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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 

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

Docket No. 900960-TL 

9- +$ 

DEPOSITION OF 

MARLENE HUGHES 

The Deposition of MARLENE HUGHES, a witness in 

the above-entitled cause, taken by the Office of Public 

Counsel herein, before.Steven Entelis, a Notary Public in 

and for the State of Florida at Large, at 255 North Sykes 

Creek, Merritt Island, Florida, commencing at 1:30 p . m . ,  on 

September 1, 1993, pursuant to Notice. 
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CARL VINSON, ESQUIRE, and 
JEAN R.  WILSON, ESQUIRE 
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Counsel fo r  t h e  Florida P u b l i c  Service 
Commission 
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Counsel f o r  Bel lSouth Telecommunications, 
I n c  . 

RON DURYEA, ESQUIRE 
Box 1817 
Melbourne, F l o r i d a  32937 

Counsel f o r  Marlene Hughes 

CHARLES BECK, ESQUIRE 
O f f i c e  of P u b l i c  Counse l  
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  
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DEPONENT 

MARLENE HUGHES 

I N D E X  

EXAMINATION 

D i r e c t  by M r .  B e c k  

C r o s s  by Mr. Vinson 

PAGE -_ 

4 

15 

Melbourne (457) 9525666 Brevard Court Reporters, Inc. 
Port Offwe Box 360757 

1. ,I^ V,-&,l" 7nOQr: n'F7 

TUlltville 1-800-275-1170 



r 

4 

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 

THEREUPON: 

MARLENE HUGHES 

a wi tnes s  h e r e i n ,  having been f irst  d u l y  sworn, w a s  

examined and t e s t i f i e d  a s  fo l lows :  

DIRECT EXAMINATION 

BY MR. BECK: 

Q My name is Char ley  Beck. I a m  w i th  t h e  O f f i c e  

of Pub l i c  Counsel. 

I w i l l  t e l l  you now up  f r o n t  t h a t  I a m  n o t  

going t o  a s k  you a b o u t  any o t h e r  s e r v i c e  r e p s  or any member 

of t h e  Union, a s  fa r  as  what t h e y  may have done r i g h t  or 

wrong. 

anybody. 

I t  i s  n o t  my i n t e n t  h e r e  t o  t r y  t o  put  blame on  

My q u e s t i o n s  w i l l  be focused p r i m a r i l y  on t h e  

t y p e  of service t h e  customer received and your working 

c o n d i t i o n s  as a service r e p r e s e n t a t i v e .  

A s  w e  go through t h e  d e p o s i t i o n ,  i f  my q u e s t i o n s  

are no t  clear t o  you, would you p l e a s e  s t o p  m e  and we w i l l  

clear it up before  we go any f u r t h e r ?  

A Yes. 

Q 

A 

Q 

A 

yes .  

Would you p l e a s e  s t a t e  your name? 

Marlene Hughes. 

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

BellSouth Telecommunications, Southern B e l l ,  

Melbourne (4.07) 952-5666 Brevard Court Reporters, Inc. 
Post Offie Box 360757 
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Q Okay. What o f f i c e  do you hold w i t h  t h e  company? 

A C u r r e n t l y ,  OPT, which i s  an  o u t s i d e  p l a n t  

t e c h n i c i a n .  

Q Would you describe b r i e f l y  what t h a t  is? 

A You have heard t h e  song "Lineman f o r  the  

County"? I am a l i n e  person f o r  t h e  county.  

Q D o  you repair  t r o u b l e s  when t h e y  are r e p o r t e d  

on l i n e s ?  

A No. I i n s t a l l  f i b e r o p t i c  c a b l e  above ground, 

underground and j u s t  copper w i r e  c a b l e s .  

Q H o w  long have you had t h a t  p o s i t i o n ?  

A Three  weeks. 

Q How about  before t h a t ?  

A I w a s  a service r e p r e s e n t a t i v e .  

Q How long were you a s e r v i c e  r e p r e s e n t a t i v e ?  

A I n  Brevard County, s ince  1985. 

Q Okay. Were you a s e r v i c e  r e p  somewhere else 

before t h a t ?  

A M i a m i .  

Q How long d i d  you do t h a t  i n  M i a m i ?  

A Seven years .  

Q Okay. What brought you t o  swi t ch  from being a 

service r e p  t o  an  o u t s i d e  p l a n t  t e c h n i c i a n ?  

A I have always-wanted t o  go o u t s i d e .  

Q Was it a vo lun ta ry  move on your part? 

Melbourne (407) 9525666 Brevard Court Reporters, Znc. 
Post Offie Bo* 3607.57 

Melbourne. Florida 329360757 

Titusvilk 1-800-275-1170 
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A Y e s .  

Q MY q u e s t i o n s  are going  t o  focus  on your s e r v i c e  

r e p r e s e n t a t i v e  d u t i e s .  

A Okay. 

Q Have you ever had occas ion  t o  have a customer 

ca l l  and state t h e y  had service on t h e i r  b i l l  t h e y  had no t  

ordered?  

A Y e s .  

Q About how o f t e n  d i d  t h a t  happen? 

A Oh, once  every  couple  of months, three months, 

whatever. 

Q HOW m u l d  you deal wi th  t h a t  when a customer 

c a l l e d  i n  and s a i d  t h a t ?  

A Asked him i f  t h e r e  might have been anyone else 

i n  t h e  household that  might have o rde red  or r e q u e s t e d . i t ,  

you k n o w ,  roommates or spouses.  Discussed it a l i t t l e  b i t  

and j u s t  t a k e  act ion upon whatever conclus ion  we came t o  

t a l k i n g  t o  t h e  customer. 

Q Would you r e f e r  t he  cal ls  t o  anyone else? 

A NO. 

Q I f  t h e  person says  nobody i n  t h e  household had 

ordered  t h e  service, what would you do? 

A Remove t h e  s e r v i c e ,  i f  t h a t  i s  w h a t  t h e y  wanted 

t o  do, and i n v e s t i g a t e ,  you know, send an  i n v e s t i g a t o r  t o  

a d j u s t  i t ,  for  whatever t i m e  period t h e  customer wanted it 

Melbourne (407) 952-5666 Brevard Court Reporters, Inc. 'IItutville l4W-275-1170 
Post O&e Box 360757 

Melbourne. Florid0 329364757 
~~~ 
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o f f  or removed. 

Q A s  a s e r v i c e  r e p r e s e n t a t i v e ,  d i d  you have sales 

q u o t a s  t h a t  you were supposed t o  meet? 

A Y e s .  

Q D o  you recall what it w a s  when you l e f t ?  

A Quotas  i n  d o l l a r  f i g u r e s ,  you mean? 

Q Y e s .  

A I d o n ' t  r e m e m b e r  e x a c t l y .  It w a s  $34 and some 

change, I believe. 

Q Dai ly  f i g u r e ?  

A Yeah. W e l l ,  a c t u a l l y ,  yeah. Yeah. 

. MR. BEATTY: I f  you know. 

BY MR. BECK: 

Q G o  ahead and e x p l a i n  it. Would it be an hour ly  

f i g u r e  or based -- 
A I c o u l d n ' t  s a y  e x a c t l y  because t h e r e  w e r e  

c e r t a i n  r anges  of d o l l a r  f i g u r e s  t h a t  would accumulate 

hour ly  t o  make a d a i l y  rate, b u t  I d o n ' t  know t h e  exact 

amounts t o  whether it would be s a t i s f a c t o r y ,  less or more 

t h a n  s a t i s f a c t o r y .  

Q Were t h e s e  quo tas  o r  objectives t h a t  you had, 

were they  changed over t ime? 

A They changed, yes .  I c a n ' t  say  how o f t e n .  

Q D o  you know i f  t h e  change made it more d i f f i c u l t  

or less d i f f i c u l t  t o  meet t h e  o b j e c t i v e s ?  

?itluvi& 1-900-275-1170 Melbourne (407) 952-5666 Brevard Court Reporters, Inc. 
Post Offme Bo+ 360757 
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MR. BEATTY: I o b j e c t  t o  t h e  -- W e l l ,  I object 

t o  t h e  form of t h e  ques t ion .  It presupposes  f a c t s  no t  

i n  ev idence ,  that  it w a s  d i f f i c u l t  i n  t h e  f irst  place. 

BY MR. BECK: 

Q Go ahead. Answer  t h e  ques t ion ,  whether the  

changes  made it more d i f f i c u l t  or less d i f f i c u l t  t o  m e e t  

t h e  objectives. 

A It would v a r y  e i t h e r  way because sometimes 

t h e i r  o b j e c t i v e  would go down and sometimes t h e y  would go 

UP. 

Q 

A 

0 

A 

Q 

A 

Q 

A 

Q 

A 

Melbourne (407) 9525666 Brevard Court Reporters, Znc. litt~~uvillp 1-800-275-1170 

Post Offie Box 360757 
Melbourne. Florida 329364757 
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A 

Q 

A 

Q 

A 

Q 

A 

Q 

A 

Q Is t h a t  p a r t  of  t h e  reason  you switched t o  being 

an o u t s i d e  p l a n t  t e c h n i c i a n ?  

A NO. 

Q Okay. Did you r e c e i v e  p e r i o d i c  a p p r a i s a i s  from 

t h e  company? 

A Y e s .  

Q About how o f t e n  d i d  t h a t  occur? 

A Oh, eve ry  three months. 

Q 

A Three  d i f f e r e n t  c a t e g o r i e s .  W e  had q u a n t i t y ,  

D o  you recall  w h a t  you were appra i sed  on? 

q u a l i t y  and sales. 

Q 

A NO, no t  of fhand.  I d o n ' t  recall.  

D o  you know how t h o s e  were weighted? 

Q Was t h e r e  a r e c e n t  change t h a t  made t h o s e  t h r e e  

c a t e g o r i e s  f o r  eva lua t ion?  

Melbourne (407) 9525666 Brevard Court Reporters, Inc. mrVville iaoo-z75-1170 
Post Offie Box 360757 

M J h o r i m e  Florirln 17016.0757 
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A What do you mean? 

Q Did t h e r e  used t o  be d i f f e r e n t  c r i te r ia  for  

a p p r a i s a l s ?  

A N o t  that I remember. 

Q Of t h o s e  three, what was your impression abou t ,  

i f  t h e r e  is one, which w a s  t h e  most impor tan t  t o  t h e  

company? 

A 

Q 

A 

To t h e  company? 

Y e s ,  m a ' a m .  I f  you know. 

I c o u l d n ' t  s a y  which was most impor tan t  t o  t h e  

company. 

Q Have you ever  heard of a s e r v i c e  r e p r e s e n t a t i v e  

adding services t o  customers '  b i l l s  i n  o r d e r  t o  meet a 

sales o b j e c t i v e ?  

A NO. 

Q Have you ever  heard of it being done for any 

reason? 

A NO. 

Q Have you ever heard o f  s e r v i c e  r e p r e s e n t a t i v e s  

purpose ly  f a l s i f y i n g  any informat ion  w i t h  r e s p e c t  t o  

customers? 

A 

Q 

A 

Q 

Any service r e p r e s e n t a t i v e s ?  

Y e s .  

N o .  

Have you ever  f i l e d  a g r i evance  w i t h  t h e  

Tirusville 1-800-275-1 I70 Melbourne (407) 952-5666 Brevard Court Reporters, Inc. 
Post Oftice Box 360757 
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company? 

A W i t h  t h e  Union, yes .  

Q I ' m  s o r r y .  What was t h e  g r i evance  about?  

A My end-of-year a p p r a i s a l .  

Q Was t h a t  one of them wi th  r e s p e c t  t o  the sales 

o b j e c t i v e ?  

A N o t  meeting my objectives i n  s a l e s ,  yes .  

Q W h a t  w a s  t h e  outcome of t h e  gr ievance?  

A w e l l ,  t h e  outcome w a s  t h e y  would give m e  a l i t t l e  

b i t  more t r a i n i n g  on s e l l i n g  and changed -- t h e r e  w a s  l i k e  

t h e  wording was d i f f e r e n t  i n  t h e  a p p r a i s a l  i t s e l f ;  w a s  j u s t  

saying that  I was less t h a n  s a t i s f a c t o r y .  

It made it seem l i k e  i n  a l l  c a t e g o r i e s .  I j u s t  

had t h e  wording changed t o  s a y  sales. 

Q Do you believe t h e  sales Objec t ives  were f a i r ?  

A My opin ion ,  no. 

Q Why do you f e e l  t h a t  way? 

A W e l l ,  j u s t  pe r sona l ly  my op in ion ,  I j u s t  f e l t  

t h e y  were too h igh  because I was n o t  a good seller. 

Q Okay. Did you ever  have occas ion  t o  t r y  t o  sell  

services t o  a customer who you f e l t  c o u l d n ' t  a f f o r d  t h e  

s e r v i c e s ?  

A I ' m  s o r r y .  Could you r e p e a t  that? 

Q Have you eve r  had occas ion  where you t r i e d  t o  

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

A Y e s .  

Q Was t h e r e  a company p o l i c y  t o  t r y  t o  sell 

s e r v i c e s  i n  those  c o n d i t i o n s ?  

A W e l l ,  I t h i n k  -- 
MR. BEATTY: I o b j e c t  t o  t h e  form of t h e  

q u e s t i o n .  I t  i s  ambiguous. 

A I was j u s t  going t o  say  that  t h e  company d i d n ' t  

s p e c i f y  those  t y p e s  of concerns  i n  p a r t i c u l a r ,  who t o  sell 

t o .  

BY MR. BECK: 

Q 

A Y e s .  

Q Could you b r i e f l y  d e s c r i b e  what t h a t  is? 

A 

Are you f a m i l i a r  w i th  t h e  t e r m  b r i d g i n g ?  

Bridging would be d i s c u s s i n g  and d i s c o v e r i n g  

what t h e  customers '  needs were f o r  any a d d i t i o n a l  p r o d u c t s  

t h a t  we might have t o  o f f e r  t o  them. 

0 

n o t  br idge?  

Were t h e r e  any t y p e s  of c a l l s  where you would 

A Y e s .  

Q W h a t  types of c a l l s  would you no t  b r i d g e  on? 

A People that would want t h e i r  services 

d isconnec ted  o r  whose s e r v i c e s  w e r e  a l r e a d y  d i sconnec ted .  

Q Is that t h e  on ly  t i m e ?  

A Y e s .  

Tuwville 1-300-275-1170 Melbourne (407) 9525666 Brevard Court Reporters, Inc. 
Post Offie Box 360757 

Melbourne. Florida 32936-0757 
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1 3  

Q Okay. Were you supposed t o  b r idge  on a l l  o t h e r  

t y p e s  of c a l l s  o t h e r  t han  t h e  ones  you j u s t  mentioned? 

A Supposed t o  br idge  on them a l l .  

Q Y e s .  

A Company would l i k e  for  you t o ,  yes .  

Q Okay. Do you recall  what ins tances  t h e r e  w e r e  

where you t r i e d  t o  sell s e r v i c e s  t o  a customer who you f e l t  

c o u l d n ' t  a f f o r d  t h e  services? 

A W h a t  i n s t a n c e s  t h e r e  w e r e ?  

Q Y e s .  I mean, do  you recal l  t h o s e  occas ions?  

I a m  looking  f o r  a s p e c i f i c  example, i f  you can t h i n k  of 

one.  

A I am n o t  s u r e  I know what you mean. 

Q I mean, do you recall  why you thought  t h e  

person c o u l d n ' t  a f f o r d  t h e  services t h a t  you were t r y i n g  t o  

se l l  them? 

A Well, because t h e y  might  have been c a l l i n g  up 

to ,  you know, t h e i r  phone might have been tu rned  off for 

nonpayment of t h e  b i l l  and t h e y  c o u l d n ' t  pay t h e  b i l l  

a l r e a d y ,  but  i n  t a l k i n g  wi th  them, maybe t h e r e  w a s  something 

t h a t  I might have d i scove red ,  that  t h e y  might  have had 

ano the r  u s e  f o r  t h a t :  we  might t e l l  them a l i t t l e  b i t  about 

it. 

Q Okay. P r i o r  t o  t h e  customer-centered sales 

approach used by t h e  company, d o  you recall  a s a l e s  

TirusviIIe 1-800-275-1170 Melbourne (407) 9525666 Brevard Court Reporters, Inc. 
Post Offie Box 360757 

Melbourne. Florida 32936-0757 
~~ ~~~ ~~ 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

i a  

19 

20 

21 

22 

23 

24 

25 

1 4  

technique  c a l l e d  t h e  quick  c l o s i n g ?  

A Y e s .  

Q Would you d e s c r i b e  what t h a t  is? 

A The qu ick  close t o  m e  from y e a r s  ag6, a long 

t i m e  ago, what I r e m e m b e r  i s  that you would d i s c u s s  w i t h  h 

customer t h e  type of product  tha t  we had a v a i l a b l e  and what 

t h e y  would do  f o r  them, and, you know, l i k e  i t emize  it a 

l i t t l e ,  you know, i t e m i z e  for them, and t h e n  t e l l  t h e  

customer about  t h e  service, you know, what t h i s  monthly 

s e r v i c e  would be. 

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

e n t a r e  package? 

A A t  t h e  end,  yes .  

Q Okay. Was t h a t  a permissible approach, more 

r e c e n t l y ?  

A N o .  

Q Okay. D o  you know of or have you heard of any 

i n s t a n c e s  where any member of management, e i t h e r  s u p e r v i s o r  

or h igher  l e v e l ,  w a s  t o l d  t h a t  t h e r e  w a s  chea t ing  going on 

i n  order t o  m e e t  sales objectives? 

A NO. 

MR. BECK: T h a t ' s  a l l  1' have. There may be 

o t h e r  ques t ions .  
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CROSS EXAMINATION 

BY MR. VINSON: 

Q M r s .  Hughes, w e  have t a l k e d  abou t  t h e  c r i te r ia  

for  eva luabion  and you mentioned q u a n t i t y ,  q u a l i t y  and 

sales. 

Do you know how t h e  v a r i o u s  c r i t e r i a  w e r e  

weighted i n  determining o v e r a l l ,  t h e  o v e r a l l  e v a l u a t i o n ,  

maybe a percentage  weighting? 

A I d o n ' t  r e m e m b e r  e x a c t l y  what it was .  

Q Okay. D o  you know i f  t h a t  has  changed wi th in  

t h e  l a s t  year?  

I know you j u s t  changed p o s i t i o n s ,  but  -- 
A Y e s ,  it has. 

Q Okay. Would you d e s c r i b e  t h e  changes as you 

under 8 t and them? 

A W e l l ,  y e a r s  ago when I f i r s t  w a s  s t a r t i n g  t o  be 

a service r e p r e s e n t a t i v e ,  we were customer services and 

t h i s  w a s  on customer services, and t h e n  sales, and so I 

t h i n k  it i s  kind of going back t o  t h a t  where t h e r e ' s  no t  

such an emphasis p u t  on a percentage of s a l e s ,  but customer 

c e n t e r e d  s e l l i n g  now: more d i s c o v e r i n g ,  j u s t  back t o  t h e  

general  w i t h  -- that's what I t h i n k  it i s  going t o  be. 

Q Okay. 

A I am n o t  t o o  familiar w i t h  it because it j u s t  

came o u t  r e c e n t l y .  
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Q Right .  So, would it be f a i r  t o  say  t h e  

e v a l u a t i o n  t h a t  changed p u t s  more emphasis on customer 

service t h a n  t h e  p r i o r  means of de termining  e v a l u a t i o n ?  

A I wouldn't  s a y  so, much more on i t .* It is  j u s t  

a d i f f e r e n t  way of emphasizing it. 

MR. VINSON: Okay. Thank you. 

That  i s  t h e  o n l y  q u e s t i o n s  I have. 

MR. BEATTY: T h a t ' s  it. 

(Thereupon, t h e  reading  and s i g n i n g  o f  t h i s  

d e p o s i t i o n  were waived, and t h i s  d e p o s i t i o n  concluded a t  

2 : O O  p.m.) 
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CERTIFICATE OF REPORTER ---_ 
STATE OF FLORIDA 1 

COUNTY OF BREVARD 1 
1 ss 

I ,  STEVEN ENTELIS, a Notary Pub l i c  i n  and f o r  the  S t a t e  o f  
F l o r i d a  a t  Large,  do hereby c e r t i f y  that MARLENE HUGHES 
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 of October ,  
1993. 

/ 4 i s = -  
STEVEN ENTELIS 
Notary Publ ic  - S t a t e  o f  F lo r ida  

I ,  STEVEN ENTELIS, f u r t h e r  c e r t i f y  t h a t  I w a s  au tho r i zed  t o  
and did report t h e  foregoing  d e p o s i t i o n ;  t h a t  t h e  
foregoing pages c o n s t i t u t e  a t r u e  and correct t ranscr ip t ion ,  
t o  t h e  best of my a b i l i t y ,  o f  t h e  tes t imony given by t h e  
wi tnes s ;  and t h a t  t h e  r e a d i n g  and s ign ing  were waived by 
w i t n e s s  and counsel .  

I FURTHER CERTIFY that  I am n e i t h e r  a re la t ive  nor a n  
employee of counsel ,  nor o f  e i t h e r  of t h e  par t ies ,  and fiot 
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  even t  of t h i s  cause. 

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

&- STEVEN ENTELIS 

STATE OF FLORIDA 
COUNTY OF BREVARD 

The foregoing certif icate w a s  acknowledged before  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 i s  

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

Titus"& 1-800-275-1170 Melbourne (M7) 952-5666 Brevard Court Reporters, Inc. 
Post O f f e  Box 360757 

$lelbourne. Flarido 329360757 
~ 


