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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

I N  RE: SHOW CAUSE PROCEEDING 
AGAINST SOUTHERN BELL 
TELEPHONE AND TELEGRAPH 
COMPANY FOR MISBILLING 
CUSTOMERS. 

Docket No. 900960-TL 

. 

DEPOSITION OF 

GLORIA HEALEY 

The Deposition of GLORIA HEALEY, a wi tness  i n  

the above-entitled cause, taken by the O f f i c e  of P u b l i c  

Counsel herein,  before Steven E n t e l i s ,  a Notary P u b l i c  in 

and for t h e  S t a t e  of F l o r i d a  a t  Large,  a t  255 North Sykes 

Creek, Merritt I d a n d ,  F l o r i d a ,  commencing a t  2:30 p.m., on 

September 1, 1993, pursuant to Notice. 

I I833  NOY-2: 
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Appearances: 

CARL VINSON, ESQUIRE, and 

101  E a s t  Ga ines  S t r e e t  
Ta l  l a  has  see, F l o r i d a  3 23 9 9 -087 2 

Counsel f o r  t h e  Florida Pub l i c  *Service 
Commission 

JEAN R.  WILSON, ESQUIRE 

ROBERT G. BEATTY, ESQUIRE 
Museum Tower Bui ld ing  
S u i t e  1910 
150 W e s t  F l a g l e r  S t r e e t  
M i a m i ,  F l o r i d a  33130 

Counsel for Bel lSouth  Telecommunications, 
Inc  . 

J I M  REINMAN, ESQUIRE 
1825 South Riverview 
Melbourne, F l o r i d a  32937 

Counsel  fo r  Gloria Healey 

CHARLES BECK, ESQUIRE 
Off ice o f  Pub l i c  Counsel 
C / O  The F l o r i d a  L e g i s l a t u r e  
111 West Madison S t r e e t  
Room 012 
Ta l l ahassee ,  Florida 32399-1400 

Melbourne (407) 9525666 Brevard Court Reporters, Inc. Tuwville I-8OO-275-II70 
Post Offie Box 360757 
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DEPONENT 

GLORIA HEALEY 

EXAMINATION 

Direct by Mr. Beck 

Cross by Mr. Vinson 
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THEREUPON : 

GLORIA HEALEY 

a w i t n e s s  he re in ,  having been d u l y  sworn, w a s  examined 

and t e s t i f i e d  as fo l lows:  

DIRECT EXAMINATION 

BY MR. BECK: 

Q Ms. Healey, my name i s  Charley Beck and I am 

w i t h  t h e  Office of P u b l i c  Counsel ,  and I w i l l  be s t a r t i n g  

o f f  your depos i t i on .  

A Okay. 

Q I want t o  let  you know r i g h t  o f f  t h a t  I a m  not  

go ing  t o  a s k  you t h e  name o f  any service r e p r e s e n t a t i v e s  or 

m e m b e r s  of t h e  Union as far  as w h a t  t h e y  may or may not  have 

done r i g h t  along. That  is n o t  t h e  i n t e n t  o f  t h e  depos i t i on .  

I w i l l  be asking  about  t h e  type of s e r v i c e s  

provided to customers, t h e  c o n d i t i o n s  i n  which you worked. 

I f  as we go through t h i s  my quest ions a r e n ' t  

clear, l e t  m e  know. I f  you want t o  t a k e  a break,  let  m e  

know. There is nothing t o  be a f r a i d  of h e r e ,  a l though I am 

s u r e  t h i s  i s  a th rea t en ing  th ing .  It need not be. 

So, i f  you want t o  t a k e  a break,  l e t  us know. 

I f  anybody's ques t ions  a r e n ' t  clear,  s t o p  them and make s u r e  

it i s  clear before  going forward. 

a Right. 

Q Could you p l e a s e  state your name? 

Melbourne (407) 952-5666 Brevard Court Reporters, Inc. litvsvilk 1-800-275-1170 - ne " . olln-,c- - ____ 
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Q 
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Q 

I s l and?  

A 

Q 

I know t h a t .  It is Glorida Healey. 

Okay. A r e  you employed by Southern B e l l ?  

Y e s ,  I a m .  

W h a t  p o s i t i o n  do you have w i t h  t h e  company? 

I a m  a service r e p r e s e n t a t i v e  here.  

How long have you been working here  i n  Merritt 

Merritt I s l a n d ,  s ince  '85,  August of ' 8 5 .  

H a s  t h a t  been as a s e r v i c e  representative t h e  

e n t i r e  t ime? 

A Y e s .  

Q Have you worked elsewhere f o r  Southern B e l l ?  

A 

Q 

t h e r e ?  

Y e s .  I n  South F lor ida .  

Okay. How long were you a service r e p r e s e n t a t i v c  

A Since  '79. 

0 As a service r e p r e s e n t a t i v e ,  have you ever had 

an occasion where a customer c a l l s  i n  and te'lls you tha t  

t h e r e  were s e r v i c e s  on t h e i r  b i l l  that  t h e y  had not  ordered?  

A Y e s .  

Q Could you make an estimate of a b o u t  how o f t e n  

that  has occurred t o  you? 

A No. I'm sor ry .  

Q Okay. What do you do when a customer cal ls  i n  

and says  t h a t ?  

'7hsrville 1-800-275-1170 Melbourne (407) 9525666 Brevard Court Reporters, Inc. 
Post 0Jqiie Bo* 360757 
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I a d j u s t  it. 

Is t h e r e  any p l ace  t h a t  you would r e f e r  t h o s e  

6 

A W e  f i n d  o u t  what happened. 

Q Okay. What do they  do, j u s t  t e l l  you t h a t  t h e  

s e r v i c e s  on t h e i r  b i l l  was never ordered? 

then?  

W h a t  do  you do 

A 

Q 

ca l l s  to? 

A No. 

Q Adjust  it yourse l f  and t h a t  would be the  end of 

it? 

A I’m not  s u r e .  W e  have q u a l i t y  control and w e  ’ 

write it down on a s h e e t  and w e  send it o f f  t o  them. 

I f  it is, somebody t h a t  s ays  t h e y  haven’t had 

it, you know, i f  it has been a year or so, you know, that’s 

what t h e y  do. 

Q Okay. D o  you know how long t h e  procedures  have 

been i n  e f f e c t  for  r e f e r r i n g  t h a t  over t o  q u a l i t y  control? 

A Quality group. 

Q Y e s .  

A Maybe a year  or more. I d o n ‘ t  know e x a c t l y .  

Q A r e  you f a m i l i a r  w i t h  t h e  t e r m  customer 

cen te red  sales? 

A Yes. 

Q Could you j u s t  very  g e n e r a l l y  d e s c r i b e  what that 

is? 

7Trltllrville 1-800-275-1170 Brevard Court Reporters, Inc. Melbourne (407) 952-5666 

Post W i e  Box 360757 
&*.PL.. --” r,..-..f” 71011. n,c. 
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A T h a t  i s  for u s  t o  go i n  and  t r y  t o  f i n d  a need,  

that  t h e  customer would need something, a s e r v i c e ,  and t h e n  

sel l  t o  tha t  need. 

Q Okay. Are you familiar w i t h  t h e  term br idging?  

A Y e s .  

Q W h a t  i s  tha t?  

A T h a t  i s  i f  a customer called i n  f o r  any r e a s o n  

t o  see i f  t h e y  want one of our  s e r v i c e s ,  one of o u r  o p t i o n  

s e r v i c e s .  

Q A r e  t h e r e  any c a l l s  du r ing  which you would n o t  

bridge t h e  customer t o  a sales? 

A If t h e y  cal l  when t o  r e p a i r ,  i f  the customer 

w a s  v e r y  angry,  i f  I d i d n ' t  f e e l  l i k e  t h e  customer,  you 

know, had time, t h e y  were on t h e i r  l u n c h  break or something, 

d o n ' t  have time. 

Q Do you recall what t y p e  of sales t echn ique  w a s  

used by t h e  company before customer c e n t e r e d  sales was 

used? 
- 

A No. N o t  offhand,  no. 

Q Have you eve r  heard t h e  t e r m  qu ick  close? 

A Y e s .  

Q Could you d e s c r i b e  w h a t  t h a t  is? 

A T h a t  is packaging, we had a package w i t h  a c a l l ,  

customer c a l l - i n  s e r v i c e  where t h e  customer would get f o u r  

s e r v i c e s ,  there would be a d i scoun t  i n  it, and a l s o  o f f e r i n g  

Melbourne (407) 952-5666 Brevard Court Reporters, Znc. 'Atusville 1400-275-1170 
Post Offie Box 360757 
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t h e  l o c a l  s e r v i c e s  a s  a package, and t h e n  going ove r  i t  w i t h  

them. 

Q Okay. Would you j u s t  g i v e  them one price f o r  

t h e  whole group of s e r v i c e s ?  

A One price and then  you go o v e r  it, yes.  

Q Would you t e l l  t h e  customer which, you know, 

separate t h e  o p t i o n a l  services from t h e  r e q u i r e d  local 

service charges? 

A I d o n ' t  remember. It has been a long t i m e .  

I c a n ' t  r e m e m b e r  how I d i d  it. I d o n ' t  remember 

s e p a r a t i n g  charges.  

I remember going over a l l  t h e  charges. That i s  

a l l  I can t e l l  you. 

Q Is that  a permissible sales technique a t  t h e  

p r e s e n t  t i m e ?  

A Mandatory sales technique. 

Q I mean, t h e  quick  close? 

A Oh, t h e  quick  close, no. 

Q Okay. Do you know when that  -- 
A I'm so r ry .  I thought  you meant going over t h e  

services. 

Q Would you know when t h e  u s e  of t h e  quick  close 

ended, t h e  approximate time frame? 

A Tha t  has been about t h r e e  y e a r s  ago, a t  least .  

Q Have t h e r e  e v e r  been i n s t a n c e s  when you 

Melbourne (407) 9525666 Brevard Court Reporters, Inc. m~r~ille iaoo-27s5-ii70 
Post Oflice Box 360757 
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bridged a customer t o  a s a l e s  p r e s e n t a t i o n  where you d i d n ' t  

t h i n k  t h e  customer could a f f o r d  t h e  services? 

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

Q well, l e t  m e  g i v e  you an  example. Suppose an 

e l d e r l y  person on a l i m i t e d ,  f i x e d  income c a l l e d  up w i t h  

a b i l l i n g  problem. 

A Y e s .  Okay. 

Q A long-d i s t ance  charge  t h a t  t hey  d i d n ' t  make, 

would you normally br idge  to,  a f t e r  t a k i n g  c a r e  of t h e i r  

b i l l i n g  ques t ion?  

A I wauld t r y  t o  br idge ,  yes. 

Q Now, would you t r y  t o  sel l  them some services 

if you knew they  were on a l i m i t e d  income and could j u s t  

b a r e l y  make ends m e e t  as it was? 

A 

Q Y e s .  

A O r  do I know t h i s ?  

Q Ei the r  way. 

A I assume t h i s  -- w e l l ,  I would t r y  t o  b r idge  and 

Where t h e y  t e l l  m e  t h i s ?  

.. 
l e a v e  it t o  t h e  customer, t e l l  you t h e  t r u t h .  

Q Would you be r equ i r ed  t o  br idge  on calls  l i k e  

that? 

A Oh, I am requ i r ed  t o  bridge on every c a l l  that  

I feel  is appropr ia te .  

Q A l l  r i g h t .  It i s  l e f t  s o l e l y  up t o  your 

Melbourne (407) 952-5666 Brsvard Court Reporters, Znc. ' Iltwville 1-800-275-1170 
Post Offme Box 360757 
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judgment on whether it i s  a p p r o p r i a t e  o r  no t?  

A Well, it is a judgment c a l l ,  okay. The t h i n g  

is, I a m  supposed t o  br idge  on  t h e  cal ls  t h a t  come i n .  

Q A l l  r i g h t .  

A Okay? And I make that judgment, u s u a l l y .  

Q Okay. D o  you receive r e g u l a r  a p p r a i s a l s  as 

part of your j o b  here? 

A Y e s .  

Q How o f t e n  does  tha t  occur?  

A Every s i x  months. 

Q Okay. Do you know w h a t  t h e  t h i n g s  are t h a t  you 
, 

are appra ised  on, what kind o f .g roups  of t h i n g s  you are 

appra ised  on? 

A Y e s .  

Q W h a t  are they? 

A Okay. Customer s a t i s f a c t i o n ,  you know, how do  

you handle t h e  customer, sales. 

Q 

A It 's important ,  you know. It 's important as, 

-Row important i s  sales i n  your eva lua t ion?  

I guess ,  customer s a t i s f a c t i o n ,  keeping my commitments. I 

a m  t r y i n g  t o  be re laxed ,  okay? 

MR. REINMAN: You are doing okay. Once you 

g e t  s t a r t e d ,  it Is easy. 

THE WITNESS: Y e s .  

lbl lrvi l le l%OO-275-1170 Melbourne (407) 952-5666 Brevard Court Reporters, Inc. 
Post Offwe Box 360757 
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BY MR. BECK: 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

Y e s .  

Did somebody t a l k  to  you about t h a t ,  I mean -- 
Did my supervisor t a l k  t o  m e  about  t h a t ?  Y e s .  

Can you recall generally w h a t  t h e y  t o l d  you 

about that?  

A W e l l ,  t h e  second t i m e ,  yeah. Bridging -- 
Q They t o l d  you t o  b r i d g e  more? 

A yes .  

0 Is t h e r e  anything else t h a t  you recall? 

A I d o n ' t .  A l l  I recall on t h a t  is t h e y  had p u t  

that  immediate action could be t a k e n  and then  we changed -- 
t h e y  g o t  it changed t o  immediate a c t i o n  may be t aken  a t  a 

~ ~- 
'Ilrusvilk 1-800-215-1170 Melbourne (407) 9525666 Brevard Court Reporters, Inc. 

Port W i e  Box 360757 
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. 

Q 

A 

Q 

A 

Q 

A 

Q Okay. Without naming any names, have you ever 

heard of anyone ever chea t ing  i n  o r d e r  t o  meet t h e i r  sales 

o b j e c t i v e ?  Have you e v e r  d i scussed  t h a t  w i th  o t h e r  service 

representatives, for  example, people  have chea ted  on t h e i r  

sales i n  order t o  meet t h e  objective? 

A Yeah. There ' s .goss ip  around. 

Q Could you describe i n  a l i t t l e  more d e t a i l  w h a t  

k ind  of g o s s i p  t h e r e  i s  about  t h a t ?  

A N o .  J u s t  g e n e r a l  s ta tements  made, you know, 

probably doing so hot  because they  c h e a t ,  t h i s  t y p e  of s t u f f .  

There i s  noth ing  s p e c i f i c .  I d o n ' t  r e a l l y  sit around anybody 

t h a t  t a l k s  about  t ha t .  

Q Okay. D o  you have any knowledge your se l f  of 

anybody e v e r  c h e a t i n g  i n  o r d e r  t o  meet t h e  sales o b j e c t i v e s ?  

I 

Titusville i a o o - m - i i 7 0  Melbourne (407) 952-5666 Brevard Court Reporters, Inc. 
Post Oflme Box 360757 

Melbourne, Florida 32936-0757 
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Q Does t h i s  goss ip  go towards people whose s a l e s  

a r e  higher than  o t h e r s ?  

A Yes. 

Q Okay. 

A Don't you know, anybody does  good, you know, 

l i k e  people with a l o t  of money, can ' t  be happy and t h e y  

a r e  probably r i g h t .  Guess  who i s  saying t h a t ?  

Q You are not  aware of any s p e c i f i c  instances,  

somebody chea t ing  ? 

A Oh, no. Thank god. 

Q Do you know whether anybody i n  management or any 

s u p e r v i s o r s  have been t o l d  t h a t  peop le  have been c h e a t i n g ?  

A I imagine. 

I d o n ' t  know. You know, I d o n ' t  know that. I 

c a n ' t  say  that .  I don ' t  -- I ' m  Smagining -- 
Q I just  want to  know your f i r s t h a n d  -- . 
A I ' m  s o r r y .  I d o n ' t  know. 

MR. REINMAN: Right. 

BY MR. BECK: 

Q Okay. Do you know or have you ever  heard any 

i n s t a n c e s  where s e r v i c e  has  been added t o  a customer 's  b i l l  

without  t h e  customer g iv ing  an okay? 

A Can you ask t h a t  aga in?  

Q Okay. Do you either know of your own personal  

TituviUe 1%#-275-1170 Melbourne (407) 952-5666 Brevard Court Reporters, Inc. 
Post wie Bos 360757 
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1 4  

knowledge or have you ever  heard of 'services being added t o  

customers '  b i l l s  without  t h e  customer's consent?  

A When 

customer. 

Q Okay 

knowledge? 

A N o .  

they  ca l l  m e  up and t e l l  m e  t h a t ,  a 

Other than  t h a t ,  do  you have any 

MR. BECK: That is a l l  I have. 

MR. BEATTY: C a r l ,  I am assuming you have a 

quest ion? 

CROSS EXAMINATION 

BY MR. VINSON: 

Q MS. Aealey, f i r s t  of a l l ,  I would l i k e  to say  

t h a t  I l i k e  you, too. 

L e t  m e  ask you, i n  making br idging  attempts 

wi th  customers, i f  you have ever had compla in ts  made t o  you 

abou t  having sales bridging made t o  them? 

A H a s  a customer ever complained t o  m e  because a 

sales b r idge  was made t o  them? 

Q Right.  Complained t h a t  t h e y  d i d n ' t  want to hear 

a sales p i t c h ?  

A Yeah. 

Q Does t h a t  happen f r equen t ly?  

A No, it doesn ' t .  Maybe we g e t  them o f f  guard.  

They are l i k e ,  we don ' t  know they  are on t h e i r  way t o  a 

'ILwsvilk J-800-275-1J70 Melbourne (407) 9525666 Brevard Court Reporters, Inc. 
port OffLe Box 960757 
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Plane  or, you know, b a b y s i t t i n g  or something l i k e  t h a t .  

Q How do  you handle those?  

A I say  okay, it was n i c e  t a l k i n g  t o  you, goodbye. 

I ' m  off t h e  hook. 

Q L e t  m e  a s k  you abou t  t h e  d o l l a r  amount of t h e  

sales o b j e c t i v e .  I f  you could t h i n k  back, maybe i n  t h e  

l as t ,  say ,  three years, j u s t  ove r ,  you know, can you 

p ic ture  t h a t  as  the annual  s a l e s  o b j e c t i v e s  -- have t h e y  

inc reased  over t h e  l a s t  three y e a r s  or decreased or s t a y e d  

t h e  same? 

A I have a b s o l u t e l y  no idea .  

Q Okay. Are you aware o f  l i k e  a weekly sales 

objective or da i ly  sales objective? 

A Okay. Yeah. Per  hour. 

Q Okay. Hourly? 

A Y e s .  

Q Okay. And does that  change from time to time? 

A It has been tha t  way for awhi le ,  sir. . 
I don ' t  know a b o u t  t h e  o t h e r  y e a r s .  I c a n ' t  

t e l l  you t h a t .  

Q So, t h e  do l la r  amount i s  per hour? The specific 

dol lar  amount may have changed from year  t o  year?  

A W e l l ,  I t h i n k  maybe i n  t h e  l a s t  one or t w o  y e a r s  

it h a s  been t h e  same, but I don ' t  remember. 

MR. VINSQN: Okay. Those a r e  a l l  t h e  q u e s t i o n s  

Titwvilk 1-800-275-11 70 Melbourne (407) 9525666 Brevard Court Reporters, Inc. 
Pn.. M r a  Rnr 'mn7<7 



16 

1 

2 

3 

4 

5 

ti 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

10 

19 

20 

21 

22 

23 

24 

25 

I have. 

Thank you. 

MR. BEATTY: That's it.  

(Thereupon, t h e  reading and s igning of t h i s  

deposit ion were waived, and t h i s  depos i t ion  was concluded 

a t  3:OO p.m.) 
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CERTIFICATE OF REPORTER __- 

STATE OF FLORIDA ) 

COUNTY OF BREVARD ) 
1 ss 

I ,  STEVEN ENTELIS, a Notary Publ ic  i n  and f o r  t h e  S t a t e  of 
F l o r i d a  a t  Large, do hereby c e r t i f y  that  GLORIA HEALEY 
p e r s o n a l l y  appeared before  m e  and w a s  d u l y  sworn. 

WITNESS my hand and o f f i c i a l  seal t h i s  7 t h  day o f  October, 
1 9  

/ 
%EVEN ENTELIS 
Notary P u b l i c  - S t a t e  of F l o r i d a  

I, STEVEN ENTELIS, f u r t h e r  cer t i fy  t h a t  I w a s  a u t h o r i z e d  t o  
and d i d  r e p p r t  t h e  foregoing  deposit ion; t h a t  t h e  foregoing 
pages c o n s t i t u t e  a true and correct t ranscr ipt ion,  t o  t h e  * '  

best of my a b i l i t y ,  o f  t h e  testimony given by t h e  w i t n e s s ;  
and t h a t  t h e  r ead ing  and s ign ing  of t h e  deposition were 
waived by wi tness  ann counsel. 

I FURTHER CERTIFY t h h t  x am neither a r e l a t ive  nor an  
employee of counsel ,  nor of e i t h e r  of t h e  parties, and not 
f i n a n c i a l l y  i n t e r e s t e d  i n  t h e  event  of this cauae. . 

Dated t h i s  7 t h  day of October, 1993. 

, 
STEVEN ENTELIS 

STATE OF FLORIDA 
COUNTY OF BREVARD 

The foregoing c e r t i f i c a t e  was acknowledged be fo re  m e  t h i s  

p e r s o n a l l y  known t o  m e .  
day  Of October, 1993, by STEVEN ENTELIS, who is - 

Notary Pub l i c  - S t a t e  o f  F l o r i d a  

Melbourne (407) 9525666 Brevard Court Reporters, Inc. Titu.vilk 1400-275-11 70 

Post mie Box 360757 
Melbourne, Florid0 329360757 
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