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State of Florid, • 
-M-E-M-0-R-A-N-0-U-M-

DATE: June 22, 1993 

TO: Steve Tribble, Director of Records and Reporting 

FROM: Susan f. Clark, Commissioner Y ~ 
I~E : l.c tlcr from Daniel V. Grc~ury rcprc1ocnting Ouin<.')' Telephone Company 

(Docket No. 930460-11.) 

I received the attached letter from Mr. Daniel V. Gregory, reprc!>enting Quincy 
Telephone Company, on June 21, 1993. Mr. Gregory's leuer addresses mauers discus~cu 
at the June 8, 1993, Agenda Co .. ference, re!evant to Docket No. 930460-TL. Mr. 
Gregory's leiter was provided to all parties to the proceeding (of which Quincy 
Telephone Company is the only party), and was provided to Mr. Jack Shreve, J>uhl ic 
Counsel; however, the teller was not tiled with the Divi!.ion of Records and Reporting 
for inclu<>ion in •he official docket file. TI1ercfore, I hclieve it would he appropriate for 
you to place this memorandum and attachmenl!o on the record of the above-referenced 
proceedir.g. Because the teller was distributed to all parties of record, and i!> being 
placed on the official record by this transmittal, it is unnecessary to provide notice of thi~ 
communication to all parties to the docket or to inform them that they have 10 days 
from receipt of the notice ICl file a re!>pon~>c. 

l\ 

FI.ETCIIER IJUILOING • lil t eAST GAIN ES STRE~T • TAI.I.AHASSEE. t'L U\'.1•1 mhll 
"An AffJrrnauve J\won/hJu•l Orl"•nunil) l·.mpl<>ycr· 



• 
~ TELECOM 

Oumc( 
Te/epnone Como;my 

June 18, 1993 

:-1r. J . Terry Deaso n, Commissioner 
FLORIDA PUBLIC SERVICE COMMISSION 
10 1 East Gaines Street 
Tallahassee , FL 32399-0850 

Dear Commissioner Deason: 

•• l t . ... 

I ..... . 

I heard, Wl.th mo re than a li ttle concern, that. duri ng the last. 
age nda conference you expressed a negative view o f the se r vice we 
previae 1n Quincy. While no o ne can claim to give perfect service 
all t.he time, we do feel our se.cvice ls very far from "atrocious". 

I f you l ook at the picture over time, there have been major 
impr o vements , as shown in the attached chart of troubles per lCO 
access lines per month. We are proud of the improvements we have 
made and I a:n cer::ain that every employee o f Quincy Telephone 
Company understands the importance of pro viding e xcellent s ervice 
to our c ustomers. 

In part, your observations may be based on the results of o ur last 
service qu a li ty audit. Altho ugh the total score diu not achieve 
the theoretically perfect 75, we qui c k l y fixed the limited n umber 
o f p r oblem areas so we could mee t the numerical s tandard. Please 
review my co rrespondence wi th Alan Taylor o n the topic, whi c h is 
attached . 

Also, your pe r ception may be based on t.he unfortunate switch 
o utages we have experienced. The last such incident wa s in July 
1992. We have taken steps t.o insure that such incidents do not 
repeat. t hemselves; most importantly, we are planning to ir.Jtall a 
new AT&T s wit c h by the end of this year. 

We are acuc.ely aware that many o f our customers are expecting us t o 
pro v i de new services. When customers see television advertisements 
l nr ca ller T. D. and other advanced services, the) c all us . If we 
dun· t. huvu •• t>urvlca as quic kly as Tallahassee res idents, it may 
creat·! t he impression Lhat. we ore no t. :wn:ti Livo Lo Lholr wants. 
No thing could be further from the truth. As the telecommunit:dt.lon:J 
business c hanges rapidly, we know we have to satisfy o ur c u s t o mers 
with advanced, quality communications. 

On balance, I believe we are a s custome r (ocused as any Lelepho ne 
company. We have rece~ved frequent compllmcnt.s from our c u$t.omc r s 
o n the quality of our service. 



• 
LTR: Deason - FPSC 
June 18, 1993 

• 

If anyone r1s made an informal complaint or sa1d anything negative 
to you about us, I would welcome the information. If the re is 

something we are not doing or should be doing, we need to hear it. 
My doo r is always open to hear your concerns . I don't Know that I 

can change your thinking in one letter, but many times things are 
not as they seem at first. We are always working hard t o improve 
our business, and I believe the record shows that. 

Again, if you have any information or suggestions as a result oE 
any comments you may have h~d, we would welcome your input so that 
we can work to improve whatever may need improv ing. 

Sincerely, 

i)_( L~(.~ 
Daniel v. Gregory 
Vice President & General Manager 

DVG: dl<w 

At Lac hn.t!n t. 

CC : All PSC CommiSSlOners 
Mr. Walter D'Haeseleer - FPSC 
Mr. Bill Talbott - FPSC 
Mr. Rob Vandiver - FPSC 
Mr. Jack Shreve - Public Counsel 
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l!m TELECOM 

Oumcy 
Telepflotre CDIIIPJIIV 

D•!Cr>mber 17, 1992 

Mr. J. Al an Tay l or, Chief 
Uureau of Service Evaluat io n 

FLORIDA PUBLIC SERV ICE COMMI SS ION 
101 East Galnes S treet 
Tc:lllahass ·~e. Flo rida 3 2399 - 0850 

Dear 1-lr. Taylor: 

. ' ,, 
J' J i 11 j 

We have received your letter conf irming that you are sat1sfied with 

the co rrective action taken t o imp rove billing a cc uracy. However, 

'fil ii •'xprrssf'd co ncerns regdrdlng Quincy's perfot·mance overall. r 

wou ld l l ku to re~pontJ ~o Lhos o conc erns. 

As dLscussed, it was mainly the trunk disco nnect t lmLng parameters 

.tnd the! c effec t o n billing that resulted in t he l ow sco r e we 

~~-t>t'led in the p r o posed weighting system Index. 'l""'o o t.her 

heavtly .,.etghted ta c t o r s were business of(tcc answer Lime and 

.sdequacy ot l ntt~rcept services. I wil l add ress e a c h fa ctor. 

o Llntl L the rev 1ew by the floclda Publi c Service 

Commission, we believed that by foll owtny the LSSGR we 

w~L•' 111 ,·ornpltdnc t! wtLh industry stanlldrds to r dtsco nnecL 

pa r .tnll:tturs. Wu did not t~nticipcltc Ltw result s shown ln 

Lht! ev orluoll. ion . However, ont~ •J '..IL' Ulltlerst.ood tho 

s i t uat ion properly we made the c hanges to our sy~ •.em Lit o 

same day Mr. frank Williamson and t<!r. Elton !lowel l 

vislted Lo conduct further testing. 

o In the c ase o f business office an s we r Li me, we also mt1do 

an i mmediate change . We had been using an automat1c 

a ns wering device o n our main business office number, 

wh 1 ~ h 111 hJndsighL did nuL a dd l.O the quality o f service 

w~ pruvldl!d. Thu dev1ce was dlsconnect.ed and we are now 

in compliance wi th FPSC rules o n tlfl!jW<Jt t.lmo. Our •J O di :J 

are the s ame satisf i ed cus t.ome r s and we have no 

desare o r tnLenL Lo wo rk Lowards anythLng else. 

" ' 



L'PR - Taylor 
D~cemo~r 17, 199~ 

Pdge - 2 

• • 

o In the case of intercept services, we hud been aware of 
an intermittent problem two weeks pr ior t o the s tart of 
the service evaluatio n . We hdd been troubl~ shoot1nq thd 
Sc1ence Dynamics unit prior t o the vis it, however as or 
that time we had not yet iso lated the problem . Once a 
particular card was changed the p r oblem was corrected, as 
our subsequent traffic study reflects. 

1-lere 1t not for these three items, o ur score would have been 
75 . 0558 (- 55.23 ~ 86.5377 ~ 23 .9 750 ~ 15.5335 ~ 4.2 39 6 ) . In ~ach 
case co rrectio ns we r e made quickly, along wi th correc~ions fo r l~ss 

heavily weighted items . While I do not deny that these c riter1a 
were not met at the precise time of the service audi t , it is clear 
that making the correctior.s c hanges the picture substantially. [ 
hope you agree. 

NU arc pro ud o r the service we pro vide, however wa a ccept accurate 
critlci~m~ ~~J~ in good faith as the start ing po1nt ro r 
improvements. We are measured by the Flo r ida Public Serv !.ce 
Commi::Hiian, our corporate managemen t and our customers through our 
customer su rveys. We diligently seek t o mee: the high standards o t 
each of these important groups . 

Plea se contac t me if yo u have additiona l concerns o r questions. 

S l ncecely, 

(_ 
..; ,-

Daniel v. Gregory 
Vice President & General Manager 

DVG:dkw 

CC : Don McDonald 
Richard Tudor 
Public Counsel 



• Commissioners: 
THO~!AS M. BEARD, CHAJR~1AN 
BETTY EASLEY 
J. TERRY DE.-\SON 
SUSAN F. CLARK 
LUIS J. lAUREDO 

State or Flor ida • DEC 0 8 1992 

DIVISION OF COMMUNICATIONS 
WALTER D'HAESELEER 
DIRECTOR 
(!X}.I) .~.~.I~M 

~ublit ~erbict QI:ommissinn /2 -!1{-q.) 

'/C ~ FP 
111 T 

Mr. Daniel V. Gregory 
Vice Prc~a.l ·nt & General Man::tger 
Quincy Telephone Company 
P. 0. Box 189 
Qu,ncy, Fluriua 3:353-D189 

Dc:u ~l r. Gregory: 

December 4, 1992 

Based on your latest response to our service evaluation. we arc saw.fieu with the 
corrective Jctinn taken to improve btlling accurat:y. I iowever, we rem:un concerned with 

<lumcy·~ pt:rformancc overall. 

Encl<'~ -.J i:. .1 copy of our proposed weighting system index reflecting Quincy's 
performance as mjnus 55.23 points. The index standard is seventy five;: (75) poims if all 
Commission standards are met exactly. Quincy is the first company to score bdow zero 
when the weighting factOrs were applied to its service evaluation results. This was due in 
large pan to the eighty six (86) points Quincy lost on billing accuracy performance that has 
smce been corrected. While this standard has not yet been formally adopted by the 
Commission. the analysis is provided for your review and confirms the need for Quincy to 
iollow through wnh immediate corrective action in other areas as uu tltned Jntl agret!d upon 

pre\iou~ly. 

Please fet:l free to contact Don McDonald or me if you have any queMic ,s. 

Attachment 

c: Don ~LDonald 
Rtch:utl Tutlur 
l'uhhc Coun~cl 

Sincerely, , 

J. Alan Taylor, Chief 
Bureau oi Service Evaluation 

l·LElC ltl ' lt IH ' ILDI:-:c; • 1111 EAST (iAINES STRELT • lAI LAHASSEI :. 1-1 1:!.1'~1.c~'<S0 

\n \ r.rm.u·~~ \t11~>n' rttu.ll n rt· •n , I I 
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