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EMMA EVANS, 

having been produced and f i r s t  d u l y  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. Evans, my name is C h a r l i e  Beck.  I ' m  w i th  t h e  

O f f i c e  of  Pub l i c  Counsel and I ' m  going t o  be s t a r t i n g  o f f .  

There may be o t h e r  q u e s t i o n s  a f te r  I a m  f i n i s h e d ,  a l s o .  

It 's no t  our  i n t e n t  t o  ask you today t o  name anybody. We 

are  no t  going t o  a s k  you t o  name any o t h e r  members of t h e  

7 

union,  or any o t h e r  service representatives about  anyth ing  

t h e y  s p e c i f i c a l l y  may have done. Our  purpose h e r e  is t o  

f i n d  o u t  about  t h e  s e r v i c e s  provided t o  customers and t h e  

environment i n  which you have t o  work. 

q u e s t i o n s  as I go through, if you d o n ' t  understand my 

q u e s t i o n ,  o r  would l i k e  me t o  c l a r i f y  it, would you please 

s t o p  me and l e t  me make sure we are bo th  clear bg fo re  w e  go 

forward. Is t h a t  agreeable? 

If you have any 

A Fine.  T h a t ' s  agreeable .  

Q 

A Emma Mae Evans. 

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

Q 

A Yes, I am. 

Q 

A Se rv ice  r e p r e s e n t a t i v e .  

Are you employed by Southern B e l l ?  

What p o s i t i o n  do you hold? 
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Q Is t h a t  h e r e  i n  Jacksonv i l l e?  

A I n  J a c k s o n v i l l e .  

Q 

A S ince  1979. 

Q A l l  of t h a t  is h e r e  i n  J a c k s o n v i l l e ?  

A A l l  i n  J acksonv i l l e .  

Q 

How long have you been a se-rvice r e p r e s e n t a t i v e ?  

Did you have any o t h e r  p o s i t i o n  w i t h  t h e  company 

-- 
A No. 

Q -- b e f o r e  t h a t ?  Could you b r i e f l y  describe what 

your j o b  en ta i l s?  

A My s e r v i c e  r e p r e s e n t a t i v e  job e n t a i l s  problem 

s o l v i n g  f o r  t h e  customer and s e r v i c i n g  t h e  customer. 

Q Are you familiar with a ph rase ,  "customer c e n t e r e d  

sales"? 

A Yes, I am. 

Q Is t h a t  t h e  sales a p p r o a c  t h a  

A Y e s ,  i t  is. 

' 6  e i n g  used n i? 

Q Do you remember one t h a t  preceded t h a t  called 

assumptive sales? 

A No, I ' m  n o t  aware of t h a t .  

Q Do you remember any t y p e  of  approach t h a t  p r e d a t e s  

t h e  c u r r e n t  customer centered  sales approach? 

A No. 

Q Who is your supe rv i so r  here? 
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A Pamela Sands. 

Q Do you receive regular appraisals from the company 

in the performance of your duties? -- 

A Yes? I do. 

Q 

A Yearly. 

Q What are the criteria used to evaluate your job? 

A I'm not sure about my present appraisal because I 

How often do they come about? 

just went to a new job in January. 

Q What's the new job you went to? 

A It's a service representative? but in a different 

office. It's in our CPNI restricted office. 

Q 

A In the business office for business accounts. 

Q Okay. Going back to the one in the business 

Where were you before that? 

accounts, what was the basis for the appraisal there? 

A We had sales? and the quantity of work: 

Q Sales ana quantity? 

A (Nods Head). 

Q Okay. Were there any other things that you are 

familiar with that would form the basis of an appraisal? 

A No. 

Q Okay. With regard to sales -- I guess there's two 
parts? sales and quantity? 

A Um-ha. (Affirmative Response) . 
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Q What are t h e  t y p e s  of  t h i n g s  t h e  company looks  f o r  

i n  s a l e s ?  

A 

Q Do you recall  what t h a t  was? 

A And -- I ' m  n o t  s u r e  what t h e  o b j e c t i v e  w a s .  

Q 

A That was based on our c ler ical  work and how we 

I n  sales you had an o b j e c t i v e .  

And on q u a n t i t y  what was t h e  company looking  f o r ?  

relate t o  customers. 

MR. BEATTY: Are you saying  "quant i ty"  o r  

"qua l i ty"?  

THE WITNESS: I ' m  r e a l l y  no t  su re .  I t 's  been a 

year  since I have seen  it, bu t  i t ' s  ei ther  

q u a l i t y  or -- "quan t i ty"  is t h e  second h a l f  of it. 

Q Do you th ink  e i t h e r  one of t h o s e  two items, e i t h e r  

sales on one s i d e  o r  t h e  q u a n t i t y / q u a l i t y  on t h e  o t h e r ,  were 

e i t h e r  one of  them more important  t han  t h e  o the r?  

A It was even. 

Q Do you feel  t h a t  t h e  company emphasized one more 

than  t h e  o t h e r  for purposes o t h e r  t h a n  your a p p r a i s a l ?  

A No I 

Q 

a p p r a i s a l ?  

How how are you g iven  t h e  resul ts  of t h e  

A One on one wi th  your superv isor .  

Q Are t h e r e  ever  occas ions  when a p p r a i s a l s  a r e  

d i scussed  openly i n  meetings? 
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A Not a p p r a i s a l s .  

Q Okay. On t h e  q u a n t i t y  and q u a l i t y  h a l f  of t h e  ' 

a p p r a i s a l ,  how was t h a t  measured? Are there cer ta in  

specific c r i te r ia?  

A By s i t - i n s  and moni tor ings  from your s u p e r v i s o r .  

Q I n  t h e  las t  yea r  or two do you know, or has it 

been your impression,  has  t h e r e  been any change i n  t h e  

emphasis pu t  on s a l e s  or not? 

A NO 

Q Are you appra ised  on whether you f u l l y  d i s c l o s e  

t h e  o p t i o n a l  n a t u r e  of s e r v i c e s  t o  customers? 

A I ' m  no t  s u r e  what you mean by " a p p r a i s a l "  now. 

Q Well, okay. Do they  look t o  see whether y o u ' r e  

t e l l i n g  people  t h a t  -- l i k e  custom c a l l i n g  f e a t u r e s ,  f o r  

example, are o p t i o n a l  s e r v i c e s  t h a t  t h e  customer is n o t  

r equ i r ed  t o  buy? 

A Yes. We a r e  requi red  t o  f u l l y  d i s c l o s & .  

Has t h e  sales p a r t  of  t h e  o b j e c t i v e  changed over  Q 

time? 

A It changes. 

Q DO you know what d i r e c t i o n s  it been changing, or 

does it always go up, o r  does it go back and f o r t h ?  

A It goes back and f o r t h .  

Q Have you ever  fa i led  t o  make e i t h e r  of t h e  

o b j e c t i v e s  on t h e  a p p r a i s a l ?  
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A Yes, I have. 

Q Could you d e s c r i b e  what p rocess  you went through ' 

._ on t h a t ?  

A I'm not  sure about process. 

Q Were you appra ised  for -- or was t h a t  par t  of your 

a p p r a i s a l ,  t h a t  you d i d n ' t  meet t h e  o b j e c t i v e ?  

A I d i d n ' t  meet my s a l e s  o b j e c t i v e .  

Q And what d i d  t h e  company do? I mean, d i d  t h e y  

j u s t  t a l k  t o  you, or what? 

A (Shakes head).  

Q Were t h e r e  any s p e c i f i c  a c t i o n s  t h a t  t hey  t o l d  you 

you should t ake?  



1 3  

1 

2 

3 

4 

5 

6 

7 

8 

9 

1 0  

11 

1 2  

1 3  

1 4  

1 5  

1 6  

17 

18 

1 9  

20 

21 

22 

23 

2 4  

25 

A No. None o t h e r  t han  t r y i n g  t o  h e l p  me t o  reach  

t h e  goa l .  

Q 

A Yes, I am. 

Q What -- Could you d e s c r i b e  what b r i d g i n g  is, t h e  

A r e  you familiar wi th  t h e  b e r m  "br idging"?  

-- j u s t  very  b r i e f l y ?  

A My understanding of b r i d g i n g  is t h e  -- i n  r e l a t i n g  

t o  customers  you d i scove r  i f  t h e r e ' s  a need, i f  t h e y  have a 

need f o r  cer ta in  s e r v i c e s ,  t hen  you propose t h e  s e r v i c e s  

t h a t  you fee l  t h a t  they  need and a s s u r i n g  i t ' s  i n  t h e  

process .  

Q 

A 

Q Which ones a r e  not?  

A When customers a r e  i ra te .  

Q 

Do you b r idge  on a l l  cal ls  t h a t  you r ece ive?  

Not a l l  ca l l s  are a p p r o p r i a t e .  

How o f t e n  do you g e t  a c a l l  t h a t  would be 

c lassi f ied a s  i ra te  f o r  t h a t  purpose? . 
A Oh, it v a r i e s  from day t o  day. It j u s t  depends. 

Q Okay. Are t h e r e  any -- I ra te  is a -- You know how 

Are t h e r e  c e r t a i n  t y p e s  of c a l l s I  t h e  customer is r e a c t i n g ,  

though, t h a t  d o n ' t  g e t  b r idg ing ,  or do a l l  of them ge t  

b r idg ing?  

A J u s t  t h e  ones t h a t  are -- t h a t  you f e e l  are  

appropr i a t e .  If you have a good r appor t  w i th  t h e  customer 

and t h e  customer i s  no t  upse t  or h u r r i e d  i n  any wayI and 
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once you ask them and they  ag ree  t o  d i s c u s s i n g  t h e i r  

t e lephone  s e r v i c e s  wi th  you. 

Q Okay. Do you know whether .anyone has  ever g o t t e n  

d isc ip l ined  f o r  no t  br idging ,  o r  have you e v e r  heard of 

t h a t ?  

A NO. 

Q Have you ever heard o f  s a l e s  be ing  added t o  

customers  b i l l s  without  them consent ing  t o  i t ?  

A No. 

Q Do you know of  anybody ever  t e l l i n g  management 

t h a t  people  are chea t ing  t o  meet s a l e s  quotas? 

A No. 

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

program? 

A Y e s ,  I am. 

Q Have you gone through t h e  e t h i c s  t r a i n i n g  

r e c e n t  1 y? 

A Within t h e  l as t  s i x  months. 

Q Before t h i s  program t h a t ' s  i n  place r i g h t  now was 

t h e r e  some o t h e r  program on e t h i c s  b e f o r e  t h a t  t h a t  people  

went through? 

A Not t o  my knowledge. 

Q Have you ever  heard t h e  term c a l l e d  "quick c l o s e  

process"? 

A I ' m  no t  f a m i l i a r  with it. 
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Q Do you t h i n k  t h e  company has  eve r  p u t  undue 

pressure on you t o  make sales? 

A I ' m  n o t  s u r e  what undue prassure would be. 

Q Okay.  Do you th ink  i t ' s  i n a p p r o p r i a t e ,  o r  wrong 

f o r  them t o  pressure you t o  make sales? 

A 

sales. 

I feel  t h a t  i t ' s  wrong t o  be pressured t o  make 

Q Do you feel  you are pressured  t o  make s a l e s ?  

A No. 

Q Okay. Have you ever  f e l t  l i k e  you were supposed 

t o  s e l l  a s e r v i c e  t o  a customer who you thought  c o u l d n ' t  

a f f o r d  t h e  s e r v i c e ?  

A No. 

MR. BECK: I t h ink  t h a t ' s  a l l  I have. I 

appreciate it. There may be o t h e r  ques t ions .  Thank 

you. 

BY MR. VINSON: . 
Q Mrs. Evans, are you aware of t h e  c e n t r a l i z e d  

observing team? 

A Y e s ,  I am. 

Q Okay. Could you e x p l a i n  t o  m e  what you unders tand  

t h e i r  f u n c t i o n  -- 
A My understanding of t h e  c e n t r a l i z e d  group is t h a t  

w e  can  have anyone a t  any time dur ing  t h e  day observ ing  from 

any p a r t  of t h e  s ta te .  



16 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

1 2  

13 

1 4  

1 5  

1 6  

17 

18 

19 

20 

2 1  

22 

23 

24 

25 

Q Okay. And as a customer s e r v i c e  rep. how d i d  you 

feel  about  t h a t ?  

A I d o n ' t  mind. ._ 

Q I n  your c u r r e n t  job could you explain t h e  c e n t e r  

-- Repeat t h e  name of t h e  c e n t e r  t h a t  you worked -- 
A I work i n  t h e  CPNI Center .  

Q What does  CPNI s t and  f o r ?  

A It 's Customer P r o p r i e t a r y  Network. 

Q And your d u t i e s  t h e r e ,  do they  involve sales? 

A They do involve  sales. 

Q 

A A s  a s e r v i c e  r e p r e s e n t a t i v e  still. 

Q 

Are you s t i l l  -- What's your t i t l e?  

Have you dur ing  your t ime as a customer s e r v i c e  

rep., have you eve r  been given any r ev i sed  i n s t r u c t i o n s  on 

how t o  employ t h e  customer cen te red  s a l e s  process? 

A Not t o  my knowledge. 

Q So has t h e  customer cen te red  s a l e s  p rocess  

remained t h e  same t h e  e n t i r e  t i m e  t h a t  you have been aware 

o f  it? 

A Y e s ,  it has. 

Q Have you -- Have you been n o t i f i e d  of any change 

i n  t h e  way t h a t  e v a l u a t i o n s  have been conducted of customer 

service reps. w i t h i n  t h e  l as t  year?  

A I do know t h a t  w e  do have a new s a l e s  a p p r a i s a l  

t h a t  has  gone i n t o  e f fec t ,  bu t  I have not been covered on  
~ 
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OUT new a p p r a i s a l  p lan .  

Q Do you b e l i e v e  t h a t  t h e  company is  p l a c i n g  more . 

emphasis on t h e  -- more emphasis on e t h i c a l  practices i n  

sales by customer s e r v i c e  reps.  w i t h i n  t h e  l a s t  two yea r s?  

A Yes, they  are. 

Q Can you g i v e  me some examples of how t h a t  new 

emphasis has  been evidenced? 

A Well, t h e y  j u s t  want t o  make s u r e  t h a t  we are 

going through t h e  p rocess  of d i scove r ing  a need for  t h e  

customer and a c t u a l l y  t h e  customer understanding e x a c t l y  

what t h e y  have. 

Q Do managers ever  t a l k  t o  you or o t h e r  customer 

s e r v i c e  reps.  i n  your group maybe about t h e  need t o  comply 

wi th  t h e  company's e t h i c a l  s tandards?  Is t h a t  a common 

t o p i c  of d i scuss ion?  

A It 's no t  a common t o p i c .  I t 's  a known t h a t  we a r e  

t o  be e t h i c a l .  . 
MR. VINSON: Okay. Those are t h e  o n l y  q u e s t i o n s  I 

have. Thank you. 

THE WITNESS: You're welcome. 

MR. BEATTY: Okay. Tha t ' s  it. 

(Witness excused). 

(Whereupon, t h e  d e p o s i t i o n  was concluded a t  2:10 p.m.1 
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AFFIDAVIT OF DEPONENT 

._ 

This  is  t o  c e r t i f y  t h a t  II EMMA EVANS, have read 

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

1 7 ,  g i v e n  on August 30, 1993, i n  Docket No. 900960-TLI and 

f i n d  t h e  same t o  be  t rue and c o r r e c t ,  wi th  t h e  e x c e p t i o n s ,  

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

a t t a c h e d  h e r e t o .  

EMMA EVANS 

SWORN t o  and subscr ibed  be fo re  me t h i s  

day of I 1993. 

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



1 9  

CERTIFICATE OF OATH 

1 

2 F L O R I D A  ) 

3 . 
4 COUNTY OF DWAL) 

5 

6 '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  EMMA 

7 

8 WITNESS my hand and o f f i c i a l  seal t h i s  20 th  day 

9 of  October, 1993. 

EVANS p e r s o n a l l y  appeared be fo re  me and w a 6  du ly  sworn. 
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1 2  
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1 9  

20 
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24 

25 

- 
PATRICIA H. VIERENGEL 

Notary Publ ic  - State  of F l g r i d a  

My Commission No.: CC296027 

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

CERTIFICATE OF REPORTER 

COUNTY OF DWAL ) 

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  EMMA EVANS; 

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  o r  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  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 .  

Telephone No.: (904) 725-8657 

STATE OF FLORIDA) 
f 

. 
COUNTY OF DWAL ) 

t h i s  Th2 day of 8&&?~ 
VIERENGEL, who is p e r s o n a l l y  known t o  me. 

regoing r i f ' c a t e  was acknowledged b e f o r e  me 
,1993, by PATRICIA H. 

P r i n t  name: 
Notary Pub l i c  - S t a t e  of  F l o r i d a  
My Commission No.: 
My Commission expires: 




