
1 

" 

" 

1 


2 


3 


4 


5 


6 


7 


8 


9 


10 


11 


12 


13 


14 


15 


16 


17 


18 


19 


20 


21 


22 


23 


24 


25 


BEFORE THE PUBLIC SERVICE COMHISSION 

0-'11­
In re: Show Cause proceeding ) Docket No. 900960-TL 

against Southern Bell Telephone ) 

and Telegraph Company for ) Filed: August 16, 1993 

misbi11ingcustomers ) 


--------------------------------) 

STATE OF FLORIDA) 

COUNTY OF DUVAL ) 

Deposition of CINDI BOOTH, taken pursuant to Notice of 

Taking Deposition, on Monday, August 30, 1993, at 301 West 

Bay Street, Southern Bell Tower, 20th Floor, Conference Room 

C, commencing at 2:10 p.m., as recorded by Patricia H. 

Vierenge1, CSR, RPR and Notary Public in and for the State 

of Florida at Large. 

---000--­

~(Q)rP~
DOCUMENT Nl'MBER-OATE 

I 2 7 5 ~ NOV 29 &:: 


fr .,)"' - lI l..l..uH u~lt\u UI,jll\ 



2 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

1 7  

18  

1 9  

20 

21 

22 

23 

24 

25 

A P P E A R A N C E S  

CHARLES J. BECX -.. 

A s s i s t a n t  Pub l i c  .Counsel 
O f f i c e  of  t h e  Pub 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 

JEAN 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  P u b l i c  Se rv ice  Commission 
1 0 1  Eas t  Gaines S t r e e t  
Ta l l ahassee ,  F l o r i d a  32399-0863 
Phone: (904)  487-2740 

CARL S. VINSQN, J R .  

Sr .  Management Analyst  
Bureau of Regulatory Review 
F l o r i d a  Pub l i c  Se rv ice  Commission 
Div i s ion  of Research and Regulatory Review 
1 0 1  East 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  Street  
Miami, F l o r i d a  33130 
Phone (305) 530-5561 

(Continued) 



.. 

3 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

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

ROBERT ESHELMANI ESQUIRE 

of t h e  law firm of 
Kattman & Eshelmanr P A .  
1920 San Marco Boulevard 
J a c k s o n v i l l e r  F lor ida  32207 
Phone (904) 398-1229 

ALSO PRESENT: Raymond E.  POUCher 
Nancy Harrison 
J u l i a  August 
Wayne Tubaugh 
Nancy B .  White, Esquire 



4 

1 

2 WITNESS: 

3 

I N D E X  

. ._ 
4 C I N D I  BOOTH 

5 

6 DIRECT EXAMINATION BY: 

7 MR. B E C K . . . . . . . . . . . . . . . . . .  ........ Pg.  7 

8 MR. VINSON. ....................... Pg.  19 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

N O  E X H I B I T S  

21 

22 

23 

24 

25 



h
 

w w X
 

v1 

4
 

h
 

4
 

!z Fc 

w 

r
l 

il 
h
 

I 
(9

 
W

 
cn 
(9

 
(9

 
cn .. d z E

l 
w

 
r% 
V
 
0
 

n
 

(
v
 

1 

3 0 H
 

H
 

m
 

2 V
 

w E .. 2 m
 

m
 

cn 
r
l 

(9
 

m
 

+
) 

m
 
s m 

cn . 2 .. w h 4
 

CI 

w
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

1
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
1

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

P
O

D
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
1

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

1
 

I
I

 
I

I
 

I
I

 
I

I
 

1
1

,
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

I
l

l
 

1
1

1
 

1
1

1
 

1
1

1
 

I
I

I
 

I
I

 
I

I
 

I
1

 
I

I
 

I
I

 
I

1
 

I
I

 
I

1
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
1

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
1

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

1
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
t

 
I

I
 

I
I

 
I

I
 

I
1

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 

I
1

 
I

1
 

I
I

 
I

I
 

I
I

 
I

I
 

I
I

 
I

I
 



.. 6 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  
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S T I P U L A T I O N  

1 2  pursuant  t o  n o t i c e  i n  accordance wi th  t h e  a p p l i c a b l e  F l o r i d a  

13 Rules  of C i v i l  Procedure; t h a t  o b j e c t i o n s ,  except as t o  t h e  

1 4  form of t h e  ques t ion ,  are reserved u n t i l  hear ing  i n  t h i s  
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cause; and t h a t  t h e  reading and s ign ing  was no t  waived. 

I T  IS  ALSO STIPULATED t h a t  any off- the-record 

conve r sa t ions  are with t h e  consent  of t h e  deponeht. 
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CINDI BOOTH, 

having been produced and f i r s t  du ly  sworn as a w i t n e s s  

h e r e i n ,  t e s t i f i e d  as fol lows:  - _  

DIRECT EXAMINATION 

BY MR. BECK: 

Q Mrs. Booth, my name is C h a r l i e  Beck  w i t h  t h e  

O f f i c e  of Pub l i c  Counsel and I ' m  going t o  s t a r t  o f f  w i t h  t h e  

ques t ion ing .  

o t h e r s  h e r e ,  o r  none. 

There may be some o t h e r  q u e s t i o n s  from some 

I t ' s  n o t  my i n t e n t  dur ing  t h i s  d e p o s i t i o n  t o  ask you t o  

name any o t h e r  s e r v i c e  r e p r e s e n t a t i v e s  o r  members of  t h e  

union a s  f a r  a s  what t hey  may o r  may no t  have done. W e  are 

n o t  t a k i n g  t h i s  f o r  d i s c i p l i n a r y  purposes.  We merely want 

t o  ask you q u e s t i o n s  about your job, about t h e  environment 

t h a t  you service t h e  customers under. If you d o n ' t  

understand any of t h e  q u e s t i o n s  a s  I ask them, or if t h e  

q u e s t i o n s  a r e n ' t  c l e a r ,  would you p l e a s e  s t o p  me'and l e t ' s  

make it clear b e f o r e  we go forward. Is t h a t  agreeable?  

A Okay. 

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

A Cindi  Booth. 

Q Are you employed by Southern Be l l ?  

A No. 

Q 

A BCI. 

By whom a r e  you employed? 



8 

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

1 7  

1 8  

1 9  

20 

21  

22 

23 

2 4  

25 

Q Which is Bel lSouth Communicationsr Inc.? 

A B e l l  -- yeah. 

Q 

A About s i x  months. 

Q 

A S e r v i c e  consu l t an t .  

Q 

A Implementation of major accounts .  

Q What does t h a t  meanr “implementation of major 

How long have you been employed by BCI? 

What p o s i t i o n  do you hold? 

Could you describe what t h a t  j o b  e n t a i l s ?  

accounts  I’ ? 

A Writ ing up s e r v i c e  o r d e r s r  s e r v i c e s  o r d e r  r e q u e s t s  

f o r  s e r v i c e s .  

Q Are you -- Are t h e s e  j u s t  c e r t a i n  customers t h a t  

you s e r v i c e ?  

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Yes. 

Mainly l a r g e  customers? 

Y e s .  

What job  d id  you hold b e f o r e  t h a t ?  

S e r v i c e  rep. 

Was t h a t  wi th  Southern Be l l ?  

Y e s .  

Okay. And where were you a s e r v i c e  rep. 

G a i n e s v i l l e .  

How long d i d  you hold t h a t  p o s i t i o n  t h e r e ?  

About s i x  years. 

. 
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a n  a f f i l i a t e  company b e f o r e  t h a t ?  

A Yes. -- 
Q Would you d e s c r i b e  t h a t ?  

A It was a service rep, b u t  i n  another  state. 

Q What s ta te  was i t ?  

A North Caro l ina .  

Q And f o r  how long were you t h e r e ,  j u s t  very  

roughly? 

A As a s e r v i c e  rep. i n  -- 
Q Yes. 

A Ten years .  

Q D o  you r e c a l l  what t y p e  of sales approach was used 

f i r s t  of a l l  i n  Ga inesv i l l e?  was it customer cen te red  

s a l e s ?  

A Yeah. Yeah. (Aff i rmat ive  Response). We j u s t  
. 

s t a r t e d  t h a t .  Before it was j u s t  sales. 

Q Do you r e c a l l  t h e  t y p e  of sales approach t h a t  was 

used i n  North Carol ina? 

A Huh-ha. (Negative Response). 

Q Does t h e  term "assumptive sales  technique" mean 

anyth ing  t o  you? 

A I have heard it. 

Q Do you know what it means? 

A Huh-ha. (Negative Response). 
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Q T h a t ' s  a "No"? 

A Right. 

Q You ' l l  have t o  do t h a t  f o r - t h e  -- 
A I ' m  so r ry .  

Q Was t h e  customer cen te red  sales approach j u s t  

be ing  implemented when you g o t  t o  Ga inesv i l l e?  

A No. J u s t  t h e  l as t  t h r e e  yea r s .  Approximately. 

I ' m  no t  sure. 

Q What brought  you t o  change p o s i t i o n s  t o  work f o r  

BCI? 

A I have always wanted t o  be a s e r v i c e  c o n s u l t a n t ,  

and I f i n a l l y  g o t  it. 

Q It was vo lun ta ry  on your p a r t ?  

A Oh,  yeah. 

Q Okay. L e t  me focus  t h e  q u e s t i o n s ,  i f  I could ,  on 

t h e  time i n  G a i n e s v i l l e  when you were a s e r v i c e  rep t h e r e .  

D i d  you g e t  appra ised  i n  your p o s i t i o n  i n  Ga inesb i l l e?  

A Y e s .  

Q Do you r e c a l l  what t h e  t h i n g s  were t h a t  you were 

appraised on? 

A Sales and s e r v i c e s .  

Q I n  your opin ion  d i d  t h e  company emphasize one of 

t h o s e  two more t h a n  t h e  o the r?  

A Yes. 

Q Which one? 



11 

1 

2 

3 

4 

5 

6 

7 

a 
9 

10 

11 

12 

13 

1 4  

1 5  

1 6  

1 7  

18 

1 9  

20 

21 

22 

23 

24 

25 

A Sa le s .  

Q What were t h e  c r i t e r i a  used t o  judge sales? I 

want t o  do t h i s  w i th  each one; f i r s t - sa l e s ,  and t h e n  

s e r v i c e s ,  t h e  t h i n g s  t h a t  they  looked a t  i n  t h e  a p p r a i s a l  

system. 

A I have f o r g o t t e n  j u s t  about  -- Well, j u s t  what you 

s o l d .  

Q Was it d o l l a r  f i g u r e s ?  

A Yeah. 

Q Were t h e r e  c e r t a i n  o b j e c t i v e s  t h a t  you were 

supposed t o  meet? 

A Y e s .  

Q HOW about  i n  t h e  s e r v i c e  area? 

A Accuracy. Quoting t h e  r i g h t  rates,  g i v i n g  t h e  

r i g h t  in format ion ,  and doing t h e  paperwork c o r r e c t l y .  

Q And how d i d  they  go about  e v a l u a t i n g  t h a t ?  
. 

A They l i s t e n e d  t o  you. 

Q 

A About twice  a year .  

Q 

sales? 

D o  you recall how o f t e n  you'd g e t  appra i sed?  

Why do you th ink  t h e  company p u t  more emphasis on 

A I d o n ' t  know. 

Q No, I d o n ' t  mean t h e  purpose. You know, why d i d  

t h e y  -- 
A Oh, I d o n ' t  know. 

~ 
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Q I d o n ' t  mean t h e  purpose of  t h e  company behind 

t h a t .  What is  t h e  basis f o r  your f e e l i n g  t h a t  t h e  company 

emphasized sales more than  s e r v i c e ?  -- 
A W i l l  you r ephrase  t h a t  again? 

Q Earlier you t o l d  me t h a t  you f e l t  t h a t  t h e  company 

p u t  more emphasis on s a l e s  t han  s e r v i c e .  

t h a t ?  

Do you reca l l  

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

Q Why do you th ink  t h a t ?  

A Oh, because it was a h igher  percentage .  

Q Do you recal l  what t h e  percentages  were? 

A No, I d o n ' t .  

Q Have you ever  heard of people  s e l l i n g  or p u t t i n g  

down as sales t o  customers,  o r  p u t t i n g  s e r v i c e s  on t h e i r  

b i l l s  when t h e  customer never consented t o  it or agreed t o  

it? 

Have I e v e r  heard of  it? . 
A 

Q Yes. Have you ever  heard of t h a t  happening w h i l e  

you were i n  Ga inesv i l l e?  

A NO 

Q D o  you know or -- whether anybody eve r  t o l d  

management t h a t  t h e r e ' s  chea t ing  going on? 

A I have heard people say  they  thought  so, b u t  t h a t  

d o e s n ' t  mean it was. 

Q D o  you know -- 
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A I d o n ' t  know of any i n s t a n c e s .  

Q Okay. DO you know of any o c c a s i o n s  when t h a t  was' 

.- communicated t o  management? 

A No. 

Q 

A Yep. 

Q 

A It en ta i l s  t h e  same t h i n g  as customer centered 

sales: g e t t i n g  in fo rma t ion  from t h e  customer and t e l l i n g  

them about t h e  services t h a t  are a v a i l a b l e  t h a t  t h e y  might 

Are you f a m i l i a r  w i th  b r idg ing?  

Could you d e s c r i b e  what t h a t  entai ls?  

could use from what you found out .  

Q Were you r equ i r ed  t o  b r i d g e  on cal ls  people  would 

make to t h e  -- t o  you as a s e r v i c e  rep.? 

A Right.  

Q 

b r i d g e  on? 

Were t h e r e  any types of cal ls  t h a t  you would n o t  

A Um-ha. (Affirmative Response) . 
Q What types of c a l l s ?  

A There was t h r e e ,  b a s i c a l l y ,  b u t  I can o n l y  

remember two of them, and t h e y  were ones t h a t  I f e l t  S t rong  

about:  i f  somebody was c u t  o f f ,  or was i ra te ,  you normally 

. 

wouldn't do t h a t .  

Q I f  somebody called i n  w i t h  a q u e s t i o n  about  t h e i r  

b i l l  would t h a t  be t h e  type  of ca l l  where you would be 

expected t o  br idge?  
~ 
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A Yes. 

Q Do you know of anyone ever being cr i t ic ized by t h e  

company f o r  n o t  b r idg ing  when t h e y  had a n  oppor tun i ty  t o  

br idge?  

A Yes. 

Q 

A I would s a y  it would be  a s i t u a t i o n  where it was 

Could you g e n e r a l l y  d e s c r i b e  t h o s e  occasions? 

l i k e  a b i l l i n g  and t h e  person d i d n ' t  do it. 

Q Have you ever been e i t h e r  d i s c i p l i n e d  or 

c r i t i c i z e d  f o r  no t  b r i d g i n g  when a b r i d g i n g  occas ion  was 

presented?  

A Yes. 

Q Was t h a t  a f r e q u e n t  occur rence ,  do you know, 

w i t h i n  t h e  group of s e r v i c e  r e p r e s e n t a t i v e s ?  

A I can  o n l y  speak f o r  myself. 

Q What was t h e  occas ion  f o r  y o u r s e l f ?  

A I u s u a l l y  d i d  it, so it was rare. 

Q 

. 

Okay. Were you -- I asked you whether you were 

eve r  c r i t i c i z e d  or d i sc ip l ined ,  and you said yes. Which one 

was it? 

A Oh. Cr i t i c i zed .  

Q By whom? 

A My superv isor .  

Q Okay. D i d  you feel  under pressure t o  meet sales 

quo tas  a s  a s e r v i c e s  rep.? 
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A Yes. 

Q And what t h i n g s  would make you feel  l i k e  t h e r e  was 

pressure on you t o  achieve  t h e  sales-quotas? 

A The o b j e c t i v e .  

A Yes. 

Q Could you d e s c r i b e  what happened and what 

responses  you took? 

. 
Q Do you t h i n k  t h e  company's emphasis on sales 

h i n d e r s  t h e  a b i l i t y  of service reps .  t o  provide good s e r v i c e  

t o  customers? 

A 

Q You mean which s e r v i c e  rep.? 

A Right.  

Q 

I th ink  t h a t  would probably  depend on t h e  person. 

Can you th ink  of any ways t h a t  it wouldn't h i n d e r  

t h e  a b i l i t y  t o  provide  good s e r v i c e ?  
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A Can I t h i n k  of  any ways t h a t  it would -- 
Q O r  do you know any ways t h a t  it did ,  e i t h e r  by 

t a l k i n g  t o  t h e  o t h e r  service reps. o r b y  your own 

experience? 

A W e l l ,  I would say  it was rare t h a t  t h a t  would be 

t h e  case. ' L i k e  I said,  i t ' s  a n  i n d i v i d u a l  t h i n g ,  you know, 

where some person  might, you know, no t  be meeting t h e  

o b j e c t i v e ,  might c u t  co rne r s ,  you know, t h a t  might be more 

f r i e n d l y  t o  t h e  customer o r  something. B u t  I d o n ' t  see how 

t h a t  could be gene ra l i zed  because it would be a n  i n d i v i d u a l  

t h i n g .  

Q Have you ever  had compla in ts  from customers  about  

t r y i n g  t o  s e l l  them s e r v i c e s  when they  -- when they  d i d n ' t  

want you t o  t r y  and s e l l  them s e r v i c e s ?  

A NO 

Q A s  a service rep. you would take new o r d e r s ,  would 

you n o t ,  from customers? 
. 

A Right .  

Q And b i l l i n g  i n q u i r i e s ?  

A Right.  

Q Complaints? 

A Right.  

Q Did you ever  have occas ion  where a customer c a l l e d  

i n  about  a s e r v i c e  t h a t  they  d i d n ' t  want? 

A Yeah. 
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Q 

A Take it off. 

What would you do when t h a t  happened? 

Q Okay. Did you ever have occasion when a customer 

s a i d  t h a t  t hey  hadn ' t  ordered t h e  service and asked you t o  

take  it o f f ?  

A Yeah. 

Q Were t h e r e  any s p e c i a l  reports made by you when a 

customer c a l l e d  i n  and s a i d  t h a t  t hey  h a d n ' t  ordered t h e  

s e r v i c e s ?  

A No. And t h e  reason being t h a t  sometimes people  

f o r g o t  and they  s a i d  they  d i d n ' t  place t h e  o r d e r ,  or t h e i r  

husband d i d  or something, so it was hard t o  t e l l  a l o t  of  

times i f  t h e r e  was anything shady about  it. I u s u a l l y  gave 

them c r e d i t .  

Q You would handle it j u s t  l i k e  any o t h e r  c a l l  by a 

customer? 

A Unless I thought  it was something r e a l l y  bad, 

which I have never handled anything l i k e  t h a t ,  bu t  I t h i n k  

I probably  would have. 

Q How f r e q u e n t l y  do you t h i n k  t h a t  happened? 

A Rare ly  . 
Q Okay. Do you th ink  t h e r e ' s  been any change i n  t h e  

l a s t  year  or  two with respect t o  t h e  emphasis of t h e  company 

on sales? 

A Yes. 
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Q 

A Well, i t 's  so hard  t o  say. I f e e l  they  have 

What change do you t h i n k  -- has  t h e r e  been? 

re laxed  a l i t t l e  b i t ,  a c t u a l l y .  - ._ 
Q The amount of pressure i s n ' t  t h e r e  anymore? 

MR. BEATTY: I o b j e c t  t o  t h e  ques t ion .  T h a t ' s  no t  

he r  tes t imony,  t h e  w i t n e s s ' s  testimony. 

Q You can answer t h e  ques t ion .  

A What was it again? 

Q A s  I understand it, you s a i d  t h a t  you thought  i t ' s  

been re laxed  some wi th  r e spec t  t o  s a l e s  p re s su re ;  is t h a t  

c o r r e c t ?  

A Right .  T h a t ' s  c o r r e c t .  

Q 

A Well, I th ink  customer centered  sales helped a l o t  

Would you e l a b o r a t e  on t h a t ?  

because i t ' s  b a s i c a l l y  t a i l o r i n g  t h e  s a l e s  t o  t h e  customer,  

and t h a t ' s  been emphasized r e a l  s t rong ly .  

Q Is t h e r e  anything else besides t h a t  tha ' t  makes you 

t h i n k  i t ' s  been relaxed? 

A Huh-ha. (Negative response) .  

Q Have you ever  heard of any s e r v i c e  rep. eve r  

f a i l i n g  t o  t e l l  t h e  customer t h a t  a s e r v i c e  was op t iona l?  

A Have I heard it or have I heard of i t ?  

Q Have you heard of it? 

A Yeah. 

Q Okay. Do you'know p e r s o n a l l y  whether t h a t ' s  e v e r  
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occur red? 

A I t h i n k  as long as you have human be ings  t h e r e ' s  

going t o  be people  who w i l l  f o r g e t  something l i k e  t h a t .  

Yeah. 

Q Did you eve r  f e e l  t h a t  you were -- had t o  t r y  t o  

s e l l  a s e r v i c e  t o  a customer when they  cou ldn t  a f f o r d  it? 

A I d o n ' t  f e e l  t h a t  I would be a person  t h a t  would 

judge t h a t  s i t u a t i o n .  I mean, how do I know i f  t h e y  can 

a f f o r d  it o r  not? 

MR. BECK: Thank you. T h a t ' s  a l l  I have. There 

may be some o t h e r  ques t ions .  

BY MR. VINSON: 

Q Mrs. Booth, a r e  you f a m i l i a r  wi th  any r e c e n t  

changes i n  t h e  e v a l u a t i o n  of  customer s e r v i c e  reps.? 

A I have been gone f o r  s i x  months, so -- 
Q L e t  m e  back u p  and reask t h a t  ques t ion .  You 

mentioned t h a t  you f e l t  t h a t  sales had been emph'asized more 

s t r o n g l y  t h a n  s e r v i c e s  when we were t a l k i n g  about the  two 

p a r t s  of t h e  job? 

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

Q And you s a i d  something about t h e  pe rcen tage  be ing  

higher? 

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

Q During t h e  t ime t h a t  you were a customer s e r v i c e  

rep. d i d  t h a t  percentage  change, o r  was t h e r e  j u s t  one t h a t  
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you -- one weighting t h a t  you worked under t h a t  you can  

recall? 

A I j u s t  know t h e  l a s t  time.I_ had one it was higher .  

Q 

A Yeah. 

The sales was weighted higher? 

MR. VINSON: Those are t h e  on ly  ques t ions  I have. 

MR. BEATTY: Tha t ' s  it. 

MR. BECK: Okay. Thank you very  much. 

(Witness excused) .  

(Whereupon, t h e  depos i t i on  was concluded a t  2:20 p.m.1 

25 



21 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

1 9  

20 

21 

22 

23 

24 

25 

AFFIDAVIT OF DEPONENT 

- -- 
This  is t o  c e r t i f y  t h a t  I, CINDI BOOTH, have read  

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

20, g iven  on  August 30, 1993, i n  Docket No. 900960-TL, and 

f i n d  t h e  same t o  be  t r u e  and correct, w i th  t h e  excep t ions ,  

and/or corrections,  i f  any, as  shown on  t h e  errata  s h e e t  

a t t a c h e d  he re to .  

C I N D I  BOOTH 

SWORN 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 l o r i d a  
My Commission No.: 
My Commission expires: 

. 
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CERTIFICATE OF OATH 

F L O R I D A  ) 

COUNTY OF DWAL) 

'I, t h e  undersigned a u t h o r i t y ,  c e r t i f y  t h a t  CINDI 

BOOTH 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  20 th  day 

o f  October, 1993. 

PATRICIA H. VIERENGEL 

Notary P u b l i c  - S t a t e  of F l i r i d a  

My Commission No.: CC296027 

My Commission expires: 6/21/97 

k .- 
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STATE OF FLORIDA) 

. 
COUNTY OF DWAL ) 

CERTIFICATE- 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 CINDI BOOTH; 

I FURTHER CERTIFY t h a t  I am n o t  a re la t ive? 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  or employee of any of t h e  p a r t i e s '  a t t o r n e y  or 

counsel  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  ac t ion .  

STATE OF FLORIDA) 
: 

Telephone No. : (904)  725-8657 

. 
COUNTY OF DWAL ) 

The oregoing cer t  f ' ca te  w a s  acknowledged b e f o r e  m e  
t h i s  & .z4 day of&, ,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  - S t a t e  of F l o r i d a  
My Commission No.: 
My Commission expires: 




