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BEFORE THE FLORIDA F ' J B I I C  SERVICE COMMISSION 

Comprehens ive  R e v i e w  of 1 

B e l l  T e l e p h o n e  & T e l e g r a p h  1 
Company 1 

C u s t o m e r  R e b a t e s  f o r  T r o u b l e  1 D o c k e t  No.910163-TL 
R e p o r t s  of S o u t h e r n  1 91 07  27 FTL 

---_---------___-______________ 

F o r t  L a u d e r d a l e ,  F l o r i d  

October  1 5 ,  1 9 9 2  

8 : O O  o'clock A . M .  
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OFFICE OF PUBLIC COIJNSEL I 

by SUSAN RICHARDSON E s Q . ,  of counsel, 

appearing on behaif of the Citizens of the 

State of Florida. 

ROBERT BEATTY r E S Q + ,  

appearing on behalf of BellSouth 

Telecommunications, 1:nc. 
- 

JEAN WILSON, ESQ., 

appearing on behalf cbf Employment Service 

Commission Staff. 

ALSO PRESENT: 

STAN GREER, Division of Communications. 

CARL VINSCN, Division of Research and 

Regulatory Review. 

Deposition of - SCOTT MDLCAAY, a witness of - 

lawful age, taken by the Citizens of the State of 

B R O W A S 9  R E P O R T I G  SE R V I C E  ( 3 a 5 )  4 6 1  - 1 4 6 1  
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F l o r i d a ,  for t h e  p u r p o s e  of d i s c o v e r y  a n d  f o r  u s e  a s  

e v i d e n c e  i n  t h e  a b o v e - e n t i t l e d  c a u s e ,  I n  re: 

Comprehensive R e v i e w  o f  customer R e b a t e s  f o r  T r o u b l e  

Reports o f  S o u t h e r n  B e l l  T e l e p h o n e  ti T e l e g r a p h  Company, 

p e n d i n g  b e f o r e  t h e  F i o r i d a  P u b l i c  S e r v i c e  Commission, 

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  KATHLEEN 

SCBWAB, a Notary P u b l i c  i n  and  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 r  a t  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, Room 1015AI 6451 N o r t h  F e d e r a l  ,Highwayr F o r t  

L a u d e r d a l e ,  Broward Coun ty ,  F l o r i d a ,  o n  t h e  1 5 t E  day  of 

O c t o b e r ,  1992,  commencing a t  8:OO o ' c lock  A.M. 

- - - - - -. 

Thereupon:  
e 

SCOTT MULCAHY 

was c a l l e d  a s  a w i t n e s s  on b e h a l f  o f  t h e  C i t i z e n s  o f  

t h e  S t a t e  of  F l o r i d a ,  and  b e i n g  f i r s t  d u l y  sworn r  was 

examined and t e s t i f i e d  a s  f o l l o w s :  

MS. RICHARDSON: Okay. Today i s  Oc tobe r  

1 5 t h  and w e  a r e  a t  S o u t h e r n  B e l l ' s  o f f i c e s .  We 

a r e  i n  S o u t h e r n  B e l l ' s  o f f i c e s  i n  F o r t  

L a u d e r d a l e ,  l o c a t e d  a t  6451 Nor th  F e d e r a l  

Highway, i n  room 1 0 1 5 ~ .  

A t  t h i s  t i m e ,  I would l i k e  t o  t a k e  

a p p e a r a n c e s  o f  r e c o r d .  My hame i s  Sue 

R i c h a r d s o n .  I am r e p r e s e n t i n g  t h e  O f f i c e  o f  

-- 

B R ~ R D  R E P O R T I N G  S E R V I C E  ( 3 0 5 1  4 6 7 - 1 4 6 7  
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P u b l i c  Counse l  i n  Docket  910163- 

M S .  WILSON: J e a n  Wi:lson, r e p r e s e n t i n g  

S t a f f  of  lori id^. P u b l i c  Se:cvice commissi.nn- 

With m e  h e r e  t o d a y  a re  two members of  t h e  

Commission S t a f f ,  C a r l  V i n s o n  and  S t a n  G r e e r .  

MR. BEATTY: R o b e r t  13eatty o n  b e h a l f  of 

B e l l S o u t h  Communicat ions,  :Inc,  d o i n g  b u s i n e s s  a s  

S o u t h e r n  B e l l .  

L e t  m e  s t a t e  f i r s t  t h a t  t h e .  d e p o s i t i o n ' s  

t a k e n  p u r s u a n t  t o  p r o p e r  n o t i c e  a s  t o  t h e - d a t e ,  

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

and  a g r e e  t h a t  a l l  e v i d e n t i a r y  o b j e c t i o n s  a r e  

o b s e r v e d  e x c e p t  a s  t o  form and as  t o  r e l e v a n c e ;  

number t h r e e ,  t h a t  w e  do n o t  w a i v e  r e a d i n g  o r  

s i g n i n g  of  t h e  d e p o s i t i o n ,  a t  l e a s t  t o  t h e  

e x t e n t  t h a t  i t  i s  a t  some p o i n t  t r a n s c r i b e d .  

A n d  f o u r t h ,  t h a t ,  of c o u r s e ,  S o u t h e r n  B e l l  

Lega l  Depar tment  conduc ted  an i n t e r n a l  

i n v e s t i g a t i o n  o f  t h e  m a t t e r s  a b o u t  which we w i l l  

d i s c u s s  h e r e  t o d a y ,  t h a t  t ha t  i n v e s t i g a t i o n  was 

c o n d u c t e d  p u r s u a n t  t o  t h e  a t t o r n e y / c l i e n t  

p r i v i l e g e  and  t h e  a t t o r n e y  work p r o d u c t  

d o c t r i n e .  A s  s u c h ,  t h e r e  s h o u l d  be no 

d i s c l o s u r e s  i n  t h i s  deposition r e g a r d i n g  m a t t e r s  

t h a t  were l e a r n e d  i n  t h e  c o u r s e  o f  t h e  

. 

( 3 0 3 1  ' b i - w  T O W A R D  REP-CE 
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i n v e s t i g a t i o n .  

Mr. Mulcahy, i n  t h e  e v e n t  t h e n  t h a t  you 

a r e  a sked  a q u e s t i o n :  t h e  answer  to which  would 

c a u s e  you t o  r e v e a l  t h e  s u b s t a n c e  of t h e  

i n t e r n a l  i n v e s t i g a t i o n ,  I wouid r e q u e s t  t h a t  You 

n o t  p r o v i d e  t h a t  answer  b u t  t h a t  you i d e n t i f y  

t h e  f a c t  t h a t  t h e r e  i s  someth ing  you a re  g o i n g  

'to d i s c l o s e  t h a t  would,  i n  f a c t ,  revea l  some 

aspect  of t h e  i n v e s t i g a t i o n .  We w i l l  t h e n  

u n d e r t a k e  any  l e g a l  mat te rs  t h a t  w e  need-to 

place of r e c o r d  i n  l i g h t  of t h a t  f a c t .  T h a t ,  Of 

c o u r s e ,  d o e s  n o t  mean t h a t  you s h o u l d  n o t  

t e s t i f y  w i t h  r e g a r d  t o  your  p e r s o n a l  knowledge 

because,  of cour se ,  you s h o u l d .  

D I R E C T  E X A M I N A T I O N  

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

Q To s t a r t  w i t h ,  would you p l e a s e  s t a t e  your  

name a n d  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 ?  

A S u r e .  My name i s  S c o t t  Mulcahy. 

Q And your b u s i n e s s  a d d r e s s ?  

A . 6 4 5 1  Nor th  F e d e r a l  Highway, F o r t  

L a u d e r d a l e ,  Room 1015. 

Q D i d n ' t  have  t o  come v e r y  f a r ,  d i d  you? 

A R i g h t  a round  -~ t h e  corti'er. 

Q W h a t ' s  t h e  z i p  code  h e r e ?  

.. 

B ROGJAR D R E  PORT I NG S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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A 33308. 

Q Okay. And your  b u s i n e s s  phone? 

A 492-2800 .  

Q T h a t ' s  area code  305'? 

A Yes. 

Q your  home a d d r e s s ?  

A 

. 
Q And your  home phone? 

M R -  BEATTY: I would o b j e c t  t o  that-. 

L e t ' s  n o t  h a v e  him d i s c l o s e  t h a t .  

Q Is your  home phone an u n l i s t e d  number? 

A N o  - 
Q I t ' s  i n  t h e  t e l e p h o n e  book? 

A Yes. 

MS. RICHARDSON: D o  !{OU h a v e  any o b j e c t i o n  

t o  p r o v i d i n g  t h a t  i n f o r m a t  ion?  

MR. EEATTY: I do.  

MS. R I C H A R D S O N :  On what g r o u n d s ?  

MR. BEATTY:  I r e q u e s t  he  n o t  answer - 
b e c a u s e  i t  h a s  no r e l e v a n c e  t o  t h i s  p r o c e e d i n g .  

I f  You have  - i f  you need  to r e a c h  him, we s t a n d  

r e a d y  t o  r e c e i v e  any  s u b p o e n a s ,  any  k i n d  o f  

l e g a l  p r o c e s s  form, s o ,  t h e i e f o r e ,  t h e r e ' s  - 
a b s o l u t e l y  no n e e d  f o r  h i m  to d i s c l o s e  e l t h e r  

7 

BROWARD REPORTING S E R V I C F :  - ( 3 0 5 )  4 6 1  146/ 
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his p e r s o n a l  a d d r e s s ,  for t h a t  m a t t e r ,  a n <  

c e r t a i n l y  n o t  h i s  t e l e p h o n e  number.  

Q J u s t  f o r  t h e  r e c o r d ,  you a r e  n o t  g o i n g  t o  

g i v e  m e  your  home phone number, baised upon n o t  your  

c o u n s e l ,  b u t  c o u n s e l ' s  o b j e c t i o n s  t h i s  morning?  

A Y e s .  

Q What i s  your  p r e s e n t  p o s i t i o n  a t  

B e l l S o u f h ?  

A I ' m  gene ra l  manager of ne twork  o p e r a t i o n s  

f o r  t h e  s o u t h e a s t  F l o r i d a  a rea-  

Q And what  t e r r i t o r y  doles t h a t  c o v e r ?  

A It s t a r t s  i n  Broward County  where Dade 

County  l e a v e s  off. S o u t h  F l o r i d a  is e s s e n t i a l l y  Dade 

and  Monroe County.  I h a v e  Browardl and  Palm up t o  

S e b a s t i a n  I n l e t .  
.. 

Q Okay. What a r e  your  r e s p o n s i b i l i t i e s ,  Mr. 

Mulcahy,  i n  t h i s  p o s i t i o n ?  

A Okay. I am t h e  - I have  employees .  I 

h a v e  2 , 6 4 5  employees  t h a t  d e s i g n ,  c o n s t r u c t ,  i n s t a l l  

and m a i n t a i n  network s e r v i c e s  f o r  B e l l S o u t h  

T e l e c o m m u n i c a t i o n s .  
* 

Q I n  t e r m s  of  i n s t a l l a t i o n  and  ma in tenance  

t h e n ,  d o e s  t h a t  i n c l u d e  new s e r v i c e ,  a s  w e l l  a s  r e p a i r ?  

. 
- I 

A Yes. 

Q h'ho i s  your immediate  supervisor? 

BROWRRD R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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A J e r r y  S a n d e r s .  

Q And who i s  n e x t  l e v e l  s u p e r v i s o r ?  

A Rill Ferguson .  

Q Can you t e l l  m e  how l o n g  y o u ' v e  h e l d  t h i s  

pr e s e n t po s i t i o  n ? 

A I came t o  t h i s  j o b  i n  August  of 1991 .  

Q What d i d  you do immedia t e ly  p r i o r  t o  t h i s  

po s i t io'n ? 

A I was t h e  a s s i s t a n t  v i c e - p r e s i d e n t  of 

o r g a n i z a t i o n a l  s t u d i e s  a t  company h e a d q u a r t e r s  i-n 

A t l a n t a ,  G e o r g i a  . 
Q Was t h i s  job a promot ion  t h e n  f o r  you? 

A No. T h i s  was a l a t e r a l .  

Q Why d i d  you m a k e  t h e  move? 

A The incumbent  was i l l ,  George F o r t n e r ,  who 

r 

r e t i r e d  i n  a c t u a l l y  November, b u t  he was i l l  i n  t h a t  

t i m e  p e r i o d  and took e a r l y  r e t i r e m e n t ,  s u b s e q u e n t l y  

p a s s e d  away. I d o n ' t  know if t h a t ' s  r e l e v a n t  f o r  t h e  

r e c o r d ,  b u t  r e a l  t r a g e d y ,  52 y e a r s  o l d  and c a n c e r .  

Q When d i d  you s t a r t  w i t h  t h e  company? 

A J u n e  o f  1970 ,  a f t e r  g r a d u a t i n g  from 

U n i v e r s i t y  o f  M i a m i .  

Q So y o u ' v e  been  w i t h  t h e  company a l l  of  

-. 
y o u r  p r o f e s s i o n a l  l i f e ?  -. - 

A Yes,  y e s .  
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Q And i n  terms o f  your  e x p e r i e n c e  w i t h  the 

company, I know you p r e s e n t l y  s u p e r v i s e  p e o p l e  w i t h  

i n s t a l l a t i o n  and  m a i n t e n a n c e .  Have you had a n y  d i r e c t  

e x p e r i e n c e  i n  IMC? 

A Y e s .  

Q And c a n  you t e l l  m e  a b o u t  when t h a t  w a s  

a n d  wha t  your  d u t i e s  were? 

A Goes back t o  1975. I: was a s e c o n d - l e v e l  

manager and  among o t h e r  r e s p o n s i b i l i t i e s ,  I had  t es t  

cen te r s  and  c a b l e  r e p a i r  and s t a t i o n  r epa i r .  I Gas -- 
I n  my t r a n s i t i o n  i n  t h e  companyl I ' v e  h e l d  

e v e r y  ne twork  j o b  t h e r e  is .  I mean, I ' v e  been i n  

s w i t c h i n g ,  e n g i n e e r i n g ,  I ' v e  been  a d i s t r i c t  e n g i n e e r ,  

I ' v e  been  a manager i n  c o n s t r u c t i o n ,  i n  i n s t a l l a t i o n ,  

i n  m a i n t e n a n c e .  

* 

I came i n  i n  1 9 7 0  under  a c o l l e g e  h i r e  

program t h a t  on p u r p o s e  s e n t  me t h r o u g h  t h e s e  d i f f e r e n t  

p h a s e s  o f  t h e  b u s i n e s s ,  sometimes f o r  s h o r t  p e r i o d s  o f  

t i m e ,  b u t  i t  h e l p e d .  I t  was a goo~d l e a r n i n g  

e x p e r i e n c e .  - Q So y o u ' r e  s o r t  of a management t r a i n e e ,  

w o r k i n g  from t h e  ground up i n  t h e  company? 

A A f t e r  a l m o s t  2 3  y e a r s ,  I ' m  beyond t h e  

- -- t r a i n i n g  p rogram,  yes .  - 

Q W h e n  YOU s t a r t e d ,  t a l k i n g  a b o u t  1 9 7 5 ,  when 

B R G 7 A R D  R E P O R T I M G  SERVICE ( 3 0 5 )  4 6 7 - 1 4 6 7  
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you f i r s t  g o t  h e r e ?  

A Yes. 

0 Okay. Would you s a y  t h e n  or t h e  e x t e n t  - 
c h a r a c t e r i z e  t h e  e x t e n t  o f  your  knowledge i n  terms of 

h a n d l i n g  cus tomer  r e p a i r  t r o u b l e  r e p o r t s ,  c a n  you 

e x p l a i n  t o  m e ,  do you h a v e  a t h o r o u g h  knowledge of t h a t  

process  from t h e  r e c e i p t  of t h e  r e p o r t  t h r o u g h  c l e a r i n g  

and  clo'se of t h a t  r epor t ?  

A Yes. 

Q Are you f a m i l i a r  w i t h  d i s p o s i t i o n  ;odes? 

A Not i n  g r e a t  d e t a i l .  I ' v e  been  away from 

t h a t  i n t r i c a t e  of  d e t a i l  f o r  a w h i l e ,  d o n ' t  h a v e  a 

d e t a i l e d  knowledge. Very  g e n e r a l  knowledge.  

Q G e n e r a l l y ,  what  is t h e  d i s p o s i t i o n  code?  

A D i s p o s i t i o n  c o d e  i s  what  t h e  t r o u b l e  was 

c l o s e d  t o .  

Q Okay. Are you a w a r e  of any -- W e l l ,  l e t  

m e  s t a r t  o f f  and change  h e r e .  Are you f a m i l i a r  w i t h  

t h e  P u b l i c  S e r v i c e  Commis.sion R u l e  r e q u i r i n g  t h e  

company t o  c o m p l e t e  r e p a i r s  o n  o u t - o f - s e r v i c e  r e p o r t s  

w i t h i n  2 4  h o u r s  a t  l e a s t  95  percent  of t h e  t i m e ?  
- 

A Yes. 

Q You ' re  f a m i l i a r  w i t h  t h a t  i n d e x ?  

A Yes. 

Q DO you know of any d i s p o s i t i o n  c o d e s  t h a t  

~ 

- -- 
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would e x c l u d e  a t r o u b l e  report f r o m  t h a t  i n d e x 5  f rom 

b e i n g  c o u n t e d  i n  t h a t  i n d e x ?  

A Y e s .  

Q Okay. And j u s t  g e n e r a l l y ,  do you know 

which  o n e s  or what k i n d  of problems? 

A I n c l e m e n t  w e a t h e r ,  a a t s  of God, g e n e r a l l y  

t h i n g s  beyond o u r  normal  c l e a r i n g  c a p a b i l i t y  a r e  

exc lude ' s ,  b u t  t h a t ' s  a b o u t  t h e  e x t e n t  of  what  I know. 

I mean,  I d o n ' t  know, you know, O l O O O O O 2 - .  - 
Q You d o n ' t  know t h e  numbers? 

A B u t  I know c o n c e p t u a l l y .  I mean, I c o u l d  

go  s t u d y  t h e  d e t a i l .  I j u s t - d o n ' t  do it i n  any  

day- to-day  job. 
r 

Q Are you f a m i l i a r  w i t h  t h e  computer s y s t e m  

f o r  p r o c e s s i n g  t r o u b l e  r e p o r t s ?  
-. 

A You have t o  be more s p e c i f i c .  W e  a r e  

s y s t e m - l a d e n .  We have many s y s t e m s ,  many p r o c e s s e s .  

I ' d  have  t o  know w h i c h  one y o u ' r e  t a l k i n g  a b o u t .  

Q Are you f a m i l i a r  w i t h  t h e  L-M-0-S, LMOS 

s y s t e m ?  
I 

A Yes. 

Q Can you g e n e r a l l y  d e s c r i b e  t h e  p r o c e s s  in 

LMOS s y s t e m  for t r o u b l e  r e p o r t s ,  what  h a p p e n s ,  how it  

hand 1 e s  t h e  t r ou b 1 e r e  po ~ t ?  .. 
- 

A W e l l ,  LMOS i s  a l i n e  ma in tenance  o p e r a t i o n  

B R O W R R D  R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

17  

18 

1 9  

20 

21  

22 

23 

2 4  

2 5  

~ 

13  

s y s t e m  t h a t  c o n t a i n s  cus tomer  r e c o r d  i n f o r m a t i o n *  l i k e  

name, a d d r e s s ,  f a c i l i t y ,  g i v e s  t h e  r e p a i r  a t t e n d a n c e  

from t h e  t i m e  t h e  t r o u b l e ' s  r e c e i v e d .  enough d e t a i l  t o  

know what  t h e  c u s t o m e r ' s  r e p o r t i n g  and where  t h e y  are .  

Beyond t h a t ,  o n c e  t h e  r e p o r t ' s  t a k e n ,  i t ' s  

processed t h r o u g h  t h a t  s y s t e m  t o  t h e  a p p r o p r i a t e  

d i s p a t c h i n g  c e n t e r  or  t e s t  center ,  a t  which t ime i t ' s  

t e s t e d  and  i f  it needs  a d i s p a t c h ,  it gets  d i s p a t c h e d  

and  it g e t s  c l e a r e d  and t h e n  it g e t s  c l o s e d .  T h a t ' s  

p r e t t y  much t h e  p r o c e s s  and  t h e n  each  - a l o n g  th; way, 

i t ' s  s t a t u s e d ,  so w e  know i f  t h e  cus tomer  c a l l s  back i n  

a g a i n ,  your t r o u b l e ' s  p e n d i n g  d i s p a t c h  o r  your  t r o u b l e  

i s  d i s p a t c h e d .  
* 

The t e c h n i c i a n  t h e n  has a CAT t e r m i n a l ,  a 

computer  a c c e s s  t e r m i n a l  t h a t  - we l i v e  i n  acronyms,  

s o r r y  t o  s a y ,  b u t  w e  would punch i n  t h e s e  d i s c r e e t  

c o d e s  and s a y  t h e  d r o p  was down, t h e  t e r m i n a l  was o f f ,  

t h e  w i r e  was b roken .  T h a t ' s  t h e  d i s p o s i t l o n  code .  

Q Okay. In t h i s  c l e a r i n g  and  c l o s i n g  

p r o c e s s  r e l a t e d  t o  t h e  i n d e x ,  t h e  95  p e r c e n t  i n d e x ,  how - 
d o e s  t h e  r e p o r t  g e t  c o u n t e d ?  How do you keep  t r a c k  O f  

t h e  t i m e  t h a t  t h a t  r e p o r t  i s  o u t - o f - s e r v i c e  and when i t  

g e t s  f i x e d  or c l o s e d  o u t ?  

Now, t h e  machine d o e s - i t .  The c lock  t i m e  - - A 

i s  the c l o s i n g  t i m e .  
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Q aow l o n g  h a s  it been  now, when YOU s a y  

now? 

A A t  l e a s t  t h i s  y e a r .  ~t l e a s t  - and a g a i n ,  

I ' m  r e f l e c t i n g  back .  I ' v e  b e e n  h e r e  s i n c e  August  O f  

' 91 .  I t  was e i t h e r  l a t e  ' 9 1  o r  e a r l y  ' 9 2  when t h e s e  

f e a t u r e s  were p u t  i n t o  where t h e r e ' s  - I m e a n ,  t i m e  is 

t h e  t i m e .  When you punch i n  t h e  c l o s e  t i m e ,  i t ' s  t h e  

t i m e  t h e  machine says i t  is. 

Q So t h a t ' s  j u s t  been zi r e c e n t  change  t h e n ?  - 
A Yes. 

Q DO you know why t h a t  change  was made? 

A W e l l ,  y eah .  I t  was done  t o  e l i m i n a t e  a n y  

human judgment .  
e 

Q I n  d e t e r m i n i n g  when a r epor t  migh t  h a v e  

been c l o s e d  o u t ?  

A Y e s .  

Q S o ,  b e f o r e  t h i s  chanqe  t h e n ,  it was 

p o s s i b l e  f o r  a ma in tenance  a d m i n i s t r a t o r  o r  manager o r  

someone t o  i n p u t  a c l e a r i n g  and c l o s i n g  t i m e ?  

A Y e s ,  i t  was p o s s i b l e .  - 
Q Okay. So t h e y  c o u l d  h a v e  p u t  i n  any  t i m e  

b a s i c a l l y  i n  t h a t  machine f o r  t h a t  p a r t i c u l a r  - a n y  

p a r  t i  cu l a r  r e p o r  t? 

. - I 
A Yes. 

Q A s  h a v i n g  c l e a r e d  and c l o s e d ?  

BREWARD R E P O R T I N G  S E R T J I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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C u s t o m e r  Rebates f o r  T r o u b l e  ) 
R e p o r t s  o f  S o u t h e r n  )Docke t  No - 910163-TL 
B e l l  T e l e p h o n e  & T e l e g r a p h  ) 9 1 0  7 2 7 -TL 
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To: R o b e r t  B e a t t y ,  E s q .  

S u i t e  1910 
150 West P l a g l e r  S t r e e t  
M i a m i ,  ~ l o r i d a  33130 . 

Your c l i e n t ' s  d e p o s i t i o n  t a k e n  i n  t h e  
a b o v e - s t y l e d  case on t h e  1 5 t h  day  of O c t o b e r ,  1992 is 
n o w  r e a d y  f o r  s i g n a t u r e .  Please h a v e  your  c l i e n t  come 
t o  t h i s  o f f i c e  and  s i g n  same; or, i f  you wish  tb  waive  
t h e  s i g n i n g  of t h e  d e p o s i t i o n ,  p l e a s e  so a d v i s e .  

If t h i s  d e p o s i t i o n  h a s  n o t  been s i g n e d  b y  
November 23 ,  1992 or t h e  s i g n a t u r e  t h e r e t o  wa ived ,  I 
s h a l l  f o r w a r d  t h e  d e p o s i t i o n  unde r  t h e  Ru les  of C i v i l  
P r o c e d u r e .  

If you have  any  r e a s o n  which you would 
* l i k e  f o r  m e  to  p l a c e  on t h e  d e p o s i t i o n  a s  t o  your  

f a i l u r e  t o  s i g n  t h e  same. p l e a s e  SO a d v i s e .  

D A T E :  November 9 ,  1 9 9 2  

Very t r u l y  y o u r s ,  
-. 

BROWARD R E P O R T I N G  S E R V I C E ,  I N C . ,  
1 1 0  S o u t h e a s t  S i x t h  S t r e e t  
S u i t e  1 8 9 0  
F o r t  L a u d e r d a l e ,  F l o r i d a  33301 
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A And l e g i t i m a t e l y  s o -  T h e r e  a r e  many c a s e s  

I c a n  c i t e  i n  my own mind where  w e  would have  a major  

c a b l e  f a i l u r e ,  i s  t h e  best  e x a m p l e ,  and maybe have-  

2 ,000 c u s t o m e r s  o u t - o f - s e r v i c e  a t  once.  T h e r e  i s  a - 
t h e r e  i s  a d i s c r e e t  t i m e  t o  t y p e  i n  each c l o s e .  You 

g o t  t o  do t h a t  2 , 0 0 0  t i m e s .  T i m e  e lapses .  

W e  c o u l d  have  cleared t h a t  c a b l e  f a i l u r e  
. 

a t  8:20 and n o t  p h y s i c a l l y  g o t t e n  a r o u n d  t o  c l o s i n g  o u t  

a l l  t h o s e  t r o u b l e s  t ill  n o o n t i m e ,  so t e c h n i c a l l y ,  

c u s t o m e r  s e r v i c e  h a s  been  r e s t o r e d .  
- 

Q Are you f a m i l i a r  w i t h  t h e  t r acke r  program? 

A No. 

Q I n  c a b l e ,  t r a c k e r  mapper? 

A Mapper, yes. Okay. Mapper t r acke r .  

T r a c k e r  mapper. I t h i n k  i t ' s  mapper t r a c k e r ,  t o  m e ,  

b u t ,  y e s ,  I ' m  f a m i l i a r  g e n e r a l l y  w i t h  t h a t  sys tem.  

Q Are you f a m i l i a r  w i t h  t h e  p r o c e s s  o f  

c l o s i n g  o u t  c a b l e  r e p o r t s  in bu lk  t h r o u g h  t r a c k e r  so 

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

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

A I ' v e  h e a r d  a b o u t  t h a t .  I t ' s  s i n c e  my 

t i m e .  My t i m e  i n  t h e  cen te r  was v e r y  m a n u a l ,  b u t  I 

h a v e  h e a r d  o f  b e i n g  a b l e  t o  do some o f  t h a t ,  y e s .  

Q So t h a t  wouKd h a v e  t a r e n  c a r e  of  t h a t  - 
problem t h a t  you were  j u s t  s p e a k i n g  a b o u t ,  2 , 0 0 0  
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r e p o r t s  c o u l d  be c l o s e d  o u t  i n  on2 b a s i c  key s t r O k e ?  

A I d o n ' t  know t h a t  t o  be a f a c t .  b u t  it 

c o u l d ,  I g c e s s .  I'm n o t  t h a t  f a m i l i a r  w i t h  mapper 

t r a c k e r .  

Q Okay. D o  you know w h e t h e r  t h i s  r e c e n t  

c h a n g e  i n  removing d i s c r e t i o n  on  i n p u t t i n g  t i m e s  w a s  a 

r e s u l t  of p r o b l e m s  t h a t  h a v e  a r i s e n  t h a t  y o u ' r e  aware  

O f ?  
. 

MR. BEATTY: I ' m  g o i n g  t o  o b j e c t .  I t ' s  

been a s k e d  and a n s w e r e d .  B e  a l r e a d y  i n d i c a t e d  

what  the  p u r p o s e  w a s .  

MS. RICHARDSON: But he  d i d n ' t  t e l l  m e  

what i t  was a r e s u l t  f rom.  I g o t  t h e  p u r p o s e  

b u t  n o t  t h e  r e s u l t  f r o m r  i f  i t  was meant t o  c u r e  

a known and i s o l a t e d  p rob lem i n  t h e  company. H e  

j u s t  t o l d  me t h e  p u r p o s e  was t o  remove t h e  

d i  s c r e t  i o n .  

A I n  my v iew,  i t  was ,  a n d ,  y e s ,  I ' m  f a m i l i a r  

* 

.' 

w i t h  a l l  t h e  c a s e s  t h a t  t h e  company h a s  been i n v o l v e d  

i n .  I t  was t o  a s s u r e  t h a t  t h e r e  would be no 

c o n t i n u a n c e  o r r  i f  a n y t h i n g ,  woult3 e r r  i n  t h e  b e h a l f  o f -  

t h e  c u s t o m e r ,  g o i n g  back t o  t h e  c l e a r ,  c l o s e  i s s u e .  

T h e r e  a r e  p l e n t y  o f  (cases w h e r e  o u r  

t e c h n i c i a n s ,  i n  good f a i t h ,  do otli 'er work ,  o t h e r  

r o u t i n e  work t o  h e l p  make s u r e  t h a t  cus tomer  i s  
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d e l i g h t e d  w i t h  t h e i r  s e r v i c e ,  which  m a l '  t a k e  a n o t h e r  

t e n  m i n u t e s ,  which may t a k e  a n o t h e r  h a l f  h o u r ,  which 

a l s o  may c a r r y  it o v e r  t h e  24-hour b u s i n e s s  of t h e  t i m e  

o f  receipt  t o  t h e  t i m e  c l e a r e d .  T h a t ' s  good b u s i n e s s .  

W e  want  t o  d e l i g h t  o u r  c u s t o m e r s ,  w e  want  t o  s a t i s f y  

o u r  customers. 

I f  t h a t  t e c h n i c i a n  looks a t  h i s  o r  h e r  

w a t c h  a-nd says,  now I ' m  o v e r  t h e  24-hour c l o c k  b u t r  i n  

f a c t ,  t h a t  d i a l  t o n e  h a s  been  back fo r  30 m i n u t e s ,  

se rv ice  w a s  t e c h n i c a l l y  r e s t o r e d ,  b u t  t h e  m a c h i n e ' s  

g o i n g  t o  s a y  y o u ' r e  a v e r  24 h o u r s .  

S o ,  ~ ' m  t r y i n g  t o  m a k e  t h e  p o i n t  t h a t  t h e  

company h a s  now made t h e  p o l i c y  d e c i s i o n  t o  e r r  i n  

b e h a l f  of t h e  c u s t o m e r ,  g i v e  t h e  c u s t o m e r  t h e  b e n e f i t  

of  t h e  d o u b t .  I mean, i t ' s  a r a t h e r  s t r o n g  move, i n  my 

judgmen t ,  i n  b e h a l f  o f  t h e  c u s t o m e r .  

Q How d o e s  a r e p o r t  become s t a t u s e d  

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

A T h e r e  a r e  V E R  c o d e s .  

Q V-E-R? 

A VER c o d e s  t h a t ,  i n  f a c t ,  t ake  a t e s t  and  

compare  i t  t o  a t a b l e ,  and  I see t h i s  k i n d  of t r o u b l e  

t h a t  h e  i n d i c a t e s  t o  a n  o u t - o f - s e r v i c e .  So t h e r e ' s  a 

t r a n s l a t i o n ,  i f  you wi l1 ,be tweer i  G h a t  t h e  t e s t  s e e s -  

and what w e  have  d e t e r m i n e d  t o  be  an o u t - o f - s e r v i c e  



1 

2 

3 

4 

5 

6 

7 

a 

9 

10 

11 

12 

13 

1 4  

15 

1 6  

17  

18 

19 

20  

21 

22 

23 

2 4  

2 5  

18 

c o n d i t i o n  f o r  t h e  cas tomer  or i f  t h e  cus tomer  s a y s  my 

phone d o e s n ' t  v o r k ,  t h e n  w e  t a k e  t h a t  and p u t  i t  i n  a s  

a n  o u t - o f - s e r v i c e  t r o u b l e .  So w e  u s e  t h e  customer.  

a n d / o r  t h i s  t a b l e  and i f  t h e r e ' s  any  - when i n  d o u b t ,  

i t ' s  s t r o k e d  o u t - o f - s e r v i c e .  

Q Have t h e r e  been  any  c h a n g e s  r e c e n t l y  t o  

company p o l i c y  on  s t a t u s i n g  r e p o r t s  f rom o u t - o f - s e r v i c e  

t o  a f f e c t i n g  s e r v i c e ?  

A I t h i n k  t h e r e ' s  a - been  an,  e x p a n s i o n  o f  

t h o s e  t h a t  may have  been  b o r d e r l i n e  i n  t h e  past. '  

R e a l i t y  is a phone c a n  be  m a r g i n a l .  I t  can  work ,  be 

s t a t i c k y .  You c a n  t e s t  i t ,  you c a n  t a l k  t o  t h e  

cus tomer  and one  second  l a t e r ,  it c a n  go c l i c k  and it 

d o e s n ' t  w o r k  anymore. So t e c h n i c a l l y ,  you g o t  a n  

a f f e c t i n g  s e r v i c e  t r o u b l e  one  second  and a n  

o u t - o f - s e r v i c e  t r o u b l e  t h e  n e x t  s e c o n d .  T h a t ' s  a 

r e a l i t y .  

r 

B u t  if anywhere a l o n g  t h e  l i n e ,  i t ' s  

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

go a g a i n ,  on t h e  - b i a s i n g  on b e h a l f  of  t h e  c u s t o m e r ,  

which i s  t h e  r i g h t  t h i n g  t o  do ,  w e ' r e  s t a t u s i n g  

o u t - o f - s e r v i c e .  Once i t ' s  o u t - o f - - s e r v i c e ,  it c a n ' t  be 

changed  back t h e  o t h e r  way, which I t h i n k  i s  a good 

r u l e .  I mean, if i t ' s  e v e r  o u t ,  r t ' s  o u t .  -- 
(2 Are you aware o f  any  c h a n g e s  t o  t h e  V E R  

( 3 0 5 )  4 6 7 - 1 4 6 7  BROWARD R E P O R T I N G  S E R V I C E  
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c o d e  c o m b i n a t i o n s  t h a t  were s t a t u a e d  o u t - o f - s e r v i c e ?  

A Y e s ,  b u t  n o t  t h e  d e t a i l s .  Aga in ,  I know 

t h e  t a b l e s  were expanded.  

Q A r e  you aware of w h e t h e r  or n o t  a VER coe 

i n  1990  c o u l d  be m a n u a l l y  i n p u t ?  

A Yeah, i f  we ' re  s a y i n g  t h a t  you c o u l d  

s t a t u s  t r o u b l e  m a n u a l l y ,  yes. Is t h a t  y o u r  q u e s t i o n ?  

Q O k a y .  T h e r e  a r e  d i f f e r e n t  ways t o  s t a t u s  

O n e  i s  t h r o u g h  VER code  and  one i s  t h r o u g h  r e s u l t  c o d €  
.. 

Are you f a m i l i a r  w i t h  r e s u l t  c o d e s ?  

A No. 

Q A r e  you aware of a company change  i n  

p o l i c y  t h a t  VER c o d e s  would no l o n g e r  be  m a n u a l l y  i n p t  

a f t e r  1992 w i t h  t h e  except ion of message  r e p o r t s ?  

e 

A Not -- No, n o t  i n  t h a t  t e r m .  I know w e ' \  

l i m i t e d  t h e  number of p e o p l e  who c a n  a c c e s s  t h e  s y s t e n  

t o  change  t h e  t r o u b l e  s t a t u s .  I do know t h a t .  I f  

w e ' r e  s a y i n g  t h e  same t h i n g ,  t h e n  I do know t h a t ,  wi t1  

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

t o  make s u r e  t h a t  we ' re  beyond r e p r o a c h  w i t h  r e g a r d  t c  

t r o u b l e  r e p o r t i n g  s y s t e m s .  

Q Okay. I n  your  o p i n i o n ,  t h e n  w i t h  t h e s e  

c h a n g e s  t h a t  h a v e  happened ,  w i l l  t h e r e  be  more t r o u b l t  

r e p o r t s  from c u s t o m e r s  st-qtused o u t - o f - s e r v i c e  t h a n  - 

t h e r e  were i n  t h e  p a s t ?  

. 
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A Y e s .  

Q So, it  w i l l  i n c r e a s e  t h e  t o t a l  number o f  

o u t - o f - s e r v i c e  for t h e  company t h r o u g h o u t  F l o r i d a ? .  

A y e s .  

(2 I n  r e l a t i o n  t o  t h e  9!5 p e r c e n t  i n d e x ,  w i t h  

t h e  two c h a n g e s  t h a t  we 've  t a l k e d  a b o u t ,  i n c r e a s i n g  t h e  

t o t a l  number o f  o u t - o f - s e r v i c e  b a s e  and  t h e  c l o s i n g  

t i m e  o f ' b e i n g  mach ine  t i m e  on f i n i l l  s t a t u s ,  i n  Your 

o p i n i o n ,  how w i l l  t h a t  a f f ec t  t h e  company's  a b i l i t y  t o  

meet t h a t  95 p e r c e n t  i n d e x ?  
- 

A I t ' l l  make  it more d i f f i c u l t  i n  t h e  s e n s e  

t h a t  t h e r e ' l l  be more t h a t  w e  m u s t  g e t  w i t h i n  24 h o u r s ,  

b u t  I ' v e  g o t  t o  t e l l  you we're g e a r e d  up  t o  do it. I 

m e a n ,  w e  h a v e  t h e  r i g h t  fo rce  plan and  t h e  r i g h t  

s t r a t e g y  t o  g i v e  t h e  b e s t  s e r v i c e  w e ' v e  e v e r  g i v e n .  I 

mean, I c a n  h o n e s t l y  s a y  t h a t ,  ba:;ed on b e i n g  t h e  guy 

i n  c h a r g e .  

? 

-. 

I h a v e  a l m o s t  2 , 7 0 0  p e o p l e ,  a l m o s t  two 

m i l l i o n  a c c e s s  l i n e s  t o  manage. 1;'ve neve r  f e l t  b e t t e r  

a b o u t  b e i n g  a b l e  t o  d e l i v e r y  e x c e l - l e n t  s e r v i c e  t o  t h e  

c u s t o m e r s .  T h a t  i s  a v e r y  p o s i t i v e  f e e l i n g ,  so we ' re  

g o i n g  t o  g i v e  i t  o u r  b e s t  s h o t  t o  g e t  eve rybody  w i t h i n  

2 4  h o u r s .  F o r g e t  t h e  95. I want  them a l l  and  w e ' r e  

g o i n g  t o  t r y  l i k e  heck to_  do t h a t .  - - 

Q Okay. Mr. Hu lcahy ,  i s  p a r t  o f  your  

BRGJA R D R E P O R T  I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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r e s p o n s i b i l i t y  a s  a s u p e r v i s o r  t o  d i s c i p l i n e  employees  

when you f i n d  misconduct  o r  i n a p p r o p r i a t e  b e h a v i o r ,  

d e f a l c a t i o n ?  

A Y e s .  

Q Can you b r i e f l y  expl i2in t o  me t h e  

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

A Yes. C o u n s e l ,  warn, s u s p e n d ,  t e r m i n a t e  i s  

e s s e n t i a l l y  a f o u r - s t e p  process. T h e r e  a r e  e x c e p t i o n s  

t o  any  r u l e ,  b u t  t h a t ' s  t h e  work ing  ag reemen t  between 

B e l l S o u t h  Telecommunica t ions  and  Communication rforkers 

o f  America for t h e  r e p r e s e n t e d  employees .  

W e  a l s o  have  450 management p e o p l e  t h a t  

a r e  n o t  r e p r e s e n t e d .  They a r e  out: of t h e  c o l l e c t i v e  

b a r g a i n i n g  u n i t s  a n d ,  b a s i c a l l y ,  t h e  company would t a k e  

t h e  same k ind  o f  c o u n s e l ,  Warn ,  s u s p e n d ,  t e r m i n a t e  

p r o c e d u r e ,  b u t  t h e n  a g a i n ,  depend:tng on t h e  

c i r c u m s t a n c e ,  you do t h e  d i s c i p l i n e  i n  a c c o r d a n c e  w i t h  

t h e  o f f e n s e .  

Q S o ,  have  you had o c c a s i o n  t h e n  t o  

d i s c i p l i n e  c r a f t  and management employees?  

A Yes. 

Q Have you h e a r d  t h e  t e r m s  b a c k i n g  up t h e  

t i m e  used  i n  any c o n t e x t  d u r i n g  your t i m e  i n  t h e  

company? . 
I 

A Y e s .  
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Q Axd i n  what c o n t e x t ?  

A F o l l o w i n g  o u r  p r e v i o u s  o r  e a r l i e r  

c o n v e r s a t i o n  a b o u t  when t r o u b l e  is p h y s i c a l l y  c o m p l e t e  

v e r s u s  p h y s i c a l l y  c l o s e d ,  t h e r e  can  be  a g a p  be tween  

c lear  and  closed. Backing  u p ,  t o  m e ,  i s  g o i n g  back  t o  

whenever t h e  cus tomer  had t h e  s e r v i c e  r e s t o r e d  and  on  a 

percentage b a s i s ,  I s t i l l  a g r e e  w i t h  t h a t  because I 

t r u s t  p e o p l e  and I t h i n k  t h e y  s h o u l d  u s e  good judgmen t  

and  w h a t ' s  r i g h t  is r i g h t .  

I f  t h e  customer had  s e r v i c e  r e s t o r e 2  a t  

8:20 A.M. and i t ' s  now 9 o ' c l o c k  a.nd t h e  t e c h n i c i a n ,  

f o r  wha teve r  r e a s o n ,  f o r g o t  - d i d n ' t  do what  t h e y  were 

supposed  t o  d o ,  t h e y  s h o u l d  be  a b l e  t o  back  up  t o  

whenever it was p h y s i c a l l y  c o m p l e t e d .  T h a t ' s  S c o t t ' s  

view of t h e  word. T h a t ' s  n o t  B e l l S o u t h ' s  view of t h e  

wor ld .  B e l l S o u t h ' s  view i s  i f  i t ' s  9 o ' c l o c k ,  i t ' s  9 

o ' c l o c k .  

Q Have you e v e r  had o c c a s i o n  t o  d i s c i p l i n e  

a n  employee for i m p r o p e r l y  b a c k i n g  up t h e  time on a 

r epo  r t ?  

A No, n o t  p e r s o n a l l y ,  no.  

Q Have you e v e r  h e a r d  o f  any  employee b e i n g  

d i s c i p l i n e d  on  t h a t  c h a r g e ?  

A Heard,  h e a r d ,  h e a r d .  -Yes. 

Q can you t e l l  m e  what you h a v e  h e a r d ,  who 

- 
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was i r . vo lved?  

MR. BEATTY: I f  t h e  s u b s t a n c e  of what 

y o u ' v e  h e a r d  r e s u l t e d  from o r  is i n  some way 

t i e d  t o  t h e  i n v e s t i g a t i o n ,  t h e n  you need  t o  s a y  

t h a t  it is  t i e d  t o  t h e  i n v e s t i g a t i o n .  

THE WITNESS: Okay. I t  w a s  t i e d  t o  t h e  

i n v e s t i g a t i o n .  

. MR. BEATTY: A t  t h i s  p o i n t  t h e n ,  I would 

request  t h a t  you n o t  r e s p o n d  t o  t h e  e x t e n t  t h a t  

h i s  r e s p o n s e  would r evea l  and d i s c l o s e  s u b s t a n c e  

of t h e  i n v e s t i g a t i o n ,  which i s  p r i v i l e g e d  and 

c o n f i d e n t i a l .  I r e q u e s t  t h a t  he n o t  r e spond  t o  

t h a t  q u e s t i o n .  

Q Okay. Mr. Mulcahy, I c a n ' t  -- To g e t  j u s t  

a l i t t l e  b i t  more c l e a r  on how i t ' s  t i e d  t o  t h e  

i n v e s t i g a t i o n ,  d i d  you r e a d  some - a w r i t t e n  document 

f rom t h e  i n v e s t i g a t i o n  t h a t  i s  t h e  b a s i s  o f  your  

i n f o r m a t i o n ?  

MR. BEATTY: Yes or no? 

A N o r  d i d n ' t  r e a d  a n y t h i n g .  Hea r say .  

Q Okay. When you s a y  h e a r s a y ,  you mean n o t  
- 

i n f o r m a t i o n  t h a t  came from t h e  company i n v e s t i g a t o r s  

b u t  g e n e r a l  s c u t t l e b u t t  among t h e  s t a f f ?  

A Yes. 1 mean, i t  w a s - -  y e s ,  i t  was - 

g e n e r a l  s c u t t l e b u t t  among t h e  s t a f - f  - 

I 
B R O W A R D  R E ? O ~ T I N G  S E R V I C E  ( _ ( O b )  4 6 1  - 1461 
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c Okay. 

MR. BEATTY:  I would wi thd raw my 

o b j e c t i o n .  

MS. R I C H A R D S O N :  Thank Y O U .  

Q Then what h a v e  you h e a r d ?  

A What I h e a r d  w a s  h e a r s a y .  I was i n  

A t l a n t a  and  t h e  employees  i n  M i a m i  t h a t  were 

t e r m i n a % e d r  it was b a s e d  o n  - a t  l eas t  what I h e a r d  - 
them b a c k i n g  up  t h e  c lock a n d / o r  t h e  e a r l i e r  q u e s t i o n  

of b u i l d i n g  t h e  b a s e  of o u t - o f - s e r v i c e  and t h a t r  i n  

i t s e l f ,  was c o n f u s e d  b e c a u s e  I h e a r d  b o t h  v e r s i o n s .  

- 

I h e a r d  t h e y  were f i r e d  f o r  b a c k i n g  u p  t h e  

c lock and  I h e a r d  t h e y  were f i r e d  f o r  b u i l d i n g  t h e  

b a s e .  And i t  w a s n ' t  c l e a r r  you know, which was t h e  

t r u t h ,  if e i t h e r .  B u t  you know t h a t ' s  t h e  o n l y  

r e c o l l e c t i o n  I h a v e  o f  h e a r i n g  any  of t h e  d e t a i l s  o f  

I 

.' 

d i s c i p l i n e .  

Q 

i n v o l v e d ?  

A 

Q 

A 

Q 

Did you h e a r  any  names o f  p e o p l e  t h a t  were 

Y e s .  

A l l  r i g h t .  Who were  t h e y ?  

Joe Lesko and  Nancy V a l i s i a .  

Are t h o s e  t h e  o n l y  two i n d i v i d u a l s  t h a t  

* 

.- y o u ' r e  f a m i l i a r  w i t h ?  -- 

A Yes. 

BROWARD R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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Q And was t h a t  t h e  f u l l  e x t e n t  - f u l l  and 

c o m p l e t e  e x t e n t  o f  t h e  c o n v e r s a t i o n s  o r  t h e  i n f o r m a t i o n  

t h a t  you h e a r d ?  

A Y e s ,  b e s t  of my knowlledge, y e s .  

Q Have you e v e r  h e a r d  o f  a manager  - O r  a 

p o l i c y  i n  a n  IMC where  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  w a s  

d i r e c t e d  t o  c a l l  a manager t o  g e t  p e r m i s s i o n  t o  c lose 

o u t  a n  o k t - o f - s e r v i c e  r e p o r t ?  

MR. BEATTY: O b j e c t  t:o t h e  fo rm O f  t h e  

q u e s t i o n .  I t ' s  compound. You c a n  answer .  

A I d o n ' t  r e a l l y  u n d e r s t a n d  t h e  q u e s t i o n .  

Q Bave you h e a r d  o f  t h e  e x i s t e n c e  o f  a 

p o l i c y  w i t h i n  a n  I M C  where  m a i n t e n a n c e  a d m i n i s t r a t o r s  

were d i r e c t e d  t o  c a l l  manage r s  t o  g e t  p e r m i s s i o n  t o  

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

I 

A No. 

Q Have you e v e r  d i r e c t e d  any of YOUK p e o p l e  

t o  p u t  t h a t  p o l i c y  i n  p l a c e  i n  an I M C ?  

A No. 

Q Has anyone e v e r  d i r e c t e d  you t o  p u t  t h a t  

p o l i c y  i n  p l a c e ?  

A No. 

Q I ' m  g o i n g  t o  t e s t  your  memory a l i t t l e  

h e r e ,  a s  if we h a v e n ' t  al-ready b e e n i d o i n g  t h a t .  - 
A Okay. 
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Q A r e  you f a m i l i a r  w i t h  t h e  no a c c e s s  coder 

t h e  N A S ,  no a c c e s s  s u b s c r i b e r  c o d e ?  

A F a a i l i a r  w i t h  no a c c e s s e s ,  y e s .  

Q Can you g i v e  m e  a g e n e r a l  i d e a  of what  

your  knowledge of t h a t  is? 

A D i s p a t c h  t r o u b l e  o r  a n  o r d e r  - 

i n s t a l l a t i o n  o r d e r  and  t r y  t o  g a i n  access t o  t h e  

premise 'and  c a n ' t .  The po l icy  i s  a t e c h n i c i a n  l e a v e s  a 

n o t i f i c a t i o n  t h a t  t h e y  t r i e d  t o  g a i n  access and  to have 

t h e  cus tomer  c a l l  back so w e  c a n  q a i n  access. I d o n ' t  

know a b o u t  t h e  c o d e s ,  b u t  c o n c e p t u a l l y ,  w e  t r y  t o  f i x  

it i n s i d e  and nobody ' s  home. 

- 

Q And i s  t h e  c u s t o m e r  n o t i f i e d  t h a t  t h e  
* 

p e o p l e  were o u t  t h e r e  t o  f i x  t h e  phone? 

A Yes. The t e c h n i c i a n  i s  supposed  t o  l e a v e  
.. 

a door  hange r  or a n o t i f i c a t i o n  of some s o r t  t h a t  w e  

t r i e d  t o  g a i n  a c c e s s .  

Q Do You know whe the r  o r  n o t  t h a t  code  h a s  

any e f f e c t  on whethe r  t h a t  p a r t i c u l a r  r e p o r t  i s  c o u n t e d  

i n  t h e  i n d e x ,  t h e  o u t - o f - s e r v i c e ?  

A I t h i n k  i t ' s  e x c l u d e d  a n d ,  a g a i n ,  I t h i n k  

i t  i s  b e c a u s e  w e  a t t e m p t e d  t o  r e a c h  a c u s t o m e r  and 

c o u l d n ' t ,  so i n  good f a i t h ,  w e  t r i e d ,  nobody was home, 

SO I t h i n k  i t ' s  e x c l u d e d ,  _. 
- 

Q Do Y O U  know o f  anyone  w h o  h a s  used  t h e  no 

BROTARD R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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access c o d e  i n  o r d e r  to s t o p  t h e  c:lock On 

o u t - o f - s e r v i c e  r e p o r t s  t o  keep  them from g o i n g  

o u t - o f - s e r v i c e  o v e r  2 4  h o u r s ?  

A N O ,  ~ * m  n o t  f a m i l i a r  w i t h  anybody d o i n g  

t h a t .  

Q 

A 

Eave you e v e r  h e a r d  o f  anybody d o i n g  t h a t ?  

No f 

h Eave you ever d i r e c t e d  anyone  t o  do t h a t ?  

A No. 

Q What -- A s  a manager a n d  a supervisor  o f  
- 

c l o s e  t o  2,700 employees ,  d e a l i n g  w i t h  customer r e p a i r  

and i n s t a l l a t i o n  and  m a i n t e n a n c e ,  how do you assure  

y o u r s e l f  t h a t  t h e  h i g h e s t  i n t e g r i t y  i s  b e i n g  m e t ,  t h a t  

t h e s e  people a r e n ' t  a t t e m p t i n g  t o  meet a n  i n d e x  when 

maybe your  g o a l  i s  i n t e g r i t y  ove r  i n d e x ,  m i s s  t h e  

i n d e x ,  I r a t h e r  have  i n t e g r i t y ?  

e 

A I ' v e  s a i d  t h a t .  I t ' s  v e r y  d i f f i c u l t  t o  

g e t  a l m o s t  2 , 7 0 0  p e o p l e  marching i n  t h e  same d i r e c t i o n .  

We're  a b i g  b u s i n e s s .  We're t r y i n g  h a r d .  I mean. I 

t h i n k  t h a t  you do t h a t  by example. .  T o t a l  q u a l i t y  i s  

w a l k  t h e  t a l k .  I t r y  v e r y  h a r d  to  do t h a t .  

I ' v e  been  t o  h e a d q u a r t e r s  twice. I ' v e  

s e e n  t h e  b i g  p i c t u r e .  I t h i n k  I u n d e r s t a n d  where t h e  

b u s i n e s s  i s  g o i n g ,  so my - j o b  i s  to"p rov ide  a s t r a t e g i c  

d i r e c t i o n ,  w h i c h  i s  do t h e  r i g h t  { t h i n g ,  do w h a t ' s  r i g h t  

-=WARD REPORTING; S E R V I C E  ( 3 0 5 )  4 6 1  - 1 4 6 1  
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for the custoiner and, frankly, let the indexes fall 

where they may. 

Measurements are necessary to run a - 
business, but measurement shouldn't guide bad behavior 

and that's my philosophy. And I hope if you went out, 

interviewed everybody that worked for me and knows me - 
not all 2 , 1 0 0  do. I haven't had time to go see 

everybody, but my management team should expound that 

philosophy 'cause I've been beatin(g that.drum now for a 

year and something, a year and three or four monchs. 

Q I have here - and I think this relates to 
exactly what you're trying to tell me - a memorandum 
with your name on the letterhead, dated December 11, 

1991. I believe C.J. Sanders. Would you take a look 

at that page and the page following that and see if 

that's yours? 

A That's mine. 

Q Okay. 

A That's my philosophy. 

0 So, in that, you state one o your number 

one goals is integrity and insuring that integrity is 

met? 

A Yes. 

Q Then I ' d  like to see -I- Let me ask. Other -- 
than setting the policy and walking the talk as  an 

BROWARD R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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example to ycur staff, how do yoli insure that 

defalcations, improper handling of reports, customer 

trouble reports are caught early, that you become aware 

of them so that you can take whatever appropriate 

action you deem necessary? Row do you insure yourself 

that that is in place? 

A Okay. It's a great question. Through 

continuGus follow-up, I monitor. My philosophy of 

measuring my operation is continuous improvement. 

Where were you this time last year and what were-you 

doing? Where are you this year and what are you doing? 

We do have a staff that goes out and does 

periodic reviews. They'll do reviews at my request, 

they'll do reviews because it's time to do reviews, 

which is annual in some things, quarterly in other 

things. ~ ' m  proud to say that we've had reviews on 

contract administration, on coding and scoring of 

troubles, on things that have been looked at and into 

and it is working, I mean, the philosophy of do the 

right thing, right out to the technicians. - 
The technicians in southeast Florida have 

been told you've got to do a good day's work. We pay 

You well to do well to the customers, but instead of 

having an absolute numbecof tasks-per day, we want you 

to do the right thing by the customer. 
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N O W ,  t h i s  1 s  a long- t e rm buy-in by 

e v e r y b o d y  b e c a u s e  no m a t t e r  how e t f f e c t i v e  I am as a 

maneger  and no m a t t e r  how e f f e c t i v e  my managers  a re  as  

m a n a g e r s ,  if I d o n ' t  c o n v i n c e  t h e  t e c h n i c i a n  t h a t  

k n o c k s  on t h e  door  and  meets t h e  cus tomer  t h a t  t h a t  

c u s t o m e r ' s  i m p o r t a n t ,  t h e n  w e  l o s e .  And t h a t ,  a g a i n ,  

i s  m y  p h i l o s o p h y .  
. I n  fo l low-up ,  w e  h a v e  management repor t s  

o u t  of  MTAS, which is mechanized  t r o u b l e . a n a l y s i s  

s y s t e m  or someth ing  l i k e  t h a t ,  which g i v e  us weekly  

r e p o r t s  back i n t o  t h e  i n s t a l l a t i o n ,  m a i n t e n a n c e  cen ters  

and i t  l o o k s  a t  a l l  t h e  no a c c e s s e s ,  I mean, g i v e s  you 

a p r i n t o u t  and s a y s  t h e s e  a r e  no a c c e s s e s  and h e r e ' s  

how t h e y  were coded .  And I ' v e  c h a r g e d  t h e  managers  and 

t h e  a s s o c i a t e  managers  i n  t h e s e  t es t  cen te r s  t o  a n a l y z e  

t h a t  e a c h  w e e k  and make s u r e  t h a t  we're n o t  h a v i n g  a 

p rob lem i n  c o d i n g  ' c a u s e  t h i s  i s  a complex b u s i n e s s .  

- 

r 

I mean, w e ' r e  n o t  t a l k i n g  a b o u t  a b u s i n e s s  

t h a t  h a s  one s e t  of c o d e s .  I mean, we've g o t  t h o u s a n d s  

of  c o d e s .  So t h a t ' s  t h e  way I ' m  d o i n g  i t .  I ' m  t r y i n g  

t o  d o  w h a t ' s  l o g i c a l  a n d  w h a t ' s  r i . gh t  and have  l i m i t e d  

t h e  number o f  p e o p l e  t h a t  c a n  go i n  t h e  sys tem.  We've 

t r i e d  t o  m a k e  s u r e  t h a t  i f  w e  e r r ,  i t ' s  on t h e  s i d e  o f  

t h e  c u s t o m e r .  -- 
- -- 

I ' m  r e a d y  t o  t r y  s o m e t h i n g  i n  ' 9 3  t h a t  I 
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t h i n k  i s  k i n d  o f  n e a t .  When a custorne: c a l l s  i n  f o r  ar. 

i n s t a l l a t i o n  a p p o i n t m e n t ,  a t  t h e  end o f  t h a t  c o n t a c t ,  I 

w a ~ t  t o  t r y ,  w e l l ,  when would you l i k e  t h a t .  R i g h t  

now. w e  t e l l  them you c a n  o f  it i n  two d a y s .  t h r e e  

d a y s .  I t ' s  f u n  t o  t r y  t h e s e  new t h i n g s  and  g e t  

c u s t o m e r  s e r v i c e  -- I know I ' m  n o t  supposed  t o  t a l k  a 

l o t .  I g e t  c r a n k e d  up .  

Q T r u s t  m e .  Mr. B e a t t y  l o v e s  t h i s .  

A I g e t  c r a n k e d  up b e c a u s e  t h i s  i s  t h e  f u n  

s t u f f  o f  r u n n i n g  t h e  j o b .  

e x c i t e d  - I t h i n k  I c a n  - o v e r  t r y i n g  new t h i n g s .  I 

mean, w e  g e t  bogged  down i n  too many measurements .  

Wha t ' s  t h e  b o t t o m  l i n e ?  The b o t t o m  l i n e  i s  t h e  

c u s t o m e r  wants  s e r v i c e ,  when do you w a n t  it. 

If  I ci3n g e t  o t h e r  p e o p l e  as 

If  you have  a t r o u b l e ,  I ' d  l i k e  t o  c l e a r  
.' 

it t h e  same a f t e r n o o n ,  you know, i f  you c a l l e d  i n .  And 

t h e r e ' s  a l w a y s  l i m i t a t i o n s  on r e s o u r c e s .  I h a v e n ' t  g o t  

1 2 , 0 0 0  p e o p l e .  I g o t  2 , 0 0 0  o r  2 , 6 0 0 .  So ,  t h o s e  k ind  

o f  t h i n g s  a r e  what  I see h a p p e n i n g  i n  ou r  a r e a  o v e r  t h e  

n e x t  s e v e r a l  y e a r s .  

Q Would you c o n s i d e r  t h a t  a change  i n  

e m p h a s i s ?  

A I ' m  d i f f e r e n t .  Y e s .  Lo t  o f  it is m e ,  I 

t h i n k ,  and  my boss' e m p h c s i s  - h e ' s  v e r y  cus tomer  - 
f o c u s e d .  
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Q That's MK. Sanders? 

A Yes. Mr. Sanders is a great boss to have 

that kind of support 'cause you've got to have - and 
it's all the way through the organization. I know all 

the way up to our chief executive officers are focused 

on delighting customers. 

Q Did you get an impression when you came 

then that perhaps the emphasis was more on meeting 

measurements than on pleasing customers and you're 

trying to make an effort to change that now? 
- 

MR. BEATTY: Object to the form of the 

question. It's leading, but: you can answer. 

A I think measurements are an important part 
e 

Of running the business. I think measurements can and 

do drive behavior. I think we have to be careful with 

how we use measurements in our business and, yes, I 

think my focus i s  on using measurements to delight the 

customer - S o r  yes, my focus is - my focus is different 
and - but it's different than a lot of people's focus. 

-. 

Q Let me try this one different way then. - 
In inculcating your philosophy down the ranks, have you 

found that your managers prior to your presence had a 

greater emphasis on meeting measurements than they did 
- 

on quality service? c - 
MR. B E A T T Y :  I f  you know. 

BROWXRD R E P O R T I N G  S E R V I C E  ( 3 0 5 )  467-1467 
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ci Fro111 your d i s c u s s i o n s  with them. 

A Yes, we were very results-oriented. 

Q Okay, DO you primarily rely then on the 

day-to-day oversight of employee behavior and conduct 

upon your managers? 

A Mm-hm. 

Q S o ,  if your managers are involved O K  

focused bn meeting an index and impliedly - not 
overtly, but impliedly condoning behavior that may not 

be of the highest integrity, are you sure that Yo'u 

would find out about it? 

MR. BEATTY: I object to the form Of the 

question. It's purely speculative, but if you 

can answer that, you're welcome to. 

A That's a tough one. I aspire f o r  them all 

to join in on the total quality way of running the 

business. I mean, I go out and speak to groups all the 

time, like after this, I ' m  o f f  to a 30-year 

presentation to one of the technical people out in the 

network operation center. And what I'll say out there 

is you got to do what's right even when somebody's not 

watching you. And that gets into the personal ethics 

and integrity thing. And I'm not as naiive as to 

believe that I have 450 evangelists'working -- for me, but 

I want them to be empowered to d o  the ~ o b .  

BROW n 0 5 J  4 b /  - 1 T o i  
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"hen I s t a r t e d  w i t h  t h i s  company i n  1970 

i n  t h e  o l d  B e l l  S y s t e m ,  t h e r e  w a s  a p r a c t i c e  f o r  

e v e r y t h i n g .  1 m e s r . "  r y  f i r s t  few months w i t h  t h e -  

company was r e a d i n g  p r a c t i c e s .  B e s i d e s  b e i n g  t e r r i b l y  

b o r i n g ,  i t  w a s  v e r y  l i m i t i n g .  Thle company's changed .  

The company h a s  i n c r e a s e d  o u r  spains o f  c o n t r o l .  We're 

i n  a competi t ive w o r l d .  

. I t ' s  much more c h a l l e n g i n g  t o  b e  a good 

manager t o d a y .  YOU g o t  t o  b e  a c'oach and  a f a c i l i t a t o  

r a t h e r  t h a n  j u s t  a d i r e c t o r  o f  what  n e e d s  t o  be %one. 

And i n  my v i e w ,  I h a v e  some of e a c h .  I have  l e a d i n g  

e d g e  s u p e r  people and I h a v e  some t h a t  I need t o  

d e v e l o p  f u r t h e r  and  I g o t  a b i g  g r o u p  i n  be tween t h a t  

a r e  i n  t r a n s i t i o n .  

* 

S o r  no .  I d o n ' t  t h i n k  t h e y ' r e  a l l  p e r f e c t  

B u t  I ' m  w o r k i n g  on t r y i n g  t o  g e t  them t o  -- You g o t  t o  

s t a r t  w i t h  w h a t ' s  h e r e ,  you g o t  t O  s t a r t  w i t h  t h e  

m e n t a l i t y  o f  i t  a l l .  You have  t o  buy i n  t h a t  we're 

g o i n g  t o  do t h e  r i g h t  t h i n g  t o  t h e  c u s t o m e r s .  And 

i n s t e a d  o f  m e  s a y i n g ,  w e l l ,  y o u ' r e  empowered, e x c e p t  

I ' m  g o i n g  t o  go m a k e  a l l  t h e  d e c i s i o n s ,  I d o n ' t  m a k e  

a l l  t h e  d e c i s i o n s .  I do empower my o p e r a t i o n s  manager 

and t h e i r  d i s t r i c t  e n g i n e e r s  and t h e  managers  t o  do t h  

r i g h t  t h i n g .  And my o v e c s i g h t  i s  g e t  t o n s  of  - 
r e p o r t s .  

B R O W A R D  REPORTING S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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We're s t i l l  -- we got d a t a  a n d  l o t s  and 

l o t s  o f  d a t a .  And I ' m  good a t  i t .  I ' m  good a t  l o o k i n g  

a t  t r e n d s  - I t h i n k  I'm good a t  i t  - and m o n i t o r i n 9  t h e  

Job .  And I do l o o k  f o r  e x c e p t i o n s .  I ' m  i n t o  c o n t r o l  

c h a r t s ,  uppe r  l i m i t s ,  l ower  l i m i t s .  t h i n g s  r u n n i n g  

a l o n g  f a i r l y  w e l l .  Then I l e t  thte b u s i n e s s  r u n .  I f  

t h e r e ' s  some th ing  t h a t  looks o u t  o f  l i n e ,  t h e n  w e  c h e c k  

it. . 

And a g a i n ,  w e ' l l  alwisys,  I t h i n k ,  b e  i n  
.. 

c o n t i n u o u s  improvement, t r y i n g  t o  s i m p l i f y  t h e  

b u s i n e s s ,  b u t  i t ' s  g e t t i n g  c o m p l i c a t e d ,  i t ' s  n o t  

g e t t i n g  easier.  The demands f rom t h e  c u s t o m e r s  a r e  

g e t t i n g  more c o m p l i c a t e d ,  so i t ' s  more of  a c h a l l e n g e .  

Q 

A 

Q 

A 

Q 

A 

Q 
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A 

And i f  t h e r e  were  t h i n g s  t h a t  were 

g o i n g  wfong i n  my d i v i s i o n ,  I d i d n ' t  k n o w  a b o u t  them 

b e c a u s e  w e  had  p a s s e d  several  o p e r a t i o n  r e v i e w s  f rom a 

f a i r l y  h i g h  l e v e l  i n  s t a f f  and  t h e  r e s u l t s  were good. 

Q So t h e r e  was a n  i n t e g r i t y  p rob lem b u t  i t  

w a s n ' t  showing up  on any of t h e  BLIP mechanisms t h a t  

you had?  
I 

A U n d e t e c t e d  by m e ,  y e s .  Y e s .  

Q Okay. A r e  you anymoie c o m f o r t a b l e  now 

w i t h  b e i n g  ab le  t o  d e t e c t  -- 

A Yes. 

Q -- BLIPS? 
A G e t t i n g  back t o  t h e  - and I t h i n k  t h a t ' s  

a g a i n  wha prompted t h e  c h a n g e s  i n  s y s t e m s  and prompted 

t h e  c l e a r - c l o s e  c h a n g e ,  making c l o c k  c l o s e  o u t  t r o u b l e ,  

l i m i t i n g  access t o  t h e  s y s t e m s .  W e  have  changed  t h o s e  

p r o c e d u r e s ,  and  t h e  COntKOlS a r e  much t i g h t e r .  

- 

Q y o u ' r e  fami l_ ia r  w i t h  the s y s t e m .  You know 

the c h a n g e s  t h a t  h a v e  b e e n  p u t  i n  p l a c e ?  

B R O W A R D  R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

13 

1 4  

15 

1 6  

1 7  

1 8  

1 9  

2 0  

2 1  

22 

2 3  

2 4  

25  

1 

37 

A Mm-h;n. 

Q I n  your  o p i n i o n ,  i s  it s t i l l  p o s s i b l e  f o r  

a n  i n d i v i d u s l  to m a n i p u l s t e  an ou t - o f - s e r v i c e  r e p o r t  i n  

o r d e r  t o  meet some o f  t h e  i n d e x e s  t h a t  t h e  company 

r e q u i r e s  t h e  company e m p l o y e e s  t o  meet? 

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

q u e s t i o n .  I t ' s  p u r e l y  loai  percent  s p e c u l a t i v e .  

I f  you can  f a thom a g u e s s  on  t h a t ,  by a l l  means. 

A I d o n ' t  t h i n k  so. I t h i n k  . t h e r e ' s  t oo  

. 

- 
many c h e c k s  and  b a l a n c e s .  Even i f  i t  was changed ,  

t h e r e  a r e  d e t e c t i o n  r e p o r t s  t h a t  would h i g h l i g h t  t h a t  

change .  

You do r e a l i z e  how many o r d e r s  we p r o c e s s  
I 

and how many t r o u b l e s  w e  h a n d l e .  I mean, t h i n k  a b o u t  - 
I g o t  1 , 8 0 0 , 0 0 0  a c c e s s  l i n e s .  A n d  a b o u t  two p e r c e n t  o f  

them a month have  a t r o u b l e ,  I m e a n ,  a n  i n s t a l l a t i o n  

o r d e r .  I would s a y  t h e r e  a r e  b i l l i o n s  o f  o p p o r t u n i t i e s  

j u s t  i n  my mind, r u n n i n g  t h e  numbers .  And I t h i n k  t h e  

c h e c k s  and b a l a n c e s  a r e  v e r y  t h o r o u g h .  

-~ 

I t h i n k  t h e  company h a s  s p e n t  a n  - 
i n o r d i n a t e  amount of  t i m e  t r y i n g  to t h i n k  o f  e v e r y  way 

unde r  t h e  s u n  t o  m a k e  s u r e  we 've  g o t  t h e  r i g h t  c h e c k s  

and b a l a n c e s ,  i n  good f a i t h .  So ~ ' d  answer no ,  I d o n ' t  
-- 

know of  any  way t h e y  c o u l d  do i t .  - 

Q O u t s i d e  o f  what y o u ' v e  a l r e a d y  t e s t i f i e d  
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t o  h e r e  t o d a y ,  a r e  you aware of any employee who has 

f a l s i f i e d  a cus tomer  t r o u b l e  r e p o r t ?  

A No. 

Q Have you ever had  o c c a s i o n  t h r o u g h o u t  1975  

t o  p r e s e n t  t o  r e p o r t  a n  employee  to company s e c u r i t y  or 

i n t e r n a l  a f f a i r s  for m i s h a n d l i n g  zi cus tomer  t r o u b l e  

r e p o  r t ? 

. 
A No. 

Q Do you know i f  anyone  has eyer r e p o r t e d  - 
you f o r  h a v i n g  done  so? 

A No. I f  t h e y  d i d ,  t h e y  kept  it a secret .  

I mean, I never g o t  a c c u s e d  o f  a n y t h i n g .  

Q I ' m  g o i n g  t o  g i v e  you1 a n  o p p o r t u n i t y ,  f o r  
r 

t h e  r e c o r d .  Have you,  y o u r s e l f ,  e v e r  p e r s o n a l l y  

f a l s i f i e d  a cus tomer  t r o u b l e  r e c o r d ?  

A Never .  

MS. R I C B A R D S O N :  Okay. Mr. Mulcahy, I 

want t o  t h a n k  you for your  p r e s e n c e  h e r e  t o d a y .  

I a p p r e c i a t e  t h e  t i m e .  I know how busy you a r e  

i n  your p o s i t i o n .  I h a v e  no f u r t h e r  q u e s t i o n s  

a t  t h i s  time, b u t  some o f  t h e  s t a f f  may have o n e  

or two b e f o r e  w e  c a n  l e t  you h u s t l e  off. 

- 

CROSS E X A M I N A T I O N  
- 

- - BY M R .  V I N S O N :  

Q In r e s p o n s e  t o  one o f  M S -  R i c h a r d ' s  

B R ~ A R D  R E P O R T I N G  S E R V I C E  ( 3 0 5 )  4 6 7 - 1 4 6 7  
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q u e s t i o n s  a b o u t  how do you p r e v e n t  d e f a l c a t i o n ,  you 

men t ioned  some s t a f f  r e v i e w s  p e r i o d i c  and  a t  your  

r e q u e s t .  Those  s t a f f  r e v i e w s ,  w h i c h  s t a f f  a r e  you 

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

A T h a t  would be t h e  i m p l e m e n t a t i o n  S t a f f  o f  

B e l l S o u t h  Te lecommunica t ions .  T h e y ' r e  b a s e d  e i t h e r  

h e r e  i n  M i a m i  o r  i n  J a c k s o n v i l l e .  And t h e y ' r e  

f u n c t i o n a l ,  so i f  it was a r e p a i r  k i n d  o f  a u d i t ,  it 

would be  F o r t  L a u d e r d a l e .  I f  i t  was e n g i n e e r i n g ,  i t  

would b e  M i a m i .  I f  it w a s  c o n s t r u c t i o n ,  it would b e  

J a c k s o n v i l l e ,  so it would depend on t h e  d e t a i l  of t h e  

a u d i t ,  b u t  i t ' s  t h e  loca l  s t a f f .  They d o n ' t  r e p o r t  t o  

m e .  They r e p o r t  t o  p e o p l e  i n  Birmingham and A t l a n t a ,  

b u t  t h e y ' r e  a t  my c a l l  t o  h e l p  m e  m o n i t o r  t h e  

o p e r a t i o n .  

- 

r 

Q The J a c k s o n v i l l e  - f o r  example ,  t h e  

J a c k s o n v i l l e  s t a f f  would be  t h e  one  unde r  Mr. T.C.  

T a y l o r ?  

A Y e s ,  t h a t ' s  c o r r e c t .  

Q Your p r i o r  j o b s  s p e c i f i c a l l y ,  I ' d  l i k e  t o  - 
c l e a r  t h a t  up  a l i t t l e  b i t .  You ment ioned  b e i n g  a t u r f  

manager or  d i v i s i o n  manager i n  Miami. Which d i v i s i o n  

was t h a t ?  

C e n t r a l  Oade. I N o w ,  i t ' s  d i f f e r e n t  t h a n  - A 

i t ' s  c o n f i g u r e d  t o d a y  b u t  s t i l l  named t h e  same, b u t  
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some of t h e  w i r e  c e n t e r s  a r e  t h e  ~ ia lne ,  scme a e e n ' t .  

Q What w a s  t h e  te rm,  the  d a t e s  when you 

s e r v e d  t h e r e  as d i v i s i o n  mansger?  

A September  of 1987 t o  J u n e  of  1989 ,  21  

months .  

Q L e t  m e  a s k  y o u ,  MS.  R:ichardson  a s k e d  a 

v e r y  h y p o t h e t i c a l  q u e s t i o n  a b o u t  a,n employee  a t t e m p t i n g  

t o  b e a t - t h e  s y s t e m  c u r r e n t l y .  L e t  m e  g e t  a l i t t l e  b i t - .  

more s p e c i f i c ,  maybe t h a t ' l l  h e l p .  

If a service t e c h  was o u t  on a t r o & l e ,  

h a v i n g  been d i s p a t c h e d  and  w a s  t o  - l e t ' s  s a y  h e ' s  

a p p r o a c h i n g  t h e  24-hour m a r k - a n d  h e  r e a l i z e s  i t ' s  

p r o b a b l y  g o i n g  t o  t a k e  l o n g e r  t h a n  t h a t  t o  c l e a r  t h e  

t r o u b l e .  H e  goes a h e a d  and  k e y s  i n  on h i s  CAT, l e t ' s  

s a y ,  a t  23 and a h a l f  hour  mark and  t h e n  p r o c e e d s  O V e K  

it n e x t  hour  t o  a c t u a l l y  c lear  i t .  How would t h a t  

s y s t e m  be a b l e  t o  d e t e c t  t h a t  t h a t  h a s  b e e n  r e p o r t e d  a s  

c l e a r e d  b e f o r e  i t  a c t u a l l y  was? 

v 

.. 

A I €  t h e r e  was s t i l l  a t r o u b l e  on t h e  l i n e ,  

f i r s t  t h i n g  i t  would show is t h a t  a t  t h i s  p o i n t  i n  

t i m e ,  t e c h n i c i a n ,  whoever t h a t  p e r s o n  i s ,  c l o s e d  o u t  a 

tKOuble and  it s t i l l  had a s h o r t e d  r e p a i r  o r  ground O K  

some d e f a u l t  t e s t  i t ' s  supposed  t o  be  a b l e  t o  t e s t  

t h r o u g h  and show t h a t  t h e t r o u b l e ' . s  been c l e a r e d ,  and  

i t  w o u l d n ' t  be c l e a r e d .  

- 
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I mean, I g u e s s  i t  would be done .  I ' m  

t h i n k i n g  a s  I ' m  t a l k i n g  h e r e  w i t h  r e g a r d  t o  - I g u e s s  

a n y t h i n g ' s  p o s s i b l e .  They c o u l d  c l o s e  it w i t h  i t  still 

b e i n g  o u t - o f - s e r v i c e ,  c o u l d  i n i t i a i t e  a f l o w  r e p o r t ,  

s t a r t  working  on i t  a g a i n ,  b u t  t h a t  would n o t  o n l y  l o o k  

s t r a n g e ,  I t h i n k  it w o u l d  be  c a u s e  f o r  management t o  

look a t  it. 

Q L e t  m e  t r y  a d i f f e r e n t  q u e s t i o n ,  p r o b a b l y  

a b e t t e r  q u e s t i o n .  A f t e r  a s e rv i ce  t e c h . c l o s e s  a 

t r o u b l e ,  is a new tes t  r e q u i r e d  or p e r f o r m e d  by Someone 

t o  v e r i f y  t h a t  it is now back i n  s ,ervice? 

A It's n o t  a u t o m a t i c .  I t ' s  -- We're s a y i n g  

t h a t  it n e e d s  t o  be  done  t o  a s s u r e  t h e  t r o u b l e ' s  

c l e a r e d .  Y o u ' r e  r i g h t ,  i t ' s  n o t  a n  a u t o m a t i c  t h i n g .  

When you c l o s e  o u t  t h e  t r o u b l e ,  i t  a u t o m a t i c a l l y  makes 

a t e s t .  

So t h e o r e t i c a l l y ,  I g u e s s  y o u ' r e  r i g h t .  

I t  c o u l d  be c l o s e d  o u t  w i t h  t r o u b l e  o n  t h e  l i n e .  I t  

would look  k i n d  o f  s t r a n g e  t o  have  t h a t  and t h e n  have  

a n  employee r e p o r t  and t h e n  h a v e  i t  c l o s e d  o u t  a g a i n  a n  - 
hour  l a t e r .  I g u e s s  it c o u l d .  I j u s t  neve r  t h o u g h t  o f  

i t  t h a t  way. 

MR. V I N S O N :  Those a r e  a l l  t h e  q u e s t i o n s  I 

- - - have .  

MR. G R E E R :  I d o n ' t  have  a n y .  
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US. RICHARDS3N: I'd l i k e  o n e  more, i f  I 

c o u l d ,  i f  t h a t ' s  a l l  r i g h t .  

MR. BEATTY: S u r e .  

REDIRECT EXAMINATION 

BY MS. RICHARDSON: 

Q T h i s  i s  a m e m o  t o  R.K.  S n e l l i n g ,  d a t e d  

J a n u a r y  4 t h '  1990. I t  has your name on t h e  l e t t e r h e a d .  

Could ybu please see if t h a t ' s  yours? 

A Mm-hm. 

Q Down toward  t h e  bot tom o f  t h e  l a s t  

p a r a g r a p h ,  I t h i n k  it men t ioned  you m e t  w i t h  some c r a f t  

peop le ,  s o m e t h i n g  t o  do w i t h  - a b o u t  i n i t i a l  g r i p e  

s e s s i o n s .  Can you e x p l a i n  t o  m e  what  t h a t  i n v o l v e s ?  

A Yeah, I ' l l  be g l a d  t o .  T h i s  d e a l t  w i t h  
e 

when I w a s  t u r f  manager i n  c e n t r a l  Dade. I u s e d  t o  go  

t o  t h e  home d i s p a t c h  m e e t i n g s  t o  t a l k  a b o u t  s e r v i c e  and  

i m p o r t a n t  t h i n g s  t o  r u n  t h e  b u s i n e s s .  The g r i p e  

se s s ion  w a s  t h e  i ce  i s  brown, my t r u c k  i s  d i r t y ,  I 

c a n ' t  g e t  t h e  s c r e w d r i v e r  I need .  T h o s e  were t h e  

i n i t i a l  g r i p e  s e s s i o n s .  - 
What w a s  n e a t  a b o u t  t h a t  w a s  a f t e r  w e  g o t  

t h r o u g h  t h a t .  w e  s t a r t e d  t a l k i n g  a b o u t  t h e  r e a l  s t u f f ,  

l i k e  why do w e  do t h i s  i n  t h e  b u s i n e s s ,  I h e a r d  

so-and-so w a s  happen ing  gn Nor th  C a r o l i n a .  And I l i k e  

t o  g o  o u t  and t a l k  t o  t h o s e  p e o p l e  b e c a u s e  t h e y  were 

- 
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d e s p e r a t e l y  i n  need  o f  h a v i n g  somebody t o  talk t o  them 

a t  a h i g h  enough l e v e l  i n  t h e  company. T h a t ' s  what 

t h a t  meant.  

Gripe s e s s i o n s  were, i n  my mind, t h i n g s  

t h a t  were e a s y  to f i x ,  t h a t  p r o b a b l y  s h o u l d  have  been  

f i x e d  a t  lower l e v e l s  b u t  for w h a t e v e r  r e a s o n  w e r e n ' t ,  

a n d  I f i x e d  them. I got  t h e i r  ice w h i t e ,  I g o t  them 

new t r u c k s  when t h e y  needed it and new t o o l s  and  l i f e  

w e n t  on. 

. 

.. 
Q Did a n y  of t h e  g r i p e  sess ions  e n t a i l  

c o m p l a i n t s  by  c r a f t  a b o u t  h a n d l i n g  of  customer r e c o r d s  

or b e i n g  -- L e t ' s  s t a r t  w i t h  t h a t .  

A No. No. It was more of t h e  c e n t r a l  

o f f i c e  p e o p l e  a r e n ' t  w o r k i n g  w i t h  m e .  A l o t  of my j o b  

a t  t h a t  l e v e l  w a s  t r y i n g  t o  c o o r d i n a t e  a l l  t h e  p i e c e s  

o f  t h e  p u z z l e  t o  work t o g e t h e r  so, no ,  t h e y  n e v e r  

compla ined  a b o u t  o u t - o f - s e r v i c e s .  

Q Okay. And you n e v e r  h e a r d  i n  any  o f  those 

s e s s i o n s  a b o u t  p o s s i b l e  p rob lems  w i t h  h a n d l i n g  cus tomer  

r e c o r d s ?  

A No. T h a t ' s  r i g h t ,  I d i d n ' t .  

MS. RICAARDSON: O k a y .  Thanks .  

(Whereupon, t h e  depositio-n was c o n c l u d e d  a t  9:00 A-M, 1 
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STATE OF FLORIDA 

COUNTY O F  BROWARD 
I .  

4 4  

( S i g n a t u r e  o f  W i t n e s s )  

CEETXEXCBTE 

1 
: ss.  
) 

I ,  KATHLEEN SCHWAB, a Notary  P u b l i c  d u l y  

commiss ioned  and q u a l i f i e d  i n  a n d  fo r  t h e  S t a t e  of  

F l o r i d a  a t  L a r g e ,  do h e r e b y  c e r t i f y  t h a t  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 ,  t h e r e  came b e f o r e  m e  on  t h e  

1 5 t h  d a y  o f  O c t o b e r ,  1992 ,  a t  S o u t h e r n  B e l l  Te l ephone  & 

T e l e g r a p h  Company, Room 1015A, 6 4 5 1  N .  F e d e r a l  Highway, 

F o r t  L a u d e r d a l e ,  Broward C o u n t y ,  F l o r i d a ,  t h e  f o l l o w i n g  

named p e r s o n ,  t o  w i t :  SCOTT M U L C A H Y ,  who was by m e  

d u l y  swoxn t o  t e s t i f y  t o  t h e  t r u t h  and n o t h i n g  b u t  t h e  

t r u t h  o f  h i s  knowledge t o u c h i n g  and  c o n c e r n i n g  t h e  

m a t t e r s  i n  c o n t r o v e r s y  i n  t h i s  cause ;  t h a t  h e  was 

t h e r e u p o n  examined  upon his o a t h  a n d  h i s  examinat ion-  

r e d u c e d  t o  W r i t i n g  under  my s u p e r v i s i o n ,  and t h a t  t h e  

.. 

- 
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d e p o s i t i o n  i s  a t r u e  r e c o r d  of  t h e  t e s t i m o n y  g i v e n  b y  

t h e  w i t n e s s ;  and t h a t  s a i d  w i t n e s s  r e a d  t h e  same a n d  

s u b s c r i b e d  h i s  name t h e r e t o .  

I f u r t h e r  c e r t i f y  that :  on t h e  9 t h  d a y  o f  

Sep tember ,  1992,  I n o t i f i e d  R o b e r t  B e a t t y ,  Esq. t h a t  

t h e  d e p o s i t i o n  o f  SCOTT MULCAHY w a s  now r e a d y  f o r  

s i g n a t u r e .  
. 

I f u r t h e r  c e r t i f y  that: I a m  n e i t h e r  

a t t o r n e y  nor c o u n s e l  f o r ,  nor  r e l a t e d  t o . n o r  employed 

b y ,  any  of t h e  p a r t i e s  t o  t h e  a c t i o n  i n  which t h i s  

d e p o s i t i o n  i s  t a k e n ,  and  f u r t h e r  t h a t  I a m  n o t  a 

r e l a t i v e  or employee of any  a t t o r n e y  or  c o u n s e l  

employed by t h e  p a r t i e s  h e r e t o ,  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  t h e  a c t i o n .  

- 

I N  WITNESS WHEREOF I have  h e r e u n t o  Set  my 

hand and a f f i x e d  my o f f i c i a l  s e a l  i t h i s  9 t h  day o f  

O c t o b e r ,  1 9 9 2 .  

e o f  F l o r i d a  a t  L a r g e  

My Commission e x p i r e s :  December 6 ,  1992. 



EEFORE THE F L O R I D A  PU€lLIC SERVICE COMMISSIOX 

Comprehensive Review of  
Customer Reba te s  for T r o u b l e  ) 

R e p o r t s  of S o u t h e r n  I D o c i k e t  No - 910163-TL 
B e l l  Te lephone  & T e l e g r a p h  1 910727-TL 
Company 1 -___________________----_----_ 
To: Rober t  B e a t t y ,  E s q .  

S u i t e  1910 
150 West F ' lag ler  S t r e e t  
M i a m i ,  F l o r i d a  33130 

Your c l i e n t ' s  d e p o s i t i o n  t a k e n  i n  t h e  
a b o v e - s t y l e d  case on t h e  1 5 t h  d a y  of O c t o b e r ,  1992 i s  
now r e a d y  for  s i g n a t u r e .  Please h,ave your c l i e n t  come 
t o  t h i s  o f f i c e  and s i g n  same; o r ,  i f  you wish  t o ' w a i v e  
t h e  s i g n i n g  of t h e  d e p o s i t i o n ,  p lease so a d v i s e .  

I f  t h i s  d e p o s i t i o n  h a s  n o t  been  s i g n e d  by  
November 23, 1992 or  t h e  s i g n a t u r e  t h e r e t o  waived ,  I 
s h a l l  fo rward  t h e  d e p o s i t i o n  u n d e r  t h e  R u l e s  o f  C i v i l  
P rocedure .  

I f  you have any r e a s o n  which you would 
' l i k e  f o r  m e  t o  p l a c e  on t h e  d e p o s i t i o n  as t o  your  
f a i l u r e  t o  s i g n  t h e  same, please so a d v i s e .  

Very t r u l y  y o u r s ,  

BROWARD R E P O R T I N G  SERVICE, I N C  . , 
1 1 0  S o u t h e a s t  S i x t h  S t r e e t  
S u i t e  1 8 9 0  
F o r t  L a u d e r d a l e ,  F l o r i d a  3 3 3 0 1  

C o u r t  R e p o r t e r  

D A T E :  November 9 ,  1 9 9 2  

B R T W A R D  R E P O R T I N G  S E R V I C E  (305) 4 6 7 - 1 4 6 7  


