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DEPOSITION OF

GLORIA HEALEY

The Deposition of GLORIA HEALEY, a witness in
the above-entitled cause, tak‘en by the Office of Public
Counsel herein, beforé Steven Entelis, a Notary Public in
and for the State of Florida at Large, at 255 North Sykes
Creek, Merritt Island, Florida, -commencing at 2:30 p.m., on .

September 1, 1993, pursuant to Notice.
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THEREUPON:
GLORIA HEALEY
a witness herein, having been duly sworn, was examined
and testified as follows:
DIﬁECT EXAMINATION
BY MR. BECK:

o] Ms. Healey, my name is Charley Beck and I am
with the Office of Public Counsel, and I will be starting
off your deposition.

A Okay.

0 I want to let you know right off that I am not
going to ask you the name of any service representatives or
members of the Union as far as what they may or may not have
done right along. That is not the intent of the deposition.

| I will be asking about the type of services

provided to customers, the conditions in which you worked.

If as we go through this my questions aren't
clear, let me know. IXf you want to take a break, let me
know. There is nothing to be afraid of here, although I am
sure this is a threatening thing. It need not be.

So, if you want to take a break, let us know,
If anybody's questions aren't clear, stop them and make sure
it is clear before going forward.

A Right.

0 Could you please state your name?

Melbourne (407 ) 952-5666 Bre';ard Court ReporterS, IHC. Titusville 1-800-275-1170
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A I know that. It is Glorida Healey.

Q Okay. Are you employed by Scuthern Bell?

A Yes, I am,

Q What position do you have with the company?

A I am a service representative here.

Q How long have you been working here in Merritt
Island?

A Merritt Island, since '85, August of '95.

Q Has that been as a service representative the

entire time?

A Yes,

Q Have you worked elsewhere for Southern Bell?

A VYes. In South Florida.

Q Okay. How long were you a service representative
there? |

A Since '79.

Q As a service representative, have you ever had

an occasion where a customer calls in and tells you that
there were services on their bill that they had not ordered? .

A Yes.

Q Could you make an estimate of about how often
that has occurred to you?

A No. 1I'm sorry.

Q Okay. What do you do when a customer calls in

and says that?

Melbourne (407) 952-5666 Brevard Court Repoﬂers’ Inc. Titusville 1-800-275-1170
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A We find out what happened.

Q Okay. What do they do, just tell you that the

services on their bill was never ordered? What do you do

then?

A I adjust it,

0 Is there any place that you would refer those
calls to?

A No.

Q Adjust it yourself and that would be the end of
it?

A I'm not sure. We have guality control and we

write it down on a sheet and we send it off to them.

If it is, somebody that says they haven't had
it, you know, if it has been a year or so, you know, that's
what they do.

0 Okay. Do you know how long the procedures have

been in effect for referring that over to quality control?

A Quality group.

0 Yes.

A Maybe a year or more. I don't know exactly.
Q Are you familiar with the term customer

centered sales?

A Yes.
0 Could you just very generally describe what that
is?
Melbourne (407) 952-5666 Brevard Court Reporters, Inc. Titusville 1-800-275-1170
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0
used by the
used?

A

Q

pr

9]
A

That is for us to go in and try to find a need,

that the customer would need something, a service, and then

sell to that need.

Okay. Are you familiar with the term bridging?

Yes.
What is that?

That is if a customer called in for any reason

to see if they want one of our services, one of our option

Are there any calls during which you would not

bridge the customer to a sales?

If they call when to repair, if the customer

was very angry, if I didn't feel like the customer, you
know, had time, they were on their lunch break or something,

don't have time.

Do you recall what type of sales technique was
company before customer centered sales was

No. Not offhand, no.

Have you ever heard the term quickvclose?

Yes. |

Could you describe what that is?

That is packaging, we had a package with a call,

customer call-in service where the customer would get four

services, there would be a discount in it, and also offering
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the local services as a package, and then going over it with

them.

Q Okay. Would you just give them one price for
the whole group of services? .

A One price and then you go over it, yes.

o] Would you tell the customer which, you know,
separate the optional services from the required local
service charges?

A I don't remember. It has been a long time.

I can't remember how I did it. I don't remember
separating chafges.

I remember going over all the charges. That is
all I can tell you.

0 ~Is that a permissible sales technique at the
present time?

A Mandatory sales technique.

o) I mean, the quick close?

A Oh, the quick close, no.

0 Okay. Do you know when that -~

A I'm sorry. I thought you meant going over the
services.

Q Would you know when the use of the quick close
ended, the approximate time frame?

A That has been about three years ago, at least.

0 Have there e;er been instances when you
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bridged a customer to a sales presentation where you didn't
think the customer could afford the services?

A I don't understand that.

Q Well, let me give you an example. Sﬁppose an
elderly person on a limited, fixed income called up with
a billing problem.

A Yes. Okay.

Q A long-distance charge that they didn't make,
would you normally bridge to, after taking care of their
billing question?

A I would try to bridge, yes.

Q Now, would you try to sell them some services
if you knew they were on a limited income and could just

barely make ends meet as it was?

a Where they tell me this?

0 Yes.

A Or do I know this?

0 Either way. s

A I assume this -- well, I would try to bridge and

leave it to the customer, tell you the truth,

Q Would you be required to bridge on calls like
that?

A Oh, I am required to bridge on every call that
I feel is appropriate.

Q All right. It is left solely up to your
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judgment on whether it is appropriate or not?
A Well, it is a judgment call, okay. The thing

is, I am supposed to bridge on the calls that come in.

Q All right.
A Okay? And I make that judgment, usually.
Q Okay. Do you receive regular appraisals as

part of your job here?

A Yes.

Q How often does that occur? -

A Every six months.

o] Okay. Do'you know what the things are that yoﬁ

\
are appraised on, what kind of.groups of things you are

-appraised on?

A Yes.
0 What are they?
A Okay. Customer satisfaction, you know, how do

you handle the cﬁstomer, sales.
Q - How important is sa1e§ in your evaluation?
A It's important, you know. 1It's important as,
I guess, customer satisfaction, keeping my commitments. I
am trying to be relaxed, okay?
MR. REINMAN: You are doing okay. Once you
get started, it is easy.

THE WITNESS: Yes.
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BY MR. BECK:

¢

3

Yes.
Did somebody talk to you about that, I mean --

Did my supervisor talk to me about that? Yes.

c » DO

Can you recall generally what they told you

about that?

A Well, the second time, yeah. Bridging --

Q They told you to bridge more?

A Yes.

Q Is there anything else that you recall?

A I don't. All I recall on that is they had put

that immediate action could be taken and then we changed --

they got it changed to immediate action may be taken at a
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0 Okay. Without naming any names, have you ever
heard of anyone ever cheating in order to meet their sales
objective? Have you ever discussed that with other service
representatives, for example, people have cheated on their
sales in order to meet the objective?

A Yeah. There‘*s.gossip around.

0 Could you describe in a little more detail what
kind of goséip there is abéut that?

A No. Just general statements made, you know,
probably doing so hot because tﬁey cheat, this type of stuff.
There is nothing specific, I don't really sit around anybody
that talks about that.

Q Okay. Do you have any knowledge yourself of

anybod§ ever cheating in order to meet the sales objectives?

Melbourne (407) 952-5666 Brevard Court Reporters’ Inc. Titusville 1-800-275-1170
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A No.
Q Does this gossip go towards people whose sales

are higher than others?

A Yes-
Q Okay.
A Don't you know, anybody does good, you know,

like people with a lot of money, can't be happy and they
are probably right. Guess who is saying that?
0 You are not aware of any specific instances,
somebody cheating?
A Oh, no. Thank god.’
Q Do you know whether anybody in management or any
supervisors have been told that people have been cheating?
A . I imagine.
I don't know. You know, I don't know that. I
can't say that. I don't ~- I'm imagining --
0 I just want to know your firsthand -~ -
A I'm sorry. I don't know.
MR. REINMAN: Right.
BY MR. BECK:
Q Okay. Do you know or have you ever heard any
instances where service has been added to a customer's bill

without the customer giving an okay?

A Can you ask that again?
Q Okay. Do you either know of your own personal
Melbourne (407) 952-5666 Brevard Court Reporters, Inc. Titusville 1-800-275-1170
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knowledge or have you ever heard of ‘services being added to
customers’' bills without the customer‘'s consent?

A When they call me up and tell me that, a

customer.

Q Okay. Other than that, do you have any-
knowledge?
A No.

MR. BECK: That is all 1 have.
MR. BEATTY: Carl, I am assuming you have a
question?
CROSS EXAMINATION

BY MR. VINSON:

0 Ms. Healey, first of all, I would like to say
that I like you, too.

Let me ask you, in making bridging attempts
with customers, if you have ever had complaints made to you
about having sales bridging made to them?

A Has a customer ever complainea to me because a
sales bridge was made to them?

Q Right. Complained that they didn't want to hear

a sales pitch?

A Yeah.
Q Does that happen frequently?
A No, it doesn't. Maybe we get them off guard.

They are like, we don't know they are on their way to a
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plane or, you know, babysitting or something like that,.

Q How do you handle those?

A I séy okay, it was nice talking to you, goodbye.
I'm off the hook. '

0 Let me ask you about the dollar amount of'the
sales objective. If you could think back, maybe in the
last, say, three years, just over, you know, can you

picture that as the annual sales objectives -- have they

increased over the last three years or decreased or stayed

the same?
A I have absolutely no idea.
0 Okay. Are you aware of like a weekly sales

objective or daily sales objective?

A Okay. Yeah. Per hour.

0 Okay. Hourly?

A Yes,

Q Okay. And does that change from time to time?
A It has been that way for awhile, sir. .

I don't know about the other years. I can‘t

tell you that.

Q So, the dollar amount is per hour? The specific
dollar amount may have changed from year to year?

A Well, I think maybe in the last one or two years
it has been the saine, but I don‘t remgmber.

MR. VINSON: Okay. Those are all the questions

Melbourne (407) 952-5666 Brevard Court Repoﬂers, Inc. Titusville 1-800-275-1170
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I have.
Thank you.

MR. BEATTY: That's it.

at 3:00 p.m.)

(Thereupon, the reading and signing of this

deposition were waivéd, and this deposition was concluded
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CERTIFICATE OF REPORTER

STATE OF FLORIDA )
) 8S
COUNTY OF BREVARD )

1, STEVEN ENTELIS, a Notary Public in and for the State of
Florida at Large, do hereby certify that GLORIA HEALEY
personally appeared before me and was duly sworn.

WITNESS my hand and official seal this 7th day of October,

199%,
2 A STEVEN ENTLLIS
h::tary Fubiic §tate of Forida
< Ky Cormmission No. CC221915

0.:.'~;CI:‘L':=EAL

My Commission Expires
Augucd 17, 1995

$TEVEN ENTELIS
Notary Public - State of Florida

I, STEVEN ENTELIS, further certify that I was authorized to
and did report the foregoing deposition; that the foreg01ng
pages constitute a true and correct transcription, to the
best of my ability, of the testimony given by the witness;
and that the reading and signing of the deposition were
waived by witness anfl counsel.

I FURTHER CERTIFY thht I am neither a relative nor an
employee of counsel, nor of either of the parties, and not
financially interested in the event of this cause,

Dated this 7th day of October, 1993,

fb

STEVEN ENTELIS

STATE OF FLORIDA
COUNTY OF BREVARD

The foregoing certificate was acknowledged before me this
day of October, 1993, by STEVEN ENTELIS, who is
personally known to me,.

Notary Public - State of Florida
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