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A P E E A R A N C  ES : 

OFFICE O F  ? U B L I C  COUNSEL, 

by SUSAN RICHARDSON, ESQ..  Of c o u n s e l ,  

a p p e a r i n g  on b e h a l f  of 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 .  

ROBERT B EATTY , ESQ . , 
a p p e a r i n g  on b e h a l f  o f  B e l l S o u t h  

Te lecommunica t ions ,  I n c .  

J E A N  WILSON, ESQ., 

a p p e a r i n g  on b e h a l f  of Employment S e r v i c e  

Commission S t a f f .  

A L S O  PRESENT:  

S T A N  G R E E R ,  D i v i s i o n  o f  Communicat ions.  

C A R L  VINSON, Divis:ion of Resea rch  and  

R e g u l a t o r y  Review. 

D e p o s i t i o n  of GARY WILSON, a w i t n e s s  of 

l a w f u l  a g e ,  t a k e n  by t h e  C i t i z e n s  of t h e  S t a t e  O f  

F l o r i d a ,  f o r  t h e  p u r p o s e  of  d i s c o v e r y  and f o r  u s e  as  

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  r e :  
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Comprehens ive  Review of  Customer R e b a t e s  on T r o u b l e  

R e p o r t s  of 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, 

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 

SCHWAB, a N o t a r y  P u b l i c  i n  and  for t h e  S t a t e  of F l o r i d a  

a t  L a r g e ,  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, 6451 N o r t h  F e d e r a l  Highway. F o r t  

L a u d e r d a l e ,  Broward County ,  F i o r i d a ,  on t h e  1 5 t h  day of  

O c t o b e r ,  1 9 9 2 ,  commencing a t  10:!50 o ' c l o c k  A . M .  

- - _ - _ _  
Thereupon : 

GARY WILSON 

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

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, w a s  

examined  and t e s t i f i e d  a s  fo l l0 ,ws :  

MR. BEATTY: My name is R o b e r t  B e a t t y ,  

a t t o r n e y  w i t h  B e l l S o u t h  Te lecommunica t ions ,  I n c .  

With me is P h i l  C a r v e r .  We r e p r e s e n t  t h e  

c o m p a n i e s ,  o b v i o u s l y .  T h e r e ' s  a number of 

m a t t e r s  I need t o  p u t  of r e c o r d  b e f o r e  w e  

a c t u a l l y  b e g i n .  

F i r s t  i s  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  t h e  p r o p e r  r i o t i c e  a s  t o  d a t e ,  t i m e  

and p l a c e ,  and l o c a t i o n ,  a l t h o u g h  t h a t  i s  

d u p l i c i t o u s .  For emphas i s .  
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S e c o n d l y ,  t h a t  t h e  s t i p u l a t i o n  of t h e  

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

is t h a t  t h e y  w i l l  b e  r e s e r v e d ,  i f  ygu w i l a ,  

except as  t o  form and o c c a s i o n a l l y  as t o  

r e l e v a n c e .  

T h i r d ,  t h a t  w e  do n o t  waive  t h 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 r  i f ,  i n  f a c t ,  i t  i s  

t r a n s c r i b e d .  

And f i n a 1 l y ; a s  you know, t h e  S o u t h e r n  - 
B e l l  L e g a l  Depa r tmen t  h a s  c o n d u c t e d  a n  

i n v e s t i g a t i o n  r e g a r d i n g  t h e  matters t h a t  we w i l l  

t a l k  a b o u t  h e r e  t o d a y  and  t h a t  i n v e s t i g a t i o n ' s  

p r i v i l e g e d  and  i t ' s  c o n f i . d e n t i a 1 .  And I would 

r e q u e s t  t h a t  you n o t  d i s a l o s e  h e r e  t o d a y  

a n y t h i n g  t h a t  you know r e g a r d i n g  t h a t  

i n v e s t i g a t i o n ,  i f  you know a n y t h i n g  a t  a l l .  

I f  you a r e  a s k e d  a q u e s t i o n ,  t h e  answer t o  

which  would c a u s e  you t o  d i s c l o s e  someth ing  

r e g a r d i n g  t h e  i n v e s t i g a t i o n ,  I r e q u e s t  t h a t  you 

m e r e l y  announce  t h e  f a c t  t h a t  what you a r e  a b o u t  

t o  s a y  would e n t a i l  d i s c l o s i n g  o r  t a l k i n g  a b o u t -  

t h e  i n v e s t i g a t i o n  and  g i v e  u s  a chance  t o  make 

w h a t e v e r  l e g a l  o b j e c t i o n s  need t o  be made 

w i t h o u t  d i s c l o s i n g  t h e  i n f o r m a t i o n .  Okay? 

- 

T H E  W I T N E S S :  A l l  r i g h t .  
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DIRECT E X A M I N A T I O N  

Q ( M s .  R i c h a r d s o n )  And, Mr. Wi lson ,  a l o n g  

t h o s e  l i n e s  t h e n ,  have  you seen any documents f rom t h i s  

company s i n t e r n a l  i n v e s t i g a t i o n l  

A No. 

Q Eave you h e a r d  any ' o f f i c i a l  comments made 

a b o u t  t h e  company ' s  i n v e s t i g a t i o n ?  

A O f f i c i a l  , no.  

Q Okay. Then do you know a n y t h i n g  a b o u t  t h e  - 
company ' s  i n v e s t i g a t i o n ?  

A I know -- 
Q J u s t  y e s  or n o ,  p l e a s e .  

A Y e s .  

Q Okay. And i s  t h e  e x t e n t  of your knowledge 

f rom newspaper  a c c o u n t s  and  what: you h a v e  h e a r d ,  j u s t  

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

A Yes. 

Q Mr. Wilson ,  would you p l e a s e  s t a t e  your 

name? And I ' m  g o i n g  t o  a s k  you t o  s p e l l  i t  j u s t  t o  

make s u r e  we h a v e  i t  c o r r e c t .  

A Gary  M .  W i l s o n ,  G-A-R-Y, W-I-L-S-0-N. 

Q And your  a d d r e s s ,  p l e a s e ?  

A 

'z And your phone n u m b e r ?  
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A 

Q And o t h e r  t h a n  Mr. a e a t t y ' s  i n s t r u c t i o n s  

t o  you  when w e  s t a r t e d ,  h r ~ e  you b e e n  a d v i s e d  t o  l h i t  

y o u r  a n s w e r s  i n  any  way h e r e  t o d a y ?  

A N O .  

Q W i l l  you agree t o  answer  my q u e s t i o n s  

f u l l y  a n d  c o m p l e t e l y  t o  t h e  e x t e n t  t h a t  you h a v e  

knowledge  t h a t  would b e  r e s p o n s i v e  t o  my q u e s t i o n s ?  

A Yes. 

Q Thank you.  
- 

W h a t ' s  y o u r  p r e s e n t  p o s i t i o n  w i t h  t h e  

company? 

A I ' m  a manager  f o r  i n s t a l l a t i o n  

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

Q Okay. And which  IMC i s  t h a t ?  

A I t ' s  o u t s i d e .  I have  t h e  t e c h n i c i a n s .  

have  1 5 0  t e c h n i c i a n s .  

Q Is t h a t  i n  Broward ,  Hollywood? 

A S o u t h  Broward. 

I 

I 
- 

1 
j -. 

Q And how l o n g  h a v e  you h e l d  t h a t  p o s i t i o n ?  , - - 
A J u s t  a l i t t l e  o v e r  two y e a r s .  Two y e a r s  

a n d  t h r e e  mon ths ,  t h r e e ,  f o u r  months .  

Q You s t a r t e d  1990? 

A Yeah, w i t h  t h i s  j o b .  

Q What  d i d  you  do i n m e d i a t e l y  p r i o r  t o  t h i s  
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o n e ?  

A I r a n  t h e  m a i n t e n a n c e  c e n t e r ,  which i s  IMC 

i n  s o u t h  Broward, f r o m  1 9 6 6  till t h e n .  

Q And was t h a t  i n s i d e  d u t i e s  t h e n ?  

A Y e s .  

Q Was t h a t  s u p e r v i s i n g  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 ?  

A They were t h r o u g h  o u r  c h a n n e l i n g ,  yes.  I 

h a d  f i r s t  l e v e l  s u p e r v i s o r s  who s u p e r v i s e d  them. 

Q 

A 

Q 

p r o m o t i o n ?  

A 

Q 

A 

Q 

So, you were second1 l e v e l  a t  t h a t  p o i n t ?  

R i g h t .  

Was y o u r  p r e s e n t  p o s i t i o n  t h e n  a 

No, l a t e r a l .  

I t ' s  a l a t e r a l  move? 

Mm-hm . 
Did you seek t h a t  1 . a t e r a l  move y o u r s e l f ?  

Did you  seek t h a t ,  make t h a t  move o n  y o u r  own, a s k  f o r  

i t ?  
. -- 

A No. 

Q If  you would ,  I ' d  l i k e  you t o  g i v e  m e  a 

l i t t l e  b i t  more d e t a i l  on y o u r  r e s p o n s i b i l i t y  p r e s e n t l y  

f o r  s u p e r v i s i n g  o u t s i d e  t e c h s .  E x a c t l y  what does  t h a t  

e n t a i l  when you s a y  you d e a l  w i t h  o u t s i d e  t e c h s ?  

A W e l l ,  we h a v e  a n  o r g a n i z a t i o n  t h a t ' s  - 

B R O W A R D  R E P O R T I N G  S E R V r C E  (305) 4 6 7 ~ r 6 6 7  
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we ' re  s o r t  of s p l i t  i n  t h e  s o u t h  ~ r o w a r d  a r e a .  T h e r e ' s  

two of m e .  I h a v e  a peer  t h a t  h a s  t h e  wes t  s ide  of 

s o u t h  Broward  a n d  i h a v e  t h e  e a s t  s i d e  of s o u t h  Broward 

d i v i s i o n .  

And w e  w o r k  d o i n g  i n s t a l l a t i o n  and  

m a i n t e n a n c e  i n  r e s i d e n t i a l  and b u s i n e s s  and  also 

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

we w o r k  t h r o u g h o u t  t h e  day p e r f o r m i n g  t h o s e  t a s k s  a n d  

w e  i n t e r a c t  w i t h  t h e  m a i n t e n a n c e  cen te r  t h r o u g h  a 

c o m p u t e r .  

. 

- 
Q Is t h a t  t h e  LMO s y s t e m ?  

A Yeah, i t ' s  a CAT s y s t e m .  We c a l l  it CAT,  

R A T S ,  v a r i o u s  names f o r  t h e  v a r i o u s  f u n c t i o n s ,  

i n t e r f a c e s .  

Q You s u p e r v i s e  p e o p l e  i n  c l o s i n g  o u t  

t r o u b l e  r e p o r t s ,  i s  t h a t  p a r t  o f  y o u r  d u t i e s ?  

A P a r t  o f  my f u n c t i o n ,  y e s .  

Q Has t h a t  p r o c e s s  changed  s i n c e  1 9 9 0 ,  t h e  

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

A N O .  

Q Okay. Have CATS been  i n  e x i s t e n c e  t h e  

who le  t i m e  s i n c e  1 9 9 0 ,  s i n c e  y o u ' v e  h a d  t h i s  j o b ?  

A Y e s .  

Q When y o u  c l e a r  and c l o s e  o u t  a t r o u b l e  

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

-- 
a - 

B R O W A R D  REPORTING SERVICE 
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c o d e s  on c l e a r i n g  a n d  c l o s i n g ?  

A Y e s .  

Q And w h a t  i s  c h e  d i s p o s i t i o n  c o d e ,  w h a t ' s  

i t s  p u r p o s e ?  

A I t  i d e n t i f i e s  a p i e c e  

c i r c u i t  t h a t  was d e f i c i e n t ,  d e f e c t  

t h a t  b r o k e .  
. 

Q Okay. W h a t ' s  a c a u s e  

A I t  i d e n t i f i e s  why t h e  

o r  p a r t  of t he  

v e .  I t  w a s  t h e  p a r t  

c o d e ?  

p a r t  b r o k e .  - 
Q O k a y .  Are y o u  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  Commission r u l e  t h a t  t h e  company c lear  

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 

p e r c e n t  o f  t h e  t i m e ?  

A Yes. 

Q Has t h a t  r u l e  been a r o u n d  a l o n g  t i m e ?  

A I ' m  g o i n g  t o  g u e s s  t h a t  i t ' s  been  a r o u n d  

s i n c e  ' 8 3 .  

Q Okay. Has i t  been  p a r t  of y o u r  

r e s p o n s i b i l i t y  t o  h e l p  meet t h a t  r u l e  s i n c e  y o u ' v e  b e e n  

aware of  i t? - 
* 

A Yes, y e s .  

Q Can you t e l l  m e  w i t h  t h e s e  d i s p o s i t i o n  and 

c a u s e  c o d e s ,  do you know i f  any of t h o s e  d i s p o s i t i o n  o r  

c a u s e  c o d e s  would e x c l u d e  a n  o u t - o f - s e r v i c e  r e p o r t  f rom 

b e i n g  c o u n t e d  i n  t h a t  o u t - o f - s e r v i c e  b a s e ,  t h a t  95 

-( 3 0 5 )- 46 7:€4 6 7-- 
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p e r c e n t  i n a e x ?  

A I know t h a t  some of them w i l l .  

Q Can y o u  t e l l  m e  which a n e s ,  do you know? 

I d o n ' t  mean t h e  exac t  number,  b u t  I mean t h e  

d e s c r i p t i o n  of t h e  problem.  

A If  i t ' s  cus tomer  c a u s e d  and a w e a t h e r  

code .  

Q H u r r i c a n e  ? 

A Yes,  any  w e a t h e r  c o d e ,  I t h i n k .  

Q Okay. Do you r e p a i r  - have  r e s p o n s i b i l i t y  
- 

f o r  r e p a i r i n g  i n s i d e  w i r e ?  

A Yes. 

Q Under what  c o n d i t i o n s  would you r e p a i r  a n  

i n s i d e  w i re  problem? 

A On t h e  r e q u e s t  of t h e  c u s t o m e r .  And w e  

would make t h e  n e c e s s a r y  r e p a i r s  based  on  t h e  cus tomer  

s e r v i c e  b e i n g  t h a t  i f  h e  h a s  a p l a n ,  i f  h e  h a s  t h e  

m a i n t e n a n c e  p l a n ,  we would r e p a i r  i t  a t  no c h a r g e .  If 

it  was t h r o u g h  normal  wear and t e a r  and i f  t h e r e  was no 

p l a n ,  t h e n  t h e  c u s t o m e r  would b e  g i v e n  a n  O p t i o n  t o  

have  u s  r e p a i r  a t  s p e c i f i c  c o s t .  
- - 

Q Okay. Are t h o s e  s p e c i f i c  d i s p o s i t i o n  

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

o t h e r  c o d e s  o r  you j u s t  have  o n e - c o d e ?  

A B a s i c a l l y  we j u s t  have  one code because  i t  



1 

2 

3 

4 

5 

6 

7 

8 ;  

9 ;  I 

1 0  

11 : 

1 2  : 

13 

14 

15 

1 6  

17 

18 

1 9  

2 0  

21 

2 2  

2 3  

2 4  

25 

~~~ - ..__ 

13 

i s  CPE w i r i n g .  I t ' s  d e r e g u l a t e d .  

Q Well, i f  i t ' s  d e r e g u l a t e d ,  t h e n  would - if 

you c l o s e d  t h e  r e p o r t  t o  t h e  i n s i d e  w i r e  code  - 
d i s p o s i t i o n  c o d e ,  would t h a t  c o u n t  a g a i n s t  t h e  company 

i n  o u t - o f - s e r v i c e  i n d e x  i f  it d i d . n ' t  c l e a r  w i t h i n  2 4  

h o u r s ?  

A I d o n ' t  t h i n k  s o ,  b e i n g  i t ' s  d e r e g u l a t e d .  

I d o n ' t  t h i n k  t h a t  c o u n t s .  

Q Okay. Is p a r t  of y o u r  d u t y  when you go - 
o u t  t o  r e p a i r  i n s i d e  wi re  problen ls  f o r  a cus tomer  -. do 

Y O U  e x p l a i n  t o  them t h e  d i f f e r e n t  m a i n t e n a n c e  p l a n s  i f  

t h e y  d o n ' t  have  one?  

A Well ,  r i g h t  now, th l e re  i s  o n l y  - we're 

d e a l i n g  w i t h  j u s t  o n e .  I f  t h e y  # d o n ' t  h a v e  o n e ,  t h e y  

may be  i n s t r u c t e d  t h a t  had t h e y  had a ma in tenance  p l a n ,  

t h e y  would have  saved  X number of  d o l l a r s .  B u t  i t ' s  

n o t  O U K  i n t e n t i o n  a t  t h i s  t i m e  t o  t r y  t o  u p s e l l  t h e  

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

We j u s t  p o i n t  o u t  t h e  d i f f e r e n c e s ,  same 

way L p o i n t  o u t  t h e  d i f f e r e n c e  t o  a c u s t o m e r  t h a t  h a s  a 

m a i n t e n a n c e  p l a n ,  t h a t  t h e y  may h a v e  s a v e d  X number Of  

d o l l a r s  by h a v i n g  t o  show them some w o r t h  i n  t h e i r  

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

Q You s a i d  a t  t h i s  t i m e .  Was i t  d i f f e r e n t  

b e f o r e ?  
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A I ' m  n o t  s u r e  i t  was d i f f e r e n t ,  b u t  we had 

a l o t  of c o n t e s t s  t h a t  z e r o e d  i : n  on s e l l i n g  m a i n t e n a n c e  

p l a n s  when i t  was new, g e t  some e x p o s u r e  t o  i t .  

Q Okay. .When was t h . i s ,  what  t i m e f r a m e ?  

A I would s a y  m i d d l e  t o  l a t e  ' 8 0 s .  

Q So, w a s  t h i s  i n  th ' e  t i m e f r a m e  when you 

were i n  t h e  s o u t h  Broward I M C ,  cunn ing  t h e  i n s i d e  

o p e r a t i o n ?  

A Yes. 

Q Okay. And what  were y o u r  d u t i e s ?  I d o n ' t  

t h i n k  I a s k e d  you. What were y o u r  d u t i e s ?  Can Y o u  

e x p l a i n  t o  m e  what  y o u r  d u t i e s  were w h i l e  you were 

i n s i d e ?  

A Y e s .  The IMC i s  t h e  g a t h e r i n g  p o i n t  f o r  

a l l  t h e  t r o u b l e s .  They come e l e c t r i c a l l y  f rom my 

c e n t r a l  r e p o r t i n g  c e n t e r .  They a r e  s e n t  t o  a 

r e s p o n s i b l e  c e n t e r  f o r  r e s o l u t i o n ,  e i t h e r  c o u l d  be 

c l e a r e d  by maybe an  o f f i c e  t r a n s l a t i o n ,  someth ing  t h a t  

c o u l d  j u s t  be  i n p u t ,  o r  i t  c o u l d  be  d i s p a t c h e d  i n t o  a 

c e n t r a l  o f f i c e  r e s p o n s i b i l i t y  01: c o u l d  be d e t e r m i n e d  

t h a t  i t ' s  a n  o u t s i d e  t r o u b l e ,  be p u t  i n  a pool  t o  be 

d i s p a t c h e d  f o r  o u t s i d e ,  o r  i t  c o u l d  be  j u s t  a v a r i a t i o n  

of i n s t r u c t i o n  t o  t h e  cus tomer  o r  a p rob lem t h a t  was 

t e m p o r a r y  o r  i n t e r m i t t e n t  t h a t ' s ,  now c l e a r e d  and we 

j u s t  n o t i f y  t h e  cus tomer  back t h a t  t h e  t r o u b l e  h a s  

- * 
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c l e a r .  

Q S o r  t h i s  w a s  - t h e  r e s p o n s i b i l i t y  was 

r e a l l y  p r o c e s s i n g  r e s i d e n t s  and b u s i n e s s  t r o u b l e -  

r e p o r t s ?  

A 

Q Was t h a t  a r egu la t ed l  a c t i v i t y ?  

A R e g u l a t e d .  

Q As opposed  t o  i n s i d e  wire ,  which you s a i d  

was d e r e g u l a t e d ?  

A I t h i n k ,  y e s ,  i t ' s  a l l  r e g u l a t e d .  

Q Okay. Were p a r t  of  your  r e s p o n s i b i l i t y  

d u r i n g  t h a t  t i m e  f o r  s a l e s ,  a l s o ' ?  

A Y e s .  

Q Did you make any d i s t i n c t i o n  i n  your  -- 
W e l l ,  l e t  m e  f i r s t  a s k  y o u ,  d i d  you f i l e  t i m e  r e p o r t s  

on y o u r  t i m e  t h a t  you were  do ing  t h i s  k i n d  of  a c t i v i t y  

a t  t h i s  p o i n t  and  t h i s  k i n d  of a c t i v i t y  an hour  l a t e r ?  

How d i d  you keep  t r a c k  of t h a t ?  

MR. BEATTY: I o b j e c t  on g r o u n d s  of  

r e l e v a n c e .  You can  r e s p o n d .  You can  go ahead  

and  r e s p o n d .  
a - 

A The company h a s  a s t a n d a r d  f o r  t h a t  work 

f u n c t i o n  t h a t ' s  b roken  down i n t o  b a s i c a l l y  two c o d e s .  

One was t e s t i n g  and I remember t h e  c o d e s  were  61T and 

41T. One was r e s i d e n t i a l  t e s t i n g  a n d  one  was b u s i n e s s  
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t e s t i n g ,  I b e l i e v e  i s  t h e  breakdown. Tha t  was O u r  

f o r m u l a  t h a t  was d e v e l o p e d  by s t a f f .  

Then if w e  were i n v o l v e d  i n  any s a k s  

a r e a s ,  w e  a l s o  had  a sales  code t o  c h a r g e  t h a t  o f f ,  

t o o ,  i f  i t  was s i g n i f i c a n t ,  meaning i f  t h e  p e r s o n  s p e n t  

15 m i n u t e s  or more on t h a t  f u n c t i o n ,  t h a t  w e  would 

c h a r g e  o f f  t o  a s p e c i a l  sales code .  

Q Can you es t imate  f o r  m e  a b o u t  -- T h i s  is 

j u s t  i f  you can.  E s t i m a t e  f o r  m e  a b o u t  how much t i m e  

you would h a v e  s p e n t  i n  sa les  a t  t h a t  time? 

MR. BEATTY:  O b j e c t i o n ,  r e l e v a n c e .  YOU 

c a n  r e s p o n d .  

A An i n s i g n i f i c a n t  amount o f  t i m e ,  l e ss  t h a n  

1 5  m i n u t e s  p e r  p e r s o n .  

Q And I ' d  l i k e  t o  t r y  t o  g e t  a f e e l  when you 

s a y  1 5  m i n u t e s  p e r  p e r s o n ,  l i k e  t o  t r y  t o  g e t  a f e e l  Or 

s o r t  of  g l o b a l l y  o r  week ly ,  d a i l y  o r  even monthly b a s i s  

w h a t  p e r c e n t a g e  of your  t i m e  would have  been s p e n t  i n  

managing t r o u b l e  r e p o r t s  and what p e r c e n t a g e  of t i m e  

would h a v e  been  s p e n t  on s a l e s .  

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

q u e s t i o n  and  on  t h e  g rounds  of r e l e v a n c e .  

A T h i s  is j u s t  a g u e s s ,  b u t  keep ing  i n  t h a t  

same manner ,  i t  would have been 9 5  p e r c e n t  t o  t r o u b l e  

a n d  f i v e  p e r c e n t  t o  s a l e s .  

- . 
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1 Q Can you t e l l  m e ,  ~ r .  w i l s o n r  who y o u r  

2 immediate s u p e r v i s o r  i s?  
1 

3 :  

4 

5 

6 

7 

8 

9 !  

10 

11 

12 

13 

a Yes. i s s y  Perera .  

Q Who i s  Mr. P e r e r a ' s  immedia t e  s u p e r v i s o r ?  

A S c o t t  Mulcahy. N o t  so good w i t h  t h a t  o n e .  

Have t o  go n e x t  door  t o  l o o k  o n  h i s  name. 

Q Okay. I'll g e t  i t  from Mr. B e a t t y  l a t e r  

t h e n .  

Have you worked w i t ' h  Mr. Perera  t h e  e n t i r e  - 
time t h a t  y o u ' v e  been  w i t h  s o u t h  Broward? 

A N o .  The p e r i o d  of  t i m e  t h a t  I ' v e  b e e n  

o u t s i d e .  

Q Okay. So ,  s i n c e  1 9 9 0 .  Who was your  

1 4  s u p e r v i s o r  f rom '86 t o  '90 i n  s o u t h  Broward? I 

I 
! 1 5  A Two of t h e m .  L a s t  one i n  r e v e r s e  

16  c h r o n o l o g i c a l  o r d e r ,  Cindy Whi t e  and R o b e r t  Rae. 

1 7  Q Mr. Wilson, have  y o u  been d i s c i p l i n e d  

1 8  r e c e n t l y  by t h e  company i n  r e l a t i o n  t o  t h i s  
i 

1 9  

2 0  A 

2 1  Q 

i n v e s t  i ga t i  o n ?  I -  
1 

~ -- 

! 
- 1  

- 1  

2 2  A I 

23 Q 

2 4  A 

2 5  Q 

B R O W A R D  R E P O R T I N G  SERVICE 13057--C6mC6 / 
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A Y e s .  

Q 

A 

Q Okay. And on the bottom -- You may want 
to look at it again. There's sonie handwriting- Is 

that your handwriting? 

A NO. 

Q 

A 

Do you know whose it is? 

I believe it's the district personnel 

manager, Dwane Ward's. 

Q Mr. Ward's? 

A Mm-hm. 

Q 

A 

Q 

A 

Q 
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Q Did Mr. Ward o r  - I b e l i e v e  you s a i d  y o u r  

s u p e r v i s o r  -- which s u p e r v i s o r  was i t? 

A 

Q 

ISSY P e r e r a .  

A 

Q 

A 

s p e c i f i c s .  

Q 

w i t h  you? 

A 

Q 

A 

Q 

A 

Q 

Okay.  

A t  t h a t  t i m e ,  t h e y  n e v e r  d i s c u s s e d  

D i d  t h e y  at a n y  t i m e  d i s c u s s  s p e c i f i c s  

No, nor d i d  I ask. 

You d i d n ' t  a s k  s p e c i f i c s ?  

( W i t n e s s  s h a k e s  h e a d . )  

1 -  
! 
. -- 
i 
! 
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Q 

A 

Q 

A 

Q 

- 
A 

Q When you s a y  t h e  stage w a s n ' t  r i g h t  a t  

t h i s  t i m e ,  I'm n o t  s u r e  I u n d e r s t a n d  what y o u  meant .  

Can you c l a r i f y  t h a t ?  

A 

Q * - 

Y e s .  

And can  y o u  t e l l  me who t h a t  was, p l e a s e ,  

A 

Q 

o r  who that is? 
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A 

a g a i n .  

Q 

d i s c i p l i n e d ?  

A 

T h a t  ma:y b e  o f f  a g a i n  and on 

T h a t ' s  abc l i t  i t .  

Do you know why any o f  t h e s e  p e o p l e  were 

No, b u t  j u s t  s u r f a c e  t a l k .  P robab ly  a b o u t  

t h e  same t h i n g .  

Q Okay. And wha t  d i d  t h e  sur face  t a l k  

i n d i c a t e ?  - 
A 

Q N o t  g e t  i n t o  d e t a i l s  i n  terms of a c t i o n s  

o r  a d m i s s i o n s  and c o n d u c t  and  t h a t  s o r t  of  t h i n g ?  

A No. 

Q Did you work w i t h  t h e s e  p e o p l e ?  

A Mm- hm . 
c 

A 

Q 

i n v o l v e d  ? 

I d o n ' t  know. 

Do you know t h e  t i m e f r a m e  t h a t  was 

I -- 
! 

MR. BEATTY:  0 b j e c : t i o n  t o  t h e  form of t h e  I 

q u e s t i o n .  I t ' s  ambiguous.  Timeframe i n v o l v e d  

i n  w h a t ?  



Q 

4 

5 ;  A N O ,  n o t  - n o t  f o r  e a c h  o n e  of them b e c a u s e  

6 w e  d i d n ' t  d i s c u s s  it. 
I 

! 
Q i 

i 
7 

8 '  

9 1  A I t h i n k  so. 

1 0  Q You b e l i e v e  so? 
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1 2  

1 3  

1 4  

1 5  
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A Y e s .  

Q 

. D o  you  know i n  y o u r  own mind w h a t  t h a t  

i m p r o p e r  a c t i v i t y  w a s ?  

A No. I n  my own m i n d ,  I know t h a t  t h e r e  may 

h a v e  b e e n  a q u e s t i o n ,  w h i c h  t h e r e  a r e  i n  d e t a i l s  of 

b u s i n e s s ,  b u t  I know of no o r d e r s  o r  a n y t h i n g  t h a t  

i n s t r u c t e d  a n y b o d y  t o  do a n y t h i n g  o t h e r  t h a n  o u r  
: i  

! 2 1  p r o c e d u r e s  a n d  p rac t i ces .  
! 

22 Q Okay.  You s t i l l  s u p e r v i s e  i n d i v i d u a l s  b u t  ~ 

2 3  y o u ' r e  o u t s i d e  i n s t e a d  of i n s i d e  now? ! 

24 A Y e s .  

25  Q B u t  i t  s t i l l  r e l a t e s  t o  c u s t o m e r  t r o u b l e ,  

~ 

-~ ~. ~~~ 
~~ 
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2 5  

r e p o r t  and r e p a i r ?  

A Yes. 

Q 

A Y e s .  

Q And how are  you g o i n g  t o  a v o i d  i t  i n  t h e  

f u t u r e  o r  h a v e  c o r r e c t i v e  a c t i o n  t a k e n ?  

A 

I b e l i e v e  i t  a lways  was t h e r e  b u t  maybe 

it j u s t  needed  p o l i s h .  Maybe w e  l e t  a c o u p l e  of p e o p l e  

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

Q Okay. 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  u s e d ?  

A Yes. 

Q Okay. I n  what  c o n t e x t  a r e  you f a m i l i a r  

w i t h  t h o s e  t e r m s ?  

A I t ' s  a p r e t t y  common communicat ion be tween 
- 

employee t o  employee ,  w h e t h e r  i t  b e  management o r  

c r a f t .  I t ' s  - i t  r e f e r s  t o  - b a c k i n g  up t h e  t ime 

r e f e r s  t o  c l o c k i n g  o f f ,  i f  you w i l l ,  of  a j o b  f u n c t i o n  

when i t ' s  r e p a i r e d .  
. 

F o r  e x a m p l e ,  a cus tomer  h a s  a s e r v i c e  w i r e  

! 

i -  

, -- 



1 down, a t r u c ~  knocked i t  down and  opened  i t .  The 1 
1 

! 2 t e c h n i c i a n  e l e c t s  t o  r e p l a c e  or r e p a i r  i t ,  p u t s  i t  back 

3 t o g e t h e r ,  puts it back a n  che p o l e  and  e s t a b l i s h e s  

4 se rv ice  t o  t h e  c u s t o m e r .  I t ' s  t h r e e  o ' c l o c k .  H e  a l s o  

5 knows t h a t  t h e y  h a v e  a c o r r o d e d  O N I .  He r e p l a c e d  t h e  

6 O N I .  

7 Q ONI? 

a A O u t s i d e  ne twork  i n t e r f a c e .  

1 
1 

1 
9 Q Thank you.  

, - 
1 1 0  A H e  r e p l a c e d  t h a t  and  makes s u r e  w e  d o n ' t  

11 h a v e  a r e t u r n  v i s i t .  T h a t ' s  one  of  t h e  t h i n g s  we ' re  1 
1 2  ' t r y i n g  t o  do e v e r y  t i m e  we go on a j o b  i s  t o  m a k e  s u r e  1 

1 
1 

1 

! 13 ~ we d o n ' t  h a v e  t o  r e t u r n  t o  i t .  ! 

j 1 4  So,  i f  h e  s p e n d s  e x t r a  t i m e  i n  t h a t  

1 5  p r o c e s s ,  t h e  a c t u a l  r e s t o r a l  t ime t o  t h e  cus tomer  was 1 

1 6  t h r e e  o ' c l o c k .  And i f  now w e ' r e  g o i n g  i n t o  t h e  

1 7  compute r  t o  c l o s e  i t  o u t ,  we may be  nave  gone on b reak  

1 8  s i n c e  t h e n  and f i n i s h e d  o u t  t h i s  o t h e r  work. I t  may be  , 

1 9  ! 3 : 4 5 ,  so t h e  t e rm back ing  u p  t h e  c l o c k  w a s  used  t o  back ~ 

2 0  

2 1  c l ea red  a t  w h a t e v e r  t i m e .  T h a t ' s  t h e  i n s t a n c e .  

I 1 -  

-- 
it  up t o  when t h e  t r o u b l e  was c l e a r e d  and t r o u b l e  was 

~ 

- 1  
- ,  

2 2  The re  was a l o t  of  - I d o n ' t  s a y  

23 m i s i n t e r p r e t a t i o n ,  b u t  a l o t  of c r e d i b i l i t y  b u i l t  on 

2 4  t h a t  b a c k i n g  up t h e  t i m e  b e c a u s e  -of l i k e  back ing  up t h e  

2 5  t i m e  a l m o s t  sounds l i k e  i t ' s  i r r e s p o n s i b l e  o r  

. ~ 

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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s o m e t h i n g ' s  wrong w i t h  i t ,  b u t  t h e  terminolOgYr t o  

c o m p l e t e  t h e  s t a t e m e n t ,  i s  t o  b a c k  up t h e  t ime t o  when 

t h e  t r o u b l e  was c l e a r e d . .  I t  was c o t  a f u n c t i o n  - yoz  

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

t h e  c o m p u t e r ,  do someth ing  and c o n t i n u e  t o  do s o m e t h i n g  

e lse .  We'd o n l y  a d d r e s s  t h e  computer  c l o s e  up when w e  

were c o m p l e t e d  w i t h  t h e  whole t a s k .  

Q Okay. Have you  e v e r  h e a r d  o f  anyone 

b a c k i n g  u p  t h e  time beyond t h e  a c t u a l  r e s t o r a l  o f  

s e r v i c e  t i m e  i n  o r d e r  t o  meet t h a t  95  p e r c e n t  i n d e x ?  
- 

A No. 

Q Have you e v e r  d i r e c t e d  anyone  t o  do t h a t ?  

A N o .  

Q Has anyone  e v e r  d i r e c t e d  you t o  do t h a t ?  

A No. 

Q Have you e v e r  heard! o f  a p r o c e d u r e  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  a manager 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 ?  

A Mm- hm . 
Q Can you t e l l  me a b o u t  t h a t ?  

A I d i d  t h a t .  

Q Okay. And w h a t  was y o u r  p r o c e d u r e ?  What 

d i d  You t e l l  your  MAS? 

A TO make S u r e  t h e y  backed  u p  t h e  c l o c k .  
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When w e  f i r s t  w e n t  o n  t h i s  p r o g r a m  i n  - I ' m  g o i n g  t o  

s a y  '83 - I w a s  i n  a m a i n t e n a n c e  c e n t e r  - d i f f e r e n t  

m a i n t e n a n c e  c e n t e r  w i t h  a d i f f e r e n t  j o b .  knd  t o  m a k e  

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

t h a t  t h a t ' s  w h a t  w e  d i d  f o r  t h e  f i r s t  few m o n t h s .  

Q Okay. And I may h a v e  m i s s e d  t h i s .  You 

s a i d  t h i s  w a s  b e f o r e  ' 8 3 .  B e f o r e  y o u r  s o u t h  B r o w a r d  or  
. 

a f t e r ?  

A 

Q 

A 

Q 

A 

Q 

a v a i l  a b 1  e?  

A 

Q 

Befo re  I was a t  s o u t h  Broward. 

Where  was t h a t ?  

Boca R a t o n .  

What  was y o u r  p o s i t i o n  i n  Boca R a t o n ?  

A s s i s t a n t  m a n a g e r ,  s c r e e n i n g .  

And w a s  t h i s  b e f o r e  t h e  CATS were 

- 

Y e s .  

D i d  o u t s i d e  t e c h n i c i a n s  - d i d  t h e y  h a v e  t o  

c a l l  i n t o  MA t o  g e t  a r e p o r t  c l o s e d ?  

A Yes.  

Q What k i n d  o f  s p e c i f i c  i n s t r u c t i o n s  t h e n  
+ - 

d i d  you  g i v e  y o u r  MAS o r  o u t s i d e  p e o p l e  when you s a i d  

t o  m a k e  s u r e  t h e i r  a c t u a l  r e s t o r a l  t i m e  was u s e d  t o  

c l e a r ?  What d i d  you  t e l l  them a b o u t  t h a t ?  

A T o l d  them t h a t  i f  t h e  t e c h n i c i a n  c a l l e d  i n  

a n d  i f  h e  was u s i n g  now t i m e ,  t h e  t i m e  t h a t  -- 
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Q W a s  on h i s  w r i s t  watch?  

A H e  was c l e a r i n g  i t  o u t  r i g h t  now, t o  

c h a l l e n g e  him and say  x h a t  t i m e  d i d  you have  t h e  

s e rv i ce  r e s t o r e d .  

Q And t h e n  o n c e  t h e  MA g o t  t h a t  i n f o r m a t i o n ,  

wha t  was s h e  supposed  t o  do w i t h  i t? 

A P r o c e s s  it. 

Q Did s h e  h a v e  t o  g e t  y o u r  i n i t i a l s  or 

a n o t h e r  m a n a g e r ' s  i n i t i a l s  b e f o r e  s h e  a c t u a l l y  

p r o c e s s e d  i t? 
- 

A No. 

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  code? 

A Yes. 

Q The NA i s  no a c c e s s  s u b s c r i b e r  code .  Can 

you t e l l  m e  what  t h a t  m e a n s ,  how i t ' s  used?  

A I t ' s  u s e d  any t ime  t h a t  w e  need a c c e s s  o r  

w e  t h i n k  we need a c c e s s  i n t o  a r e s i d e n c e  or b u s i n e s s  t o  

c l e a r  t h e i r  t r o u b l e  o r  t o  i n s t a l l  t h e i r  s e rv i ce  and we 

c a n ' t  c o m p l e t e  i t .  

Q DO you n o t i f y  t h e  cus tomer  t h a t  y o u ' v e  

been  t h e r e ?  

A Yes. W e  n o t i f y  t h e  cus tomer  i n  two 

d i f f e r e n t  ways o r  t r y  t o .  By th,e way, t h i s  i s  one  of 

my P e t  P e e v e s ,  no a c c e s s .  B u t  anyway, w e  hang a c a r d ,  

if t h a t ' s  - i f  you're able t o  do t h a t .  I f i n d  t h a t  

. 

c * 
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more and  more t i m e s  w e ' r e  n o t  a l l o w e d  a c c e s s  b e c a u s e  

g a t e s  a re  l o c k e d  o r  dogs  a r e  r u n n i n g  l o o s e ,  g a t e s  o r  

w h a t e v e r .  

And w e  sometimes have  r e a s o n a b l e  - c a n ' t  

be  -- When I s a y  r e a s o n a b l e ,  i f  you h a v e  someone new 

moving i n t o  t h e  a r e a  o r  t h e y  d o n ' t  h a v e  any f r i e n d  o r  

d o n ' t  have  a n y  c o n t a c t s ,  t h e y ' r e  f o r c e d  t o  j u s t  g i v e  

you a number. G e n e r a l l y ,  t h a t  number ' s  t h e  same number 

a s  t h e i r  home r e s i d e n c e .  So ,  a c c e s s  i s  a problem,  I 

t h i n k ,  i n  t h e  phone company, n o t  b e c a u s e  of t h e  phone 

company, j u s t  t h e  way l i f e s t y l e s  a re  t o d a y .  Access i s  

a p rob lem.  

Q Okay. Do you know i f  p l a c i n g  a no a c c e s s  

code  o n  a t r o u b l e  r e p o r t  s t o p s  t h a t  24-hour c l o c k  f rom 

t i c k i n g ?  

A I d o n ' t  b e l i e v e  i t  d o e s .  I b e l i e v e  t h a t  

t h e  no a c c e s s  code k e e p s  - e v e r y t h i n g  keeps  g o i n g .  

T i m e  and e v e r y t h i n g  k e e p s  g o i n g .  

Q S o ,  i f  a no a c c e s s  r e p o r t  went 

o u t - o f - s e r v i c e  over  2 4  h o u r s ,  i t  would c o u n t  a g a i n s t  

t h e  company on t h a t  i n d e x  a s  a m i s s ?  
- - 

A I d o n ' t  t h i n k  i t  w i l l .  We - i t  w o n ' t  

c o u n t  a g a i n s t  y o u ,  w o n ' t  be a missed  a p p o i n t m e n t .  

Q Do you  know of  anyone who h a s  used  t h e  no 

a c c e s s  code  t h e n  t o  s t o p  t h e  c l o c k  o n  t h e  

! 
I 
I 
i 
i 

i 

I 
! 

i 

! 

I 

! 

i 

I 
i 
i 

i 
i 

i 
I 

I 
i 
! 

I 
i 
i 
I 

I 

~ 

~ 

1 -  
-- 

i 
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2 9  

I 

1 o u t - o f - s e r v i c e  r e p o r t  s o  i t  w o n ' t  go i n t o  t h a t  i n d e x  

2 b a s e ?  

3 A NO. I 
I 

4 Q Have you e v e r  d i r e c t e d  anyone  t o  u s e  t h e  i I 
5 

6 

7 '  

8 '  

9 

10 

11 ~ 

1 2  ~ 

1 3  

1 4  

1 5  

no access i n  t h a t  way? 

A No. 

Q Has anyone  e v e r  d i r e c t e d  you  t o  do t h a t ?  

A No. 

Q A r e  you f a m i l i a r  w i t h  t h e  f i n a l  s t a t u s  

. 

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

A ( W i t n e s s  s h a k e s  head . )  

Q On t h a t  s c r e e n ,  t h e r e  i s  a p l a c e  where  y o u  

c a n  e x c l u d e  a t r o u b l e  r e p o r t ?  

A Y e s .  

Q You p u t  a n  X i n  t h e r e ?  

1 6  A Yes. 

17  Q Do you know t h e  e f f e c t  o f  e x c l u d i n g  a n  

1 8  o u t - o f - s e r v i c e  r e p o r t  i n  r e l a t i o n  t o  t h a t  95 p e r c e n t  

1 9  i n d e x  and  w h e t h e r  i t  g e t s  c o u n t e d  o r  n o t ?  

2 0  A I t  would n o t  g e t  c o u n t e d .  I d o n ' t  t h i n k  

2 1  a n y t h i n g  would g e t  c o u n t e d  on a n  e x c l u d e .  

2 2  Q When s h o u l d  o r  s h o u l d  n o t  a r e p o r t  be 

2 3  e x c l u d e d ?  W h a t ' s  y o u r  u n d e r s t a n d i n g  o f  t h e  company 

i 

1 -  
~ 

,c 

-+ ~ 

2 4  p r a c t i c e s  on t h a t ,  on u s i n g  e x c l u d e s ?  

2 5  A I'll answer t h e  o n e s  that I can r e c a l l ,  
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b e c a u s e  t h e  company d o e s  h a v e  a p o l i c y  o n  e x c l u d a b l e  

r e p o r t s ,  s u c h  as  i f  i t ' s  a wrong number r e p o r t e d ,  i t  

c a n  be e x c l u d e d .  Ano the r  o n e  i s  made u p  i n  p l a c e  o f  

t h a t ,  b u t  t h e  i n i t i a l  r e p o r t  c a n  b e  e x c l u d e d .  

I f  t h e  c o n d i t i o n  t t z t  yoli f i n d  i s  n o t  

t e l e p h o n e  company c a u s e d ,  meaning if it would be t h e  

CAT was d r o p p e d ,  t h a t  was damaged o r  p h y s i c a l l y  

i m p a i r e d ,  t h a t  c o u l d  b e  e x c l u d e d .  I b e l i e v e  t h e r e  

was -- I remember r e a d i n g  someth!ing a b o u t  c o i n  

d i r e c t o r i e s  o r  someth ing  l i k e  t h , a t ,  t h e r e ' s  so%e c o i n  

s t u f f  t h a t  c a n  be  e x c l u d e d .  T h a t  a b o u t  completes my 

l i s t .  

Q Okay. The t y p e s  of t r o u b l e s  t h a t  y o u ' v e  

g i v e n  m e ,  would t h o s e  be  o u t - o f - s e r v i c e  r e p o r t s ?  

A I t  d e p e n d s  on how t h e y  were r e p o r t e d .  

Q So t h e y  m i g h t  be  s t a t u s e d  o u t - o f - s e r v i c e ?  

A Yes. 

Q S o ,  under  t h o s e  c i r c u m s t a n c e s  t h e n ,  you 

c o u l d  e x c l u d e  l e g i t i m a t e l y  a n  o u t - o f - s e r v i c e  r e p o r t ?  

A Yes. 

G By t h e  t i m e  y o u  g e t  a r e p o r t  o u t s i d e  i n  
- -  

t h e  f i e l d  and  i t ' s  s t a t u s e d  o u t - o f - s e r v i c e ,  is t h e r e  a n  

o c c a s i o n  when i t ' s  l e g i t i m a t e  f o r  you t o  e x c l u d e  t h a t  

r e p o r t  ? - 

A Y e s .  
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Q T h e  sxne  o n e s  you j u s t  men t ioned?  

A Yes. 

Q D o  you know of anyone who h a s  e x c l u d e d  a n  

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

company p o l i c y  wnen i t  s h o u l d n ' t  h a v e  been  e x c l u d e d ,  i n  

o t h e r  words?  

A No. 

-Q Okay. Have you e v e r  h e a r d  of e x c l u d i n g  

o u t - o f - s e r v i c e  r e p o r t s  i n  o r d e r  to k e e p  t h a t  95 pe rcen t  

i n d e x ?  
- 

A No. 

Q Okay. And y o u ' v e  n o t  e v e r  done  t h a t  

y o u r s e l f ?  

A No. 

Q Are you c a l l e d  upon i n  your  p o s i t i o n  t o  

d e t e r m i n e  t h e  s t a t u s i n g  of a r e p o r t ,  w h e t h e r  i t ' s  

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

- A No. 

Q S o ,  i t  comes t o  you a l r e a d y  s t a t u s e d ?  

A Comes t o  m e .  

I 
~ 

i 
I 
i 
I I 
I 

I 
I 

1 
! 

I 
i 

i 
t .  
! 

I 

I 

i 
i 
I -  
I -. 

**  

Q I f  i t  comes t o  you a s  a f f e c t i n g  s e r v i c e  

and  you send  d i s p a t c h  o u t ,  someone g o e s  o u t  on  t h e  job, 

i s  t h e r e  any p o i n t  i n  which t h e y  m i g h t  be a b l e  t o  

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

i 

A NO. 
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Q Do you w o r k  w i t h  cab le  a t  a l l ?  

A A v e r y  i n s i g n i f i c a n t  p o r t i o n  of it. W e  do 

work o n ,  you know, i f  a man c a n  c l e a r  a n  a l r e a d y  access 

p o i n t ,  s o m e t h i n g  t h a t  h e  can c l e a r ,  b u t  t o  work i n  

c a b l e ,  as  f a r  as t o  c lear  m ~ i l t i p 1 . e  c a b l e  c r o u b l e  

r e p o r t s ,  no .  

Q Have you ever  h e a r d  o f  anyone  t a k i n g  - 
a f f e c b i n g  s e r v i c e  repopts a n d  s t a i t u s i n g  them as 

o u t - o f - s e r v i c e  i n  o r d e r  t o  b u i l d  t h e  base,  i n  o r d e r  t o  

meet t h a t  95 percent  i n d e x ?  
- 

A N O .  

Q Have you e v e r  r e q u e s t e d  anyone  t o  do so? 

A N O .  

Q B a s  anyone  e v e r  t o l d .  you t o  do so? 

A No. 

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

t e l l i n g  t h e i r  MAS d o n ' t  s t a t u s  any  o u t - o f - s e r v i c e s  

t o d a y ?  

A Have I e v e r  hea rd  o f  t h a t ?  I ' v e  h e a r d  o f  

i t .  
-- 

Q I n  wha t  c o n t e x t  have  you h e a r d  o f  i t? 

A J u s t  a rumor ,  n o t h i n g  d i r e c t e d  a t  mer 

d o n ' t  s t a t u s  a n y t h i n g  o u t - o f - s e r v i c e  o r  a n y t h i n g ,  b u t ,  

I mean, b e i n g  i n  t h e  b u s i n e s s ,  y o u  h e a r  c e r t a i n  t h i n g s  

and I ' v e  h e a r d  t h r o u g h  t h e  rumor m i l l  t h a t  t h a t  went  

~ ~. ~~~ ~ 
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o n .  

Q Did you h e a r  a b o u t  any t i m e s ,  p l a c e s ,  

d a t e s ,  p e o p l e ?  

A No. 

Q D o  you know what  t h e  c a r r i e d  o v e r  no or 

CON c o d e  i s?  

A Mm- hm . 
- Q  What ' s  your  u n d e r s t a . n d i n g  of t h a t ?  

A When a cus tomer  asks,  for a n  a p p o i n t m e n t  

t h a t  i s  o u t s i d e  our normal a p p o i n t m e n t  h o u r s I  w e  go 

t h r o u g h  CON, c a r r i e d  o v e r  n o r  meaining i f  w e  were g i v i n g  

a n  a p p o i n t m e n t  f o r  tomorrow by noon and t h i s  p a r t i c u l a r  

c u s t o m e r  was n o t  g o i n g  t o  h a v e  aacess a v a i l a b l e  till 

S a t u r d a y ,  t h a t  i t  would t h e n  be c : a r r i ed  o v e r  t h r o u g h  

t h e  C O N .  

Q Okay. DO you know w h e t h e r  o r  n o t  p u t t i n g  

t h e  CON code on o u t - o f - s e r v i c e  r e p o r t s  would s t o p  t h a t  

24-hour c l o c k ?  

A I t h i n k  i t  would knock down t h e  

o u t - o f - s e r v i c e  f l a g .  - 
Q Okay. Is t h e  CON code  s t i l l  u s e d ?  

A I d o n ' t  b e l i e v e  s o .  

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

A I d o n ' t  know why. 

Q B u t  you do know t h a t  i t  was made? 

- 
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P. Y e s  

Q DO you know of  anyone who h a s  used  t h e  CON 

c o d e  t o  s t o p  t h e  code  o n  o u t - o f - s e r v i c e  r e p o r t s  so t h e y  

w o u l d n ' t  be c o u n t e d  i n  t h e  b a s e ?  

A Not u n l e s s  f o r  t h e  iteasons I j u s t  t o l d  

you. 

Q Have you  ever done  t h a t  y o u r s e l f ,  u sed  t h e  

CON c o d e  t o  s p e c i f i c a l l y  s t o p  t h e  c l o c k  so t h e y  

w o u l d n ' t  be c o u n t e d  a g a i n s t  t h e  'company? 

A Not u n l e s s  i t  w a s  o i d t s i d e  t h a t  app'ointment 

t i m e .  

Q Okay. 

A B u t  n o t  t o  e l i m i n a t e  or e x c l u d e  an  

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

Q And h a v e  you e v e r  d i r e c t e d  anyone t o  use  

i t  i n  t h a t  way? 

A No. 

Q Have you e v e r  h e a r d  o f  anyone  u s i n g  a n  

employee  code  o t h e r  t h a n  t h e i r  own t o  s t a t u s  t r o u b l e  

r e p o r t s ?  

You w a n t  m e  t o  s t a r t  a g a i n ?  

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

Q Okay. D o  Y O U  have  an  employee  code  t h a t  

you u s e  when you s t a t u s  t r o u b l e  r e p o r t s  t h a t  you have  

t o  p u t  i n t o  t h e  cus tomer  r e c o r d ?  



1 

2 

3 

4 

5 

6 

7 

a :  

9 1  

j 
10 

11 ~ 

1 2  

13 

1 4  

1 5  

16 

17  

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

A DO I h a v e ?  KO. i t i s  my f u n c t i o n .  

Q Okay. DO any of t h e  p e o p l e  t h a t  you 

s u p e r v i s e  t h a t  a r e  i n p u t t i n g  d a t a  h a v e  employee Codes 

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

A I t ' s  a u t o m a t i c .  T h e i r  t e r m i n a l  i s  b u i l t  

t o  t h e i r  s i g n a t u r e .  They c o u l d n ' t  s a y  t h a t  I'm 

somebody t h a t  I'm n o t .  I t ' s  a s e c u r i t y  measure t h a t ' s  

p u t  r i g h t  i n t o  t h a t  t e r m i n a l .  

Q I s  t h a t  a r e c e n t  s e c u r i t y  m e a s u r e ,  1 9 9 2  - 
f o r w a r d ?  

A No. 

Q How l o n g  h a s  t h a t  b e e n  i n  p l a c e ?  

A S i n c e  they  h a d  t h e  compute r  access. They 

c a n ' t  s a y  t h e y ' r e  somebody else, ,  t o  my knowledge .  They 

c a n  o n l y  l o g  i n  a s  t h a t  p i e c e  of equ ipmen t  i s  i n h e r e n t  

t o  them. S o ,  t h e  o n l y  way t h e y  c o u l d  become somebody 

e l s e  is t r a d e  p i e c e s .  

Q Okay. And t h a t ' s  o n  i n i t i a l  l o g - i n .  

MR. B E A T T Y :  I o b j i s c t  t o  your  Commenting- 

MS. R I C H A R D S O N :  I ' m  s o r r y .  

Q D i d  you n o t  say t h a t  was o n  i n i t i a l  

l o g - i n ,  when t h e  p e r s o n  f i r s t  l o g g e d  o n  t o  t h e  

compute r  ? 

A I f  you l o g g e d  o n  --'What I ' m  s a y i n g  i s  

y o u r  t e r m i n a l  i s  S e t  up t o  be  employee  2 0 0 .  You C a n ' t  

, -  

, -- 
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Log i n  and s a y  I'm employee 2 1 2  a.nd t h e  m a c h i n e  come 

on .  I t  w o n ' t  come on f o r  you .  1:t's l o o k i n g  f o r  2 0 0 .  

Q You have  t o  l a g  i n  w i t h  y o u r  employee  

code  ? 

A R i g h t .  

Q Now, t h e  te rmina l  is up and t h o s e  

e m p l o y e e s ,  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 ,  a r e  w o r k i n g  w i t h  

custom'er r e p o r t s  t h a t  c y c l e  t h r o u g h  t h e i r  machine?  

A Okay. I ' m  t h i n k i n g  o u t s i d e ,  y o u ' r e  
- 

t a l k i n g  a b o u t  i n s i d e .  

Q L e t ' s  go t o  i n s i d e  :€or r i g h t  now. Then 

a f t e r  l o g - i n  and r e p o r t s  s t a r t  f i l t e r i n g  t h r o u g h ,  i s  it 

p o s s i b l e  t o  u s e  a d i f f e r e n t  employee  code  t o  s t a t u s  

d i f f e r e n t  l i n e s  o n  t h o s e  c u s t o m e r  r e p o r t s ?  

Q I f  you know and -- Are you t a l k i n g  a b o u t  

t o d a y ' s  e n v i r o n m e n t ?  

Q I ' m  t a l k i n g  a b o u t  w h e n  you were  back  i n  

t h e  I M C  i n  1 9 8 6  i n  s o u t h  Broward? 

A Yes,  you c o u l d .  

Q Hand l ing  i n s i d e .  

A Yes, you c o u l d .  

Q Now, i n  t o d a y ' s  e n v i r o n m e n t ,  i s  i t  

p o s s i b l e  t o  do t h a t ?  

MR. B E A T T Y :  I f  you know. 

I d o n ' t  know. A 

.- 
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u You d o n ' t  know. And t h e n  o u t s i d e ,  from 

1 9 9 0 ,  d e a l i n g  w i t h  y o u r  o u t s i d e  : f o r c e s ,  t h e y  h a v e  CATS. 

Is i t  p o s s i b l e  - d o  sol; know i f  i t ' s  p o s s i b l e  t o  use 

any employee code  o t h e r  t h a n  your  own on a CAT? 

A 99 p e r c e n t  s u r e  t h a , t  t h e y  h a v e  t h a t  - t h a t  

t h e s e  p a r t i c u l a r  access t e r m i n a l  are  o n l y  s e t  up f o r  

t h e i r  p a r t i c u l a r  number. I f  you p i c k e d  i t  up ,  you  

would h a v e  become t h a t  pe r son ' s  employee code .  

Q O k a y .  N o w ,  back  i n  1 9 8 6 ,  when you c o u l d  

s t a t u s  - e n t e r  a n  employee  code  o t h e r  t h a n  your  own i n  

a s t a t u s  l i n e  of a r e p o r t ,  d o  you know of anyone  who 

l a s t  u s e d  a n  employee  code  o t h e r  t h a n  t h e i r  own t o  

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

A A l l  I know i s  I know t h a t  t h e r e  was some 

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

some p e o p l e  d o i n g  s o m e t h i n g  w i t h  employee  c o d e s  a n d  

t h a t ' s  a s  much a s  I know a b o u t  i t .  I know t h a t  t h e r e  

was d i s c i p l i n i n g .  

Q Do y o u  know o f  anyone who -- I t h i n k  

y o u ' v e  answered  t h i s  o n e .  L e t  mie move o n .  
5 

Do you know o f  any o t h e r  means t h a t  h a v e  

been  u s e d  t o  b u i l d  t h e  o u t - o f - s e r v i c e  base  i n  o r d e r  t o  

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

MR. B E A T T Y :  Objec t .  t o  t h e  form o f  t h e  

q u e s t i o n .  I t  a s sumes  f a c : t s  n o t  i n  e v i d e n c e ,  t o  
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my knowledge .  

Q O t h e r  t h a n  w h a t  you  h a v e  t e s t i f i e d  h e r e  

t o d a y  and  o t h e r  t h a n  t h e  q u e s t i a ~ z s  t h a t  I ' v e  a s k e d  y o u ,  

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

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

i n d e x ?  

MR. BEATTY: I o b j e c t  t o  t h e  form of t h e  

q u e s t i o n ,  assumes f a c t s  n o t  i n  e v i d e n c e .  

Y O U  c a n  answer it. 

A No. 

Q Have you h e a r d  o f  anyone  f a l s i f y i n g  

customer r e p o r t s ?  

A Heard  o f  anybody  f a l s i f y i n g ?  J u s t  t h e  

r u m o r .  Whenever  y o u ' r e  on t h e  m 'oun ta in .  somebody i s  

w i l l i n g  t o  t a k e  a s h o t  a t  y o u ,  b u t  no f a c t u a l  

i n v e s t i g a t i o n  o r  a n y t h i n g .  

Q Okay. Do y o u  h a v e  any  p e r s o n a l  knowledge  

o f  a n y o n e  who h a s  f a l s i f i e d  a r e p o r t ?  

A N O .  

Q Have you  e v e r  f a l s i f i e d  a r e p o r t  y o u r s e l f ?  

A 

Q 

r e p o r t  ? 

A 

Q 

* - 
N O .  

Have you  e v e r  d i r e c . t e d  a n y o n e  t o  f a l s i f y  a 

( W i t n e s s  s h a k e s  h e a d . )  

Okay. D O  you know w h a t  a t e s t  o k a y  i s ?  
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A 

Q 

means 'i 

S u r e  do .  

Can you b r i e f l y  e x p l a i n  what  t e s t  okay 

A I t ' s  a t e r m i n o l o g y  t h a t  g e n e r a l l y  a 

c u s t o m e r  h a s  r e p o r t e d  some t y p e  of  d e f i c i e n c y  w i t h  

t h e i r  l i n e s ,  t h e i r  t e l e p h o n e  and a f t e r  i n i t i a l  t e s t i n g  

and some a n a l y s i s ,  it comes back t h a t  t h e r e ' s  no 

p rob lems  found a n d ,  i n  f a c t ,  i t  i s  work ing .  

We s imply  t r y  t o  c a l l  t h e  c u s t o m e r  back  

and g e t  more i n f o r m a t i o n  o r ,  yon know, speak  t o  them 
- 

a b o u t  i t .  If t h e y  a c c e p t  t h e  test  o k a y ,  t h e n  w e  c l o s e  

it t o  a t e s t  okay.  I f  t h e y  s t i l l  h e a r d  s t a t i c  o r  t h e r e  

w a s  any o t h e r  i n d i c a t i o n  t h a t  r e q u i r e d  f u r t h e r  

a n a l y s i s ,  i t  would be made. 

But  a t e s t  okay  g e n e r a l l y  i s  t r o u b l e  t h a t  

came i n ,  t h a t  was e i t h e r  i n t e r m i t t e n t  o r  a t empora ry  

c o n d i t i o n  t h a t ' s  d i s a p p e a r e d .  

Q Okay. Would i t  be a p p r o p r i a t e  t o  s t a t u s  a 

t e s t  okay a s  an o u t - o f - s e r v i c e  c e p o r t ?  

A A t  one t i m e ,  i t  wa:s. - 
Q Can you e x p l a i n  under  w h a t  c o n d i t i o n s  t h a t  

t h a t  would be done?  

A I t  was i n  ou r  p r a c t i c e  p o s t - v e s t i t u r e ,  t h e  

t e s t  okay  - we s t a t u s  o u t  a t e s t  okay i f  a c u s t o m e r  

r e p o r t e d  o u t - o f - s e r v i c e  c o n d i t i o n  o r  i f  t h e  t e s t  - t h e  

A R O W A R D  REPORTING SETTIICE- - - - - ~ I U S ~  4 5 7 - ~ 4 6 ~ - - - -  
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i n i t i a l  t e s t  i n d i c a t e d  a n  o u t - o f - s e r v i c e  c o n d i t i o n .  

Q I ' m  sorry. I ' m  a l i t t l e  confused  t h e n .  

How would a t e s t  i n d i c a t e  i t  was t e s t  okay b a t  a l s o  

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

A L e t ' s  assume t h a t  t h e  cus tomer  i s  

r e p o r t i n g  t h e i r  l i n e  f rom t h e i r  n e i g h b o r ' s  and  we're i n  

a c r o s s b o x  d o i n g  some k i n d  of  th row or  workman a c t i v i t y  

and t h e  l i n e ' s  o p e n ,  f o r  w h a t e v e r  reason .  It c o u l d  b e  

open a t  t h a t  p a r t i c u l a r  t i m e  when t h e  c u s t o m e r ' s  

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

r e c e i v e d ,  r e t e s t e d ,  it c o u l d  h a v e  been  c l o s e d  by t h e  

workman and  we're s i m p l y  c a l l i n g  back t o  s a y  w e  d o n ' t  

know wha t  y o u ' r e  t a l k i n g  a b o u t ,  t h e r e  i s  no t r o u b l e  on 

y o u r  l i n e .  

- 

Then i t  would h a v e  came i n  a s  

o u t - o f - s e r v i c e  and  now be  a t e s t  okay .  I g u e s s  Y O U  

would h a v e  t o  s a y  r e t e s t  okay .  

Okay. Is i t  p r o p e r  -- N o w ,  you s a i d  t h a t  Q 

was p o s t - v e s t i t u r e .  Is it p r o p e r  to t a k e  t e s t  okay 

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

MR. BEATTY: I o b j e c t  on t h e  g r o u n d s  o f  

r e l e v a n c e  u n l e s s  you can i d e n t i f y  more 

s p e c i f i c a l l y  a t i m e f r a m e .  p o s t - v e s t i t u r e  i s  a 

l o n g  p e r i o d  of t i m e .  

Q U s i n g  h i s  t e rminol .oqy ,  b u t  w e  can  p u t  i t  

~~ ~ -~ 
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1 i n  1 9 8 6  t o  p r e s e n t  t imef rame?  T h a t ' s  your IMC ~ 

2 e x p e r i e n c e .  I 
I 

I : 
3 A W i t h  m e c h a n i z a t i o n ,  w e  p r e t t y  much l e t  t h e  j 

4 m a c h i n e . o r  t h e  -- W e  have  some i f ,  t h e n  r u l e s .  I f  t h i s  i I 
is  t h i s ,  t h e n  s t a t u s  i t  t h i s  way. W e  a l l o w e d  t h a t  the  \ 5 

6 a u t o - s c r e e n  sys t em t h a t  t a k e s  a l o o k  a t  a l l  t h e  i 
I 7 

8 were o u t - o f - s e r v i c e .  On t h e  i n v e s t i g a t i o n  or  t h e  

9 r e t e s t i n g  o f  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 ,  i f  d e t e r m i n e d  

t r o u b l e s  - w e  p r i m a r i l y  used i t  t o  t e l l  u s  which o n e s  

1 0  t h a t  it was, i n  f a c t ,  a n  o u t - o f - s e r v i c e  c o n d i t i o n ,  it 

11 was s t r o k e d  o u t - o f - s e r v i c e  and i t  d i d n ' t  matter i f  you 1 
1 2  had  n i n e  m i l l i o n  o u t - o f - s e r v i c e s  01: you had  t h r e e .  I t  I I 

Okay. You've men t ioned  a u t o - s c r e e n e r  1 

1 

1 3  was s t r o k e d  o u t - o f - s e r v i c e .  I 

i 14 Q 

1 5  r u l e s .  A r e  you  f a m i l i a r  w i t h  we t  and  d r y  r u l e s ?  

I 

1 6  

1 7  

1 8  

1 9  
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Mm-hm. 
! 

A 

I 
Q Do you know i f  t h e r e  have  been any c h a n g e s  ! 

i n  t h e  use  o f  w e t  and d r y  r u l e s  i n  1 9 9 2 ?  1 

A I d o n ' t  t h i n k  t h e i r  wet r u l e s  a p p l y  any I 
, -  

, -- 
l o n g e r .  I d o n ' t  t h i n k  t h e r e  a r e  we t  rules. I was on  

t h e  i n i t i a l  s t a f f  i m p l e m e n t a t i o n  of mapper,  so I know a I 

l i t t l e  b i t  a b o u t  t h e  sys t em.  B u t  t h e r e  was n e v e r  

r e a l l y  a -- 

- - 

! 

- 
The t r u e  i n t e n t  for: wet and d r y  r u l e s  was 

f o r  unde r  a d r y  condition, t h a t  my p e o p l e ,  S T s ,  would 
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g e t  c r o s s  b a t t e r y  t y p e  t r o u b l e s .  Under a wet 

c o n d i t i o n ,  w e  would d e l i v e r  t h o s e  -- Excuse m e .  Under 

d r y  c o n d i t i o n s  a n  S l '  would n o t  g e t  c r o s s  b a t t e r y  

t r o u b l e s  b e c a u s e  i t ' s  a n  i n d i c a t i o n  - u s u a l l y  c ross  

b a t t e r y  i s  a n  i n d i c a t i o n  o f  w e t n e s s .  R a i n s  c a u s e  it, 

or i t  c o u l d  be  a w e t  s p l i c e .  

So unde r  t h e  c o n d i t i o n  of  b e i n g  d r y ,  no  
. 

r a i n ,  t h e n  i t  p r i m a r i l y  would be a wet s l i c e ,  t h a t  

t h o s e  j o b s  b e  t a k e n  r i g h t  t o  t h e  c a b l e  t e c h n i c i a n .  

Under w e t  t i m e s ,  b e c a u s e  of t h e  r a i n  and t h e  amount of 

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

enemy, t h a t  t h o s e  t r o u b l e s  woul'd t h e n  be  s e n t  o u t  t o  my 

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

o n e ,  t h e  volume of  them and ,  number two, t h a t  i f  we f i x  

them by e i t h e r  c h a n g i n g  t h e  p a i r  o r  i d e n t i f y i n g  t h e  w e t  

s p o t  o r  i t  t u r n s  i n t o  a m u l t i p l e  o r  major  problem,  it 

w a s  t u r n e d  o v e r  t o  c a b l e  a n d  t h a t  was t h e  i n t e n t  O f  W e t  

- 

and d r y  r u l e s .  

Q Do you know of  any i n s t a n c e s  of 

i n d i v i d u a l s  m i s u s i n g  t h e  wet  r u l e s ?  

A I d o n ' t  know b u t  I - o n c e  a g a i n ,  

rumor popped a r o u n d ,  b u t  I d o n ' t  know of  any .  

MS. R I C H A R D S O N :  Clkay. Okay, M r  

c - 
t h a t  

W i l s o n ,  

I t h i n k  I ' m  t h r o u g h  a s k i n g  q u e s t i o n s  a t  t h i s  

p o i n t .  I w a n t  t o  t h a n k  y o u  f o r  coming h e r e  

~ . ~ ~~ ~~ ~ -- 
B R OW Akb ~ RE PO RT I NG s E RV I c c ( 3 o ' s j  467-1467 



14 

1 

2 

3 

4 

5 

6 ;  

7 

8 

9 

10 

11 i 

1 2  i 

1 3  

1 4  

1 5  

16 

1 7  

1 8  

1 9  

2 0  

2 1  

2 2  

2 3  

2 4  

2 5  

t o d a y .  I hope you h a v e n ' t  m i s s e d  l u n c h *  b u t  t h e  

Commission may h a v e  one  o c  two q u e s t i o n s  b e f o r e  

yoli go .  

MR. V I N S O N :  I ' m  a f r a i d  I m i g h t  have  one 

o r  two.  I'll t r y  t o  make i t  q u i c k .  

CROS S EXAMINA'T ION 

Q (By Mr. V i n s o n )  C a n  you d e s c r i b e  i n  y o u r  

term as a n  I and  M manager what  methods you used t o  

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

c a u s e  c o d e s  and  d i s p o s i t i o n  c o d e s ?  
- 

A Yes. We h a v e  a s y s t e m  c a l l e d  MTAS, which  

d e l i v e r s ,  p u t s  t o g e t h e r  a bunch of i n f o r m a t i o n  f o r  u s  

and  can s p i t  it back o u t  t o  u s .  W e  l o o k  f o r  what  w e  

c a l l  normal  c u r v e s ,  meaning w e  l o o k  f o r  anybody t h a t ' s  

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

g r o o v e  and a l l  h e ' s  u s i n g  i s  one d i s p o s i t i o n  o r  one 

c a u s e  code  o r  someth ing  of t h a t  n a t u r e ,  and t h e n  we t r y  

t o  f i n d  o u t  what  t h e  d e a l  i s ,  i f  h e  o r  s h e  d o e s n ' t  

u n d e r s t a n d  t h e  r u l e s  o r  p e r h a p s  n e e d s  some r e m e d i a l  

d r i l l  and t r y  t o  key them i n  w i t h  what  a normal  

p e r c e n t a g e  of c a u s e  c o d e s  t o  t h e  normal b u s i n e s s  is ,  

b u t  neve r  b r e a k i n g  them down any f u r t h e r  t h a n  f a m i l i e s ,  

one h u n d r e d ,  two h u n d r e d ,  f o u r  h u n d r e d ,  s i x  h u n d r e d .  

- 
~ 

Q Okay. How a b o u t  s i m i l a r  methods  f o r  

m o n i t o r i n g  t h e i r  a c c u r a c y  i n  t h e  t i m e  r e p o r t e d  f o r  

I -  

, -- 
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c i e a r  time and c l o s e  t i m e ?  

A I t h i n k  i n  t o d a y ' s  e n v i r o n m e n t ,  i t  doesn- l t  

m a t t e r .  I t h i n k  t h e y  h a v e  l i t t l e  c o n t r s l  over  t h a t .  

Q R i g h t .  I need t o  p r e f a c e  t h a t .  P r i o r  t o  

t h e  change  r e c e n t l y  i n s t i t u t e d  where t h e  f i n a l  s t a t u s  

t i m e  i s  t h e  c lear  t i m e ,  c o u l d  you t a l k  a b o u t  t h e  

methods  of  v e r i f y i n g  t h e i r  u s e  of t h e  t i m e ,  r e p o r t i n g  

of t i m e ?  

A The o n l y  methods t h a t  I used  f o r  t h a t r  

b e c a u s e  I was - i t ' s  a h a r d  t i m e  p e r i o d  t o  d e t e r m i n e  - 
w a s  t h e  f a c t  t h a t  e v e r y o n e  u n d e r s t o o d  and  k n e w  ou r  

p r o c e d u r e s .  And I would meet, a s  I do now, w i t h  c rews  

g e n e r a l l y  once  a month and t h a t  would be one of our  

f o c u s e s ,  t o  m a k e  s u r e  t h a t  peop:Le d i d  u n d e r s t a n d  r u l e s ,  

n o t  t o  beat  them up i n t o  b a c k i n g  up i n t o  a s i t u a t i o n  

t h a t ' s  g o i n g  t o  n o t  b e n e f i t  t h e  c u s t o m e r ,  b u t  t o  c a l l  

i t  j u s t  a s  i t  was.  

I f  you c l e a r e d  i t  a t  3 : i 5 ,  you c l e a r e d  i t  

3 :15 .  I f  you c l e a r e d  i t  a t  3 : 2 5 ,  you c l e a r e d  i t  3 : 2 5 .  

I neve r  g o t  i n t o  m i n u t e s ,  t r i e d  t o  work i n  m u l t i p l e s ,  

a l s o  g e n e r a l l y  t r y  t o  work i n  1 5  m i n u t e  m u l t i p l e s .  

Every once  i n  a w h i l e ,  you see p e o p l e  u s i n g  what  I c a l l  

computer  t i m e  and  t a k e  t h e  a c t u a l  t ime of  t h e  

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

* - 

- 

Q Is t h e r e  a n y  u s e  made o f  t h e  DWCS,  d i s p l a y  

! 

1 
! 
~ 

i 
i 
! 

I 

I 
! 

I 
! 

I 

I 
1 
I 

i 
~ 

i 
i 
j 
i 

. -  
I 
: -  
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work c r a f t  summary form o r  p r i n t o u t  i n  m o n i t o r i n g  a 

s e r v i c e  t e c h  ' s  a c t i v i t i e s ?  

h I t ' s  used  f o r  a;: a E t e r - t h e - f e c t .  If W e  

have  a damage claim, i f  we h a v e  a q u e s t i o n  a b o u t  a 

p e r s o n ' s  p e r f o r m a n c e ,  i f  w e  have  need t o  know some 

h i s t o r y ,  w e  go -- 
Q Did t h e  ne twork  s t a f f  p e r f o r m  o p e r a t i o n a l  

reviews o f  y o u r  I and  M o p e r a t i o n  -- L e t  m e  S t a r t  o v e r .  

Have t h e y  pe r fo rmed  o p e r a t i o n a l  reviews of - 
y o u r  I and M o p e r a t i o n  d u r i n g  t h e  e n t i r e  time y o u ' v e  

been  i n  t h a t  p o s i t i o n ?  

A Yes. 

Q How f r e q u e n t l y  a r e  t h o s e  r e v i e w s  

p e r f o r m e d ?  

A From s i x  months t o  a y e a r .  

Q And what  i s  t h e  s u b j e c t  m a t t e r  and  t h e  

s c o p e  of t h o s e ?  

A The q u e s t i o n  y o u  ~ ~ 1 s t  a s k e d  me, t h e y ' r e  on 

d i s p o s i t i o n  and c a u s e  code  s t r u c t u r e ,  n a r r a t i v e s .  We 

l e a n  h e a v i l y  t o  n a r r a t i v e s  b e c a u s e ,  b e l i e v e  i t  or  n o t ,  

somet imes  a p e r s o n  w i l l  have  t o o  f a t  of f i n g e r s  o r  n o t -  

be  p a y i n g  a t t e n t i o n  t o  what  is h a p p e n i n g .  

- 

A n a r r a t i v e  i s  a d e s c r i p t i o n  of what t h e  

p e r s o n  a c t u a l l y  d i d .  We t r y  t o  a u d i t  t h e  n a r r a t i v e  

a g a i n s t  d i s p o s i t i o n  and c a u s e  and look t o  make s u r e  



46 

j t h a t  t h e y  c h e c k ,  t o  make s u r e  i f  i t ' s  d e t a r i f f  work ,  

i t ' s  d e t a r i f f  work. I f  i t ' s  r e g u l a t e d  t i m e ,  i t ' s  i 
r e q u i a t x d  t i m e  . ! 

! 

! The ne twork  s t a f f  p e r f o r m s  t h e s e  r e v i e w s  
! 

Q 
and p r o v i d e s  you w i t h  a w r i t t e n  r e p o r t  of  t h e  r e s u l t s ?  l 

i ! 
A Y e s .  

Q And i n  r e s p o n s e  t o  t h e i r  r e v i e w s ,  a r e  you  
~ 

! 
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. 
r e q u i r e d  t o  t a k e  r e m e d i a l  a c t i o n  o r  c o r r e c t i v e  a c t i o n ?  

A Y e s ,  i f  i t ' s  w i t h  f i n d i n g s ,  t h e y  f i n d  i t ' s  
- 

s i g n i f i c a n t .  

Q When you were g o i n g  back i n  t i m e  t o  t h e  

I M C  manage r ,  who was y o u r  s u p e r v i s o r  a t  t h a t  t i m e ?  

A Cindy Whi te  and  Bobs R a e .  

Q Have you e v e r  worked w i t h  a p e r s o n  named 

T .S .  Crampton? T h a t  name r i n g  a b e l l ?  

A I worked w i t h  him cln s t a f f .  

Q Could I show you a memo and  s e e  i f  it i s  

f a m i l i a r  t o  you?  

A Mm- hm . 
Q Does t h a t  a p p e a r  t o  be a memo t h a t  you  - - 

w r o t e ?  

A Mm- hm . 
Q Take a m i n u t e  t o  r e a d  i t .  I ' d  l i k e  t o  a s k  

you  some q u e s t i o n s .  

Do you r e c a l l  t h e  : s i t u a t i o n  o r  t h e  r e a s o n  

! 

B R O W A R D  R E P O R T I N G -  SERVICE .. .. . 
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t h a t  p rompted  y o u  t o  w r i t e  t h i s  nemo? 

A Y e s .  

0 Could you p lease  d e s c r i b e  t h a t ?  

A I t  was a c o m p a r i s o n  o n  a s t u d y  t h a t  o n e  of 

my s u p e r v i s o r s  made, and I f o u n d  t h a c  t he re  w a s  some 

d i s p a r i t y ,  which  w a s n ' t  my j o b  a t  t h i s  t i m e ,  b u t  I 

n o t i c e d  - I know t h i s  i n d i v i d u a l  and I found  some 

d i s p a t i t y  a n d  I s e n t  it u p  t o  him f o r  h i s  a c t i o n .  

Q Okay. And t h e  d i s p a r i t y  t h a t  y o u ' r e  
- 

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

A I t  w a s  - f a c t  is, i n  my o p i n i o n ,  t h a t  he 

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

s t a t u s ,  I t h i n k ,  p r o p e r l y .  

Q Who was n o t  u s i n g  t h e  o u t - o f - s e r v i c e ?  

A Crampton.  

Q I n  wha t  way w a s  h e  n o t  u s i n g  i t  p r o p e r l y ?  

A I c o u l d n ' t  draw t h a t  c o n c l u s i o n  o n l y  

l o o k i n g  a t  a c o m p a r i s o n  sample.  

Q Would t h e  sample have  i n d i c a t e d  t h a t  h e  

was u s i n g  i t  t o o  f r e q u e n t l y  o r  t o o  i n f r e q u e n t l y ,  is 

t h a t  t h e  problem t h a t  you were s e e i n g ?  

A I n f r e q u e n t l y .  

Q So ,  Mr. Crampton w a s  a -- Could y o u  

d e s c r i b e  w h a t  h i s  p o s i t i o n  was, where h e  worked a t  t h i s  

t i m e ?  

. - 
I -  
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A Ee Was I i 4 C  manager .  

Q Another  IMC manager? 

A I n  West P a l m  Beach. 

Q S o r  when you s a y  he  wasn '  t u s i n g  i t  

p r o p e r l y ,  you mean h i s  p e o p l e  w e r e n ' t  s t a t u s i n g ?  

A R i g h t .  

Q What r e s p o n s e  d i d  you  r e c e i v e  from M r .  

Crampeon, i f  any?  

A I d o n ' t  r e c a l l .  

Q Was t h a t  a n a l y s i s  t h a t  you r e f e r  t^o t h a t  

one  of your  s u p e r v i s o r s  had  p e r f o r m e d  someth ing  t h a t  

was r o u t i n e l y  done o r  i s  t h a t  a spec ia l  case t h a t  i t  

was done? 

A No, it w a s n ' t  a r o u t i n e .  I t  was j u s t  

some th ing  t h a t  t h e y  had come a c r o s s  a t  t h e  p o i n t  - a t  

t h a t  t i m e ,  and I drew i t  t o  Tom's a t t e n t i o n .  

Q One of t h e  s u p e r v i s o r s  came a c r o s s  i t ?  

A Mm- hm . 
Q Do you  know what  prompted them t o  d i s c o v e r  

t h a t  a p p a r e n t  d i s p a r i t y ?  

A J u s t  a n a l y z i n g  t h e  r e p o r t s .  

Q Would t h a t  be MTAS r e p o r t s ?  

A T h i s  r e p o r t  h a s  o u t - o f - s e r v i c e s  and 

s e r v i c e  a f f e c t i n g .  Those numbecs' i n d i c a t e  what  t h e  

trouble s t a t u s  t o o k .  
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1 Q Is  k h a t  a n o r m d l y ,  r e g u l a r l y  p r e p a r e ?  

2 r e p o r t  o r  i s  t h a t  someth ing  t h a t  w a s  p r e p a r e d  j u s t  f o r  

3 t h i s  a n a l y s i s ?  

4 A I d i d  t h i s  j u s t  f o r  h im,  f o r  h i s  b e n e f i t .  
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Q The  s o u r c e  of t h a t  i n f o r m a t i o n  a t t a c n e a  t o  

t h e  memo would be  what?  

A Tha t  w a s  my i n f o r m a t i o n .  I t  was a 

s t a n d d r d  r e p o r t  t h a t  comes o u t  of  t h e  machine t h a t  you 

can a s k  f o r .  

Q MTAS d a t a ?  

A No, c a l l e d  RSTS. I c a n ' t  t e l l  you .  I 

t h i n k  i t ' s  r e c o r d  of  s t a t u s i n g  o r  someth ing  l i k e  t h a t .  

Q I n  t h e  memo, you make r e f e r e n c e  t o  i f  t h e  

r e p o r t s  a r e  n o t  s t r o k e d  up  f r o n t .  What d o e s  t h a t  r e f e r  

! 1 5  t o ,  s i t u a t i o n  b e i n g  r e f e r r e d  t o  t h e r e ?  

1 6  

1 7  

1 8  I 

1 9  

2 0  

21  

2 2  

23 

2 4  

25 

! 
A Simply  means i f  you. d o n ' t  know you have  a n  j 

~ 

! 
~ 

o u t - o f - s e r v i c e ,  how can  you t r e a . t  i t  a s  a n  

o u t - o f - s e r v i c e  i f  i t ' s  n o t  made a n  o u t - o f - s e r v i c e  up ~ 

i 
f r o n t ?  You have  t o  i d e n t i f y  i t .  You c a n ' t  i d e n t i f y  i t  i - 

I 

a t  t h e  end and hope  t o  t r e a t  i t  a s  a n  o u t - o f - s e r v i c e  if I 

you d o n ' t  know a b o u t  i t  till a f t . e r  t h e  f a c t .  - 1  
! 

Q S o t  t h e s e  t r o u b l e s  t h a t  a r e  b e i n g  r e f e r r e d  ~ 

i -  

! - '  

t o  were  j u s t  r e c e i v i n g  no s t a t u s  i n i t i a l l y  a s  t o  b e i n g  

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

A I d o n ' t  know t h a t .  I d o n ' t  know i f  h e  was 
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s t a t u s i n g  t h e m  a t  t h e i r  back end a t  t h a t  time. Your  

p e o p l e  c o u l d  s t a t u s  i n  t h e  back e n d ,  meaning t h e  f i n a l ,  

and  t h a t  was a p p r o p r i a t e .  

Q T h a t  was p e r m i s s i b l e ?  

A Y e s ,  b u t  I a lways  - a n d  t h i s  i s  

c h a r a c t e r i s t i c  of  m e .  I viewed it two d i f f e r e n t  ways.  

I f e l t  t h a t  - how c o u l d  you d e a l  w i t h  an o u t - o f - s e r v i c e  

e f f e c t i v e l y  i f  you d i d n ' t  c a l l  i.t a n  o u t - o f - s e r v i c e  on 

i t s  i n i t i a l  s t a g e ?  

Q One f i n a l  q u e s t i o n .  A t  t h e  end 0: t h e  

memo, i t  m a k e s  r e f e r e n c e  t o  t h i s  i n f o r m a t i o n  h a s  n o t  

been  made a v a i l a b l e  t o  anyone  e l se  or  words t o  t h a t  

e f f e c t .  D o  you know why you i n c l u d e d  t h a t  comment? 

A I was d o i n g  t h i s  a s  a f r i e n d ,  I f e l t ,  t o  

h e l p  h i m  o u t ,  n o t  t o  p u t  any p r e s s u r e  o n  h i m .  

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

I have .  

MR. G R E E R :  I d o n ' t .  h a v e  a n y .  

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

Q (Ms. W i l s o n )  You s a i d  you r e c e i v e d  no 

r e s p o n s e  from Mr. Crampton? 

A I d i d n ' t  s a y  I d i d n ' t  r e c e i v e  a n y .  I 

d o n ' t  remember t h e  r e s p o n s e .  

Q You b e l i e v e  you may'have spoken  w i t h  him 

o r a l l y ,  was i t  a w r i t t e n  communica t ion?  



1 

2 '  

3 ;  

4 

5 

6 

7 

8 1  

9 ;  

10 ; 

11 

1 2  i 

13 

14 

15 

16 

1 7  

18 

19 

2 0  

2 1  

2 2  

23  

2 4  

25 

A no, I ' m  s u r e  i t  w a s n ' t  w r i t t e n .  1 know 

what  g o e s  o n  and I s t i l l  c a n  keeFi my h e a d  a b o u t  m e ,  b u t  

I d o n ' t  - I'm s u r e  t h a t  h e  cal ied m e  a n 2  w e  p r c b a b l y  

had some d i s c u s s i o n  a b o u t  it. 

Q B u t  you d o n ' t  remember t h e  s u b s t a n c e  o f  

t h e  d i s c u s s i o n ?  

A No, I d o n ' t .  

MS. WILSON: T h a t ' s  a l l  I h a v e .  

MR. BEATTY: O k a y .  Thank you very much. - 
(Whereupon,  t h e  d e p o s i t i o n  w a s  c o n c l u d e d  a t  1: 1 0  P.M.) 

! -  
-- 

- I  
( S i g n a t u r e  o f  W i t n e s s )  
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STATE O F  FLORIDA ) 

COUNTY O F  BROWARD 
: ss .  

I ,  KATHLEEN SCHWAB, a N o t a r y  P u b l i c  d u l y  

commiss ioned  and  q u a l i f i e d  i n  and  f o r  t h e  S t a t e  o f  

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  of O c t o b e r ,  1 9 9 2 ,  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 l O l S A ,  6 4 5 1  N. F e d e r a l  Zighway,  

F o r t  L a u d e r d a l e ,  Broward County ,  F l o r i d a ,  t h e  f o l l o w i n g  

named pe r son ,  t o  w i t :  G A R Y  WILSClN, who was by m e  d u l y  

sworn  t o  t e s t i f y  t o  t h e  t r u t h  andl n o t h i n g  b u t  t h e  t r u t h  

of  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  c a u s e ;  t h a t  h e  was t h e r e u p o n  

examined  upon h i s  o a t h  and h i s  e x a m i n a t i o n  r e d u c e d  t o  

w r i t i n g  u n d e r  my s u p e r v i s i o n ,  and t h a t  t h e  d e p o s i t i o n  

is 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  by 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 and 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  t h a t  on  t h e  2nd day of 

November,  1 9 9 2 ,  I n o t i f i e d  R o b e r t  B e a t t y ,  E s q .  t h a t  t h e  

d e p o s i t i o n  o f  G A R Y  WILSON was now ' ready  f o r  s i g n a t u r e .  

-. - ~ ~- 
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I f u r t h e r  c e r t i f y  t h a t  I am n e i t h e r  

a t t o r n e y  n o r  c o u n s e l  f o r ,  nor  r e l a t e d  t o  nor  employed 

b y ,  any  3f  t h e  p a r t i e s  t o  t h e  a c t i c 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 ,  cir 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: h a v e  h e r e u n t o  se t  my 

hand and  a f f i x e d  my o f f i c i a l  seal. t h i s  2nd day-of  

November, 1 9 9 2 .  

Not 

My C O m m i S S i O n  e x p i r e s :  December 6 ,  1 9 9 2 .  

-- 


