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Q. 
A .  

DIRECT TESTIMONY 

R. EkRL POUCEZi? 

FOR 

OFFICE O F  PUBLIC COUNSEL 

3510RE TX5 

FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 523260-TL 

please state your name, business address and title. 

My name is R. Earl Poucher. My business address is lil 

West Madison St., Roon 812, Taliahassee, Florida 32399- 

1400. My title is Legislative Analyst. 

?lease state your business experience. 

I graduated from the University of Florida in 1956 and I 

was employed by Southern Bell in July 1956 as a supervi- 

sor-trainee. I retired in 1987. During my career with 

Southern aell, I held positions as Torecaster, 

Gainesville: Business Office Manager, Orlando: District 

Commercial Manager, Atlanta: General Commercial-Marketing 

Supervisor, Georgia: Supervisor-Rates and Tariffs, 

Florida: District Manager-Rates and Tariffs, Georgia; 

General Rate Administrator, Headquarters: Division Staff 

Manager-Susiness Services, Georgia: Profitability 

Manager-SoutheastRegion, Business Services; Distribution 

Manager-Installation, Construction & Maintenance, 

. 
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Pensacola and W T A  Plznning Manager-Florida. In aadi- 

tion, I was assigned to AT&T in 1968 vhere I worked for 

three years as Marketinq Manager i:: the Xar!.:et ~2 

Service Plans organization. I joined the office of 

Public Counsel in October 1991. 

Have you ever appeared before this Commission? 

Yes I have. I testified on behalf of Public Counsel in 

United Telephone's Docket No. 910980 on rate case matters 

and Docket No. 910725 on depreciation natters. I 

testified in GTE Docket 920188-TL on Inside Wire 

activities. I recently testified for Public Counsel in 

BellSouth's depreciation Docket No. 520385-TL. In 

addition, as an emp1oye.e of Southern Bell I testified in 

rate case and anti-trust dockets before the Public 

Service Commissions in Georgia and North Carolina. I 

also participated as the representative of Public Counsel 

in the negotiations and settlement of the deFreciation 

rates established by the FCC for General Telephone and 

BellSouth earlier this year and I negotiated the 

stipulation which settled the General Telephone 

depreciation docket in August of this year. 

What is the purpose of your testimony? 

The purpose of my testimony is to recommend to the 

Commission that it abandon the existing BellSouth Rate 

Stabilization Plan and apply the existing and traditional 
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rate of return szandards to Cie conpany. In addition, 1 

an proposing that the Commission impose an econonic 

penalty which would be direccly applied to the 

stockholders 3f the company in recognition of the 

violation of the piblic trust on behalf cf the com,any ir: 

the conduct of its maintenance and sales activities 

during the Rate Stabilization Trial. 

Finally, because of its unethical behavior in the conduct 

of its maintenance activities during the Rate 

Stabilization Trial, I am recommending thac the 

Commission re-regulate BellSouth's installation, sale and 

maintenance of simple Inside Wire at the earliest 

possible time. This recommendation is based on my belief 

that BellSouth's actions demand that the Commission 

regulate and closely monitor their future activities in 

this area. 

What is the basis of your proposal to return to 

traditional rate base regulation for the company and 

impose an economic penalty? 

The time for experiments is past. The Rate Stabilization 

Plan should be abandoned by the Commission and the 

company should be regulated under traditional rate base 

regulation. It is my belief that the Rate stabilization 

Plan contributed to a management mind-set that encouraged 
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. .  &.._ ... w.15.sspreao a;,sa cf =':s=oaers and the falsification 

3f r-pcr-s =3 =>e =.;..-? __I_-_ :- Service Commission in crder to 

produce aigher earnings while creating rhe false 

impression tkat =:?e campany was meeting existing PSC 

s=+ndarcs cf s~-r-:i=r. 

from cke sca;ldpoir.= cf the fiorida consumers, the Rate 

Stabilization Plan fell far short of reaching the goals 

intended by z h i s  Cmxission and instead, produced a 

"negative dividend" vh ich penalized its customers. The 

najor inpacts resulting from the i-plementaticn of the 

Rate Stabilization Plan are as follows: 

(1) It prosuced a larqe group of customers who 

were abused by ccxpany practices which resulted in 

maximized c=x?any prcfits and false TLality of 

service reports filed with the Commission. 

(2) Based on Srocedures that violated company 

practices, tke cmpany's management personnel were 

able to enjoy excessive and undeserved salary 

increases 5 x i r . g  the conduct of the Rate 

' Stabilization trial while customers were subjected 

to fraudulent sales and unacceptable levels of 

service which were not reported to the PSC. 
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( 3  ) The company s szockholciers enj cyed kighez 

return on their investment than justified by 

traditional regulation during the conducr; of Lhe 

Rate Stabilization trial, again, at the expense of 

the general customer body. 

( 4 )  The company was never able to achieve earnings 

it could "share" with its customers, despite the 

fraudulent sales and false senice reports t3 the 

PSC. 

Q. Why do you say che Rate Stabilization Plan Troduced t i e  

"negative dividend" you described earlier. 

A. Public Counsel has obtained documentation which, in my 

opinion, clearly demonstrates that: 

(1) In its frantic search for higher revenues, the 

company engaged in outright fraud by adding additional 

services to customer bills which were not ordered by its 

customers. 

( 2 )  In its desire to continue to demonstrate that it was 

meeting the established PSC standards of service while 

dramatically reducing its service forces, the company 

falsified its repair records and filed false and 

misleading reports with the PSC. 
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(3) Eigher xanagement igncred ciear and compeiling 

signals that company employees were engaging in the above 

activities. These signals vere largely ignored Enti1 

such time as the company was forced to acknowledge its 

problems and belatedly Segin to ixplement new standards 

and controls to eliminate widespread abuse. 

Please discuss the fraudulent sales activities conciucted 

by the company. 

Company employees added services co its customer's bills 

which were not ordered by its customers and without their 

knowledge. ?he company setcled a recent action by the 

Statewide Prosecutor (Exhibit No. REP-1) in an 

investigation of the company's sales practices which 

produced $12.2 million in refunds as restitution. 

The company's position is that they had a few bad apples 

who committed improper acts which resulted in their 

dismissal or discipline. However, it appears that the 

corporation was in a "revenue feeding frenzy" when it 

realized it had the opportunity to enjoy a higher rate of 

return under the Rate Stabilization Plan. 

'The .Statewide Grand Jury, in its Advisory Opinion filed 

on September, 16, 1992 stated, "After careful 

deliberation of the evidence produced, we have determined 
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that Socthern aell created, promotee, and suszained an 

atmosphere that served to foster and reward certain 

fraudulenc practices. As one example: The Company 

established an extensive sales incentive program that 

included suck prizes as cruises and appliances, which 

amounted to an engraved invitation for both craft 

errployees and management alike to comit fraud on 

unsuspecting and defenseless customers by selling them 

services they did cot need or want. The program was rife 

with overt pressure on employees to produce sales, but 

ccntained no 2rovisions for verification of acrual sales 

activity. By this and similar actions, we believe that 

the Company countenanced the conception of a culture that 

allowed corporate executives to look the other way when 

the specter of consumer fraud stared them in the face." 

The priorities of the higher management of the company 

placed revenue generation activities first and foremost, 

and they failed t3 exercise their responsibilities on 

behalf of their customers. Public Counsel will call as 

witnesses, Mr. C. L. Cuthbertson, Jr., General Manager, 

Human Resources, and Mr. C. J. Sanders, Vice-president, 

' Network-South Area, BellSouth Telecommunications Inc., to 

describe the discipline which resulted fromthe company's 

internal investigation into improper conduct by company 

7 I 
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employees in repair service. Fubiic Ccunsel xizzess Kzxk 

Cooper provides the Conmission with specific insiqht into 

the area of sales fraud and excessive sales pressure 

imposed by the improper use of monopoly power. 

It is my opinion that we will never know the full 

extent of the activities which occurred in the ad2ing cf 

optional services such as custom calling and.inside wire 

maintenance to customer bills without their knowledge and 

consent and in the submission of false quality of service 

reports. to the Commission. At chis paint, public 

Counsel's efforts to discover the facts of these matters 

through document requests and depositions have been 

vigorously opposed by the company. Until the Commission 

resolves Public Counsel's outstanding discovery notions, 

the full extent of these abuses will be known only to 

BellSouth. 

With over 29 years of experience in all phases of 

Southern Bell operations, many of them in Florida, I have 

never observed or heard of anything that remotely 

compares to the customer abuse and deception of the PSC 

that has been experienced during the Rate Stabilization 

Trial. In my opinion, higher management must have either 

been aware of the practices of its employees, suspicious 

a 
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of them, or incredibly naive. Znless :his Commission 

compels BellSouth to render a full accounting of its 

investigations, the extent of management's knowledge can 

only be inferred from the discipline that was imposed, 

existing discovery and external sources. 

What specific sales abuses occurred? 

BellSouth employees have been involved ir. extensive 

revenue-generating sales activities which resulted in 

substantial numkers of customers having various services 

added to their bills without their knowledge or consent. 

Investigations by the company revealed thac the 

activities took place in multiple locations. As a 

result, 50 company enployees were subjected to various 

disciplinary measures. Further, higher management was 

either aware or should have been aware that the prog- yams 

involved customer abuse and fraud and failed to act in a 

timely manner to deal with the problems. 

Do you have any proof of these actions? 

Yes. The company discipline administered to its employees 

for sales fraud is proof that it happened. Twenty-eight 

(28) Service Representatives were disciplined and five of 

them were terminated. In Network, three managers were 

terminated, eleven others were disciplined and five 

craftpersons were terminated. 
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The Stacewide Grand jury advisory opinion clearly States 

that the company was engaging in (improper) activities 

and that the company cuicure countenanced the conceprion 

of a culture that aiiowed corporate executives to look 

the other way. In his doposition to Public Counsel on 

September 14, 1992, Operations Manager L. E. Mixon, 

stated t5at he had encountered sales fraud in West Palm 

Beach in 1989 and had referred it to General Manager L.E. 

Spradlin by telephone. He also brought it up in a 

subsequent group meeting with Mr. Spradlin's managers. 

Nothing happened 2s a result of his revelations.. The 

company looked the other way, just as the Grand Jury 

concluded. 

How did the company's repair activities impact customers 

during the Rate StaSilization Trial? 

During the Rate Stabilization Trial, the company 

maintenance forces engaged in a wide variety of practices 

which subverted existing quality of service standards 

required by Commission rule. The company was thereby 

reporting acceptable levels of service to the PSC while 

actually delivering a lower level of service to its 

customers. 

10 
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Q. Did the deviations you have identified involve just a few 

Itbad apples" as you described earlier, or uas i; more 

pervasive? 

A.  Based on company data, 8 5  of the existing 297 nanagers 

with maintenance responsibilities were formally 

disciplined as a result of their activities (EXHIBIT NO. 

REP-3). Several others received Informal Discussions. 

Eighteen additional managers were identified for 

disciplinary measures, butthey retired EXHIBIT NO. REP- 

4). In total, the discipline of Florida's maincenance 

management structure exceeds anything that I have ever 

observed, based on ny 29 years of experience in the 

industry and my knowledge of the history of telephony in 

general. 

Q. Was the discipline confined to just the lower levels of 

management? 

A. No, it was not. All levels of management were 

disciplined, from the lowest to the very top of the 

organization. 

For instance, Vice-president Sanders disciplined a number 

of top level Network managers because as he stated: 

". . .they were responsible for organizations and the 
operations of organizations over a period of time, 

r 11 
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which I felt inappropriate accivities were zaking 

place and were not dealt with in a timely manner. 

you can sum it up by saying they were on your k-atch 

nanagers during a period of time, and I felt that 

they had responsibility for their organizations and 

making sure that appropriate activities were taking 

place during chat time." 

The managers who were disciplined because they should 

have dealt with the problems included 

. and 

throughout the state. 

What circumstances caused such a large number of 

personnel to be subjected to discipline at the same time? 

Isn't that unusual? 

Yes, it is. The investigations of naintenance operations 

were conducted by the company as an outgrowth of a 

complaint by the Office of Public Counsel filed with the 

Commission on February 18, 1991. The Office of Public 

Counsel maintained thaz the company was engaging in the 

systematic falsification of quality of service reports to 

the PSC. Despite continuing and persistent efforts by 

the Office of Public Counsel to obtain information 

regarding its actions, it was not until mid-1992 that the 

12 
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conpany addressed i=s proSlems and eenonstrated that it 

'jas only then beginning to take strong steps to change 

its ways of doing bcsiness. 

What steps did the company take? 

The company first disciglined 6 5  maintenance managemenc 

personnel. Second, najor revisions of maintenance 

policies and procedures were also imglemented to tighten 

the controls on the system. EXHIBIT NO. REP-6 is the 

primary document which directed the network organizatim 

to implement new, tightened procedures to prevent the 

kind of abuse thac occurred in Florida. There was a 

tightening of the rules to classify out-of-service 

troubles. "Wet Rules" for treating trouble 

classifications differently when it rained were 

eliminated. CON (Carried Over Not Scored) was eliminated 

as a transaction. Access to the data base for creating 

and closing trouble reports was limited. The machine 

time was implemented as the clear time on a trouble, as 

opposed to a manual entry which could be backed up. Many 

of these changes relate directly to the reasons cited in 

the discipline of management. 

'Did the company also agree to make changes as a result of 

the settlement with the Grand Jury? 

Yes, EXHIBIT REP-7 is the Southern Bell Review Program, 

, 
i 13 
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part of the Grand Jury settlement, that Frovir’es f z r  the 

implementation of an Ethics Program, creation of a 

Corporate Responsibilities and Compliance Office, Service 

Sales Changes, Maintenance System Changes and PSC 

Reporting proced- “res. 

Specifically, what types of discipline were administered? 

The discipline ranged from termination, to the 

withholding of pay raises,, to personnel entries in the 

form of reprimands, warnings or counseling entries. In 

the case of salary treatment, the penalties, in some 

cases, amountea to thousands of dollars. EXHIBIT NO. 

REP-5 shows the extent of the discipline administered to 

the individuals in the middle management of the 

maintenance organization. Higher managements would have 

received significantly larger financial penalties. 

Is it normal for management personnel to be disciplined 

in BellSouth? 

It‘s almost unheard of for a management person to be 

subjected to discipline in BellSouth. Sometimes they are 

incompetent. But that only affects their ratings. 

Historically, a management person subjectedto discipline 

could anticipate that their career progress had come to 

‘a total halt. 

14 
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Q. Please describe the climate that existed in the 

naintenance organization at that time. 

When the company entered into the Rate Stabilization Plan 

with the PSC in 1589, it basically agreed to certain rate 

changes and to maintain senice at satisfactory levels. 

As an incentive, it was allowed to share revenues above 

certain allowed rates of return with its customers. The 

company had nade significant efforts in the early 1580's 

to introduce new and better outside plant facilities and 

procedures and its overall level of service was perceived 

to be satisfactory. The major challenges to the company 

came from managing the load during bad weather and in 

meeting PSC standards, particularly in the area of timely 

repair of Out-of-Service trouble reports. 

A. 

With the advent of the Rate Stabilization Plan, the 

company was motivated to reduce expense to produce higher 

earnings and to maintain existing levels of service. The 

company did just that. It reduced expense by imposing 

large cuts in its craft and management forces. Its 

management personnel were given flat ultimatums to 

'maintain PSC service standards. It is my opinion that 

lower management delivered exactly what higher management 

had demanded--the aDDearance of aood service. But in 

15 
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order to 60 so, it iias necessary for them zo compronise 

the system at the expense of its cstomers. 

you sentioned discipline of management. What about 

discipline of craft personnel? 

To the best of ny knowledge, Qir.imal discipline of craft 

personnel has occurred, except for isolated 

circumstances. Over 0 5  craft personnel were targeted as 

committing improper acts. But it is doubtful that the 

company would prevail in disciplining its craft 

personnel, since there is evidence to indicate they were 

acting at the direction of managemenc. 

So, the result of these actions was that the company 

reported good results to the PSC and the customers 

actually received lower levels of service? 

Yes, the company went to extreme lengths to avoid having 

trouble reports fall into the category that would count 

against them with the PSC Out-of-Service over 24 hours. 

This was the single measurement among the PSC objectives 

which was most difficult to achieve. In compromising the 

system and company directives, they were able to avoid 

missing the PSC cbjective, but they also failed to 

pravide refunds to customers which were required by PSC 

rules when service was out of order beyond the 24-hour 

time period. So the PSC was not only deceived, but 

customers were cheated. 

16 
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Please describe =he activities of the compazy. 

First, company personnel introduced false trouble reports 

into the systein in order to inflate the Ouz-of-Se,’vice 

base and produce percentage results that achieved the 

objectives of the PSC. 

Second, company personnel classified trouble reports as 

Service Affecting during the duration of the initial 

processing, thus allowing selective and arbitrary 

classification in the final stages of repair based on 

whether PSC objectives were missed or met. In other 

words, if repaired within the objective 24 hour time 

frame, a trouble might be closed as Out-of-Service. 1f 

repaired later, the same trouble might be classified as 

Service Affecting. 

Third, the company closed trouble reports k-hich were 

counted in the PSC rule within the time frames of the 24 

hour standard, even if the repairs were not complete and 

subsequently generated Employee Reports to complete 

repairs. The Employee Report was not measured by the PSC 

rule. 

Fourth, company personnel were directed to back up 

closing times in order to achieve compliance with the PSC 

17 
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Numerous other sracrices and procedures ;ET= impiemenzed 

by the coapanjj t i 2  achieve leveis cf  ?e-’-- -,,-,.ante =;?a= 
. _ .  statisrically saz-sried =?.e req72irexen’is zf ::le ?sc 

rules, but worked =o the disadvantage c: t?ieir ~cs’iozers.  

These practices and ?roCedUZeS *<ill, I jelieve, =e 5 s ~ :  

dealt with in other dockets. Xowever, ?ublic Cocnsel’s 

position is that 3ellsouth 9ersc;lnei re.;u:arly 2nd 

consistently have followed procedures which produced bad 

service for cusconers and Ene e?pearance of good 

statistical results for the coxpany in fulfilling PSC 

standards. 

Q. What evidence have you acccxulazed ’ i s  si lppr;  yc.;r 

allegations? 

A. Public Counsel, through =he cocrse of t h i s  investiga’iion 

has received ana processea a large volune cf docxents 

which pertain to the company’s varims s y s z e x s ,  inclcding 

samples of trouble reports, internal reviews and 

investigations and depositions of 3ellso:ih persome’. 

It would be impossible for Public Counsel t a  determine 

the total exten-c of the failures of the cocp?r.y since it 

handles millions of trouble reports annually. Neither 

Public Counsel nor the company can precisely calculate 

16 



L -he =;tal :.zrks= =f e r r c r s ,  Z - ~ S S ~ C Z S  zze faisifi=z=ic:s 
c -;fiich have occ.2rree c.:e= =?.e ;asc -3-x years hy c3zpany 

employees. ,,nar is =er;zin 1s =,'.a= S 5  nanacemer.: 

emgloyees tier= =:sc;;-;nsc I> 1552 f3r accs zhich 

cozg27.y ;=a-=:=ss anC ;rocrf.xes in grz.;idiz; 

maintenance ssrv - ice  := i=s =;s:oaers. In addition, 5 3  

employees have been <isci~li>ed f;r sales graztices which 

primarily involved una-zhcrized services being placed on 

.. . _ .  . .  

custcmer bills ..: d - i - , . -  -i ' --.e:= ~ r i c r  approval. 

Q. Can you proviZe =ore Cetails regarding the discipline 

cases involving rhe naintenance organization? 

A. Yes. As a result of the investigation by Public Counsel, 

the establishnent of Dcckez No. 910963-TL by the Tublic 

Service Commission and the launching of a statewide Grand 

Jury investigacion by the Office of the Attorney General, 

the company, on irs own behalf, launched an extensive 

internal investigation. The company naintains this 

investigation is exempc f r o z  discovery under a claim of 

attorney-client an< work producc privilege. ?ier.ce, tks 

findings of the company's investigation have been 

withheld fro.- lublic Cauzsei. Khar we have are z?.e 

results--a massive top-tO-bOKtOm disciplinary action 

'which affectet the lives anC careers of almost one-third 

of the managezent in the maintenance organization. 

i 
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. .  .. ?lease descr;ae =he zypes 2f c;scizline :>:a= -;ere 

adiainistered. 

The discipline included counseling encries, reprlxands 

and financial penalties. NO employees were suspended as 

2 resclt of =he Investigazion. ';owever, there ;'ere 

severe financial penalties inposed on a number cf 

management personnel in lieu of suspensions. Some of the 

management personnel were disciplined because of specific 

acts, while others were disciplined becausa they were "on 

the watch," which meant they should have been aijare of 

the iaproper activities which were taking place in t3eir 

organizations and should have taken appropriate steps to 

correct them. 

EXHIBIT NO. REP-6 cozzains the procedures used by the 

Personnel and Network organizations to impose the va,l -1 ous 

types of discipline. 2XHIBIT NO. R E P 9  are copies of the 

personnel entries for most of the managers disciplined. 

What specific activities were identified as a result of 

the investigation? 

In some cases we do not know exactly. For instance, 

and 

were both disciplined but they claim that they 

was disciplined because of do not know why. 

2 0  
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tesTified in h i s  deposizicn C'at he had 

no direcc or second hand knowledge of " m y  Southern Bell 

employee that nay have falsified cusconer repair reccrds 

in any manner." This deposition was taken in July after 

approximately 90 fellow managers and supe--visors In 

organization had been shjeczed to 
- discipline, Lncluding h i s  General Manaqer. -5 It 

conceivable that no one 2iscussed the reasons or sources 

of the discipline for over four monzhs? 

Will we ever know =he truth? With this licK of candid 

response on the part of BellSouth, how can Public Counsel 

or the Comnission ever hope =o knoz tie er.=ire ~ t c r y .  

Only knows for sure whether he or his 

fellow nanagers and his supervisor, xho xas zlso 

disciplined, have discussed these matters. But it is 

totally inconceivable that would have 

21 i 
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been Gnaware - 2  2 - = Y -  .--- Sa"""". izves=igari:n i:. ?i=Zik 

?lcrida .;hick. -esu7 + - A  - -  1.. --. - *c  suspensions and one 

dismissal due =o =he qeneracion c2 Ziczitiszs --- L _  4uDle 

reports. Cne of ?.is ozn employees was investigared 

exrersively snd *~oul .S h+ve received 

complete details cf 3 s  inveszigarion. Zowever, his 

response in his 2eposition denies knowledge of even this 

activity. 

The North Florida invesiigation was launched after a 

similar inveszigarion in South Florida revealed that it 

was fairly sizple for a technician to create work for 

himself by calling in trouble reports into tne mechanized 

trouble reporzing system. Prior to 1991, there were 

apparently no controls in elace to alert nanagement to 

the potential for this problem. This problem is 

symptomatic c2 the entire systec, which allowed company 

personnel to easily bend the rules to produce desired 

results. 

The Operations Kanagers in charge of maintenance 

throughout Florida had an obligation to be zhoroughly 

knowledgeable of any falsifications, misconduct o r  

compromises which nay have resulted in failure to provide 

rebates to cus=omers o r  inaccurate reporting of repair 
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results K O  =he PSC. They would kave been r.eg1iger.z in 

=heir responsibilities had they Rot KkOrOUghly pursued 

=he problems and csrrecced =hem. And. yet, =:ley have no= 

2iscussed the largest 6iscip:ine case in the history of 

:he company, according to the teszimny of 

However, on the same day in Pensacola, Public Counsel 

=aok the de?ositicn of a craft person j r i th  

tie title of Maintenance Adminiscrator who works f o r  

She freely admitted that unci1 tke past year it 

was their practice to back up clearing times if out of 

service troubles were cleared within 15 ninutes of the 

24-hour objective which is the PSC requirement. This 

practice was in force in Pensacola since 1987 and was 

halted in 1992. She was instructed to follow this 

Frocedure by her supervisar who is now 

retired. 

The procedure uncovered in Pensacola could have happened 

anywhere. And it probably did. 

deposition taken by Public Counsel and t h e  various 

disciplines administered to Net-dork personnei su?,rrorts 

this conclusion. Employees responsible for the 

csmpletion of trouble reports were constantly pressed by 

23 I 
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. _-..- -i-- '-..-----ser~.*i=e =roubles  - Z  hi-;her z;izage-iez_t == -..:--- -._e- --- 
= lszre5  - , : -h i -  - - =  ^i ' p c - :  Yanaqeaent ,.__,._ 2 .  -1.- 2sc --1----v=s. 

personfiel  ijere r e q u i z s t  ;= je r .ozifiad when sai:=enance 

a d m i n i s t r a t o r s  ;;ere cl;sir.g c r i u k l e s  cha r  f a i l e d  t o  meet 
n -he z c t i t u d e  of h i g h e r  i h e  Comnissisn S tandards .  

managenent iias t h a t  t h e  o b j e c t i v e s  imst be m e t ,  vha tever  

it takes. (See Exhibiz Yo. REP 10). 

What o t h e r  p r o b l e m  were uncovered? 

One of  ;he x o r e  p s r v z s i v e  p rck lens  '+;as t h e  a d d i t i o n  o f  

f i c t i c i o u s  t r o u b l e  r e p o r r s  i n t o  zhe syszem i n  o r d e r  t o  

ach ieve  ?SC o b j e c t i v e s  f c r  ouz-cf-service t r o u b l e s .  The 

in ten ;  of t h e  PSC r u l e  is t h a z  95% of a l l  ou t -of -serv ice  

t r o u b l e s  should  be c l e a r e d  i n  24 hours  f o r  each exchange. 

The r e q u i r e n e n t  f o r  a neasurement on each exchange is t o  

p reven t  -asking over  ?oar s e r v i c e  i n  =he r u r a l  a r e a s  wi th  

s e r v i c e  r e s u l t s  f r o n  t h e  n a j o r  m e t r o p o l i t a n  a r e a s .  

The F r e f e r r e d  rr,ethod sS achiev ing  t h e  PSC r u l e  is t o  

c l e a r  ail t r o u b l e s  %i:hin 2: hcur s .  The  o t h e r  7,:ay is t o  

i n t r o d u c e  f i c t i t i o u s  our -of -serv ice  r r o u b l e s  i n t o  system 

and c l e a r  t h e z ,  chcs ex3anding t h e  kase  t r ,  a ch ieve  95%. 

, w a s  

d i s c i p l i n e d  because 0: " reco rd  keeping i n  t h e  r e p a i r  

d e p a r t n e n t  . It I n  h i s  d e p o s i t i o n  by P u b l i c  Counsel on 

J u l y  2 2 ,  1 9 9 2  a c h i t t e d  i n  h i s  d e p o s i t i o n  t o  
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adding fictitious trouble rep,?rrs == <:E C I S 2  1: c r 5 2 z  Z 3  

achieve the 95% objective 1:: :=ze Sczr.5. . .. . 

- "  _.. 
refused EO answer any q~es=ior.s 

regarding his actions in t k e  =,aizrenar.ce cezrez .:= ever: 

regarding the nature of his j s b  cfccies, ssserzinq ::is 

rights against self incrinination mder the Fifth 

Amendment. But 

admitted to acfding fictitious rego r=s  izzs the 

system to build the out-of-service base. 

were a l l  disciplined t h e  

company. 

In Gainesville, a 1991 security investigaticn revealed 

that trouble reports had beer. oriqinared Zr3 '  the 

telephone book, apparently for the purpose of adding =o 

the base to insure that the 0 5 %  stansard xas aciieved. 

No one admitted to the activity. aut =he :ollowin5 

Gainesville managers were subjected to ciscrp-ine in 

1992 : 

.. . -  

In South Dade, , a management employee, 

testified that she observed a zanagenent p e r s ~ n  L?. r?e 

25 
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maintenance center *xing telephone books ts originaze 

trouble reports i n  the Keys i n  1990. She reported the 

problem to the employee's supervisor and to 

her 

no action was taken following the incident. 

and 

and to the best of her knowledge, 

were both disciplined by the company. 

In fact, it is note that you will find on 

Exhibit No. XSP-10 which states, It is 

your responsibility KO meet this important result- 

Whatever it takes."(Underline added) And iz is 

note on Exhibit No. REP-11, page 1 which states, 

..We can't miss these.'' Page 2 of the same 

exhibit includes the note from that states, W e  

must meet these." All of references are to 

PSC standards for Out-of-Service(O0S) repair within 24 

hours. who reports 

directly to You might 

look closely at report as well in t3' .is same 

exhibit. It is a report that tells the maintenance 

center the number of 00s troubles which missed the 24 

hour objected, the total number of 00s troubles, the 

percentage and the number of additional 0 0 s  troubles 

reauired to be added to the base in order for them to 

achieve the 95% objective. The final line on this report 
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has ;o use whatsoever iz ;ne maintenance organizaiion, 

since they do not con2r-l the total nuFbeber Of resorts. 

aut it is the key number if you were actively engaged in 

adding reports to the system in order Zo achieve the 

DSjec=ive o r  if you -;ere reclassifying trc-bles from 

Service Affecting to GCS in order to achieve the same 

goal. Is this an isolated report? Hardly. According to 

in their panel deposition on 

July 19, 1992, this reporr; -..?as available to all of the 

maintenance centers on a daily basis. The question is, 

did they all use it like South Dade and Gainesville? 

Former employee who worked in Orlando 

maintained in his deposition taken on October 10, 1991 

that he called in his clerks on overtime to generate 

and 

false trouble reports frcm Kames they got fron the shone 

book in order to build the 00s base in Brooksville. 

Babair said he was advised of this procedure by 

who was on the North Florida Neiwork staff at the 

time. It is safe to conclude that this procedure, which 

served to thwart the PSC measurement system, was not 

isolated and confined to a few bad apples. More 

importantly, this inventive solution to a cor?orate 

problem may have originated with the Vice-President‘s 

staff person, who stated “you better not 
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iet ' 

Babair on how zo build the base. 

you have mentioned backing u;, times and adding to the 

out-of-service base. Were there other problems? 

aown cn this" while he xas izstruczing 

Q. 

a. Yes. k'k3 worked in South Dade and Xiani 

Metro, was disciplined by the company because she was 

accused of improper use of the CON (Carried over no; 

scored) transaction code. So was an 

and 

This procedure involved using a code which 

classified a trouble report as CON (Carried over not 

scored), which was the company code for delay in repairs 

which were caused by a customer request. This code could 

be used to eliminate a trouble report which could not be 

cleared in 24 hows from both the PSC neasurement and 

from a rebate to the customer. The company eliminated 

the use of the CON code in its major system-wide overhaul 

in January 1992. However, EXHIBIT NO. REP-12 is the 

company's response that indicates clearly that improper 

use of the CON code would result in the PSC Schedule 11 

report being incorrect. 

Another method to enlarge the base was to input non- 

existent Out-of-Service troubles into the system as I 

have described earlier or to classify less severe service 

28 
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affecting troubles as out-of-service when tney were 

cleared within the 2 4  hour s'cfeczive. For example, 

provided information that she observed 

five Ft. Pierce managers in a group discussion involving 

the failure of one of their naintenance admhistrators to 

status a cable failure as out-of-service and she refused 

to do so. According to deposition, the 

managers were upset, even though the employee was 

following the prac-cices -,roperly. This group involved 

and 

It is easy to 

conclude that company management personnel were highly 

motivated to achieve the PSC objectives, even to the 

extent that they ignored existing company practices. 

Was the Ft. ?ierce situation uzique? 

Not at all. was disciplined for backing up 

times in the closing of trouble reports while he was a 

supervisor in Coral Springs based on his deposition dated 

July 30, 1992. lie was also aware that 

all of whom were disciplined. 

had also been disciplined, all management employees of 

the 

was disciplined for classifying trouble 

reports cleared over 2 4  hours as Service Affecting and 

29 
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11 Q. Do you have other Fzcof to docunent the extent cf the 

12 problem? 

13 A. 

14 

15 

16 

17 

classifying those cleared zithin 24 nours as Gtit-of- 

Service based on ?.is deposition Cated ;u:y 27, 1992. 

These activities occurred when he was in Miami Metro. 

were also disciplined- other managers in ' 

was also axare of the improper use of the CON 

codes, of impro?er Sse of autoscreen rules, iz~proper 

backing-up of clearing times and Test O.K. troubles being 

classified as ou;-cf-Service. 

18 Q. Was higher management aware of the extent of the 

19 deviations which were occurring in the test centers? 

20 A. It is my opinion that under the incentive regulation plan 

21 

22 

23 

24 

25 

the focus of the corporation was on higher profits, force 

cuts and maintaining results that were required by the 

PSC. Higher management had to be aware of the shortcuts 

that were being taken in the maintenance centers. 

EXHIBIT NO. REP-16 includes excerpts from five South 
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Florida operazional reviews ir. lo90 that showed anaziRaly 

consistent resLlts. There xere up c3 62.52 error rates 

on handling of employee reporcs, up to 100% error rates 

on improperly classifying Out-of-Service reports, and up 

to 2 8 %  deviations on cse of CON status coaes. Tie 

operational reviews should have alerted higher management 

that they had major problems to deal with in the 

maintenance centers. 

How can you be cerzain? 

Of the three General Managers in the state, 

and the third retired. The 

Vice-President--Network, also retired, 

withou: being subjected to disciplinary measures. 

Drought the improper use of CON codes to the 

attention of in 1390. 

vas also aware of strong allegations of fraud in 

the maintenance centers by Frank Falsetti in 1990. ?IT. 

Falsetti's allegations were the source of the o?c 
complaint that started this investigation. 

I am quoting Nancy D'Alessio's letzer to 

on November 29, 1990 following her abrupt 

dismissal (EXHIBIT NO. REP-13) : 

* "I merely acted on what was common practice for 

everyone in the North Dade Turf...It was done on a 

F 
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daily basis per our instruccions...In che midst of 

all of this Lesko was in a panic over his 

index...Lesko demanded that I have one of our besr 

and trustful MA's close the TOK file because she 
-.. always did it this uay for . 4.- 

was also comon knowledge that had ' 

and several ocher MA's close their TOX@s to 

8 00s. That is the way it's been done since I came 

9 to the IMC." 

10 

11 On December 26, 1990, Ks. C'Alessio ;rote 

12 to again appeal f o r  mercy from the corporation, stating 

13 the following (EXHIBIT NO. REP-14): 

14 @'I took a direct order from my boss, a direct and 

15 

16 

17 

ia 

threatening order. The company put him in thzt 

position ... I told the truth everyone else lied and 
I'm fired. Is this the integrity problem I had??" 

19 the replacement for 

20 who retired, stated in his deposition that he brought 

21 to his new assignment a snift in emphasis from meeting the PSC 

2 2  standards to integrity of service and placing the customer 

23 first. 

24 Q. Can you quantify the number of customers who were 

2 5  affected by the various improper practices of the 
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company? 

I don't believe -,hat's possible. Our position is tha: 

the LMOS (Loop Maintenance Operation System)trouble 

reporKing system lacked proper controls to regulate the 

activities of the naintenance centers. BL:= i;! 

retrospective analysis, it is inpossible to identify 

which transactions were legitimate and which were not. 

If a test center was faced with a trouble report that was 

not going to be repaired in 2 4  hours, chere :as a wide 

variety of actions which could be taken (and were) to 

avoid missing the measurement. 

The management style enforced in almost every test center 

lent itself to potential abuse. For instance, troubles 

vere routinely not classified as Out-of-Service until 

they were closed out, therefore allowing the maintenance 

center personnel total flexibility to classify the 

trouble most favorably for the company. 

There is clear evidence of practices requiring that if an 

Out-of-Service trouble was over 2 4  hours and about to be 

closed out that it had to be referred to a manager. In 

Gainesville, it was done in the back room. Even if an 

Out-of-Senrice trouble was cleared after 24 hours, there 

were a variety of codes that were used to exclude the 

i 
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7 report fro= zeasurenenc. EXHIBIT !JO. Z ? - 1 9  is cne cf - 
2 many notes enshasizing to the FA'S which specific csdes 

3 excluded reporis from the PSC measurement. In addition, 

4 the management style intimidated many craftpersons to 

5 

6 Q. 

7 A .  

a 

9 

10 

11 

12 

falsify reporcs. 

now can you be assured there xas a problem? 

One doesn't Siscipline approximately 90 managers and 

virtually destroy their careers on the basis of a minor 

problem. The problem uas real. It happened: Large 

numbers of cuszomers were abused in the process and good 

employees were compromised in their desire to produce the 

results demanded of them by higher management. 

13 Q. Please discuss your proposals for penalizing the company 

1 4  because of its sales and maintenance activities. 

15 A .  

16 

One of the major problems facing Public Counsel has been 

the extreme difficulty in obtaining hard data to quantify 

17 

18 

19 

20 

2 1  

2 2  

2 3  

2 4  

25 

the impact on customers which resulted from the various 

falsifications and departures from company policies which 

the company engage* in over the past several years. 

The company has vigorously fought every effort of Public 

Counsel to develop full information. For example, the 

company vigorously deniedthat closeout times were backed 

up by maintenance center personnel in the clearing of 

troubles and then disciplined a large number of its 

i 
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management people for engaging in the praciice. 

responses in deposition were 

typical of the responses of others. With ihis lack of 

candor on the part of the company, it is no wonder that 

oPC was unable to quantify the number of customers who 

were harmed and the exact nunber 05 incorrect reports 

which were provided t3 this Commission. 

The company, however, couldn't sweep under the-rug the 

report of the Statewide Grand jury. It cannot describe 

the largest discipline problem in the history of the 

company as "just a few bad apples." Many, many customers 

were abused. The PSC was deceived. And the question is, 

"What is the appropriate penalty to be passed on to this 

company to insure that others are not encouraged to 

follow the same path in the future?" 

My recommendation to the Commission is that it should 

treat BellSouth's activities under the incentive 

regulation period as an insult to the regulatory process 

and a violation of the public trust. I recommend six 

specific solutions to insure that this never happens 

'again in the State of Florida. 

2 4  Q. What are your proposals? 

25 A. My proposals are as follows: 
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(1) 2eturn the company =o traditional rate of return 

regulation. It has demonstrated fully and completely 

Khat it cannot be trusted tc manage its operaZions for 

the benefit of its general body of customers cnder E 

system which allows for looser regulation. 

(2) Once the coxnission hzs determined the allovable 

rate of return for the company and has decided upon an 

appropriate range of earnings, the Commission should 

approve rate schedules that will set the company's 

earnings a; the bottom of the allowable range for 1993- 

1995. Then, require the company to return early in 1995 

to demonstrate that it has corrected all of its problems 

and is meeting the PSC standards before authorizing rates 

to be established to produce earnings at the middle of 

the authorized range starting January 1, 1996. 

(3) Hold this docket open to provide continuing 

oversight and follow up. Direct the PSC Staff to 

intensify and broaden its surveillance of the company's 

levels of service to insure that the reports of the 

company are valid and that force reductions are not 

producing bad service. 

( 4 )  Re-regulate the Inside Wire activities of the 

company as soon as possible to insure that the Comission 
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fully procects cusconers from atuse the icture as zhey 

have suffered in r-he past. The Commission has indicated 

in its United Telephone decision iz iiants to iniiriate 

rule-making to deal with this issue, but as of this date 

we still have no docket. 

(5) include the revenues and expenses from inside Xire 

into the regulated revenues and’expenses of the company 

to insure the General body of customers receives 

equitable benefits from these activities. 

( 6 )  Require that the company itemize all services on a 

monthly basis and that it clearly separate and identify 

basic services from optional services in its 

itemizations. 

Didn’t the company recently settle with the Stacewide 

Prosecutor in regard to the same problems you have 

identified? 

The company did settle with the Statewide Prosecutor, Sut 

the settlement was intended only to return to those 

customers that could be identified the money they lost 

due to the improper activities of the company. The Final 

Report of the Statewide Grand Jury (Exhibit No. REP-2, 

Page 2) states, 

“In closing, it must be noted that the proposed 
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settlement agreenent does  no^ cor,tain any 

'punishment', per se, of the Company for its 

alleged failure to properly report to the 2ublic 

Service Comission actual repair time for 

restoration of telephone service to customers ;rhose 

telephones were out of service....We specifically 

note, however, that the Florida Public Service 

Commission has both the jurisdiction and the 

concomitant discretion to impose severe monetary 

penalties on the Company if it finds that the 

Company has falsified reports required by PSC 

rules. We therefore strongly recommend that the 

Public Service Corrmission, in conjunction with its 

publicly mandated responsibility, investigate this 

matter, exercise its penal authority, and take into 

consideration this possible fraudulent conduct on 

the part of the Company in determining an 

appropriate rate of return." 

Q. Does the quality of service the company has rendered 

deserve application of your recommended penalty? 

A. That's the point. The Commission can't possibly know 

what the real quality of service for BellSouth's 

customers has been over the past several years due to the 

compromises introduced into the system. The fact that 

the company has filed reports with this Commission which 
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are erroneous, cverstated and self-serving, is reas3.1 

enough alone to inpose the penalty. The ComTission 

should noce that the most recent service evaiuation of 

the company produced unsatisfactory results for Out-of- 

Service restorals on the same day and within the 2 4  hour 

objective interval. in addition, the recommended penalty 

is based not cnly on company abuse of the repair process, 

but sales abuses and fraud as well. 

Please describe your proposals regarding inside wire 

installation, sales and maintenance. 

I probose that the Commission ispute the income and 

expenses from inside wire installation, sales and 

maintenance activities of the company, vhich are pres- 

ently deregulated, into the regulated portion of the 

income statement and re-regulate the terms and conditions 

of providing simple inside wire as soon as possible. 

Please explain the basis for your proposal. 

Due to a recent order by the FCC, it is now reasonable to 

conclude that the revenues and expenses from inside wire 

sales and services can and should be imputed for rate of 

return regulation by the states. The impact from this 

proposal would increase nec operating income before taxes 

by $7,473,000 (Exhibit No. REP-16) which was derived from 

the 1993 budget view dated March 24, 1992. More 

importantly, in order to offer customers future 
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6 Q. Please explain the reasons for your recommendations. 

7 A. During the 198O's, che Federal Communications Comission 

8 ordered the deregulation of inside wire and customer 

procection from abuses by rhe company which have occurred 

in the past, I propose that, to the extent possible, the 

Commission regulate the provision of simple inside wire 
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provided telephone equipment over the objections of a 

number of state commissions. ?he FCC maintained it had 

preemptive rights over the imposition of state regulation 

and prevailed through the appeals process. ?he FCC was 

interested primarily in promoting competition. The 

states objected mainly because of the potential impact on 

local exchange pices. in Florida, the PSC required the 

companies to unbundle inside wire from basic rates, write 

off the inside wire investment over a period of time and 

the Commission ordered the deregulation of inside wire 

services. 

Since the FCC did not consider the revenues of inside 

wire sales and service as an interstate product, the 

Florida Public service Commission also opted to book the 

revenues and expenses for inside wire activities below 

the line. In its deregulation order the revenues and 

i 
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A. 

expenses were, therefore, assumed to te excluded from 

ratemaking in the intrastate arena. In the appeal 

process before the FCC, it became evident in 1988 that 

the FCC's intent was primarily to promote competition and 

the FCC, at that =he, specificaily allowed the states 

to impute the costs and revenues from de-tariffed 

intrastate inside wire services for intrastate purposes. 

(See Exhibit No. rep-17) 

After the investment was written off at the expense of 

the telephone rarepayer, what emerged was a highly 

profitable maintenance business that never really became 

competitive. In the case of BellSouth, substantial 

portions of this business are derived from inside wire 

maintenance plans vhich are offered to ail basic 

subscribers at a flat monthly rate. The high rate of 

penetration the company enjoys in this market is 

reflective of the advantage the company enjoys over its 

competitors in providing the service. 

Does the Commission have the jurisdiction to impute the 

costs and revenues from inside wire services into this 

rate case proceeding or to regulate the service? 

On February 14, 1992, after having been reversed by the 

courts, the FCC concluded Docket 79-105 which was open 

for a 14 year period. This final FCC ruling clearly 
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gives the states che power =o regulate price and %e 

conditions under which telephone companies provide sirple 

inside wiring services, or, if the scates aesire, they 

may inpute coscs and revenues from both sinple and 

complex wire in the proceedings to sec rates for tariffed 

intrastate services. The FCC also clearly forbids 

assignment of any costs or revenues to the interstate 

arena. (See Exhibit No. REP-18) While we have urged the 

Commission to only iapute the revenues and expenses fron 

inside wire into rate cases for other companies, 

BellSouth's fraudulenc sales and maintenance activities 

call for special moves on the part of this Commission in 

order to protect the customers of the company. it is my 

recommendation, in view of the company's activities, that 

the Commission re-regulate inside wire activities of the 

company as soon as possible and recognize the revenues 

and expenses in this docket. 

Won't BellSouth argue that the Commission cannot violate 

its own rule? 

Probably. But, in the recent United Telephone Docket No. 

9 1 0 9 8 0 ,  the PSC staff concluded that "there is an 

adequate record in this proceeding to move the revenues 

and expenses for inside wire for United above the line." 

How does BellSouth conduct its inside wire business? 
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A. Inside wire is an inteq:al part of BellSOUth'S Cele;:.h.One 

business. The customers for the company's caintenance 

contracts come from the existing aaca base or' the 

company. The prime sales opportunity comes when the 

company processes the initial service crder and ccring 

subsequent business contacts with the company. 

Maintenance contracts are sold by Service Representatives 

at the same time as new service is established. The sale 

is part of the service order that installs tSe service. 

The company's repair records identify the customer as a 

subscriber to the maintenance plan. aepairs are made, 

when required, by the company's service technicians in 

the normal pursuit of their job. And finally, billing 

and advertising is accomplished through regular billing 

and bill inserts with local telephone service. The 

inside wire product line "piggy backs" on top of every 

operating system of the company and because of these 

shared costs, it is extremely profitable. The 

extraordinary success of the company in marketing inside 

wire maintenance is related to the advantages the company 

enjoys because of the monopoly entity. If you remember, 

the inside wire investment was written off entirely in 

the mid 1980's, and it was, of course, the reFlated 

entity that shouldered the burden. That says to me that 

BellSouth was protected from any loss in this market by 
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recovery of its inside vire investments fzcm basic 

ratepayers. Today, the nonopoly assets of the company 

are fully utilized co produce a highly pzoiitable 

business that operates for the sole benefit of the 

stockholders. 

Won't the company argue that this is a deregulated 

service, subject to competition and that the public is 

best served by allowing the forces of free competition to 

regulate price and quality of service? 

Certainly they will make this argument. But the bottom 

line is that the company could not provide the same 

service in a truly competitive arena. Let's assume that 

the company wanted to also provide the same service to 

United Telephone's customers in Winter Park. It has no 

data base, no list of prospects, no easy means of finding 

its customers, no billing system and its service 

technicians are located in Orlando. Not only would the 

company find it almost impossible to operate effectively, 

but it is inconceivable that it would achieve 8 0 %  or 

higher market penetration. 

There's nothing wrong with the current method of 

providing service, since it provides a needed service to 

the public in the most economical manner. 

Then why should the service be competitive? 
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A .  

A. What's happened is =ha= Liajor portions of :he service 

that was competitive f o r  3ellSouth has been lost. Now 

that electricians can instail new inside wire in a house 

under construction, much of this business goes to them. 

The reason electricians have taken over many of the neir 

installations is because they can do it in the normal 

course of their business. That's exactly why BellSouth 

has the same built-in advantage when it' provides 

maintenance. I cannot foresee any scenario that will 

substantially alter BellSouth's advantage or continued 

domination of this aarket. Whether this Commission 

decides to impute the earnings from inside wire into this 

rate case, or re-regulate the terms and conc?itions of the 

service, BellSouth will continue to enjoy unusually high 

levels of profit from a product that has universai demand 

from its basic ratepayers. 

Is the amount of your proposed adjustment accurate?' 

I believe my proposed adjustment is reasonable. My 

recommendation comes directly from their most recent 

budget. There are a variety of ways to calculate 

overheads, and they can all be questioned. But as a 

regulated service, the question becomes moot. The Company 

could, of course, be required by the Commission to 

provide accurate and detailed cost analysis, in a format 

acceptable to the Commission. 
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1 Q. 30 you have any further proposals? 

2 A. Yes. In the event the Commission does not impute the 

3 profits from inside wire activities into its award in 

4 this case, that it hold equivalent revenues subject to 

5 refund, pending the ourcome of its generic docket. 

6 Q. Does this conclude your testimony? 

7 A. Yes, it does. 

46  
F 





The i a l i v i l u a l s  c i l r r e n t l y  i n  c3arse cf :>e Comsrry have becone 
ciare  of OUT i n v e s t i c a t i c n  2nd :hey kai-e 3ronisei tc e l i n i n z i e  t:?s 
Coinsany's susgec; s a l e s  a25 r t f - r .C  :r==?icss, macy 35 -..->ic?i -der2 
unco-Jerea as z C i r e c i  resulr  of oc~r i z q ~ i z y .  We aze crazifiec by 
d e l r  repentant anl respczs ioLe  a i t i t c f e ,  wkich has been r e f l e c t e d  
in t h e  r e c e n t  implementat ioa cf zevLse5 sales pracrices, refcr.5 
prOc=rnS, znd an Er?.?hasis cn et.i,i=s rrzlr . ing for all enTloyees.  

T h e  Company has r e q u e s t e d  t n a t  rhe Statewide P r o s e c u t o r ,  t h i s  
body's Legal Adviser ,  r e s o l v e  o u r  i c v e s t i g a t i o n  s h o r t  of criminal 
p r o s e c n t i c n  of the Comgany. -2.s z resulr ,  =he TenTh State-dide G r ~ x l  
Jury has  cons ide re6  a prcposed se;:lemear agreeme?.: between t h e  
Corn?a?.y ana  the O f f i c e  of S t a t e w i l e  ? r c s e c u r i o n .  

.. i' . 
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We note with some dismay thaz the Stare Legislature has not yet 
enaczed any of our  aroposals. Li amen&nent tc the ex Darte section 
of Chapzer 250 of the Florida SzatuKes, though not as efficacions 
as . o c z  sugges:ioas. was ?assed by the State r.ocse cf 
Representatives.. but it did noi come to a vote in the Senare. We 
crge the Legislatcre t3 slloczte time diiring its next sessior. is 
consid== and ?ass ihe recommendations cor?tained in cxr Inteziz 
nepori. 

- -  .. 

- 
- - . . .  - =. :=3z~oitisns on szployment cf Cc.mkr.ission~rs 

IxneCiaiely zfter zesig~izg, a former 5cblic Service Cc.m.issioner 
zzcect ly  accz?zed a lucraiive position wiz3 an ~:zil:~re of =ne cf 
.Le ctilizies he used ts rezclare. X e d ~  re?orrs :n=i=z:sC t k z  his 
srarrins salary was twice thai of his Conmission saizzy.  It 
appears thai nothino rtsrricted the ability cf that EZiliiy f r o n  
czurtizc the Commissioner Cering the rqulaiory ;rscess, znd 
nothing prevented tne Commissioner from seekins suck emplcymesr 
during his tenure on the Conmissicn. Couple% with =he almost 

ziA Conmission staff, the exisrence of s x h  relationships creares 
an appearace of impzopriety the Commission CL? ill aficzd to bezr.. 

We are therefore conceriled that the Legislstuie ' failed .to .enact 
another necessary reform in the many sessions hela this year: a 
law prohibiting Public Service Commissioners frcm acceptinp 
employment with the utilities regulated by the Commission. 

- - .  
. - .  -- 

..-- -.Zettered abiliyy to disruss regulatory matters w i t , ?  Cornissionezs 
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.. Ocr i s v e s t i c a t i o n  - of Soc::lsrx Sei; ,  a212 :he rzrommezdeC set.tleinesr, 
facused  on t h e  s a l e  of o-,ricnal s e r v i c e s  P:rizc - a program s sec i~ . l l y  
ciesigxed f o r  t e l e p h o a e  izsrtll~tion aac repair p e r s o n a e l .  One c.5 
rhe q u e s t i o n s  l e f t  :or z1lot3er l e y  i s  what2er :3e o v e r a l l  sales 
p r a c t i c e s  of Souther?  Sei: a r e  plagueci w i t : ?  ::le pozent ia :  f o r  
f r aud .  Due to zhe ouz?,surisg of coms:Eints reporzed  r e c e n r l y  i n  
the media f ron  Southern  Sell ccstomers paying for services z:?ey e i d  
not o r d e r  and do n o t  wazr. w e  f i n d  it necessery  t3 briefly e d s r e s s  
t h i s  potenrial  ques t ior . .  

I t  would appea r  that many of t:?e p z a c t i c e s  which cou ld  l e a d  ta such 
a resclt may w e l l  n e  r io1a t io r . s  of 'consunex ? r o t e c i i o r .  laws. 
Xowever, w e  n o t e  w i t h  mil~:? ~ ~ - = e r r .  t 3 ~ t  =:?e f rauciclenr  p r a c r i z e  c f  
_.._ - + s l e a d i n c  - u t i l i t y  c u s t m e r s  2 s  ;c =he zat.ire anE cos: of cezzaiz 
services is n o t  covered. Sy :he C.=?_s..xiner Sro tec t i c? .  azt 
Telemarke t ing  Acys c e r r e r ~ r l y  @a ::?s books. S e c r i o z s  5 0 1 . ~ ~ ~  a t  

_ _ _  -=,e6 by t he  PSC. w e  zc;e also =hat tkere are few ISC r-les 
des igned  t o  ;rcteci c t i l i t y  c o z s c ~ e r s  f r m  czscr-pilcas sales 
a e o s l e .  

- - -  
~ ~ l . ~ O < ,  Fl0r:&a s+--. c e c ~ i s s ,  -- s p e c i f i c a l l y  exezpt  ~ t i l : : ~  a c x i v i t i e s  .. 

-i 

Inasmuch as few u t i l i t y  custoners have a c k c i c e  i n  s e l e c r i n g  t he i r  
common s e r v i c e  p r o v i d e r ,  w e  s;rozgly reconinen? t h a r  the  ?uSiic 
S e r v i c e  Commission adopi s i n i l a r ,  11 no: .?;;re r e s t r i c t i v e  r u l e s ,  
foi t he  sales and marke t i ag  ;e=:"ciques cf o?tiziial servlces tc 
w h i c h  These sane customers sre s u j j e c r e l .  

The consumer p r o t e c t i o n  s t a t u t e s  r e q u i r e  w r i t t e n  and signee 
v e r i f i c a t i o n  of o r d e r s  f o r  goods o r  s e r v i c e s  t a k e n  by t e l ephone .  
Secz ion  501.059(5),(6), Floz ida  S t a t u t e s  spec i f ica l ly  states:  

. _  

i 



4 .  s:?zii ccr.=+iz :he ?.axe, adcress, and ;eles?cne ci 
- -  -:.e seller, :3e rc:al ;rice of :he ccr.:rac:, ar.d e 
Cezziled desczi?ricz of :?e ;ccCs or.services S e i n ~  sold. 

conspicuocs Type, -. _ .  Shall =3niai-, 1;. bold, 
immediaiely ?receding the sicnature. :he following - - -= ,-me.?:: 

- -  - 

- - - - ~  

6 .  ?!ay not fxclcZe frcz its terms any crsl or xriiten 
representatiozis made by the telephone solicizcr to The 
cocsumei ir: cmneczion wit> t h e  transacticn." 

 he Telenzrkecing A=: f-rzher ?rotects the conscmers of ihis Stare 
Sy recuirinc a s7atemer.r of cocsumer richis, sroviding a rhree day 
- ~ g s c  of rescissioc, ~rititlement to fxll refund if ihe Act is 
v-olated, ace paymenz cf COSTS of cancellstion by t?e seller. The 
>.CY also sr=-:iBes f a r  criminsl ?enclzies whez Cece?zioc I s  *sec ir 
co-znecrio?. t~i:n zn crzer to sell. 

- .  
. .  -. i. 

..< 
. .  

. .  - -  

. .  ~ e q ~ ~ = ~ ~ ~  -2tiliiies to =j*-:7 L.cII-  +rrC mairirain wriyten auikorizations 
frcm czsiomezs is LY = ~ s y  nezhod t3 pirevent i r s u 2  by corpcrate 
cecepiix. 3erectiaZ of scch frzud should n c t  be the sole 
responsibiliry of *. c'.stomer. Xany customers, ?ernaps hundreds 
3: :housaccs of theE, would no: know They were paying tzo much for - ,..gne i service unless tkey read their Shone Sill each month in 
micrcscosic detail, assuming they received a detailed bill each 
zontk. A cusiomer role that the bill fOi monthly basic service . -Lil .. >E?, -I_ i^- example, S20 ?er month, but nor told S 8  cf thai 
r is~. rh?y f ~ e  5 s  for opiicnal services. will in ~ l l  probability pay 
rhe WriiTen Sill each month k-itnout a quibble. After all, that was 
the price Taoted by the telephone company representative arrd the 
bill maiches ihe price. If the company only itemizes these costs 
i7 -. a yearly billing summary, a d  the customer does not read the 
SUmmsry, ;he customer c m  easily be given the false impression that 
=he bill contains only mandatory charges. 

"?.e iec:slz:-re has zn cSli5ation to prevent victimization of all 
i h e  citizens ct this State. If the Public Service Commission does & - 

i - 
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. .  ’:-e 3t?.er ===ui2ers sf Icct l  :~-G?>CZ~ szr-,->=o_, is Scu::?erz Sell. 1-.. 
= - reculateC -:111:y. :z exchance fcr sr1-5 re?:LzzeC 5.: - 2  
government er::::?, :?.a: ?cr:ion of the bcsi>tss whit:? is rer:lateC 
is alloded. to c:lar.;e certain s?ecified amoL?:s -3  i=s TCs=5zs=s f = =  

I =  a ..-;-i* -- . . - -2- -y is .-k ...e regulated telephone service it ?rovides. 
xnable to achieve :he micimal levei of re:ixx to wnic:? the 5SC 
decides it is enritled, the company can ask the Commission to 
+?prove ar: rncraase iz =he axount c’lstomers ?ay fsr reydlat& 
Telephone serv:=e. .;11 cf :he expenses iriczrrs? i:: rke ~rz-:isicr.  
of regulaied rsitphone service are ?assee =:recrly c ~ x  TD tke 
customers, izclkins :he szlaries e36 Sexefizs cf el1 s--; -.ir- - oyees 
during :he tine those employees are worx:zc 2n e rrgc:iated 
zczivi=y. 

Sy ?ublic Service Commissicn Zule, the amocz-c 05 time em?lcyees 
spend oii unzeglateC ac t iv i t ies  is Supposed 12 3e dedUCte5 :=om the 
mount  paid by customezs of regulated zeiephcne service. T k s ,  
there erises e question ci “cost allocation. The ctility must 
accurately allocrte ccsts so that ccstomers cf recl?lsset telephone 
services are  not scjsidizing the ccsi of cnr rcc l a t td  EC-:--~-: _- * -  ,;es - 
?;?e PSC is ckargec with ;;le respoiisicr-iry cf nc.?irorizr - a d  
regulating the cost allocarion srocess. 

. .  

_ .  

. .  

.. . _ .  

-i -..-s i question arose ir. :he ccz iex t  of cur izquiry r=cart.lxg tke - 
sa le  of certair: unregclattd cstional services t:~ insrsllarioc ~ : 5  
repair persorael (regulared). We reacked 2~ ccnclcsicn as tc 
whether the cost allocation process is currently being nisused, but 
we determined t h a r  the o3port-aity and temptrtion ;3 zcve salzry 
and benefit allocations tc the reguleted side n f  2 utility +?peared. 
to be gzeat. While not a matter in which WE :-.z11C a g r ~ + t  Seal of 
expertise, we have considered the implicatisns of a feilure to 
accurately zllccate css=s and believe the: better jerhoCs cf 
detecticn and P-iforcement must be implenezzed to --- =-=vezi ;?.e 
unlawful subsiCy of the unregulatec side of the utility by the 
regulated side. 

We therefore recommend that the PSC initiate quarterly cnannounced 
spot reviews and a complete audit and regulatory review of the cost 
allocation process on a annual basis. The audits should, at a 
bare minimum, follow the generally acceptet auditins stmdards 
established by the Auditing Standards Boezd of the .heric+n 
Institute of Public AccoLYtants. - 

0 
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- 
L. Rate cf Rerurz 

- -  The Yziional %ssociatioz CT rteyzlztory :ti?::-~ Cxmissioners 
recently compared three methods of calcclaiing race of ret'2.lrz & ~ d ,  
2s a result, reache6 the conclusion :hat "crilities were boih less 
risky and more arofiteble icvestrnenys :han t h e  average ncn- 
reculated corporation". 

Section 364 .'03 ( 1 ) , ~ l o r i d a  Statutes, states thai :he regulated 
portion of utility com2anies. " . -  may not be denied a reasonable 
rate of return." We undersi+nd that what is reasonable to one 
expert hired by a regulated utility may be entirely unreasonable to 
an expert hired by a consumer advocacy group. It is all very 
subjective. The PSC has to take that subjective standard and apply 
it to t he  real wor le .  We realize tiat is a very c?ifficult task. 

i 



- L  _ _  . 0-r 5,e;ief :>a: :zs::lz:e< zcz~anies s;?z::lC kzve :?.e rigkt :t 

1.. - c:.".er words., a r i s k y  %s:zess vs;1:ure shczll ?.~vP :>z r lczr  z z  

,I .. i. ,i.e .- ?co;ie i:: a s:..,E;* ,,- .... - .-.- --*.:..- ...-- 

2 ra:e cf =e;c:T;1 siz::zr :o a ncr:-regclateC cx?any of equal risk. 

a much higher tare cf :p_ruri: ihan z relativel>- safe venfure like 
;he e.uclcsive prov:sig:. sf co-r:ai~. basic re1s??.one ser.Jices :o air 

=..- -=. =--.. .+.L kze i:. :=el af  -'--- -..a L 

service . 

we suoges: tha; the ?;uLlic Service C3rs.issior. a3poir.t a Slue ?.iSSor: 
?anel 05 exper=s selecren; k y  cxscaer acvocazes, inclcci~g SC: ncz 
limiied to che Public Csznssl,  reguizree uiilizies azd fSC szaf: z:  
develop s?ecific eccncaic ?arameters rz elimlnate some cf =:1e 

examcle, the group may wis;? to c3nsiCer the scssiSility of tyizg, 
in some way. the maximum rate of return f o r  relatively low risk 
regulzred utilities 10 the izteresi rate 05 long term United States 
Treasury Bonds, taking into account,the,economic circumstances ai 
:he tine :he .rate is ss:. 

We have learned that several years can sle?se befcre a rsrs of 
return is changed. This regularcry ga? fails t3 2rovide fzr ragie 
changes in econcnic circumst+nces, scch as z Cecline in izteresi 
rates and inflation. Jasing the raze of return on a seleczeC, 
easiiy measurable econonic parameter, or an average of several such 
parameters, would make it easier TO revise the rate of return on a 
yesrly basis if econoxic circurcsrances warrant it. 

We realize that any definitive recommendatioz ir? this. regard is 
beyond the scc?e and experzise of r h i s  Grane Z.;ry. Ye merely wish 
to ?cinr oct thar i; is an zrea worrhy cf clcse scruiiny aa.2 
v ico rous  debere i n  a pcblic ~ ~ z - L T .  

. .  

.. 
. .  

., 

- subjecrivity icherenr in rhe crrez= raremaking srocess. .-CZ 

The Staxewide Grand Zcry also exbarked u j o n  ez i2ves:igation cf 
gangs and ganc-related aciivity in the State of Florida. 

The results of oilr work can be f o m d  in =he Indicrments listed ir: 
the attached chart as SXGJ Case Numjers 1 and . 1A .  These charges 
represenr the first known occasion that the Street Terrorism Acr 
and the Racketeering Act were joined together ir. one prcsecurion ir: 
FLorir2a to <ismantle a criminal sang involved. in everyzhing from 
narcotics traffickins to arson. It has Seen zeported to us that 
zhe gang,. known as the 34th Street ?layers, has not re-formed or 
resurfacee since the incarcerazion of the defendants on these 
charges. 

During the course of this investigation, we conducted a survey to 
idenrify the magnitcde of the gang problem in the State. O c r  
examination, conducted with the assistance of State and local Law 
Enforcement agencies, revealed that no central repository exists 
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W e  a r e  disheartened by the total lack of iiiterest demonstrateC Sy 
T h e  LeGislarcre in this matter. Cjirhou: an &c=urate acrmstinc ~5 
t5e im?act of 5ancs or. :he crinizrl  fcs;ice syszen, nec=sser:~ 
reforms in criminal laws cacnor be made, nor can adequa:e funcizo 
r'ornulas fcr eniorceaei: Sa 3roCuced. Ne ~ r g e  the '=c;islaixze _-_ 
to be nore.  far-sighted in =his regerc. 

.. 

The Grand jury is vested with enormous power, an8 with ir a 
aroicund responsibility. It has an ictimilczing anC deterre-t 
e'=oct 4.A- on those who violate i h e  lax. I: also has rne power ZZC 
Ccty to protecz 
responsibilities of the  GranC jury are r r u i y  zi;esome. 

The Stztewice Grane ~ u r y  is a ilZiq2e orgc7ize i ic2  f rom a n;r?:Ser cf 
srandpoints that require s?Ec~+: consideraricn. The Stetexide 
GrEnd ;cry, in2anelled k y  the F'lcrila SuGreme C ~ c r r ,  Ls -I--= ..e;- C? 0 5  
citizens from zl1 cozners of t h e  Szate. 2 ~ r o r s  must rravel sany  
miles io and from the courr size for each session. For us, t k i s  
has almost Seen monthly, for a ?er iol  ci fifreen months. Sessiox 
have lasted from two to three leys, and rhe average day's work is 
in excess of the typical eight hour day. Eecause the iocarioc is 
.ar from home, Grand Jurors zre "sequesteree" from their fm.iLies, 
homes, and occupations durinc the lengtr? of =!?e sessio-s. 

This is not .a voluntary service. Jurors are  chosen by the co~rt 
and must serve or face contempt charges. 

Given the unique nature of the logistics and practicalities of our 
existence, we have discussed a number of areas where consideration 
should be given to treat Statewide Grand Ju ro r s  in a m o r e  equitable 
manner. 

-;he ixiccezc ~ c a i n s ;  arosecu=io~. -'c __._ 
- 

L 



- -  

-. 
’* -he ccrrent fee of S10 par day f o r  Srztewida Gzaze 2crors  is 
mefcily inadeccaie. I= ~ = o c c r s  to Epprarixately oze-rhirt cf 
:he ninimLm wage fcr t he  zverece xork Cay, end does nc; Take izzc 
Bccsunt the exrraorCinary cz?.c:tio-s cf o u r  se-vice. . .  

O u r  service, as Cisiingclshed frorn ?=-,it I-ry service, after? 
resulrs in expenses 20: cozsidered iri rhe sertir.~ of =:le fee 
strucrure: long distcace telephoce calls 53 c3rrs;..u3icZ=e .*-it5 
5mily and to mzintain ties to jobs: kennel costs for the care of 
ar.im+ls: the pcrchase cf s?eci+? Travel iiercs, r a g i n g  from 
Zoiletries to suitcases, ~ ? d  so forih. These maiters have 
apparently been ignoree in the decision meking process. 

_ .  it is obvious thai the Stat2 is ;z C i r e  :inzncia1 cir~urrs*-- Lsi.ces. 
It is 2150 obvious, however, that the criminal jcstice system 
cauld not function without individual citizens Gischargin~ their 
civic duty to est as fair and impartial jurors. While no one can 
3e fired for jury duty, there appears to be no restriction on the 
zbility of an employer to withhold salary dollars during the 
affected time periods. Further, self-employed business people 
may experience lost opportunities that could have an adverse 
economic impact on iheir livelihoods f o r  years ;a come. Citi2er.s 
=acing such economic hardship are unlikely to ?ay complete 
attention to the maiters before them, and map choose to expedice 

io 



=he sroceedings a: :he ex?ense cf zne ricnzs of czhers. Xkile x e  
hzve successfu?ly cuarced acjaixs: such E zreveszy, i;i ger: Cased 
cn :he conside.razisns ~rzcrlsc 2';' z>e 5eczl .=.C.--:ser an6 her SZ~IZ 
i-. -.. ressozse zc'o,;r neei-s. ;.e c s  _ . C C  --- '.--.. r..__v.+ xxe? ' :?is cz=o?scic-ahle 
possibiliry michi reac;. ZrGizizZ. 

_ -  - -  

. -  

- .  i .,eve learned t>+t z?s receral ;rand Zcry fee is S;O aer 2 z y .  .. *e urge the Segislaiure zo consiler sari:';' iz ::?is .:.ar:er. 
_.- 2 I . c3~!-~;l~I3:;  ;.>;3 i.Ci::;o~~K:L~:3.GZ:.:~~:~s 

?.',e reme:r,der of =>e w c r k  cf :>is G r z ~ d  :zry is siamTari=ed _._ :- -.- -;:e 
ar:ac:?ec schedule cf ceses. 

we are parricular ly  gratifie2 -k-t -..c- one of our cases wen= TO --i &--a1 
curing our term, resuliing in ine convictions of r,wo l a w  
enforcement 2rofessiocals i;io deliberately subvertel'the criminal 

?roud to have beel a ;arr of 5ri:~ing Them io jcszice. 

Service as a me.rt5er cf :he Ten:? Statfwide Grand Jczy has Seen an 
educarior ir, citizenship, z3e likes of which caraot be taughr in 

we are proub t o  have made t k i s  conxibction to our  State. 

We.wish t o  thank the fcllowinz inlivi8uals and theiz res?ective 
offices f o r  assistizg us ir. rhe ?erformance of our 
res?onsibilities: 

.. 

.. jLstice - . 7  system rkzougi perj-ry azc sc3orzs=icn of gerjcry. *.E a r e  

- h m  c.-- classroom. It has been a unique and memorable experience a i d  

The Eonorajle ' r2f io-i  I.- 3Fp;  .-----e=, i x  Presidiag Judge 
The Sonorable Richarc Conrae. E.lxern+te Fresibing judge 
The Xonoreble F r m  Cerlto?., tirc-it Court Clerk 
?.ici..ere Cletter, Orange Couaty Court Administraror 
L:- 33'35 Scffmzn, Oracge Co~nty Sheriff's Office 
Ccmissioner Tin Xoore, r l o r i C z  3eparrmer.r 05 Lad Enforcemes; 
- .  - 

2espec:fully submiited io :he Zonoiable Frederick 'feiffer, 
?residing Judge, this /G-& day of September; 1992. 

Foreperson 
Tenth Statewide Grand Jury 
of Florida 

i 
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EQUZST: ? lease  provide :he n m e s ,  b x i n e s s  addresses  and teie?:?me c m h e r s ,  
and  pos i i ions  x i r n i n  zhe company of a l l  employees, vno ;rere 
d i sc ip l ined  by rhe company i n  connection :iih chis invesc iga i ion .  

RESPONSE: See acrached. 

- -  

iN?OF3ATION PROVIOZD BY-. Sylv ia  Parks 
301 Vest Bay Si. 
:acksoncille,  F lor ida  

P R O P R I E T A R Y  
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-. - ?age 2 51 

I ?%an. Jchn  S .  
Iss1szan: Yanagr: 2 

7, .=71. 129 
903 :. Universicy AVS. I: 
Gainesv i l l e ,  tl, 32601 5 

- 

( 3 0 ; )  325-3272 & 

m g i a n l .  Y. ;.. 
Xanager 6 
i?? Ciirus  irveilue 
:t. Pie rce ,  FL 24947 10 
( 4 0 7 )  466-8005 

\-z 

7 - .  

- 

Finnegan, John 1. 17, 
Associare  Hanager 14 
1 s t  Elr. 1 %  
903 Y. i in ivers i ty  A 7 e . l ~  
Ga inasv i l l e ,  FL 22601 1 7  

( 9 0 4 )  236-5748 i s  
%\ ct 

i i g l e r ,  Jr., L. A. 

A s s i s r a n t  Hanager 2 :  
7 1 2  Cir rus  Ave. 7 2  
F t .  Pie rce ,  FL 34947 2’; 
( 4 0 7 )  468-8072 2 4  

1 3  - .  

.,. c 
_ I  

-. 
- ; L O C Z S .  James 5 .  
SraFf Xazager 
3rd Floor 
1220 ::. Federal U i g h - . y ~  
Oompano, FL 33060 
( 3 C 5 )  784-2110 

-nomas, James :. 
Assiszanr Eazager 
4401  Davie Blva .  Exm. 
Ft. Lauderdale,  FL 32214 

7. 

( 3 0 5 )  797-9511 

Adams, J:. Hovard T. 
Supervisor  
Rm. 129 
903 V. Univers i ry  ~ 7 e .  
Gainesv i l l e ,  FL 32601 
( 9 0 4 )  335-3202 

.4nderson. Roger E. 
A s s i s i a n t  Hanager 
Room 202 
6451  N. Federa l  Hrry. 
Ft.  Lauderdale, FL 33308 
(305) 492-2473 

{ 
Bazchelor,  L. 5.  
c--:i - L=-- Eanager 
7300 Madarin Ln. 2G2 
7900 Xadarine Blvd. 
Orlando. ZL 32809 
( 4 0 7 )  351-9957 

Buford, Roy A .  
Assistan: Manager 
Rm. ? 1 D D 1  
3 0 1  ‘iesz Bay Srrreez 
Jacksonv i l l e ,  SL 32202 
( 9 0 4 )  355-1511 

Bulko, J i . ,  John E. 
A s s i s r a n t  Eaiiager , 

Rm. 129 
903 F. Univers i ry  Ave. 
G a i n e s v i l l e ,  FL 32601 
( 9 0 4 )  335-3267 

?--.i I -  . ?  -_  I... .,_.. -. ... 
Assiszanz Kz-aser 
-*... 1551) 
6€29 Lakeside P.oad 
‘iesrr Palm Eeazn. FL 33406 

3-  

( 4 0 7 )  640-0246 

r,:rd, ?.. 
i s j i szan:  Xar .qer  
nn. 204 

Ximi, FL 33166 

_ .  

- 
6101  ti.:. 93 S i .  

( 2 2 5 )  86G-1663 

C o l l m a r i ,  R. P. . 
Xanager 
15386 012 E t .  Dade Blsd. 
Brooksr i l le ,  ZL 32512 
( 9 0 4 )  754-3865 

Hanager 
3200 Broadvay 
B iv ie ra  Beach, EL 33404 

c rmpron t  T. s. 

( 4 0 7 )  842-8114 

Coffone, Greg 
Assistan: Xazager 
Fa. 302 
ili) Norzh K 5:. 
Lake Vorch, PS 23460 
( i 0 7 )  533-9211 

Calver r ,  C. 5. 
Eaiiager 
Rm. 365 
666 N. 1. 79-3. Ave. 
X i m i ,  fL 33126 
( 3 0 5 )  644-4520 

Connor, R. J. 
hssistan: Xanager 
2nd Floor 
7325 S . F .  48 St Nor& Eldg. 
Ximi, fL 33155 
( 3 0 5 )  661-3010 

.. . 
Gray, L. K. 7 1  
.:.ssis:an: Xacager ? C  . i) Isr F l r .  7 i  

1227 S .  Division S;. k:,j 
Orlando, FL 328.0: :I 

( 4 0 7 )  649-9972 

Griffe-A, J. D. . ,4 
Assiscant Eanager r, 5’ 
1st E l r .  ,._I 

‘4’ 618 N.F. 17 Ave. 
Ch ie f l and ,  EL 32626 c,.:!, 
( 9 0 4 )  493-4766 , :. , 

Guyez, J r . ,  :. C. :. . 

Assiscanr  Eanager 
Rm. 302 .~ 

120 h’orth K Sz. ::, 

Lake Fork,  FL 33460 u... 

( 4 0 7 )  533-9209 I .  :a 

. -  __ .. 

.:., 

,. ,. 

. s . ., , .I 

~ 

. ,  

. -  
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r 

L L /  

? a r e  i cE 5 

neixon. L:.. 7.. E. \ 
Sca:: .'.ana:?: 
?"T.. 2;:;73 ? 
075 :. ?eachcree Sz. cl 
At ianra ,  3fij75 5 
( 4 0 4 )  5251-:5751 b 

Xorse. Cene;a I;. 1 
Ass i s i an r  tfanase: 
3m. '2C2 
75100 Zandarine Elvc. I O  
Orlando. ?L 32809 \ I  

(407) 351-9057 \I 

2 _ _  

$ 

HcGo=an, Venay C. I3 
Assiscant  Hanager 1 4  
Am. 202 15 
7900 Xanczrine E l s d . 5 ~  
Orlando, :- 32809 'i? 

-_ 
(407j 351-0957 !t! 

.. xocse. i!. L. 
Ass iszant  Xanager 

Gainesrille, FL 32601 
g@i@ !;.:. 39Ch A 7 e .  

(904) 336-5524 

Iianey, Chr isz ina  A .  
Assiszant Xanager 
1st Flr. 
8610 S.'.'. 107 Ave. 
H i a m i ,  EL 33173 
(305) 441-5137 

Iiarris, James V. 
A s s i s i a n t  Hanager 
li17 H.E. Third Ave. 
Pompano, FL 33060 
(305) 782-5155 

Hankerson, 11, C. E. 
A s s i s i a n t  Hanager 
780 Deer f i e ld  Ave. 
Dee r f i e ld ,  FL 33441 
(305) 782-5iss 

/. 

.. 
Kearse, Xargaret  E. 
i.ssiscant Hanager 
115 .:.lhambra Cir. 
C o r a l  Gables, fi 5313L 
i 3 0 5 )  441-5172 

Kwmer,  Raymond J. 
S:aff Halager 
fun. 230 
16560 N - V .  27 Ave. 
niami,  FL 33056 
(305) 628-9202 

Kingcade, C. J .  
Ennineer 
Room 225 
7795 F. Flag le r  S i .  
Kimi, FL 33126 
(305) 263-7767 

.,, . h ~ i p i ) .  nary C .  
Sc?er-iso: ,... d- -29 
250 S . I .  02 Ave. 
liollyvood, FL 33023 

- -  

(305) 985-9112 

Klink.  J e f f r e y  C. 
Assiscan-, !tanager 
1st F l r .  
2000 N. Sz. Rd. 7 
Kargate, FL 33060 
(305) 784-2616 

Kerchum, Dorothy A. 
Assistanr Hanager 
1st Flr. 
8610 S.L. 107 Ave. 
E i a m i ,  FL 33173 
(305) 596-4255 

Land, R. L. 
Ass i s t an r  Hanager 
lsr F l r .  
132 Commerce Eay 
Sanford, FL 32771 
(407) 327-0530 

Liebr ich ,  G .  E. 
Assiscant Kaxiager 

Oerr ine,  FL 33157 
fun. 204, 9500 S.U. 180 Si. 

(305) 252-5173 

Lorn-Ajan, S i l v i a  
Assistant Eanager 
Rm. 330 
18560 N . U .  27 Ave. 
y< am' A, FL 33056 
(305) 628-9170 

Lycle, Lynn 
Assisiant Hanager 
712 Cirrus Ave. 
:E. Pierce ,  FL 34947 - 
(407) 468-8076 

n u o z ,   aria c. 
Associare  Xanager 
Rn;. 626 
666 N . V .  79 Ave. 
H i a m i ,  SL 33126 
(305) 263-5338 

H o i r ,  1.. 3. 
Assisianz Yazager 
.SIT.. 330 - 
1856@ N.L. 27 Ave. 
Y i a m i ,  FL 13056 
(305) 638-9206 

Kills. J .  3. 
, I  

I I  
-LO 
Z I  
2 7- 
2'5 
7 - 1  

A s s i s t a n i  Zanager 3~. 

7325 S.F. 48 Sz. Norih B l a g .  
niami,  FL 33155 '1' 

. -  2nd flr. 2, 7 

(305) 661-3010 ;w 

Hanager 5s 
Haxfield,  Nicole 31 

2nd Flr. y? 

250 S . 7 .  62 Xve. 21) 
H o l l y ~ o o a ,  FL 33023 d' 

, 

(305) 985-9103 UT, 

P R O P R I E T A R Y  i 



3 ; - 5  . -__ i c: 5 c - 

I 

a&. .:. I 

- - .  -2rry. :. -. 
-%sociare !!:anaz.-r z 

2 
7769 K.W. 50 St. d 
Y i a m i .  FL 12166 7 
;?OS) 595-7717 b 

Ta::ior, 3 x d e z c e  2 .  I 
i s s i s i a n z  h n a g e r  
isr F l r .  
86iO S.F. 107 ~ 7 e . 1 0  
!!;ami, FL 33173 j (  

Voodruff, David ?.I3 
A s s i s t a n t  nanager 1 6  
2278 Erockezt I loaats 
?u:ker, GA 30084 l b  
(404) 621-4107 1-1 

1% 
Fhi re ,  Pau l  ?. IC: 
Hanager 2.0 
302 31 
120 North K S r i e e z 7 Z  
Lake Yortn, FL 3346023. 
(407) 533-9216 2-4 

77-  

Vel r ,  Robert  E. ?,b . 
Assisian: Xanaaer 27 
1s; F l r .  26 
102 v .  Canal SZ. 2-9 
E i a m i  Springs,  FL 33166 ?J 
(305) 885-9651 i ! 

32  
.n ice ,  C:;;lrnla A .  ?.? 
Direc io r  7,d 
Pm. 7531 3Y 
301 F e s i  Eay S _ L _ _ L  /w 
Jacksonv i l l e ,  ?L 22202 ?~-? 
.(904) 350-2401 ,o 

Siamant, 2. C.. IG: 

-. 

- -  
4 

(305) 596-4253 IZ 

-. 

I.. 

7 

< -  ,I 

Operai ions Xanager Lf-0 
hm. 217 L ( (  
605 Garden Szreer  q 2  
Pensacola ,  FL 32501'! % 
(904) 436-1700 4.I 

Yarsnall. ijennis :. 
Assiscani  Xanager 
isr Fir. 
!230 t:. Federa l  ky. 
Pompano. FL 33060 
(305) 764-2170 

Name. J. H. 
Szaff Yanager 
25L.62 
675 V. Peachtree S i .  
Arlanta ,  GA 30375 
(404) 529-6564 

Nevmastei, Lynn A. 
Engineer 
2000 N S i .  Rd. 7 
Xargace, FL 33060 
{305) 979-9193 

Porr-er, Donald P.. 
Assisrant Wanager 
712 Cir rus  Ave. 
f i .  P i e r c e ,  FL 34947 
(407) 468-8071 

'.. Robak, Nancy G. 
Assiscani  Xanager 
P a .  611 
45 N Hagnolia Ave. 
Orlaado,  FL 32801 
(407) 236-7061 

?.amsey, James B. 
Lssisizanr Hanzgei 
k. 201 
903 L. Universicy Ave. 
Ga inesv i l l e .  FL 32601 
(904) 336-5747 

Rugama, Jose A. 
Assiszant Hanager 
Rn. 315 
115 Alhambra Cir. 
Cord. Gables,  EL 33134 
(305) 441-5199 

- . .. s?ec.  harhleen A .  
. r .ssistani Hanager 
2 r l  Elr. 
:I30 N. Fedzrr l  %I.-. 
'Don?ano, FL 33060 
(305)  764-2136 

k i z h .  C l i n ~ o ?  G. 
. rssiscanz Hanager 
5010 N.F. 39th Ave. 
Gainesvi l le .  FL 32601 
!904) 336-5555 

S v i l l e y ,  G.H. 
Hanager 
?a. li3 
503 F. Uziversizy Ave. 
Ga inesv i l l e ,  TL 32601 
(904) 335-3258 

Sreva r r ,  2 .  Z.  
SraFf Hanager 
h. 25162 
675 Y. Peachtree S i .  
Ac:anta, GA 30375 
(404) 529-5565 

S o i o ,  X. E. 
Assisran: W:h?ager 
'si Fl:. 
9090 N.V. 41 S:. 
Y i a m i ,  :i 33i78 
(3'25) 551-7870 

Schmoll, Lynn v. 
A s s i s t a n i  Hanager 
5935 N.3. 15 St. 
Xargate ,  FL 33063 
(305) 979-9524 

S i a r r e r y ,  Denyis E. 
Xanager 
3 rd  F i r .  
1230 El. Federal  Hvy. 
Pompano, FL 33060 
(305) 784-2113 

- -  

P R O P R I E T A R Y  
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- 
h. 213 
3300 Oksecnobee Rd. 
?e. Pierce, FL 34947 
(407) 466-9970 , 

h. 103 
9500 S . F .  160 Sc. 
Perrine, FL 33157 
(325) 252-5111 

h. 120 
120 Norrh K Scree; 

. Lake Vorch, FL 33460 
( (407) 533-7060 

3rd  Flr. 
250 S.:. 69 A m .  
iiolly;ood, LL  33023 
(305) 965-9141 

-_ 

?m. 20s 
3100 Emerson Street 
Jacksonrille, FL 32207 
(504) 399-6598 

- 
3rd F l r .  
1230 N. Federal H;y. 
Ponpano, FL 33060 
(305) 784-2610 

Xn. 664 
666 N.F. 79 Ave. 
Y i a : ,  FL 33126 
(325) 644-4000 

-3-n. 1015 
6;51 11. Federal H q .  
r- .-. Lauderaale, FL 33308 
(305) 452-2800 

- 
is; Floor 
E610 S.F. io7 Ave. 
Kiami, FL 33173 
(305) 596-4190 

Suite 550 
3800 Colonnade Parksay 
Birmingham, hL 35243 
(205) 970-2606 . 

I 
2 

3200 Broaoiay 9 

( 4 0 7 )  881-8347 s 
c2 

7 
6 

'900 Earidarine Blvd. 4 
Orlando, FL 32605 t O  
(407) 351-9957 I t  

. 1 %  
f?, 

I +  
Rm. 202 IC 
7900 Handarine Blvd.rb 
Orlando, FL 32809 17 
( i 0 7 )  351-9957 i tJ 

I q  

- .  z.( 

- .  nisiera Bezch. FL 33404 r! 

w 

Tun. 101 2 2  
8650 V. Oakland Pk. Blvd. 
Sunrise, FL 33321 2 t  
(305) 742-182Q 2r- - -  

2G7 
2 7 
15 

2nd Fir. 2" 
750 S-C. 62nd hoe. .fl 

LLOl-Davie Xvd. Lxzn. XollyGood, FL 330937' 
$ 7  Fc. Lauderaale. FL 33314 (305) 985-9108 , L-. 

h. 265 
7795 F. Flagler Sireer 
Eiami, FL 33126 
(305) 263-6230 

.. -. (305) 791-3696 . ,  
..., 
.. r- > ', .' > b. 3402 ,.Y 

712 Cirrus Ave. ?I 

( L 0 7 )  466-3834 7/1 
(I 0 

i650-N.V. 65 AQe. 2:. Pierce, E. 34947 ' -5  
Plantazion, L L  33314 -- 

!.I ! (305) 567-6302 
. -. .( * - , -: 
< d  7 3rd F l r .  

1230 N. Federal H v ~ . ~ ' "  
Pompano, FL 33060 c i :  
(305) 764-2150 c.!b 

c( - I  
+ B  
c 'i 
5 3  
<; ' 
c. .* 

i _, - .- - 
- .  
.? 
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Southern Bell “121. & Tel. 3. 
FPSC Cocket No. 5.10163-TL 
Late-Filed Ex?iSi= Xequests 
June 17, 1992 
Late-Filed Exhiji: !i~. - 

Request: Documentation of results of Pay Grade 6 panel. 

Response: Document attached. 

i 
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.. 

( 2 )  ' ( 3 )  

tl*,lcryrr o i r c i l r l  i i i c  .............................................. 
I C  

C 
c 

C 
C 
C 
C 

mcv./u 

.. 

( 4 1  

A I R  S1111t. 

R 
A 
A 
A 
R 

A 
A 
A 
A 
A 
A 
A 
A 
A 
A 

11s 

NS 
A 
A 
A 
A 
R 

NS 
A 
A 

NS 
A 
A 
A 
A 
A 
R 

NS 
NS 

A 
A 
A 
A 
A 
A 
R 
A 
A 

.......... 

m 

............................................................... 
N"lW 
N o m  
None 
Niiiic 
Nulle 
I lU l lC 

N",W 
Nolic 

Ilu I I A ,  bnscll9UO 
N " W  
None 
None 

not c l i g i b l c  l o r  I IA ,  110 h s c  i i i r i c i i i c  
Nunc 

No I I A ,  110 base 
No I I A ,  no IMW 

Nolle 
N W I C  

No I In,. lmscl lVll0 
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o The MLT VEX codes l i s i e d  below are recommended as 00s 
c o n d i t i o n s  f o r  NDT (1xx) , CCO ( 2 x x )  , and CBC (4xx) zy?e 
r e p o r t s .  Changes w i l i  be made t o  BSP 660-169-012SV. 

XLT ';EX Code 
3 Open i n  

17 Resis i ive F a u l t  and DC ?5KF 
1 8  Open O u z  and C r c s s  
2 1  Ground 
2 2  S h o r t  
2 5  S h o r t  and Ground 
3 2  Can't  Draw Diai Tone 
33  Can' t  Break Dia l  Tone 
3 5  Open I n  and Cross 
41 Open OK: Balanceci 
4 2  Open Our I n  Cable 
4 5  Open O u t  Near Drc? 
? 5  R e s i s z i v e  F a u l t  and open 

o All Autc-Screen r d e s  ;,ith :he EL? E X  codes desc r ibed  
a r e v i o u s l y  shoilld nave an 00s i a e i c a z o r  ::00-:?9) i.2 :;le 
E S U L T  f i e l e .  

o It  is a management r e s ? o n s i b i l i t y  zo e n s u r e  comsliance i 3  
t h e  h i g h e s t  s t a n d a r d  c f  ethics and p r o f e s s i o n a l i s m  i n  =he 
dete,?;inziior, of 00s v e r s u s  SA f o r  a l l  MLT VEX codes.  

o M o d i f i c a t i o n s  i o  t h e  buio-Screen ru les ,  necessa ry  to 
comply v i t h  these s t a n d a r d s ,  must be completed b e f o r e  
J a n u a r y  3 1 ,  1 9 9 2 .  On t h i s  d a t e ,  t h e  t r a n s a c t i o n  used  f x  
compil ing the Auto-Screen rules, SCRCOMP, w i l l  no lonqe r  
be a v a i l a b l e  on demand. Future requests t o  compile t h e  
Auto-Screen ruies must be coord ina ted  throuqh 'he 

i 



q4.s 

c 3 (for retest)  vill be t h e  only v a l i l  n a i i ~ a l  enr ry  i n  Cae 
VEX f i e l d  cf =he LYOS TR mask. 

o CON o r  1 0 6  (Car r i ed  Over Not Scored)  v i l l  no i o n g e r  be a 
v a l i d  I n t e m e d i a t e  S ia tUs  code. 

o I n  network c e n t e r s  no: des igna ied  as  cuscomer r r o u b l e  
receipi  cence r s ,  t h e  c r e a t i o n  c f  i n i t i a l  and subsequent  
= roub le  r epc rzs  c a i e g c r i z e d  a s  CcsYoxier 3irecc ( C D ) ,  
Customer Exclude ( C X ) ,  and Zmployee O r i g i n a t e d  (SO) v i11  
be restriccecl to a small nunber of spec:Eiee enFloyees 
and t h e  process t h e r e o f  is ;o be 8 i r e c z l y  s u p e r v i s e d  by 
nanagement. A c c s t o n e r  trouble r e c e i p z  c e n c e r  is def ined  
as  a C e n t r a l i z e d  FZepeir Service Ansvezhg Sureau (CRSAB),  
Bus iness  Cusiomer Assistance C e n i e r  (3CAC) .  Xajor  Account 
Center  (MAC) / S p e c i a i  Se,vices Cen te r  ( S S C ) ,  Na t iona l  
Accounzs Supporz and Service (NASS), ana Inter-Exchange 
Carr ier  Trouble  Xeporcing Cencer ( ICTRC) .  T;?OSe areas 
t h a t  have L?OS a c c e s s  through the  Access Netiiorking 
System (SSJS) snould  use .U?S a s  a neans of managing Chis 
work ?unct ion.  Chancres v i i l  be zade i C  3SP 
660-169-011SV. 

- -  

o I M C  employees shou ld  n o t  use mechariized t r o u b l e  r e c e i p c  
sys tems,  for e x a n l e  AIRO, t o  e n c e r  customer = roub le  
r e p o r t s  except  f o r  t h o s e  r e p o x s  relaced t o  h i s  o r  h e r  
p e r s o n a l  bus iness .  

I 



i 

- I ?f?;.S zmeqez.e:= re-zsrts zz be nse? f c r  %e iden-"i---' --;,---1cn 
and r e c c n s i l i a z i o n  of cuszoner  re?orzs  c l o s e d  tz i n v a l i d  
d i s ~ o s i t i c n  2nd cause  codes v i l l  be a v a i l a t l e  01: z z z i i ~ y  
1, 1092. The re;or;s ;-ill i n i t i a l l y  be a v z i l a b l e  on - -  
denand znd vill be i i t l e d  XepoT, 56 - i n v z l i d  Czuse Codes 
and Reporz 66 - I n v a l i d  Di spos i t i on  Co5es. These 
aanegenenz re?zr=s w i l l  be e l imizazee  :-*he= " 0 s  saf=-are 
=ha: prever.=s z =rouble repor= ~ Z C J Z  beinq  = l o s e e  
F x - Z l i l  c=5P-s is ir .sr+llet .  

i 





," 
! 

.. There +re n= a e ~ a i l  codes exce;= cs c e s c r r i e 5  a5ove. 

i 
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o o a a o  -There are nc changes t o  disposiz5.cn code 28" a= 
t h i s  r ixe.  

o 1 0 0 0  - ? Z S C / R . X T I E :  A > , p l i e s  when a t r o u b l e  r e p o r t  is 
r e f e r r e d  =o c z h e r  Se l lSouth  agencies  cz deparcnents  3s: 
n o m a l l y  i z v = l v e =  i n  t h e  t r o u b l e  clearin;  process and 
d . s k  c r e d i t  Zaybe r e q c i r e d  for emplcyee e v a l u a t i o n .  
L i k e v i s e ,  =:?is co2e nay be usee when a t r o u b l e  r e p o r z  'CZE 
b e  E X C L U E D  z n a e r  3 0  660-165-011SV, s a r a g r a 3 n  1 . 6 ,  and 
r r s k  creci: zaybe r e q c i r e c  z s r  em?,loyee evz l -a t ion .  
3isposi:ion =sa= I310 is d e l e r e e .  Cades 1 3 9 2  zhru 1255 
r e n a i n  es  dez- ine t  in =he e x i s t i n g  ? r a c z i c e .  

~- 

- -  

I 



1 3 0 0  -A11  132C codes  are delezed. c 
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I nave aiirchec for your review =he Sroposed Cisci- 

zline recomezdaiicn ;:recess for zhre~_ cazegories c5 
employees. 
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NANCT 8. WHITE 
zinerac 4 t t o m e y  

Sxrncrn  Bell 7elemone 
and r e l e g r a p  C m n y  

:50 Sourn ronrce S:reer 
% l i e  400 
:allahassee, Florica 52301 
..A) 529-5337 , . -, 

Mr. Charles J. Beck, Esq. 
Deputy Public Counsei 
Office of Public Counsel 
c/o The Florida Legislacure 
Xoom 812 
111 West Madison Street 
Tallahassee, Florida 32399-1400 

RE: Docket No. 010163-TL - -  
Dear Charlie: 

._ It has come to my attencion that the enclosed documents 
vhich appear to be responsive to Public Counsel’s Tdenty-Second 
?reduction of Documents in the above-captioned docket nay not 
have been included in Southern Bell‘s Responses dated April 29, 
1992. Out of an abundance of caution, I am fordarding same.. 
Please be advised that these documents are covered by the 
ariginal Motion for Terporary Protective Orcier filed cn April 2 9 ,  
1992. 

- 
L .?o1sqizP- f o r  .-zy inconvenience you Zay ?.?+vp_ sl~ffere.r’,. 

Sincerely. 

cc: Tracy Hatch 
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Dear Sir: 

I am u r i t b g  t h i s  l e t t e r  Lo eppeai my teminaticn ui:h Sluther? Eel:. 

- . t o  the C S n = M y ,  t o  Lye ccstcqer ,  azc to  tke.gmployces. I heve e 
"PEs:LLT".~~co:$ and aiways hac. even as craft: I 've  been a nanayer 
since 1WG. MY.reouta::on apeaks fo r  Itself. You could asK any  
O~era:i=ns Zanager, 2iatrict Level ,  E, U, 1st Level end craft, and 
I ' m  sure YOU wcuid heer it :cr yourself. i feel  like I ' v e  r-==iveS the 
"deec,?i sentence". A sun nijiht-as-vall have been put i o  cy hecc kr :he 
sGuatlon a t  hand. 

1 uisn I c x l d  soeak = you fa te  tc face to discuss t h i s  rather tkm 
uritizs. ?.coeiuily these a r t a n g m t s  can be mde. 

t!?. C:::tencen, I tic n o t  steai  rrm tb E m a n y .  
:he C'dstomer. : Pad rn personal gain or anyt?.in; 
else from t h i s  incident.  
everyone I n  the Norz? Dade Turf, i n s i d e  and out ,  craft and manapemnt. 
There i s n ' t  an MA, ST, ZRT,  NT a: 7 ~ t  Level that hasn ' t  backea up a 
commitnenr or an o u t a f - s e r v i c e  t o  meet an index. I t  w a s  done on a 
d a i l y  basis Der our k a t r u c t i o n s .  So wirst did I do wrong? I know the 
managera and crart uili tell you tk i s .  I would pleaue l ike sooeone to 
exnlafn tC me why they all have t h e i r  Jabs and I ' m  fired. This  is very 
h a m  t c  acreit. i honestly can't understand how t h i s  is-fair t r eamen t  
towarzs me. took a order and tmneatly made a _mistake. I "ac 
no idee t5is uaa the Hrong thing tc da G: that there w a a  E ~roslem n:i: 
ina: vas ccne unriL tze ueeu a i  t ? e  review. L w a s  very  confusec. I 
mow notRinw about the index o r  how it is a t t a ined .  i dcn'k knew wna: 
the c i t e r i a  is that = a h a  i t  ug. 
fhe ccnral mom on a Gaily basis. 
all ur.:il t ke  week ! ~ f  the revieu. 

(::.' S i r ,  1 have 24 years o f  "PERFECT" service. I have dedicated a XietLze 
--.-I 

I eii n g t  steE: CCLY 

i did RCZ cheat. 
I mgrely acted on uhat ua8 ccmmn prac'&ce icr 

This  index wat mni tozed  by LesKo ana 
7 had m idea there was a Crablez a t  

I swear t o  God up atove i C 3 ' t  'hew 



?:. Zri:t=r?cen, : :c ~ Z G W  LYa: you t z ~  a :air anc xmsi ;e:s.cn. : 
c=u:m'k say +&a: aau: sveryme tx I've  ieazz:sC tnat accL;: yo:: cve: 
-.,- yeecs. Please i h t e n  to a i i  the fac:s with an Gcen nix. I have 
docurnentetitn, a statement, a?: craZL . -  an0 managwnt  f t  v e c f y  una: i ' a  
goins t c  te l l  you if nee0 be. I have no reason tu be anything b~: -  
r x t h f u l .  

i * p  

7.b c l e x  &.at ccaed tae c x x l e s  doesn't work fo r  m. 

:!st Level) was :n 2acKsmv;Llz in scnool, cz she wouid have h&?::ed 
this s i t u a t i o n ,  no: GE. 

1 was t!!e c n i y  eanage: on &be floor with :I PWs r e ro r t ing  t G  me, t ' le  
phones were ringing cff the hozic. 
st:alghz through with no lunch (no ot ) .  He were receivimj over i,000 
zeports a day, due t o  tbe iiialesh €3 Cut, and I was trying t o  determine 

C u r  W A S  and Pteciictcr ,Cysten77 were down imd.i+e .mulan't anaiyre the 
::ouSle repor t s  f n  order :a kncu'what tc ad nith them and I was aisc 
working w i t 3  the staff on that .  
sltGaticn I ' v e  ever cxpe r l exeb  i n  the  IMC. 
mzun: cf crrssure anc sttess. 
anc 2 d i d n ' t  get any helo fzm anyone. 

_ir5~o-.yas i n  a oani c over his irdex. 
c ~ ~ a n d l c r a n e i ~ = e a t e n i n g  manage:. 
doqs.. Constantly hel i t t l in;  us with how bad anc stup:@ we ~l: were. 
were alL a f r a i d  of- t ib  Rlgh: after :he review the managers hac til 
in ten t icns  cf goin; :a Hr. fei?e.-a as a g r a m  tc  tell h h  we just 
couldn ' t  wark fo r  hir: Mmore. 
9rievcnce aga ins t  h2m for h i s  :.Lrcats and treatment towaras L5em. ?e 
threatener  :a 6 tne c r a ~ t  ro: missing one mre 00s cc.nmi'Jnen;. 
Zveryone WBS unser a ict cf p:easure. 

AS I atated tc security issko d:aanded t h a t  I have me cf cur Sest and 
txs:fui MA's Close the TGK ?:le hecause s- always d i d  i t  this way fcz 

(1st Level).  _ _  I .  was also COnmOn knowieaqr Yo 
qr zac anc several oihcr HAIS close their 13K's tc 5CS. 7k.a: 

is t c  way it's been acne S i n i 8  I c a m  t o  the IMC. 
TJZJ :?is I :SJ~: ?aikwec :'.e lee," af :>ree c: %e nanaqcs tna: uere  i.-: 
72 cf'icz.. ;ne of k.%;icT: cas 2 ~ -  - sesr. =-:e= . . - I  -. . - y  ___ 1- En; it was DK F r z  :%e, :>en i t  ZJS: '.e 2K ?cr =e. 

: nonai:y 
i Y  handle Field Assist  and i a c s  azd beck un scredhs. 

i w a s  working 12 and 15 hours a day, 

(' 
'"< ? wnet the  cause w a s  for  t5e voiune of t.-oubles ,we uere Cecpiving, 4.- ,Lying 

z7 t c  help Fin-;ifnt *&e prcrlems fer Fesko, 

I t  nas by Far t3e warst worxlng 
I w a s  under a2 ext:e=e 

I really Ciin't know which way tc  :ut.-. 
In the midst of a l l  =f tk:s 

He is a very intimidating, 
He t r ea t ed  the  if?C Xke  we we:= 

We 

%he MA's were going t o  f i l e  a mass 

- 

:>at - 
Whe:!ieskc tolZ IPZ 

7 2  i L _  

... " .. 
-- 

*. 
. .  

. 

YY 

/- 



- -  

(1st Level a t  tbp ti,m),as I nentioned bc:'=:e, ~.ac.,& 4 

zlf 
a5 that sne was insttu=:ed ts dz't!!is u n t i l . ? i t S c r  notice. 

the IUC .'c: alnos: 23 years ani he w a s  very knowleageeale. 
L7 several UA's 13:~; i? a:l the tine and it war OK f c r  h h .  

was very w e l l  m a t e  or  &his ana comsned it. He was CUI 23 a', tiis :A% 
so yo:: se3. this type o f  act ivi ty  has  b n n  going on s:xe I cere :a :ne 

30 znc. have been there the longest. was alsc given 
:A awardrand t k n  j u s t  recently pz--tee t o  :he P l C  Etaif. When ::e 
csmany t:ects nanagers l ike :his you iCOk UD t= then, so here a@?. I 
FOLLHED ANOTHEZ G3DO LEAD. 

',L,e cm::=? r s x .  

l e f t  i n  2uly. Thia i s  tke.f:ttt time myone has missed :t i n  5 yeers ne 
uere :=Le. The Turf Me8 evioantly :n t,cnhlc urth it again iz August. 
How uould you ?eel i f  :nese people were still on t h e  pavtoll  and y m  
were f i r en?  I csn ' t  deal with i t  mentally cr pnysicalLy b ~ ~ w s e  i t  :us: 
isn't f a i r  and 1 bhinic I'VE GiYEN TO M)cH TU THIS CCMPANY XI BE TREATS9 
TEXS XAY. i've been a good hard workiry, honest a m  CeUice:ec emzicye?. 

close e l l  the iJK's :;'OOf.. : have a stateaent f ~ n  !?e: saying 
itas In 

He ha5 

:r it was right :or him then it was :i:>t 
3 Y  t o i  ne. Ilr. Crit:encm, mnitared this t e ~ o r i  on e daily :asis i n  

I: seems very ira?:c snd cii.-rcicen:al k:az :>e f ixe: 
36 Daoe Turf bca no ~=o ,P lem metiw t h i s  index unt i l  YES p==zc:es anti 





Thank you very  much for t a k k g  Lye tine tc reed t h i s  letter. it would 
be appreciated fx?m the bott3a of c y  hear: if you would recnnsider the 
ac t ion  that Mas taken :cwaros me. I ' m  leaking ?miarc! to hearinc; f r o m  
you. 

Resoectfully 5-mittei. 

Nancy M. O'Alesai:, 
5*1a sn 166 AVO. 

F t .  Leu& ?+a. ". 
23351 
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O F  INSIDE KX?E CC 2ccker ?IC. 75-1'25 
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Adaptee: .?'ove&er 21, 155.1: 3ele+sed: ? e k ~ ~ = ? ~ -  1; I _ _  - ' j 2  

TEIIlD RElORT AND ORDER 

Y :  .. CZYCLCSIQN 

56. T h i s  Orde r  c snc lcdes  a Docket t.har s i n c e  izs in.=e?tlon 

i z  1979 has  x i znessed ,  and a: c i n e s  caused ,  zzxerxs  ckanges 

i n  t h e  t e l e c o m u n i c a t i o n s  i n d u s t r y .  %e b e l i e v e  t 5 a t  xe shoul2  

close t h i s  DOCkeK 3y r e s t a t i n g  c u r  p o l i c i e s  r e g a r c i n g  s t a t e  

r e g u l a t i o n  of i n s i d e  wi r ing  services. W e  a n t i c i p a t e  t h a t  this 

r e s t a t e n o n t  ?ill ho?? fcreclcrse d i s s u t e s  regarCin5  =:le ex tenc  

of t h e  s t a t e s '  zuizhority i n  t h e  absence of f e a e r a l  Freerr;szFon 

of s t a t e  r eqLlac io2  c? t h e  p r i c e s  and t e n s  2nd cDndi=ions 

c n d e i  which te le?none coxpanies grovide sizqle ins i .ze  v i r i q  

services. 

. .  

57. F i r s t ,  z k i l e  ;-e encourage t h e  s t a t e s  r.oc t.o r e c u l a t e  

s i n p l e  i n s i d e  x- - -  -_-rig services, ;.e nave EOK :ree;r.zed s c a i e  

r e g u l a t i o n  cf =he p r i c e s  and terns and c o n d i t i o n s  --der -..-hick 

zelephone c o z s a r i e s  provide  =hose services. Zx -b-is-,.- cf this 

absence of preemption, w e  have n o t  prec luded  chose s=2res, if 

any,  t h a t  

. .  

4 6  i 
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req.dlz:c = r i z = . s  .::<%= =-~e;~~~e ----=-: == -----:;> --... yL _ _  - .  _ _ _  
s'n-' _ _  i n s i d e  x i z i q  siri ices from a s s i c p i n g  zhe yele?hone 

. -  . .  . .  csm3anies ' s:z:-+ ir:sise ~ l r i n ;  c z s i s  ~?.ti revez";es ~2 zr.2 

in- i r+state  j a r i s d i c t i o n  foi i r c r a s i a r e  account inq  p a r z o s e s ,  

and from sec t ins  mkunc'leci r=ies based on t h o s e  c o s t s .  

58. Second, w e  have noc Frecluded t h e  s t a t e s  f ro= a s s i g n i n g  

complex w i r i n q  ccsts and revenues t 3  =he i n z r s s r a c e  

j u r i s d i c t i o n  f sz Lxt ra s t aze  account ing purposes .  >.,lzkou;;? =he 

s ta tes  a re  p reexs t ed  f ron s e t c i n g  r a t e s  f o z  complex --.:r:~g 

s e r v i c e s ,  (FN116) chey a r e  n o t  p ieenpted  from imputing c o s t s  

and revenues f r c z  t h o s e  services o r  f r o n  simple i n s i d e  v i r i n q  

s e r v i c e s  i n  proceeding Eo set  r a t e s  f o r  p r o p e r l y  t a r i f f e d ,  

i n t r a s t a t e  services. (FN117) 

. .  

59. Th i rd ,  t h e  s ta tes  nay r eg l l l a t e  t h e  terms and c o n d i t i o n s  

under  which te le?hone  companies provide  Simple i n s i d e  : ir ing 

services, as  1025 a s  t h e  states do not  r e q u i r e  cr Ferni: =tms 

and c o n d i t i o n s  t h a t  a r e  i n c o n s i s t e n t  w i t h  t h e  t e c h n i c a l  

s t a n d a r d s  s e t  fo rzh  i n  P a r t  66 of o u r  Rules .  (FN116) The 

s t a t e s  a r e  p r e e z a t e c  f ron r e g u l a t i n g  the terns and c s g d i t i z n s  

under  which te lephone  conpanies  p rov ide  complex xi-; .. -35 
s e r v i z e s .  "e, of caur se ,  r e t a i n  j u r i s d i c t i o n  ove r  i n % e r s t a c e  

account ing  and ratemaking x a t t e r s ,  and w i l l  n o n i t o r  t h e  

s t a t e s '  a c t i o n s  ir. r e l a t i o n  co i n s i d e  w i r i n g  t o  e n s u r e  t h a t  

t h e y  do n o t  izpede  o u i  + S i l i t y  t o  achceve o u r  p o l i c i e s .  - 
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