ever receive any training
from the Company in sales?

A .. No.

Q Did you ever sell a product without talking
to a customerx?

A Absolutely not.

Q Are you aware of any boiler room operations?

MS. . BAKER: Object to the form.
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Q (By Ms. Richardson) For sales.
Ar Only through hearsay.
Q And what have you heard?

A .. That there are certain requirements in some
jobs for sales. Now, as for boiler room, no. I mean,
I don’t know whether some of them were disciplined for
not making their sales or not. I don’t know.

Q Okay. You mentioned, I believe, that
Mr. George Lewis was an operations‘manager in South
Dade at one point that you were working there?

A . Correct.

Q. All right. Have you ever seen a memo from
Mr. Lewis stating that there will be no out-of-services
in the Keys?

A Not to my recollection, no.

Q Have you ever heard in the maintenance
center, "There are no cut-of-services in the Keys?"

MS. BAKER: Object to the form.

A Yes, you would have to be more specific.

Q (By Ms. Richardson) Okay. In speaking about
meeting.phe out-of-service-over-24-hour index, have you
ever heard conversations or been told by anydne that
the Keys never nissed the index?

A You’re talking about a specific instruction

that we would not ever miss an appointment?
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Q Not missed appointments, now, I’m on

out-~ocf~service-over-24-hours.

A Correct, we would not miss the 24 commitment?
Q Yes.
A I do vaguely remember some conversations

about the Keys. I do know that the Keys are very
delicaté‘because there are not a lot of people living
there. I would have to say I do vaguely remember some
things about the Keys and commitments.

Q Okay.

A People and times, no.

Q All right. Can you generally remember about
the Keys, what about it that you do remember?
Elaborate a little bit more on your answer.

A i I know they didn’t like to miss commitments
in the Keys. That is a no-no. You‘re not supposed to
- sincé.it is a small base, we don‘t like to miss
commitments in the Keys, but -- what are you
specifically looking for?

Q Okay. Do you know within the context we’ve
been talking about what you’ve heard, conversation-type
information, did you get the general impression that
trouble reports were being improperly handled in order
to prevent missing the index in the Keys?

MS. BAKER: Object to the form, but go ahead

FLORIDA PUBLIC SERVICE COMMISSION

55




i

10
11
iz
13
1@
15
16
17
18
19
20
21
22
23
24

25

and answer if you can.

A Yes, they were improperly handled in a case.

Q (By Ms. Richardson) Were you given any
description as to how the improper handling occurred?

A Only through the grapevine. |

Q And what did you hear?

A I did hear --

MR. BEATTY: Objection, hearsay.

A Right, it is hearsay.

Q@ ~° (By Ms. Richardson) 1It’s all right. 1It’s
admissible in administrative proceedings. Go ahead.

A It is hearsay.

'MR. BEATTY: When there is a proper basis for
it, and it’s not incredibly speculative, when theré is
some basis for admission, then hearsay is admissible in
administrative proceedings.

Q (By Ms. Richardson) I shouldn’t have brought
that up:. This is discovery, so please answer the
question.

A I did it wrong?

Q No, you’re doing fine. It’s Mr. Beatty and
¥. You’re doing fine.

A You’re scaring me.

Q I‘m sorry, you’re doing fine.

A It was hearsay. I do know that I had heard
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that we .did close out some trouble reports that should

not have been closed out.

Q .. You mean backed up the time on the trouble
reports?

A No, we closed them out.

Q Just closed them out?

a Now, this has been a long time ago, maybe

1984, because I had just come to the maintenance
center.
Q And did you hear the name
in connection with that?
A I can’t tell you that.
Q - Did you hear whether or not someone in the
Keys was using a phone boock to create ocut-of-service
reports to meet the base?
A I can’t tell you that either.
| MS. RICHARDSON: ©Okay. I have no further
questions at this time, Ms. Shanaver, but the
Commission people may have, or whatever --
WITNESS SHANAVER: I hope not.
MS. RICHARDSON: But I want to thank you for
being here, and you’ll go to lunch soon.

WITNESS SHANAVER: My house is where I'm

going.

MS. RICHARDSON: Oh, good.
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EXAMINATION
BY MS. WILSON:

Q I will try to be very brief.

A | Okay.

Q Sometimes you said the service technicians
asked you to back up the time so that the trouble
report would reflect that they had, in fact, cleared
the trouble within 24 hours. Do you remember which
service technicians?

A No, I can’t tell you that.

Q As to code number?

A O0h, gosh, I could never remember their
employee codes. We deal with at least 300 men.

Q .. Was this a frequent occurrence?

A I can’t even tell that you that.

Q  What would the conversation be? What did --

A I would tell him, "You know your commitment
is," and he would say, "Well, put it one minute
before.™

Q Do you know other maintenance administrators
that did this also?

A I would say that it was an overall practice,
that I was not the only one. I would not sit there and
just do it myself.

Q Did your manager know that you were doing
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this?

A once again, it’s instructions.

Q How did you receive those instructions?

A I canft tell you vhether they were verbal or
written.

Q But you remember receiving instructions?

A Correct. |

QI You don’t recall exactly who gave them to
you?

A ‘. No.

Q What time period are we talking about?
A I have to be real honest with you, since the
hurricane, there is no time.

Q oh, that’s right.

A I can’t tell you.

Q Was this more than a year?

A I’'m sure it was over more than a year ago.

Q Do you have a general time frame?

A No.

Q And there was a time that -- was there a time

when this practice stopped to your knowledge?
A We don’t do it anymore.
Q You were told not to do it?
A We were told you don’t back anything up, you

know, and it is what it is.

FLORIDA PUBLIC SERVICE COMMISSION

59




10

11

12

13

14

15

16

17

is

19

20

21

22

23

24

25

“

Q This is a change in practice?
a Correct. .
MS. WILSON: Thank you. I have no further
questions. Thank you very much.
EXAMINATION
BY MR. BEATTY:

Q In response to the last question, the series
of questions that was asked of you, you said something
to the effect that it’s your belief that backing up
time is not just happening with you?

A ) Correct.

Q Okay. Is that an assumption on your part?

A ) That would be a knowledge.

Q With regard to the central office issue that
you spoke about, do you know when the central office
actually went out?

A Particular day and month?

Q No, the time of the day normally, or do you
know how long the out-of-service troubles were, in
fact, out-of-service?

A'.. Speculation, about ten hours, and I believe
it was in the evening, at night.

Q -‘ Are YOu confident that it was, in fact, less
than 24 hours?

A Fairly reasonable.
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MR. BEATTY: I have nothing further.

MS. BAKER: I actually have a question on

redirect.
EXAMINATION -
BY MS. BAKER:
Q - In response to the questions that Ms. Wilson

asked you, you said words to the effect that there is
no time since the hurricane. And I would like to ask
you to amplify and clarify on this record what that
means?

A For me, life is very muddled now, so you’ve
delved through the mind of a person that only can take
things as they come to your mind. There is no time. I
can’t gf%e you dates, time, places or names. I’m lucky
I remember my way to work and my way home. I haven’t
lived in my house since the 23rd of August, and it’s
one heck of a mess. So life is like one big muddle.

MS. WILSON: So the things that you did
testify to here today are -—-

WITNESS SHANAVER: -- are to the best of my
knowledge.

MS. WILSON: But you were talking about times
and time frames?

WITNESS SHANAVER: I can’‘t. I can’t even do

that. I can’t even tell you what I said when we went
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to meet with our attorneys because things are not that
clear any more.

Q" (By Ms. Baker) You wouldn’t have been
permitted torsay vhat you said when you went to meet
with your attorneys.

A Well, I don’t remember, so it doesn’t make
any difference. Life is very complicated now. It’s
not an easy thing.

MS. BAKER: Thank you.
MS. RICHARDSON: Thank you.
MR. BEATTY: Thank you very much.

(Thereupon, the deposition concluded at 12:15

— ama e e e
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AFFIDAVIT OF DEPONENT
This is to certify that I, FRANCES T. SHANAVER,
have read the foregoing transcription of my testimony,
Page 7 through 62, given on April 21, 1993 in Docket
No. 910163-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.

FRANCES T. SHANAVER

Sworn to and subscribed before me this

day of ___, 1s

NOTARY PUBLIC

State of

My Commission Expires:
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FLORIDA A

COUNTY OF LEON

was duly sworn.

64

)
: CERTIFICATE OF OATH
)

I, the undersigned authority, certify that

l FRANCES T. SHANAVER personally appeared before me and

WITNESS my hand and official seal this EZ;A

, 1993,

fonils A Loa b1

PAMELA A. CANELL
Notary Public - State of Florida

f“.‘.‘«-"",};" PAMELA A. CANELL

§vi fa)-1ez MY COMMISSION # CC 246413 EXPIRES

e December 16, 1396
LETEST SONDED THRY TROY FAIN INSURAKNCE, 1.
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STATE OF FLORIDA)
: CERTIFICATE OF REPORTER
COUNTY OF LEON )

I, PAMELA A. CANELL Official Commission
Reporter,

DO HEREBY CERTIFY that I was authorized to
and did stenographically report the foregoing
deposition of FRANCES T. SHANAVER;

I FURTHER CERTIFY that this transcript,
consisting of 62 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 _ /4% day of May, 1993.

iy 4. Lot/

PAMELA 2. CANELL
Official Commission Reporter
Telephone No. (904) 488-5981

STATE OF FLORIDA)

COUNTY OF LEON )

The foregoing certificate was acknowledged
before me this ZZﬁL day of May, 1993, by PAMELA A.

CANELL, who is personally known to me.
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STIPULATION

IT IS STIPULATED that this deposition was
taken pursuant to notice in accordance with the
applicable Florida Rules of Civil Procedure; that
ocbjections, except as to the form of the gquestion, 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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GREGORY KEITH BERMAN

appeared as a witness and, after being first duly sworn

by the court reporter, testified as follows:

EXAMINATION

BY MS. RICHARDSON:

Q

Mr. Berman, would you please state your name

for the record and spellrit to make sure that the court

reporter has it correct.

A

Q

©

b

Q
A

It’s Gregory Keith Berman, B-E-R-M-A-N.

Okay. And your address, please?

And the zip code?
Zip code is
And the phone number?

Right now there is no phone, it’s under

construction, still under construction down south.

Q

(o I S - T B o B

»

Okay. You work for the phone company?
Yes, I do.

Do you install phones?

Yes, I do.

And you don‘t have a phone?

I don’t have phone lines.

OCh. Okay.

I got the jacks. (Laughter)
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Q Okay, that clears that up. Have you talked
to anybody outside of Company counsel about your
deposition here today?

A No, I haven’t.

Q Okay. Has anyone given you any assurance
that you would not be disciplined for whatever you
might say here today?

A No, they haven’t.

Q Has anyone advised you that, since your
statement is under oath, you -- I want to phrase this
carefullf (Pause) —- that statements taken under oath
may be liable for criminal penalties if perjury is
committed and found by a court? Are you aware of that?

A Yes, I am.

Q Okay. What I’d like to do first is to ask
you what your present position with the Company is?

A I am a network technician.

Q A network technician. Okay. And what does a
network technician do?

A Repair and install special circuits or major
accounts. We work on major accounts and special
circuits, radio circuits, data circuits and things of
th;t nature.

Q You said data and radio?

A Yeah.
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Q Would this be the kind of telephone service
that a residential customer might have?

A No, they wouldn’t.

Q What about just a small business customer?

A Yes, small business customers would have some
of the circuits. Like a lottery line is a special
circuit and we have ~- small business would have that.

Q Would large companies or corporations have
this kind of service? |

A Yes, they would.

Q All right; And where are you presently located?
A The address?

Q Well, no, the center.

A Opa Locka work center.

Q You’re in the Opa Locka work centor?

a Yeah.

Q Do you have -- well, tell me who your manager

is right now.

A My manager is David Chasteen.

Q Is he a first level?

A He’s a second level.

Q He’s a second level. Do you have a first

level manager?

A Not really, no, we’re kind of a self-managed

crev.
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Do you have any supervisory responsibility?

o)

A Me? No.

Q How many people are in your work group?

A About 14.

Q About 14. Do you have any responsibility for
construction also in installing these major accounts?

A I don’t quite understand what you’re saying,
when you say "construction."

Q I guess in terms of installing the éctual
hardware, like lines or whatever. Is fiberoptic
invélved in some of what you do?

A Some of it, yeah, some of it is SLC or fiber,
the circuit would come through a fiberoptic cable or a
SLC.

Q Would you have any responsibility in

installing a SLC in order to establish service for a

customer?
A Yes, I would.
Q Okay. Is that considered construction at all?

A No, it’s just like installing -- the cabinet
and everything ié already there, we just bring the |
proper card to make the circuit operate. We just
install the card.

Q Okay. 1Is this like a computer data card?

A Yeah, right, like a data card.
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Q How long have you held this present position?

A Since June of 792.

Q Who is your operations manager?

A Ralph Delavega (phonetic).

Q And how long has he been your operations
manager? ‘

A Since June of 92.

Q Okay.

A Now, I’'m not sure if he is the operations

manager or the district manager. The operations manager
may be Linda Isenhour. Is he an operations manager?

Q Would she been a general manager maybe?

A I don’t know their title. I don’t deal with
them when they’re way up there. I don’t know their
title. All I know is Chasteen is my main manager,

David Chasteen is. Ralph Delavega is his boss. That’s
his boss.

Q And then Ms. Isenhouf would be above all of you.

A Yeah.

Q Okay. And what did you do for the Company

prior to June of 7927

A I was a service technician in residence.
Q ST. Residence repair?
A Repair and installation.

Q All right. And was that also in the Opa
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Locka center?

A No, that was out of the Allapattah work
center.
Q A-L-A --
A A-L-L-A-P-A-T-T-A~-H.
Q Wow, okay, I’m glad I had you spell that.
A Something like that.
Q Okay. And how long were you there?
A I was there approximately four years.
Q How long have you been with the Company
altogether?
A In June, I’11 have 17 years in June of this
year.
Q Has all of that been as a service technician?
A No, I was a cable splicer prior to that.
Q And where were you splicing cables?
A I spliced cables in what they called the 0l1d

Airport District.

Q Was that in Miami, the Dade area?

A Yeah, that’s in Miami. And prior to that I
worked -- I transferred here from Michigan.

Q Oh, okay. Have you ever worked in the Miami

Metro center?

A

Q

Yeah.

And when did you work in Miami Metro?
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A Miami Metro is what the district, that’s what
they called our work district, was the Metro District, and
the fours years I was in ST, I was in the metro district.

Q Okay. But that work center was Allapattah?

A Yeah, that’s the office I reported to. But
the main district was the Metro district.

Q Okay. And who was your first level manager
while you were in ST?

A I’ve had several, I had several during those
four years. My first manager as an ST was Bob Stewart.
After that, I had Kreitzburg, what is his first name?

Q Can you spell his last name?

A Kreitzburg, K-R-E-I-T-Z-B-U-R-G. I can’t
think of his first néme now, he’s retired. And I think
my last manager was Anita Bryant.

Q Oh, really?

A Yes. Not that one, but the same name, Anita
Bryant.
Q Same name, okay. And do you remember your

second level manager at that time?

a David Chasteen was my second level; and after
he left, who was the second level over there? It’s
hard for me to remember who the second level was, I
can’t remember the second level. I know Chasteen was

our boss and I can’t remember the other second level.
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Q And this is going to be even tougher. .Do you
know who the operations manager was at that time, or
the district manager?

A Yeah, I know him, Benedict, John Benedict.

Q Okay. All right. And you said four years
before June of 1992 you were an ST in that Miami Metro
area, so that would have been from about /88 to 7927

A Right. >

Q All right. Can you briefly describe for me
what your responsibilities were as a service technician
in the Miami Metro center or area?

A Well, we would install new lines for
customers who requested new phone service, we would
install the line, the jacks, or whatever was necessary
to give the customer service. We would alsc repair
existing lines.

o] Did you work with the C-A-T, the CAT?

A Yes, I did.

Q The entire time that you were in Miami Metro,
did you always have a CAT?

A Yes, I did.

Q Okay. All right, Mr. B;rman, what I’qd like
to ask you is have you ever heard the expression or the
terms "backing up the timem™?

A Yes, I have,
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Q In what context have you heard that term?

A Well, backing up to a clearing time. If you
pick up a trouble -- the customer is always given the
commitment time. And you would pick up a trouble and
it would show you the commitment time. If you gave
that customer service, but you were not ready to
complete the job but the customer had service, you
would back the time up to the time you gave the
customer service. |

Q Okay. And for what reason might yocu not be
ready to complete a job?

A Okay. Well, you can arrive at the job and
you can see a broken wire, so you would put the wire
back to give them ser§ice. But you alsc may see a
corroded terminal, so you would want to replace the
terminal; so you would spend time replacing the
terminal, but the customer already has service. So
after you finishing, you know, what we call "routining a
job," after you finish routining a job, it may be 30
minutes after you gave them service, so you would back the
time up to the time that they actually had service.

Q Okay.  What’s the longest time that you can
recall that you spent routining a job?

A Four hours -=- you could spend the whole day

routining some jobs.
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Q Okay. And when you signed off on your time
report, on your work ticket, how would you sign off all
that routining time that you spent all day doing it?

A How would you -- you mean what codes?

Q Uh-huh.

a If they had codes -- if you were changing out
the terminal, it would be a terminal code. You know,
if you were replacing a service wire, it would be that
code. You know, depending on what you were doing was
the code that you would charge.

Q All right. And would it reflect that you had
been at the same telephone number working on the same
telephone report the entire time?

A Yes, it would.

Q Would you at any point close out that report
and open up an employee report to do the routining?

A No, no. I persocnally don’t do employee
reports. I always call the supervisor and explain to
him exactly what needs to be done; and if he tells me
to do it, I’11 stay there and do it.

Q Has he ever told you to close out a Category
I or a customer direct report and open up an
employee~originated report to finish the job?

A Maybe once or twice he may have told me to do

something like that. But we write those up on a
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separate ticket.

Q Okay. Has he ever -- I’m sOrry.

A Anytime we do an employee report you have to
make a separate ticket up for that to show your time.
Because like I said, if you close out the first job,
then you’ve got to make another ticket up to show your
time for doing your routine work.

Q And has any of your managers ever directed
you -~ well, let me back‘up here. Are you aware of a
requirement that out-of-service reports be cleared
within 24 houré at least 95% of the time?

A Well, I don’t know what the numbers are, but
we -- I know we have 24 hours, every time a report
comes in we’re supposed to clear it in 24 hours.

Q Okay. Have you ever had a manager direct you
to close out an out-of-service report because you’re
close to going out, not clearing it within the 24
hours, and then to reopen it as an employee report in
order to establish service?

A No, I have never had one tell me that. I’ve
never heard of one saying ﬁhat.

Q Okay. On routiﬁing tasks, is that something
that is always done?

A No.

(6] I mean, is it just a normal part --
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A If you see something that needs to be done, you
know, it may not affect the service now but you know it’s
going to affect it later, so that’s something you would do
while you were there, routinely while you’re there.

Q  Is that sort of standard procedure then that
you would normally do that?

A Yeah.

Q Are there any days, say, when there’s a very
heavy load, you’ve got a lot of out-of-services to
work, when a manager might tell you, "We will not do
any routine today, just clear the service and move on
to the next"?

A No, they really don’t say that bhecause it’s
all part of the job. When you go out there, you’re
supposed to do certain things. So I have never heard them
say no routine in a day. Ydu know, it’s all part of the
job. If you get a job, you do what you have to do.

Q Have you ever missed clearing an
out-of-service report within 24 hours?

A Have I ever missed clearing?

Q Yes, uh-huh.

A Yeah, I imagine so. I can’t think of an
instance exactly but I’m sure I have.

Q Do you remember ever having a manager speak

to you about missing a report, allowing an out-of-
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service to go out over 24 hours?

A There was a time when we would have, they
would call you -- see, what they would do when they’re
close, they would call you and say, "what are you doing
on this job? 1It’s close to the 24 hours."

And you would say, "Okay, I have it finished,
or, I’m just routining, they have service," or
whatever. But there was a time when they kept an eye
on the 24-hour watch and they would let you know when
you’re coming close to the 24 hours.

Q All right. And by keeping a watch on it, did
you feel any pressure, then, to take care of the
problem --

A No, I didn’t.

Q -~ within the time?

A No, I didn’t.

Q  OKay. Were you ever reprimanded or
disciplined in any manner for missing a report within
24 hours?

A No, I wasn’t.

Q Do you know of anyone else who may have been?

A No, I don’t.

Q Okay. In terms of the words "“backing up the
time," you mentioned the context of backing up the time

of the clearing time to when service was restored.
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A Right.

Q Have you heard it used in any other context?

A No, I haven’t.

MR. BEATTY: Excuse me, I'm going to object
to your characterization of his testimony. The record
speaks for itself.

MS. RICHARDSON: Okay.

MR. BEATTY: You can go ahead.

Q (By Ms. Richardson) Have you ever heard
"backing up the time" used to indicate clearing or
showing a clearing time for a report to meet the
24-hour index?

A No, I --

MR. BEATTY: Objection, has been asked and
answered. But you can answer it.

A No, I haven’t.

Q - (By Ms. Richardson) Okay. Are you familiar

with disposition and cause codes?

A Yes, I am.
Q Do you use those as an ST?
A As a ST and in my present job also.

Q All right. Can you just kind of give me a
general description of what a disposition code is?
A A disposition code would be, ockay, what you

did to repair a job. Say, if we have to change a cable
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pair on a job, then the disposition code for changing
would be 0401. But if you just had to repair the 1line,
then there’s a different disposition code. So every

task has a different disposition code depending on what

you do.
Q So it kind of describes your work?
A Describes what you did.

Q All right. And maybe describes the type of
trouble that you had to deal with? |

A That would be the cause code.

Q The cause code describes the type or what
caused the problem?

A Right.

Q All right. And I assume there’s a whole
series of codes fore those?

A There’s a whole series of codes for those.

Q ° Do you know if there are any certain
disposition and cause codes that would affect the count
of the out-of-service-over-247?

A I don‘t understand the question.

Q All right, that’s fine. And I should have
said this earlier. If I ask you a gquestion you don‘t
feel comfortable answering because you’re not sure what
I‘m asking, just do what you just did.

A Okay.
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Q You say, Y"Ask it again," or, "I don’t
understand," or whatever before you respond.

A Okay.

Q That’s fine. The out-of-service-over-24
index, you’re aware of, I think you said?

A Uh~huh.

Q All right. Now, you’re also aware that
sometimes the Company misses the out-of~service-over-
24; is that correct?

MR. BEATTY: Objection to the form of the
question, it’s leading.

A I am not aware of that, that the Company
misses. I would just imagine that we can’t get every
single one.

Q Okay. Are you aware that certain disposition
codes can be used to help the Company meet that out-of-
service-over-24-hour index by removing a report from.--

A No, I’m not.

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

Q Okay. Do you know if certain cause codes
would not count as a miss for the Company on that
24-hour index?

A Not that I am aware. The only thing I know

that doesn’t count is if the person isn’t home and no
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access, that’s the only thing I knpw of.

Q  Well, let’s talk about no access for a
minute. If they’re not home, it’s a no-access?

A It’s a no-access;

Q All right. Do you notify the Company —- I
mean the customer that you were out there?

A You leave a card. You leave a card on the.
door or you call the reach number if they left the
number. You call the number.

Q Okay. And the no-access is what stops that

l24-hour clock?

A_ I believe a no-access does, if you go out
there and the customer is not at home, I believe that
stops the clock.

Q bo you know of anyone whco has used that no-
l access report just to stop the 24-hour clock on the
out-of-service?

A No, I do not know of anybedy who has done that.
Il Q Have you ever done that yourself?

A No, I haven’t.

Q Has anyone ever told you to do that?

I A No, they haven’t.

Q Okay. Do you know of anyone who has reported

& no-access code when they did not actually go to the

customer’s premises?
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A No, I don’t know of that.

Q Okay. I want to go back to cause codes for a
second now. Are you aware of the customer action code?

A Yes, I an.

Q And when might that apply?

A Customer action code would be when you have a
problem that was something that the customer did to,
you know, create the problem. Say if you -- like a
jack problem, the customer said their jack not working,
you get there, they’ve kicked the jack off the wall,
that’s cusfomer action.

Q Okay. Now, if they kick the jack off the
wall and they completely lost their dial tone, they’re
out of service --

A Well, that jack would be out of service. The
rest of the circuit would be working, but that
particular jack.

Q ‘Okay. What if that was their only jgck and
only phone?

a Okay, that would be an out-of-service.

Q Okay. And they‘re out of service. Then you
go out and you find that it’s the customer’s fault, and
you close it to that customer action cause code, but
it’s been longer than 24 hours. This trouble has been

hanging out there for 25 hours now and you’re closing it
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out at the 25th hour, do you know if that miss -- you’ve
gone over 24 hours —-- do you know if that miss would count
against the Company on that out-of-service index?

A I don’t think it would. I don’t think it
would on a customer action.

Q Okay. But you’‘re not sure?

A I’'m not sure, but I don’t think it would.

Q Have any of your managers ever stressed with
you the use of certain disposition and cause codes?

A The only time they stressed a certain
particular code is like during a storm, and they will
tell you to make sure you use the lightning code or
the, you know, corrosion code. But then we have bad
storms, you know, sometimes people close them out to a
reqular code when we have a lightning code and we have
a corrosion code. But that’s the only time I know them
stressihg a particular code. Like during the latest
hurricane, they were stressing that make sure we used
the proper code if it was hurricane-related.

Q Okay. When you are at a customer’s residence
and you’re working on a line, befofe you close it out, do
you have to test that line to make sure it’s working?

A Yes, you do. Well, the CATS give you an
automatic test, the C-A-T.

Q And you just plug that CAT into the
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customer’s phone and dial up?

A You don‘t even need to be on the customer’s
phone, just have the number that you want to test.

o) Okay. And the CAT terminal somehow connects
to the big --

A It accesses the line and tests it, yeah.

Q Okay. And then that tells you whether or not
you have dial tone?

A That tellé you whether or not there’s an
existing trouble on'that line.

Q Okay. And at the point that you are testing
that number, is it possible or are there -- let me back
up. Are there ever any ococcasions when you have been
directed to go to another telephone line and dial up
the trouble number to clear and close it?

A I don’t understand the questioen.

Q  All right. Instead of using the CAT at that
phone number, the existing trouble number, to close it, --

A You mean, instead of testing the existing
nunber —- the trouble number, test ancther number?

Q Go to another number to dial up and test the
criginal trouble number.

A Well, let me explain it like this. The CAT
does not have to be on that line to test that line, it

can be on any line as long as you put that number in,
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it would test that number.

Q Okay.

A Okay. We were always told to test from the
customer’s line, that is the instruction, to test from the
customer’s line. It is not always possible to do that.

Q All right. On what occasion might it not be
possible?

A Okay. You got a customer who has to go
somewhere, they’re in a hurry, wéll, fou know, "You’ve
got to hurry up and do that, I’ve got to go to work in
five minutes."™ So as soon as you’re finished you’re
out of there.

Q Uh-huh.

A You know, you’re 1etting him go and you would
go to the main terminal and connect to test the line.
You wouldn’t do it right from the customer’s premise.
Or if there is a dog in the yard, you know, you
couldn’t get into the protector to test the line, you
would test it from the main terminal on another line.
There are several occasions where you would test from
another line.

Q Okay. Is it possible -~ when you did this,
you started your new position in ’92, June. So you
were working from, I guess, January of 792 through the

first part of June, at least, in this service tech
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position in Miami Metro, is that correct?

A That’s correct.

Q All right. Was it possible after June of ’92
on your CAT terminal to clear a trouble report to an
earlier time than the actual time shown?

A No, it wasn’t. There’s a new program input
that you could not back up time, period, for no reason.

Q Okay. Do you know why that change was made?
1 A I would imagine from the problems in backing

l

up time, from the investigation and what not, I would

imagine. I‘m not sure why they did it, but that was
what I thought.
Q Okay. Have you heard of problems with
backing up time?
MR. BEATTY: Objection.
A Well, we’ve heard about the investigation for
I the last few years.
MR. BEATTY: Objection, hearsay.
Q You can still answer.

A We’ve heard about the investigation and that

they were looking into clearing time and things of that

\ nature. So when that came out, that was what I
thought, "Well, there won’t be no problem with backing
*Iup time now because you can’t."

[t Q Okay. In your experience then, did you
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personally have any difficulty after January of 792 in
meeting an out-of-service-over-24-hours on your problems?

A No, I didm’t.

Q Do you know of anycne else who had any
difficulty in meeting that requirement?

A No, I don’t.

Q Okay. Are you aware or do you know if a

customer is due a rebate or some kind of credit on

‘their bill if their telephone service is out of service

for more than 24 hours?

5 Yes, I am.

Q and when did you become aware of that?

A Ooh, I can’t recall exactly when, but it would
have been, I would guess, a couple of years ago.

Q 91 ~-

A Yeah, probably around ‘91.

Q  Okay. Do you know of any events in which a
cuétomer might have been denied a rebate because of a
mishandling of a trouble report?

A No, nothing that I know of, no.

Q Have you ever heard of such a thing?

MR. BEATTY: Objection, hearsay, if there’s
no response.

A Not that I can recollect, no.

Q Okay. Have you heard the terms "building the
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base"?

A I’ve heard that term.

Q Okay. And what does that mean to you?

A Well, "building the base," it was explained
to me because I didn’t know what that was. I was asked
that question and I didn’t know what it was so the
person explained it to me.

MR. BEATTY: I’m going to object on the
grounds of hearsay.

A Okay. Like you’re talking about your out-of-
service, I gquess if ybu have so many out-of-service --
this is how it was explained to me, I still don’t quite
understand it. If you have, at least a 95% you‘ve
suppose to get it -- if you’re got 100 troubles and you
have to do a 95% -- see, I can’t even explain it right.
I don’t even understand it that well. You would need
95 of those 100 completed in order to meet your 95.

But if you don‘t do your 95, you can add something to
the 1007

I don’t know, I really don’t understand it
but I’ve heard the term.

Q Okay. Have you heard whether or not anybody
has ever attempted to build the base to meet that 95%

MR. BEATTY: Objection, hearsay.

A I don’t see how it could be done. Maybe I
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don’t understand it enough to see how it could be done

l but I don’t see how it could be done.

Q Okay. Do you have any knowledge of -- well,
let me just back up.

When does it or when is it determined that a
trouble should be statused out-of-service?

A When we receive a trouble, it’s already
statused. When the technician gets it, it’s statused
already by the person who answers or picks up the
trouble report. And they will ask the customer, "Do
you have service or are you completely out?" Then
that’s an out-of-service. But if it’s just a
service-affecting, then that is not an ocut-of-service
trouble. But when we get it, it’s already statused.

Q Okay. 1Is it possible for you to status an
affecting service as out of service on closeout?

A Not to my knowledge. I/ve never changed the
status of a trouble.

Q Okay. Perhaps - I'm going to do a
hypothetical here, just for an example. Let’s say a
customer calls in that he’s got noise on the line, and
he’s using his phone but it’s real noisy. 1Is that an
affecting-service or an out-of-service?

A That’s a service affecting.

Q It’s a service~affecting problem. OKkay.
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That problem gets dispatched to you and it’s a service-~
affecting problem. You’re dispatched out to the house,
and when you get there the customer doesn’t have dial
tone. Now, how would you close that report out?

A I would just do a normal closing procedure.
There is nowhere in the CAT to my knowledge where you
status the trouble were a service-affecting or
out-of-service. Not that I can recall, there is no
mask that asks you that when we’re closing the
troubles.

Q All right. Would you have any instructions
to call into an MA in order to get it restatused?

A No, never, no.

Q Okay. Do you know -- no, I just asked you that.

Do you know how to exclude a trouble report?

A To exclude, to delete it or take it out of
the -- well, we have to call MAs to exclude.

Well, they came out with a code that you
could use to -- well, I don’t Know if it’s really to
exclude the trouble.

I know sometimes we can call an MA. Like
we’ll get a report, "Drop aerial service wire hanging
léw." And you get out there it’s a cable, it’s not
even Southern Bell. So that trouble yoﬁ’ll call in and

have that trouble excluded because it’s not even a
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telephone line they’re talking about.

And they came out with a code for that to
exclude, because we get that all the time. The
customers can’t tell the customer line from the cable
line, and then they’ll tell us, "Oh, there’s telephone
cables hanging all in my yard." But that trouble we
exclude. We exclude those kind of troubles.

They came out with a new code, and I can’t
remember what it was but you could puf it in and it
would exclude that trouble. And prior to that, you
would have to call an MA if you wanted to exclude a
trouble, you would have to call your supervisor and
then go to'an MA to exclude the trouble.

Q Okay. Do you know of anyone who has excluded
an out;of—service report?

A No, I don‘t.

Q  Okay. Have you ever done that yourself?

A No, I haven’'t.

Q Have you ever been given instructions to do

A Ne, I haven’t.

Q Okay. Have you ever felt any intimidation or
pressure to meet the out-of-service-over-24-hour
commitment?

A No, I haven‘t.
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Q Has anyone -- has a manager ever instructed you
to handle a trouble report in a manner that you believed
improper based upon your training and experience?

A Now, I don’t understand what you’re saying

when you say "improper."

Q Wrong against Company procedures as you know
them.

A No.

Q I want to talk about installing service for

just a few minutes. I believe you said that was
something you did, right?

A Yes, I did.

Q Is there a requirement for installing service
withih a certain period of time?

“ A Not to my knowledge.

Q Okay. Have you ever experienced installing
new service and then having the service go out of
service the next day?

A I‘’ve seen that, yeah.

Q Okay. Has it come to you as a repair problem?

F-\ Yes, it has.

Q All right. In your opinion, was the
installation improper? Was that the cause?

MR. BEATTY: I object to the characterization

"improper."
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Q Poorly done or the cause, the root cause, of

the trouble the next day?

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

A No. No.

Q Okay.

A I’'m going to explain, The majority of those
type of problems where you install it and you have a
service-affecting or a repair problem the next day is
what we call, it would be an S-routed service order.
No technician ever goes out there, they’re given
service from the office.

We have records that say this house has a
line, it’s connected to this, it’s connected to that.
So they just follow that and connect it. BAnd if
everything is right, the customer should havé service.

" But a lot of the times there’s somebody
that’s used the lines. When a house is vacated, we
have what we call cut~through lines that cuts through
completely to the house. So they should stay that way
until someone else moves in. But sometimes a person
may have a repair trouble and they need the line to
service another customer, being that it’s not being
used right now. So when they get a order for that

house, they say, "Okay, it’s already cut through,™
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they’ll give it service but not knowing the technician
or someone has used the line out of the box for the
house next door or down the street or somewhere.

So that customer gets there and they call the
phone company and they say, “"We’ve connected your
service, it should be working." And they get there,
it’s not working. So they will put in a repair. Aand
then a technician will go out there and find it okay,
"Well, the line is not cut through." That’s when I
have experienced an install one day and then repair the
next. The line is usually not cut completely through
to the customer.

Q Okay. When you were a cable splicer, did you
also work on -- was that a repair function?

A No, that’s a construction function. That’s
splicing of all the lines so you can have service at a
certain location. And working in manholes.

Q Glad to be out of that?

A Glad to be out of that.

Q Okay. Have you ever worked in sales for the
Company?

A No, I haven't.

Q Has anyone ever asked you to sell services as
part of your function as an ST?

A Yes, yes, we have been asked. We have been
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asked to sell features.

Q And did you?

A No, I’ve never sold a feature in my life -- yes,
I have, let me take that back, one or two, yes, I have.

Q And did you ever sell a maintenance plan?

A Yes, I‘ve sold one or two.

Q Okay. And was this back while you were in
the Miami Metro center?

A Yes, it was.

Q And who was it that asked you to assist with
sales?

A I'm sorry?

Q Who asked you to help with sales?

A Well, that was every ST -- that’/s part of
your job when you do an installation, that’s part of
your job to try to sell features of the maintenance plan.

Q@  Did you get any training on the sales part of
that?

A Yes, we did. We had a couple of classes on the
features and what it is we’re trying to sell, yeah.

Q And did you ever sell a feature to a customer
that they didn’t ask for?.

A No. No. I don’t -- and like I say, it’s
hard for me to recall, but I believe it was a

maintenance plan, not really features, that I sold.
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The maintenance plan.

Q And did you ever sell a maintenance plan to
customers that they didn’t ask for?

A No, I did not.

Q Okay. Do you know of anyone else who did?

A No, I don‘t.

Q Did you ever sell a maintenance plan without
contacting the customer at all?

A No, I did not.

Q Were you ever asked to call customers to make
sales?

A No, I wasn’t.

Q While you were doing the sales, did you

accumulate any points that may have gone towards prizes
and awards?

A I don’t know what I got for the few sales I
made, I don’t know whatever —- if I got points. I
didn‘t keep up with it, I didn’t care.

You know, if I was doing the installation and
I would talk to the customer and I would see he didn’t
have it, I might say, "Well, you might want to buy a
maintenance plan," you know, and tell him why he may
want to get it. But as far as the points and what I
got for it, I haven’t ever kept track of that.

Q Okay. (Pause) Do you know what a "test-OK" is?

FLORIDA PUBLIC SERVICE COMMISSION

37




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

25

A Yes, I do.

Q okay. Would you briefly what a test-OK is?

A A test-OK, when you pick up a trouble report
and you go into your CAT, your CAT will give you a
test. And if it’s test-0K, then you don’t need to
dispatch on it. You don’t have to go out. There’s a
code to close it out for it’s testing fine. So you
would close that out to a -- it tested ckay, when I
picked it up, it tested okay. So that would be the
code you close that out to, a tést-OK.

Q All right. And you’ve probably answered this
“ but I would like to ask it again. When you closed out a

test-0K, would you ever make any of them out-of-service?

A No, you can‘t have a test-OK an out-of-service.
Q What’s a found-OK?
A Okay, tests, you might have something like
tests open, you know, you have new sets now where our
Il equipment can’t read the set on the end of the iine,

the telephone sets themselves. You know, everybody is

llmaking them; so our equipment, some of them we don’t

pick it up, we can’t see the set on the end of the

" line. So you would read an open, the test would be
open, the line is open.

| But you would get there and they would have

one of these little Sunbeam or GE or one of these
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little phones and they would be fine, but our equipment
just doesn’t see the set on the end of it. But that
would be a found-OK; you went out there and you found
everything okay.

Q Okay. Do you know if anyone who has used a
found-OK code to -- let me thing about this. (Pause)
No, I’'m not going to ask you that.

Okay, 1 have one more question. Do you know
of any situations or events of individuals falsifying
customer trouble reports?

A No, I don’t know of any events like that, no.

MS. RICHARDSON: Okay, Mr. Berman, I think
I’ve finished the questions that I have for you. I may
have one or two more once the Staff are through if they
jog my memory. I want to say thank you for coming today
and being here. The Commission Staff may have some
qguestions. Mr. Beatty may have some before you go.

EXAMINATION
BY MS. WILSON:

Q Mr. Berman, has anyone ever asked you to
report a clearing time that was different than the time
you actually cleared the line?

A No, they haven‘’t.

Q You said that your supervisor would call you

while you were working on clearing a line and --
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A They have, yeah, they have control

supervisors, maintenance control supervisors, and I

! believe that’s a part of their job is keep an eye, you

know, I guess they have, what is it, ever 24 hours when
it’s getting close. You know, I guess, between 10:00

and 11:00 they know to have so many troubles that

| should be cleared, and if they see they’re not cleared

and you’re getting close, they’ll page you and let you
know. You know, "The tfouble you’re én its a 24-hour
at 12:00." That’s all they would say.

And you would say, "Well, it won’t be fixed
by 12:00," or, "I got it fixed,"™ or you just let them
know where yoﬁ are.

MS. WILSON: Thank you.

MR. BEATTY: I have nothing.

MS. RICHARDSON: Well, I did have one
follow-up, if I could.

WITNESS BERMAN: Of course.

MS. RICHARDSON: You knew I‘d think of
something.

FURTHER EXAMINATION
BY MS. RICHARDSON:
Q All right. When you were doing the sales,
were you given any direction in terms of recording your

time to maybe a special sales code as opposed to --

FLORIDA PUBLIC SERVICE COMMISSION
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A -Yes, there was a special sales code that we
would use if you made a sale; or even when you spent
time trying to make a sale, there was a special code.

Q Okay. And who instructed you on reporting
your time between sales and repair?

A The supervisor.

0 Was that the #upervisor that trained you in

sales or the supervisor that managed your repair

activities?
Q My immediate'supervisor.
A And do you remember his name?
Q Like I say, when I sold, I can’t remember

when I sold, what I sold, who my supervisor was. Because

I mean, in the four years I was there, I may have sold one
£

or two maintenance plans in the four years so I can’t
really remember who the boss was at the time.
- MS. RICHARDSON: Okay. That’s all. Thank
you, Mr. Berman, have a good afterncon.
(Thereupon, the deposition was concluded at

2:40 p.m.)

— m— m— —
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AFFIDAVIT OF DEPONENT
Thislis to certify that X, GREGORY KEITH
BERMAN, have read the foregoing transcription of my
testimony, Page 6 through 41, given on April 21, 1993,
in Docké£ No. 910163-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.

GREGORY KEITH BERMAN

Sworn to and subscribed before me this

day of

1993.

NOTARY PUBLIC

State of

My Commission Expiresﬁ
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FLORIDA )
COUNTY OF LEON )

CERTIFICATE OF OATH

I, the undersigned authority, certify that

GREGORY KEITH BERMAN personally appeared before me and

was duly sworn.

WITNESS my hand and official seal this

//VZZK,day of May, 1993.
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STATE OF FLORIDA)
: CERTIFICATE OF REPORTER
COUNTY OF LEON )

I, SYDNEY C. SILVA, Official Commission
Reporter and Registered Professional Reporter,

DO HEREBY CERTIFY that I was authorized to
and did stenographically report the foregoing
deposition of GREGORY KEITH BERMAN;

I FURTHER CERTIFY that this transcript,
consisting of 41 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 cennected with the action, nor am I

financially interested in the action.
DATED this /ﬁté . day of May, 1993.

ooy € Llr

SYPNEY C., S1LVA, CSR, RPR
Oofficial Commission Reporter
Telephone No. (904) 488-5981

STATE OF FLORIDA)

COUNTY OF LEON )

The foregoing certificate was acknowledged
before me this / day of May, 1993, by SYDNEY C.
SILVA, who is personally known to me.

PAmEL /5 CANELL
Notary Public - State of Florida
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APPEARANCES:

ROBERT BEATTY, ¢/o Marshall M. Criser, III,
150 South Monroe Street, Suite 400, Tallahassee,
Florida 32301, Telephoﬁe 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
Madisoﬁ Street, Tallahassee, Florida 32399-1400,
Telephoné No. (904) 488-9330, appearing on behalf of
the Citizens of the State of Florida.

JEAN 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. |

MARK RICHARD, 304 Palermo Avenue, Coral
Gables, Florida 33134, Telephone No. (305) 435-0125,
appearing on behalf of the deponent, Dudley C. Staley,

III.

ALSO PRESENT:
STAN GREER, FPSC Division of Communications
CARL VINSON, FPSC Division of Research &
Regulatory Review

TERRILL BOOKER, FPSC Division of

Communications
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STIPULATION

IT IS STIPULATED that this Aeposition was
taken pursuant to notice in accordance with the
applicable Flerida Rules of Civil Procedure; that
objectiéﬁs, except as to the form of the question, are
reserved pntil 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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MS. RICHARDSON: Mr. Staley, we will begin by
having --

(Discussion off the record.)

MR. BEATTY: In discussions off the record,
it has became clear that a subpoena was not issued by
the Public Service Commission to Mr. Staley because
actually of a lack of communication between Mr.
Staley’s counsel and the general qounsel for Southern
Bell or persons in that office.

It is understood by all the parties here, and
I think it'é appropriate to get acknowledgement from
all the parties here, that Mr. Staley is going to
testify here actually pursuant to a subpoena that will
be issued forthwith and cannot be issued today only
because of the difficulties of getting that done in a
short time frame. But that his appearance here is
pursuant to a subpoena to be issued, and that will be
issued forthwith. I stipulate to that.

MS. RICHARDSON: Public Counsel will
stipulate to that.

MS. WILSON: I will stipulate to that.

MR. RICHARD: So will I.

Mark Richard on behalf of the deponent.

MS. RICHARDSON: Mr. Staley, the first thing

I would like to do is to have the court reporter swear

FLORIDA PUBLIC SERVICE COMMISSION
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you in.
DUDLEY C. STALEY, III
appeared as a witness and, after being first duly sworn
by the court reporter, testified as follows:
EXAMINATION
BY MS. RICHARDSON:

Q And then would you please state your name for
the record and spell it to make sure we have it
correct.

A My full name is Dudley, D-U-D-L-E-Y,

Cleveland, C-L-E-V-E-L-A-N-D, Staley, S-T-A-L-E-Y, III.

Q And your address?

A

Q And your phone number?

A

Q Other than your attorney and counsel for

Southern Bell, have you spoken to anyone about this
deposition today?

A My fiancee knows that I‘m coming here and my '
supervisor knows that I’‘m coming here, David Chasteen,
and the clerks that notified me that I‘m supposed to be
here.

Q Have you discussed the substance of any

possible questions or answers here today with anyone?

FLORIDA PUBLIC SERVICE COMMISSION
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MR. RICHARD: Other than counsel.
MS. RICHARDSON: Other than counsel, yes.
I’m sorry.

Q (By Ms. Richardson) ﬁas anyone with the
Company advised you that you weould not be disciplined
for whatever answers you may give here today?

A Yes.

Q  Has anyone discussed with you the possibility
of penalties for perjury applying in a formal
deposition under oath?

A No, ma’amn.

Q Are you aware of any possible penalties that
may apply if you do not tell the truth here today?

A I know that you are required by law to tell
the truth any time -- any time you’re under oath,
you’re suppose to tell the truth. If you don’t, then
you’re going to have penalties involved. What they
are, I don’t know.

Q All right. Did you at any time give a
statement to a Company attorney or an investigator
involved in this particular case?

A Yes.

Q And I want you to limit your answer very

closely for me. Can you tell me who was present at the

FLORIDA PUBLIC SERVICE COMMISSION
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time that you gave the statement?

A Not off the top of my head, no.

Q Can you tell the position of the persons,
their titles or what they represented witﬁin the
Company?

A SuperviSors and security and somebody from
the legal department or an cutside legal counsel. I
don’t know what their names --

Q But it was an attorney?

A Yes.

Q Okay. After you completed that statement,
setting that aside, did you discuss with anyone outside
of that time what you had said?

MR. RICHARD: Other than counsel.

Q (By Ms. Richardson) Other than your personal
counsel, yes.

A No, ma‘’amn.

Q All right. I would like to ask you at this
point then what your present position is with the
Company?

A I‘m a service technician.

Q And what IMC do you work in?

A I work in the North Dade exchange.
Q And how long.have you held that position?
A In the North Dade exchange for approximately

FLORIDA PUBLIC SERVICE COMMISSION
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two years. 1In the North Dade district since 1978.

Q  Were you an ST the entire time from 78 to
forward?
A From 778 till now, yes, ma’an.

Q All right. Who is your present first level
level supervisor?

A Joe Zicarelli.

Q E Could you spell Zicarelli?

A 2Z-I-C-A-R-E-L-L-I.

Q And before Mr. Zicarelli, who was your first
level supervisof?

A Ted Griffith.

Q How long has Mr. Zicarelli been your
supervisor?
A For approximately a year.

Q About a year. And then it was Mr. Griffith?
For how long was it Mr. Griffith?

A .- Probably six months to a year.

Q So we’re talking 19917

A Prior to that I wasn’t part of the North Dade
exchange, I was part of the North Dade district, and I
was in the Miami exchange.

Q And that would be 1990 time frame?

A Approximately, 1989.

Q Miani exchange. And who was your first level

FLORIDA PUBLIC SERVICE COMMISSION
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at that point?
" A At that point, the last first level I had was

David Sheckles.

Q Can you spell his_last name?

A S-H-E-C-K-L-E-S. He’s no longer with the
Company, he’s passed away.

Q Okay. And before Mr. Sheckles, who was your
supervisor?

A Mike Wallace.

Q Approximately what years are we now with Mr.

F Wallace?
A From roughly 1980 to 1988, ’89.

Q Okay. And in that time period -- let’s just

back up. Who’s your present second level supervisor?

)X Charlie Finney.

Q F-I-N-N-E-Y, Finney?

A Yes, ma’am.

Q And how long has Mr. Finney been the second
level?

A For four yearé, roughly.

Q " And who was it before Mr. Finney?

A Charles Little, L-I-T-T-L-E. He was there
approximately three years.

Q And then are Qe back now to the Miami
exchange?

" FLORIDA PUBLIC SERVICE COMMISSION

12




W

o

10

11

12

i3

14

15

16

17

18

19

20

21

22

23

24

25

13
A Yes. Mr. Finney and Mr. Little are both a
part of Miami exchange, but they have dual
responsibilities.
Q - Okay. And who was it before Mr. Little then?
Ed Prime.
P-R-¥~ ==
P~R-I-M-E.

=N-E, Prine?

VR S VIR S

No, P~R-I-M, as in Mary, -E, Prime.

Q Thank you. Does that take us back to about
1980 at this point?
1 A ~ 1980, 1978.

Q 2All right. Somewhere in there. Who is your

present operation manager?

A Mr. Ralph Delavega.
[t Q Ralph Delavega. Who did you have as an
operation manager in the Miami exchange?

A Jack Sellers. And the operation manager also
has a full responsibility between the Miami exchange;
l and he takes care of the North Dade district, which is
part Miami exchange, part North Dade exchange.

it Q And who is your general manager?

A Right now, ma’am, to be honest with you, I

don’t have any idea.

(o] Would it be Linda Isenhour?
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A Yes, thank you.

Q That’s okay. Aall right. Can you briefly
explain to me your duties as a service technician?
What do you do?

A I take care of installation and repair of
single line residence customers and single line
business customers.

Q And has that always been the case from 1980
forward?

A From 1978 till now.

Q f78. Thank you. Have you ever, within that
period of time, had any responsibility for cable
repair?

A No, ma’am. I would like to say other than
working in cable, but I‘m not a cable repairman, no.
I was never loaned to the cable department.

Q . And when you worked on cable, would that be
like single small-line cable --

a Single line service, yes, ma’am.

Q Single line service cable. Okay. Have you
worked with a C-2~T, the CAT terminal?

A Yes,lma‘am.

Q And when did you get your C-A~T, your CAT?

A Well, the original model waé approximately

five years ago, four or five years ago.
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Q Around 1988, ‘897
A Roughly.

Q Are you familiar with a requirement that the.

Company complete out-of-service orders within 24 hours

at least 95% of time?
A Not with the percentage of that time, but,
yves, I know that we are suppose to clear

out-of-services 24 hours.

Q How long have you been aware of that
requirement?
A I believe that’s been a reguirement as long

as I’ve been a service tech.
Q Have any of your managers placed special

emphasis on meeting that out-of-service-over-24?

A Yes, ma’am.

Q And what way has it been emphasized to you?

A That it’s an important objective to meet.
And the objective -- when I say "objective," it does

not mean a PSC objective. It’s an objective that we
have to clear our customers to give them good service.
And that’s part of it. We can do everything we can to
restore customer service.

Q When a trouble report -- well, how do you get
a trouble report?

A That’s what they call "CAT in," which I call

FLORIDA PUBLIC SERVICE COMMISSION
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into a particular telephone number, my computer calls
into the main computer and that computer will dispatch
me a particular trouble. While it’s dispatching it, it
tests the line prior to my actually going on a trouble.
So if the trouble is now clear, then that tfouble is
automatically given back and another trouble is given
to me in sequence, or a service -- or I can get a
service order or trouble at any time.

Q So you also install new service. And is
that, again, just in single line residencé and
business?

A Installation repair of single line resideﬁce,
single line business service. Now, the customer may
have 10 6r 15 lines. It’s still called single line
service unless a customer is into a multiunit, you
know, they’re still called single line customers.

Q Okay. When the report comes to you, how is
it statused?

A The status to my knowledge is done through
the computer system up in the office. We get a VER =--
what’s called a VER code, and the VER code lets us know
it’s out-of-service or not out-of-service,
service-affected.

Q | Okay. Dces anything come up on your CAT

terminal that says “00S"?

FLORIDA PUBLIC SERVICE COMMISSION
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A Yes, ma‘am. That’s "out-of-service."

Q Does it already come to you then -- it’s
already 00S or it’s already AS by the time it gets to
you?

A Yes, ma’am.

Q Do you receive affecting-service reports as
well as the out-of-service?

A Yes,

Q Do you ever have occasion when you are
working in an affecting-service report to status it
out~of-service when you’re closing it?

A No, ma’am, I have no way of doing that.

Q If you had to do that, if once you’d gotten
out there, you got an affecting-service report and you
got out there and you found out that it was really
out-of-service. How would you handle that on close
out?

A The same requirements that I would handle any
other job. The fact that you had é circuit, a trouble
that was out-of-service, there’s no way for me to
change the service. It’s out-of-service or
service-affecting, there’s no way for me to do anything
with that particular part.

You may have a customer that’s out of service

when the test is taken and they‘re in service when you

FLORIDA PUBLIC SERVICE COMMISSION
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get there. And it comes up test-0K in the computer,
but it’s still our job to go ahead and check the job
100% irregardless of what in now says. It may say test
fine, but we still have a commitment to go out there
and find out what the problem was. If we can find it;
we will, -

Q Are you aware or do you kKnow if a customer is
due a rebate or credit on their bill if their phone has

been out of service more than 24 hours?

A . I have heard that, yes, ma’am.
Q How long have you been aware of that?
A I have been aware of that for as long as I‘ve

been working on the telephone. As far as I know,
that’s been a requirement ever since I started working
for the phone company as a service tech in ’78.

Q  Okay. Then help me with this next guestion.
You’ve receive an affecting-service report, you go out,
you discover there’s no dial tone and it’s out of
service. It is now past 24 hours, what do you do?

A ° I’ve done several different things. I’ve
either advised the customer to contact a business
office or I‘ve contacted the business office myself and
let the business office know that this dustomerrwas
out-of-service from this date to this date, so that

they would effectively give them a refund that they’re

FLORIDA PUBLIC SERVICE COMMISSION
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entitled to.

Q Okay. Would you at all notify your manager
that this report had gone out over 24 and it was really
an out;of—service or should have been statused that
way?

A No, ma‘am, that has never been an
instruction.

Q Okay. Prior to the CAT terminals, héw did
you close a trouble report?

A It was verbally. We called up one of the
young ladies that answers the phones, it’s called an MA
now. Their title is called an MA.

Q  Maintenance administrator?

A Administrator, maintenance administrator, and
we would close it out verbally with them.

Q What kind of information would you give the

A The time that we’re dispatched on the order,
what type of trouble we actually had. Whether it was
billable or nonbillable, what their closing D&C codes
are, what we actually did.

Q You got several things there I would like to
ask you .about.

A Sure.

o} "Whether it was billable or nonbillable,™

FLORIDA PUBLIC SERVICE COMMISSION
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I‘what do you mean?

1

A Customers have a maintenance contract
available to them. There are several different types

of maintenance contracts that had been available in the

L past. Today there’s only one maintenance contract

available.

L Q Were you ever asked to sell maintenance

contracts to customers?

A Yes, ma’am.

Q And did you sell maintenance contracts?

A Yes, ma’am.

Q Who asked you to do the séles job?

A Supervision. At one time we actually had a

sales guota.

Q A quota?

A Yes, ma’an.

Q All right. And you were to sell so many
maintenance contracts?

A No, it wasn’t based on what particular item
you sold, it was an objective to make a sale. Okay.
Irregardless what -- you don’t sell a customer —- a
customer may need Touch-Tone. A customer may need an
extension. At one time you had actually had extensions
that were sales, they’re no longer.

Just like sets prior to 1983, sets were a

FLORIDA PUBLIC SERVICE COMMISSION
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customer item, they were a sale item. Or a particular
design set, a customer asks where they can get a design
set, you would refer them through the business office.
Through the appropriaée channels and they get a
designer-type telephone.

Q Were you given any credit for sales?

A They had sales points.

o} You had sales points. Were you given like
prizes, awards or money?

a Yes, ma‘am, they did have campaigns.

Q And how did you fare?

A I was just an average employee.
Q on the sales?
A Yes, ma’am.
MR. RICHARD: Sold me a switchboard.
A I have gotten awards for making sales as

well; but on the average, overall, I was an average
employee as far as the sales were concerned.

Q {(By Ms. Richardson) Give me an example of an
award ydﬁ got?

A Just a plaque.

Q Oh, a plague? Okay.

A You know, an “attaboy" plaque. We’ve gotten
jackets and hats and caps.

Q That kind of thing. Okay.

FLORIDA PUBLIC SERVICE COMMISSION
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l' MR. RICHARD: A little repair truck.
A Yeah, a little coin one. It was a bank.

Q - (By Ms. Richardson) Were you given any kind

| of training for sales?

Ll a No, ma’am.

1[ Q Did you ask for any training for sales?
ﬂ' A No, ma'am.

Q Did you ever sell a service or report having
sold a service to a customer when you had not contacted
the customer?
| -\ Absolutely not.

Q Did you ever report selling a service or a

product to a customer without the customer’s approval?

A No, ma’am.
Q Did you know of anyone else who did?
'i A No, ma’anm.
Q Are you familiar with the term "boiler room"?
A Yes, ma’an.
Q And what does a boiler room mean to you?

A It’s a telemarketing technique. At one point
in tiﬁe; you have just a group of people in the office
calling customers and making phone calls to see if they

need additional services.

Q Did you ever participate in a boiler room?

A Yes, ma’am.
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Q aAnd when was that?

A It wasn’t a boiler room as I understand the
term. There were two people or three people working
in this particular room. It was a detection of
unauthorized equipment. At one time the phone company
charged by how many extensions you had per room. They
no longer do that.

Q Okay. And this was a sales effort?

A Yes, ma’an.

Q And how long did you dq that?

A Eight or nine months.

Q And what year was this?

y:% I’11 be honest with you, I don’t even remember.

Q Was it in the ’90s, the 780s?

A No, ma’am, it was in the ’80s, the early ’80s.

Q The early ‘80s?

A Yes, ma’am.

Q Do you know who your supervisor was at that
time?

A Mike Wallace.

Q Mike Wallace?
A Yes, ma‘’am.
Q Did Mr. Wallace ask you to participate in

| this sales effort?

A He asked for a volunteers.
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Q And you volunteered?

A Yes, ma‘am. Well, actually, the way I
volunteered, I was volunteered because I was on light
duty.

Q oh, okay.

A And vou couldn’t volunteer, It had to be a
person that was on light duty.

Q And you said there were two or three other
people ipvolved? -

A There was approximately two. Usually there

was one or two people working on it at a time.

Q And this was in the Miami exchange?

-3 Yes, mafam.

Q Do you know how long this boiler operation
existed?

A Well, T would like to say one thing.

Q Let me tell you, if you need to go off the
record to consult with your attorney at any time,
that’s fine.

A I would like to go off the record.

(Discussion off the record.)

A I would like to make a note that I personally

take it -- it’s an offense to me and an offense to
other people to call that a "boiler room operation®

when, in fact, what we did was we provided service to
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the customer and to the Company. These were phones and
telephone sets that we legitimately tested and talked
to the cﬁstomer on every single phone call. Every
single time we had an extension that was not being paid
for, we spoke to a customer, documented it, the date
and time and who we spoke to. O©On those occasions that
there was not a personal phone call -- a phone call
made with verification, we physically went to the
customer’s property.

Occasionally, we would find that the customer
had a defective bell on a phone that caused it to rihg
more than two phones -- more than one phone and that’s
why we ggt an invalid reading. And we verified that
and noted the records and such so that customer didn’t
pay for two phones when, in fact, they had one.

You do that systematically and you do it
properly. When you think of a boiler room, my mind
comes up to somebody trying to sell something that they
don’t need. A telephone man when he goes through the
school is told one thing, you don’t provide the
customer with anything they don’t need. To do that is
a violation of everything that I would consider right
to do this job.

And that’s just my opinion. and if I have a

little, old lady that can’t afford three extensions,
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back even in 1978, I didn’t sell her three extensions.
I wouldn‘t do that. If they don’t need a service, you
would let them know. If they still want it, that’s
their business. But you don‘t turn around and try to
overcsell a customer. Those are our customersf Without
them, we don’t have a job.

Q (By Ms. Richardson) Have you ever heard of
anyone who has placed a maintenance plan on a
cﬁstomer;s bill without contacting the customer?

A The only thing I’ve heard about people doing
that was in the newspaper.

Q 6kay. When you do repair work and you‘re out
installing and repairing, do you code your work time?
Do you have a special code for repair?

A We have codes that apply to installation
repair, évery quarter-hour increment is supposed to be
accounted for.

Q Okay. And that’s on an MIR report?

A Yes, ma’am.

Q All right. &and then when you were doing
light duty in the salesroom, what work code did you
use?

A I believe that is a 5532.

Q And is that a repair installation code?

A No, ma’am, that’s an office-type code for
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doing, to my knowledge, it’s a nonservice-type work.
United Way, Red Cross, things like that, those were all
5532 time. Meeting with supervisors. Like teoday, I
will be charging 5532.

Q Okay. Do you know, if I were to ask you -=-
and I think what I’1l1 do is ask you -- do yocu know if a
5532 is a requlated code?

A I believe that I‘ve seen it on the chart that
a 55 is a deregulated code and a 32 is regulated code,
but I can’t swear to that. I know I‘ve seen it on the

chart; but I don’t even remember when or where.

Q Do you know if there is a special code for
sales?
A There’s no code that I kKnow of for sales.

Q b woﬁld like to go back now to your
statement. You were telling me that you do a D&C code?
A D&C codes. Disposition and cause codes.

Q And could you just briefly give me a general
statement of what a disposition code and a cause code
are?

A A defective network terminating wire, for
exampie, if it were,-in fact, defective, the "C" code
for defective is 300. And the "D" code for network
terminating wire is called an 0350. We type that into

the computer; the computer automatically recognizes
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| that, along with the narrative that we put in, as a

network terminating wire was in fact defective.

There’s different codes depending on the

‘situation. Corrosion, moisture, lightning. It all has

a separate code. :

Q The network terminating wire, is that the one
that goes from the protector to the inside of the
house?

A That depends on what type of a unit that you
have. If you have a protector on the cutside of the
house with three separate IWs, then you can’t determine
one of those as an EBN or the network terminating wire.
The network terminating wire is a little three-inch
piece 6f wire that goes from one side of the 09 and
connects the customer premise wiring to our wiring.

Q I’ve actually seen cne of those, okay.

That’s helpful to know.

A That little tiny pigtail is called a network
terminating wire. In a multiunit building, the network
terminating wire is the wire that carries it from the
meter room into the customer’s premise. In other
words, an apartment complex. We have what we call a
meter room that may be on one floor, it may be on three
or four different floors. The wire that goes from

there to the unit is called a homerun. Used to be
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called a homerun, now it’s called a network terminating
wire.
Q Help me with the next question, then. A

network terminating wire, is that regulated or not

regulated?
A The network terminating wire? I don’t know.
Q Don’t know?

A I’ve had so many things on my mind in the
last 24 hours it’s --

MR. RICHARD: If you don‘t know, you don’t
know.

A I don’t know.

Q (By Ms. Richardson) I mean, you can take
time to think about it, then tell me you don’t know.
If you need time, that’s fine. If you think you might
know and need time to think, that’s okay.

A Network terminating wire, no, I don‘t know.
I'm not going to say when I’m not sure.

Q That’s fine. You said it would be closed to -
a 350 disposition? Is that what you told me?

A A 350, I'm going to go ahead -- it’s a

regulated portion, yeah. It’s regulated portion. It

has to be regulated if it goes between the meter room
and the customer’s premise. The customer can‘t own it,

yes.
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Q I knew you could figure it out if you had a
second. All right.

A It didn’t sound right, but go ahead.

Q I think you are. I think I remember the job
data. I should have brought cne with me. What about
1200 codes?

A | Yes.

Q What do they tell?

A i A 1200 code or 1210 codes dépicts whether or
not the customer has a plan or no plan. The 1200 code
is a billable code. A 1210 means a customer has a
plan, we did the repair and it was within the plan
parameters.

There are certain things that are excluded
under the wire maintenance contract. There are certain
things that are excluded now that in the past we would
cover. But, like I said, 1200, the customer is getting
a bill, either a trouble location charge or trouble to
terminaéion charge, or time and material for repair

work done.

Q Is that an indication of an inside wire
problem?
A Yes, ma’am.

Q Is that regulated or deregulated?

A That’s deregulated.
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o Okay; So, in other words, it’s --

A © “Inside wire®" is a confusing term,
unfortunately, because it denotes that a wire is
physically inside the customer’s unit, and it does not
necessarily mean that. An inside wire can run around
the outside of a customer’s house, stick through the
hole in the wall and jack on the end. And a customer
sometimes misunderstands that and thinks that’s an
ocutside wire. 1It’s not. It’s an inside wire. It’s
part of the plan or not part of the plan, as the case
may be.

Q ~ 2and on an out-of-service report that we have
got a trouble report, if it’s a disposition code, a
1200 disposition code for inside wire, would that
exempt that out-of-service report from counting against
the Company in that over-24 index?

A I don’t know.

Q You don’t know?

A I don’t Xknow.

Q | What about cause codes? Are there certain
cause codes that might exempt a report from counting
againstifhe Company, if the Company missed that
24-hour?

A I knew that there were particular D&C codesr

that supposedly exempt -- that are exempt from the PSC
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:ules. What those éodes are now, I haven’t got the
slightest idea.

Q@  But you knew there were some at some point in
time?

A .. At some point in time we had a sheet of paper

-- every employee had a sheet of paper that said so.

o] Specifically, these are PSC exempt codes?
A Yes, ma’am.
Q Was there any emphasis on using those

particular codes?

A There was emphasis that those are PSC
excludable codes, but nobody has ever said, “Use those
codes." Use those codes where they apply and don’t, of
course, don’t use them where they don’t apply.

Q  OQkay. Even though they may not have.said
that directly, did you ever get that inference that
that was to be done?

A You’re asking for my understanding?

Q Yes, your understanding.

A I can’t tell you what cther people ~-

Q Just you. Right now, just you.

A No, no.

Q You never inferred that you were supposed to
use them improperly?

MR. BEATTY: Objection.
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A Absolutely not. I’m sorry.
MR. BEATTY: That’s all right.

Q (By Ms. Richardson) Do you know, personally,
do you have any perscnal knowledge of whether or not
anyone else did use those codes improperly?

A . No, ma’an.

Q Do you know what the criteria for
out-of-service is?

A No, ma’anm.

Q Do you know of anyone who has used another
enployee’s code to status a réport?

A No, mafamn.

Q Mr. Staley, I’m going to introduce a
document. We’re not making it an exhibit, but I'm
going to put it on the record as introducing it, that
I’'m going to show it to you. And then we’ll go off the
record, and you’ll have a chance to loock at it and
discuss .it with your attorney. And then when you’re
comfortable, we’ll go back on the record..

This document was filed by Southern Bell on
April 1st, 1993, in the consolidated dockets, the rate
case docket. And it’s titled "Southern Bell’s Response
to Preliminary Orders No. PSC-93-0263-PCO-TL," entered
on February 19th, 1993. And in this document there is

listed a Dudley C. Staley, No. 550 out of 650 names

FLORIDA PUBLIC SERVICE COMMISSION

33




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

|

I with a series of numbers after them purporting to be

informaéion that you may or may not have about specific
L items. And that’s the introduction and then we’1l go
off the record. What I’11 need when we go back on the

il record --

A Did they misspell my name?

I
Q Well, that’s what I want you check. I want
to make sure it is you. I want you to identify whether
or not that is you. 2nd then if you want to read the
introduction to it, that’s fine, but these are the
numbers here and what they purportedly mean. And then
your name is here with numbers after it. So these
numbers supposedly correspond to this.
! (Discussion off the record.)
Q (By Ms. Richardson) Okay. Mr. Staley, the
u first question is, is that your name on the document?
A Yes, ma‘fam.
Q It is you? ©Okay. The first thing that the
document indicates that you may have some knowledge

about is backing up times. Are you familiar with that

|| term, "backing up time"?

A Yes, ma’am.
I Q And how are you familiar with that term?
A The term "backing up a time" to meet a close

out time or to a meet commitment time, I’ve heard that
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term before.

Q

A

Is a commitment time that 24-hour clock time?

The commitment time and closing -~ or

commitment time is completely different than -- a

commitment time can be three or four days out.

24-hour-out-of-service is different tine.

MS. RICHARDSON: I‘m going to interrupt the

record a minute.

Q

(Discussion off the record.)

(By Ms. Richardson) You said the commitment

time itself. I need to go back over that one more time

because I’m afraid I got confused with the entrance

here.

Did that have anything to do with the

out-of-gervice-over-247?

A

Q

A

N¢e, ma’am.

It did not?

No.

What was the commitment time?

The commitment time is the time the customer

is told that we will clear their troubles by.

Q

All right. Have you ever heard the terms

backing up the time used in context with a clearing

tine?
A

v

Other than the newspaper.

Other than the newspaper. Okay. Do you know
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of anyone who has backed up the time of a repair on a

trouble report to meet an out-of-service-over-24 index?

A No, ma‘am.

Q Have you done that yourself?

A No, mafam.

Q Has anyone ever instructed you to do that?

A No, ma‘an.

Q ' Before the CAT terminals and you were closing

reports with an MA verbally over the éhone, were you
ever questioned by the MA as to what time you actually
cleared a rébbrt? |

A What time? Yes.

Q During that process of the MA questioning you
on clearing time, would she also mention to you that
the 24-hour time was coming up?

A On a rare occasion.

Q Okay. And why might that be mentioned to
you?

MR. BEATTY: Object to the form of the
guestion. You’re asking him to speculate as to the
intent of someone other than himself.

Q (By Ms. Richardson) Did an MA ever explain
to you why she was mentioning an out-of-service-over-24
clock time to you?

A No, I never even bothered to ask.

FLORIDA PUBLIC SERVICE COMMISSION

36




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

25

Q@ .. In her conversation with you about the
out-of-service-over-24-hour clock time, did it ever
become apparent to you why she was mentioning it?

" A No.

Q On this also is a No. 11 which indicates
something about an improper preparation of trouble
reports or improper acts generally. What can you tell
me about that?

A I don’t know.
MRi BEATTY: . I object to the form of the

question. It’s ambiguous. You can respond.

Q (By Ms. Richardson) Go ahead.
A I was going to ask a similar question. Would
you please -- general things that people do wrong in --

are we talking about telephone work now? What are we
talking about?

Q We’re not talking about mechanical repair
work. I’m really interested in improper handling of

customer trouble records.

A No.

Q  What about improper preparation of a trouble
report?

A No.

Q You told me that you didn’t -- well, let me

ask you one more time for the record. No. 12 indicates
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something about the criteria for statusing
out-of-service?

MR. BEATTY: Objection to the question.
It’s beep asked and answered already. He indicated
that he did not know the criteria.

A You asked me that before.

Q (By Ms. Richardson) Okay. And your answer
is the same?

A Yes, ma’am. I have no idea how they status
out-of;service. That’s not done by anybody that I
know.

Q All right. No. 14 mentions an A-I-R-0, AIRO
code. What is AIRO?

A  AIRO is an automatic reporting of a trouble
report. If a customer can call in 611, they have two
ways to go. They can either get a voice, a person, by
pushing the star button, for an example, or override
and then they get a voice. If they, in fact, go to the
computerized system, that’s called ah ATRO report.
That’s a mechanized system that the customer can call
in and report a trouble on their telephone.

Q And does AIRO test the report, screen the
report, test it and determine whether it’s
out-of-service or not?

A Yes, ma‘am, to my knowledge it does.
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Q Does that process then go directly to
dispatch?

A The way I understand it, and this is strictly
not because of personal knowledge, the way I’ve been
explained is the computer will automatically do a test.
It comes up with a test, which is converted to what
they call a VER code. That VER code will determine
whetherlit goes immediately in the pool for dispatch or
whether it has to go to one of the MAs for other
screening that gets done.

Q Do you know of anyone who -- any employee who
has called AIRO to create a trouble report?

A No.

Q Have you ever used, yourself, another
employeefs code?

A There’s no way to use an employee’s code.

No, ma';m, I have never used anybody else’s code.

Q Prior to 1992 -- well, let’s say in 1992, are
you aware of the changes in employee codes that were
made by the Company?

A I know that we have now a letter-type
employee code, but we don‘t use that. We’re still not
using that outside.

Q Okay.

A There is a personal I.D. code now that’s a
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generic;' It’s letters seven or eight characters long;
but, no, we don‘t use that in the field. We still use
our service tech number.

Q All right. Has anyone ever used your service
tech number?

a There’s no way. To my knowledge, nobody has
used my service tech number because on my equipment
it’s impossible. You can’t do it. It won‘t work.

Q Are you aware of a rule on meeting an

appointment time?

A ) Yes, ma‘’am.
Q What is the rule for missed appointments?
A The rule for missed appointments?

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

(Simultaneous conversation.}

MR. BEATTY: Excuse me, please. I object to
the form of the question. The first question that you
asked was different than the second question that you
asked. I‘m not sure if he’s clear as to which one
you’re ;etually asking him?

A You asked two different gquestions.
Q (By Ms. Richardson) Okay.‘ Are you aware of
a missed appointment rule?

A No.
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Q What is the regquirement for meeting
appointments?
A The requirement for meeting depends on

|‘whether or not you’‘re talking about a service order or

a trouble report. There’s two different criteria that

are used.

Q Okay. What about service orders?

A Service orders, to my knowledge, the
commitment time is the time that we will have somebody
at their premise to start their work. Okay. And if we
say Saturday or Monday at 12 noon, we’ll dispatch on
them, have somebody at your door before Saturday at 12
noon or Thursday, whatever the day is.

A trouble report commitment time, that’s a

time that we say we will have their trouble cleared.

Q Whether or not you have to make a dispatch?
A Right.
Q Okay. ©On installing new service, is there an

appointment requirement?

A The appointment time, like I said, to my
knowledge, is the time that it will be dispatched and
we will be out there. A premise arrival time will be
prior to the commitment time.

Q " Let me ask it a different way. Is there a

requirement that installation be completed within a
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42
certain amount of time when new service is reguested?
A If you’re talking -- I don’t understand
exactly what you’re talking about. I’ve got to be

honest with you.

o] A customer calls up and orders new service,
does that have to be installed within one day, two
days, three days, 60 hours? .

A T have no idea. We’ve had them installed the
same day, we’ve had them installed thé next day, we’ve
had them installed two weeks out.

Q Okay.

A  During the middle of a hurricane, you know,
restoration. People, from what I understand now,
people are being told two weeks on a service order. I
don’t know.

Q Mr. Staley, do you know of anyone who has
deiiberately falsified a customer trouble record?

A No.

Q Do you know of anyone who has mistakenly
falsified a customer trouble record?

A No, ma‘’am.

Q And T guess what I mean by that, let me
rephrase it a different way to make sure we’re still
talking about the same thing then.

Do you know of anyone who used the wrong
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codes 6n a trouble report not realizing that they were
the wrong codes?
A By name, no.
Have you heard of this being done?
Yess, ma’an.

And can you tell me what you have heard?

» ©O » ©

The supervisor will come out and give you,
you know, let you know this is improper. The narrative
doesn’t justify the code or the code doesn’t justify .
the narqgtive. If somebody hits a tyﬁo error and it’s
-—- a lot of times it’s very obvious because the code
you put in doesn‘t even exist. And in an application
like that, somebody hit a wrong number.

We’ve changed codes on decodes in the last
three or four years. We’ve changed codes several
times. Aerial service wire and buried service wire are
now the same type codes. They’ve changed from 0384 or
0381 to 0384. And_for a time period there, people used
the inapproPriate code because they’re going from
memory rather than looking at the little flip chart.

Q All right. And I think my last area that I
want to question you about is: When you finish the
repair work on a residences or even a business, when
you’re finishing up your repair work and you return

service to the customer, do you normally have other
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tasks that you have to do at that premise before you’re

actually completely finished?

A Yes, ma’am.
Q And is that routine, considered routine work?
A Depends on exactly what’s being done. You may

end up issuing a service order against -- for the
customer and then adding a line or adding a jack.

That’s totally different.

o] Different from routine?
A Yes, ma’an.
Q All right. Have you ever had instructions

given to you by a supervisor that, because the load is
so heavy today, there will be no routining or no
routine maintenance done?

A No, ma‘’am.

Q on the CAT terminal when you --

A May I interject? And I apologize.

Q You may.

A There’s been statements made that we have a
heavy work load, we’re not going to routine. Who it
was that made them -- certain times you can’t routine
if yéu're in the rain, for an example. You can’t stand
there aqg routine a job. Certain routine items are
done on ever single job irregardless of if it’s snowing

outside. It doesn’t make any difference. You change
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‘things -~ that type of routine.

lightning protection, ground tag, make sure that those

But as far as going by and dressing up drive
rings and that type of routine, no, that wouldn’t be
done on an everyday basis when you have a heavy work
load. That you would have loocked -- do what they call
an irregular piant condition so that that can be taken
care of at a later time.

I Q What’s the longest point or the longest

amount of time in your experience that routining has

taken?
A Couple of hours.
Q Okay. In your experience, if an ST stated

that they had cleared the report snd took six hours to
routine, would that seem out of the ordinary to you?

MR. BEATTY: Objection, speculation.

Q (By Ms. Richardson) Based on your
experience.
A I would have to know what the person said.

Okay. You said what about my own, personal, normally

is quite a bit less. The average is maybe 30, 45
minutes. It depends on the particular job what you
find when you get there.

MR. RICHARD: Like a dog?

FLORIDA PUBLIC SERVICE COMMISSION
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A You may find that the place is falling apart,
customers had a tent put on the house. Those would
cause the routine to be longer depending on just
exactly what it is. You may be routining something at
the customer’s house, you may be trimming trees. Okay.
You may be work on a ten péir hardback on a terminal.
That’s hard to say. There’s no way to determine.

It’s every job is it’s own individual job.
It’s not something set. If somebody had a problem with
my routining sbmething for two hours, then they can
come stand at my job and watch me. Whatever it takes
is what it takes.

Q (By Ms. Richardson) ©On clearing a report
using your CAT terminal, do you call up the -- dial up
the trouble line, the line that was in trouble on your
CAT, to determine, run a test to make sure that it’s
operative again?

A Yes, ma’amn.

MR. BEATTY: Objectién to the form of the

question. 1It’s leading.

Q (By Ms. Richardson) You can still answer.
A Yes.
Q He’s just putting an objection on the record.

Have you ever had occasion tc go to ancother

line other than the trouble line to dial up the

FLORIDA PUBLIC SERVICE COMMISSION
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computer and have it cleared and closed the trouble
line?

A | May I ask for some clarification on that?

Q All right.

A Are you referring to, in fact, using another
customer’s line to test the trouble reported line?
Yes.

Q Under what circumstances would do you that?

A You’re working in a cross box.

Q Is it possible, not that it’s been done, but
is it possible, then, calling up on that second line to
back up the time on the first line?

A . Not that T know of. I have no -- that’s all
done with computers. I don’t know.

Q Okay. All right. Mr. Staley, I think I’ve
finished unless somebody jogs my memory. It’s been
late in the day for me. I think I’ve covered
everything. I want to thank you for going ahead and
proceeding with the deposition, and I just want to say
I'm sorry to hear about your mother.

A ' Thank you.

MR. WILSON: I have no questions.
MR. BEATTY: I have just one or two.
EXAMINATION

BY MR. BEATTY:

FLORIDA PUBLIC SERVICE COMMISSION
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" Q You indicated that at one point in time you
were doing some sales because you were on light duty?

| e

Q And when you say "light duty," what do you
mean?

A _ I’d had knee surgery four times in six
months.

Q When you did sell, how did you .code your
time?

A 5532.

Q You talked about wrong codes being used.
Were the wrong codes used because of some intent?

A No, sir. I thought I had explained that. 1In

fact, what it was is we have changed codes several

times. We’re using new flip charts now. &2nd a
particular code that may have applied six months ago or
year ago for an aerial service wire was an 0380. That
code doesn’t exist. Okay. Now it’s an 0384. same
job, same description, same aerial service wire, but

the new code is 0384, If somebody went by memory or if

they were in a hurry, they hit 0380 and it went
through. They used the wrong code.

Q By mistake?

A By mistake. You know, and that’s why the

i supervisor would come out later and say —- because

FLORIDA PUBLIC SERVICE COMMISSION
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there’s people sitting there screening those, that’s
| what their job is, to make sure you use the right code.
I mean, it’s very important.

MR. BEATTY: I have nothing further.

MS. WILSON: I need to ask you one thing.
EXAMINATION
BY MS. WILSON:

Q You were indicating before that somebody had
given your name to the Company and that may.have been
the reaésn why your name was included on the list?

A No. If what you’re asking, the only reason
why my name came out in the first place, ¥ was asked if
I wanted to make a statement because I was there with
three other people. I was a union representative.
That’s all. And after I witnessed that, I was asked,

"Well, would you mind making a statement?" I said,

"No, I don’t mind."

MS. WILSON: Thank you. I just wanted to
clarify that.

MR. RICHARD: Thank you.

{(Thereupon, the deposition concluded at 4:17

p.m.)
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AFFIDAVIT OF DEPONENT
This is to certify that I, DUDLEY C. STALEY, III,
have feaa the foregoing transcription of my testimony,
Page 1 through 49, given on April 21, 1993 in Docket
No. 910163-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.

DUDLEY C. STALEY, III

Sworn to and subscribed before me this

day of , 19

NOTARY PUBLIC

State of

My Commission Expires:
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)
: CERTIFICATE OF OATH
)

I, the undersigned authority, certify that
DUDLEY C. STALEY, III personally appeared before me and

was duly sworn.

WITNESS my hand and official seal this

i day of May, 1993.

At A Lot/

PAMELA A. CANELL

Notary Public - State of Florida

SN PAMELA A. GANELL
2t MY COMMISSION # GG 245413 EXPIRES

T Decerber 16, 1996
R BONDED THRLS TROY FAIN INGURANCE, C.
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STATE OF FLORIDA)
: CERTIFICATE OF REPORTER

i COUNTY OF LEON )

I, PAMELA A. CANELL Official Commission
Reporter, _
DO HEREBY CERTIFY that I was authorized to
and did stenographically report the foregoing
deposition of DUDLEY C. STALEY, III;

I FURTHER CERTIFY that this transecript,
consisting of 49 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 4% . day of May, 1993.

Busko A Lorct/

PAMELA A. CANELL ‘
Official commission Reporter
Telephone No. (904) 488-5981

STATE OF FLORIDA)

COUNTY OF LEON )

The foregoing certiﬁ%;;£24:i§ acknowledged
before me this /444 day of , 1993,

by PAMELA A. CANELL, who is personaldy known to me.

Wiy -
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“y, 7 8 .

SNONEY G 877/
S, % Sszuéff C. SrovA
1
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integrity of SOUTHERN BELL

BEFORE THE

FLORIDA PUBLIC SERVICE COMMISSION

In the Matter of DOCKET NO. 910163-TL

Investigation into the

TELEPHONE AND TELEGRAPH
COMPANY'’S repair service
activities and reports. :
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DEPOSITION OF: PATRICIA O. MURPHY

TAKEN AT THE INSTANCE OF: Florida Public Service
Commission

PLACE: 666 N.W. 79th Avenue
Room 640
Miami, Florida

TIME: Commenced at 4:25 p.m.
Concluded at 5:05 p.m.

DATE: Wednesday, April 21, 1993

REPORTED BY: SYDNEY C. SILVA, CSR, RPR

Official Commission Reporter
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APPEARANCES:

ROBERT BEATTY, c/o Marshall M. Criser, III,
150 South Monroe Street, Suite 400, Tallahassee,
Florida 32301, Telephone No. (904) 222-1201, appeariné
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.

JEAN 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.
ALSO PRESENT:

STAN GREER, FPSC Division of Communications

CARL VINSON, FPSC Division of Research &
Regulatory Review

TERRILL BOOKER, FPSC Division of
Communications

WALTER BAER, Office of Public Counsel
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STIPULATION

'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 qguestion, 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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PATRICIA O. MURPHY
appeared as a witness and, after being first duly sworn
by the court reporter, testified as follows:
EXAMINATION

BY MS. RICHARDSON:

Q Okay. And would you state your name and
spell it to make sure the reporter has it correct.

A Okay. It’s Patricia 0. Murphy,
P-A-T-R-I-C-I-A, middle initial "o," Murphy,
M-U-R-P-H-Y.

Q And your address?

A

Q All right. And your phone number?

A I have to remember it.

Q Yeah. Okay. You live in ‘and work
in Miami?

A Yeah.

Q And where do you work in Miami?

A 185th and Northwest 27th Avenue. Right below
Joe Robbie Stadium.

Q Oh, okay. And which center is that?

A That’s the North Dade maintenance center.

Q And how long have you been at the North Dade

center?
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A year this past October.

So 792, 7917

And we moved up there a year ago October.
19917

Uh-huh.

And what’s your present position?

Maintenance administrator.

o P O P £ P 0

You’re an MA? And where were you before you
| were at North Dade?
A Little River. 8038 Northeast --

" Q Is that Miami?

A Yes.
Q Is that in Miami Metro?
A Yes. That was Miami Metro.
Q And how long were you there?
A Eight or nine years. I’m not sure.
I Q Eight or nine years?
I A Yeah. I’ve been in maintenance about 10 or

| 11 years. I’m not sure.

(o} All right. And were you a maintenance
“ administrator the entire time that you were at Miami
lIMetro?

A Yes.

Q All right. Ms. Murphy, have you>discussed

this deposition with anyone other than maybe Company

FLORIDA PUBLIC SERVICE COMMISSION
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counsel?

|‘ A No.

-

Q So you haven’t talked about your questions or
answers with anybody else?

|‘ A No.

Q Okay. Have you discussed anybody else’s
" deposition before you came today?
A No.

Q Okay. Has anyone given you any assurance

that you would not be disciplined for whatever
statements you make today?

A Yes. Wait a minute, has anyone --

Q Has anyone in the Company told you that
whatever you told us, you would not be disciplined for
that, for telling us something?

A Right. Correct.

Q All right. And has anyone advised you that

there may be criminal penalties applied if you don’t

tell the truth here today?

A No.
Q Okay. Well, then, let me so advise you.
A Yeah.

MR. BATTY: No, no, just a moment.
Q (By Ms. Richardson) I mean, you know, that

it is a possibility.
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MR. BEATTY: Wait a minute, please.

I object that you are advising this witness
about the law, particularly in light of the fact that
it is questionable as to whether your advice is legally
correct. And I would request that you not advise this
witness about any legal aspects of her testimony.

MS. RICHARDSON: Okay.

Q (By Ms. Richardson) Ms. Murphy, are you
represented by private counsel here today?

A No.

Q Okay. I’'d like to discuss with you your
duties. Let’s start off with your duties,.okay, as a
maintenance administrﬁtor. What do you do?

A Screen troubles, talk to customers.

Q And what else? Is that all?

A Handle them; jeopardies.

Q Oh, jeopardy reports?

A Uh-huh.

Q Okay. And anything else that you do or is

that all?

A Translations.

Q Okay. Do you also handle out-of-service
reports?

A Yes. These are trouble reports.

Q All right. Are you responsible for clearing
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and closing reports?

A If I see so f£it, if I don’'t dispatch on then,
yes.

Q Okay. You dispatch reports also?

A ¥Well, we don‘t anymore, the men have their
computers. But I méan putting them in the pool so they
get handled is what I mean.

Q When you worked in the Miami Metre, diad you
dispatch reports?

A Yeah, we would dispatch troubles. That was
quite a while ago.

Q Okay. Can you tell me who your present first
level supervisor is?

A Carlos Quintero.

Q And has he been there the entire time you
have been there as a first level?

A Yes. Wait a minute, excuse me.

Is carlos first level or -- Sylvia, she’s the
assistant manager.

THE REPORTER: I’m sorry. I’m having
difficulty hearing you.

MR. BEATTY: Would you like to go off the
record?

WITNESS MURPHY: I’m sorry. I just had to

ask him a question. I’m sorry.

FLORIDA PUBLIC SERVICE COMMISSION
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MR. BEATTY: Would you like to go off the
record?

WITNESS MURPHY: Yeah.

(Discussion off the record.)

WITNESS MURPHY: O©Okay. I’m sorry.

MS. RICHARDSON: That’s okay. That’s fine.
If you need to do that, feel free. If y