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STIPULATION

IT IS STIPULATED that this deposition was taken
pursuant to notice in acceordance with the applicable Florida
Rules of Civil Procedure; that objections, except as to the
form of the guestion, are reserved until hearing in this
cause; and that the 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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ROY ALLEY BUFCRD,
having been produced and first duly sworn as a witness, then

testified as follows:

HMR. LACKEY: Mr. Buford, my name is Douglas

Lackey, and I'm appearing in this deposition on behalf

[}

i Southern Bell Telecommunications, Inc. Southern

U

Bell. As we begin there are a couple of prelininary
ratters that I want to go over with you.

This lady is a court reporter and she's taking
down everything that I'm saying. She's going to write
down the cuestions that Mr. Beck and Mr. Hatch ask
vou. 8he's going to write down your answers as well,

At some point what she is doing may be
transcribed, It may be reduced to written form, and at
that time you have the right to read what she has
written, make any corrections that are necessary, and
then sicn the deposition before it can be used. The
folks who have been deposed earlier in this week have
genefally reserved that right. That is, they have

asked to be able to read and sign the deposition if

e

P |
[

6]

transcribad, and I -~ would you like to do the

are thing?

[

iR, BUFORD: Absolutely.
1. LACKEY: Okav. The second thing I need to do
iz I need to give you an instruction, and it's a bit
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more complicated than it was when I started at the
beginning of the week. If there's any point that it's
not clear, I'll be happy to go back into it in any
amount of detail necessary.

During the course of this deposition Mr., EBeck or
Mr. Hatch may ask you a cuestion which will recuire
vou to divulge information that you learned during an
investigation‘conducted by Scuthern Eell at the
direction of the Legal Departrent. If such a question
is asked, I wiil object on the grounds that it asks
for privileged information and I will instruct you not
to answer the question,

Subject to that, it may be that they will ask
such & cuestion and you will have personal knowleduae;
that is, knowledge not obtained as a result of the
investigation, but personal knowledge that will bLe
responéive to that guestion, and if that's the case,
ther you should answer it fully and completely.

it may alsoc be that they will ask a cuestion that
I do not object to, but you realize that in crder to
ansver that qguestion you'll héve to reveal information
that you lcarned as a result of the investigation to
thenm. If you -- If that occurrs, if you would simply
turn te rme and indicate that there’s a nroblem, we

will stop. Y'11 talk to you, and then I'11 haniliz it

RIS o STIIMININT T Iy N Ao s v
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from there. What I want to do with that is make sure
that because I don't realize that the question is
seeking priﬁileged information, I don't want you to
divulge it accidentally.

Mow, this is all complicated by the fact that
there are additional investigations that have been
done which involve topics sirilar to tihe cne that was
the subject of the privileged investigation. 1I don't
xnow whether you know about those investigations. I
don't know whether you participated in them, or have
any information, but I need to nmake it clear that any
investigation that you know about, or that you were
involved in, that was done solely for instance by the
Security Department of the company, we are not
asserting & privilege over it.

Let me give you an example. In late 1920 there
was an investigation deone in Gainesville regarding
out—of-service troubles, and that investigation was
done by the Security Department and is not a
privileged investigation. &So if you had any
information that you had learned, or you had been
involved in that investigation and they asked yocu a
cuestion about it, it‘would be perfectly permissibic,
ckay to respond, cr at least I wouldn't obiject to vour

respending. I schould say that.
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In other woris, if the question invelves
something that you learned as a result of the
privileged investigation that I was describing earlier,
then we want to avoid that. I don't know if ycu have
been involved in any of the other investigations., The
best way to identiiy the one that I'm talking about is,
i you were involwved in it, was probably through an
interviev process, and it would have been a Southern
Bell attorney, or an attorney representing Southern
Ecell in the interview process, if that helps any.

If vou have any ouestions at any peint, vou know,
vou're not sure whether it's information that you
obtained through an investigation, let's just stop and
talk about it. Okay?

HR. EUFCGRD: Okay.

MR, LACRKEY: If HMr. Beck or Hr. Hatch ask you
vuestions that you don't understand, or you would like
to clarify, thev will be more than happy to do it.
Thank vyou -- 0Oh, wait a minute. D¢ vou understand my
instruction?

HR. BUFORD: Yes,

)

[fR. LACKEY: I ran on for a while

I

;0 I want to
rake szure it's clear.
B

{z, LY IJ[JF().‘RD: Y‘ES' T f.:lio .

~

["R. LACKEY: fThank vou. Okav.
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DIRECT EXAMINATION
BY MR. BECK:
Q Mr. Ruford, my name is Charlie Reck and I'm with
the Office of Public Counsel, and I'm going to start the
cuestions, and there nay bé some by the others later.

1¥i1) you nisase state your full name?

A Pey Allien Buford.

Q Arc vou emploved by Southern Bell?

n Yes, I am.

0] What position do you holg?

A hssistant Manager,

¢ Where is that?

A In the RCSC.

& What does RCSC stand for?

A Pegional Customer Service Center.

G Yhat is wvour nosition, or what are your job duties
there?

& ¥hat we Jdo is we receive reports for the

nine-state area, as well as the interchage carrier reports,

for the Statec of Filorida.

G That do you do with then?
I ¥e input them into the zystem and they go to the

appropriate centers throughout the state and throughout the

D e R ” o msprame ey oy L A T L )




1=

L

11

12

13

A

Q

A

& little over a year.
Okay. And what position did you hold before that?

I was an assistant manager in the regional ROC as

a CPE dispatch for Scuthern Bell.

Q

A

1

tThat does ROC stand for?
I've gone blank. I can't tell you.

That's all right. That's all right. Okay. How

long did you hold that pesition?

A

D

A

D

O

A

A year.

That position did vou hold before that?
Maintenance sqpervisor.

Where? Where_was that?

In the ﬁorthwest Maintenance Center.

Is that here in Jacksonville?

Un-ha. {Affirmative Response).

And what were your ijob duties there?
Low~-ball foreman.

What does that mean?

You determine all the priorities, dispatch

priorities, and you are responsible to shift the people to

neet the trouble load by commitments and insure that the

troubles are flowing smoothly and that -- You know, you

monitor the people by how long they have been on the trouble
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er not?

for?

A

Q

o

A

A

O

Q

F:Y

i

Roughly five years.

13

And you left it at around mid-15%¥; is that right

Yeah.

Yes, I did.

Who did you meet with?

Hy district level, Dave Smith.

Vas anybody else present?

Yes.

Who else?

I don't remember the fellow's nanre.

Do you recall what part of the company he

Personnel.
Does the name Hauver -~-—

Yes, it was.
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2 e
3 MR. LACKEY: I want to stop for a minute, I want
4 | to stop the deposition for a minute. Ifll be bhack.
5 (Brief recess).
6 ' MR. LACKEY: I anclogize for the delay. i'r.
7 Buford and I needed to have 2 discussion seo that he
B could make sﬁre,he understood I represented the
) corporation in this nroceeding., Thank you for the
18 break.
11 BY MR, BECK:
12 O
13
14
15
16 A
17 0
is A
19
20 Q
21
22 A Well, not exactly. I know about when, but, you
23 | know, as far as being exact, I don't because it was some
24 tire 230G«
25 0 Okay. The best that vou can recall.
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A Probably early 'g8s.

0 Was it here in Jacksonville?
A Yes, it was.
Q Okay. And what exactly were the problems tihat

they wvere concerned with?

5]
ot
o
v}
-t
1]
0
Lal)
[®)
[}
(1]

A Okay. ¥e had one cable troubilie,

hesn snown

[ o))
‘LA.
rr

trouble that a cable repairman was on, and ha
cleared wvhen the boy actually cleared it it would have been
within the 24 hour limit. Okay?

Q Okay.

A Bowever, instead of showing it cleared at that
time, they showed it cleared aé the time he actualily
corpleted it, and that caused an extension on the trouble
duration, which caused it tc be over 24 hours.

Now, this vas in Ft. Gecrge, which is one oif ocur srall
exchanges, and no more reports than weg take in Ft. George,
it would have been irmpossible to have encugh out-of-gsorvices
cleared within 24 hours to offset that one over 24 hours.

It takeeg 20 to )l to offset it.

i

Okav. 8¢ what T did,
There was no other way
to do it. The ticket had already been closed out, and I

couldn't do anything with that ticket %o bring it back in to

where it should have been cleared.

|l"\
Yo
)

Because it had alrcady been
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[y}
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by It had already been closed out, so there's no way

to adjust the times on it once it's finalized, so I |

Q -

A Right.

G And the best you recall, it was the early 1580g?
A It seerz like it wvas.

Q Okay. You also mentioned test okaysg --

A Okay. Test okays ~- out-of~service troubles wvere

-- the procedure for them was almost continuously changing,
how out-of-service troubles were handled. Now, they said
take an ocut-of-service on test okay. What we would do, and
this was the procedure, if.we got a report and the customer
was reporting an out-of-service condition and it tested
okay, we would take out-of-service credit on it because the
custoner was reporting an out-of-service condition, although
it inadvertently tested okay when it was tested, and that's
what that wvas about.

0 Did that violate the procedures that existed at
that tise?

It Rot a2t that time. Those positions were in'placeu
and that was proper procedure for handling them.

And then that vas medified to where it actualliy had to

actually test cut-oi~service before you could score it out

e TET METATDRYT ATIWY AQOOT Amme

T




of service. Okay. But -- And that procedure was changed
then. OCkay?

Fut for a long time it was a gray area and you could
report an out-of-service condition. It would test okay; and
vou check with the customer and everything is ckay, and yoﬁ
close it out. But the scoring of the out-of-services where
it would be done up front, or a close-out, that -- that
changed a lot during that time.

0 Okay. One -- Something that's not clear to me is
if you were following the procedures that were allowed at
that time concerning instances where the customer reported

it out of service but it tested okay, what's the problen?

A I don't know that it was a problem.

O

A That's right.

Q " Okay. Do you recall about when the prccedures

changed on how to report --

A No. MNo, I sure don't.

Q Okavy. And so I can finish nmy question on how =-
the changing of the procedures, for instance, where the
customer reports out of service but it tests okay, it used
to be that you could report that out of service?

A It uvused to be that we could take -~ score it out

T RTTY v STRIGITY R Ty RO T AMPO
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of gervice if the customer re?orted an out-of~service
condition.

0 And then it changes to it actually had to test out
of service? |

2 And then it changes to where, to where if a
customer reported an out-of-service condition or not, if it

tested out of service vou could score it out of service.

Q

A Ho.

Q Going back to the Ft. George cable failure =--

A Urn~ha., (Affirmative Respohse).

Q

A Ho.

Q Did anybodv else have knowvledge of it?

A Ho.

Q About how many reports, if you have an idea, vere
generated?

A 26,

Q And the 20 was to exactly offset the one that went

over 24 hours?
A Right.
0 Do vou have any knowledge of that type of taing

hkappening anyvhere else?
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A Ho.

Q Okay. Or do you know whether anybody else nay
have done something like that?

A Not in my center.

0] Okay. And have you heard, other than just rumors,
nave you heard of that being done, generating reporis wvhere
there aren't any problens?

A Ho.

Q And perbhaps I'm asking the same question in
different ways, and I apologize, but you don't know of anv
other occasion where anybody else has generated troubie
reports to help make the index, or do you?

A Ho.

Q Okay. Do you have any knowledge of persons ever
backing up times on out-of-gervices to a time other than the
cleared time?

A Ho,.

0 You had mentioned that on the one report that gave
you a problem in Ft. George that it had already been closed
out so that the time couldn't be put back to the cleared
time?

A You see, what happens on a trouble, you have the
capability to show when it's c¢leared and closed. Oray? And
if you don*t show your cleared time different thien vour

closed time it will default to vour closed time. ©Okay? And

AR L R D TPy R MY RV AN T e
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the only time this would really come into play is with cable
troubles, ckay, because cable is unique to repair and the
station is not so —- station trouble, when it's cleared it's
conplete 95% of tﬁe time, okay., but cable trouble can bhe
cleared and him in the middle of a splice, and it could take
two and a half or three hours to close that splice. |

0 Okay.

23 Ckay? So although his trouble is c¢leared, he's
not complete with that job until the splice is closed. You

+

see, that's where the difference is. But I don't know of
any ~= I don't know of anvy times being backed up, you know,
like you asked the question. HMo.

¢} Okay. Do vou have any knowledge of the procedure

gver being used that would recuire a maintenance

administrator to contact the manacer to get a close-~out

report?

A Only in the event that they didn't know.

0 *kave I guess what I'm asking for is times when
they are reguired to, even if they felt like they xnew?

A I's trying to understand your question.

¢ ffell, let me gay this: For example, suppose in a

canter that there was a recquirement that any time you had an
out-cf-service that went over 24 hours that your maintenance
administrator was required to contact the ranagoed:
regardliesd.
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A Yot in our center.

) Ckav.

Do you have any knowledge of using the no

access code in instances where there is not a problem

gaining access?
A Fio.

Q kavy.

Kave yvou ever talked to anybedy about that,

or ncard that that was being done?

¥ No.

Q o you have any knowledge of reports being

excluded that were zbout to miss the commitment tinme and

then being reopened as employee-generated reports?

A }.\30 »

Q Have vou ever talked to anybody, or heard about

that cpecifically?

A Mot until now.

0 Okav.
tnowledge of the
customer &id not

A Hio.

O Do you

Have you ever heard of, or do you have any
COW code being used in instances where the

ask for a later repair time?

have any knowledge of the statusing of

affecting-service reports as out-of~-service reperis?

A Ckay.

Let me talk about that a minute. Affecting

service in whese oplinion?

T )
0 Gl

quess in either the custonmer's or the
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A Okay. Now, that's a gray area there, also. Okay?
You can take a trouble that is a noisy condition. Okay. Is
it or is it not out of service? 1It's a judgment call.

Okay? And I would say that's a gray area, and any time
there was a gray area, what we would do, we would take
advantage of that gray area. If it was static to the point
where it was very difficult to talk, it was out of service.

o Would it be to your advantage to classify it as
out of service so it would go into the base?

A &ou know as well as I do anything that vou can get
in there as out of service to build a base would be to your
advantacge.

Q When you say, "we would do that," who are you
referring to?

A The center,

Q The center?

a Urn—-ha. (Affirmative Response).

0 Vas that -- Were there instructions given to the
MAg to do that?

3 If -— Yeah. They were told to use their judgment
if in their opinion when they tested one, if it was noisy to
the point that it was out of service it should be statused
out of service.

0 Tiere there any memoranduns or anything that is

written that you recall that was given to the MHAs about

FWIRTTE O WMDY ANN ACONC T AMAG
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that?

& Ko,

Q fere there instructions from the company that
would help you determine, you know, in the instance you give
with noise on the line, when it would be out of service and
when it would be affecting service?

A Ho. The procedures for determining out-of-service
trouble was if the customer had lost either the ability to
receive or originate calls.,

Q All right.

A Okay. That was the company's definition of an
out-of-service trouble. But like I say, it was a gray area,
becaunse if it's a noise so you can't hear or you can't have
a conversatioﬁ. it's out of service.

0 Ckay. Were there any company instructions you
recall that would specifically talk about noise on the line
and what to do? |

A Ho.

Q You would just apply that general criteria?

A Right. & judgment call.

Q Do you know of any other way that the base may
have been built up, even if we haven't discussed that
cspecitically here today?

A Yo.

G Okay. Have you heard or talked to anybody about

TARTR O ATMERY AMN AGCNCTATES
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any other way of building up the base?
A Ko.
Q Okay. Do you have any knowledge about the use of

ficticious employee codes on repair reports?

A Ho.

9 Have you ever heard cof that belng dic vou know?

A Ho.

Q Are you familiar with the fact that certain
excludé codes would take a repert out of the PSC rule and
out of servides, such as fér lightening?

Let me back up. Okay. Are vou familiar with the
Public Service Commission rule that $5% of the custoner
generated out-of-services should be repaired within 24
hours?

A Yes.

Q Okay. There are certain types of reports that

don't come within that rule, are there not?

A Yes.

0 Like on lightening, as an exanpie?

I Yes.

0 Are there others that vou're aware of?

A Yes.

0 That are some of the cxamples?

s Ficods.

G Do you have any knowledge ol those codesz for tiios
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types of things that would take a report out of the PSC's
rule requirement? Do you have any knowledge of those being

used in instances where they didn't really apply to the

situation?
A Ho.
Q Have vou ever heard of that being done?
B Being used when it shouldn't be used?
Q Right.
A Yo.
O Do you have any knowledge of repair veports being

falsified in any manner that we haven't talked adbout today?

by No.

Q and have you heard of that being done in any
rranner we haven't talked about today?

A Ko,

IiR. BECK: Thank you. That's all.

BY HMR. HBATCH:

Q Iy name is Tracy fatch with the Commicsion. Just
a couple of quick questions in dealing with exnclude codes.
Is there a fair amount of decision discretion on whether an

exclude code would apply, or some other code?

A Are ycu talking about exceptions for inclement
wveather?
G Yes.
) Yo.
TTRAMTET Y ATEITAL gy AT I T
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0 And there are some others, are there not?
A Yes.
0O Keying. If you have got a customer that reports

no dial tone and you ¢o out but ycu don't find anything
vrong, it could be moisture, couldn't it?

a I don't understand just exactly what you're trying
~- vhat you're azsking me.

G ' In going out and trying to determine the cause of
2 customer's trouble repwort, and they are reported out of
service and it's tested out of service so vou don't really
have to check it, but vou don't really find anything
obviously wrong, is there any discretion in judgment in
trying to determine wvhat the cause is? Could there be
rultiple causes, or muitiple nossibilities is ny qguestion?

ey Wiell, you knew, where you've got a report that was
reported out of service and tested out of service and then

found okay --

0 Yeah?
A == it could, vou know -- it could be anything.
0 And it could be -- Znd you woulé have, for

example, a 600 code. That woulsd be "unknown®":; is that
correct?
A Rig}'lt.

-

0 And that would be includeable under

ct
=
I

ot
n
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0

‘
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[
[
A
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[
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that right?
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A Right.,

Q Cr it could bhe, for example, moisture that dried
out when the sun hit it? Is that also possible?

A Sure, it's possible.

0 And in makine those kinds of choices as to vhat
you're going to code it, is there a fair amount of judgmenﬁ
in deternining which one you would use?

A Okay. That would be -~ That would be determined
»y the outside technician that wvent on the job, and their
procedures wvere different from our procedures in the center.
Okay. And if he found it okay, naturally it should be coded
to the 90,

Q What would be a 966 code? 1If you went but and

found it ckay?

Y Right. "Found okay - Unknown."
G “hen do you use the 600 code?

.Y Yeah, 998, 600.
O In a case like that would he probably use a

moisture code?

a He shouldn't. It shouldn't be excluded.

0 Unless he actually found moisture causing the
p:oblgm?

A And then it couldn't be a “"found okay."

R, EATCH: Ckav. That's all I have.

CROSS EXAMINATION
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BY MR, LACKEY:

Q Mr. Buford, I have just a couple of guestions. 1
want to ask you about the cable incident you referred to
earlier. You're very confident that the original cable that
was out of service had been cleared within the 24 hour time
frame, aren't you?

A Absolutely.

0 All right. And if you could very simmly have
backed the time up to the clieared tire, you would have
avoided reporting that as out of service ovér 24 hours?

A Yes. Absolutely.

Q And the other thing you were asked about involved
this gray area on when something was out of service and when
it wasn't. You talked about a situation when there would be
a lot of static on the line. Do you recall that discussion?

A Yes.

0 And you would say that you sometimes would treat

those as out-of-services and put them in the base; is that

correct?
A That's right.
0 If you didn't clear the static on the line within

24 hours, wounld that have been a niss?

A It certainly would have.

0 Did that ever occur, or could that nhave occurred?

A It could have occurred. I Gon't remerizer that it
HADIF O, ORMMRY AW ASRCCIATES
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did or didn't, but it could have.

MR. LACKEY: Okay. That's all I have.

I appreciate it, Mr. Buford.

(Witness excused) .

Thank vyou.

(Whereupon, the deposition was concluded at 18:50 a. n.)
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AFFIDAVIT OF DEPONEKT

This is to certify that I, ROY ALLEN BUFORD, have
read the foregoing transcripnt of ny testimony, Pages 1
through 29, given on July 31, 1923, in Docket No. 916163-TL,
and f£ind the same to be true and correct, with the
¢xceptions, and/or corrections, if any, as shown on the

errata chset attached hereto.
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Print name here:
Motary Public ~ State of Florida
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COUNTY OF DUVAL)

I, the undersigned authority, certify that ROY

SWOILnN.

WISHESS py hand and official seal this 2%th day

of September, 1393,

PATRICIA H. VIEREMNGEL, Court lefiorter
Phenes  (284) 72548657

Wotary Pulxlic - State of Florida

My Commission eupires:

My Conm:issicon Mo.:

PATRICIA H. VIEREN
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STATE OF FLORIDA)
£ CERTIFICATE OF REPORTER
COUNTY OF DUVAL )

I, PATRICIA H. VIERENGEL, Court Reporter, DO HEREBY
CERTIFY that I was authorized to and did stenographically
report the foregoing deposition of ROY ALLEN BUFORD;

I FURTHER CERTIFY that I am not a relative, emplovee,
attorney or counsel of any of the parties, nor an I a
relative or erployee of any of the parties' attorney or
counsel connected with the action, ner am I f£inancially
interested in the action.

. DATED THIS 25th day of September, 1993,

PATRICIA H. VIERENGEL, Cou Reporter
Telephone MNo.: (984) 725-8657

STATE OF FLORIDA)

COUNTY OF DUVAL )

The foregoing certificate was acknowledged before
his 25~ o
re this day of £ - » 1993, by PATRICIA H.

VIERENGEL, who is personally known to me.

P . Lty

Print MName:
Notary Public - State of Florida
Commission No.:

My Commission expires:
OFFICIAL NOTARY SEAL
MARE CGENIRY
NOTARY FUTLIC STATE OF FLORIDA
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