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BEFORE THE PUBLIC SERVICE COMMISSION 
._ 

- - .. - Qg&.*Q,,.%-Y. 
I n  re: Show C a u s e  proceeding ) Docket No. 9fl0960-TL 
a g a i n s t  Southern B e l l  Telephone 
and Telegraph Company f o r  ) F i l e d :  A u g u s t  16 ,  1993 
misb i l l ing . .cus tomers  1 

STATE OF FLORIDA) 

COUNTY OF DUVAL ) 

Depos i t ion  of AIDA STEWART, t a k e n  p u r s u a n t  t o  Notice 

of Taking Depos i t ion ,  on Mondayr August 30, 1993, a t  301 

West Bay S t r e e t r  Southern B e l l  Tower, 20 th  F loo r ,  Conference 

Room C ,  commencing a t  1 l : O Q  a.m., as  recorded by P a t r i c i a  H. 

Vierengel ,  CSR, RPR and Notary 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  Large. 

. 
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A P P E A R A N C E S  

._ CHARLES J. BECK 

Assis tant  Publ ic  Counsel  
Office of t h e  P u b l i c  Counsel 
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 812 
Ta l l ahassee ,  F l o r i d a  32399-1400 
Phone: (904) 488-9330 

J E A N  R. WILSON, ESQUIRE 

D i v i s i o n  of Legal S e r v i c e s  
F l o r i d a  Pub l i c  S e r v i c e  Commission 
1 8 1  East Gaines Street  
Ta l l ahassee ,  F l o r i d a  32399-0863 
Phone: (904) 487-2740 

CARL S. VINSON, J R .  

Sr. Management Analys t  
Bureau of Regulatory Review 
F l o r i d a  Pub l i c  S e r v i c e  Commission - 
Div i s ion  of Research and Regula tory  Review 
1 0 1  Eas t  Gaines S t r e e t  
Ta l l ahassee ,  F l o r i d a  32399-9872 . 
Phone: (904) 487-0509 

ROBERT G. BEATTY, ESQUIRE 
General Attorney 
Bel lSouth Telecommunications, Inc.  
Museum Tower'Building 
S u i t e  1910 
150 West 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 
Phone (305) 530-5561 

(Continued) 
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A P P E A R A N C E S (Continued) 

-- ROBERT ESHELMAN, ESQUIRE 

of t h e  law f i r m  of 
Kattman & Eshelman, P.A. 
1920 San Marc0 Boulevard 
Jacksonvi l le ,  F l o r i d a  32207 
Phone (904) 398-1229 

ALSO PRESENT: Raymond E. Poucher 
Nancy Harrison 
J u l i a  August 
Wayne Tubaugh 
Nancy B. White, Esqui re  

. 
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I N D E X  

WITNESS: 

-- 
AIDA STEWART 

DIRECT EXAMINATION BY: 

MR. BECK.... ...................... Pg. 7 

MR. VINSON.. ...................... Pg. 15 

N O  E X H I B I T S  

. 
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E R R A T A  S H E E T  

DOCKET NO.: 9 0 0 9 6 0 - T L  

NAME: AIDA STEWART 

DATE: A u g u s t  3 0 ,  1993  
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S T I P U L A T I O N  

I T  IS STIPULATED t h a t  t h i s  

pursuant  t o  n o t i c e  i n  accordance wi th  

R u l e s  of C i v i l  Procedure; t h a t  o b j e c t  

form of t h e  ques t ion ,  a re  reserved  un 

d e p o s i t i o n  w a s  t a k e n  

t h e  a p p l i c a b l e  F l o r i d a  

ons,  except as t o  t h e  

il hea r ing  i n  t h i s  

cause; and t h a t  t h e  reading and s i g n i n g  was not  waived. 

I T  I S  ALSO STIPULATED t h a t  any of f - the- record  

conve r sa t ions  are wi th  t h e  consent  of t h e  deponeht.  
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AIDA STEWART, 

having been produced and f i r s t  d u l y  sworn as wi tness  he re in ;  

t e s t i f i e d  as fol lows:  ._ 

DIRECT EXAMINATION 

BY MR. BECK: 

Q M s .  S tewart ,  my name is C h a r l i e  Beck  and I ' m  w i th  

t h e  Of f i ce  of Pub l i c  Counsel. I ' m  going t o  be s t a r t i n g  off 

on t h e  ques t ions  today. There may b e  o t h e r s  a f t e r  I have 

f in i shed .  

L e t  me t e l l  you r i g h t  u p  f r o n t  t h a t  I ' m  no t  going t o  

a s k  you t o  name any o t h e r  member of t h e  union  a s  f a r  a s  what 

somebody d id  o r  d i d n ' t  do. 

t r y  t o  g e t  anybody i n  t roub le .  

q u a l i t y  of s e r v i c e  t h e  customerd r ece ive  and some a s p e c t s  of 

what you f a c e  on t h e  job. Okay? 

Tha t ' s  n o t  our purpose he re  t o  

We are  i n t e r e s t e d  i n  t h e  

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

. 
(Nods Head). 

Could you p l e a s e  s ta te  your name? 

Aida Stewart .  

Are you employed by Southern B e l l ?  

Y e s .  

What job  do you hold wi th  t h e  company? 

Serv ice  r e p r e s e n t a t i v e .  

Is t h a t  here  i n  Jacksonv i l l e?  

Yes. Um-ha. (Aff i rmat ive  Response). 

About how long have you he ld  t h a t  pos i t i on?  
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A About 1 8  years .  

Q 

A No. I was i n  Denver for a - w h i l e .  

Q 

A I t  was some time ago. I c a n ' t  remember e x a c t l y  

And has  a l l  of  t h a t  t i m e  been  i n  J a c k s o n v i l l e ?  

What t i m e  pe r iod  were you i n  Denver? 

when it was. 

Q L e t  me a s k  t h i s :  About how long have you been i n  

J a c k s o n v i l l e ?  

A S ince  '79. 

Q Could you j u s t  describe b r i e f l y  what your j o b  

en ta i l s  as a s e r v i c e  r e p r e s e n t a t i v e ?  

A I work i n  t h e  b u s i n e s s  o f f i c e .  I take cal ls  from 

customers  i n  r e fe rence  t o  b i l l i n g ,  changes i n  t h e i r  s e r v i c e  

i n  s e r v i c e ,  t r a n s f e r  of s e r v i c e s .  

Q Who is c u r r e n t l y  your supe rv i so r?  

A Renee Campbell. 

Q Are you appra ised ,  o r  does t h e  company'have a n  

a p p r a i s a l  system where they  g i v e  you an  a p p r a i s a l  on a 

r e g u l a r  b a s i s ?  

A Yes. Um-ha. (Aff i rmat ive  Response). 

Q HOW o f t e n  does t h a t  occur? 

A It 's monthly. 

Q Who does t h e  a p p r a i s a l ?  

A My superv isor .  

Q And a r e  you informed about t h e  r e s u l t s  of t h e  
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appraisal? 

A Yes. Um-ha. (Aff i rmat ive  Response).  

Q What are t h e  bases ,  or w h a r d o e s  t h e  company base 

t h e i r  a p p r a i s a l  on? 

A Whether o r  no t  you handle  your ca l l s  

s a t i s f a c t o r i l y  according t o  t h e i r  s t anda rds .  

Q Okay. And what a r e  some of t h e  s t a n d a r d s  t h a t  

y o u ' r e  f a m i l i a r  with? 

A Responding t o  t h e  opening s t a t emen t ,  answering a l l  

q u e s t i o n s  c o r r e c t l y ,  doing whatever t h e y  a s k  you t o  do, and 

a sk ing  whether or no t  -- asking  t h e  q u e s t i o n s  t o  decide 

whether or n o t  t h e  customer needs a s e r v i c e r  or would 

b e n e f i t  from a s e r v i c e  t h a t  we have t o  o f f e r .  

Q Are t h e r e  any quotas  or o b j e c t i v e s  t h a t  are set  

f o r  you? 

A Yes. 

Q What a r e  they? 

A To t e l l  you e x a c t l y ,  I d o n ' t  know. I meanr I 

d o n ' t  know t h e  numbers and a l l  of  t h a t .  

Q Okay. Are a p p r a i s a l s  discussed i n  open meet ings 

w i t h  o t h e r  people? 

A NO. 

Q 

A Y e s .  

I t ' s  a l l  j u s t  you and t h e  s u p e r v i s o r  t o g e t h e r  -- 

25 Q -- d i scuss ing  t h a t ?  
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A Um-ha. (Aff i rmat ive  Response). 

Q Is sales par t  of your a p p r a i s a l ?  

A Yes. .- 
Q How would you d e s c r i b e  t h e  importance of sales i n  

your a p p r a i s a l ?  

A I t ' s  e q u a l l y  as important  as eve ry th ing  else. 

Q Are t h e r e  -- Are t h e r e  a c e r t a i n  number of  sales 

o r  d o l l a r  amounts t h a t  y o u l r e  supposed t o  b r i n g  i n  eve ry  

month? 

A Yes. 

Q O f f  t h e  t o p  of your headr  y o u ' r e  no t  aware of  what 

t h e  numbers a r e ,  though? 

A No. 

Q You mentioned ear l ie r  t h a t  you are appra i sed  on 

t h e  accuracy of what you say  t o  t h e  customer; is t h a t  r i g h t ?  

A Y e s .  Um-ha. (Aff i rmat ive  Response).  

Q Does t h a t  i nc lude  l i k e  f u l l  d i s c l o s u r e ' o f  o p t i o n a l  

services? 

A Yes. 

Q How does t h e  company a p p r a i s e  t h e  q u a l i t y  of t h e  

s e r v i c e  you ' r e  provid ing  a s  opposed t o  t h e r  you knowr l i k e  

sales f i g u r e s  and q u a n t i t y ?  

A I ' m  so r ry?  

Q How does t h e  company e v a l u a t e  t h e  q u a l i t y  of  your 

s e r v i c e  t h a t  you provide t h e  customers? 
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A There is a form t h a t  t hey  go by. 

Q Do you e v e r  have any t r o u b l e  meeting t h e  sales 

o b j e c t i v e s ?  ._ 

A Yes. Urn-ha. (Aff i rmat ive  Response). 

Q Could you expand on t h a t  a b i t ?  

MR. BEATTY: Well, I o b j e c t  t o  t h e  form of  t h e  

ques t ion .  I t 's  ambiguous. 

I f  you can respond, y o u ' r e  welcome t o .  

A What was t h e  q u e s t i o n  again? I ' m  so r ry .  

Q Have you ever  had d i f f i c u l t y  meeting t h e  sales 

o b j e c t i v e ?  

A Yes. 

Q I n  what way? 

A Whatever t h e  quota  was f o r  s a t i s f a c t o r y ,  I d i d n ' t  

meet t h a t .  

Q D i d  t h e  company t a k e  any a c t i o n  a s  a resu l t  of 

t h a t ?  

A No. 

Q Has t h a t  happened o n l y  once? 

A That I can  remember, once. Um-ha. (Af f i rma t ive  

Response). 

Q DO you r e c a l l  about when t h a t  was? 
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A I n  November. 

Q Of what? .Last  year?  

A '92.  .- 

Q Do you th ink  an emphasis on s a l e s  h inde r s  your 

a b i l i t y  t o  g i v e  good service t o  customers? Is t h a t  your 

opinion? 

A No. 

Q Do you th ink  t h e  customers  l i k e  t h e  s a l e s  approach 

t h a t  t h e  company uses? 

A Do I th ink  they  l i k e  i t ?  

Q Yeah. 

MR. BEATTY: I f  you know. 

A I d o n ' t  know. 

Q Have you ever  had compla in ts  from customers about  

t h e  s a l e s  approach t r y i n g  t o  se l l  s e r v i c e s ?  

A Complaints? What do you mean "complaints"? L i k e ,  

* -- 
Q For example, d i d  anybody e v e r  t e l l  you, "Stop 

t r y i n g  t o  s e l l  m e  s e r v i c e s " ?  

A No. 

Q 

A Yes. Um-ha. (Af f i rma t ive  Response). 

Q Would you d e s c r i b e  what b r i d g i n g  i s ?  

A 

Are you requi red  t o  b r i d g e  on c a l l s ?  

I t ' s  ask ing  t h e  customer's permission t o  ask them 

a few ques t ions  t o  f i n d  ou t  whether o r  n o t  we have a s e r v i c e  
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13 

t h a t  t hey  d o n ' t  have t h a t  t hey  might be a b l e  t o  b e n e f i t  

from. 

Q DO you b r idge  on  every contact from a customer? 

A Do I ?  

Q Yes. 

A No. 

Q What t ypes  of c a l l s  do you n o t  b r i d g e  on? 

A I f  t h e  customer is i ra te ,  o r  i f  i t ' s  a misd i r ec t ed  

c a l l  t h a t  should be i n  another  department.  

Q If a customer c a l l e d  i n ,  f o r  example, w i th  a 

problem on b i l l i n g  they f e l t  they  had, f o r  example, a t o l l  

c a l l  they  d i d n ' t  make on t h e i r  phone on t h e i r  b i l l ,  would 

you a t tempt  t o  br idge  on a c a l l  l i k e  t h a t ?  

A Yes. 

Q Are you f a m i l i a r  wi th  Southern Be l l ' s  e t h i c s  

program? 
. 

A Yes. 

Q When d i d  t h a t  begin,  i f  you r e c a l l ?  

A I don ' t  remember. 

Q Is t h e  technique t h e  company uses f o r  sales c a l l e d  

a customer cen te red  sales approach? 

A Y e s .  

Q Do you r e c a l l  t h e  assumptive sales approach t h a t  

preceded t h e  current  one, i f  you know? 

A I d o n ' t  remember. No. 
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Q Do you t r y  t o  s e l l  i n s i d e  w i r e  maintenance on  

every  c a l l  you g e t ,  o t h e r  t han  t h e  i r a t e  customer? 

A Do I t r y  and s e l l  t h a t ?  -- 
Q Y e s .  

A Most of t h e  people I t a l k  t o  a l r e a d y  have it, b u t ?  

you know, I e x p l a i n  -- i f  t hey  d o n ' t  have it t h e n  I e x p l a i n  

what it w i l l  do f o r  themr and i f  t h e y  want it I p u t  it on. 

Q Is t h e r e  any type  of c a l l  where you would n o t  

recommend i n s i d e  wi re  maintenance? o t h e r  t han  t h e  i r a t e  

customer? 

MR. BEATTY: Other t han  what s h e  has  a l r e a d y  

explained? 

BY MR. BECK: 

Q I understand if somebody a l r e a d y  has  it you 

wouldn ' t  be t r y i n g  t o  s e l l  it t o  them. 

A 

Q 

I ' m  s o r r y ?  what was your q u e s t i o n  again? 

A l l  r i g h t .  You d o n ' t  t r y  t o  s e l l  services t o  a n  

i r a t e  customerr do you? 

A No. 

Q Okay. Obviously you d o n ' t  t r y  t o  s e l l  i n s i d e  wire 

maintenance t o  a customer t h a t  a l r e a d y  has  it. The q u e s t i o n  

is: Are t h e r e  any types  of c a l l s  o t h e r  t h o s e  where you 

would no t  t r y  t o  s e l l  i n s i d e  wire maintenance? 

A No. 

Q A l l  r i g h t .  Without naming any pe r sons?  do YOU 
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know of anyone who has  eve r  added a service t o  a cus tomer ' s  

account  without  g e t t i n g  t h e  cus tomer ' s  permission? 

A No. -_  
Q Do you know of anyone who h a s  eve r  t r i e d  t o  s e l l  

s e r v i c e s  t o  a customer who c o u l d n ' t  a f f o r d  t h e  services? 

A Pe r sona l ly ,  no. 

MR. BECK: T h a t ' s  a l l  I have. There may be  some 

o t h e r  q u e s t i o n s ,  though. 

BY MR. VINSON: 

Q Mrs. Stewar t ,  a r e  you aware of any changes i n  t h e  

a p p r a i s a l  p rocess  i n  appra i s ing  t h e  performance of  t h e  

customer s e r v i c e  r e p r e s e n t a t i v e s ?  

A Yeah. Well, I know it changes,  b u t  a s  f a r  as t h e  

e x a c t  changes, no. 

Q Okay. So are you aware of  t h e  change i n  1993 

where t h e  weight t h a t ' s  given t o  a t t a i n i n g  t h e  s a l e s  

o b j e c t i v e  has  changed i n  t h e  eva lua t ion?  

A Not r e a l l y ,  no. 

Q 

A About -- I t h i n k  it was i n  March. 

Q Okay. And t h o s e  a r e  conducted how o f t en?  

A When I say  t h a t ;  what I mean is -- when you say 

a p p r a i s a l ,  I mean i t ' s  done monthly, b u t  t h e r e ' s  a f i n a l .  

When was your l a s t  e v a l u a t i o n  by your s u p e r v i s o r ?  

Q Right.  

A Okay. So what a r e  you t a l k i n g  about? 
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Q L i k e  t h e  one i n  Marchr how f r e q u e n t l y  is t h a t  

done? Is t h a t  done annua l ly  or every  s i x  months? 

A It was q u a r t e r l y .  ._ 
Q Q u a r t e r l y ?  

A Um-ha. (Aff i rmat ive  Response). 

Q How o f t e n  -- L e t  me rephrase  t h a t .  Does your 

manager e v e r  t a l k  t o  you about your p r o g r e s s  a t  a c e r t a i n  

p o i n t  towards meeting t h e  s a l e s  o b j e c t i v e ?  

A Yes. We -- yes.  

Q How -- what -- How would t h a t  c o n v e r s a t i o n  go? 

How would t h a t  come up? 

A We have a s a l e s  r e p o r t  t h a t  comes out  weekly. 

Q Is t h a t  t h e  2011? 

A Yes. 

Q Okay. And would your manager d i scuss  your 2011? 

A She g i v e s  you a copy of it. 

Q Would s h e  j u s t  g i v e  you a copy, or wouI$ s h e  t a l k  

t o  YOU? HOW would -- 
A She might make a comment about it. 

Q Okay. What types of comments do managers g i v e r  or 

does your manager give you? 

A There is a weekly o b j e c t i v e  and, you knowr s h e  may 

comment as t o  whether or no t  y o u ' r e  meeting t h a t r  or whether 

or n o t  you d i d n ' t  meet i tr o r  something of t h a t  na tu re .  

Okay. Q So s h e  would -- YOU say  s h e  would comment 
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as t o  whether you made it. Does s h e  ever provide  you wi th  

any encouragement? or warning, or anyth ing  o t h e r  t h a n  just a 

matter of fact you made it or you didin't? 

A She encourages you? you know, i f  you d i d n ' t  make  

it t o  make it t h e  next  week. 

Q What would be t h e  outcome i f  a s e r v i c e  rep. failed 

t o  meet t h e  annual  sales o b j e c t i v e  a t  t h e  review t h a t  we a re  

t a l k i n g  about  r a t h e r  t han  t h e  q u a r t e r l y  reviews t h a t  w e  are 

t a l k i n g  about? 

t h a t  e n t i r e  q u a r t e r ,  what would be t h e  outcome? 

MR. BEATTY: Object t o  t h e  form of  t h e  ques t ion .  

If you f a i l e d  t o  meet your o b j e c t i v e  for 

I t  c a l l s  f o r  specu la t ion .  

If you can answer t h a t ,  you ' re  welcome t o .  

Le t  m e  change t h e  ques t ion .  Q 

Based on your own exper ience?  have you ever f a i l e d  t o  

meet t h e  q u a r t e r l y  ob jec t ive?  
.' 

A Yes. Um-ha. (Af f i rma t ive  Response). 

Q 

eva lua t ion?  

Okay. Ana what was t h e  outcome of t h a t  i n  your 
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A Huh-ha. (Negative Response). No. 

Q Are you aware of t h e  c e n t r a l i z e d  observing team 

and i t s  funct ion? 

A Yes. 

Q Are customer s e r v i c e  reps. aware when t h e i r  c e n t e r  

is being monitored by t h e  c e n t r a l i z e d  observing team? 

A No. 

Q Do you have any concerns about t h e  c e n t r a l i z e d  

observing team, anything about t h a t  t h a t  bothers 'you? 

A No. 

Q Have you had any changes i n  t h e  i n s t r u c t i o n s  t h a t  

you are g iven  as t o  how t o  employ t h e  customer centered  

sales approach? 

i n s t r u c t i o n s  as t o  how t o  use  t h a t  system? 

Have any changes been g iven  t o  you i n  your 

A No. 

MR. VINSON: Thank you. Those a r e  t h e  on ly  
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MR. BEATTY: That's it. 

(Witness excused). 

(Whereupon, the deposition was concluded ._ at11:20 a.m.) 
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AFFIDAVIT OF DEPONENT 

.- 
This  is t o  c e r t i f y  t h a t  I, AIDA STEWART, have 

read t h e  foregoing  t r a n s c r i p t  of my tes t imony,  Pages 1 

through 1 9 )  g iven  on August 30, 1993, i n  Docket No. 

900960-TLI and f i n d  t h e  same t o  be  t r u e  and c o r r e c t ,  w i th  

t h e  except ions ,  and/or c o r r e c t i o n s ,  i f  any, as shown on t h e  

e r r a t a  s h e e t  a t t ached  he re to .  

AIDA STEWART 

ShlORN t o  and subscr ibed  b e f o r e  m e  t h i s  

day of , 1993.  

P r i n t  name here:  
Notary Pub l i c  - S t a t e  of F lo r ida  
My Commission No.: 
My Commission expi res :  
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F L O R I D A  1 

COUNTY OF DWAL) 

CERTIFICATE OF OATH 
. .- 

'I, t h e  unders igned  a u t h o r i t y ,  c e r t i f y  t h a t  AIDA 

STEWART p e r s o n a l l y  appeared  b e f o r e  me and was d u l y  sworn. 

WITNESS my hand and o f f i c i a l  seal t h i s  2 0 t h  d a y  

of October ,  1993. 

PATRICIA H. VIERENGEL 

Notary P u b l i c  - State  of F l d r i d a  

My Commission No.: CC296027 

My Commission expires: 6/21/97 
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STATE OF FLORIDA) 

COUNTY OF DWAL ) 

CERTIF1CAT.E OF REPORTER 

I, PATRICIA H. VIERENGEL, Court  Repor te r ,  DO HEREBY 

CERTIFY t h a t  I was au tho r i zed  t o  and d i d  s t e n o g r a p h i c a l l y  

r e p o r t  t h e  foregoing  d e p o s i t i o n  of AIDA STEWART; 

I FURTHER CERTIFY t h a t  I am not  a r e l a t i v e ,  employee, 

a t t o r n e y  or counse l  of any of t h e  p a r t i e s ,  nor am I a 

r e l a t i v e  o r  employee of  any of t h e  parties '  a t t o r n e y  o r  

counse l  connected wi th  t h e  a c t i o n ,  nor am I 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  a c t i o n .  

STATE OF FLORIDA) 
: 

COUNTY OF DWAL 1 

Telephone No. : (904)  725-8657 

.. 

The oregoing c e r t i f i c a t e  was acknowledged b e f o r e  m e  
t h i s  ?A day of f lp!dh?4, ,1993, by PATRICIA H. 
VIERENGEL, who is p e r s o n a l l y  known t o  me. 

P r i n t  name: 
Notary P u b l i c  - Sta te  of F l o r i d a  
My Commission No.: 
My Commission expires: 


