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B E F O R E  THE FLORIDA PUBLIC SERVlCE COMMISSION 
- 

Q.b-Q %* '7 
DOCKET NO. 910163-TL 

FILED: June 11, 1993 

In re: Petition on behalf of CITIZENS ) 
IF THE STATE OF FLORIDA to initiate ) 
investigation into integrity of SOUTHERN 
3ELL TELEPHONE ti TELEGRAPH COMPANY'S ) 

repair service activities and reports. 1 

.. 
i 

Pompano Beach, 

June 2 3 ,  1993 

Florida 

4 : O O  o'clock p.m. 

DEPOSITION 

OF 

LINDA MOSS 

* * *  



1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

16 

1 7  

1 8  

1 9  

20 

2 1  

22  

23  

24 

2 5  

LPPEARANCES : 

JANIS SUE RICHARDSON, ATTORNEY AT LAW, 
OFFICE OF THE PUBLIC COUNSEL 
111 West Madison S t r e e t  
Room 812 
T a l l a h a s s e e ,  F l o r i d a ,  32399-1400 
( 9 0 4 )  488-9330 

- 

WALTER W .  BAER, REGULATORY ANALYST. 
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( 9 0 4 )  488-9330 
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ROBERT PIERSON, ESQUIRE, 
FLORIDA PUBLIC COMMISSION 
1 0 1  E a s t  G a i n e s  S t r e e t  
T a l l a h a s s e e ,  F l o r i d a  32399-0863 
( 9 0 4 )  487-2740 

CARL S .  VINSON, J r ,  REVIEW SPECALIST, 
FLORIDA PUBLIC SERVICE COMMISSION 
DIVISION OF RESEARCH A N D  REGULATORY R E V I E W  
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( 9 0 4 )  487-1325 

STAN L. GREER, ENGINEER, 
FLORIDA PUBLIC SERVICE COMMISSION 
DIVISION OF COMMUNICATIONS 
1 0 1  E a s t  G a i n e s  S t r e e t ,  R m .  G-28 
T a l l a h a s s e e ,  F l o r i d a  32399-0866 
( 9 0 4 )  488-1280 

ROBERT BEATTY, ES@UIRE, 
B e l l s o u t h ’ T e l e c o m m u n i c a t i o n s .  
I n c .  ( S o u t h e r n  B e l l  T e l e p h o n e  
& T e l e g r a p h  Company) 
1 5 0  W .  F l a g l e r  S t r e e t . ,  S u i t e  1 9 1 0  
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NANCY NHITE, ATTORNEY AT LAW, 
Be 1 1 s out h Te 1 e c ommun i c at i o n s  , 
Inc. (Southern Bell Telephone 
& Telegraph Company) 
150 W. Flagler Street., Suite 1910 
Miami, Florida 33130 
(3051 764-7213 

-. 

WAYNE TUBAUGH 
Appearing on behalf of SOUTHERN BELL 

TERESA PIKE, ATTORNEY AT LAW, 
Appearing on behalf of LINDA MOSS. 

MACK GORDEN 
Union Representative LocaJ 3104 
2131 Southwest 15th Street 
Pompano, Florida 
305-970-3104 



~- 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

1 7  

18 

19 

2 0  

21 

2 2  

2 3  

2 4  

2 5  

LAWYER'S NOTES 
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.d I T N E S S 
L I N D A  MOSS 

.. 
DIRECT 
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~ e l ~ o s i t i o l ~  o f  LINDA MOSS, a r ; i t n e s s  o f  l a w f u l  

3ge.  t a l i e n  by tkie OFFICE OF THE PUBLIC COUNSEL,  f o r  tile 

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

s b o v e - e n t i t l e d  m a t t e r ,  I n  re:  P e - t i t i o n  on b e h a l f  o f  

ZITIZENS OF THE STATE OF FLORIDA t o  i n i t i a t e  i l l V e S t i g a t i O n  

i n t o  i n t e g r i t y  o f  SOUTHERN BELL TELEPHONE & TELEGRAPH 

J O M P A N Y ' S  r e p a i r  s e r v i c e  a c t i v i t i e s  a n d  r e p o r t s ,  pend ing  

s e f o r e  t h e  FLORIDA P U B L I C  S E R V I C E  COMMISSION i n  a n d 3 o r  

t h e  S t a t e  of  F l o r i d a ,  p u r s u a n t  t o  n o t i c e  h e r e t o f o k e  f i l e d ,  

b e f o r e  C H R I S T I N E  A .  AMAN CANNON, a N o t a r y  P u b l i c  i n  and  

f o r  t h e  S t a t e  of  F l o r i d a  a t  L a r g e ,  S o u t h e r n  B e l l  T e l e p h o n e  

Sr T e l e g r a p h  Company, 1230  N o r t h  F e d e r a l  Highway,  i n  t h e  

C i t y  o f  Pompano Beach ,  County  of B r o w a r d ,  S t a t e  o f  

F l o r i d a ,  on t h e  23nd d a y  o f  J u n e ,  1 9 9 3 ,  commencing a t  4 : O O  

* 

o ' c l o c k  p.m. 

k * *  

Thereupon:  

L I N D A  MOSS 

a w i t n e s s  o f  l a w f u l  age ,  b e i n g  c a l l e d  a s  a w i t n e s s  by  t h e  

F l o r i d a  P u b l i c  S e r v i c e  Commiss ion ,  h a v i n g  b e e n  f i r s t  d u l y  

s w o r n ,  t e s t i f i e d  u n d e r  o a t h  a s  f o l l o w s :  

DIRECT EXAMINATION 

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

Q .  Would you p l e a s e  s t a t e  y o u r  name a n d  t h e n  s p e l l  

i t  f o r  t h e  c o u r t  r e p o r t e r .  
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A. 

Q. 

A. 

0. 

A. 

Q. 

A. 

Q -  

A. 

Q. 

A .  

Q. 

..- ~ 

Do you have a zip code for that? 

Is that a business address? 

No, that's my residence. 

Do you have a phone number? 

Yes. My work number is 786-0917. 

f 

Are you represented by an attorney here today? 

Yes, I am. 

I'll ask her to put her appearance on the record. 

MS. PIKE: Teresa Pike, appearing on behalf of 

Linda Moss. 

Q. Did you bring anyone else with you to this 

lepos it ion? 

A .  I brought the union representative, Mack Gorden. 

Q. I'll ask Mr. Gorden to put his appearance on the 
6 -  . 

-ecord. 

MS. PIKE: State your name for the record, Mr. 

Gorden. 

MR. GORDEN: Mack Gorden. here on behalf of CWA 

local 3104. 

MS. RICHARDSON: Thank you Mr. Gorden. Mr. 

Gol-den, I guess in the interest of the fact that there 
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a r e  otheL p,al.ties in this c a s e ,  wo~ilcl y~ou pledse gix-e 

d business address and a phone number f o r  the rec%rd. 

MR. GORDEN: 2131 Southwest 15th Street, Pompano, 

Florida, phone number 305-979-3104. 

MS. RICHARDSON: DO YOU happen to know the Zip 

code there. If you don't that's okay. 

MR. GORDEN: No. 

Q. Ms. Moss, have you discussed this depositio3 here 

A .  Well, 

would be corn 

is  is that we 

lked with him 

Q. Anyone 

lay with anyone other than your attorney or counsel for 

ithern Bell? 

A. Yeah. 

Q. Who have you talked to? 

* 

Wayne Tubaugh came in and briefed us that 

ng before the whatever committee whatever 

would be giving our deposition. So we 

else besides Mr. Tubaugh? 

A .  Well, the employees, you know, we've spoken among 

rselves. 

Q. Have you all talked about the questions and 

swers? 

A. No, I haven't. I really haven't had time - -  What 

employees o r  my co-workers, no. 

Q. Have you given a statement to the company in the 

st? 
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A .  U h - h u h .  

a. Do you remember when you gave that? 

A .  N o .  

MS. PIKE: If I can interject, you need to 

answer either yes or no for the benefit o f  the court 

reporter because she doesn't know how to spell uh-huh 

Q. Was it a year ago, two years ago approximately. 

A .  I really don't know. I'm really bad when &t 

:omes to time. I mean, you know, we've worked so'much 

since the hurricane that the days just - -  I don't even 

m o w  what day it is half the time. We're in a seven day 

Iffice anyway and I kind of get confused. 

MS. P I K E :  If you don't know, tell her you don't 

know. 

A .  Okay. I'm sorry. I really don't know. 

Q. Do you know who was present at the time you gave 

:hat statement? 

A .  No. I can't remember the names. 

Q. Do you remember their positions? 

A .  I think they were attorneys for the company. 

Q. Was someone from the union there? 

A .  I don't believe s o .  I mean, I don't know. 

Q. Did you have an attorney present? 

A .  No. 

0 .  Has anyone advised you that you would not be 
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liscipline~~ based u p o n  what eve^ 

; 0 day ? 

answers: y o u  g i v e  U S  here 

- 
A .  Yes. 

Q. Has anyone discussed with you the possible 

:riminal penalties that could apply if you perjure your 

zestimony here today? 

A .  Has anyone discussed with me the penalties that 

_. 
dould apply? 2 

Q .  

A .  No. I haven't been advised. I know what perjury 

If you perjured your testimony here today. 
I 

is but I haven't been advised as to what consequences I 

ioulcl face if I perjured myself. 

Q. If at any time I ask you a question that you 

jon't understand and you want me to clarify, feel free to 

3 s k  me to do s o .  If at any time you want to ask your 

attorney questions off the record, just tell me and we'll 

stop the court reporter and you can have whatever 

discussions you need to on that; is that okay? 

A. Uh-huh. 

Q. That's a yes? 

A. Yes. 

Q. What is your present position with the company? 

A. I'm a maintenance administrator. 

Q .  How long have you held that position? 

A .  S i n c e  F e b r u a r y  o f  ' 9 0 .  
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a. What ii’ere y o u  before you becarne a maintenance 

3 dm i n i s t 1’ at o r ? 

A .  A service representative in the business office. 

Q. How long were you a ser-vice rep? 

A .  Thirteen years give or take a Sew. 

Q. Why did you decide to become or did you decide to 

become a maintenance administrator; was the move voluntary 

on your part? 

A .  Yes. 

Q. Why did you leave the business office? 
. 

.. 
i 

A .  I hated it there. No, I wanted to get out. I 

mean, I wanted to be closer to home and I didn’t like 

sales 

Q. Did you like sales when you first started? 

A .  Yes. I would say - -  I mean, thirteen - -  Yeah, I 

would say I enjoyed sales, yes. 

Q. Did the nature of your work change while you were 

a service representative in the business office in terms 

O S  atmosphere or work environment? 

MR. BEATTY:  Objection, relevancy 

Q. Can you not answer or do you need further 

c 1 ai- i S i c a t i on ? 

A .  Clarify that f o r  me, will you? 

Q. What kind of sales did you conduct for the 

3usiness off ice while you were thei-e? 
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A .  When I s t d l - t e d ?  
- 

Q .  Y e s .  

A .  I n  J a n u a r y  of  ' 7 7  we were s t i l l  i n  t h e  p h o n e  

s i n e s s  s o  we s o l d  phones .  

Q. D i d  t h a t  - -  

A .  And we s o l d  f e a t u r e s  t o o ,  I s u p p o s e .  

Q. Did t h a t  c h a n g e  i n  1984 w i t h  t h e  b r e a k  u p  of  

.. 
&T? i 

A .  Yeah. I t  c e r t a i n l y  clid.  Yeah,  w e  no lo'nger 
i 

n d l e d  s e t s .  

Q .  Did you r e c e i v e  a n y  f u r t h e r  s a l e s  t r a i n i n g  a f t e r  

e b r e a k  up o f  AT&T? 

A .  Yeah. S a l e s  t r a i n i n g  h a s  b e e n  a n  - -  was an  

g o i n g  t h i n g .  

Q .  I n  y o u r  o p i n i o n  i s  t h e  s a l e s  t r a i n i n g  t h a t  you  

c e i v e d cus tom e r o r  i e n t e d ? 

A .  D e f i n i t e l y .  

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

Q. Do y o u  f e e l  t h a t  i n  any  o f  t h e  t r a i n i n g  t h a t  you  

v e  r e c e i v e d  t h a t  any  o f  i t  was d i r e c t e d  a s  h i g h  p r e s s u r e  

l e s ?  

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

f a r  a s t r a y  o u t s i d e  t h e  bounds  o f  t h i s  d o c k e t  a n d  I 

s u g g e s t  t h a t  w e  move o n t o  a more r e l e v a n t  s u b j e c t  

m a t t e r .  
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>I:;. P I K E :  I join in that objection. 

Q. Y O U  can still answer the qu.estion. 

A. I forget the question. 

Q. Has the sales become high pressure sales in the 

last - -  or since the break up of AT&T? 

A. I think sales has always been a pressure. Sales 

by nature is a pressure. 
.. 

Q. Did you have quotas? 2 

MR. BEATTY: Objection, relevance. Agai'n, we're 
* 

going for outside the bounds of this docket and what 

is relevant in this procedure. I would object to 

this. 

A .  We've always had quotas. 

Q. When you moved to become an administrator, did 

you continue selling services and features for the 

company? 

A. No. No. I actually - -  It was a referral 
process. If we saw - -  If I saw the need I would make 

recommendations and refer them to the business office. We 

were not involved. I can't say that I was involved in 

sales per say. I did not perceive myself as a 

salesperson, no. 

Q. Did you participate in any of the sales 

promotions or campaigns that the company had for 

n i d  i 11 t e n a n c  e adm i II is t ra t o r s  ? 
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A .  I ~leve i -  won any p r i z e s .  I n e v e r  c a r e d  t ibout  i t .  

" 
I d i d n ' t  c a r e  a b o u t  s a l e s  a t  a l l .  

Q .  

A .  

Q. 

n s t r u c  

Q .  B u t  d i d  you p a r t i c i p a t e  a t  a l l ?  

A .  The r e f e r r a l s  p rogram p r o b a b l y  can  b e  

c o n s i d e r e d  -- 

P a r t  o f  t h e  s a l e s  campa ign?  

Yeah. So y e s ,  I g u e s s  I d i d .  

Do you know w h e t h e r  o r  n o t  you  r e c e i v e d  an$ 

i o n s  t o  k e e p  t r a c k  o f  y o u r  t ime t h a t  you kpen  
* 

s e l l i n g  w i t h  t h e  c u s t o m e r  as  o p p o s e d  t o  t i m e  you s p e n t  

h e l p i n g  them w i t h  a r e p a i r  p r o b l e m ?  

MR. BEATTY: T h i s  i s  i n  t h e  n e t w o r k  d e p a r t m e n t  

o b v i o u s l y .  

A .  No. I ' m  s u r e  t h a t  t h e r e  were p e o p l e  who d i d  k e e p  

t r a c k  b u t  I m y s e l f  n e v e r  d i d .  And I c a n ' t  r e c a l l  e v e r  

b e i n g  i n s t r u c t e d  t o  k e e p  t r a c k  o f  s u c h  t h i n g s ,  you know. 

Q .  When you were a main tenance  a d m i n i s t r a t o r  where  

were you l o c a t e d ?  Which I M C  were you w o r k i n g  a t ?  

A .  I h a v e  a l w a y s  b e e n  a t  t h i s  o n e  1 2 3 0  N o r t h  

F e d e r a l .  

Q .  Who i s  y o u r  p r e s e n t  f i r s t  l e v e l  s u p e r v i s o r ?  

A .  D e n n i s  M a r s h a l l .  

Q .  How l o n g  h a s  h e  b e e n  y o u r  f i r s t  l e v e l  s u p e r v i s o r ?  

A .  Gosh,  I d o n ' t  know. A g a i n ,  I h a v e  a h a r d  time 

w i t h  t i m e s .  
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Q. X b o i t i  J y : c . a ~ .  d u  ytru h a v e  a n y  icled:'  

A .  Seems l i k e  l o n g e r  t h a n  t h a t . .  Maybe a y e a r  aiid a 

i a l f .  I d o n ' t  know. 

Q -  Do you know who i t  w a s  b e f o r e  M r .  M a r s h a l l ?  

A.  Don S c h e n a .  A g a i n ,  I c a n ' t  remember how l o n g  I 

- 

gas w i t h  him e i t h e r .  

Q .  Can you name a n y  o t h e r  f i r s t  l e v e l  s u p e r v i s o r s  

: h a t  y o u ' v e  h a d  s ince  you moved t o  Pompano a s  a 

n a i n t e n a n c e  a d m i n i s t r a t o r  i n  1 9 9 0 ?  
- 

A .  I h a d  C a r l a  L o c k e r d .  She was my f i r s t  o n e .  

Q .  Can you name y o u r  s e c o n d  l e v e l  s u p e r v i s o r s  i n  

'ompano a s  a n  MA? 

A .  D e n n i s  S l a t t e r y .  

Q .  Is h e  t h e  o n l y  o n e ?  

A .  Y e s .  

Q .  Who i s  y o u r  o p e r a t i o n s  manage r?  

A .  Bob S a t t i z a h n .  

Q .  Has lie b e e n  y o u r  o p e r a t i o n s  manage r  t h e  e n t i r e  

: i m e  y o u ' v e  b e e n  a n  MA? 

A .  Y e s .  

Q .  What k i n d  o f  t r a i n i n g  d i d  you r e c e i v e  f o r  y o u r  

n a i n  t e n  an  c e a dm i n  i s t r a t o r  po s i t  i on?  

A .  Well ,  I r e c e i v e d  on t h e  j o b  t r a i n i n g .  And I 

J e n t  t o  c l a s s e s ,  t e s t i n g  c l a s s e s ,  d i f f e r e n t  c l a s s e s .  

V .  What kinds o f  t h i n g s  o r  d u t i e s  d o  y o u  d o  a s  a 
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ii a -i~ 11 t en an c e a dni in i s t r a t c r ? 

A .  I test customers' lines. I determine i f  the- 

problem is inside or outside, whether to dispatch out or 

to refer it in. 

Q. When you say refer it in, does that mean to the 

central office? 

A. Well, yes or to the translations people or the 

switching people. 3 
Q. Do you also close out trouble reports? ~ 

A. Yes, I do. 

Q. Have you ever heard of the phrase "backing up the 

time " ? 

A. Yes. 

0. What does that mean to you? 

A. Well, that means that you close the time to the 

time that it was actually cleared, when the problem was 

actually fixed. 

Q. M s .  Moss, I'm going to show you a document and 

this is Citizens Third Set of  Interrogatories. An 

interrogatory is a question that I've put down in writi 

and mailed to the company. And they've given me a written 

response. This is dated June 6 ,  1991. 

And I've asked the company to identify employees 

who have knowledge about falsifying completion times on 

repair reports. And the company has given me some names 
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3f employees  who m i g h t  h a v e  some in fo rmaLio l l  c i b o U t  b a c k i n g  

u p  c l e a r i n g  t ime.  What I'll do is, .I'll go o f f  the I--ecord 

and l e t  you read t h i s  a n d  d i s c u s s  it w i t h  y o u r  a t t o r n e y  

i f  you would l i k e  t o .  When y o u ' r e  r e a d y  w e ' l l  go b a c k  on 

t h e  r e c o r d  a n d  I'll a s k  you  some q u e s t i o n s .  

( T h e r e u p o n ,  a n  off t h e  r e c o r d  d i s c u s s i o n  was 

h e l d .  1 

Q. A r e  you r e a d y ?  

A. Uh-huh. 

Q. 

?. 

i 

A. 

Q. O t h e r  t h a n  b a c k i n g  up t h e  c l e a r i n g  t i m e  t o  t h e  

s e r v i c e  r e s t o r a l  t i m e ,  what  o t h e r  i n f o r m a t i o n  d o  you h a v e  

% b o u t  b a c k i n g  u p  c l e a r i n g  t imes?  

A.  T h a t ' s  t h e  o n l y  i n f o r m a t i o n  I h a v e .  

Q. Do you know of a n y o n e  who h a s  b e e n  i n s t r u c t e d  t o  

3ack up  a c l e a r i n g  t i m e  t o  a p o i n t  b e f o r e  s e r v i c e  was 
r -  

r e s t o r e d ?  

MR. BEATTY: I'll o b j e c t .  I t ' s  b e e n  a s k e d  a n d  

a n s w e r e d .  

A.  I'm s o r r y .  Reword t h a t  f o r  me. 

MS. P I K E :  I j o i n  i n  t h e  o b j e c t i o n .  Go a h e a d .  

Q. Have you h e a r d  of  a n y  manage r s  g i v i n g  m a i n t e n a n c e  

i d m i n i s t r a t o r s  i n s t r u c t i o n s  t o  back  up c l e a r i n g  t i m e s  t o  a 
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point beI:crre service was i-estored? 

.. A. No, I never have. 

Q. Have you heard of any employee in the company in 

any location deliberately placing incorrect clearing times 

on reports in order to meet the out-of-service over 

twenty-four hour commitment time? 

MR. BEATTY: Objection, asked and answered. 

-. 
2 A .  No, I don't know of any. 

Q. Are you aware of the company's requiremeht that 
-* 

out-of-service reports be repaired within twenty-four 

hours? 

A .  Yes. 

Q .  Are you aware of the commission, PSC requirement 

that at least ninety-five percent of out-of-service 

reports be cleared within twenty-four hours? 

A. No, I'm not aware of that. 

Q. Do you know if a customer is due a rebate if 

they're out-of-service more than twenty-four hours? 

A. Yes. 

Q .  D o  you know of any customer who has been denied a 

rebate because any time on the report has been falsified? 

A. I don't know of any customer who has been denied 

any rebate at all, any kind o f  credit from this company at 

all. When I worked in the business office, I mean, 

w h a t e v e r  tile custoiner wanted the customer got. You know, 
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1 0  - -  

they never ev-er argued a point. They just went according 

to what the customer said and that w.as it. - 
Q. As a maintenance administrator does that also 

apply? 

A .  

Q .  

Oh, yes. 

I'd like to show you another document. This one 

is titled Southern Bell's response to Preliminary Order 

No. PSC-93-0263-PCO-TL entered on February 19, 19932 And 

this was filed by Southern Bell with the commissibn in the 

rate case and it was filed on April 1, 1993. 

On page twelve there's a Linda M o s s  listed. By 

your name appears a series of numbers one, eleven and 

seventeen, I believe; is that correct? 

A .  No. It's one, two, three, eight, and eleven. 

Q. Okay. Thank you. 

A .  Uh-huh. 

Q. We've already discussed number one. Number two 

indicates that you may have some information about the use 

o f  cause codes. Can you tell me what a cause code is? 

A .  Well, I guess it just means basically what caused 

the problem, you know, what the problem was caused by. 

Q. Can you give me some examples? 

A .  Well, 1210 is a customer, you know, problem like 

B CPE problem. 0700 is like a test okay. 

Q. Are there cause codes for weather? 
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'1 . 0 9 0 0 .  Yes, t h e r e  a ~ - , z .  r r ] , a ~  ' 5 ~ I I I  0-120 I h e l i . e v e  

- 
o r  - -  

Q. D o  you know i f  a n y  of  t h e s e  c o d e s  would S t o p  t h a t  

t w e n t y - f o u r  h o u r  r e p a i r  c l o c k  o n  a r e p o r t ?  

A .  I d o n ' t  know. I d o n ' t  know how t h a t  would  e f f e c t  

i t .  

Q .  Do you  know i f  a n y  o f  t h e s e  c o d e s  would k e e p  a n  

o u t - o f - s e r v i c e  r e p o r t  f rom b e i n g  c o u n t e d  a s  a miss &f t h e  

company d i d n ' t  c o m p l e t e  t h a t  r e p a i r  w i t h i n  t w e n t y - f o u r  

h o u r s ?  
-. 

A .  I d o n ' t  know t h a t .  

Q .  Do you  know of  any  i m p r o p e r  u s e  by  a n y o n e  i n  t h e  

m a i n t e n a n c e  c e n t e r  o r  o u t s i d e  STs o f  c a u s e  c o d e s ?  

A .  I d o n ' t  know of  a n y ,  n o .  

Q. Y O U  i n d i c a t e d  t h a t  t h r e e  was a l s o  by  y o u r  name. 

A .  Yes. 

Q .  Number t h r e e  i s  r e b a t e s .  We've d i s c u s s e d  t h a t .  

L e t ' s  move o n .  Number e i g h t  I t h i n k  you  s a i d  was b y  y o u r  

name. 

A .  Y e s .  

Q .  Number e i g h t  i n d i c a t e s  t h a t  y o u  may h a v e  some 

i n f o r m a t i o n  a b o u t  i n s t r u c t i o n s  n o t  t o  s t a t u s  

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

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

A .  Yes. 
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(1. ~ l ~ c l  liheii d i d  y o u  r e c e i v e  Lliose'? 

A .  I d o n ' t  remember s p e c i f i c a L l y  t h e  d a t e s  b u t  i t  

das  on a h o l i d a y .  I t  was a m a j o r  h o l i d a y .  And t h e r e  w e r e  

3 n l y  f o u r  of u s  w o r k i n g .  And I d o n ' t  know i f  t h e y  e v e n  

had a c rew w o r k i n g  o u t s i d e .  I ' m  n o t  r e a l l y  s u r e  a b o u t  

t h a t .  I d o n ' t  remember.  

B u t  we w e r e  t o l d  t o  - -  T h e r e  was l i k e  a h u n d r e d  

and f i f t y  t r o u b l e s  i n  t h e  p o o l .  T h i s  was t o  b e  scre>ned 

and we were  t o l d  t o  s t a t u s  e v e r y t h i n g  s e r v i c e  e f f ' e c t i n g .  

Q .  Who g a v e  you t h o s e  i n s t r u c t i o n s ?  

A .  I ' m  n o t  r e a l l y  s u r e .  I t  would b e  t h e  p e r s o n  who 

Mas i n  c h a r g e  which  was a - -  I would a s sume  i t  was a 

r e l i e v i n g  s u p e r v i s o r  b e c a u s e  on a m a j o r  h o l i d a y  t h e y  d o n ' t  

have  an a c t u a l  manager  w o r k i n g .  

I d o n ' t  know. I d o n ' t  remember.  I t  may h a v e  

been  my v e r y  f i r s t  - -  I t  was p r o b a b l y  my f i r s t  m a j o r  

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

remember.  

Q .  T h a t ' s  f i n e .  D o  you know i f  t h a t  was a p r o p e r  

i n s t r u c t i o n  t o  be  g i v e n ?  

MS. P I K E :  I ' m  g o i n g  t o  o b j e c t  t o  t h e  fo rm.  G o  

a h e a d .  

A .  Could  you r e p e a t  t h a t  q u e s t i o n .  

Q .  L e t  me a s k  you t h i s .  Based  on y o u r  t r a i n i n g  t h a t  

Y O U  r e c e i v e d  when i s  i t  p r o p e r  t o  s t a t u s  a r e p o r t  a s  
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o u t  - CI L - s e r v i c e ?  

- 
A .  When tt's out-of -service. 

Q. Were any of these one hundred and fifty reports 

out-of-service based on the screening that was done? 

A .  I'm sure that they were. I'm sure there must 

have been. 

Q. And the instruction not to status them 

out-of-service, was that proper based upon your trazning 

and experience? 
-. 

MS. P I K E :  Same objection. 

A .  At the time I questioned, why would we status it 

out-of-service or service effecting if it is 

out-of-service. I questioned it. I was not given an 

answer. I was just told to do it. And I still don't know 

unclerstand why. 

And I thought - -  I just assumed that it had 

something to do with being a major holiday and having a 

skeleton crew. I was never given an explanation. And to 

this day I don't understand how they work that. I don't 

work that end of it. 

Q. Do you know if any of these reports were 

eventually restatused as out-of-service? 

A .  I have no way of knowing that. I don't know. 

Q. Did YOU process the closing of any of these 

report s ? 
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A .  possible. I liiean, I \yas r ~ o r k i i i y  t h a t  clay. 

Q. S O  y o u '  r e  unaware ;  y o u  may .have o r  may n o t  h z v e  

is  y o u r  a n s w e r ?  

A .  R i g h t .  

Q .  Number e l e v e n  i s  by  y o u r  name a l s o .  And t h a t  

i n d i c a t e s  s o m e t h i n g  t h a t  you may h a v e  some i n f o r m a t i o n  

a b o u t  i m p r o p e r  p r e p a r a t i o n  of  t r o u b l e  r e p o r t s .  O t h e r  t h a n  

dliat  you may h a v e  a l r e a d y  t o l d  m e ,  d o  you  h a v e  a n y  lj 

i n f o r m a t i o n  a b o u t  t h e  i m p r o p e r  p r e p a r a t i o n  o f  t r o k b l e  

r e  I, o r t s 7 

A .  What do  you mean by p r e p a r a t i o n ?  

Q .  H a n d l i n g ,  c o d i n g ,  s t a t u s i n g ,  c r e a t i o n .  

A .  Could  Y O U  r eword  t h e  q u e s t i o n  a g a i n .  T e l l  m e  

what it was a g a i n .  

Q .  Be g l a d  t o  t r y .  Do y o u  h a v e  a n y  i n f o r m a t i o n  

a b o u t  any  employees  who h a v e  i m p r o p e r l y  c o d e d  a t r o u b l e  

r e p o r t ?  

A .  S p e c i f i c a l l y ,  n o .  

Q .  A r e  Y O U  f a m i l i a r  w i t h  t h e  no a c c e s s  c o d e ?  

A .  Y e s .  

Q .  Can you b r i e f l y  t e l l  me what  no access  d o e s .  

A .  Well,  i t  means t h a t  t h e y ' r e  n o t  home o b v i o u s l y .  

A n c l  the  t e c h n i c i a n  h a s  made his - -  Whateve r  h e  c a n  c h e c k  

o u t s i d e ,  h e  h a s  c h e c k e d .  A n d  w i t h o u t  g e t t i n g  a c c e s s  i n t o  

t h e  home. he  c a i i ' t  g o  ally f u r t h e r ' .  S o  i f  t h e r e ' s  n o  one  
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I L ~ I U I ~ ,  lie n o  z . c c e s s e s  i t  i q h i c : h  t h rows  i t  i n t o  a n o t h e r  

c a t e g o r y .  L t h i o l i  t h e y ' r e  g i v e n  two. clays. L i k e  i t  g'bes 

i n t o  - -  .. 

Q .  A h o l d  s t a t u s  o r  someth-ing? 

A.  S o m e t h i n g  l i k e  t h a t .  I d o n ' t  know. I mean,  I'm 

n o t  up on how i t  works  b u t  I know t h a t ,  you know, t h e  

c u s t o m e r s  - -  They l e a v e  a n o t e  on t h e  d o o r .  And t h e  

c u s t o m e r  c a l l s  b a c k  and  l e a v e s  a number f o r  them t o J c a l l  

back and  make a r r a n g e m e n t s ,  a c c e s s  a r r a n g e m e n t s .  . 

Q .  Do you know i f  t h a t  no a c c e s s  s t a t u s  on a r epor t  

s t o p s  t h a t  t w e n t y - f o u r  h o u r  r e p a i r  c l o c k ?  

A .  I d o n ' t  know. 

Q .  Do Y O U  know of a n y o n e  who h a s  no a c c e s s e d  an  

o u t - o f - s e r v i c e  r e p o r t  b e f o r e  d i s p a t c h ?  

A .  No. 

Q .  Would you c o n s i d e r  t h a t  t o  b e  i m p r o p e r ?  

A .  Of c o u r s e .  

Q .  D o  you know of a n y o n e  who h a s  no a c c e s s e d  a 

r e p o r t  when t h e  c u s t o m e r  was t h e r e  and  t h e y  d i d  h a v e  

a c c e s s  t o  t h e  p r e m i s e s ?  

A .  No. 

Q .  Do you know what  a CON c o d e  i s ,  c a r r i e d  o v e r  no 

c o d e ?  

A .  I ' v e  h e a r d  of i t  b u t  I know we d o n ' t  u s e  i t  

diiyrnore. When I f i r s t  came ,  t . h e r e  u s e d  t o  b e  s o m e t h i n g ,  a 
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:C)X c o d e .  I d o n ' t  k~iow -,;hat i t :  b a s .  O t h e r  t h a n  j u s t .  

h a v i n g  h e a r d  o f  i t ,  I d o n ' t  know. I t h i n k  i t  had  

s o m e t h i n g  t o  d o  w i t h  f u t u r e  due  d a t e s .  

- 

Q .  Do you  know o f  a n y o n e  who u s e d  a CON c o d e  - -  L e t  

n e  a s k  you  t h i s  f i r s t .  D o  you know i f  t h e  CON c o d e  s t o p s  

t h e  t w e n t y - f o u r  h o u r  c l o c k  on t h e  r e p o r t ?  

A .  I d o n ' t  know t h a t ,  no b u t  i t  seems l o g i c a l  t o  m e  

t h a t  i t  would b e c a u s e  I t h i n k  i t  had  t o  d o  w i t h  a f G t u r e  

J a t e .  So i t  seems l o g i c a l  t h a t  i t  would somehow. 

Those  t y p e  o f  r e p o r t s ,  however ,  a r e  l i k e  s e r v i c e  

S f f e c t i n g .  I f  a p e r s o n ' s  o u t - o f - s e r v i c e ,  t h e y ' r e  n o t  

go ing  t o  want  t o  d e l a y  i t  f o r  a few d a y s  t o  g e t  s e r v i c e .  

I. mean, i t  would  be l i k e  a j a c k  t r o u b l e  o r  s o m e t h i n g  l i k e  

:ha t  b e c a u s e  t h e  c u s t o m e r  h i m s e l f  would h a v e  t o  r e q u e s t  a 

€ u t u r e  d u e  d a t e .  

Q .  Do you  know i f  r e p o r t s  f o r  o u t s i d e  p r o b l e m s  would 

>e CON'd? 

A .  No. I see no r e a s o n  f o r  t h a t ,  n o .  

Q .  D o  you  know o f  anyone  who h a s  u s e d  t h e  CON c o d e  

i i t h o u t  g e t t i n g  a f u t u r e  d u e  d a t e  r e q u e s t  f rom a c u s t o m e r ?  

A .  No. 

Q. D O  you know what  e x c l u d e d  r e p o r t s  a r e ?  

A .  Y e s .  

Q .  Can y o u  b r i e f l y  t e l l  m e  what  an  e x c l u d e d  r e p o r t  

1s .  
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A. [ t - s ;  <, l--rport* t h a t  i - e a i . i ~ ,  I C J : I ~ ' S S ,  c l u e s n ' t  h a v e  

a n y t t ~ i ~ l ~ ~  L O  d o  with S o u t h e r n   ell. L i k e  i f  i t ' s  - -  w % l l ,  

o r  i f  y o u ' r e  r e f e r r i n g  them somewhere e l s e  l i k e  f o r  

i n s t a n c e ,  t h e y  r e p o r t e d  a t r o u b l e  t h a t  may n o t  even h a v e  

t o  do  w i t h  S o u t h e r n  B e l l ,  you would e x c l u d e  i t .  Referred 

t o  f 

I f  i t ' s  f o r  i n f o r m a t i o n  l i k e  i f  a c u s t o m e r  

r e p o r t s  t h a t  s o m e t h i n g ' s  n o t  w o r k i n g  a n d  t h e y  d o n ' t 3 v e n  

h a v e  t h a t  s o m e t h i n g ,  y o u ' l l  c a l l  them a n d  s a y  w e l l ,  gee,  

you d o n ' t  e v e n  have  i t .  And t h e n  r e f e r  them t o  t h e  

b u s i n e s s  o f f i c e  t o  g e t  i t  i f  t h e y  wan t  it i f  t h e y  s o  

c h o o s e .  S o  t h a t  would be r e f e r r e d  t o  b u s i n e s s  o f f i c e  t o  

a d d ,  you  know, i f  t h e y  want  i t .  

* 

Q .  Can you e x c l u d e  o u t - o f - s e r v i c e  r e p o r t s ?  

A .  O h ,  no .  

Q .  Do you know of  anyone  who h a s  e x c l u d e d  

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

A .  No, I d o n ' t  know of anyone  who h a s  e v e r .  

Q .  Have you e v e r  had  a manager  d i r e c t  you  t o  come t o  

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

o u t - o f - s e r v i c e  r e p o r t  t h a t  was a b o u t  t o  g o  o v e r  

t w e n t y  - f o u r  h o u r s  ? 

A .  No * 

@ .  Can y o u  b r i e f l y  t e l l  m e  what  an  e m p l o y e e  

o r i g i n d t e d  r e p o r t  i s .  
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A .  , l ' h a L i s  w11er-e a technician Linds a trouble 

himself. And he calls and asks that you generate a - 
I trouble, you know. 

Q. If a customer were to ask the technician to phone 

the trouble in because the' customer's phone was completely 

out-of-service, would that be an employee originated 

report? 

No, that's a customer direct. .. 
2 I A -  

Q. Have you or do you know of  any instances- where 

customers were given an IMC call back number in order to 

report repeat troubles on their line? In other words, 

instead of calling the CRSAB to report a trouble a second 

or third trouble on that line, do you know if any 

customers were given a direct access number to the IMC? 

A. No. 

Q. Do you know of any instances of customer direct 

reports being generated as employee originated reports? 

A. I don't know of any personally, no .  

Q. Do you know of any instances where individuals 

have taken service effecting reports and closed them out 

as out-of-service when they were not out-of-service 

reports? 

A. Not when they were not, no. 

Q. Do you know what a test okay is? 

A. Yes. 
I 
I 

I I ~ ' .  r n - 1  . ' - - I  i . . . n  r 1 1 . 1 1 . 1  n r n l , n m T , / r  " r " T ' T r . 7 :  T \ i C  ~ , - , _ r . n c ' 7  
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0 .  call y o u  b r i e f l y  e x l ~ l a i 1 1  t o  IIIC? Vi la : ;  i; t e s t  okay 

: e p o r t  i s .  * 

A .  T h a t  means if t h e i r  l i n e  i s  t e s t i n g  o k a y  a n d  

; h e r e ' s  no t r o u b l e  f o u n d .  

Q .  I f  you  h a v e  a l i n e  t h a t ' s  t e s t i n g  okay  a n d  y o u ' v e  

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

is i t  p r o p e r  u n d e r  t h e  c o m p a n y ' s  p r o c e d u r e s  t o  c l o s e  t h a t  

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

A .  I ' m  s o r r y .  Cou ld  you r epea t  t h a t .  

Q .  T h a t ' s  f i n e .  No p r o b l e m .  

A .  I was t h i n k i n g  o f  s o m e t h i n g  e l s e .  

Q .  I do  t h a t  all t h e  t i m e .  I t ' s  g e t t i n g  l a t e  i n  t h e  

j a y  f o r  me t o o .  I f  you h a v e  a t e s t  okay  r e p o r t  a n d  y o u ' v e  

t e s t e d  i t  and  i t ' s  t e s t i n g  okay  a n d  you c a l l  t h e  c u s t o m e r  

3ncl t h e  c u s t o m e r  s a y s  my l i n e  i s  w o r k i n g  f i n e ,  i s  i t  

? r o p e r  t o  t a k e  t h a t  r e p o r t  t h e n  and  c l o s e  i t  o u t  a s  

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

, 

A .  Oh, o f  c o u r s e  n o t .  

Q .  Have you e v e r  h e a r d  o f  t h a t  be ing  d o n e ?  

A .  N O .  

Q .  Has anyone  e v e r  asked you t o  do  t h a t ?  

A .  No. 

Q .  Do you know of  anybody who h a s  u s e d  somebody 

e l s e ' s  employee  c o d e ?  

A .  N O .  
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c,. D O  yor.1 k;liou o f  anyone  who h a s  l l u t  i a l s e  

-, 
i .n€orn ia t ion  on a c u s t o m e r  r e p o r t ?  

A. No. I mean, I d o n ' t  see how I would  know 

s o m e t h i n g  l i k e  t h a t .  If somebody d i d  s o m e t h i n g  l i k e  t h a t ,  

I ' m  s u r e  t h e y  w o u l d n ' t  t e l l  me a b o u t , i t .  No, I d o n ' t  know 

o f  a n y t h i n g .  

Q .  Have you e v e r  been d i s c i p l i n e d  b y  t h e  company f o r  

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

A .  N o .  

Q .  Have y o u  e v e r  been g iven  any  k i n d  of  i n f o r m a l  
: 

t a l k i n g  t o  by  a manager  f o r  y o u r  h a n d l i n g  of  c u s t o m e r  

r e p o r t s ?  

A .  No. I mean, o t h e r  t h a n  g u i d a n c e  and  t r a i n i n g ,  I 

would s a y  no .  

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

work a s  an  MA? 

A .  No. 

Q .  Do you  know o f  anyone  who h a s ?  

A .  I c a n ' t  t h i n k  of  any  i n d i v i d u a l .  I ' m  s u r e  p e o p l e  

h a v e  b u t  I c a n ' t  t h i n k  o f  anybody.  

Q .  Have you h e a r d  of any  manage r s  s t a t u s i n g  and 

c l o s i n g  c u s t o m e r  t r o u b l e  r e p o r t s  on  t h e i r  own? 

A .  No. 

Q .  I ' d  l i k e  t o  a s k  you  a b o u t  d i s p o s i t i o n  c o d e s .  Can 

y i ' i . ~  t.c.11 me h l i a t  a d i s p o s i t i o n  c o d e  i s .  
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.. A .   isp position c o d e .  O h ,  I t h o u g h t  we \;ere t . a l k i n g  

Y O U  iGere t a l k i n g  > b o u t  t h a t  b e f o r e  w h e n  you a s k e d  m e  

i b o u t  c a u s e  c o d e s .  

Q -  Yes. 

A .  O h ,  I c o n f u s e d  t l i a t  t h e n  l a s t  t i m e  I s p o k e  a b o u t  

; h a t  because t h e  0420 i s  a d i s p o s i t i o n  c o d e  n o t  a c a u s e  

:ode .  

Q .  Then l e t ‘ s  go  b a c k  and  p i c k  up  t h e n  s i n c e  we g o t  
/ 

: h i n g s  k i n d  o f  t u r n e d  a r o u n d .  Do you  know of  a n y - c a u s e  

:odes  t h e n  l i k e  a w e a t h e r  c o d e  o r  a c u s t o m e r  a c t i o n  c o d e  

: h a t  would  exempt a r e p o r t  o r  k e e p  i t  f rom b e i n g  c o u n t e d  

i s  a miss a g a i n s t  t h e  company? 

A .  I d o n ’ t  know o f  a n y ,  n o .  

Q .  Do you know o f  a n y  m i s u s e  o f  c a u s e  c o d e s ?  

A .  No, I d o n ’ t  know o f  a n y .  

Q .  Then i f  you were t h i n k i n g  a b o u t  d i s p o s i t i o n  c o d e s  

j u s t  t o  make s u r e  w e  a r e  c l e a r ,  do  you know o f  anyone  who 

i a s  m i s c o d e d ,  d e l i b e r a t e l y  m i s c o d e d  d i s p o s i t i o n  c o d e s ?  

A .  Not t h a t  I know o f ,  n o .  

Q .  I ’ d  l i k e  t o  a s k  you  s p e c i f i c a l l y  t h e n  a b o u t  t he  

i n s i d e  w i r e  c o d e .  I s  i t  a d i s p o s i t i o n  c o d e ?  

A .  I n s i d e  w i r e  c o d e ?  

Q .  O r  c o d e s .  T h e r e  maybe more t h a n  o n e .  I ’ m  n o t  

j u r e .  I t h i n k  t h e y ’ r e  t w e l v e  h u n d r e d  c o d e s ,  C P E  c o d e s .  

A .  W e l l ,  t h a t  would b e  t w e l v e  h u n d r e d ,  yedl i .  \\‘hen 

29 
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the  CJII\-  g o e s  owl. a n d  t.ilc!y d ~ ~ i i ' t  ha \ - e  o r  t i le\ .  do h a v e ,  

y e a h .  Okay. - 
Q .  D o  you  e v e r  d e a l  w i t h  c l o s i n g  r e p o r t s  t o  i n s i d e  

wire  c o d e s ?  

A .  When t h e  t e c h n i c i a n s  eve r  c a l l  u s  t o  c l o s e  o u t  

l i v e ,  w e  a s k  them what  c o d e s  a n d  w e  p u t  down w h a t e v e r  

c o d e s  t h e y  t e l l  u s .  S o  w e  - -  You know, w e  d o n ' t  q u e s t i o n  

them a b o u t  t h e  d e t a i l s  o f  t h e  s i t u a t i o n  o r  t h e  t r o u b l e  

t h a t  t h e y  f o u n d .  

I 

T h a t ' s  t h e  o n l y  t ime t h a t s  we wou ld  b e  d e a l i n g  

w i t h  a c o d e  l i k e  t h a t  o r  any  c o d e s  f o r  o u t d o o r  p e o p l e .  

Myself  a s  a n  MA, I would c l o s e  a 1 2 1 0 ,  2 1 0  i f  t h e  t r o u b l e  

was s p e c i f i c a l l y  i n  t h e  c u s t o m e r ' s  e q u i p m e n t .  

Q .  When t h e  ST c a l l s  i n  and  g i v e s  you  t h e  

d i s p o s i t i o n  c o d e ,  d o e s  h e  a l s o  g i v e  you i n f o r m a t i o n  f o r  a 

n a r r a t i v e ?  

A .  Yes, h e  g i v e s  me a n a r r a t i v e .  

Q .  O n  any  o f  t h e s e  c o n v e r s a t i o n s  t h a t  you  h a v e  h a d  

w i t h  S T s  c l o s i n g  o u t  t o  t h e  t w e l v e  h u n d r e d  i n s i d e  w i re  

c o d e s ,  d i d  a n  ST e v e r  g i v e  you a n a r r a t i v e  t h a t  i n d i c a t e d  

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

r e s i d e n c e ?  

A .  Not t o  my knowledge ,  n o .  

Q .  M s .  Moss, I want  t o  t h a n k  y o u .  I a p p r e c i a t e  you  

!JcincJ l iere.  ' I l i d L ' s  a l l  t h e  c lues t i . ons  I h a v e  f o r  y o u .  
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n . 1 t<aiit t o  s a q ~  U I I E .  t h i n g  be(.:ause it.'s ~ o r k i n c ~  on  

my iiiind. You asked me i f  anyone has ever given n U m b e 2 - s  

inside here to a customer to call back. And I myself give 

my phone number often times to customers to call me back. 

But if there is no trouble built, I ask them to 

call 611 and report it. And then whenever I'm able to, I 

go  and pick up the trouble but that's only out of my 

concern for the customer whom I've already worked wkth. 
/ 

But in that instance, I would - -  You know, I give my 
number out all the time to customeEs so that I can be 

access ble to them. 

Q. If the customer doesn't want to call the CRSAB to 

report the second trouble, do you do that for them? 

A .  I am one o f  the persons who can, who is allowed 

to build a trouble 

Q. Okay. I'm sorry. I wasn't aware of that. 

A. But I mean, most customers wouldn't object to 

calling 611 if I just simply explained to them that, you 

know, thank for calling. I appreciate you calling. And 

you know, I'd like to help you with this but I don't have 

a trouble report. 

If you could just please do me the favor of 

calling 611. and reporting it. And then when the trouble 

comes in, I'll pick it u p  and, you know, get right on it. 

! l u s t  p e o p l e  never object to that. 
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Q .  C a l l  y u u  b u i l d  a t r o u b l e  1,); t h e  t r o u h j e  ~ I I : . I . Y  

: iask? .. 

A .  Yes. 

Q .  You s t i l l  h a v e  t h a t  c a p a b i l i t y ?  

A .  Y e s ,  I d o .  

Q .  And i f  - -  L e t  m e  a s k  i t  t h i s  way t h e n .  Have you  

.n t h i s  p r o c e s s  o f  g i v i n g  o u t  y o u r  number f o r  c u s t o m e r  

i e r v i c e  r e a s o n s  b u i l t  t r o u b l e s  for c u s t o m e r s  t h e n  who h a v e  

: a l k e d  t o  you a b o u t  r epea t  p r o b l e m s ?  

/ 

A .  I p r o b a b l y  h a v e  b u t  I can't say  t h a t  I remember 

i p e c i f i c a l l y .  L i k e  I s a i d ,  my r o u t i n e  i s  a l w a y s  t o  t e l l  

:hem t o  c a l l  6 1 1  and I r a r e l y  come a c r o s s  someone who 

i b j e c t s .  A g a i n ,  t h e s e  a r e  c u s t o m e r s  t h a t  I h a v e  d e a l t  

i i t h  a l r e a d y  p r e v i o u s l y  s o  we h a v e  a r a p p o r t .  

Q .  And on t h e  few o r  011 t h e  o n e s  - -  L e t  m e  s a y  t h i s ,  

:he t r o u b l e s  t h a t  you h a v e  b u i l t ,  a r e  t h o s e  c u s t o m e r  

l i r e c t  o r  employee  o r  - -  
A .  Customer d i r e c t .  

Q .  A r e  you t h e n  r e s p o n s i b l e  f o r  d i s p a t c h i n g  t h e  o n e s  

: h a t  y o u ' v e  b u i l t ?  

A .  No. No b u t ,  you know, i f  I b u i l t  o n e ,  I would 

:ake  t h e  r e s p o n s i b i l i t y  o f  s c r e e n i n g  i t ,  you know, b e c a u s e  

1 f e e l  t h a t  I h a v e  commi t t ed  m y s e l f  t o  t h a t  c u s t o m e r  s o  - -  

Q .  I s  t h e r e  a n y t h i n g  e l s e  t h a t  you  wan ted  t o  a d d ?  

A .  No. 
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Q .  I L l i i n k  1'm thl:ough. 'rllelt. ~ a y b e  uiie o r  t ~ o  C r o n i  

i round t h e  t a b l e .  Thank yolr. .. 

MR. GREER: I ' v e  got a c o u p l e .  Ms. Moss, I 

b e l i e v e  you s a i d  t h a t  you no  l o n g e r  u s e  CON c o d e s ;  i s  

t h a t  c o r r e c t ?  

THE WITNESS: R i g h t .  

MR. GREER:  I b e l i e v e  you  a l s o  s a i d  t h a t  t h e  

C O N  c o d e  d e a l t  w i t h  f u t u r e  due  d a t e  r e q u e s t s ?  -: 
2 

THE WITNESS: Yes, I b e l i e v e  t h a t  i t  d i d .  

M R .  G R E E R :  How do  you s t a t u s  f u t u r e  due  
* 

d a t e  r e q u e s t s  t o d a y ?  

THE WITNESS: W e l l ,  i t  goes t o  a - -  I would 

s t a t u s  i t  o n e .  I ' m  d e a l i n g  w i t h  a c o m p u t e r .  I go 

1050 and  1 0 6 .  So t h a t ' s  o n  h o l d  t o  

1 0 6  which i s  a f u t u r e  due  d a t e ,  I t h i n k  - -  

MR. G R E E R :  What was t h a t ?  

THE WITNESS: Do you  s e e  1 0 6  on t h e r e ?  I t ' s  

u n d e r  I - S - T ,  I b e l i e v e .  Did you s e e  i t ?  L e t  m e  show 

you .  T h i s  i s  n o t  t h e  c u r r e n t  one t h a t  w e  

u s e  e i t h e r .  No,  t h i s  i s  n o t  c u r r e n t .  

MS. R I C H A R D S O N :  Does t h a t  h a v e  a d a t e  on i t ?  

THE WITNESS: J a n u a r y  1 9 9 2 .  T h i s  i s  n o t  

c u r r e n t .  We d o n ' t  u s e  t h i s  o n e .  

MR. G R E E R :  T h a n k  you. T h a t ' s  a l l  I h a v e .  
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(Whereupon. t he  deposition was 

concluded at 4 : 4 0  o'clock p.ni.1 

AND FURTHER DEPONENT SAITH NOT. 

STATE OF FLORIDA 1 
1 

IOUNTY OF BROWARD 1 
ss 

Witness 

SWORN to and SUBSCRIBED before me this 

City of Fort Lauderdale, County of 
Broward, State of Florida. 

, 1993, in the day of 

Notary Public, 
State of Florida at Large 

fy Commission Expires: 
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C ERT I PI C ATE 

STATE OF FLORIDA ) 

COUNTY OF BROWARD ) 
) ss  

.. 

I, CHRISTINE A. AMAN CANNON, a Notary Public in and 

for the State of Florida at Large: . 

DO HEREBY CERTIFY that the foregoing deposition was 

taken before me at the time and place therein designated; 

that the deponent was by me duly sworn; that my shorthand 

notes were thereafter reduced to typewriting under my 

supervision: and the foregoing pag6s 1 through 35 

inclusive, are a true and correct record of the testimony 

given by the witness. 

I FURTHER CERTIFY that I am not a relative or 

employee of any of the parties, nor relative or employee 

of such attorney or counsel, or financially interested in 

the foregoing action. 

WITNESS MY HAND AND SEAL this 5th day of August, 

1993, in the City of Fort Lauderdale, County of Broward. 

State of Florida. 

r )  nfl* 
CHRISTINE A. AMAN CANNON. 
Notary Public, . State of Florida at Large 
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