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BEFORE THE FLmORIDA PEBLIC SERVICE CON.'IISSION - 
qwam -w 

DOCKET NO. 910163-TL 

FILED: June 11, 1993 

1 n re: Petition on behalf of CITIZENS 
) F THE STATE OF FLORIDA to initiate 

nvestigation into integrity of SOUTHERN 1 
) ELL TELEPHONE & TELEGRAPH COMPANY'S 
) epair service activities and reports. 

0 

Florida 

June 2 2 ,  1993 

1 : 3 0  p . m .  o'clock 

DEPOSITION 

OF 

MARGUERITE W I NT E R 
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APPEARANCES : - 
JANIS SUE RICHARDSON, ATTORNEY AT LAIV’, 
OFFICE OF THE PUBLIC COUNSEL 
111 West Madison Street 
Room 8 1 2  
Tallahassee, Florida, 3 2 3 9 9 - 1 4 0 0  
( 9 0 4 )  4 8 8 - 9 3 3 0  

WALTER W. BAER, REGULATORY ANALYST, 
OFFICE OF THE PUBLIC COUNSEL 
111 West Madison Street 
Room 8 1 2  
Tallahassee, Florida, 3 2 3 9 9 - 1 4 0 0  
( 9 0 4 )  4 8 8 - 9 3 3 0  . 
ROBERT PIERSON, ESQUIRE, 
FLORIDA PUBLIC COMMISSION 
101 East Gaines Street 
Tallahassee, Florida 3 2 3 9 9 - 0 8 6 3  
( 9 0 4 )  4 8 7 - 2 7 4 0  

CARL S. VINSON, Jr, REVIEW SPECALIST, 
FLORIDA PUBLIC SERVICE CO~lI\lISSION 
DIVISION OF RESEARCH AND REGULATORY REVIEW 
101 East Gaines Street 
Tallahassee, Florida 3 2 3 9 9 - 0 8 7 2  
( 9 0 4 )  4 8 7 - 1 3 2 5  

STAN L. GREER, ENGINEER, 
FLORIDA PUBLIC SERVICE COMNISSION 
DIVISION OF COMMUNICATIONS 
101 East Gaines Street, Rm. G - 2 8  
Tallahassee, Florida 3 2 3 9 9 - 0 8 6 6  
( 9 0 4 )  4 8 8 - 1 2 8 0  

ROBERT BEATTY, ESQUIRE, 
Be 11 s out h Te 1 e c ommun i c a t  i o n s  , 
Inc. (Southern Bell Telephone & Telegraph 
Company) 
1 5 0  W. Flagler Street., Suite 1 9 1 0  
Miami, Florida 3 3 1 3 0  
( 3 0 5 )  7 6 4 - 7 2 1 3  
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NANCY IMITE, ATTORNEY AT LAW, 
Bellsouth Telecommunications, 
Inc. (Southern Bell Telephone 
& Telegraph Company) 
150 W. Flagler Street.., Suite 1910 
Miami, Florida 33130 
(305) 764-7213 

WAYNE TUBAUGH 
Appearing on behalf of SOUTHERN BELL 

HITCHCOCK & CUNNINGHAM 
BY: GERALD CUNNINGHAM, ESQUIRE, 
Appearing on behalf of MARGUERITE WINTER. 

.. 
/ 

. 
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WITNESS 
MARGUERITE WINTER 

DIRECT 
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D e p o s i t i o n  O f  MARGUERITE WINTER,  a W i t n e s s  of 

1a l ; fu l  a g e ,  t a k e n  by  t h e  OFFICE OF THE P U B L I C  COUNSEL, f o r  

t h e  p u r p o s e  o f  d i s c o v e r y  and f o r  u s e  a s  ev idence  i n  t h e  

a b o v e - e n t i t l e d  mat te r ,  I n  re: = P e t i t i o n  on b e h a l f  of 

* 

CITIZENS OF THE STATE O F  FLORIDA t o  i n i t i a t e  i n v e s t i g a t i o n  

i n t o  i n t e g r i t y  o f  SOUTHERN BELL TELEPHONE & TELEGRAPH 

COMPANY'S r e p a i r  s e r v i c e  a c t i v i t i e s  a n d  r e p o r t s ,  p e n d i n g  

b e f o r e  t h e  FLORIDA P C B L I C  S E R V I C E  C O M M I S S I O N  i n  a n d 2 f o r  

t h e  S t a t e  o f  F l o r i d a ,  p u r s u a n t  t o  n o t i c e  h e r e t o f o r e  f i l e d ,  

b e f o r e  CHRISTINE A .  AMAN C A N N O N ,  a K o t a r y  P u b l i c  i n  a n d  

f o r  t h e  S t a t e  of  F l o r i d a  a t  L a r g e ,  S o u t h e r n  B e l l  T e l e p h o n e  

& T e l e g r a p h  Company, 1230 N o r t h  F e d e r a l  Highway, i n  t h e  

Z i t y  o f  Pompano Beach ,  County o f  Broward ,  S t a t e  o f  

F l o r i d a ,  on t h e  22nd (lay of  J u n e ,  1 9 9 3 ,  commencing a t  1:30 

* 

s ' c l o c k  p.m. 

* x *  

The 1- e upon : 

MARGUERITE WINTER 

a w i t n e s s  o f  l a w f u l  

F l o r i d a  P u b l i c  S e r v  

a g e ,  b e i n g  c a l l e d  a s  a witness b y  t h e  

ce Commission,  h a v i n g  b e e n  f i r s t  d u l y  

s w o r n ,  t e s t i f i e d  u n d e r  o a t h  a s  f o l l o w s :  

D I R E C T  EXAMINATION 

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

Q .  M s .  W i n t e r ,  I ' m  g o i n g  t o  a s k  you t o  s t a t e  y o u r  

name and  s p e l l  i t  f o r  t h e  c o u r t  r e p o r t e r .  
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A. ~].larguel-ite, P I - A - R - G - U - E - R - I - T - E  L < i n s e r ,  

I - I - K - T - E - R .  

Q .  

A .  

Q. 

A .  

Q .  

A .  

@. 

A. 

Q. 

A .  

Q. 

A . 
Q .  

And y o u r  a d d r e s s ?  

1230 Nor th  F e d e r a l  Highway. 

I s  t h a t  Pompano? 

Yes, i t  i s .  

And t h e  z i p  code?  

I d o n ' t  know. I d o n ' t  know t h e  z i p  c o d e  h&e.  

I s  t h a t  a b u s i n e s s  a d d r e s s ?  

P e s .  

And t h e  phone number? 

Area code  3 0 5 - 7 8 4 - 2 1 6 3 .  

Are you r e p r e s e n t e d  by an  a t t o r n e y  h e r e  t o d a y ?  

Yes, I am. 

1'11 a s k  him t o  p u t  h i s  a p p e a r a n c e  o n  t h e  r e c o r d .  

M R .  C U N N I N G H A M :  P e s .  Good a f t e r n o o n .  My name 

. 

is G e r a l d  Cunningham. I ' m  w i t h  t h e  l aw  f i r m  o f  

H i t c h c o c k  and  Cunningham. I'm h e r e  on b e h a l f  

o f  M s .  W i n t e r .  

Q .  Efs. W i n t e r ,  have  you  d i s c u s s e d  t h i s  d e p o s i t i o n  

i e r e  t o d a y  w i t h  anyone  o t h e r  t h a n  y o u r  a t t o r n e y  o r  

i t t o r n e y s  f o r  S o u t h e r n  B e l l ?  

A .  N O .  

@ .  Has anyone a d v i s e d  you  t h a t  you would n o t  be 

j i s c i p l i n e d  basecl upon t h e  a n s w e r s  you  g i v e  u s  h e r e  t o d a y ?  
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A .  I h e a r d  t h a t  x e  would n o t  b e  d i s c i p l i n e d .  

V .  Has anyone  a d v i s e d  you o f  t h e  p o s s i b l e  c r i m i n a l  
.. 

2 e n a l t i e s  t h a t  c o u l d  a p p l y  i f  you p e r j u r e d  y o u r  t e s t i m o n y  

nere t o d a y ?  

A .  Yes. 

Q .  Have you g i v e n  a s t a t e m e n t  t o  t h e  company i n  t h e  

l a s t ?  

A .  No. What k i n d  o f  s t a t e m e n t  a r e  you t a l k i G  

2bout?  . 
Q .  D id  a n  a t t o r n e y  f o r  t h e  company come and  

i n t e r v i e w  you r e g a r d i n g  a c t i v i t i e s  - -  

A .  Oh, y e s .  

MR. BEATTP: J u s t  a m i n u t e .  I ' m  g o i n g  t o  

o b j e c t  t o  t h e  f o r m  of t h e  q u e s t i o n  t o  t h e  e x t e n t  t h a t  

y o u  h a v e  i n c o r p o r a t e d  i n  y o u r  q u e s t i o n  t h e  s u b s t a n c e  

of  t h e  s t a t e m e n t s  t h a t  may o r  may n o t  h a v e  b e e n  g i v e n .  

I ' m  g o i n g  t o  o b j e c t  t o  b e c a u s e  t h e  answer w h e t h e r  

i t ' s  a f f i r m a t i v e  o r  n o t  would d i s c l o s e  t h e  s u b s t a n c e  

of t h a t  i n t e r v i e w  which i s  p r i v i l e g e d  a n d  

conf  i c l e n t i a l .  

Q .  D o  y o u  remember when you made t h a t  s t a t e m e n t ?  

A .  About a y e a r  o r  s o  ago .  I d o n ' t  remember. 

Somewhere i n  t h e r e .  

Q .  I f  you c o u l d  speak up  a l i t t l e  b e c a u s e  w e  h a v e  

p e o p l e  down a t  the e n d  o f  the t a b l e  t h a t  a r e  t r y i n g  t o  
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'Lear you .  

- 
A .  I ' m  s o r r y .  I'm u s e d  t o  t a l k j j n g  on t h e  phone .  

a .  Do you know who was i n  t h e  room w i t h  y o u  when you 

nade t h a t  s t a t e m e n t ?  

A.  An a t t o r n e y .  I d o n ' t  know who h e  was a n d  I n e v e r  

;aw him a g a i n .  

Q. You o n l y  g a v e  a s t a t e m e n t  o n e  t ime?  

A .  I d o n ' t  know. Ask ing  q u e s t i o n s  i s  n o t  giv$g a 

; t a t e m e n t .  They a s k e d  me q u e s t i o n s  b u t  I d i d n ' t  see  them 

g r i t i n g .  I d o n ' t  t h i n k  t h e y  w r o t e  a n y t . h i n g  c1oi;n. T h e r e  

j a s  n o t h i n g  on p a p e r .  

. 

Q .  Was anyone  e l s e  i n  t h e  room b e s i d e s  t h e  a t t o r n e y ?  

A .  Some man from N o r t h  C a r o l i n a  o r  o n e  o f  t h e  s t a t e s  

3round h e r e ,  I d o n ' t  know who h e  was.  I d o n ' t  e v e n  know 

d h a t  h e  was d o i n g  h e r e .  

Q .  

A .  

a .  
A .  

Q .  

A .  

Q .  

A .  

8. 

A .  

Was t h e r e  anyone  f rom t h e  u n i o n ?  

No.  

Were any  o f  y o u r  s u p e r v i s o r s  p r e s e n t ?  

No. 

D i d  you d i s c u s s  t h a t  s t a t e m e n t  w i t h  anybody?  

No. 

W h a t ' s  y o u r  p r e s e n t  p o s i t i o n  P I S .  W i n t e r ?  

Ma i 11 t e n  an  c e a dm i n i s  t r a t o 1- . 
How l o n g  h a v e  you h e l d  t h a t  p o s i t i o n ?  

A long t ime. t ' d  s a y  a t  l e a s t  e l e v e n  y e a r s  a t  
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LedSe. 

- 
Q .  Has a l l  o f  t h a t  t i m e  beei i  h e r e  i n  Pomr,ano? 

A .  No. 

Q .  How l o n g  h a v e  you been  h e r e  i n  Pompano? 

A .  Since  1 9 8 4 .  

Q. Where were you  b e f o r e  Pompano? 

A .  West Palm Beach.  

Q .  Were you a m a i n t e n a n c e  a d m i n i s t r a t o r  

?lse b e s i d e s  West Palm and Pompano? - 
A .  B r i e f l y  i n  H o l l y u o o d ,  v e r y  b r i e f l y .  

Q .  Was t h a t  b e f o r e  West Palm? 

A .  No. I went t o  - -  I was i n  West P a l m  

: r a n s f e r r e d  t o  Pompano. And t h e n  I g o t  t r a n s  

jo l lywood  f o r  t h r e e  weeks,  and t h e n  sent b a c k  

a n d  I g o t  

e r r e d  t o  

t o  Pompano. 

Q .  Who i s  y o u r  p r e s e n t  f i r s t  l e v e l  s u p e r v i s o r ?  

A .  S i r i  Rosstnan, S - I - R - I  R - 0 - S - S - M - A - N .  

Q .  How l o n g  h a s  S i r i  Rossman b e e n  y o u r  s u p e r v i s o r ?  

A .  About a month.  

Q .  Who was it b e f o r e  t h a t ?  

A .  C a t h y  A n s o a t e g u i ,  and I'm n o t  c a p a b l e  o f  s p e l l i n g  

h e r  l a s t  name. 

Q .  A n s o a t e g u i ?  

A .  A n s o a t e y u i .  

Q .  How l o n g  Gas s h e  y o u r  s u p e r v i s o r ?  

A .  About e i g h t  months .  
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Q .  I f  1 - o ~  c o u l d  go bdck f o r  me ancl r e c a l l  an)- o t h e r  
I 

i i r s t  l e v e l  s u p e r v i s o r s  y o u  had h e r e  i n  Pompano, I w o u l d  

i p p r e c i a t e  i t .  

A .  I had  a l l  of them.  

Q .  Can you name them for m e .  

A .  Do you r e a l l y  n e e d  them? 

Q .  Y e s .  

A .  Roger Ander son ,  C a r o l  S c h m o l l ,  S-C-H-M-O-L>L.  

Q .  Did you s a y  C a r o l ?  

A .  I ' m  s o r r y  t h a t  was C a r o l .  I ' m  d r a w i n g  a b l a n k .  

L r e a l l y  am. I c a n ' t  t h i n k  of  who t h e y  a l l  w e r e .  I h a d  

5 0  many. 

. 

Q .  J u s t  do  t h e  b e s t  you c a n .  Any o t h e r s  t h a t  you  

-an r e c a l l ?  

A .  C a r l a  Locke rd .  

Q .  C a r l a  Locke rd?  

A .  C a r l a  L - 0 - C - K - E - R - D ,  I t h i n k .  T h a t ' s  a b o u t  i t .  

Q .  I ' m  g o i n g  t o  a s k  you t o  do t h e  same t h i n g  w i t h  

y o u r  s e c o n d  l e v e l s .  How many s e c o n d  l e v e l s  c a n  you  r e c a l l  

s t a r t i n g  w i t h  y o u r  p r e s e n t  one?  

A .  J u s t  D e n n i s  S l a t t e r y .  

Q .  Do you r e c a l l  any  f i r s t  l e v e l  m a n a g e r s  f rom West 

Palm Beach? 

A .  One, L o u b e r t o n ,  L - 0 - U - 8 - E - R - T - 0 - N .  

Q. Do you r e c a l l  any  s e c o n d  l e v e l  manage r s  fl-om West 
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' a l n l  Beach? 
- 

A .  No, n o t  r e a l l y  b e c a u s e  t h e  man who was i n  c h a r g e  

~f my d e p a r t m e n t  was a s t e p  and a h a l f  which  i s  n o t  s e c o n d  

l e v e l .  

Q. Who was t h a t ?  

A .  L e e ,  L-E-E  C a r h a r t ,  C - A - R - H - A - R - T .  

a .  Do you r e c a l l  any  f i r s t  l e v e l s  f rom Hol lywood ,  

.. 
t h e  t h r e e  weeks t h a t  you were t h e r e ?  .. 

A .  M a r c i a  H i l l ,  H - I - L - L .  I was o n l y  t h e r e  l i k e  

t h r e e  weeks l o n g  enough t o  g e t  a name and g e t  o u t .  

Q .  Y o u ' r e  d o i n g  v e r y  w e l l  t o  remember t h a t .  What 

3bout  a s e c o n d  l e v e l  i n  Hollywood? 

A .  Gary Wi l son .  T h e s e  a r e  p e o p l e  I d o n ' t  e v e n  knok-. 

Q .  A r e  you a member o f  t h e  u n i o n ?  

A .  Yes. 

Q .  Who i s  y o u r  p r e s e n t  s h o p  s t e w a r d ?  

A .  Miegl ,  M - I - E - G - L .  I t h i n k .  

Q .  Can you t e l l  me what  you do a s  a m a i n t e n a n c e  

a d m i n i s t r a t o r ,  y o u r  d u t i e s .  

A .  T e s t  l i n e s ,  e x p l a i n  f e a t u r e s  t o  c u s t o m e r s ,  work 

w i t h  t h e  i n s t a l l e r s ,  p u t t i n g  p e o p l e  i n  s e r v i c e .  

Q .  Does t h a t  r e q u i r e  you  t o  work w i t h  t r o u b l e  

r e p o r t s ?  

A .  Yes. 

Q .  Do y o u  a l s o  c l e a r  ancl c l o s e  t r o u b l e  r . e p @ r t s ?  
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A. B d s i c a l 1 . y  o n e s  t h a t  I’m worki i ig  w i t h ,  y e s .  

Q .  Do t h e  o u t s i d e  s e r v i c e  t e c h n i c i a n s  c l e a r  a n d  
- 

: l o s e  t h e i r  own r e p o r t s ?  

A.  Yes. 

Q .  They  do t h a t  w i t h  a CAT t e r m i n a l ?  

A .  Yes. 

Q .  B e f o r e  t h e y  were  u s i n g  t h e  CAT t e r m i n a l ,  d i d  y o u  

: l e a r  a n d  c l o s e  r e p o r t s  f o r  t h e  o u t s i d e  p e o p l e ?  2 

A .  Yes ,  uh-huh.  

Q .  Have you e v e r  h e a r d  t h e  p h r a s e  “ b a c k i n g  u p  t h e  

t i m e ” ?  

A .  Y e s .  

Q .  What d o e s  t h a t  mean t o  you?  

A .  W e l l ,  I was on h e a v y  d i s p a t c h  l i n e s  a n d  b a c k i n g  

~p t h e  time t o  me was a c l e a r  t i m e  a n d  a c l o s e  t i m e  when a 

~ u s t o m e r ’ s  i n  s e r v i c e  a n d  when t h e y  a c t u a l l y  c l o s e  t h e  

r e p o r t  b e c a u s e  h e  h a s  r o u t i n e  I t h i n k .  

Q .  Have you ever h e a r d  i t  u s e d  i n  a n o t h e r  c o n t e x t  

t h a n  t h a t ?  

A .  Y e s .  

Q. W h a t ’ s  t h e  o t h e r  c o n t e x t ?  

A .  Commitment. 

Q .  What i s  a commitment t i m e ?  

A .  What i s  t h e  commitment t i m e ?  

a .  Yes. 
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A .  h ' h e n  t h e  c u s t o m e r  was to1.d i t  would  b e  c l e a r e c l .  

Q .  And t h a t ' s  t h e  commitment t h e  company g i v e s - t h e  

c u s t o m e r  where  w e ' l l  b e  o u t  t h e r e  a n d  h a v e  i t  f i x e d  b y  

noon or five o ' c l o c k ?  

A .  Uh-huh. 

Q .  How have you h e a r d  o f  b a c k i n g  up  t h e  t ime i n  

r e l a t i o n  t o  t h e  commitment t i m e ?  

A .  I d o n ' t  know. I t ' s  b e e n  s o  l o n g  a g o .  I d 5 n ' t  

remember a l o t  o f  i t .  I d o n ' t .  I ' m  n o t  b e i n g  f a c e t i o u s  

o r  a n y t h i n g .  I d o n ' t  remember .  I t ' s  b e e n  a l o n g  t i m e .  I 

don ' t remember t h e  c o n t e s t .  

Q .  D o  you know o f  a n y o n e  who h a s  b a c k e d  u p  a 

commitment t ime  - -  L e t  me r e p h r a s e .  Do you know o f  a n y o n e  

who h a s  b a c k e d  up t h e  t ime on a r e p o r t  j u s t  t o  meet t h e  

commitment t ime hihen t h a t  was n o t  t h e  r e a l  t i m e ?  

A .  Yes. 

Q .  Can you  t e l l  me a b o u t  t h a t .  

A .  No. I d o n ' t  remember.  I j u s t  remember i t  

v a g u e l y .  

Q .  T h a t  i t  h a p p e n e d ?  

A .  Y e s .  We g o  t h r o u g h  a l o t  of c h a n g e s ,  a l o t .  

Q .  A r e  you a w a r e  o f  t h e  company r e q u i r e m e n t  t h a t  

o u t - o f - s e r v i c e  r e p o r t s  be r e p a i r e d  w i t h i n  t w e n t y - f o u r  

h o u r s ?  

A .  I d i d  n o t  know t h a t .  I n e v e r  knew a n y t h i n g  a b o u t  
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:11at. 

0 .  

A .  

Q. 

DO y o u  1 ~ 1 1 0 1 5  i t  now? 

Yes. Now I d o ,  y e s .  

How d i d  you f i n d  o u t  a b o u t  i t ?  

A .  J u s t  f rom t h e s e  h e a r i n g s .  

@. From what  you do  r e c a l l  a b o u t  b a c k i n g  u p  

zommitment t imes and  t h i n k i n g  a b o u t  t h a t ,  do  you  know 

d h e t h e r  or n o t  commitment t imes were  b a c k e d  u p  i n  o a e r  t o  

meet t h a t  t w e n t y - f o u r  h o u r  c l o c k  r e q u i r e m e n t ?  * 
A .  No. I d o n ' t  remember t h a t ,  n o .  J u s t  t h e  

commitment t ime .  

Q .  Do you know j.f anyone  r e c o r d e d  a c l e a r i n g  t i m e  o r  

s e r v i c e  r e s t o r e d  t ime when t h e  s e r v i c e  had  n o t  b e e n  

r e s t o r e d  a t  t h a t  p e r i o d  a n d  t i m e ?  

a .  I i m a g i n e ,  y e s .  I d o n ' t  remember e x a c t l y  b u t  

y e s ,  v a g u e l y .  

@ .  Your memory o f  t h a t ,  would  t h a t  b e  r e l a t e d  t o  

Pompano o r  a n o t h e r  I M C ?  

A .  Pompano. 

@ .  Pompano? 

A .  Y e s .  

@. Can you r e l a t e  t h a t  

You 've  had  o r  any  S T s ?  

A .  None of  them t h a t  c 

0 .  D i d  y o u  \ - o u r s e l f  a t  

t o  a n y  o f  t h e  m a n a g e r s  t h a t  

m e  t o  mind ,  n o .  

any  t i m e  r o l l  b a c k  a c l e a r i n g  
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t i iii e ? 

A .  y e s .  I c ~ i c l  c l e a r  and c l o s e  t i m e  l i k e  I s a i 6 .  

Q .  Did you e v e r  r o l l  them b a c k  beyond a p o i n t  b e f o r e  

s e r v i c e  was r e s t o r e d ?  

A .  I d o n ' t  t h i n k  s o .  I d o n ' t  eve r  c l o s e  a n y t h i n g  

t h a t ' s  n o t  work ing .  You have  t o  b e  w o r k i n g  b e f o r e  I c l o s e  

J O U  o u t .  I have  k i c k e d  back  r e p o r t s .  And p e o p l e  c a l l i n g  

i n  w a n t i n g  a c l o s e  and  I d i d n ' t  g e t  a good t e s t .  S j i  t h e y  

den t  t o  a s u p e r v i s o r .  They would t e l l  me i t  l o o k s  l i k e  

i t ' s  w o r k i n g .  And I would s a y  i t  d o e s n ' t  look l i k e  i t  t o  

ne s o  t h e y  d i d  n o t  get .  c l o s e d .  

Q .  Was t h i s  b e f o r e  t h e  CAT t e r m i n a l s ?  

A .  B e f o r e  and  c lur ing .  

Q .  B e f o r e  and  d u r i n g ?  

A .  Yeah, when t h e y  were f a i r l y  new. 

Q .  When t h e  CAT t e r m i n a l s  were  f a i r l y  new? 

A .  Yes.  

Q .  And what happened :  d i d  t h e  S T  go t o  t h e  

s u p e r v i s o r  and s a y ,  I want t o  c l o s e  o u t  b u t  MS. W i n t e r  

d o n ' t  l e t  me? 

A.  R i g h t .  They would have  t o  g e t  a s u p e r v i s o r ' s  

2kay .  Sometimes maybe t h e  t e s t i n g  w a s n ' t  a c c u r a t e  on  my 

Snd. Sometimes maybe t h e  t e s t i n g  p o r t  was n o t  Working 

? r o p e r l y ,  y o u  know, maybe. I d o n ' t  know. 

Q. To y o u r  knowledge were a n y  of  t h o s e  c l o s e d  o u t  
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Q .  Have any  of Your s u p e r v i s o r s  e v e r  o v e r r i d d e n  y o u r  

d e c i s i o n ?  

A .  I ' m  s u r e ,  you  know, a t  times. Yes. 

Q.  When t h e s e  o c c a s i o n s  would happen  t h a t  t h e  ST 

would go beyond you t o  a s u p e r v i s o r  t o  g e t  c l o s e  o u t  

p e r m i s s i o n ,  would t h e  s u p e r v i s o r  j u s t  c l o s e  i t  o u t  +r 

b r i n g  i t  b a c k  t o  you t o  f i n i s h  o r  d o  s o m e t h i n g  e l s e ?  

A .  I r e a l l y  d o n ' t  remember what t h e  p r o c e d u r e  i i a s .  

I d o n ' t  remember i f  I g o t  them b a c k  o r  n o t .  P r o b a b l y  a t  

t i m e s ,  y e a h .  Yeah. 

Q .  Do you  remember e v e r  g e t t i n g  one  b a c k  t h a t  you  

s a i d ,  i t ' s  j u s t  n o t  f i x e d ;  y o u  s h o u l d n ' t  c l o s e  t h i s  o u t ?  

A .  To who. 

Q .  To t h e  s u p e r v i s o r .  

A .  No. 

Q .  Do you e v e r  remember a t i m e  when a s u p e r v i s o r  

t o l d  you t o  c l o s e  i t  o u t  when you t h o u g h t  i t  s h o u l d  n o t  

h a v e  been b e c a u s e  you t e s t e d  it aga in  and it d i d  n o t  show 

t h a t  i t  was okay?  

A .  No. U s u a l l y  it would be s o m e t h i n g  more of  a 

s c e n a r i o  where t h e y  knew s o m e t h i n g  a b o u t  i .t  t h a t  I d i d n ' t  

know.  And t h e y  had  t he  i n f o r m a t i o n  where I d i d n ' t  h a v e  it 

I n a ~ l J e .  Ancl y o u  know, t h e r e  m i g h t  h a v e  been  a p r O b l e n 1  
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> i - e \ - i o u s  t o  t l i a t  and maybe imy t e s t i n y  ~ ; l s  d o h - n .  A n d  i f  I 

3 0  t o  a n o t h e r  t e s t ,  p r o b a b l y  i t  would h a v e  g o t t e n  a good 

t e s t .  S o  t h e y  knew enough what t h e  t e c h  was t e l l i n g  them 

: h a t  - -  I d o n ' t  know how t o  e x p l a i n  i t .  

Q .  You do what an  MLT t e s t ?  

A .  MLT t e s t .  

Q .  And somet imes  y o u ' l l  ge t  b a c k ,  what  a 0 i f  i t ' s  

<. 

~ u s y ,  t e s t  equ ipmen t  b u s y ?  2 

A .  S i x .  

0 .  Six. 

A .  Yeah 

* 

Q .  S o  a r e  y o u  t a l k i n g  a b o u t  t h o s e  k i n d s  o f  MLT t e s t s  

: h a t  w i l l  come back  l i k e  a s i x ?  

a .  Yeah. 

Q .  And t h e n  would t h e  s u p e r v i s o r  a l s o  t h e n  h a v e  

i c c e s s  t o  t e s t  i t  h i m s e l f ?  

A .  P e s .  And he  p r o b a b l y  was a l i t t l e  more 

Knowledgeable  i f  i t  was s o m e t h i n g  l i k e  f i b e r  o p t i c  c a b l e  

t h a t  I ' m  n o t  a s  good w i t h .  They do  more w i t h  t h a t  t h a n  I 

3 0  ~ 

Q .  

2 i s p o s  

A .  

Q .  

1s. 

When you c l o s e  o u t  r e p o r t s ,  do  you p u t  i n  c e r t a i n  

t i o n  and  c a u s e  c o d e s  on t h o s e  r e p o r t s ?  

Yes.  

Can you  b r i e f l y  t e l l  m e  what a d i s p o s i t i o n  Code 
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A .  IS what t h e  l~iili? tes.tec1. yea i l .  lullat. t i l r  l i l lE 

: e s t e d .  T h a t ' s  t.he d i s p o s i t i o n  and  .tile cause  is \;lIat" 

i r o u g h t  i t  a b o u t .  

Q -  Can you g i v e  me a n  example  o f  a cause code. 

A .  A c a u s e  c o d e ?  

@. Y e s .  

A .  Okay. T h r e e  h u n d r e d  when i t ' s  d e f e c t i v e .  

Q .  A r e  t h e r e  c e r t a i n  c a u s e  c o d e s  f o r  w e a t h e r  J . ike 

. i g h t n i n g  o r  m o i s t u r e  o r  r a i n ?  

A .  Not t h a t  I would b e  c l o s i n g .  I'm a n  i n s i d e  

i e r s o n .  

Q .  When t h e  S T s  were c a l l i n g  you  on c l o s e  o u t ,  c o u l d  

h e y  g i v e  you c a u s e  c o d e s  f o r  w e a t h e r ?  

A .  Y e s .  When i t  was h e a v y  r a i n s ,  y e s .  

Q .  Can you g i v e  me a n  example  o f  a d i s p o s i t i o n  c o d e .  

A .  What a r e p a i r m a n  would u s e  y o u  mean? 

Q .  Y e s .  

A .  I t h i n k  a r e p a i r m a n  s h o u l d  a n s w e r  t h a t .  

@. What a b o u t  a d i s p o s i t i o n  c o d e  t h a t  you  m i g h t  u s e .  

A .  S i x  h u n d r e d ,  c a u s e  unknown. 

Q .  I f  t h e  t r o u b l e  i s  i n s i d e  t h e  f r a m e  o r  i n s i d e  t h e  

- e n t e r  office, were you e v e r  r e s p o n s i b l e  a s  a n  MA f o r  

- l o s i n g  t h o s e  t y p e  of  r e p o r t s ?  

A .  Yes.  

Q .  D i d  t h o s e  k i n d  o f  r e p o r t s  liave a s e y ; a r a t e  a n d  
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l i s t i r i ~ t  d i s p o s i t i o n  c o d e ?  

Yes. 
- 

A .  

Q. A r e  you f a m i l i a r  w i t h  any  d i s p o s i t i o n  c o d e s  f o r  

I rob lems  t h a t  a r e  on i n s i d e  w i r i n g ,  i n s i d e  a c u s t o m e r ' s  

l o u s e ?  

A .  Am I f a m i l i a r  w i t h  t h a t ?  

Q .  Yes. 

A .  I d o n ' t  know how t o  answer  t h a t .  I ' m  n o t  s n  

) u t s i d e  p e r s o n .  I d o n ' t  know what  you  want  me t o  a n s w e r  

: h a t .  

* 

0 .  D o  you know i f  t h e r e  a r e  c e r t a i n  d i s p o s i t i o n  a n d  

: a u s e  c o d e s  t h a t  would t a k e  an o u t - o f - s e r v i c e  r e p o r t  a n d  

; e e p  i t  from b e i n g  c o u n t e d  a s  a miss a g a i n s t  t h e  company 

.n t h a t  t w e n t y - f o u r  h o u r  r e q u i r e m e n t ?  

A .  Yeah, uh-huh.  

Q .  Do you  know o f  anyone  who h a s  c o d e d  a n y  c u s t o m e r  

: e p o r t s  w i t h  t h o s e  p a r t i c u l a r  exempt c a u s e  c o d e s  o r  

l i s p o s i t i o n  c o d e s  j u s t  t o  keep  them f rom b e i n g  c o u n t e d  

2 g a i n s t  t h e  company on t h a t  t w e n t y - f o u r  h o u r  r e q u i r e m e n t ?  

A .  Y e s .  

Q .  Can you t e l l  me a b o u t  t h a t .  

A .  J u s t  v a g u e l y ,  j u s t  a way of  d o i n g  it s o m e t i m e s .  

Q .  Was t h a t  i n  Pompano 01- West Palm o r  Ho l lywood?  

A .  I t h i n k  i t  was Pompano. 

0 -  C a n  you r e c a l l  a n y  o f  t h e  c o d e s  t h a t  might h a v e  
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been  u s e d ?  

A .  I t ' s  been  So 1ong  ago  s i n c e  I ' v e  worked  on  s ? u f f  

l i k e  t h i s .  J u s t  one c o d e  -- I d o n ' t  how t o  d e s c r i b e  i t ,  I 

guess .  . 

Q .  Would t h a t  h a v e  b e e n  s t a t u s i n g  o u t - o f - s e r v i c e  a t  

c l o s e  o u t ?  Yes, i t  was o u t - o f - s e r v i c e .  No ,  it was n o t  

o u t - o f - s e r v i c e .  

MR. BEATTY: O b j e c t i o n  t o  t h e  form o f  t h e  , 
q u e s t i o n .  I t  i s  i n c r e d i b l y  l e a d i n g .  

A .  I d o n ' t  know what t o  t e l l  you .  I d o n ' t  know what  

. 

you want  me t o  s a y .  

Q .  Do you know o f  anyone  e l s e  who was u s i n g  t h e s e  

c o d e s  a t  t h e  same t i m e  you were?  

A .  I was on heavy  d i s p a t c h  l o a d .  I d i d n ' t  b o t h e r  

w i t h  anybody a r o u n d  m e .  

Q .  Can you e x p l a i n  what a h e a v y  d i s p a t c h  l i n e  i s  t o  

me. 

A .  Heavy d i s p a t c h  l o a d .  

Q .  Load ,  I ' m  s o r r y .  

A .  I t  means - -  J u s t  b e f o r e  t h e  CAT t e r m i n a l s ,  w e  

were  e x t r e m e l y  b u s y .  W e  d i d n ' t  h a v e  t ime  t o  t a l k  t o  

anybody.  We were on h e a v y  c a l l s  a l l  d a y  l o n g  s t r a i g h t  U P  

t o  q u i t t i n g  t ime .  And r e p a i r m e n  c o n s t a n t l y  c a l l i n g  me, 

c l o s i n g  them o u t ,  g i v i n g  them t h e i r  n e x t  j o b  o r  two j o b s  

w h a t e v e r  down t h e  l i n e .  So  I was v e r y  v e r y  b u s y  l i k e  a 
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h e a v y  switchboard. So I don't know Khat a I i j - o n ~  e l s e  i ir ls 

doing around me. 
.. 

Q .  Do you know if a customer is due a rebate if 

they're out-of-service more than twenty-four hours? 

A .  I do now. I didn't know then. 

Q .  How did you find out about that? 

A .  Just from the hearings. 

Q. Have you ever heard the phrase "building tfie 

bas e " ? 

A .  You asked me that already. 

Q. Do y o u  know anyone who has taken a group of - -  

L e t  me rephrase this. Do you know anyone who has created 

fictitious reports in order to build the base of 

out-of-service troubles? 

A .  N o ,  I don't. 

Q. Can you tell me the difference between an 

out-of-service trouble and effecting service trouble? 

A .  Including what it says. 

Q .  Can you give me an example of an out-of-service 

trouble? 

A .  No dial tone. 

Q. Can you give me an example of an effecting 

service trouble? 

A .  Static. 

Q .  So if it's an effecting service, a c u s t o m e r  s t i l l  
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has some u s e  o f  the  phone?  

A .  Yes. 

Q .  T h a t ' s  t h e  d i f f e r e n c e ?  

A .  R i g h t .  

Q .  Do you know o f  anyone  who h a s  t a k e n  e f f e c t i n g  

s e r v i c e  r e p o r t s  and  c l o s e d  them o u t  a s  o u t - o f - s e r v i c e  when 

t h e y  were n o t  o u t - o f - s e r v i c e ?  

A .  D i d n ' t  we go t h r o u g h  t h i s  a l i t t l e  w h i l e  a 3 o ?  

When you s a i d  was it an  o u t - o f - s e r v i c e  c o d e  a n d  I s a i d  yes  

3nd I answered  i t  a l r e a d y .  

I 

Q .  I d o n ' t  b e l i e v e  we d i d .  We t a l k e d  a b o u t  c a u s e  

- o d e s .  

( T h e r e u p o n ,  an  o f f  t h e  r e c o r d  d i s c u s s i o n  was 

h e l d . )  

Q .  L e t  me see i f  I c a n  g e t  t h i s  c l e a r e d  u p .  I 

t h o u g h t  we were t a l k i n g  a b o u t  c a u s e  c o d e s  a n d  d i s p o s i t i o n  

c o d e s  a t  t h a t  p o i n t .  

A .  I t h o u g h t  i t  was a l l  r e l a t e d  b u t  go a h e a d .  

Q .  Now what  I'm t h i n k i n g  o f  i s  j u s t  g e n e r a l l y  

s t a t u s i n g  i n  t h e  r e s u l t  c o d e  a r e a .  N i n e  h u n d r e d  o r  o n e  

h u n d r e d ,  n i n e  h u n d r e d  i s  t h e  e f f e c t i n g  s e r v i c e  a n d  t h e  o n e  

hundred  i s  o u t - o f - s e r v i c e ;  i s  t h a t  c o r r e c t ?  

A .  Uh-huh. 

Q .  So  what I ' m  work ing  w i t h  now t h e n  i s  

O u t - o f - s e r v i c e  s t a t u s i n g  and i f  I'm m i s t a k e n ,  I maybe.  I 
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I ~ o u q l i t  t.liat '<as d i f f e r e n t  f rom c a u s e  c o d e s .  
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A. bo. T h a t  ' s c o r r e c t .  

Q .  B u t  I t h i n k  I ' v e  miscommunica ted  b e c a u s e  you  seem 

.o t h i n k  I ' v e  a l r e a d y  a s k e d  you  t h a t  q u e s t i o n  and I d i d n ' t  

h i n k  I had .  

A.  Maybe I m i s u n d e r s t o o d .  I ' m  s o r r y .  

Q .  Do you mind i f  I a s k  i t  one more t i m e ?  

A .  No. Go a h e a d .  3 
Q .  Do you know o f  anyone  who h a s  t a k e n  a s e r i e s  o f  . 

! f f e c t i n g  s e r v i c e  r e p o r t s  and s t a t u s e d  them as  

j u t - o f - s e r v i c e  on c l o s e  o u t  when t h e y  were  n o t  r e a l l y  

1 u t  - o f  - s e r v i  c e ? 

A .  

a .  
A .  

Q .  

A .  

Q .  

A .  

Q .  

I ' v e  h e a r d  o f  i t  d o n e ,  y e s .  I ' v e  h e a r d  o f  i t .  

Have you e v e r  h e a r d  o f  t h a t  i n  Pompano? 

And West Pa lm,  y e s .  

I n  West Pa lm,  t o o ?  

Uh-huh. 

Can you r e c a l l  any  o t h e r  d e t a i l s  a b o u t  t h a t ?  

No. No. I r e a l l y  c a n ' t .  

And t h i s  q u e s t i o n  may sound  v e r y  s i m i l a r  t o  t h e  

iame t h i n g  w e ' r e  t a l k i n g  a b o u t  b u t  I ' m  g o i n g  t o  t r y  t o  

) h r a s e  i t  j u s t  a l i t t l e  d i f f e r e n t l y .  Have you  e v e r  h a d  a 

i a n a g e r  g i v e  you  i n s t r u c t i o n s  n o t  t o  s t a t u s  any  

) u t - o f - s e r v i c e s  t o d a y ?  

A .  Yes. 
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Q .  C a l i  1 - o ~  L e 1 . 1  [ne a b o u t  t h a t .  

A .  N o ,  j u s t  i t  h a p p e n e d .  T h a t ' s  i t .  

Q .  Can you t e l l  me where  i t  h a p p e n e d ?  

A .  I d o n ' t  know. P r o b a b ~ l y  West P a l m  a n d  Pompano. 

Q .  D o  you remember a n y  o f  t h e  m a n a g e r s  who g a v e  y o u  

: h o s e  i n s t r u c t i o n s ?  

A .  Unh-unh. No, I d o n ' t .  L i k e  I s a i d ,  i t ' s  b e e n  a 

.ong t ime .  4 

Q .  M s .  W i n t e r ,  I wan t  t o  show you  a documen t  a n d  I ' m  

j o i n g  t o  i n t r o d u c e  i t  i n  t .he  r e c o r d  a n d  t h e n  I'll show i t  

:o y o u .  T h i s  i s  S o u t h e r n  B e l l ' s  r e s p o n s e  t o  p r e l i m i n a r y  

) r d e r  number PSC-93-0263-PCO-TL e n t e r e c l  on F e b r u a r y  1 9 ,  

1993. And i t  was f i l e d  b y  S o u t h e r n  B e l l  w i t h  t h e  

:ommiss ion  011 t h e  r a t e  c a s e  on A p r i l  1, 1 9 9 3 .  L e t  me s e e  

i f  I can  f i n d  - -  A l l  r i g h t ,  a t  p a g e  s e v e n t e e n  number s i x  

: h i r t y - s i x  t h e r e ' s  a M a r g u e r i t e  W i n t e r .  I s  t h a t  y o u ?  

A .  Where is i t?  

Q. Number s i x  t h r e e  s i x .  

A .  Y e s .  

Q .  Then t h e r e ' s  a bunch  o f  numbers  a f t e r  y o u r  name. 

A .  Uh-huh. 

Q .  I'd l i k e  t o  a s k  you a b o u t  number s e v e n t e e n .  Have  

you seen t h i s  documen t?  

A .  Yes ,  v a g u e l y .  Yeah.  

a .  I t h i n k  number s e v e n t e e n  s a y s  s o m e t h i n g  a b o u t  



1 

2 

3 

4 

5 

6 

I 

8 

9 

10 

11 

12 

13 

1 4  

15 

16 

17 

1 8  

1 9  

2 0  

21  

2 2  

2 3  

2 4  

2 5  

i l  t i m .i da t i o n  01' p r  e c '- .)  11 I' e . 

A . U h - h u h .  

Q .  And I ' d  l i k e  t o  know i f  y o u ' v e  e v e r  f e l t  

n t i m i d a t i o n  o r  p r e s s u r e  when y o u  were h a n d l i n g  c u s t o m e r  

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

A .  No. 

Q .  Do you know o f  anyone  e l s e  who h a s  f e l t  

n t i m i d a t e d  o r  p r e s s u r e d  i n  t h e  way t h e y ' v e  handled,or 

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

A .  N u .  

Q. Number t w e n t y - o n e  i s  by y o u r  name. Number 

wenty-one  s a y s  s o m e t h i n g  a b o u t  wet ancl d r y  r u l e s .  I ' m  

roncler ing i f  you know what  a wet and d r y  r u l e  i s ?  

A .  

Q .  

A .  

Q .  

A .  

Q .  

No. 

You 've  n e v e r  h e a r d  o f  t h a t  e i t h e r ?  

No. 

Have you  h e a r d  o f  a u t o s c r e e n i n g ?  

Yeah,  uh-huh.  

Can you t e l l  me what a u t o s c r e e n i n g  i s ?  

A.  A u t o s c r e e n i n g .  L e t ' s  see .  We h a v e  a u t o m a t i c  

i i s p a t c h  and  a u t o m a t i c  s c r e e n e r .  A u t o m a t i c  s c r e e n e r  i s  - -  

: d o n ' t  know i f  I h a v e  t h e  t e r m i n o l o g y  r i g h t .  I t  

i u t o m a t i c a l l y  p u t s  s o m e t h i n g  i n t o  d i s p a t c h ,  you  know, 

: e s t s  i t ,  and  p u t s  i t  i n t o  d i s p a t c h  c o m p u t e r  w i se .  

Q. Computer wise .  
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A .  Uh-huh.  

Q .  Would y o u  g e t  i t  t h e n  a s  an f1A - -  

A .  No,  

Q .  - -  I f  a u t o s c r e e n e r  d i s p a t c h e d  i t ?  

A .  No. 

8. D o  you know i f  a u t o s c r e e n e r  would s t a t u s  it a s  a n  

3 u t - o f - s e r v i c e  o r  e f f e c t i n g  s e r v i c e ?  

A .  I d o n ' t  r e a l l y  know t h a t .  I ' v e  s e e n  b r i e f l y  some 

i o d e s  on i t  b u t ,  you know, w e  d o n ' t  y e t  t o  s e e  them.  We 

d o n ' t  y e t  t o  see  t h a t .  

. 

Q .  A r e  t h e r e  any  r e p o r t s  t h a t  come t o  you t . h a t  k i n d  

of g e t  r e j e c t e d  o u t  of  a u t o s c r e e n e r ?  

A .  T h a t  r e - t e s t  o k a y ,  y e s .  

Q .  Have you e v e r  g o t t e n  r e p o r t s  t h a t  h a v e  r e j e c t e d  

o u t  o f  a u t o s c r e e n e r  t h a t  you k n e w  s h o u l d  h a v e  b e e n  

s t a t u s e d  o u t - o f - s e r v i c e  up f r o n t ?  

A .  Not t h a t  I know o f ,  no .  

Q .  By y o u r  name i s  a l s o  number t h i r t y  on t h a t  l i s t .  

And i t  s a y s  s o m e t h i n g  a b o u t  employee  o r i g i n a t e d  r e p o r t s  

g e n e r a l l y .  W h a t ' s  a n  employee  o r i g i n a t e d  r e p o r t ?  

A .  B a s i c a l l y  t o  me i t  means if a r e p a i r m a n  i s  O u t  on 

a c a b l e  and  a n o t h e r  c u s t o m e r  comes u p  t o  h i m  a t  t h e  c r o s s  

box  w h a t e v e r  and  s a y s ,  I h a v e  no  d i a l  t o n e  e i t h e r .  And 

would you p l e a s e  c a l l  i t  i n  f o r  me. A s  a c o u r t e s y  h e  

would c a l l  i t  i n t o  u s  and we would make u p  a r e p o r t  f o r  
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h i m .  

Q. I'm going to show you another document. Thi? one 

is entitled Citizens Third Set of Interrogatories. 

Interrogatory is a question I've put down in writing and 

mailed to the company, and they've sent me a written 

response. It was dated June 6 ,  1991. 

And essentially I asked f o r  the names of 

employees who might have some information about cuspmer 

reports that were reported as employee reports. The 

company sent back a list of names of people that might 

have some knowledge about employee originated reports for 

zustomers who called or were called concerning repeat 

problems. 

What I'm going to do is go off the record and let 

you take a look at this. And if you want to talk to your 

attorney, you can do that before we get back on, and then 

I'll ask you some questions about that. 

A. It's a s  clear as mud to me. Okay. .. 
Q -  

A .  

Q. I'm wondering what information you can give me 

3bout customer reports impute as employee reports on 

repeat problems. 

MR. BEATTY: Is that a question? 
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Q. h i e l l ,  what i n f o r m a t i o n  she m i g h t  h a v e  t h a t  she 
- 

can g i v e  me. L e t  me t r y  o n e  more ti-me. 

A .  Okay. I ' m  d e n s e .  

Q. N o .  Y o u ' r e  d o i n g  f ine . .  You h a v e  a g r e a t  memory 

for who you work w i t h .  

r 
i 

< 
" p 

MR. BEATTY: I f  a n y  a t  all. 

A .  J u s t  t h a t  i f  t h e y  h a d  t r o u b l e  a g a i n ,  t h e y  c a l l e d  

back  i n  and  w e  made up a r e p o r t .  

Q .  When you made t h e  r e p o r t  u p ,  d i d  you make it up 

a s  an  employee  o r i g i n a t e d  r e p o r t ?  

MR. BEATTY: O b j e c t i o n  t o  t h e  fo rm of t h e  

q u e s t i o n .  I t ' s  a l e a d i n g  q u e s t i o n .  

Q .  He's j u s t  p u t t i n g  a l e g a l  o b j e c t i o n . o n - t h e  . 

r e c o r d .  You c a n  a n s w e r .  

A .  I f o r g o t  what  t h e  q u e s t i o n  was .  Can you  r e p e a t  

i t .  

Q. When t h e  c u s t o m e r  c a l l e d  i n  on  a r e p e a t  r e p o r t ,  

was i t  an employee  r e p o r t  or a c u s t o m e r  d i r e c t  r e p o r t ?  

A .  Sometimes it was a c u s t o m e r  d i r e c t  and  s o m e t i m e s  

i t  was an  EO r e p o r t .  
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Q .  How d i d  y o u  distinguish betKeei i  vhethei. i t .  ~ j a s  

going to be a customer direct report or an EO report *on 

repeat calls? 

A .  I don't remember. I--don't remember. I don't 

remember the circumstances if it was made an EO o r  CD at 

that time, a CD customer direct. I don' 

Q. If a customer calls in a troub 

customer direct report? 

A .  Yes. 

t remember. 

e, is that a 

Q. If a customer c a l l s  in on a trouble, is it proper 

t o  make it an employee report? 

A .  No. No. I'm trying to think of the 

Circumstances why it would make it an EO. I don't know.  

I really am trying to remember. I don't remember exactly 

what - -  A lot o f  this was so l o n g  ago that I can't 

remember. CDs were always called in by the customer. 

E O s  were if a repairman was out on the main 

telephone number and then followed by the additional line 

in the house. Maybe an EO was made up on that. 

Q. Do you have any opinion as to whether those were 

proper EO reports or improper or should have been 

something e l s e ?  

A .  No. 

Q. Did you ever have a manager tell you as an PIA not 

to close out an out-of-service that w a s  a b o u t  t o  y o  ot;eI  
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: w e i ~ . t y - f o u r  h o u r s  w i t h o u t  g e t t i n g  h i s  p e r m i s s i o n ?  

A .  No. I n e v e r  h e a r d  of  t h a t  .term. I n e v e r  h e a r d  

If t h a t .  

Q .  D o  you know 

?mployee c o d e ?  

A .  N O .  

Q .  Do you know 

A .  Y e s .  

Q .  B r i e f l y  t e l  

o f  anyone-who  h a s  u s e d  somebody e l s e s  

what  a no access r e p o r t  i s ?  

.. 
2 

me what  a no access r e p o r t  i s .  

A .  h 'obody ' s  home. 

Q .  I n  o t h e r  words ,  a s e r v i c e  t e c h n i c i a n  d i d  go o u t  

: o  r e p a i r  t h e  p r o b l e m  b u t  t h e  c u s t o m e r  w a s n ' t  home t o  l e t  

them i n ?  

A .  R i g h t .  

Q .  Do you know o f  anyone  who no  a c c e s s e d  a r e p o r t  

J e f o r e  i t  was d i s p a t c h e d ?  

A .  No. 

Q .  Do you know o f  anyone  who no  accessed a r e p o r t  

dhen t h e  c u s t o m e r  was r e a l l y  home? 

A .  No,  n e v e r .  Never h e a r d  o f  t h a t  i n  my life. 

Q .  Can you t e l l  me what a n  e x c l u d e  r e p o r t  i s?  

A .  I n f o r m a t i o n ,  a c a l l  b a c k ,  m i s c e l l a n e o u s .  

Q .  Wrong number r e p o r t e d ,  would t h a t  be a n  e x a m p l e ?  

A .  Yes. 

c r .  \<hat <ibout d e n i e d  f o r  non-paymen t ,  w o u l d  t h a t  b e  
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4 1-1 (2 .x a Ill 13 1 u '? 

A .  Yes. 

Q. Based on your experience and training is it 

?roper to exclude out-of-service reports? 

A .  No, never. 

Q. Have you ever heard o f  someone excluding 

3ut-of-service reports? 

A .  No, not that I can recall. i 

Q. Have you yourself ever excluded an out-of-service 
* 

report? 

A .  No. 

Q .  D o  you know of anyone who has taken an 

>ut-of-serv ce report that was about to g o  out 0' r 

twenty-four hours and closed it; and then reopened it as 

an employee originated report just to finish the job? 

A .  I have heard of that, yes. 

Q. Can you tell me where you have heard of that 

being done? 

A .  No. I'm sure - -  Here and West Palm, I guess. 
Q. Let me ask it this way: Do you know for a fact 

that that was done? 

A .  I vaguely recall this as you're saying it. It's 

like trying to think back and remember this stuff, you 

know. It's like - -  I don't know. I don't know how to 

explain it. I haven't heard this terminology, whatever o r  
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eve11 t h o u g h t  ii1:10i.i I: - t h i s  L u r  sucli a l u n y  t irlie. I I; ' s l i i ~ i - d  

t o  remember b a c k .  I t  t r u e l y  i s .  
- 

Q .  Do you know what  t h e  c a r r i e d  o v e r  n o  o r  t h e  CON 

c o d e  i s ?  

A .  Aga in ,  v a g u e l y .  I ' m  v a g u e l y  remember. The CON? 

Q .  Yes. Do you h a v e  any  v a g u e  memory o f  how i t  was 

u s e d ?  

A .  F o r  a l a t e r  d a t e .  

Q .  F u t u r e  d a t e  r e q u e s t e d  b y  t h e  c u s t o m e r ?  

A .  Yeah, uh-huh.  

Q .  Do you know i f  t h a t  CON c o d e  s t o p s  t h a t  

t w e n t y - f o u r  h o u r  c l o c k ?  

A .  I d o n ' t  know t h a t .  

Q .  Do you know o f  anyone  who m i s u s e d  t h e  CON c o d e ?  

A. No. Vaguely  remember u s i n g  i t  m y s e l f .  I d o n ' t  

e v e n  remember what I u s e d  i t  f o r  now. 

Q .  I t h i n k  you m e n t i o n e d  t h a t  you c l o s e d  t e s t  o k a y  

r e p o r t s .  

A .  Y e s .  

Q .  I t h i n k  we a l r e a d y  t a l k e d  a b o u t  t h a t .  I t h i n k  w e  

d i d  t a l k  a b o u t  t h a t .  Do you know o f  anyone  who h a s  p u t  

f a l s e  i n f o r m a t i o n  on a c u s t o m e r ' s  r e p o r t ?  

A .  N o ,  n o t  o f f  hand  t h a t  I c a n  r e c a l l .  

Q. Do you know o f  anyone  who h a s  i m p r o p e r l y  s t a t u s e d  

a c u s t o m e r  r e c o r d  i n  o r d e r  t o  h e l p  them w i t h  t h a t  
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o u t - o f  - s t : r -v ice  ox'er t w e n t y - f  o u r  Iiou1-w:' 

A .  Yes.  I have  h e m d  t h a t ,  y e s .  

Q .  What h a v e  you h e a r d  a b o u t  t h a t ?  

A .  I h e a r d  t h a t  i t  was u-sed. 

Q .  I n  Pompano; have  you e v e r  h e a r d  of  it b e i n g  u s e d  

- 

i n  Pompano? 

A .  Yes.  

Q .  Have you h e a r d  i t  b e i n g  u s e d  i n  West Palm?, 

A .  I d o n ' t  r e c a l l .  . 
Q .  Can you g i v e  me any more s p e c i f i c s  o r  d e t a i l s  

a b o u t  t h e  u s e  i n  Pompano? 

A .  No b e c a u s e  a g a i n ,  I h a v e  t o  go b a c k .  I was on 

v e r y  heavy  d i s p a t c h  l o a d s .  S o  you  h a v e  p e o p l e  o v e r  h e r e  

t h a t  a r e  s c r e e n i n g  and  t a l k i n g  t o  c u s t o m e r s .  And t h e n  you 

have y o u r  d i s p a t c h  t h a t  was o v e r  h e r e  t h a t  was s t r i c t l y  

w o r k i n g  w i t h  r e p a i r m a n .  So my d u t y  was m o s t l y  o v e r  h e r e  

c l o s i n g ,  c l o s i n g ,  c l o s i n g  r e p o r t s .  S O  n o ,  1 d o n ' t  

remember. I d o n ' t  remember.  

Q .  Do you know o f  any  manage r s  who h a v e  s t a t u s e d  a n d  

coded c u s t o m e r  r e p o r t s  d i r e c t l y  t h e m s e l v e s ?  

A .  I have  n e v e r  s e e n  them. 

@. Have you e v e r  f i l e d  a g r i e v a n c e  i n  r e l a t i o n  t o  

h a n d l i n g  c u s t o m e r  t r o u b l e  r e p o r t s ?  

A .  I d o n ' t  remember.  I d o n ' t  remember.  

V .  Do you know i f  anyone  e l s e  h a s ?  
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d. Not t h a t  I c a n  r e c a l l .  

Q .  Have you e v e r  been  d i s c i p l i n e d ,  i n f o r m a l l y  - 
d i s c i p l i n e d  f o r  y o u r  h a n d l i n g  o f  c u s t o m e r  t r o u b l e  r e p o r t s ?  

A .  I t r u e l y  d o n ' t  remember,  I d o n ' t .  

Q .  Have you  e v e r  b e e n  8 - f o r m e d  f o r  y o u r  work i n  

hand 1 i n  g c u s t om e r t r o u b 1 e 1- e p o r t s ? 

A.  You s a y  B-formed.  I d o n ' t  know t h a t  t e r m i n o l o g y .  

Q .  A w r i t t e n  d i s c i p l i n e .  Have you e v e r  r e c e i 3 e d  a 

w r i t t e n  form o f  d i s c i p l i n e ?  
* 

A .  I ' m  s u r e  I have  a t  t i m e s  b u t  I d o n ' t  know i f  i t  

had  a n y t h i n g  t o  do w i t h  c u s t o m e r  r e p o r t s .  

Q .  W e l l ,  I ' m  n o t  i n t e r e s t e c l  i n  a t t e n d a n c e  o r  t h o s e  

k i n d s  of  t h i n g s .  I ' m  i n t e r e s t e d  i n  t h e  h a n d l i n g  of  

c u s t o m e r  t r o u b l e  r e p o r t s  t h e m s e l v e s .  

A .  I d o n ' t  remember.  I d o n ' t  remember.  

Q .  Has anybody e v e r  a s k e d  you t o  h e l p  s e l l  p r o d u c t s  

o r  s e r v i c e s  f o r  t h e  company? 

A .  No. The o n l y  t i m e  I e v e r  s o l d  was a g a  

w a n t i n g  t o  b e c a u s e  I d i d n ' t  t h i n k  I was i n  t h a t  

t h a t  s o l d .  I was a l w a y s  v e r y  v o c a l  a b o u t  t h a t .  

list me 

d e p a r t m e n t  

And t h e  o n l y  t i m e  I d i d  i t  i s  i f  t h e  c u s t o m e r  

a s k e d  me. Would you p l e a s e  p u t  c a l l  w a i t i n g  on my l i n e .  

Yes. And t h e n  g e t  a s a l e s  c o d e  and  g i v e  it t o  t h e  

b u s i n e s s  o f f i c e .  And e v e r y  t i m e  I g a v e  i t  t o  t h e  b u s i n e s s  

o f f i c e ,  p l e a s e  t a k e  i t .  P u t  h - h a r e v e r  s a l e  c o d e  1.0~1 wdnt 
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OIJ i t .  My j o b  j.s t . t ? s t i n g  t h e  l i n e s .  And 1 d o n ' t  G a n t  

a n y t h i n g  t o  clo w i t h  s e l l i n g .  I'm n o t  a s e l l i n g  t y p e  

p e r s o n .  

- 

Q .  Do you know of anyone-who h a s  r e c o r d e d  a s a l e  of 

s e r v i c e  o r  a p r o d u c t  t o  a c u s t o m e r  w i t h o u t  t h a t  c u s t o m e r ' s  

a u t h o r i z a t i o n ?  

A .  No. No. T h a t  I d o n ' t  know a t  a l l .  I d o n ' t  know 

.. 
of  anybody t h a t  h a s  d o n e  t h a t .  / 

Q .  Were you e v e r  e l i g i b l e  fpr  any  p r i z e s  o r  awards 

b a s e d  on t h e  few s a l e s  t h a t  you d i d  make? 

A .  Never .  The o n l y  t h i n g  I c o u l d  hope  f o r  maybe i s  

a d i s h  c l o t h .  

Q .  M s .  W i n t e r .  L e t  me j u s t  a s k  you  one  g e n e r a l  

q u e s t i o n  and  c l o s e  t h i s  t h i n g  o u t .  Can you r e c a l l  i n  y o u r  

e l e v e n  y e a r s  a s  an MA any  i m p r o p e r  a c t i v i t i e s  o t h e r  t h a n  

what  w e ' v e  a l r e a d y  d i s c u s s e d  o r  may h a v e  d i s c u s s e d  i n  

r e l a t i o n  t o  h a n d l i n g  c u s t o m e r  t r o u b l e  r e p o r t s ?  

A .  T h e  only t h i n g  I c a n  s a y  i s  i f  i t  was t h e  s e r v i c e  

e f f e c t i n g  o r  o u t - o f - s e r v i c e  i s  v a g u e l y  what I remember a n d  

t h a t ' s  g o i n g  b a c k  a l o n g  t i m e .  

Q .  I want t o  t h a n k  you f o r  y o u r  t i m e  and  coming 

t o d a y .  I a p p r e c i a t e  i t .  T h e r e  maybe one  o r  two q u e s t i o n s  

f rom these p e o p l e  b e f o r e  you g o .  

MR. G R E E R :  I t h i n k  I h a v e  a c o u p l e .  I b e l i e v e  

You s a i d  t h a t  you had h e a r d  o f  t h e  CON s t a t u s  c o d e ?  
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T I E  WITNESS: Vaguell-, l -es ,  

MR. GREER: And did you s a y  you di.dn't remember 

what it meant? 

THE WITNESS: I don't'remember really. I know it 

had something to do with the time but I don't remember 

what we did with it. 

MR. GREER: Do you know whether or not you Still 

.. 
use that code? / 

THE WITNESS: No. 

NR. GREER: Do you use any other code in place of 

C O N ?  

THE WITNESS: No. 

MR. GREER: That's all I have. 

MR. VINSON: Ms. Winter, I may have misunderstood 

the question or your answer but I believe Ms. 

Richardson asked you something to the effect that, 

have you ever heard of a manager telling the MAS, 

let's not have any out-of-service statusing today? 

THE WITNESS : Right. 

MR. VINSON: Do you recall the form in which that 

message was conveyed? 

THE WITNESS: Just verbal. 

MR. VINSON: Verbal? 

THE WITNESS: (Witness nodding in the 

affirmative.) 
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MR. VINSON: Do you recall a b u l l s t i n  board o r  

black board message ever being pos.tec1 \;it11 that type 

of stuff? 

THE WITNESS: I'm sure at that time maybe there 

was. I don't remember exactly. I don't remember how 

it was conveyed if it was always verbal or not. 

MR. VINSON: Do you recall who the manager, your 

direct first level manager would have been at t3at 

-. time? 

THE WITNESS: No. I've had so many, n o .  

MR. VINSON: Do you  recall the approximate time 

frame this would have occurred? 

THE WITNESS: No. I really don't know. 

MR. VINSON: And was this at the Pompano work 

center? 

THE WITNESS: Yes. 

MR. VINSON: Was this at West Palm? 

THE WITNESS: I don't recall. I don't remember. 

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

Thank you. 

MR. BEATTY: Ma'am, do you recall the reason why 

the instruction of no out-of-service today was given? 

THE WITNESS: I can't remember. 

MR. BEATTY: I have nothing else. Thank you. 

(Whereupon, the deposition w a s  concluded at 2 : 2 0  
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o’c1.ocl; p .m.  1 

AND FURTHER DEPONENT SAITH NOT 

STATE OF FLORIDA 

ZOUNTY OF BROWARD ) 
1 ss 

, 

Wit ne s s 

SWORN to and SUBSCRIBED before me this 

City of Fort Lauderdale, County of 
Broward. State of Florida. 

day of , 1993, in the 

Notary Public, 
State of Florida at Large 

Yy Commission Expires: 
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C E R ' r  I F 1  CATE 

TATE O F  F L O R I D A  ) 

OUNTY O F  BROWARD ) 
) s s  

39 

I ,  CHRISTINE A .  AMAN CANNON. a N o t a r y  P u b l i c  i n  a n d  

o r  t h e  S t a t e  of  F l o r i d a  a t  Large :  

DO HEREBY CERTIFY t h a t  t h e  f o r e g o i n g  d e p o s i t i o n  was 

a k e n  b e f o r e  me a t  t h e  t ime  and  p l a c e  t h e r e i n  d e s i g n a t e d :  

h a t  t h e  d e p o n e n t  was by m e  d u l y  sworn ;  t h a t  my s h o s t h a n d  

~ o t e s  were t h e r e a f t e r  r e d u c e d  t o  t y p e w r i t i n g  u n d e r  my 

, u p e r v i s i o n ;  and  t h e  f o r e g o i n g  p a g e s  1 t h r o u g h  39 

n c l u s i v e ,  a r e  a t r u e  and  c o r r e c t  r e c o r d  o f  t h e  t e s t i m o n y  

r i v e n  by t h e  w i t n e s s .  

- 

I FURTHER CERTIFY t h a t  I am n o t  a r e l a t i v e  o r  

?mployee  o f  any  o f  t h e  p a r t i e s ,  n o r  r e l a t i v e  o r  employee  

1f s u c h  a t t o r n e y  o r  c o u n s e l ,  o r  f i n a n c i a l l y  i n t e r e s t e d  i n  

:he  f o r e g o i n g  a c t i o n .  

WITNESS MY HAND A N D  SEAL t h i s  5 t h  d a y  o f  A u g u s t ,  

- 9 9 3 ,  i n  t h e  C i t y  of  F o r t  L a u d e r d a l e ,  Coun ty  o f  Broward ,  

j t a t e  of  F l o r i d a .  

\ 

nmc=L./ 
C H R I S T I N E  A .  AMAN CANNON,  
N o t a r y  P u b l i c ,  
S t a t e  o f  F l o r i d a  a t  L a r g e  

---- 


