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DIRECT TESTIMONY
R. EARL POUCHER
FOR
THE OFFICE OF PUBLIC COUNSEL
BEFORE THE
FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 990362-TI

Please state your name, business address and title.

My name is R. Earl Poucher. My business address is 111 West Madison St., Room
812, Tallahassee, Florida 32399-1400. My title is Legislative Analyst.

Please state your business experience.

I graduated from the University of Florida in 1956. I began my telephone career in
July 1956 as a Service Representative working in the Southern Bell Jacksonville
Business Office. I retired in 1987 with 29 years of service. During my career with
Southern Bell, I held positions as Forecaster, Gainesville; Business Office Manager,
Melbourne and Orlando; District Manager--Business Office, Atlanta; General
Commercial-Marketing Supervisor, Georgia; Supervisor-Rates and Tariffs, Florida;
District Manager-Rates and Tariffs, Georgia; General Rate Administrator,
Headquarters; Division Staff Manager--Business Services, Georgia; Distribution
Manager-Installation, Construction & Maintenance, West Florida and LATA
Planning Manager-Florida. In addition, I was assigned to AT&T in 1968 where |
worked for three years as Marketing Manager in the Market and Service Plans
organization and in 1981 when I served as Business Services Profitability Manager -
AT&T Southeast Region. I joined the Office of Public Counsel in October 1991

where I have performed analytical work and presented testimony, primarily in
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telephone matters. I am also serving as a staff member on the Federal-State Board
on Universal Service assisting the NASUCA consumer advocate, Martha Hogerty,
who is Public Counsel in Missouri.

Have you ever appeared before this Commission?

Yes I have. | testified on behalf of Public Counsel in United Telephone's Docket No.
910980-TL on rate case matters and Docket No. 910725-TL on depreciation matters,
GTE Docket 920188-TL on Inside Wire, and in Southern Bell's depreciation Docket
No. 920385-TL. I filed testimony in Southern Bell's Dockets 920260-TL, 900960-TL
and 910163-TL, in the GTE Docket No. 950699-TL, in Docket No. 951123-TP
dealing with Disconnect Authority, in Docket No. 9708820-TI dealing with
slamming and in Docket No. 970109-TL dealing with “I Don’t Care, It Doesn’t
Matter”. 1 have filed testimony in connection with Docket No. 991378-TL dealing
with BellSouth quality of service and in Docket No. 991376-TL dealing with Verizon
quality of service. In addition, as an employee of Southern Bell I testified in rate
case and anti-trust dockets before the Public Service Commissions in Georgia and
North Carolina.

What is the purpose of your testimony?

The purpose of my testimony is to describe to you the actions of Verizon that resulted
in the improper slamming of Florida citizens and to recommend to you an
appropriate penalty that should be imposed for such slamming violations.

Did any of your previous job assignments with BellSouth or Public Counsel
include the slamming issues that are at stake in this docket?

During the past 9 years, I have been responsible for analysis, surveillance and
testimony involving telephone company billing and collection operations, including
the issues of slamming and improper billing and collection activities. I submitted

testimony in Docket No. 900960 dealing with improper sales activities and Docket
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No. 9708820 dealing with slamming. In addition, I have been actively involved in
the continuing process of monitoring slamming activities involving Florida
companies and in pursuing, along with PSC staff, appropriate resolution of a number
of these cases. A substantial portion of my experience with BellSouth included
management of business office operations, including the sale, billing and collection
of long distance services.

Please explain how this complaint arrived at the PSC.

In late 1998, Verizon contacted the Florida PSC and requested a meeting to discuss
a problem they had discovered concerning slamming complaints that were caused by
their sales agent, Snyder Communications. I don’t have any knowledge of the
discussions between staff and Verizon, however, the result was that the staff opened
a show cause docket. Staff found 209 slamming violations. Verizon apparently

indicated its agreement for the payment of a $209,000 fine to resolve the issue.

The agent Verizon had problems with was Snyder Communications, who had entered
into a marketing agreement with Verizon long distance that started in January , 1998
and was ultimately terminated by Verizon in late November, 1998. Snyder’s contract
was to conduct face to face and telemarketing programs in targeted ethnic markets

in the sale of Verizon local and long distance services.

Public Counsel entered the docket after reviewing some of the complaints in the PSC
files and discovering that there were clear admissions of multiple forgeries in the
documents that were in the possession of the PSC. We were initially of the opinion
that $1000 per forgery wasn’t enough and that the fine should be greater. Much to
our disappointment, through discovery and depositions of Verizon personnel, we

have discovered that there were literally thousands of fraudulent sales processed by
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Verizon, that the company was aware of the extent of its violations, and that the
company never revealed the extent of their violations.

How many rule violations were committed by Verizon?

The Commission staff has found that during the period starting December 15, 1997
through September 30, 1999, Verizon was in violation of the PSC rules dealing with
selection of a customer’s Local, Local Toll, or Toll Provider. PSC staff determined
that its records showed there were 209 complaints in its possession that constituted

unauthorized carrier changes in violation of the PSC rule.

However, we have found that the complaints received by the PSC are but a small
portion of the rule violations that were committed by the company during the period
in question.

Why is it reasonable to conclude that there are more than 209 violations of the
rules?

The Office of Public Counsel has been heavily involved in the slamming problem
since it became a major issue in 1995 and 1996. We have conducted extensive
discovery and reviewed thousands of company documents received by both
interexchange companies and local exchange companies. When I developed my
testimony for delivery in Docket No. 972820 dealing with slamming, I was prepared
to give an estimate that the actual complaints of customers received by the
Commission could be multiplied by 100 as a measure of the actual number of
slamming complaints that were received and processed by the companies. While that
calculation is clearly an educated guess; it was based on my review of the records of
slamming complaints processed internally by numerous Local Exchange Companies
and Interexchange Companies, as opposed to the number of slamming complaints

reported to the Commission.
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Why doesn’t every customer who is slammed report that slamming complaint
to the Commission?

In most cases, there is no need to file a complaint with the PSC when a customer has
been switched without their consent. Generally, the first thing that a customer does
after they have been slammed is to call either their local exchange company, their
long distance provider that slammed them, or call the long distance provider of their
choice. Either one of the three companies involved has the ability to solve the
customer’s problem without involvement from the Florida PSC.

Is there any evidence that the number of complaints received by GTE exceeds
the number of slamming complaints processed by the PSC?

A good example can be seen in the three pages of analysis regarding slamming
complaints produced by the Verizon’s calling center in Wentzville, Missouri that
handles ordinary billing complaints from long distance customers. The first
document shows that the calling center’s complaints more than doubled after
Verizon’s primary Florida sales agent, Snyder communications, began marketing for
the company in Florida. Daily complaint calls per day prior to February 1998, when
Snyder began its sales, were averaging less than 500 calls per day. After Snyder
began selling in February, the average calls per day were around 1000 calls, with

some days running over 2000 calls per day. (Exhibit REP-1).

During April 1998, the calling center decided to make a special study of its
complaints and the study showed they were receiving approximately 1000 calls
daily, 20% of which were abandoned by the caller. Of those calls received, slamming
complaints outnumbered other billing complaints by a 3 to 1 margin. (Exhibit REP-
2). The calling center wrote off approximately $8,000 of Snyder billing for

customers who had apparently complained about Verizon slamming over the three
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day period. (Exhibit REP-3}

What was the total monthly volume of slamming complaints that the Wentzville
calling center was receiving?

The three day study by the Wentzville calling center showed that Snyder was the
source of 419 total calls and 307 slamming complaints. That would indicate that
Wentzville, alone, was receiving 2,000 slamming complaints per month during this
period. It is my understanding that Snyder sales volumes were rising during the
spring and they were significantly higher by Summer 1998. Wentzville was only one
place where customers could register slamming complaints, and these volumes
should be considered to be significantly lower than the total number of slamming
violations that actually occurred.

The studies your are referring to involve Verizon’s nationwide calls. How does
this relate to Florida?

Florida was a major part of the Verizon sales strategy, and it was obviously the center
of much of the slamming activity that was going on with Verizon’s customers.
Snyder was also the primary sales agent for Florida. For instance, Exhibit REP-4 is
a study made my Verizon that shows almost two-thirds of the Snyder slamming

complaints received by regulatory were coming out of Florida.

Another study completed on April 2, 1998 showed that Snyder had already slammed
600 customers during the first quarter of 1998 and approximately 140 of them can
be attributed to Florida based on the sample taken by Verizon. (Exhibit REP-11).

Once again, this is data from only one part of the Verizon organization

Another study the Verizon customer ¢scalations organization had received showed
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190 fraudulent slams from Snyder between May 2 and October 3, 1998. In
addition, they had 84 more complaints where customers had not received the LOA
to confirm the forgery. (Exhibit REP-5). The fraudulent slams attributed to Snyder
in this study are but a small portion of the total slams committed on behalf of
Verizon. In turn, the total slams known and identified by Verizon are but a small
portion of the total slams that were committed by the company. In the margin of this
report, there is a note indicating that Snyder had 300 sales reps operating in Florida.
But doesn’t the Company track its total slamming complaints?

The company doesn’t keep track of its slamming complaints so as to be
knowledgeable about the problem in its entirety. There are several ways that the
company would not have tracked slamming activity. First, a customer usually calls
their local exchange company and says they were switched without authorization.
If the customer is satisfied by being returned to their preferred long distance provider
without further investigation, a “no fault” order is processed and the siamming
company pays a reduced rate for completing the changeover. No investigation is
made and these complaints are kept in the hands of the local exchange company, not

the company that did the slamming, such as Verizon long distance.

Most consumers choose to deal directly with their local telephone company to resolve
a slamming problem. Many customers don’t even know the PSC exists. The
customers who testified in our hearings regarding slamming generally indicated they
complained to the PSC only after having had numerous unsuccessful attempts to
contact the companies that were responsible for the unauthorized switch. I have no
doubt that most of the customers complaining about unauthorized slamming were
returned to their provider of choice quickly by their serving LEC. This customer

choice eliminates any need to file a complaint with the PSC, in addition to tracking
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data for the slamming company.

Many customers choose not to call the company who slammed them because they
have no business relationship with the “slammer”. Many customers also call their
original long distance company and make arrangements to switch back to their
original long distance company without ever having to deal with the “slammer.” In
these cases, Verizon would never know that they had a slamming case. I have even
had customers tell me they were slammed by a company and instead of going back
to their old carrier, they switched to a new carrier because they didn’t like their old
company and they certainly didn’t want to do business with a long distance company

that had slammed them.

Simply put, neither the Commission, nor Verizon, will ever know the total number
of slamming violations committed by the company, or the total number of fraudulent
LOA’s processed by the company during the period of December 15, 1997 through
September 30, 1999. The Commission can be certain, however, that its 207
violations is the tip of the iceberg.

Didn’t the PSC Staff ‘s investigation of the company’s slamming violations from
December 15, 1997 through September 30, 1999 reveal the number of violations
that are at issue in this docket?

The staff only considered the complaints received by the Commission directly from
customers, and did not consider other rule violations not revealed to them by the
company during the period of time at issue in this docket.

Should the Commission consider only the complaints received directly from
customers in setting an appropriate penalty in this docket?

Definitely not. There is no difference in a slamming rule violation that is reported
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to the PSC as opposed to one that is handled by the company or by another local
exchange company without PSC involvement. If a customer is slammed, it is a rule
violation and it doesn’t matter that the customer failed to call the PSC. In fact, unless
the Commission considers the larger issue of how many customers, in total, were
slammed, it would create an incentive for companies to engage in slamming activities
and quickly resolve any customer complaints before the customers appeal to the PSC
so as to minimize the amount of a potential fine.

Should the Commission consider the type of slamming complaints that were
made by the customers?

The Commission should definitely consider the activities that Verizon was engaged
in as it slammed thousands of Florida customers in violation of your rules. Company
records show that company personnel identified numerous Florida PSC complaints

to be fraudulent and they noted the records accordingly. (Exhibit REP-6).

In 1998, Verizon’s customer escalation center was dealing with so many Snyder
complaints that they created a separate Snyder category for tracking purposes and this
became their largest complaint category. (Exhibit REP-7). I would emphasize again
that no one single entity dealt with all of the slamming rule violations that occurred
in Florida, and any of the lists compiled by Verizon or by the Commission are

incomplete.

The term Fraudulent LOA is synonymous with the more precise term--forgery.
LOA’s are signed contracts obtained by long distance companies to show that
customers authorized the change of the customer’s provider of choice. LOA’s could
not be submitted without the customer’s signature. Forgery is what happens when

the customer didn’t sign the form and someone else signed it.

9
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The FCC, which deals with slamming complaints within its regulatory jurisdiction
has taken the position that activities such as forgery should command a higher
penalty. On March 2, 2000, the FCC announced that it was imposing a $1 million
fine against Brittan Communications for 16 slamming violations, 12 of which were
forgeries. The FCC found forgery to be particularly egregious and announced its
intention to impose a higher fine for slamming violations involving forgery. (Exhibit
REP-8).

Is there direct evidence that fraudulent LOA’s or forgeries were processed by
Verizon involving Florida customers?

You’ve already seen the printout that shows 43 specific cases that were identified as
fraud. (Exhibit REP-6). At one point, the Verizon sales agency in Florida had over
300 representatives in the field and over 100 of those representatives were
terminated, presumably because they initiated fraudulent LOA’s. (Exhibit REP-5).
Was Verizon higher management aware of the fraudulent LOA’s?

The deposition of Verizon employee Larry Commons includes his explanation that
slamming complaints were processed by Post-Sale fulfillment for investigation and
that their report would be sent back to Network Services for resolution. (Exhibit
REP-9, pages 8). Mr. Commons explained in his deposition that both he and his
predecessor, Ray Strait, attended weekly executive summary meetings where they
reported all customer-escalated complaints, including slamming complaints. {Exhibit
REP-9, page 10). The upper management that attended those meetings went all the
way up to the Verizon long distance president, Chris Owens, who was succeeded by

Pam Jacobson. (Exhibit REP-9, page 28).

Mr. Commons stated that in March or April 1998, he became aware that there may

have been forging of customer signatures by the Verizon sales agency, Snyder

10
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Communications. (Exhibit REP-9, page 13-14).

What type of sales did Snyder Communications conduct for Verizon?
Verizon contracted with Snyder to market Verizon long distance services to ethnic
customers in the form of face-to-face sales and telephone sales.

Is this the same organization that terminated 100 of its 300 agents in Florida in
1998?

Yes it is. The contract with Snyder Communications for face-to-face sales started in
February 1998 and it was cancelled at the end of November 1998 by Verizon. It is
amazing to me that this same agency, Snyder Communications, continues to do
business with Verizon. (Exhibit REP-9, page 17).

Exactly how long did GTE wait until it took action to stop the fraudulent LOA’s
from being processed by Snyder?

The first corporate analysis showed up on the study of the Wentzville calling center
that showed complaints climbing over the 1000 calls per day level in the January to
February 1998 time frame. Prior to that, complaints had averaged under 500 calls per
day at Wentzville and the highest number of complaints recorded was around 650
calls per day. Wentzville handled normal billing inquiries from customers regarding

Verizon long distance services.

The first regulatory complaints were received in March 1998, two of which came
from Florida. (Exhibit REP-10). The Snyder contract was finally terminated in late
November 1998.

Why is it important that higher management was aware of the violations?

It’s not enough to simply substantiate the fact that customers were switched to
Verizon without their permission. The violations of the slamming rules must have

been willful in order to substantiate a fine. It is my testimony that a forgery is clear

11
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evidence that the slamming was purposeful, that higher management was aware of
forgeries, that higher management failed to take action to stop the violations and that
thousands of rule violations occurred in Florida.

Were there any other actions the company could have taken to stop the rule
violations?

Yes, the company could have implemented the same type of control system it was
using in California. The California rules required verification by tape recording in
addition to a signed LOA. According to Mr. Commons, California had “almost no
customer complaints in regards to Snyder” and that some employees in GTE wanted
to use the same system in other states. The change was never impiemented by the
company in Florida. (Exhibit REP-9, pages 20-22).

What was the total volume of slamming complaints received by Verizon and
how many were attributable to the company’s Florida operations?

The precise number will never be known. However, Verizon documents provide a
good indicator of the volume. The three day study in Wentzville shows that they
received 2924 complaints, 307 involving slamming complaints by the Verizon sales
agency and that they wrote off $8,000 during the three day period for Snyder alone.
Based on 22 work days per month, Snyder was responsible for 2,241 slamming
violations per month amounting to over $50,000 per month in unauthorized customer
billing. The Snyder contract was operational for 10 months, which means that
Snyder could have generated over 20,000 violations with a net impact on customers
of one half million dollars. This estimate fails to consider that many customers who
were slammed would never have called the Verizon Long Distance calling center in
Wentzville and would have simply called their old long distance company or their
local exchange company to resolve their problem. So if you consider the total

picture, it is not unreasonable to consider that 20,000 slamming violations were

12
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generated by Verizon during 1998 alone. A good cross check on the Snyder sales
volume is found in the audit report document dated April 30, 1998 that showed
39,776 Snyder sales in March, 1998. (Exhibit REP-15).

How many violations were committed in Florida?

Once again, you will never know the precise number. However, one study by the
Verizon regulatory department showed that Florida accounted for two-thirds of the
Snyder complaints. [ would also need to add that another study by another Verizon

unit showed that only 20% of their slamming complaints originated in Florida.

During the April 1998 audit of Snyder sales, the auditing group selected a sample of
transactions that apparently involved slamming complaints received in January and
February. This is standard methodology for the audit process, and the sample
selected by the audit team included 25 orders, eight of which involved Florida
customers. This shows that 32% of the Snyder slamming complaints originated in

Florida. (Exhibit REP-13).

In April, 1998, Verizon discovered that Snyder had processed 600 orders that
provided residential calling plans for business customers. Verizon checked out these
orders because Snyder was not contractually allowed to market to business
customers. The first 30 customers who were called revealed that they were slammed
and the sales were not proper. (Exhibit REP-11). Seven of the 30 slamming cases, or
23%, involved Florida customers. While this sample provides no clue as to the total
amount of slamming that was being conducted by Snyder, it provides an indication
of the volume of slamming in Florida as compared to Snyder’s total operations.
Based on the sample, it would indicate that prior to April 2, 1998 Snyder had

slammed at least 140 customers in Florida in one single market segment. I would

13
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stress that Snyder representatives were actively pursuing the Florida toll market in

telemarketing units as well as in face-to-face sales.

One of the major problems at both Verizon and Snyder was that there was no one
central location handling complaint referrals. There was no central log of total
complaints at Verizon. Snyder had problems in responding to complaints on a
timely basis or losing the complaint referrals in their entirety. One of the Verizon
units that handled complaint resolutions documented that they were trying to track
one day’s complaints about Snyder sales and they total 20 unauthorized switching
complaints and eight additional complaints in one day alone. Snyder had no record
of having received 43% of their complaints. (Exhibit REP-12). Based on this data,
the complaint resolution department alone was processing 400 to 500 slamming
complaints in March, which was early on in the Snyder experience. The volume of

slamming complaints rose significantly following this report.

On the conservative side, It would not be unreasonable to estimate that Verizon was
responsible for 4,000 slamming violations in Fiorida during the time period in
question in this docket. Based on the study found in Exhibit REP-5, the majority of
the slamming complaints were due to fraudulent LOA’s. It would be an
understatement to estimate that Snyder committed 3,000 fraudulent forgeries in
Florida. Based on the going rate of slamming complaints received in the Wentzville
calling center, Snyder appears to have generated at least 20,000 slamming complaints
for Verizon. Please remember, this data only includes the slamming complaints
registered with Verizon long distance, and it completely ignores the slamming

complaints handled by others.

14
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This number can be put in its proper perspective when you consider that during the
two week period ending March 18, 1998 Snyder received commissions for 12,784
field sales and 7,833 outbound telemarketing sales. At the going rate in March,
Snyder was processing 40,000 sales per month. Placed in the perspective of the total
sales volumes, the estimate of 3,000 fraudulent slams in Florida for all of 1998 is
reasonable and extremely conservative (Exhibit REP-14). GTE records show that
they paid $3 million in commissions to Snyder in March 1998, based on 39,776

sales. (Exhibit REP-15).

The heavy volume of sales that Snyder was generating for Verizon could also account
for the reluctance of the company to terminate its contract early on when there was
a clear indication that Snyder was engaging in fraudulent transactions in the sales

process.

What is the appropriate penalty that the Commission should apply in this
Docket?

The Commission should give serious consideration to revocation of the company’s
certificate to offer long distance services in the State of Florida. Verizon’s rule
violations are egregious. Verizon could have prevented them early on in their
experience with Snyder and failed to take decisive action. Removal of Verizon’s
certificate would send a message to others that this Commission will not tolerate
forgeries in the marketing of long distance services. We have plenty of reliable and
reputable long distance companies currently operating in Florida, and the Florida

market can do without a company that condones forgeries.

The Commission should also consider applying the maximum penalty possible for

15
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SNYDER COMPLAINTS
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Exhibit REP-2
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SNYDER SLAMMING COMPLAINTS




Wentzville S. sder Calls
1115 Taken 905 Taken 904 Taken mVﬁn.mr H @ @ w

280 Abandoned 164 Abandoned 159 Abandoned

Page 1 of 1

Docket No. 990362-Ti

Exhibit REP-2

152 Slamming 69 Slamming 86 w;...::._m:m

April 15 April 16 April {7

Slamming vs
Billing Complaints

April 15 April 16 April 17

Daily Write-Offs
for Snyder . -

April 15 . April 16 Apreil 17

1

17446




Exhibit REP-3
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SNYDER DAILY VOLUME
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REGULATORY SLAMMING COMPLAINTS
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Exhibit REP-5
Docket No. 990362-TI

CUSTOMER ESCALATION FRADULENT LOA's
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Exhibit REP-6
Docket No. 990362-TI

FRADULENT SLAMMING COMPLAINTS




05 R Betis, Mr.

Unauth Chg

TYPE BIR Fran
04 R

05 R
05 R
05 R
05 R
05 R
0 R
MIS R
o7 R |
05 R
05 R
05 R
{
07 R

6.16682e+009 5/5198 5/5/98 499 Note rom Didn’t want lo be solicited by GTELD over  Sent letter and brochures 499
cusiomer the telephone - requested writlen info to customer (customer's
about GTELD plans. firsd nama is illegible on his
note) ’ i
TJotal Reason: 1
74 In Franchise: 15 Business 2 Regulatory: 5
CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Source Complaint Issus Corrective Action DISP
ZAMORA, RODOLFO 8155331067 Dell 57198 601 TXMM Cust Rel  Received fulfilment letler, dldn’t authorize 1 f
swiich to GTELD wants o know who ot
did. boomen
1]
CHIN, KOK 4087328390 Dell 5/4/98 601 Fax Snyder Cust recelved fulfiiment {etter, doesn't l
want GTELD wants previous camier. _10_”. L N
Cusl was advised would have 1o contact e
local lec and also to file ple restriction,
cust refused.
Total Reason: 2
BULL, BURL 9724791369  Eliza 5/6/98 602  Sitel Cust swilched to GTELD withoul Le A RSN
authorization. /-‘
ALDA, JOSEFINA 7184467748  Eliza 5/6/98 602 Snyder Cust switched to GTELD without “f“"f’ , f
authorization. J7L L
FIERRQ, ROBERTO & 9155917128 Davi 515198 602 Sitel Cust switched to GTELD without /\ - ,J
YOLANDA authorization. T" 50 Padh Po
FELDER JR., THOMAS 2152330318 Bett 5/6/98 602 Snydar Cust switched to GTELD without % - e - o
authorization. OOF belling issued credit ~ [2f -
for inconvience. : ’
FEINBERG, ALBERT 9158338234  Mar 5/5/98 602 Larry Commons  Cusl called John Havens, advised was @_ f
switched lo GTELD without authorization. YA b =
BAERG, DAVIO & LOR! 8162468277 Davi 5/4/98 5/4/198 602 Fax Karan Cust was swilched to GTELD without This is 8 BFIC account, 699
Cuteton authorization. not a GTELD Issue.
BENITES, BARBARA C. 3055416070  Mar 5/6/98 602 Larry Cust swilched lo GTELD without ~ Iﬁ_
Commons/Letter authorization. e 74N
BERMNADINE, JEANETTE 7182761793 "Bett 516198 602 Sayder Cust swilched 1o GTELD withou! _D_;g_ [ _4 o, O
l authorizalion. =g~ - (4 Ty
CANIS, LARA 3057572994 Phyli 5/6/98 602 Snyder Cust swilched to GTELD wilhout fv’ - s, 1 /! Cee
authorization. Fal o d S
ELIAS, CARMEN 7187566284 Phyli 5/6/98 602 Snyder Cust switched to GTELD wilhout 0 ;_ v
authorization. - - s
CHAPMAN, MICHELLE f 7035808001 Phyli 5/7/98 602 Larry Commons  Cust was switched lo GTELD withoul

authorizaiton, again.
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15753

If FELCHER, GERALD 8088281883 Bett 5/14/98 503 ust Rel Place on DNS list. Was contacled by rep
that was pushy, wouldn'l send writtan
Information concerning what rates GTELD
offers.
’ : Total Reason: 1
Unauth Chg 34 In Franchise: 7 Business: 2 Regulatory: 5
TYPE B/R Fran CUSTOMER NAME BYN WHO RECEIVED CLOSED CALL Source Compiaint issue Corrective Ac'gion OISP
05 R PENA, KENIA O..”\(f 7183658373  Phyl 5113/98 502 Snyder Swilched to GTELD withoul authorization. Lixr tyigf S
j Doesn’t want any long distance sesvica. , ]
05 R IF  WILSON, BARBARAOC! 9182581965  Dell 5/13/98 602  Shel Swilched to GTELD without authorization.  F &2, °
05 R PALMER, ODETTE +¥2125688125  Phyl 5/13/198 602 Sitel Switched to GTELD without authorization.  f= /<2,
05 R IF  PHAM, DUNG O‘ 7148952928  Dell 5/13/98 602 Snyder Switched to GTELD without authorization. o
Wanls GTELD canceled from service. bep errc
05 R CHASE, NATHAN 3165637606  Dell 5/13/98 602 Sitel Swilched to GTELD without authorization. ﬁ—
05 R RAYMOND, CHARLES () 2120774002  Batlt 5/14/98 602 Sltel Switched to GTELD without authorization. =L AUD
05 R ALARILIN, BLANCA O 3050569511  Phyl 513/08 602 Sitel Swilched to GTELD without authorzation. F 2.
05 R ANDERSON, O 3014596249 - Beft 5/13/98 602 Shet Switched to GTELD without authorization,
THOMASYNE LoA—
05 R NOVOA, JORGE () 7182412378  Dell 5/13/98 602 Sitel Swilched to GTELD without authorization.
07 R SCOTT, LOREN 9999999599 Davil 5/14/98 602 Lary Commons  Swilchad to GTELD without authorization,
I Letter Please cancel.
05 R BARROSO, ELIBEL O 3058235777  Bett 5/13/98. 602 Sitel Swilched to GTELD without authorization. F ﬁ
07 R VALCIN, SERGE g X 7188594211  Dell 5/12/98 602  ReyStal Swilched lo GTELD without aythorization. 7= (2
0r R |IF CARPENTER, GARY 7126842978 Mar 5/14/98 602 Ray SirsitSurvey Switched without authorization for signing
up for a car.
05 R OCMINGUEZ, BRIAN G 9155813908  Dell 5/13/98 602 Snyder Switched to GTELD without authorization.
Clalms raported o Attomey General's /,- 0',7 .
offica. '
04 R IF DAOUST, RAYMOND L. 5178217131 Davi 5/12/98 602 NE Cusi Re! Switched to GTELD without authorization.
Calling cards not working. Has blue and
black calling cards. Needs re-raling. : .
07 R FELICIAND, CECILIA -Q.% 9990009999  Eliz 5/14/98 602 Larey Commons  Switched to GTELD without authorization, F ; . }\
{ Letter Letter written in Spanish, ; LLLe
07T R LUEGE, ANTONIO MJ.)}( 09540600999  Eliz 5/14/98 602 Larry Commons  Swilched to GTELD without authorlzation, i
1Latter letter written in Spanish. /, C !
07 R FAUSTIN, JOSEPH ﬂJf 5164838730 Chel 5/14/98 602 Larry Commons  Swilched to GTELD without authorization, / ;__,
{ Lotter Recalved bill. L 7
0t R LIRIANO, CRISTINA —U)( 7187280937  Phyl 5/13/98 602 Ray Swilched to GTELD without authorization. )
! Straitinlemet  Wants swilching fee remaved. F ] ==
05 R MARTINEZ, RICARDO C)9155654387 Phyl 5/13/98 602 Sitel Switched to GTELD without authorization, p\_ : o
MIS R GRAPHIC ARTS INC 305371 1401 Bett 5/13/98 5/M4/98 602 Silel Switched to GTELD without authorizalion.  Switched by Least Cosl 602
routing. Called cust and
gavg number for Least
Cost Rouling. Not GTELD.
05 R GALVAN,RAMON (0 9157725371 Belt 5/13/98 602  Sitel Switched to GTELD without autharization, F r()
05 R HANNAH, BARBARA 9158219210 Eliz 5/11/98 602 Silet Swilched to GTELD without authorization. F I’ -
07 R KOTOUC, DENEK ¢ 4089651292  Dell 5/14/98 602 Karen Cureten  Swilchec lo GTELD without authorization.
05 R HUA, GANG ? 4082839977 Phyl 5/13/98 802 Sitel Swilched to GTELD without authorization.

6 Jo Z abed

Sd3y W

11-Z9£066 ON Iaed



07 R I GEORGE, KRIST| 7178457839  Chri 6/8/98 6/12/98 502 ian Robinson  Add to DNS list, Spanish speaking TMA Added cust to DNS list
: form GTE called cust, hung up when cust  Telespectrum conlacled
wouldn't give tn. TMA called again, hung up custin 1/08
when asked 1o pul on DNS list. TMA super RodoHo/Snyder catied
cusl, advised his

hung up when asked {o put on DNS list supervisar Elliot anly %
called 1. Called cust, -
. . advised added lo DNS T3]
o7 R IF SAMPAYAN, ROBERT 3103057325 Mar 6/11/98 502 Robert Taylor/  Place on DNS list, recelved 6 calls last : -
HOT week. oo
Tolal Reason: 2
Unauth Chg 15 In Franchise: 6 Business: 2 Regulatory: 10
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source Complaint Issue Correclive.Action DISP
04 R F RADTKE, KAREN 8133604028  Mart 6/12/98 602 FL Cust Ral Swiiched {o GTELD without authorization. )
07 R ROSENBLUTH, Q/X 2124273312 Bett 6/9/98 602 Larry Commons  Swilched lo GTELD without authorization. ‘é"
LAWRENCE ,
@1 R SIMON, ALVIN 7182243575 Davl = 612198 602 KaronCurolon  Swilched fo GTELD without authorization. /-~
02 R IF BUCKINGHAM, DORIS 8135447288  Davi 6/9/98 602 Karen Cureton  Swilched to GTELD without authorization.
02 R IF ABRAHAM, STEPHEN & 6054844002  Davi 6/9/98 602 Karen Curelen  Swilched to GTELD without authorization.
ROBERTA
1 R SAINT BRENDAN CORP 3107822333  Davi 6/12/98 602 Karen Curelon  Swilched o GTELD without authorization.
g1 R \F BRUNDY, MICHAEL 8138542390 Davi 6/12/98 602 Karen Curelon Switched to GTELD without authorization.
R MILLER, ROBERT 2175850500 Davl 6/9/98 602 Karan Cureton Swilched lo GTELD without authorization. ;
Ogj R FLINT, HARRY 9413691860 Davi 6/11/98 602 Karen Curelon  Swilched to GTELD without authorization. (413 MrS e
2 R MURRAY, ELIZABETH J. 8136334901 . Davl 6/11/98 602 Karan Cyrelon  Swilched to GTELD without authorization,
02 R ROHDE, DAVID D, 2127440121 Davi 67/11/98 602 Karen Curelon  Switched to GTELD without authorzation. "FI’ .y /
07 B IF  A&JANSWERING 5620069440  Mar 6/9/08 602 Ray Strait/HOT  Swilched 1o GTELD without authorization. AN
SERVICE
07 8 METROPOLITAN 4089428898  Mart 6/10/98 602 Ray Strait / Switched to GTLED without authorzation.
PROPERTIES internet E-mall address: ppienkoskli@aol.com.
Total Reason: 13 t
EM ‘R HICKS, MOCHELLE 8435278487  Bel 619198 603 Ray Strait Switched from GTELD without

authorization. Lost discounts and tried to
put pic freeze on intra, but still shows 5448.

. Total Reason: 1
01 R HASSAN, SIDEK 2023282745 Davi 6/12/98 899 Karen Curslon Switched by Buliding Future in
Communication. ‘

Tolal Reason: 1

Billing - 13 In Franchise: 4 Business: 3 Regulatory: 2 .
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source Complaint lssua Correclive Action DISP
09 B IF DCFOOTE & 8054820091 Eliz 6/11/98 701 Goodwil Billed by another canier, wanted GTELD,
‘ ASSOCIATES Response but has dropped the ball, so went with occ.
: Total Reason: 1
EM R HOVANEC, JOHN 8172837064  Mar 6/8/98 702 Exac Cul Rel Hasn't received a GTELD bill. Made
’ payment arangements and has not
raceived a bill.

Total Reason: 1
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09 I
05 R

MIS B IF
04 R IF
05 B |IF
Unauth Chg
TYPE B/IR Fran
MIS R IF
09 B IF
07 R

07 R

04 R

07 R

03 R IF
07 R

07 R

07 R

03 R

LANGSTROM, WAYNE

WONG, SHIRLEY

TEXAS AIR
MANAGEMENT

L
LOCKER, ROBERT

GAY BROTHERS INC.

cu AME

ALLINSON, BARBARA &

RICHARD

PACIFIC ALCOHOL AND

DRUGS

BRANNING, JOHN

CASTILLO, ARACELY

BEAKLEY, NANCY

BYRNES, GREG
ARNACIAN, GEORGE
BOUZA, RAYMOND

LOPEZ, ILIANA

ORTIZ, CARLOS

GONZALES, RENE

iy

2813376785  Mart 7117198 401 slomer Rep named Chance called cust was rude
and offensive and threatened to switch cust
without authorization, GTE Security referred

cust to PSF,

5088773225 Chi 7/14/98 401 Site! Called in to 800/483-4588 and was treated
rudely and unfaidy when wanted to ask how

many free minutes had left.
Total Reason: 2 .

9037692665  Mart 7/13/08 716/98 402 Karen Cureton  Recelved annoying call from TMA who tied

up phone to verlfy records. Add to DNS list.
0 Total Reason: 1

8054910299  Mart 714198 405 CA Cust Rel States was quoled .27/min for calls lo

Philipplans, charched $2.70/min, Refuses
! lo pay $2,150.91 bill,
2194959460  Chri 715/98 405 Slel Rep, Mr, Bradlay, only gave cust

Information on one bracket of plan. Said
calls would be .12, .11, .10, charged .17.

Tolal Reason: 2

InFranchise: 8 Buslness: 3 Regulatory: 15

BTN WHO RECEIVED CLOSED CALL Source Complaint lasue

7033352527 Eliz TH3/98. TH3/98 601 VA Cust Rel Wants to switch back to AT&T, afler
agreelng to swilch to GTELD.

5036249545 Yvon 7117198 601 Matt Daniels hed to GTELD without authorization.

signed cust up, cust changed
d"a couple hours later, called rep back,
left message, letter and fax, but rep stifl
sent in order,
Total Reason: 2
9724013846 Chr T17/98 602 Llz Smith Switched o GTELD without authorization.
3056283498 art 7/16/98 602 Lary Commons  Swilched to GTELD without authorization.
@J RPMS shows Spyder sale. Also has name
Isdiro Hernandez.

7278455325  Yvon 7116108 602 FL Cust Rel Switched to GTELD without authorization,
Said did recslve call from TMA, but told not
fo swilch.

3054473799%hol 7115198 602 Larry Commons  Switched to GTELD without authorization.

9413716236 ar 71698 602 FL. Cusi Rel Swilched to GTELD without authorization.

3058218540 von 7/15/98 7117/98 602 Larry Commons  Swilched to GTELD without authorization.

055346682 -QXYvon 7114198 602 Larry Commons  Switched to GTELD without permission.

) RPMS shows Snyder sale.

7182095932 Q}(‘von 7/16/98 602 Larry Commons  Swilched to GTELD withoul authorization.

New in Is 718/229-4351. RPMS shows
Q—}LM Snyder sale.
718822482 ar 7/15/98 602 Exec Cust Re! Switched to GTELD without authorization.

__'_!__ g = 'Gtgd Lok

Sny der

16789

402

Comp Sales determinad
no contact with cust.
Advised cusl wasnt
switched, but {f got biil
wottid help detarmine

who switched cusi. .

AEVD—

A
-
T

H

Disp
601

Corrective Action
Needs o ba re-directed to -

sz misdieet
cred

Sn M.—'gﬁ?;‘;i?
oLl * nast

6reiD>- NO- @
_sra4d%
— (.22 4%

S:gld’?

\

Lulss Bouza for a Josa
Bouza, Cust requested
copy. Rpms shows
disconnect 5/4.

Shygy = (-24-9%
Sy U™ — 50 10-9%

1yl ’(a—u-%
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Customer Relations Report for
Week Ending 8/8/98

THE €0
SIEM]

TOTAl MPLAlNTS@

Total In Franchise; 77

(7724
Tola! Business: 8 Com

MPLAINT 12007
(FICANTLY DeFreLEn

pELLIVANE

THIS
prLviessid e °
Al Dlﬁ'ﬂ?, &

Total Regulatory: 18 2c we Ms S
‘ e T Lo s> At LA NNy / S/ | ¢ < W N DESCLIBEY Vo .
-;?'PrOVléibﬁiﬁQI'Délay‘ : In Franchise: 7 Business: 1 Regulatory: 0 camﬂﬁ”’::;;‘ c:rsum pescrIZTY
T ) AAREVS
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Complaint Issue B Corrective Actlon DIsp
09 R IF HEASLEYJR. ML. 2614262669  ME 8/4/98 8/4/98 101 ' l‘é wWsT -
03 R IF  PANTALION JOE 4095679694  MP 87/98 8/7/98 101 &TELD oy
04 R IF RUST WALTER 8059229885 DR 8/3/98 8/7/98 4] DELAYED SERVICE Could not call out long 101
dislance was quoated a 10
to 14 days commitment. |
called GTELD repair o
saa whal the trouble was 6“
\ and the commitlment E LD
given o the cusiomer.
Was advise ofa 2 1o 16
hour com
07 R IF  KERSIS BRUCE 7603421744 DR B/6/98 8/6/98 101 CLEC
07 R STROUD PETE & 7273472334 EG 8/3/98 8/3/98 101 DELAYED SERVICE ACTIVATION ROOT CAUSE: QUALITY 101
MARIANNA OF PERFORMANCE .
e: GlEclec N~ ATEL T
FRANCHISE CUSTOMER
SATISFIED 1
07 R IF SWARTZ BOYD 4194584701 Mp 8/5/98 8/5/98 101 GTEL'D
5 B IF FULBRIGHT AND 8068722103 CLM 8/3/98 8/7/98 101 DELAYED SERVICE ACTIVATION Customer swilched to 101
CASSELBERRY anothar carrier without his
permission.: | order - y
processed on 7130 & PIC \ I E l
resirict request. Verified a D_’
with Equal Access & -
Worldcom customer is
back with GTE as of 7/31
however GT
Total Reason: 7
09 R IF EASTVIEW CHRISTIAN 3096629376 ME 8/3/98 8/3/98 103
CHURCH . (ﬁT LD
el MRS U e e
“Calling Card In Franchise: 47 Business: 4 Regulatory: 0 ' ‘ CoTTTme
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Complaint issue Corrective Action Disp
06 R IF COBB SUSAN 87077242914 EG 8/5/98 8/7/98 201 NO CARDS, STILL WAITING Cust has not ived 201
calling cards due fo NPA
’ split. RPMS issued
correct TCS! code bul
Card Operalions does
process fhal fle and
therefore there was no
aclive pins contacled Van
Banks/Card Ope
6 R IF BECKETT DEBBIE 7603774264 LY B/5/98 8/5/98 201 m
06 R IF OLSCN LYLE 7603410086 DR 8/5/98 8/5/98 201 . E -4
06 R IF NEWNAM DON . 9373390698 CcM 8/3/98 813/98 201 : 31 g
06 R F BRYANT JIMMY 6067846256 DR 8/4/98 8/4/98 20 =X r;,'i,
06 R MERCEDQES ALFREDO 7182201253 LY 8/3/98 8/3/98 201 ! Q'g

11-29E066 "ON 183000
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TMA 3 In Franchise: 2 Business: Regulatory: 0
TYPE B/IR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Complaint Call Description Corrective Action ‘DISP
Issue
MIS R AFREEMAN JENNIFER - 7276699583 DR 8M11/98  8/13/98 402 402 MIS « GTELD TMAs calling cust late at night @DIRECT 402
Toltal Reason: 1
04 R IF MCMULLEN TENA 3082348443 EG 8/13/98 403 04 « Received call from GTELD TMA offering SOV e
) Total Reason: 1 ) dT E L D g Coheg
04 R IF  WILLIAMS PAUL 3307258388 CM 8/13/98 405 04 - Not told promotion expired in 8 month Sn 6([ o ¢ _'#'_,_ "y
Total Reason: 1 U( T ' h
Unauth Chyg 22 in Franchlse; -5 Business: 0 Regulatory: 9 L PN SR
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Complaint Call Description Corrective Actian | = "'Dts'P”" ¢y,
Issue ' p
04 R WONG JEFF 6262043889 ME . B/11/98  &/14/98 602 602 04 - Switched to GTELD wilhoul authorizall  _ Customer was swilched ' 602
without autherzation.
\L . ' c . Spoke to cusiomer. 6“[‘ ELD -
i l,u |€rH’ i 07’7 == Vi ((g_j’ Customer had calied &'
gL ‘ about this a few months ©0
e — ago. Thay ware told thal 5
this would be takan care w
o;l "bul ;_l:y conlinue to get —
i 2 5.
MIS R IF  SOUTHEASTERNIND 8126894111 CLM B/11/98 602 602 mi- Swilched to GTELD without authortzation, siomer 602
) oG orwaldéd To Rod Davis.
65 R CROSBY MR. ~ 4078965830 CLM /1398 602 602 05 - Swilched lo GTELD without authorizal  Called customer & 602
a%ﬁd;?ain &
I axpla that Ms # had . . -
g Yy (2 f\ Cimess - /ﬂ’w.ne/(u bean (ransposad rom s # Hediaan
. HA - was baing keyed Into } .
r{'w) tJ the sysiem which P)u SALSS
accidently swilched him, |
IIA'M him It was nol done
ntentionally &
07 R WEED MERRILL ( 313}279869 EG 810/98 8M13/98 602 602 o7 - Customer received a GTELD welcome Cuslomer switched 1o 602
L [ GTELD withoui.
, ~ ] : red authorizall T
A et Lofe = nams VO et S e > Snaddy
s . Cioset «+ Lot \d'.'ma:dm' know Terry
of of s¥. Credited
\ . I given for calls made on
Mephone L S 3’ GTELD. Cuslomer is
switched ba
07 R HUNTER MRS. (773)385962 EG 8113/98  B8/14/98 602 602 07 -Swilched to GTELD wilhout authorizatl  This cusigmerwas™™~, 602
. sla by Snydar *
’ CommuMicalions.—Rep i
(0A = fiusband Ao 1 beiog tomniated o

J Lgears

e @ UL

3iQning up deceased.
“Tould nat gel hold of
cusiomer. This phone
number is disconneled.
Cannot due a DNS
withoul cu

gn V[CLL i

bt

A HY o
)
C

o
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Unauth Ch_ 37 In Franchise: 0 Business 0 Regulatory: 12 N
TYPE BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Source Complaint Issue Corrective Action DISP

o7 R -CHLU, KiN LAU 2127320665 Mart 4/30/98 601 Fax Ray Strait Cust not satisfied with GTELD, wants to - -C.,‘ / . .
switch back to original carrier. Mismtn ot 70 o
Total Reason: 1 @
05 R ' COOKSON, 0. H. 5056226305 Dell 4/30r98 602 Fax Sitel Cusl swilched to GTELD without M=
authorization. )
' e
05 R IF WONDERLE, BRUCE 9416889118 Dell 4/30/98 602 Fax Sitef Cust switched to GTELD without
authorization.
05 R DODSCN, DAVID 9044332822 Bett 4/30/08 602 Fax Sltel Cust switched to GTELD without @
authorization, .
05 R MIRAND, MARIA 3058845381 Eliza 4/27/98 602 Fax Sitel Cust was switched to GTELD without
authorization. FK/W,Q/ .
05 R MARTINEZ, JOSEPHINE 057572644 Dett +  4/30/98 602 Fax Sitel Cust switched to GTELD without —
authorization,
05 R LISS, MICHAEL 9155875886 Batt 4/27/98  4/30/98 602 Fax Silsl Cust was swilched to GTELD without Snyder has loa signed by . 602
authorization. Lorenzo Balisle wissn )
462-90-8132. Belisle is
cust's father-ndaw, has || o
diffarent ssn and said Vortey o~
didn't sign. LDX has been . T
changed from GTE. \
05 R LISENDY, KENT 9155842789 Mart 4/30/98 5/1/98 602 Fax Sitel Cust switched to GTELD without Snyder has loa, _dusi said 602
authodization, not signature, Credited  *
account. Advised cust -, !
would have to switch . Vol
carriars himseif, he finally P O
agresd. Forwarded to
Michaet Lyons.
1
05 R LEE, LIANA 2122680844 Mart 4/30/98 602 Fax Sitel Cust switched to GTELD without _pr- oLt ,,'-\;
‘ authorization. -
05 R IF LEASURE, LESTER 2188452411 Phyli 4/30/98 602 Fax Silel Cust switchad to GTELD without
authorization. . o
05 R IF ROBERTS, EDDENE 9034853079 Mar 427198 602 Fax Sitel Cust was switched to GTELD without
authorization.
07 R RUSSELL, EDGAR 9544579006  Mar 4/20/98 602 Emall Ray Strait  Cust swilched to GTELD without ﬁ v )\_
: tHOT authorization. Cust wants $100 for il AR
! ' troubles. Maryland - 301/863-8538.
05 R KURBY, JEANETTE 6105868152 Mar 4/27/98 602 Fax Sitel Cust was swilched to GTELD without 'Q LA bL»
authorization. (A
05 R SLOAN, BEVERLY 6158680707 Eliza 4/27188 602 Fax Silel Cust was switched to GTELD without
. authorization.
05 R PEREZ, MONICA 7185655531 Davi 4/27/98 602 Fax Silat Cust was switched to GTELD without | omD
A authorizalion. ' 8 g
05 R IF  WADE, SANDRA « 8139208700  Mart 4/30/98 602 Fax Sitel Cust swilched lo GTELD wilhou! o = g
’ i authorization. e {JIEII z
05 R FERNANDEZ, RAUL 2092297298 Dell 4127/98 602 Fax Site!l Cust was swilched lo GTELD without ( © g ;‘8
aulhorization. ,/1 / b g
Ll g
N
=
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Customer Escalation Specifics

*arve

Billing Week Ending Promotions Week Ending
5/9 5/16 59 | sM
Belng billed by other carrier 6 T Not recelving correct discounis 18 19
Requesting Combined bill 1 0 Needs more product information é 2
GTELD customer but not belng bifted 0 0 Other 6 3
Other ( Including Code¥706) ’ s
In Franchise 9 [H In Franchise] 26 13
Out of Franchise s s Out of Franchlise 4 ¢
Business i s Business 0 1
Regulatory 3 6 Regulatory 2 2
Other Week Ending Snyder Complaints Week Ending
. 5/9 5/16 (Summary) 59 | sne
Unknown concern 2 4 gn-.__an Cards ° ¢
GTELD prices sre too high 0 0 TMA & Handoffs 0 3
Other 6 7 Cust. Activatlons (Delsys) a 0
Network Issue 1 0 Unauthorized Change 49 47
Bilting : 0 0
Promotions 2 4
Ciher 0 1
. ) In Franchise 4 6 In Franchise 0 6
Qut of Franchise s s Out of Franchise 5| 19
Dusiness 1 4 Business 0 1

Last Hpelarcd 924298 X35 M *

G Propriclary

ata Source s Master Fog
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FCC 00-71: Text | Word
c_.o"‘*“mu "o a
FS: NEWS
% S
[TEY
FEDERAL COMMUNICATIONS COMMISSION nedia in
445 12 STREET S.W. Hews med! TR Sozials 2008
WASHINGTON, D.C. 20554 Ak e b

internet http:/iwww.Icc.gov

This is an unofficial announcement of Cammission Action. Release of the full text of a Commission order constitutes official action. See MCI
v. FCC, 516 F 2d 385 (D.C. Circ 1974)

NEWS MEDIA CONTACTS:
i A S AR Rosemary Kimball (202) 418-0500.

John Winston (202) 418-7450

FCC Imposes $1 Million Forfeiture Against BCI
For Slamming Consumers Through The Use Of
Forged Authorization Forms

Washington, D.C. — Today the Federal Communications Commission (FCC) released an order
imposing a $1 million forfeiture on Brittan Communications International, inc. (BCI), for
violation of the FCC's rules against slamming. Slamming is the illegal practice of switching
consumers' preferred telephone carrier without their consent. This forfeiture follows a $2
million forfeiture imposed on Long Distance Direct, inc. on February 17, 2000 for slamming
and cramming violations, and a $1.36 million imposed on Amer-I-Net Services Corporation on
February 9, 2000 for slamming violations.

In issuing its Notice of Apparent Liability for forfeiture (NAL), the FCC found that BCI violated
the Communications Act and FCC rules by switching the long distance service of 16
customers without their consent. Twelve of the violations involve BCl's use of forged
authorization forms, or “letters of agency"” (LOAs), to effectuate the unauthorized changes.

The FCC received 254 written consumer complaints alleging slamming by BCI during a
seven-month period. Several complainants stated that the LOAs used by BCI contained forged
signatures, incorrect zip codes and wrong addresses, some of which were allegedly obtained
during a automobile promotion. Other complainants asserted that BCl had switched their
long-distance service based on a LOA signed with the name of a complete stranger.

BCI contested two forged LOAs through the use of a handwriting expert, but did not deny that
it had substituted itself for the long-distance carmriers preferred by the remaining 14 consumers.
In addition, BCI claimed that the forfeitures were excessive in light of past Commission
precedent. BCl aiso contended that it should not be liable because of its alleged voluntary
efforts to avoid slamming consumers.

In its forfeiture order, the FCC elected not to impose any forfeiture with respect to one of the
two contested forgery complaints, and elected to reduce the other by half. However, the FCC
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rejected the remaining defenses, finding that none of the slammed consumers had agreed to
be switched to BCI's service. The FCC further noted that it has previously found forgery to be
particularly egregious and will continue to imgose a higher forfeiture amount for slamming
violations involving forgery. Moreover, the FCC was not persuaded that BCI's alleged remedial
;negﬁurejﬁ_warranted reduction of the forfeiture amount. The FCC ultimately found BCI liable
or $1 million.

BCl is a privately held company headqguartered in Houston, Texas. The consumers slammed
by BCI that are the subject of this forfeiture action reside in Wyoming, New Jersey, Texas,
Colorado, Florida, Pennsylvania, and Arizona.

Action by the Commission March 2, 2000, by Order of Forfeiture (FCC 00-71). Chairman
Kennard, Commissioners Ness, Furchtgott-Roth, Powell, and Tristani.

File No. ENF-98-10.
—FCC —

Enforcement Bureau Contact: John Winston at (202) 418-7450
Cynthia Bryant at (202) 418-8164
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

Initiation of Show Cause ) Docket 990362-TI
Proceeding Against GTE )
Communications Corporation )
for Apparent Violation of ) Filed November 3, 2000
Rule 25-4.118, F.A.C., Local, )
Local Toll, or Toll Provider )

)

)

Selection.

{FIDENTIAL COPY.

| i |
4

Deposition of LARRY COMMONS, taken on behalf
of the Citizens of the State of Florida, pursuant to the
stipulations agreed to herein, before Sharon J.
Ruschell, RMR, CRR, CCR. No. B-1179, at the law offices
of Alston & Bird, 1201 West Peachtree Street, Atlanta,

Georgia, on the 14th day of November, 2000, commencing

at the hour of 11:00 a.m.

THE MAROTTE GROUP
CERTIFIED COURT REPORTERS
4400 Skyland Drive

Atlanta, Georgia 30342 EGE\\!ED

{404) B51-9679
ﬁEt_% A 2000

nee o
?ug':‘c Gouns®
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2
APPEARANCES OF COUNSEL:

On behalf of the Citizens of the State of Florida:

CHARLES J. BECK

Office of the Public Counsel

The Florida Legislature

111 West Madison Street

Room 812

Tallahassee, Florida 32399-1400
{850) 488-9330

On behalf of the Florida Public Service Commission:

LEE FORDHAM

Divigion of Legal Services

2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850
{850) 413-6585

On behalf of Verizon Select Services, Inc.:

M. RUSSELIL WOFFORD, JR.
Alston & Bird

One Atlantic¢ Center

1201 West Peachtree Street
Atlanta, Georgia 30309-3424
(404) 881-7000
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INDEX TO EXAMINATIONS
Examination by Mr. Beck........ ...t inniintnnnnnnn 4
Examination by Mr Wofford............. ... 66
Further Examination by Mr. BecK........ . veenn. 67

INDEX TO EXHIBITS

{There were no exhibits marked in this deposition.)
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PROCEEDTINGS

LARRY COMMONS,
having been first duly sworn, was examined and testified

as follows:

EXAMINATION
BY MR. BECK:
Q. Good morning, Mr. Commons.
A. Hi.
Q. My name is Charlie Beck. I'm with the Office

of Public Counsel. Before when we were off the record
counsel agreed that we would reserve our objections for
all matters other than those which cannot be cured at a
later time. The witness does wish to read and sign. Is
that it for stipulations?
Mr. Commons, could you state your full name,

please.

A, Larry Jan Commons, J-A-N.

Q. By whom are you employed?

A, Verizon Select Services, Inc.

Q. And was that previously known as GTE

Communications Corporation?

A. Yes.
Q. How long have you worked for them, for Verizon
or GTE?
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5
A. Ten years.
Q. What is your current position?
A. Manager, customer relations.
Q. Could you describe what that job entails?
A. I manage a staff of eight employees who

investigate and resolve customer-escalated complaints
for Verizon Select Services, Inc.
Q. What services are offered by Verizon Select
Services, Inc.?
A, Long distance service, CLEC bundled service.
Is that it?

5 Yes.

Q
A
Q. How long have you had that job?
A Six months.
Q What position did you hold before that?
A. Manager, customer relations; same title, a
staff of two, working exclusively or primarily on long
distance issues.
Q. How.long did you hold that position?
Two years.
. Beginning on what date?
March 1998.

A
Q
A
Q. Through about March of 20007
A April-May 2000.

Q

. Is your current position a promotion over your
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prior one?

¥ 0O ®» 0O b

Q.

A,
complaints

Q.

A,

Q.
long dista

A.

Q.
job did yo

A.

Q.

A.

Q.

A.
radio/tele

Q.

A,

Q.

Yes.

And before that what position did you hold?
Administrator, customer relations.

Is that with GTE Communications?

Yes.

Could you describe that job?

Investigating and resolving customer

How long did you hold that?

Just over one year, March '97 'til 1998.
Was that working exclusively in the area of
nce’?

Yes.

I have to go back one more before that. What
u hold before that?

Video producer, GTE Directories Corporation.
Do you have a college education?

Yes.

What degrees do you hold and in what areas?
B.A, in communications; major,

vision production.

When did you graduate?

1987.

When was GTE Long Distance formed?

6
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A. 1996.
0. How long had the company been in existence

before you joined the long distance division in March of
1977

A. Just over one year.

Q. What led to your move to the long distance
area?

A. Promotional opportunity.

Q. Let me focus just briefly on your job as an
administrator in customer relations that began in March
'97. What types of things did you investigate?

A. Customer complaints as they related to their
long distance service from GTE.

Q. Could you describe two or three of the main
types of complaints you investigate?

A. Calling card complaints, such as a customer
had ordered a calling card but had not received it yet
or a customer had a GTE Long Distance calling card that
stopped working without the customer's authorization to
have it canceled, misinformation or confusion about
calling plans and rates.

Q. What would you do as an investigator?

A. I was the liaison with a vendor on the local
GTE side. The vendor actually does the

behind-the-scenes systems investigation to determine the
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cause of the complaint and to make the customer
satisfied.
Q. What was the name of the vendorxr?
A. GTE Network Services at that time, Post-Sale
Fulfillment.
Q. Is that a GTE cowmpany?
A, Yes.
Q. So it's affiliated with the company you were
working for?
A. The corporation I work for on the ILEC side.
Q. Why do you call him a vendor?
A. We, or GTE Long Distance pays that group to

investigate and do the research using systems that we
don't have access to. Sco for all intents and purposes,
they are a vendor.

Q. In that position as administrator in customer
relations did you ever have occasion to investigate
complaints of slamming?

A. Yes.

Q. Could you describe generally what you did on
those cases?

A, We, after receiving a complaint, "we" meaning
our department, would forward the complaint to the
vendor, Post-Sale Fulfillment. Post-Sale Fulfillment

would investigate, start to finish, the complaint, the
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slamming complaint, and report back to us their
findings.
Q. What would you do with their findings?
A. If the customer had written a letter to an

executive, I would prepare a response back to the
customer in the form of a letter, a response letter.

Q. It's not real clear to me about your
relationship with Network Services. This group is
associated with the local telephone company?

‘A. Yes.

Q. And they would investigate complaints of long

distance slamming on your behalf?

A, Yes.
Q. Why would you not investigate them yourselves?
A, We do not legally have access to billing

systems, service order systems, any of the necessary
systems to do the investigation ourselves.

Q. So you would simply follow the investigation
done by Network Services and then deal with your own
company with the results of that?

A, Yes.

Q. .Would Yyou report it to higher management, or
what would you do?

A. My predecessor at that time, who was the

manager, attended a weekly executive summary meeting
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10

where he reported week by week all customer-escalated

complaints.
Q. What's his name?
A, Ray Strait, S-T-R-A-I-T.
Q. He was your immediate supervisor?
A. Yes.
Q. In GTE Long Distance Company.
A, Yes, until he retired.
Q. And when was that?
A. July 1998.
0. Was it his job that you toock in March of '98?

i

I didn't take his job, but I assumed some of
hig responsibilities, which included the weekly
executive report.

Q. So in March 1998 you started attending those
meetings that he had attended previously?

A. July 1998.

0. Ckay. I thought you took that job in March of
1998.

A. I was promoted to manager. His title was
group manager. When he retired, it was ultimately
filled later by another person, who is my current
supervisor,.

Q. So you started attending these meetings in

July of 1998.
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A. Yes.
Q. Between March of 1998 and July of 1998 you
were still -- were you still investigating complaints of

slamming among your duties?
A. Yes.

Q. When did you first become aware of any

problems with slamming with a company called Snyder

Communications?
A. Spring 1998.
Q. Can you tell us what brought about your

knowledge of that area?

A, We received complaints from customers in our
office, including slamming complaints, generally in the
form of letters or complaints that have been filed with
the Public Service Commission, and it was our
responsibility to use our vendor, Post-Sale Fulfillment,
to investigate those complaints.

Q. Were you ever the liaison with the Public
Service Commission concerning slamming complaints?

A. No.

Who would do that?
Karen Turner.
What was her position in relation to yours?

We were peers.

0 ? (ol A -

. How did your responeibilities differ from
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hers?

issues, PUC, FCC, attorney general complaints. My
responsibilities were exclusively for executive and

other customer-escalated complaints, all nonregqulatory.

that

your

relat

known as Snyder.

compl

12

A. Her responsibilities were for regulatory

Q. Do you recall when the first complaint was
concerned Snyder that you dealt with?

A, Spring 1998.

Q. Can you be any more specific?

A. February 1998.

Q. What was the occasion of it being brought to

attention in February 19987

A. I don't recall the specific complaint.

Q. What you do recall was a slamming complaint
ed to Snyder?

A, I'm not exactly sure it was slamming.

Q. What do you recall about it?

A. That it involved a then new sales channel

Q. What was the complaint?

A, I don't recall.

Q. After February 1998 did you begin to get more
aints related to Snyder?

A, Yes.

Q. Could you describe the occurrences that
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happenead
getting m

A.
with all
reported
done pre-

Q.

A,
vice pres

Q.

A.

Q.
position?

A.

Q.
number of
receiving

A.

0.
it?

A,
retired,
composite
regulator

complaint

13
from then on just generally, if you started
ore and what happened and what you did.

We investigated all Snyder complaints along
other complaints, business as usual, and

those findings at weekly meetings as we had
Snyder.

Who would attend these weekly meetings?

Ray Strait, other directors, and the assistant
ident for GTE Long Distance.

What was his name?

John Havens, H-A-V-E-N-S.

Do you recall how long John Havens was in that

He's s8till in that position.

During these meetings would you discuss the
complaints and the type of complaints you were
related to Snyder?

Yes.

Could you describe what was discussed about

Ray Strait, before I attended and before he
and then later myself, would present a weekly
report of all customer-escalated complaints,
y and nonregulatory, slamming and nonslamming

s, and that was the format.
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Q. Was it ever brought to your attention that

employees of Snyder may have been forging customer
signatures on letters of authorization?

A. Yes.

Q. When did you first become aware of that?

A. I believe it was March or April 1998.

Q What did you do about it when you found that
out?

A. When you say "you," do you mean me
specifically or our department?

Q. Both. Let's start with you specifically.

A, I specifically did not take action. I
aggisted Ray, because he was still attending the meeting
at that time -- I was not -- with compiling the weekly
report that showed slamming complaints along with all
other complaints as before.

Q. What was Ray's reaction when you were -- I
assume that you told him that some of these complaints
dealt with forgeries of signatures.

A. Yes.

What was his reaction to that when you told
him?

A, He was not pleased.

0. Did you ever have occasion to discuss with him

what type of action you should take about that, "you"
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meaning the company?
A, Not that I recall.
Q. Other than being not pleased, do you recall
any action that Ray Strait recommended taking?
A. I don't recall because I was not involved in
any meetings that he attended until he retired.
Q. Was his retirement related to the problems
with Snyder Communications?
A. No.
Q. You started attending these weekly meetings in
July of 19987
A. Yes.
Q. Was the problem with Snyder discussed when you
started attending those meetings?
A, Yes.
Q. Was it ever discussed what action they should

take with regard to Snyder?

A, Not specifically.

Q. Why-do you say not specifically? I don't
understand. What did you discuss about Snyder if not
what actions should be taken?

A, Our department and me specifically, we were
not in a recommending function. We simply reported the
weekly numbers of complaints, and other people at the

meeting who had direct responsibility for the vendor,
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Snyder, were the ones dealing directly with Snyder. We
were not.

Q. Who were those persons?

A. Ted Gilmore, Keith McGee, M-C-G-E-E.

Q. Anyone else?

A. They had staffs, but I don't recall all of
their names.

Q. They were in charge of managing the

relationship with Snyder?

A. Yes.

Q. What relationship did you have with those two
persons?

A, Very minimal.

Q. Do you know whether those two persons still

are employed by GTE?

A, They are not.

Q. Do you know where they are now?

A, No.

Q. Does John Havens work in the Dallas area still
for GTE?

A. Yes.

Q. And he's still assistant vice president of GTE

Long Distance?
A. His current title, I believe, is wvice

president, Verizon Long Distance.
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Q. What servicesg did Snyder do for GTE?
A, Ethnic marketing and sales for GTE Long
Distance.
Q. Could you describe in a little more detail
what that means?
A. It was my understanding that Snyder marketed

specifically to ethnic customers to sell long distance
on GTE's behalf in the form of face-to-face sales and

telephone sales.

Q. Does Snyder still work in any way for GTE that

you're aware of?

A. Yes.

Q. What do they do now?

A. I believe customer service, call center type
functions.

Q. Does that include telemarketing?

A. Not to my knowledge.

Q. You're aware at some point toward the end of

November of 1998 their foot sales were terminated by
GTE; is that correct?
A. Yes.
Q. Did Snyder continue to perform other marketing
type functions for GTE after that point?
MR. WOFFORD: Are you talking about in

Florida or anywhere?
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BY MR. BECK:
Q. Anywhere, anywhere in the nation.
A. I don't know.
Q. You do know -- correct me if I'm wrong -- that

they did both foot sales and telemarketing during 1998.

A. Yes.

Q. And you're aware of the foot sales being
terminated in November of '98.

A. Yes.

Q. Do you know when or if the telemarketing
functions were terminated?

A. No.

Q. Could you describe how Snyder went about their
foot sales, what sorts of things they did for GTE?

A, I believe they marketed to ethnic customers in
ways such as fairs, setting up booths and displays in

supermarkets, ethnic-type events, special events,

marketing.

Q. And- they did this in Florida as well as other
states?

A. Yes.

Q. Would they try to get people to sign letters

of authorization authorizing GTE Long Distance as their
long distance company?

A, Yes.
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Q.

these functions? For example, at fairs did they wear

T-shirts that said GTE on them?

A.

supposed to wear or what they actually wore?

BY MR. BECK:

Q.
A.

Q.

that said GTE on them?

A.

Q.

themselves as representatives of GTE?

calls for speculation.

BY MR. BECK:"

Q.

attended where GTE people were concerned about the fact
that people may be getting or people may be thinking

that the Snyder employees are GTE employees?

A.
Q.

19

Do you know what they were supposed to wear at

I don't know.

MR. WOFFORD: Are you asking what they're

MR. BECK: Either.

Do you know what they were supposed to wear?

I do not.

Do you know whether they ever wore ball caps

I don't know.

Do you know whether they were representing

MR. WOFFORD: Objection. I think that

THE WITNESS: I don't know.

Was there any discussions that you ever

No.

Were you ever in a meeting where it was
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discussed that the Snyder people were making GTE look

bad?

A. Not a meeting.

Q. If not at a meeting, where else?

A. I read letters from customers where customers
said that.

Q. Do you know whether GTE Long Distance ever had

an audit conducted of Snyder?

A. I heard mention of an audit. I don't know the
specifics or the time frame.

Q. Were you ever involved in any meetings where
the results of an audit of Snyder were discussed?

A. No.

Q. Were there any states that you're aware of
where you were not having problems with Snyder in
connection with forgeries of customer signatures?

A. Yes.

Q. Where was that?

4. California.

Q. Do you know why there were no problems in
California?
A. It was my understanding that California law

required all sales to be verified via tape recording in
addition to LOA, which was a quality measure that

ensured that there was not a slamming problem.
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Q. Do you know whether Snyder employees use cell
phones to do that sort of third-party verification in
California?

A, I heard that they did.

Q. Could you describe what that process entailed?

A. I don't know the specific process for using
those phones.

Q. Was it ever discussed that you're aware of at
GTE whether that type of system should be employed in

other states to reduce forgeries by Snyder?

A. I believe it was.
Q. Why do you say you believe it was?
A. I know that based on California having almost

no customer complaints in regards to Snyder that
employees of GTE wanted other states to emulate what was
going on there as a means of quality control.

Q. What happened with that idea?

A. I don't know. I don't know if that idea
reached an executive level.

Q. Was it ever discussed at the weekly meetings
that you attended?

A. Not that I recall.

Q. Did you ever have occasion to discuss that
with anyone at GTE?

A. With our Post-Sale Fulfillment group, I did.
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Q. Could you describe what brought about that
conversation?

A, I work hand-in-hand with Post-Sale Fulfillment
on a daily basis to resolve all customer complaints. I
worked closely with the manager of that department daily
on all issues, including Snyder, including slamming,rand
we strive to ensure every customer is satisfied. We
don't like to get complaints. The fewer complaints we
see, the better as far as we're concerned.

Q. 8o you discussed this with the person at
Pogt-Sale Fulfiliment?

A. Yes.

Q. They weren't in any position to take any
action though, were they, about that, or were they?

A, Not to take action; to have discussions with
Snyder.

Q. Was the idea that they might discuss with
Snyder having them, Snyder, implement the third-party

verification with cell phones?

A. Yes.

Q. Did anything ever come from that?

A. Not to my knowledge.

Q. Did you ever discuss this with any of your
superiors?

A, No.
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Q. And it was never discussed at any of the
weekly meetings that you attended?

A. Not that T recall.

Q. We mentioned briefly earlier about the
termination of Snyder's foot sales. That was done in
Florida toward the end of November of 1998, was it not?

A, As I recall, yes.

Q. Were you involved in any of the discussions
that led up to that?

A. No.

Q. Mr. Commons, let me start asking you a few
questions about some documents if I could. What I'm
going to do is refer to documents by Bate number pages.
These are Bate stamps that were put on these documents
when they were produced for us in response to requests
for production of documents.

Let me start by showing you a document that's
Bates stamped 16307. Let me hand this to you and your

counsel and ask if you've ever seen that document

before.
A. Yes.
Q. Could you describe what that document is?
A. This is a document I helped prepare for the

weekly executive meetings showing Snyder complaints week

by week.
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Q. Were you the first person who started this
form or was this form in existence before you started?

A. I was asked to create this.

Q. Can you recall the time frawme?
A. Spring 1998.
Q. Was the first report of this type presented on

May 2nd, 1998°?

A. I don't recall, meaning --

Q. If you'll look at the top row, it has some
dates.

A. Right.

And the first date as I see it is May 2nd of

1998.

A. Yes.

Q. Do you recall whether you were providing those
numbers that were used on that report?

A. I was.

Q. And this was a report that was used at the

weekly meetings that you discussed earlier?

A. Yes.

Q. You started attending those weekly meetings in
about -- or when did you start attending the weekly
meetings?

A. Here, July 1998.

Q. But you were preparing this report prior to
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your actual attendance at the meetings, back into
May 2nd of 1998; is that right?
A. Yes.
Q. And would your boss then take this report to

meetings, to your knowledge?
A, To my knowledge, yes.
That would be Ray Strait?

Yes.

° » o

. Did you design the columns or the types of

columns that were on the report?

A, Together with my director.

Q. Which is whom?

A. Joe Caliro, C-A-L-I-R-0.

Q. What's his job?

A, Directox, customer relations.

Q. I'm trying to picture where he fits in

vis-a-vis you and Mr. Strait.

A. He was Mr. Strait's boss.

0. The first row under type is unauthorized
change; is that right?

A, Yes.

Q. And then there's a number of subheadings under
that; is that right?

A, Yes.

Q. Okay. Is the idea that each of those
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subheadings would add up to the total of the

unauthorized changes?

A. Yes.

Q. And under unauthorized change you have
subheadings for fraudulent LOA, LOA exists, customer
misinformation, Snyder rep error, other; is that right?
And then there's more rows after that.

A, Customer misunderstood.

Q. Whose decision was it to make a row that said
fraudulent LOA?

A. I don't recall specifically which individual.

Q. But that decision would have been made in

conjunction with yourself and your director; is that

right?
A, Yes.
Q. What did you mean by fraudulent LOA?
A. Meaning after the investigation by Post-Sale

Fulfillment, at the closure of the complaint the
customer maintained that the LOA was indeed fraudulent.

Q. And would that be the conclusion of GTE as
well at that point?

A. Yes.
Q. On May 2nd it lists ten fraudulent LOA's.

Just for the record, LOA stands for letter of

authorization, does it not?
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A, Yes.
Q. And that's the form the customer would sign

that would authorize the change of his long distance
company to GTE Long Distance; is that right?

A. Yes.

Q. Does number 10 reflect the nationwide number
for GTE Long Distance?

A, Yes.

0. Did you provide the inputs for that report on

fraudulent LOA's?

A. Do you mean the number?
Q. Right. Who would compile those numbers?
A. I would.

Q. So, for example, did you compile the number
that showed ten fraudulent LOA's for the week of
May 2nd, 19987

A. Yes.

Q. And likewise the number of 29 fraudulent
LOA's for the week of May 9th; is that right?

A Yes.

Q. Did you ever have any discussions with
Mr. Strait or your director about having that many
fraudulent LOA'S?

A. Yes.

Q. Could you describe those discussions?
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A. I don't recall the specific discussions. We

agreed that these numbers were higher than we had seen
before.

Q. Did any of you discuss what should be done
about that?

A. Not specifically. We relied on the direct

owners, so to speak, of the vendor to take care of the

problem.
Q. That would be Ted Gilmore and Keith McGee?
A. Yes.
Q. Were they given this information as well?
A. Yes.
Q. How were they given this information?

A. They attended the weekly meetings where this

chart was presented.

Q. Was John Havens the senior person who attended

these weekly meetings where this chart was presented?

A. No.

Q. Who-was the senior person?

A. Chris Owens.

Q. Who is Mr. Owens?

A. Former president, GTE Communications; and his

successor attended the weekly meetings after he left
that position, Pam Jacobson.

Q. Could you give me the time frames when
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Mr. Owens and then Ms. Jacobson attended those meetings?

A, I don't recall specifically when the change in

jobs took place.

Q. When you started attending the meetings in

July of 1998, which of those two persons was attending?

A. I believe Pam was; if not immediately, shortly

after I started going to the meetings. I don't recall

the exact time frame when they changed jobs.

Q. How long did these weekly meetings go on? Do
these weekly meetings still take place?
A. The last of these meetings was held two weeks

ago, and it's my understanding that the format is being

revised to reflect the recent merger between GTE and

Bell Atlantic.

Q. Are you still attending these meetings?
A. I was until the last one.
Q. So you've attended these meetings continuously

from July of '98 until two weeks ago?

A, Yes.

Q. And the norm was that the president of GTE
Communications attended these meetings, whoever that
person might be?

A. Usually for at least part of the meeting.
or she did not conduct the meeting.

Q. Who would conduct the meeting?

He
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A. John Havens.

Q. The then-assistant vice president of GTE Long

Distance.
A. Yes.
Q. To your recollection, did the president of GTE

Communications ever ask questions at these meetings
concerning the fraudulent LOA's listed on the report?

A. Yes.

Q. Could you describe what types of questions
were asked?

A. As I recall, she would ask Mr. Gilmore and
Mr. McGee what sorts of quality control measures were
going to be put into place to ensure the number of
complaints reduced.

Q. Do you ever recall talk at these meetings
about terminating GTE's relationship with Snyder?

A, No.

Q. And I guess Mr. Gilmore and Mr. McGee would
talk about quality improvements measures they would take

to try to reduce the number of fraudulent LOA's; is that

right?
A. In a general sense, yes.
Q. You don't recall the termination of foot sales

ever being discussed at these meetings?

MR. WOFFORD: Are you talking about
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termination of foot sales in Floridav?
BY MR. BECK:

Q. Florida in this instance.

A. After it had been done, yes.

Q. What was the nature of those conversations?

A. Snyder is no longer making foot sales in the
state of Florida.

Q. Just to clear this up, all foot sales have
been terminated by Snyder nationwide for GTE; is that
right?

a,. Today?

Q. Yes.

A. That's my understanding.

Q. Can you give us a time frame for when their
activities of foot sales on behalf of GTE Long Distance
were terminated? What was the sequence?

A. By seguence you mean --

0. They were terminated in Florida at one point
but other states at other points?

A, I believe so, but I don't know the time frame

for the other states.

Q. Was Florida the first state, if you know?

A. As I recall, Florida was not the first state.

Q. To your recollection, what was the first
state?
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A. I believe New York was the first state.
Q. Do you recall how much sooner or how much

earlier that was than Florida?

A. No.

Q. Do you know whether Florida was next after New
York?

A. I don't know.

Q. When you started attending these meetings in

July of 1998 were you ever questioned about the
fraudulent LOA'S?

A. Questioned meaning what did this mean or what
did the customer say?

Q. Anything about them.

A. Generally, noe. I think everyone in the
meeting understood what this meant, fraudulent LOA, and
there was generally no further discussion in those
meetings about it.

Q. And by what everybody generally understood,

does that mean forgery of a customer's signature?

A. I believe so.

Q. Do you see some handwritten notes on this
document?

A. Yes,

Q. Did you write those notes?

A. Yes, I did.
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Q. Could you describe what the notes mean?
A. As I recall, and I'm relying on memory, these

are notes that I took onto this chart at the meeting
itself to note some sort of quality improvement action
on the part of Snyder to improve quality or reduce the

number of complaints.

Q. Do you recall when this chart would have
been -- which meeting this chart related to?
A. This specific chart related to complaints

through the week of October 19th, 1998, and would have
been presented at the weekly meeting following that
week.

Q. So those notes would have been made toward the
end of October of '98.

A, Yes.

Q. I'm going to show you a document Bates stamped
16271 entitled customer escalation specifics.

Mr. Commons, do you recognize this document?

A. Yes.

Q. What's the purpose of this document?

A. This was an earlier version of a document
showing complaints week by week. And looking back on
this now, I realize that the previous document was, even
though it dates back to I believe May '98, was not

created in May of '98. We were actually going
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retroactive with the numbers on that.

Q. Let's go back to the previous document, which
is the document --

A. I apologize for the confusion.

Q. Let's get it straight. The document Bates
stamped 16307 that we were discussing earlier, when do
you recall that document being created?

A, Fall 1998.

Q. This document didn't exist when you started
attending the meetings in July of '98?

A. This document did. That one did not.

Q. By thisg document, you mean 16271 existed but
16307 did not?

A. Correct.

Q. Okay. Let's discuss this, which is Bates
stamped 16271. You have a specific section on here for
Snyder originating orders; is that right?

A. Yes.

Q. Snyder wasn't the only group or company that
was marketing for GTE Long Distance, is it?

A. No, they were not.

Q. Do you recall about how many other companies
were marketing for GTE?

A, I don't know.

Q. Is Snyder the only one of your marketing
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companies that has a special spot on this report?
A, Yes.
Q. Why is that?
A. The volume of complaints.
Q. And you'll notice one of the rows for Snyder
originating orders is unauthorized change?
A. Yes.
Q. What would be included in that?
A, Customers claiming they did not order GTE Long
Distance but received it.
Q. Let me go back to the earlier document, which

is 16307. Why did you retroactively fill in the blanks,
as it were, on this form?

A. At the direction of my director, it was felt
that to make the information easier to read, easier to
understand, taking this piece here --

Q. This piece here referring to 162717

A. This box.

Q. The right-hand box on that page?

A. Yes.

Q. Okay.

A. Creating a big picture page for it, the
information would be easier to track and monitor.

Q. Do you recall with more specificity when the

first document we discussed, which is 16307, when that
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was created?
A. I believe around September 1998. I apologize

again for the confusion.

Q. It's been a while.
A, It has.
0. This more recent document, the one that's

16271, this says it was last updated August 25, 1998; is
that correct?

A. Yes.

Q. Under the findings for the week ending
August 15th, there's a number of what look like
footnotes, but correct me if it's some other thing,
which say fraudulent LOA. Can you tell me how those
relate to the chart?

A. For the week ending August 15th, 11 complaints
were received by our office from customers claiming that
they were slammed. The subsequent investigation of
those 11 complaints showed a breakdown of four
fraudulent LOA's, three LOA's existing but the customer
having not reviewed it, two still under investigation,
one an issue of a customer's wife, and a final one with
another LOA existing containing information for another
customer.

Q. Do you recall when you started using this

form? Did it exist when you started attending meetings
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in July of '98?
MR. WOFFORD: Objection, compound.
You've got a couple of questions in there.
BY MR. BECK:
Q. Do you recall when you started using this
form?
A. I believe that this form or something similar
to it was in place before I attended the meetings.
Q. Were you providing the numbers that would be

used in the preparation of this form even before you
started attending the meetings?

A, As I recall, yes.

Q. To the extent you recall, do you recall when
you started having a separate section on these reports
just dedicated to Snyder originating orders?

A. I don't recall.

Q. I'm going to hand you a document. It's Bates
stamped number 16284, and it's customer escalation
specifics. This page has information for the weeks
ending May 9th and May 16th, 1998, does it not?

A, Yes.

Q. But it shows at the bottom that this was
printed on September 24th, 1998; is that right?

A. Yes.

Q. Why is there that time difference between the
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time the form was printed and the weeks that are being
reviewed in the report?

A. I don't know.

Q. Would this report have been in existence then
in May of 19987

A. It appears so.

Q. The numbers that are on this report and even
the previous onesg, do these involve all complaints about
Snyder received by GTE Long Distance or is it only the
nonregulatory ones?

A. All complaints received by our department.

Q. So whether it was received in regulatory or by
directly to the company, it would be included in this
report; is that right?

A, Yes.

Q. And it would be for the entire nation, not

just Florida.

A. Correct.
Q. And do you see where there's under
unauthorized -- there's unauthorized changes under

Snyder, 49 listed for the week of May 9th and 47 for the
week of May 16th; is that right?

A, Yes.

Q. Do you recall anybody having any reaction to

the numbers of that magnitude?
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A. I don't recall. If this report were presented
during the weeks reflected here, I was not part of the
meeting at that point.

MR. WOFFORD: Charlie, are you done with
that document?
MR. BECK: Yes.
MR. WOFFORD: Let's take a break.
(Brief recess.)
BY MR. BECK:

Q. Mr. Commons, I was asking you about a number
of documents that come under a cover document, what
appears to be -- it says customer escalations with a
letter C in front of it. See, I'm showing you Bates
page number 16267.

A. Yes.

Q. I'm about to start going over some that have a
cover of B, customer relations reports. I'm referring
to Bates stamped page 15729. Do you see that?

A. Yes.

Q. Do these categories of documents come from
some larger report that has various sections, A, B, C
and so forth?

A, I don't know. I'm not familiar specifically
with those letters.

Q. And you're not familiar with some kind of
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major category where there would be other letters and
other sections or someplace where these are maintained?

A, No.

Q. Are you familiar with a type of document
called customer relations reports in general? Let me
let you just get an overview. Look through Bates
stamped pages 15740 through 16266, if you would, just to
get a familiarity with the types of documents that are
here.

A. Yes, I am.

Q. Could you describe what these reports are and
what they reflect?

A. These weekly reports reflect category by
category the customer complaints week by week, including

customer name, phone number, and nature of the

complaint.
Q. Who prepared these reports?
A, Post-Sale Fulfillment.
Q. What was your involvement, if any, in the

preparation of these reports?

A. I used the information on this report together
with a reporting department in my building to generate
weekly Excel charts.

Q. Would that include the documents we were

looking at earlier in the deposition?
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A. Yes.
Q. This is like a source document in a sense for
the reports we've been discussing earlier?
A, Yes.
Q. When did you have any responsibility for -- I

understand you had responsibility for reviewing these
reports then at least and making -- did you have
responsibility other than preparing the charts we talked
about earlier with respect to these customer relations
reports?

A. Not specifically, no.

Q. To you they were just a source for compiling
other reports?

A. Yes.

Q. Let me show you Bates stamped page 15743,
which is one of the customer relations reports, I
believe, for the week ending April 25th, 1998. Do you

see handwritten notes on the side that say fraud?

A, Yes.

Q. Do you know who wrote those?

A, I did.

Q. Could you describe what brought you to write

those comments on the side?
A. This report includes all complaints as they

are received, as they close, and Post-Sale Fulfillment
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had a five-day turnaround to close nonregulatory
complaints and a ten-day turnaround for regulatory
complaints. We have a shared database between our group
and the Post-Sale Fulfillment group in which they update
the information, and each time they close any of these
complaints they put into the body of the database a root
cause for the complaint. I pulled information from that

electronic database to write these words.

Q. Is a portion of the root cause shown on this
report?

A. On two of these complaints, yes.

Q. What column would you see the root cause?

A. Corrective action and disposition.

Q. Do these reports only show in some cases only
a portion of the root cause? In other words, it's being
restricted by the amount of space there is to print?

A, Yes.

Q. So when you were looking at those reports, you
could pull up the entire root cause description.

A. Yes.

Q. Do you recall when you made these notes about
fraud on this document? Would you do it on a recurring
basis or was it one time or what?

A. Eventually I did it on a weekly basis to

produce the weekly reports we reviewed earlier,
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Q. Do you recall when that started?

A. Either late spring or early summer 1998.

Q. When you said eventually, I mean, was there a
time before that where you were only doing it on
occasions?

A. I was not writing words at the beginning of
the year because there was no report in which that
information was requested.

0. When was the first time you did that, to your

recollection? And by that I mean start writing comments
such as these where you say fraud.

A. As best I can recall, it was around May --
April or May, 1998.

Q. Other than the reports we discussed earlier,
were there any other way you communicated this type of
information to others in the company that you were

determining fraud was the root cause of these

complaints?
A. Yes. .
Q. Would you describe them, please.
A, The ethnic marketing channel management group

headed by Keith McGee and Ted Gilmore would on occasion
ask for this type of information from our department,
and we would forward it to them via e-mail.

Q. Do you have that e-mail where you forwarded
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that type of information to them?
A. I don't know if it exists in the system any
longer.
Q. Are you aware of any steps that have been

taken to retain e-mail related to this cause or this

issue?
MR. WOFFORD: Are you asking about
retaining e-mail or try to find e-mail?

BY MR. BECK:

Q. Retaining it.
A. Not specifically, no.
Q. Do you recall about how many times you may

have sent e-mails to the ethnic marketing managers about
fraud?
A, As best I can recall, between five and ten
times.
Q. Do you recall the time frame that that was
done?
I believe early summer 1998.
Through when?

. Summertime, perhaps into early fall.

Yes.

A

Q

A

Q. Of 195987
A

Q Why do you think it ended in early fall?
A

I believe the information on the expanded
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reports we looked at earlier, the full-page report gave
enocugh people enough information to where they felt that
was enough.

Q. Let me show you Bates stamp page 15747. 1If
you can, I'd like to relate to the date that these refer

to. Is this for the week ended April 25, 19987

A, No.
Q. When is it for?
A. These show complaints received May 4th, 5th,

6th, and 7th of '98, so that would have been the week
ending May --

Q. May 9th?

A. Probably.

0. And does this show that you had 74
unauthorized changes the week of May 9th, 19987

A, Yes.

Q. Now, you had access to the database that

contained this information; is that right?

A. The information on here?

Q. Yes.

A. Yes.

0. Who else beside you would have had access to

that information?
A. Post-Sale Fulfillment.

Q. Which is in the local company; right?
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A. Right.
Q. Who else at GTE Long Distance would have had
access to that information?

A, Other members of my department.

Q. Could you name them?

A. Ray Strait, Karen Turner.

Q. And that's an online database?

A. It's special software, has to be installed on

each individual's computer, and only our department

utilized the system.

Q. But it was updated continuocusly more or less?
A. Daily.
Q. Would any of your higher-ups have access to

that database?
A. No.
Q. Again, just so I understand the format, on

the top of each category where it had unauthorized

change -- and I'm showing you Bates stamp page 15753 --
this column, it states at the top -- is it unauthorized
change?

A, Yese.

Q. CHG for change?

A. Yes.

Q. And that relates, and there's a number 34.

A, Yes.
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Q. Does that mean for this week there were 34
unauthorized changes?

A. 34 complaints of unauthorized changes.

Q. And to determine whether they were valid
complaints or not, what would you do?

A. Post-Sale Fulfillment investigated each one of
these until a resolution was reached.

Q. Do you see written comments on the side of
this page, page 157537

A. Yes.

Q. Are those your handwriting, too?

a. Yes.

Q. You'll see some places it just says FR. Do
you see that?

A. Yes.

Q. Is that shorthand for fraud aiso?

A, I believe soO.

Q. Let me show you page 15764. This page shows
15 unauthorized changes for a week in June; is that
right, of '98?

A. Yes.

Q. The 602, does that mean it was closed on
June 2nd, or what does that mean?

A, 602 is a complaint code used to define the
nature. It's basically a subheading within the broad
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category unauthorized change. I believe 602 is used to
mean in the database customer claims he or she did not
order GTE Long Distance and is claiming slamming.

0. There's also a code 603. Do you recall what
that is?

A. As I recall, it means customer claims that he
or she was slammed away from GTE Long Distance by
another company.

0. One of the notes that appears on occasion is

LOAR exists. Do you recall that?

A. Yes.
Q. What does that mean?
A. That means based cocn the information in the

database, the customer claimed he or she was slammed.
GTE obtained from Snyder a copy of an LOA that was used
to change the customer's long distance service to GTE.
The customer either hasn't or couldn't review that LOA
to verify whether or not that was his or her signature.

Q. Would further action then be required as part
of the investigation to determine whether it was a
forgery or not?

A. Post-Sale Fulfillment would try a minimum of
three times to reach the customer after obtaining that
LOA. TIf they failed and absolutely couldn't reach the

customer or the customer said I don't want to see it,

48 |
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the issue would be closed.
Q. Would you close that as fraudulent or not?
A. No. We would close it as LOA exists.
Q. From that would you determine -- was there any

determination one way or the other whether in such an
instance there was a forgery?

A. There was no determination made on those.

Q. Were all those cases where the customer
claimed that they did not authorize the change?

A. I believe so.

Q. And they just never reviewed the LOA that was
produced by Snyder.

A. Right.

Q. I'l1l hand you page Bates stamp 15789. Do you
see there appears to be two different types of
handwritten notes on this page, one in a darker felt pen

and another regular pen or ink?

A. Yes.

Q. Do you recall who made which of these marks on
this page?

A. I believe both of these markings are mine.

Q. Why do some appear in a darker pen than the
others?

A. I don't know., As I recall, the notes may be

from two different days simply using a different pen on
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one day than another.
Q. Do you see one that says, "no - heart attack"?
A. Yes.
Q. Could you describe what that meant?
A. That is my handwriting. I do not recall what
heart attack means.
Q. I'd like to hand you Bates stamp page 15803

and ask you to look at the handwritten statements on the
top right side of that page.

A. Yes.

Q. Could you describe what's meant by the

handwritten notes on that page?

A. I don't know. It isn't my handwriting.
Q. Do you recognize the handwriting?
A, No.

Q. I'll hand you page 15816 and ask you to look

at the handwriting on the bottom. 1Is that your

handwriting?
A, Yes.
Q. Do you see where it says, "I believe husband

dead for two yearsg"?

A. Yes.
Q. Do you recall why you made that note?
A, Based on the information in the database after

Post-8ale Fulfillment talked to the customer, in this
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case Mrs. Hunter, the customer maintained the LOA was
fraudulent with her late husband's alleged signature on
it, which, according to her, he could not have signed

because he was deceased.

0. Do you recall mentioning that case to anybody?
A. Neot specifically, no.
Q. The next page, page 15817, has notes about the

husband dead for six years. Do you see that?

A. Yes.

Q. And would the explanation be similar to the
one you just gave except in this case the purported

gignature is that of a person who had been dead for six

years?
A. Yes.
Q. You don't recall mentioning cases like that to

any of your co-workers or superiors?

A. My co-workers and myself did discuss issues
like this. It wasg not discussed as a rule in the weekly
executive meetings.

Q. Why?

A. Our role was not to manage the vender, to
manage Snyder. We relied on the reports to show the
number of alleged fraudulent LOA's. We were not given
that meeting as a forum to make commentary such as that.

Q. Were you provided any other forums for making
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commentary on what you were discovering?
A. Conference calls with Snyder, yes.
Q. Did you ever mention to your superiors at any

time that you were finding cases where the purported
signature on LOA's were those of people who had been

dead for years?

A. Yes.
Q. To whom did you say that?
A, our director, Joe Caliro, was involved with

this issue.

Q. And he was up two levels above you in
management?

A. Yes.

Q. I'm sorry. You probably told me earlier. Is

he still employed by GTE?

A. Yes.

Q. And his position now is what?

A. Director, customer relations.

Q. And-you recall or do you specifically recall

mentioning instances such as that to him?

A. Not specifically, no. It was general
department day-to-day discussions about complaints in
general, this being part of it.

Q. Do you know who Joe Caliro reported to at that

time?
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A.
relation.
Q.
A.
Q.
A,

or general markets.

Bilney.

In 19987

Yes.

I'm not sure. I believe Kevin Snyder, no

What was Kevin Snyder's position?
Vice president.

Of what?

GTE Communications, I believe consumer markets

Again, I'm not sure of the time frame

two bosses of his.

Q.

as John Havens or was John Havens a higher level of

management ?

A. Their title was vice president. His
assistant vice president.

Q. They were higher.

A. Technically it would appear so, yes.

Q. But -‘you don't know?

A. I don't know.

Q. You mentioned earlier. the two people
in charge of managing the Snyder contract, Ted Gilmore
and Keith McGee.

A. Yes.

Q. Were there others who had other types of

And would they be at the same management level

Actually, before Kevin was Jody

Page 53 of 118
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responsgibilities related to Snyder that you're aware of?

A. Ted and Keith had staffs of administrators or
managers who worked directly with Snyder.

Q. Do you know whether any of those persons are
still employed by GTE?

A. I believe at least one is.

Q. Who's that?

A. Ann Fields.

Q. She was in one of the sections of either Ted
Gilmore or Keith McGee?

A. Yes.

Do you know what her job was?

A. I don't recall the title.

Q. Do you recall what the job entailed, though?
A. Quality.

Q. Did you ever have occasion to discuss what you

were finding with her?

A. Yes.
Q. Could you describe those conversations?
A. Those were generally in the context of

conference calls between Ann, myself, Post-Sale
Fulfillment, and Snyder. Ann facilitated the calls.

Q. Do you recall about how many such conference
calls you participated in?

A. Ten or EO.
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Q. And do you recall the time frame of those
calls?
A. As best I can recall, early summer 1998

through about the end of 1998. I was not on every call.

Q. What was the topic of those calls? Generally
fraud, Snyder?

A. Complaints as they related specifically to
Snyder, both slamming and nonslamming.

0. Would you relate what you were discovering

about the complaints concerning forgeries of customer

signatures?
A Together with Post-Sale Fulfillment, I would.
Q. What was Ms. Fields' reaction to those
disclosures?
A. She was as concerned as we were.
Q. Do you recall any actions being taken during

any of those conference calls?

A. I recall Snyder assuring us on both the weekly
guality calls and the monthly quality calls that they
were taking measures to eliminate the problem.

Q. I'm going to show you a number of documents
that are Bates stamped 16630 through 16745. They appear
to be titled GTE LD slamming complaints. I want to just
generally ask you if you're familiar with these forms.

A. I have seen this. I don't recall for what
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purpose it was created.
Q. Were you involved at all in the creation of

this report or supply any of the data in the report?

A. I don't remember.

Q. Do you know who prepared this report?

A, No.

Q. Do you know to whom it might have been
distributed?

A, I don't know.

Q. One of the columns on the report is listed as

NID. Would you know what that means?

A. I don't remember what NID stands for.

Q. Have you ever received any slamming complaints
that relate to actions taken at phone marts in GTE's
territories?

MR. WOFFORD: You mean any territory or
in Florida?

BY MR. BECK:

Q. Any territory first.

A. Have I received information about such
complaints?

Q. Yes.

A Yes.

0. What information have you received?

A Information that a customer in an area where
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GTE has a phone mart alleging that he or she was slammed
by the phone mart.

Q. Did you ever have occasion to -- again, those
would be investigated by Post-Sale Fulfillment of the
local telephone company; is that right?

Yes.
Q. Have you ever had occasion to review any of

those relating to phone marts?

A. Occasionally.

Q. Any in Florida that you recall?

A. I believe I recall one in Florida.

Q. What do you recall about that?

A. As best I can recall, a customer in Florida

claimed that he or she never ordered GTE Long Distance
and yet was changed to GTE Long Distance regardless.
When Post-Sale Fulfillment did their investigation, they
obtained an LOA submitted to GTE by a GTE phone mart
with a customer's signature. The customer maintained he

or she did not sign it.

Q. Okay. That did not- involve Snyder, did it?
A. No.
Q. Do you recall what disposition was made of

that complaint?
A. I believe the employee was either put on

disciplinary action or fired from the phone mart.
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Q. Do you recall which phone mart it was?
A. No, I don't.
Do you recall the customer's name?
A. No.
Q. Do you ever recall reviewing a customer named
James Brown?
A. I don't recall that name.
Q. I'm going to show you a document Bates stamped

16967. 1It's entitled GTE Communications Corporation
customer complaints involving Snyder Communications,
Inc. Have you ever seen that form before?

A. No, not that I can recall.

Q. So you would not know the purpose of this
report, would you?

A. No, I would not.

Q. I'll show you a series of documents that are
Bates stamped 17200 through 17216 and ask you whether
you've seen these documents before.

A. The first five pages I do not recall. This, I
recall. 1It's an e-mail to me.

Q. And you're referring to a Bates stamped page
17205; is that right?

A. Yes.

Q. Go ahead.

A

This is an e-mail to me from an employee of
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Post-Sale Fulfillment providing some 1998 regulatory
Snyder complaints by agency.

Q. Do you recall the purpose of the e-mail?

A. No, I don't.

Q. Are you familiar with any of the other
documents in this package?

A. I don't recall seeing 17206. It appears it
could possibly contain information from the
aforementioned e-mail. I do not recall these pages.

Q. You're referring to 17207 reflecting a Snyder
meeting about slamming?

A. Yes.

Q. Do you recall any meetings that you might have
attended relating to Snyder and slamming specifically?

A. Snyder slamming at any time?

Q. Well, a meeting specifically dedicated to

slamming by Snyder.

A. I recall one such meeting.
Q. Could you describe that?
A. It was a meeting held in fall 1998 to address

Snyder complaints, specifically Snyder slamming

complaints, and to raise awareness of the issue.
Q. Who called t£he meeting; do you recall?
A. As I recall, Karen Turner.

Q. Do you recall other persons whc attended that
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As best I can recall, along with Karen and

Liz Smith from Post-Sale Fulfillment, Jo Ann

Peters fFrom GTE Network Services, and David Gadino from

GTE.

Q. Who is David Gadino?

A. I believe he is an attorney.

Q. Could you describe what was discussed at that
meeting?

MR. WOFFORD: Before you do, let me go
over -- can you read back his previous
answer?

(The record was read by
the court reporter.)

MR. WOFFORD: Give me a minute here.
(Brief recess.)

MR. WOFFORD: Back on the record,

Mr. Beck, the witness has specified that a

meeting took place and that it was attended

by,

among other people, inhouse counsel for at

that time GTE. After conferring with the

witness, I'm going to instruct him not to

answer questions about the substance of the

discussions in that meeting on the basis that

it contains attorney-client privileged
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BY MR. BECK:
Q. Mr. Commons, I'm going to give you Bates

stamped page 17229 and ask you if you recognize that.

A. No, I do not.

Q. I'm going to hand you page 17436 and ask you
if you recognize that.

A. I don't recall this specific interoffice memo,
although my name is on it as one of the distribution
list people.

Q. Do you recall the purpose of the memo? You
don't recall it at allv?

A, I do not.

Q. Okay. I'm going to hand you page 17437 and
ask you if you recall that report.

A. No, I don't.

0. I'm going to show you a chart on page 17445
and ask if you've ever seen that before.

A. I believe I recall seeing this at one point.

Q. Thisg chart is entitled total Wentzville calls

per day; is that right?

A. Yes.
Q. What is Wentzville?
A, Wentzville is a city -- I forget the state

it's in -- that at one point, I believe -- I'm not
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sure -- functioned in a call center functionality for
GTE Long Distance, meaning they received calls from
customers about an array of issues.

Q. Would that be the number you call when you
receive your bill from GTE Long Distance that says if
you have any questions call us?

A. It's possible. I don't recall specifically
what Wentzville's specific duties were. I have not seen

the name Wentzville in some time.

Q. They're no longer your call center.

A. Not to my knowledge.

Q. Where is that function being performed now?
A, AFNI, Andersen Financial -- I don't know the

rest of the acronym.

Q. What state is that from?

A. They are in Illinois, I believe, and in
Arizona.
Q. You mention that Snyder, I believe, at some

point was also doing call center functions for GTE Long
Distance; is that right?

A. Yes.

C. Would that be the same function that was
performed by Wentzville here?

A, I don't know specifically the differences

between the call center functions for Wentzville, AFNI,
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or Snyder. I believe all three have been involved at
some point in performing some call center functions.

Q. And does call center generically refer to the
place where people call for questions related to their
bill and so forth?

A, Yes.

Q. Now, this chart shows -- let me ask you, what
does the chart show?

A. I did not create this chart. As best I
recall, my previous manager, Ray Strait, created this
chart. I don't know for what purpose or for what
meeting or for what audience. It appears to show month
by month the volume of calls per day received by the
Wentzville center beginning in August 1997 and running
until April '98.

Q. Does it show you that the numbers increased
shortly after Snyder started selling?

A. Yes, it does.

Q. You- had no connection with Ray Strait creating
this chart?

A. Not that I recall.

Q. I'm going to show you page 17446 and ask you
if you recognize that.

A. I do not recall seeing this chart.

Q. The chart purports to show slamming for three
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days in April of 1998, does it not?
A. Yes.
Q. I'l11l show you page 17447 and ask you if you've
seen that before.
A, I do not recall seeing this chart before.
Q. Do you know if this is something Ray Strait
created or not?
A. I don't know.
Q. Do you recall there ever being any discussions

about the call centers receiving increased calls about
complaints about Snyder?

A, I don't recall any specific conversations, no.

Q. Did you ever have any discussions with Ray
Strait concerning the matters that are shown on these
documents; in other words, calls to the Wentzville
center?

A. I did not have any discussions of that sort
with Mr. Strait, no.

Q. Do you know to whom those documents might have
been distributed that we just locked at concerning the
Wentzville center?

A. I don't know. I don't know the audience for
those documents.

Q. Did you ever attend a meeting concerning a GTE

quarterly review -- let me back up. Let me show you
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document page 20574, which is entitled results, GTE
quarterly review, May 7th through 8th, 1998, and ask if
you're familiar with that quarterly review.

A, No, I am not.

Q. Did you ever attend any meetings reviewing
Snyder's performance on a quarterly basis?

A, Not that I recall.

Q. Earlier in your deposition we talked briefly

about the use of cell phones for third-party

verification.
A. Yes.
Q. Do you recall any discussions concerning the

cost that that would entail to implement that?

A. I do not recall any discussions about cost.

Q. Do you recall any discussions -- I mean, you
had some discussions on whether that would be
implemented nationwide instead of just in California; is
that right?

A. Liz-Smith from Post-Sale Fulfillment and I

talked about that amongst ourselves.

Q. That that might be a way to decrease slamming
by Snyder?

A. We thought that possibly it would be.

Q. But you never communicated that elsewhere?

A. We may have brought it up on one of the
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quality calls weekly or monthly with Snyder. I don't
recall.
MR. BECK: Can we break for just like
two or three minutes? I think I'm done, but
I'd like to review my notes.
(Brief recess.)
EXAMINATION

BY MR. WOFFORD:

Q. Mr. Commons, let me ask you some guestions
about the document that has been marked 16307. Do you
see the category fraudulent LOA on that document?

A, Yes.

Q. We've spent some time discussing that category
today, haven't we?

A. Yes.

Q. Let me ask you a hypothetical and then try and
relate it to this category; all right?

A. Ckay .

Q. Let's assume that a customer complains to GTE
that he did not order GTE Long Distance but was
nevertheless switched to GTE Long Distance. With me so
far?

A. Yes.

0. GTE investigates, is unable to determine
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conclusively whether the LOA was fraudulent or not.
With me so far?

A. Yes.

Q. The customer still maintains that the LOA was
fraudulently filed.

A. Yes.

Q. Is in that situation that complaint recorded
as a fraudulent LOA?

A. For purposes of this report, yes, it is.

Q. So therefore, am I correct in thinking that
the complaints recorded as fraudulent LOA on this report
16307 and others like it are not affirmative
determinations by GTE of fraudulent LOA's?

A. Right.

Q. That's the customer's opinion of what
happened, not necessarily GTE's opinion; correct?

A, Correct.

MR. WOFFORD: That's all the questions I
have.
(Discussion off the record.)
FURTHER EXAMINATION
BY MR. BECK:
Q. I do want to follow up on that. Once a

complaint is put in the fraudulent LOA category there,
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is there further investigation done past the point where
your attorney questioned you?

A. No.

0. So that is the last determination and final
determination by GTE as to whether there was a

fraudulent LOA or not; is that correct?

A, Correct.
Q. There's no further action taken beyond that.
A. The customer's final word being that is not my

signature, it would be recorded in this column as
fraudulent LOA, believing the customer to be telling the
truth when he or she says I did not sign that document
and taking the customer's word for it.

Q. And GTE contemplates no further investigation
beyond that at that point; is that right?

A. They may want to know if the salesperson at
Snyder who submitted that document had had previous
complaints lodged against him or her.

Q. Right. But as far as the substance of that
customer's complaint, that's the end of GTE's
investigation.

A. That issue is then closed.

MR. BECK: Thank you.

(Deposition concluded at 1:05 p.m.)
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I, the undersigned, LARRY COMMONS, do

hereby certify that I have read the foregoing
deposition and that, to the best of my knowledge, said
deposition is true and accurate (with the exception of
the following corrections listed below).
PAGE/ LINE CORRECTION

/

/

/

/

/

/

/

/

/

/

/

/

/
Notary Public Signature
Date
My Commission Expires:
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CERTIFICATE
STATE OF GEORGIA:
COUNTY OF COBB:

I hereby certify that the foregoing transcript
was taken down as stated in the caption, that the
witness was first duly sworn, and the gquestions and
answers thereto were reduced to typewriting under my
direction; that the foregoing transcript is a true and
correct record of the evidence given, and I further
certify that I am not a relative or counsel to the
parties in this case, am not in the regular employ of
counsel for any of said parties, nor am I in anywiee
interested in the result of said case.

Disclosure pursuant to OCGA 9-11-28(d): The
party taking this deposition will receive the original
and one copy based on our standard and customary per
page charges. Copies to other parties will likewise be
furnished at our standard and customary per page
charges. Applicable incidental expenses of production
may be charged to any party.

This, the 20th day of November, 2000.

Sharon J. Rugihell, RMR, CRR, CCR B-1179
My Commission Expires 2-17-2004
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION 1 INDEX IC EXAMINATIONS
2
Initiation of Show C: | Docket 928362-T1 3 Exanination by Mr. BocK.........cieveevarnn. veresddd
procestog Joaimst GIEL ) TGl =
a offord..... 500000006606030060000
ﬁm -4, 1}3“313 li:m of Local ; Filed No 3 5 Further Ez:“auon by Mr., Back 6?
4 . l'l 1 AR r s rer e rr s e st un
Local }‘011. of Toli Provider ; 6
}
1
ey, B
g
% INDEX I0 EXHIBITS
11 {There vere no exhibits marked In this depositlon.)
- - - 12
Daposition of LARRY COMMONS. taken on behalf 13
of the Citizens of the State of Florida, pursuant to the 14
stipulations agreed to heraetn, before Sharon J. 15
Ruschell, RMR, CRR, CCR. No. B-1179, at the lav offices 16
of Alston & Bird, 1281 West Peachtree Street, Atlanta. 17
Georgia, on the 14th day of November, 2988, commencing 18
at the hour of 11:82 a.a. 18
- - - 29
21
22
THE GROUP 23
mmm REPORT|
ane smlanc‘ianrlva 24
484) 6518678 -]
e PAGE 2 —— PAGE 4
2 4
3 APPEARANCES OF COUNSEL: b PROCEEDINGS
2 2 oD o ©
3 On behalf of the Citizens of the State of Florida: 3 LARRY COMMONS,
4 4 having been first dulv sworn, vas examined and testlfied
CHARLES J. BECK
] Dffice of the Public Counsel 5 as follows:
The Florida Leclslat
g 111 H 1 Madison Street [ EXAMTNAT ION
7 Tallah assee Florida 32399-1488 7 BY MR. BECK:
{858) 4B8-9338
8 B Q. Good morning, Mr. Commons.
] i g A. Ht.
On behalf of the Florida Public Sarvice Commission:
19 12 9. My nane is Charlie Beck. I'm with the Office
11 LER FORDHAM 11  of Public Counsel. Before when we vere off the record
Division of Legal Services ‘
12 2545 Boulevard 12 counsel agreed that ve would reserve our objectlions for
Tallahassee lorlda 32399-8858
13 IBSEI 413-6585 13  all matters other than these which cannct be cured at &
14 14 later time. The witness does wish to read and sign. Is
15 On hehalf of Verizon Select Sarvices, Inc.: 15 that it for stipulations?
16 16 Mr. Conmons, could you state your full name,
17 M. RUSSELL » JR. 17 please.
Alston & Bird

A. Larry Jan Commons, J-A-N.

Q. By vhon are You erploved?

A. Verizon Select Services, Inc.

0. And vas that previously knoun as GIE
Conmumications Corporation?

REBRPEEBS

A, VYes.
Q. Hov long have you worked for tham, for Verizon
or GYE?
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1 A. Ten years. 1 A. 1996,
2 Q. Uhat ls your current position? e @. Hou long had the companhy been in existence
3 A. Manager, customar relations. 3 before you Joined the long distance divislon in March of
4 Q. cCould You describe what that Job entalls? 4 877
5 A. I manage s staff of elght employees who 5 A, Just over one year.
€ investigate and resolve custoner-escalaled complaints ] Q4. uWnhat led to your move to the long distance
7 for Verlzon Select Services, Inc. 7 area?
asrg Q. khat sarvices are offerad by Verizon Select B A. Promotlonal opportunity.
8 Services, Inc.? 9 Q. Let na focus just briefly on your Job an
18 A. Long distance sarvice, CLEC tundled service. 18 admirlstrator tn customer relations that began in March
11 Q. Is that jt? 11 +87. What types of things did you Investigate?
12 A, Yes. 12 A. Customer complaints as they related to their
13 Q. Hov long have you had that job? 13 long distance service fron GIE.
4 A. Six months. 14 Q. Could you describe two or three of the naln
15 Q. What position did wou hold before that? 15 types of complaints you Investigate?
16 A. Manager, customer relatlions; sane title, a 16 A. Calling card complainis, such as a custoner
17 staff of two, vorking exclusively or prinarily on long 17 had crdered a calling card but had not received 1t wuet
18 distence issyves. 18  or a customar had a GIE Long Distance calling card that
18 Q. How long did you hold that position? 19 stopped vorking without the customer’s authorlzation to
28 A. Two years. have it canceled, misinformatlon or confusion about
21 Q. Beginning on what date? 21 calling plans and rates.
22 A. March 1938, 22 Q. What would you do as an investlgator?
Q. Through about March of 28837 23 A. I was the lialson with a vendor on the local
24 A, Moril-May 20e0. 24 GIE side. The vendor actually does the
25 Q. Is your current positlion a pronotion over Your 25 Dbehind-the-scenes systems investigation to deternine the
— PAGE € e PAGE B
[ B
1 prior one? 1 cause of the complaint and to nake the custonmer
2 A.  Yes. 2 satisfied.
3 Q. And befors that what position did you hold? 3 @. What vas the name of ths vendor?
4 A. AMninlstrator, customer relations. 4 A. GTE Netvork Services at that time. Post-Sale
8 Q. Is that wlth &TE Commumications? 5 Fulfillment.
6 A, Yes. [ @. JIs that a GIE company?
7 Q. Could you describe that Job? 7 A. Yes.
8 A. Investigsting and resolving customer B Q. So it's afflliated with the company you were
8 conplaints. 9 vworking for?
12 Q. How long did you hold that? 18 A. The corporation I vork for on the ILEC side.
11 A. Just over ona year, March -§7 °til 1838. 1 Q. Why do you call hin a vendor?
12 Q. Was that vorking exclusively in the area of 12 A. We, or GIE Long Distance pays that oroup to
13 long dlstance? 13  investigate and de the research using systens that ve
14 A.  Yes. 14 don*t have access to. So for all Intents and PUTPOSES.
15 Q. I have to go back one nore bafore that. What 15 they are a vendor.
16 Job did you hold befora that? 18 Q. In that position as adninistrator In customer
17 A. Video producer, GIE Directories Corporation. 17 relations did you ever have occasion to investlgate
is Q. Do you have a college education? 18 conplaints of slamning?
19 A, Yes. 19 A. Yes,
28 Q. What degrees do you hold and in vhat areas? 28 Q. Could you describe generally what you did on
21 A. B.A, In commumicatlons; najor, 21 those cases?
22 radlo/telavision production. 22 A. We, after receiving a complaint, “uve" meaning
23 Q. When did you graduatae? 23 our department, would foruard the complaint to the
24 A. 1is87. 24 vendor. Post-Sale Fulfillment. Post-Sale Fulfillment
= Q. Uhen was GIE Long Distance forned? 25 vould investigate, start to finish, the conplaint, the
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1 slamming conplalnt, and report back to us their 1 A, Yes.
2 rindings. 2 Q. Betueen March of 1998 and July of 1998 you
3 Q. What would you do vith their findings? 3 vere still -- vere you still lnvestigating conmplaints of
4 A. If the customer had written a letter to an 4 slanning anong your duties?
S exscutive, I vould prepare & response back to the 5 A.  VYes.
6 customer In the forn of a letter, a response latter. 8 Q. When dld you first becone avare of any
? Q. 1It's not real clear to me about vour 7 problens with slamning vith 5 company called Snudep
l.x8 relationship with Network Services. This group is 8 Conmmications?
9 assoclated uvith the local telephone corpanyg? 9 A.  Spring 1998,
10 A, VYes. 18 @. Can uou tell us what brought about your
11 Q. And they would investigate complaints of long 11 Kknowledge of that area?
12 distance slannlng on your behalf? 12 A.  We received complaints from customers in our
13 A. VYes. 13 offlce, incliing slamning corplaints, generally in the
14 Q. Why would you not investigate then yourselves? 14 form of letters or complaints that hawve been flled with
15 A.  We do not legslly have access to billing 15 the Public Service Connission., and [t vas our
i6 systens, service order systens, ang of the necessary 18 responsibllity to use our vendor, Post-Sale Fulfillment,
17 systems to do the investigation ourselves. 17 to investipate those complaints.
18 Q. So wou would simply follow the Investlgatlon 18 4. Were you ever the liamison with the Publlc
18 done bu Metuork Services end then deal with your own 19 Service Commisslon concerning slamning complaints?
28 company vith the results of that? 28 A. MNo.
21 A.  Yes. 21 Q. Who vould do that?
22 Q. Would wou report it to higher management. or 2 A.  Karen Iurner.
23 what vould you do? 23 Q. What vas her position in relation to yours?
24 A. My predecessor at that time, who vas the 24 A. Ve vere peers.,
25 nanager, attended & weakly sxecutive summary neeting 25 Q. How did your responsitbilities diffsr fron
s PAGE 18 — FAGE 12
13 12
1 vhere he reported veek by weak all customer-escalated 1 hersa?
2 conplaints. 2 A.  Her responsibllitles were for regulatory
3 Q. What's his name? 3 Issues, PUC, FCC, attorney gemsral complalnts. My
4 A. Ray Strait, S-I-R-A-I-T. 4 respopsibllities were exclusively for executive and
s Q. He vas your Imnedlate supervisor? § other customer-escalated complaints, all nonregulatory.
6 A.  Yes. & Q. Do wou recall vhen the first complaint was
7 Q. In GIE Leong Distance Company. 7 that concerned Snyder that you dealt with?
B A.  Yes, untll he retired. 8 A. Spring 1998.
8 Q. And vhen was that? 8 @. Can you be any more spacific?
10 A.  July 1988. 10 A. February 1898.
13 Q. Was it his job that you took in March of *887 11 . @. What vas the occasion of it being brought to
12 A. I didn’t take his Job, but I assumed some of 12 your attention in February 19387
13  his responeibilities, uhich incloded the weekly 13 M. I don't recall the specific conplaint.
14 executive report. 14 9. What you do recall vas a slaaming complaint
is Q. So in March 1338 you started attending those 15 related to Snyder?
16 nmeetings that he had attended previously? 16 A. I'mnot exactly sure it vas slanning.
17 A.  July 1998. 17 Q. What do wou Trecall about 1t?
18 Q. Okay. I thought wou took that Jjob in March of 18 A. That {t involved a then new sales channel
19 1998, 19 Known as Snyder.
28 A. I uas promoted to manager. His title vas 28 Q. What was the corplalnt?
21 group manager. When he retired, Lt vas ultimately 21 A. 1 don't recall.
22 fllled later by another person, who is ny current 22 Q. After February 1898 did you beginh to get more
23 supervisor. 23 complaints related to Snuder?
24 Q. So wou started attending these mestings in 24 A, Yes.
25  July of 18s8. 25 Q. Could you describe the occcurrences that
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1 happensd from then on Just generally, {f you started 1 neaning the company?
2 getting nore and vhat happened and what wou did. 2 A, Mot that I recaell.
3 A. We Investigated all Snyder complaints along 3 Q. Other than being not pleased, do you recall
4 wvith all other complaints. business as usual, and 4 any action that Ray Strait recommended taking?
S reported those findings at veekly meetings ve had 5 A. T don't recall because I was not involved in
6 done pre-Snuder. 8 any mestlhgs that he attended until he retired.
7 Q. tho vould attend these veekly mestings? 7 Q. Was his retirenent related to the problems
et} A. Ray Strait, other directors, and the ssaistant 8 with Snyder Communications?
8 vice president for GIE Long Distance. 9 A No.
18 Q. Uhat vas hia pama? 18 4. You started attending these veekly meetings in
11 A. John Havens, H-A-Y-BE-N-5. 11 July of 19987
12 Q. Do you recall hov long John Havens vas ln that 12 A.  Yes.
13 pesition? 13 Q. Was the problen with Snyder discussed vhen wou
14 A.  He’s stlill in that positlon, 14’ started attending those meetings?
15 Q. During these meetings wvould wou discuss the 15 A, Yes.
18 number of cormplzints and the type of complaints you were 16 @. Was [t ever discussed vhat action they should
17 recelving related to Snyder? 17  take vith regard to Snyder?
18 A, Yes. 18 A.  Not specificelly.
18 Q. Could you describe what vas discussed about 19 Q. Why do you say not specifically? I don*t
28 |1t? 20 understand. What did you discuas about Shuder if not
21 A. Ray Stralt, before I attended and before he 21 uhat actions should be taken?
22 ratired, and thsn later musalf, would present a ueekly 22 A. Our deparinent and me specificaily, ve vere
23 conposite report of all customar-escalated tomplaints, 23 not in a recommending function. We simplv reported the
24 regulatory and nonregulatory, slamning and nenslanning 24 ueekly mumbers of complaints, and other pecple at the
25 complaints, end that vas the fornmat. 25 nmesting who had direct responsibility for the vendor,
— PAGE 14 —— PAGE 16
14 16
b Q. Wwas 1t ever brought to your attention that 1 Snyder, vere the ones dealing directly with Snyder. We
2 enplovees of Snuder may have been forging customer 2 were not.
3 salgnatures on letters of authorization? 3 @. Eho vere thosa persons?
4 A.  Yes. 4 A.  Ted Gilmore, Keith McGee, M-C-G-E-E.
B Q. When did wou first becoms svare of that? 5 Q. Anyone else?
[ A. I belleve it was March or April 1898. 8 A. They had staffs, but I don't recall all of
7 Q. What did you do about it vhen you found that 7 their names.
8 out? B Q. They vere in charge of managing the
: A. When vou say "uou,” do you mean me 8§ relationshlp vith Snyder?
18 specifically or our deparinent? 18 A. Yes.
11 Q. Both. Let's stari with you specifically. 11 - @ Uhat relatlonship did you have vith those two
12 A. I spacifically did not take action. I i2  persons?
13 assisiad Ray, because he vas still attending the mesting 13 A.  Very ninimal.
14 at that tima ~- T vas not -~ with compiling the veekly 14 Q. Do you Kknov vhather those tRo persons stilil
15 report that shoved slanning conplaints along vith all 15 are employed by GTE?
16 other complaints as before. 16 A. They are not.
17 Q. uhat vas Ray's reaction when you vere ~- I 17 0. Do you knov vhere they ars now?
18 assume that you told him that some of these complaints 18 A No.
19 dealt with forgeries of signatures. 19 Q. Does John Havens work in the Dallas area still
2 A. Yes. 28 for GIE?
21 Q. What was his reattion to that vhen you told 21 A Yes.
22 hin? a2 Q. And he’s still assistant vice president of GIE
23 A. He vas not pleased. 23 Long Distance?
24 Q. Did you ever have occasion to dlscuss with hin 24 A. His current title, I believe, is vice
25 what tupe of action you should iake about that, “you 25 president, Verizon Long Distance.
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Q. Wnhat services did Snyder do for GIE?

A. Hthnic marketing and sales for GIE Long
Digtance.

Q. Could you describe in a Little more detail
vhat that means?

A, It vas ny inderstanding that Snyder marketed
specifically to ethnic custonars to sell long distance
on SIE’s behalf in the forn of face-to-face sales and
telaphone sales.

Q. Doas Snyder still work in any way for BIE that
you‘re avare of?

A. Yes,

Q. What do they do now?

A. I belleve customer sarvice, call center tupe

Docket No. 990362-Ti
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1 Q. Do you know vhat they ware supposed to wear at
2 these functions? For example, at falrs did they vear
3 T-shirts that sald GIE on then?
4 A. T don't know.
5 MR. BOFFORD: Are you asking what they're
B supposed to vear or vhat they actually vore?
7 MR. BECK: Elthar.
B BY MR. BECK:
9 Q. Do wou Knov uhat they vere supposed tc wear?
18 A, I do not.
11 Q. Do you know whether they ever wore ball caps
12 that said GIE on tham?
13 A, I don’t know.
i4 Q. Do yob ¥now whether ihey vere representing

functions. 15 thenselves as representatives of GIE?
Q. Does that inciude telenarketing? 16 MR. NOFFORD: Objection. I think that
17 A. Not to my Kknowledge. 17 calls for speculation.
18 Q. You're aware at some point tovard the end of bl THE WITNESS: I don't know.
19  Movember of 1998 their foot sales were terminated bu 19 BY MR. HECK:
GIE; is that correct? 28 Q. Was there any discussions that uou ever
21 A. Ves, 21 attended where GIE people were concerned about the fact
22 Q. Did Snyder continwe to perfornm other marketing 22 that people may be getting or people may be thinking
23 type functions for GIE after that point? 23 that the Snyder employees are GIE enployees?
24 MR. ROFFORD: Are you talking about in 24 A. Ko,
25 Florida or angwhere? 25 Q. uere you ever in a nesting vhere It vas
— PAGE 1B — PAGE 28
18 28
1 BY MR. EECK: 1 discussed that the Snyder pecple were making GIE look
2 Q. Awuhers, anywhere in the nation. 2 bad?
3 A. I don*t know. 3 A. Not a meeting.
L @. You do know — correct me if I'n urong -- that 4 Q. If not at a neating, vhere else?
5 they did both foot sales and telenarkeiing during 1958. 5 A. I read letters fron customers where custopers
6 A. VYes, § sald that.
7 Q. And you're avare of the foot sales belng 7 Q. Do wou knov vhether GYE Long Distance ever had
8 terninated in Movember of *88. 8 an audit conducted of Snyder?
8 A Yes. g A. I heard mention of an audit. I don’t Know the
18 Q. Do you know vhen or if the telemarketing 18 specifics or the time franme.
11 functions were terminated? 11 Q. Vere you ever Involved in any meetlngs vhere
i2 A. No. 12 the results of an awdit of Snuyder vers discussed?
13 Q. Could wou describe how Snyder vent about their 13 A No.
14 foot sales, what sorts of things they did for GIE? 14 @. Were thers any states that you're avare of
15 A. I believe they nmarketed to ethnic customers luo 15 where uou vers not having problems with Snuder in
16 wvaus such fairs, setting up booths and displays in 16 connectlon vith forgeries of customer signatures?
17 supernarkets, ethnic-type events, special events, 17 A. Yes.
18 marketing. 18 Q. Where vas that?
19 Q. And they did this in Florida veli other 19 A. California.
29 states? 28 Q. Do you know why there were no problems in
21 A.  Yes. 21 California?
22 Q. Would they try to gel pecple to sisn letiers 22 A. It vas mu undersianding that California law
23 of authorlzation authorizing GIE Long Distance as their 23 required all sales to be verified via tape recording in
24 long distance company? 24 addition to LOA, which vas a quality neasure that
25 A. Yes. 25 ensured that there was not a slamning problen.
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1 Q. Do you know whether Snuder employees use cell 1 Q. And It vas never discussed at any of the
2 phones to do that sort of third-party verification in 2 veekly meetings that you atiended?
3 Califorpla? 3 A. Not that I recall.
4 A. I heard that they did. 4 Q. Ve nentioned briefly earliar sbout the
5 Q. Could you describe what that process entailed? S ternination of Snyder*s foot sales. That was done In
6 A. T don't Know the specific process for using 6 Florida tovard the end of November of 1998, was It not?
7 those phones. 7 A.  As I recall. yes.
] Q. Was it ever discussed that uou're avare of at 8 Q. derse you inwolved in any of the discussions
9 GIE vhether that type of systan should be employed in 9 that led up to that?
18 other states to reduce forgeries by Snyder? ia A. Mo
11 A. I believe it vas, 11 Q. Mr. Conmons, let me start asking you a few
12 Q. Uhy do you say you believe it vas? 12 questions about some documents If I could. What I*n
13 A. I knov that based on California having almost 13 going to do is refer to documents by Bate number pages.
14 no customer conplaints In regards to Snuder that 14 Thess are Bate stamps that were put on these documents
15 eanmployees of GIE vanted other states to emulate vhat vas 15 when they vere produced for us In response to requests
16 going on there as a Means of quality control. 1§ for production of documents.
17 Q. WUhat happened with that ldea? 12 Let ne start by shoving wou a document that's
18 A. Idon't know. I don°t knov if that idea 18 Bates stamped 16337. Let me hand thls to you and your
19 reached an executive level. 19 coumsel and ask If you’ve ever seen that document
20 Q. Was it ever discussed at the veekly meetings 20 Dbefore.
21 that you attended? 2l A Yes.
2 A.  MNot thet I recall. o Q. Could you describe vhat that document 1s?
23 Q. Did you ever have occasion to discuss that 23 A. This is a docurent I helped prepare for the
24 vith anycne at GIE? 24 ueskly executive mestings shouing Snydar complaints veek
25 A. With our Post-Sale Fulflllment group, I did. 25 by veek.
e PAGE 22 ——— PAGE 24
22 24
1 Q. Could you describe what brought about that i Q. Were you the first person vwho started this
2 conversation? 2 forn or was thls forn in exlstence before you started?
3 A. I vork hand-in-hand vith Post-5ale Fulfillrent 3 A. I vas asked to create this.
4 on a dallv basis to resolve all customer complaints. I [ Q. Can you recall the time frame?
€ worked clesaly with the manager of thai department dally 8 A. Spring 1538.
6 on all ]ssues, [ncluding Snyder. including slamning, and & 0. Was the first report of this type presented on
7 e strive to ensure every customer is satisfied. We 7 May 2nd, 19987
B don't llRe to gat complaints. The feuver complaints ve 8 A. I don’t recall, meaning —
9 sea, the better as far as ve're concerned. ] Q. If wou-ll look at the top row, it has some
18 Q. So you discussed this with the person at 18 dates.
11 Pest-Sale Fulfiilment? 11 A. Right.
12 A.  Yas. 12 Q. And the first date as I see it is May 2nd of
13 @. They weren't In any position to take any 13 1988.
14 action though, vere they, about that, or were they? 14 A. Yes.
15 A. Not to take actlon: to have dlscussions with 15 Q. Do you recall whather you were providing those
16  Snyder. 16 numbers that were used on that report?
17 Q. Was the idea that they might discuss with 17 A. T uas.
18 Snuder having them, Snyder, implement the third-party 18 Q. And this vas a report that vas vsed at the
18  verificatlon with cell phones? 12 ueekly meatings that you discussed earltier?
28 A, VYes, 20 A. Yes.
21 Q. Did anything ever come fron that? 21 Q. You started attending those weekly meetings In
22 A. Not to mu knouledge. 22 about -- or vhen did you start aitending the veekly
23 Q. Did vou ever discuss this with any of your 23 nmestings?
24 superiors? 24 A. Here, July 1838.
25 A. No. 25 Q. But you vere preparing this report prior to
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1  your actual aitendance &l the meetings, back 1nto 1 A.  Yes.
2 May 2nd of 1998; is that right? 2 Q. And that°s the form the customer would sigm
3 A, Yes. 3 that would suthorize the change of his long distance
4 Q. And vould wour boss then take this report to 4 company to GIE Long Distance; is that righi?
S mnmeetings. to your Knowledge? 5 A.  Yes.
] A. To ny knouledge, y=s. [ Q. Does number 1@ reflect the nationwlde number
7 Q. That would be Ray Strait? 7 for GIE Long Distance?
s 8 A.  VYes, 8 A, Yes.
9 Q. Did you design the columns or the fupes of 9 Q. Did woU provide the inputs for that report on
18 colurns that were gn the report? 16 frawdulent LOA’s?
11 A. Togethar with my director. 11 A. Do ¥ou mean the number?
12 Q. #Which is vhon? 12 Q. Right. Wuho would conpile those numbers?
13 A. Jos Callro, C-A-L-I-R-D. 13 A. I would.
14 Q. What's his Job? 14 4. Sso, for exanple, did you complile the numbar
1§ A. Director, customer relations. 15 that shoved ten fraudulent LOA*s for the wesk of
16 Q. I'a truing to picture vhere he fits In 16 May 2nd, 19887
17 vis-a-vis you and Mr. Strait. 17 A. Yes.
b} A. He was Nr. Strait‘s boss. 18 Q. And likeuise the number of 29 fraydulent
19 Q. The first rov under tupe is unauthorized 19 LOA*s for the week of Maw Sth; is that right?
20 change; Is that right? 29 A, VYes.
a2l A, Yes. 21 Q. DPid you ever have any discussions with
22 Q. And then there's a numbar of subheadings undar 22 Nr. Strait or wour director about having that many
23 that: Is that right? 23 fraudulent LDA’s?
24 A Yes. 24 A, VYes.
25 Q. Okay. Is the idea that each of those 5 Q. Could you describa those dlscusalons?
— PAGE 26 — PAGE 28
26 28
1 subheadings would add up to the total of the 1 A. I don"t recall the specific dlscussions. Ue
2 manhorizad changes? 2 agreed that these numbers vere higher than we had seen
3 A Yes, 3 before.
4 Q. And under unauthorized change you have 4 Q. Did any of you discuss vhat should be done
S subheadings for fraixiulent LOA. LOA exists, customer S about that?
6 nisinfornmation, Snyder rep error, other: 18 that right? [ A. Not specifically. We relied on the direct
7 And then there's more rous after that. 7 owners, so to speak, of the vandor to take care of the
8 A. Custoner nisunderstood. 8 problen.
9 Q. Whose deciston was it to nake a rov that said 9 Q. That would be Ted Gilmore and Keith McGee?
19 frawiulent LOA7 10 A.  Yes.
1 A. I don’t recall specifically which individual. 11 - @, Wers they glven this Informration as vell?
12 Q. But thai decision would have been nade ln 12 A. VYes.
13 conjunction with yourself and your director; s that 13 Q. Hov vere they glven this Infornatjon?
14 right? 14 A. They attendad the weskly meetings vhere this
15 A. VYes. 15 chart vas presented.
16 Q. What did you nean by fraudulent LOA? 18 €. Wes John Havens the senior person vho attended
17 A. Meaning after the investigation by Post-Sale 17 thess weskly meetings vhere this chart vas presented?
18 Fulfillment, at the closurs of the complalnt the 18 A. No.
19 custiomer maintained that the LOA vas lndeed fraudylent. 18 Q. ®ho vas the sanlor parson?
28 G. And vould that be the conclusion of GIE as e A. Chris Ovens.
21 yell at that point? 21 Q. Who is Mr. Ovens?
22 A. Yes. 22 A. Former preslident, GIE Commumications; and his
23 Q. On May 2nd it lists ten fraodulent LOA’s. 23 successor attended the veekly mestings after he left
24 Just for the record, LOA stands for letter of 24 that pesition, Pam Jacobson.
25 authorization, does it not? 25 Q. Could you give me the tinme frames vhen
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1 K. Ovans and then Ms. Jacobson attended those meetinga? 1 ternlnation of foot salas In Florida?
2 A. I don°t recall specifically vhen the changs fn 2 BY MR. BECK:
3 Jobs took place. 3 Q. Florida in this instance.
4 Q. Uhen you started attending the meetings in q A. After it had been done, wes.
S July of 1888, which of those two persons uas attending? S Q. What was the pature of those conversations?
6 A. I believe Pan vas; If not immedlately, shortly g A. Snyder 1s no longer making foot sales in the
7 after I started poing to the meetings. I don’t recall 7 state of Florida.
+«=8 the axact time frame vhen they changed Jobs. B @. Just to clear this up, all foot sales have
9 Q. Hov long did these veekly neetings go on? Do 9 been terninated by Snyder nattonwide for GIE; ls that
14 thesa ueekly meetinge still teke place? 1 right?
11 A. The last of these meetings vas held two veeks 1 A,  Today?
12 ago, and it's my understanding that the format 18 being 12 Q. Yes.
13 revisad to reflect the recent merger between GIE and 13 A,  That's my understanding.
14 Bell Atlantic. 14 Q. Can you glve us a time frame for vhen their
15 Q. Are wou still attending these neetings? 15 actlvities of foot sales on behalf of GIE Long Distance
16 A. T was untll the last one. 16 were terminated? What was the sequence?
17 Q. So you've attended these meetings continucusly 17 A. Bv ssquence You mean --
18 fron July of *S8 unti] two weeks ago? 18 Q. They were terminated In Florida at one point
19 A.  Yes. 19 but other states at other points?
=) Q. And the norn was that the president of GIE 20 A. T beliaeve sa, but I don’t know the time frana
21 Connunications attended these meetings, whoever that 21 for the other states.
22 parson night be? 22 Q. Uas Florida the First state, 1f you know?
23 A. Usvally for at least part of the mesting. He 23 A. As T recall, Flerida vas pot the first state.
24 or she did not conduct the meeting. 24 Q. To your recollection, what vas the first
25 Q. Who would conduct the meeting? 25 state?
w PAGE 38 . PMGE 32
3 32
i A. John Havens. 1 A. I belleve Nev York vaes the first state.
2 Q. The then-sssistant vice president of GIE Long 2 Q. Do you recall hov nuch socner or how nuch
3 Distance. 3 earlier that vas than Florida?
4 A. Yes. 4 A. Mo,
5 Q. To your recollection, did the president of GIE S Q. Do you know whether Plorida vas next after Neu
& Commumications ever ask quastlons at these meelings & York?
7 concarning the fraudulent LOA's listed on the report? 7 A. I don't know.
a A, Yes, 8 Q. When you started attending these meetings in
9 Q. Could you describe vhat types of questlons 8 July of 1998 vere VoU ever questioned ahout the
18 were asked? 18 frawdulent LOA’s?
11 A. As Irecall, she would ask Mr. Gilnore and 11 A. CGuestloned meaning what did this mean or what
12 M. McGae what sorts of quality control measures vere 12 did the custoner say?
13 going to be put into place to ensure the number of 13 Q. Anything about then.
14 complaints reduced. 14 A. Generally, no. I think everyona in the
15 Q. Do you ever recall talk at these neetings 15 mesting understood what this meant, fraudulent LCA, and
16 about terninating GIE‘*e raiaticnship vith Snuder? 18 there uvas penerally no further discussion in those
17 A, No. 17 meetings about It.
18 Q. And I guess K. Gllnore and Mr. McGee would 18 Q. And by vhat everybody generally understond.
19 talk about qualiiy improvemants measures they vould take 19 does that neanh forgery of a custiomar’s signature?
28 to try to redice the number of fraudulent LODA-g; is that ae A. I believe so.
21  right? 21 Q. Do you see some handuritten notes on this
22 A. In a general sense, yes, 22 document?
23 Q. You don’t recall the ternination of foot sales 23 A. Yes.
24 ever being discussed at these neetlings? 24 Q. Did you vrite those notes?
-] MR. WOFFORD: Are wou talking about 25 A, Yes, I did.
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b Q. Could wou describe vhat the notas mean? 1 companies that has a speclal spot on this report?
2 A. As I recall, and I'm relying on memory, these 2 A. Yes.
3 are notes that I took onto this chart at the meeting 3 Q. Why is that?
4 itsalf to note some sort of quallity improvement action 4 A. The voiume of complaints.
§ on the part of Snuder to improve quality or reduce the 5 Q. And youcll notice one of the rows for Snyder
6 number of complaints. 6 originating orders is unauthorized change?
7 Q. Do gou recall vhen this chart would have 7 A. Yes.
L‘AB been -- which neeting this chart related to? B Q. What would Do inclidad in that?
| A. This specific chart related to complaints 8 A. Customers claining they did not order GIE Long
1& through the week of October 18th, 1998, and vould have 18 Distance Mt recelved it.
11 been presented at the weekly meeting following that 11 Q. Let me go back to the earlier documant, which
12 week. 12 is 18387. Why did you retroactively fill in the blanks,
13 Q. So those notes vould have been Made toward the 13 as it vere, on this forn?
14 end of October of *98. 14 A. At the directlon of my director, [t vas felt
15 A. Yes. 15 that to make the information easler to read, easier to
16 Q. I'a golng to show You a document Bates stamped 16 understand, taking this plece here --
17 16271 entitled customer escalation speclfics. 17 @. This pleca here referring to 162717
18 Mr. Coamons, do you recognize this document? 18 A. Thls box.
18 A. Yes. 19 Q. The rlght-hand box on tha! page?
22 G. W¥hat’s the purpose of this document? 28 A Yes.
21 A. Thls vas anh sarller verslon of a document 21 Q. Okay.
22 ahouing complaints vweek by veek., And looking back on 22 A. Creating a big plcture page for it, the
23 this nov, I realizs that the previous document was, even 23 information would be sasler to track and monltor.
24 though [t dates back to I belleve May *S8, was not 24 Q. Do you recall vjth more speciflicity vhen the
25 created In May of *S3. We vere actually going 25 first document ve discussed, which 18 18327, vhen that
e PAGE 34 — PAGE 36
34 3B
1 retroactive with the nunbers on that. 1 wvas created?
2 Q. Let’s go back to the previous document, which 2 A. I believe around Septenber 1998. T apologize
3 is the document -- 3 aogaln for the confusion.
4 A. 1 apologlze for the confusion. 4 Q. TIt’'s been a vhile.
5 Q. Let's get It straight. The document Bates 5 A. It has.
6 stamped 18387 that ve wvere discussing earlier, when do B Q. This more recent document, tha one that’s
7 vou recall that document being created? 7 16271, this says It vas lmst updated August 25, 1298; is
8 A. Fall 19s8. 8 that correct?
] @. This document didn’t exist when you startad 9 A. Yes.
18 attending the meetings in July of *987 18 Q. Under the findings for ths veek ending
11 A. This document did. That one did not. 11 August 15th, there’s a number of what look like
12 Q. By this document, wou mean 16271 existed but 12 footnotes, but correct me if i1t's some other thing,
13 18387 did not? 13  which say fraodulent LOA. Can you tell me hou those
14 A. Correct. 14 relate to the chart?
18 4. Okay. Let’s dlscuss this, vhich is Bates 15 A. For the veek ending August 15th, 11 complaints
16 stamped 18271. You have a speclfic section on here for 16 wvere recelved by our office from customers claining that
17 Snyder originating orders; 13 that right? 17 they were slammed. The subsequent investigatton of
18 A. VYes. 18 these 1i complaints shoved a breakdown of four
19 Q. Snyder vasn't the only group or company that 19 fraudulent [OA's, thres LOA’s existing but the customer
2¢ wvas nrarketing for GIE Long Distance, 1s {t? 28 having not revieved it, tvo still under fnvestigation,
21 A. No, they were not. 21 one an Issue of a customer’s wife, and a flnal one with
22 Q. Do you recell about how hany other coMpanies 22 another LOA existing contalning information for another
23 vere marketing for GIE? 23 custoner.
24 A. I don't know. 24 Q. Do you recall vhen you started using this
25 Q. Is Snyder the onlv one of your marksting 25 ferm? DMd It exist when you started attending meetings
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1 In July of *887 1 A. T don't recall. If this report vere presanted
2 MR. BOFFORD: Oblection, compound. 2 during the veeks reflected here, I vas not part of the
3 You’ve got a couple of questions In there. 3 meeting at that point.
4 BY MR. BECK: 4 MR. WOFFORD: Charlle, are wou done with
5 Q. Do you recall when you started Using this 5 that document?
6 forn? g MR. BECK: Yes.
7 A. I believe that thls forn or something similar 7 MR. WOFFORD: Let°s take a break.
~~g 1p it was In place before I attended the mestings. B (Brief recess.)
9 Q. Were you providing the numbers that would be 8 BY MR. BECK:
18 used in the preparation of this fornm even before wou i» Q. Wr. Commons, I vas asking you about a number
11 started attending the meatings? 11 of documents that come under a cover document, vhat
12 A. As T recall, yes. 12 appears to ba -- it sauys customer ascalations vith a
13 Q. To the extent you recall, do wou racall when 13 letter C in front of (1. See, I'm ahoving you Bales
14 you started having a separate section on these reports 14 page number 16267.
1S just dedicated to Snyder crlginating orders? 15 A. Yes.
16 A. I don*t racall. ie Q. I’m about to start golng over soma that have a
17 Q. I'mgolng to hand you a document. It’'s Bates 17 cover of B, custorer relations reports. I'm refarring
1B stanped nunber 16284, and 1t*s customer escalatlion i8 to Bates stamped page 15729. Do you sea that?
13 sepecifics. This page has Informatlon for the veeks 19 A. Yes.
20 ending May Sth and May 16th. 1398, does it not? 20 Q. Do these categories of docunants come fron
21 A.  Yes. 21 some larger report that has vartous sections, A, B, €
22 Q. But [t shous at the bottom that this was 22 and so forth?
23 printed on Septermber 24th, 1988; Is that right? 23 A. Idon't know. I'm not famlllar speciflically
24 A. Yes. 24 with those letlers.
25 Q. Why ia thers that time difference betveen the 25 Q. And you're not famillar with sone kind of
. PAGE 38 e PAGE 48
38 48
1 time the form vas printed and the weeks that are being 1 nmajor category vhere there would be other letters and
2 revieued [n the repart? 2 other sections or soneplace vhere these are maintained?
3 A. I don’t know. 3 A. DNo.
4 Q. Would this report have been in existence then 4 Q. Are you familiar vith a tupe of document
S5 In May of 18987 S called customer relatlons reports (n peneral? Let me
6 A. It appears so. & let you Just get an overview. Look ihrough Bates
7 Q. The numbers that are on this report and even 7 stamped pages 15748 through 16266, |f you would, lust to
B the previous ones, do these Involve all complaints about 8 get a faniliarity vith the tupes of documents that are
9 Snyder recelved by GIE Long Distance or is it only the 9 here.
18 nonregulatory anes? 10 A. Yes, Ian.
11 A. All complaints recelved by our department. 11 Q. Could you describe what these reports are and
12 Q. So wvhether it vas recelved ln regulatory or by 12 uvhat theu reflect?
13 directly to the company, 1t would be Inciuded In this 13 A, These wveekly reports reflect category by
14 report; 1s that right? 14 catesory the custoner complzints veek by week, Including
15 A, Yes. 15 customer name, phone number, and nature of the
i Q. And it vould be for the entire nation, not i6 complaint.
17  Just Florida. 17 Q. §ho prepared these reports?
18 A. Correct. 18 A. Post-Sale Fulfillment.
19 Q. And do you sea yhera there’s under 18 Q. What vad vour involvement, IF amw, in the
28 unauthorized —- there‘'s unauthorlzed changes under 2@ preparation of these reporis?
21 Snyder. 49 listed for the veek of May 9th and 47 for the 21 A. I used the Infornation on this report together
22 veek of May 16th; is that right? 22 with a reporting department in my building to generate
23 A. VYes. 23 ueekly Excel charts.
24 Q. Do you recali anybody having any reactlon to 24 Q. Would that include the documents ue were
25 the numbers of that magnltude? 25 looklhg 8t earlier in the depositlon?
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i A, Yes. 1 Q. Do wou recall when that startad?

2 @. This Is like a source document in a sense for 2 A. Eilther late spring or early summer 1998.

3 the reports wa've been dlscusaing earlier? 3 Q. When you sald eventually, I mean, Vas thers a
4 A. Yes. 4 time befors thal vhere you vere only doing it on

S Q. Whan did you have any responsibility for — I S occasions?

€ understand you had responsibility for revieving these 6 A. I vas not uriting words at the beginning of
7 reports then at least and making — did vou have 7 the usar because thera was no report fn which that

t~+~8 I'esponsibility other than preparing the charts ue talked B8 Infornmation was requested.

8 about earller vith respect to these customer relations 9 Q. When vas the first time vou did that, to your
18 reports? 18 recollection? And by that I mean start uriting conments
11 A. Mot specifically, no. 11  such as these vherse you say frawd.

12 Q. Io you they vere Just a source For conpiling 12 A. As best I can recell, it vas around Msy —
13 other reports? 13 April or May, 1898,

14 A, Yes. 14 Q. Other than the reports ue dlscussed earller,
15 Q. Let ne show you Bates stamped page 15743, 15  wvere there any other vay you communicated this type of
18 which is one of the customer relations reports, I 16 Infornation to others In the company that you vers
17 Dbellieve, for the veek ending April 25th, 1998. Do you 17 deternining fraud vas the root cause of these
18 &8s handuritten notes on the side that say fraud? 18 complaints?
19 A.  Yes. 19 A.  Yes.
2¢ Q. Do you knovw who wrota those? 29 Q. Would you describe thea, pleass.
21 A. T dld. 21 A. The ethnic marketing channel managenment group
22 Q. Could you describe vhat brought wou to write 22 headed by Keith McGes and Ted Gilmore would on occasion
23 those comments on the side? 23 ask for this type of information fron owr department,
24 A. Ihls report includes all complaints as they 24 and ve would forward it to then via e-mall.
25 are received, as they close. and Post-Sale Fulfillment 25 Q. Do you have that e-mall where you forvarded
r._ PAGE 42 — PAGE 44
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1 had a five-day turnaround to close nonregulatory 1 that tupe of information to thenm?

2 conplaints and a ten—day turparound for regulatory 2 A. I don’t know if It exists [n the systen any

3 conplainta. We have & shared database batueen our group 3 longer.

4 8nd the Post-Sale Fulfillment group tn wvhich they updats 4 Q. Are uou avare of any steps that have been
S the information, and each time they close any of these S taken to retain e-mail related to this cause or this

6 complaints they put Into the body of the database a root 6 lespe?

7 cause for the complalnt. T pulled Informatlon from that 7 MR. WOFFORD: Are you asking about

8 electronic database to write these vords. B retaining e-nail or try to find e-nail?

g @. Is a portion of the root cause shoun on this 9 BY MR. BECK:

18 report? 12 Q. Retaining it.

11 A. 0On tvo of these complaints, yes. 11 - A, Hot specifically, no.

12 Q. Uhat column would you see the root cause? 12 Q. Do you recall about hou many tines you may
13 A. Correctlve action and disposition. 13  have sent e-nalls to the ethnic marketlng nanagers about
14 Q. Do these reports only show in some cases only 14 fraud?

15 a portion of the root cause? In other uords, 1t’s being 15 A. As best I can recall, betueen flve and ten
16 restricted by the amount of space there Is to print? 16 times.

17 A. Yes. 17 Q. Do wou recall the time frame that that vas
18 Q. So vhen you were looking at those reports, vou 1B done?

19 could pull wp the entire root cause dascription. ig A. I belleve early summer 1928.

28 A, Yes. 20 Q. Through vhen?

21 Q9. Do you recall vhen you mads these notes about 21 A, Summertima, perhaps into early fall.

22 fraud on this documant? Nould you do {t on a recurring 22 Q. Of 18887
23 Dbasis or vas it one tine or vhat? 23 A.  Yea.

24 A. Bventually I did It on a veekly basis to 24 Q9. Why do you think it ended in early fall?

25 produce the veekly reports ve revieved earlier. 25 A. I believe the infornation on the expanded
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1 reports ve looked at sarlier, the full-page report gave 1 Q. Does that mean for this week thers vere 34
2 enough people enowgh Information to where they felt that 2 unauthorized changea?
3 wvas enough. 3 A. 3 conplalnts of unsuthorlzed changes.
4 Q. Lat ma show you Bates stamp pege 15747, If 4 Q. And to determine vhether they wera valid
5 you can, I'd like to relate to the date that these refer 5 conplaints or not, what vould you do?
6 to. IYs this for the week ended April 25, 18987 6 N.  Post-Sale Fulflllnent investigated each one of
7 A. No. 7 these until a resolution vas reached.
] Q. Uhen Is it for? 8 Q. Do you see written comments on the sida of
9 A. These show complaints received May 4th, Sth, 8 this page, page 157537
1 6th, and 7th of *83, s0 that vould hava been the week 19 A, Yes.
11 ending May —- 11 @. Are those your handuriting. toa?
12 Q. May 8th? 12 A. Yes.
13 A.  Probably. 13 Q. You'll sees some places ft Just says FR. Do
14 Q. A does this shovw that you had 74 14 ¢ou e that?
15 unauthorized changes the veek of May Sth, 19887 15 A. Yes.
18 A.  VYes. 18 Q. Is that shorthand for fraud also?
17 @. Nov. wou had access to the database that 17 A. I believe so.
1B contained thls tnformation; is that right? 18 Q. Let me show you page 15T64. This page shovs
19 A. The information on here? 19 15 unauthorized changes for 2 week in June; 1s that
28 Q. Yes. 28 right, of 987
21 A. Yes. 21 A. Yes.
22 Q. Who else beside you vould have had access to 22 Q. The 682, does that mean it was closed on
23 that information? 23 June 2nd, or vhat does that mean?
24 A, Post-Sale Fulflllment. 24 A. 582 13 a complaint code used to define the
25 Q. Which Is In the local company; right? 25 nature. It*s basically & subheading within the broad
’_ PAGE 46 — PAGE 48
46 48
1 A. Rlght. 1 category unauthorized change., I believe 682 is used to
2 Q. Who else at GTE Long Distance would have had 2 nmean in the database customer clains he or she did not
3 access to that information? 3 order GIE Long Distance and is clainlng slanring.
4 A. Other menbars of my departmant. 4 4. There's also a code 6@3. Do you recall what
5 Q. Could you nane them? 5 that 1s?
B A. Ray Stralt, Karen Turner. 6 A. As I recall, |t means customer clalms that ha
7 Q. And that’s an online database? 7 or she vas slanmned avay fron GIE Long Distance by
8 A. It's special softwars, has to be installed on B another company.
§ each individual‘s computar, and only our departpent 9 Q. DOne of the notes that appears on occasion is
12 utilized the systen. 16 LOA exists. Do you recall that?
11 Q. But it vas updated continuouslv more or less? 1 A.  Yes.
12 A. Dally. i2 Q. What does that nean?
13 Q. Would any of your higher-ups have access to 13 A. That means based on the Information in the
14 that database? 14 database, the customer clained he or she was slamned.
15 A. No. 15 GTE obtained from Snuder a copy of an LOA that was usad
16 Q. Again, Just so I understand the format, on 16 to change the customer’s long distance service to GIE.
17 the top of each category vhers it had unauthorized 17 The customer either hasn’t or couldn-t review that LOA
18 change -- and I'nm shoving you Bates stamp page 15753 —— 18 to ver|fy vhether or not that vas his or her signature.
13 this column, It states at the tocp -- 18 it unauvthor]zed 19 Q. wWould further actlon then be required part
28 change? 28 of the Investigation to determine vhether it vas a
21 A, Yes, 21 forgery or not?
22 Q. CHG for changa? 22 A. Post-Sale Fulflllment would try a plnimm of
23 A. Yes. 23 three tlnes to reach the customer after obtaining that
24 Q. And that relates, and there’s a number 34. 24 LOA. If they failed and absolutely couldn°t reach the
25 A. Yes. 25 customer or the customar sald I don*t vant to see it,
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1 the issue would be closed. 1 case Mrs. Hunter, the customer naintained the LOA was
2 @. Would wou close that as framdulent or not? 2 fraudulent with her late husband s alleged signature on
3 A. No. We vould close it as LOA exists. 3 it, vhich, according to her, he could not have signed
4 4. Fron that would you deternine -- uas there any 4 because he vas deceased.
5 detarnination one way ot tha other uhether in sich an 5 Q. Do you recall nentloning that case to anybody?
6 instance there vas a forgery? 6 A.  Not speclflcally, no.
7 A. There was no determination made on those. ? Q. The next page, page 15817, has notes about the
48 Q. Were all those cases vhere the customer 8 husband dead for six years. Do you see that?
9 clalmed that they did not authorize the change? ] A. Yes.
19 A. I belleve s0. 1 Q. And would the explanation be sinilar to the
11 Q. And thew Just never revieved the LOA that was 11 onhe you juat gave except In this casa the purported
12 produced by Snyder. 12 signature is that of a person vho had been dead for six
13 A. Right. 13 years?
14 Q. I°ll hand you page Bates stanp 15789. Do you 14 A. Yes.
15 agea there appears to ba two different tupes of 15 Q. You don*t recall mentloning cases like that to
18 handwritten notes on this page, one in a darker felt pen 16§ any of your co-vorkers or superlore?
17 and another regular pen or ink? 17 A. My co-uorkers and muself did discuss isayes
18 A, Yes. 18 Like this. It vas not discussed a rule in the veekly
19 Q. Do you recall who made vhich of these marks on i3  executive neetings.
28 this page? 20 Q. Why?
2l A. I believa both of these markings are nins. 21 A. Our role uas not to nanage the vendor, to
22 Q. %hy do some appear in a darker pen than the 22 nanage Snuder. Ue relied on the reports to shov the
23 othars? 23 number of alleged fraudulsent LOA’*s. We vere not given
24 A. TIdon't knov. As I recall, the notes nmay be 24 that meeting as a forum to make commentary such as that.
25 fron two different days sinply using a different pen on 25 Q. WNere you provided any other forums for meking
— PAGE 58 — PAGE 52
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1 one day thap another. 1 cormentary on what you were discovering?
2 Q. Do you see one that says, "no - heart attack"? 2 A. Conference calls vith Snuder, yes.
3 A.  Yes. 3 Q. Did you ever nention to wour superlors at any
4 Q. Could you describe vhat that meant? 4 time that you vers finding cases vhere the purported
S A. That is my handuriting. I do not recall vhat 5 signature on LOA's wera those of pecple who had Deen
& heart attack means, 6 dead for years?
7 Q. I'd like to hand you Bates stamp page 15883 7 A, VYes.
8 and ask you to look at the handurltten statements on the 8 Q. To vhonm did you say that?
9 top right side of that page. q A. Our dirsctor, Joe Callro, was involved with
bl A, VYes. 18 this lissue.
11 @. Could you describe vhat’s meant by the 1 Q. And he vas up tuo levels above You In
12 handwritten noiles on ihat page? 12 nmanagement?
13 A. I don°t know. It |sn*t my handuriting. 13 A Yes.
iq Q. Do you recogni2e the handuriting? 14 Q. I'nsorry. You probably told me earlier. 1Is
15 A.  No. 15 he still employed by GTE?
16 Q. I'll hand you page 15816 and ask you to 1look 16 A, Yes.
17 at the handvriting on the bottom. Is that wour 17 Q. And his position now is what?
18 handwritina? 18 A.  Director, custoner relations.
19 A. Yes. 18 Q. And you recall or do wou speclfically recall
20 Q. Do you ses whera it says, "I believe husband 20 mentioning Instances such as that to hia?
21 dead for two years"? 21 A. Not specifically, no. It vas general
2 A. Yes. 22 department dau-to—day discussions about complaints In
23 Q. Do you recall vhy yov nade that nota? 23 general, this being part of it.
24 A. Hassed on the Informatlon in the database after 24 Q. Do you know who Joe Caliro reported to at that
25 Post-Sale Fulfillment talked to the customer, tn this 25 time?
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1 A. In 18987 1 Q. And do you recall the tine frame of those
2 Q. Yes. 2 calls?
3 A. I'mnot sure. I balieve Kevin Snyder. no 3 A. As best I can recall, early summar 1838
4 relation. 4 through about the end of 1898. I uas not on every call.
5 Q. ¥hat vas Kevin Spyder's position? 5 Q. What vas the topic of those calls? Generally
1} A. Vice president. 6 frawl, Snhuder?
? Q. Of vhat? 7 A. Complaints as they related specifically to
oo g A. GIE Cormrumications, I belleve consumer markets 8 Snuder, both elamning and nonslamning.
8 or general markets. Actually, before Kevin uas Jody 8 Q. ¥ould you relate vhat wou vere distovering
12 Bilney. Again, I'm not sure of the time frame for those 1g about the complaints concerning forgeries of customer
11 two bosses of his. 11  slghatures?
12 Q. And would thew be at the same management level 12 A. Together with Post-Sale Fulfillment, I would.
13 as John Hawens or vas John Havens a higher level of 13 Q. hat vas Ms. Fields® reaction to those
14 nmanagement? 14 disclosures?
15 A. Their title uas vice president. His title vas 15 A. She vas as concerned as va wera.
16 asssistant vice president. 16 Q. Do you recall any actions being taksn during
17 Q. Thew vere higher. 17 any of those conference calls?
18 A. Technically It vould sppear so, yes. 18 A. I recall Snyder assuring us on both the weekly
13 G. But vou don*t knou? 13 qualliy calls ang the monthly quallty calls that they
29 A. I dom’t Kknow. 28 vere taking measurss to eliminate the problen.
21 Q. You mentloned earljer the two people who wers 21 Q. I'ngoing to shov you B number of documents
22 in cherge of nanaging the Snyder contract, Ted Gilnore 22 that are Bates stampad 16638 throumh 16745. They appsar
23 and Kelth McGee. 23 to be titled GIE LD slamning combplaints. I want to just
24 A. VYes. 24 generally ask you if wou're famillar with these forns,
25 Q. Were there others vho had other types of 25 A. I have ssen thls. I don't recall for what
p— PAGE 54 e PAGE 56
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i responsibllities related to Snyder that wou're avare of? 1 purpose it vas created.
2 A. Ted and Kelth had staffe of adninlstrators or 2 @. Were you involved at all In the creation of
3 hanagers who Worked directly vith Snuder. 3 this report or supply any of the data Iln the report?
4 Q. DO yov know whether any of those persuns are q A. I don’t remsnber.
5 stlll enploved by GIE? 5 Q. Do you knov who prapared this report?
] A. T belleve at least one [s. [ A. No.
7 Q. WNho's that? '_ 7 Q. Do you know to whom it might have been
B A. A Flelds. 8 distributed?
g Q. She was in one of the sections of elther Ted 9 A. I don't know.
18 Glimore or Kelth McGes? 12 @. DOne of the columns on the report Is listed as
i1 A, Yes. ) 11 NID. Would wou know what that neans?
12 Q. Do wou know vhat her Job vas? 12 A. 1 dont repanber uhat NID stands for.
13 A. I don't recall the title. 13 Q. Have you ever received any slamning corplaints
14 Q. Do you recall vhat the job entailled, though? 14 that relate to actions taken at phone narts tn GTE’S
15 A, Quality. 15 territories?
18 Q. Dbid you evar have occasion to discuss what wou 18 MR. WOFFORD: You mean any territory cr
17 were finding vtth her? 17 in Florida?
18 A. Yes. 18 BY MH. BECK:
19 4. Could you describa thosa conversations? 19 Q. Any terrltory flrst.
28 A. Those vers generally in the context of 28 A. Have I received informatlon about such
21 conference calis betusen Ann, myself, Post-Sale 21 complaints?
22 Fulfillment, and Snyder. Ann facllitated the calls. 22 Q. Yes.
23 Q. Do wou recall about hov many such conference 23 A Yes.
24 calls you participated in? 24 Q. What information have you recejvex?
25 A. Ten or so. 25 A Infornation that a customer In an area where
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1 &IE has a phone nart alleging that he or sha vas slammed 1 Posi-Sale Fulfillment providing some 1998 regulatory
2 Dby the phone mart. 2 Snyder complaints by agency.
3 Q. Did vou ever have occasion to -- again, those 3 @. Do you recall the purpose of the e-mall?
4 would be investigated by Post-Sale Fulfillment of the 4 A. No, I don't.
5 local telephone cormpany; is that right? 5 Q. Are wou faniliar with any of the other
[ A.  VYes. 6 documentis In this package?
7 Q. Have you ever had occaslon to reviev any of 7 A. I don't recall seeing 17286. It appears it
—+@ those relating to phone marts? 8 could possibly contain information from the
9 A. Occasionally. 9 aforementioned e-mail. I do not recell these pages.
18 Q. M in Florlda that you recall? 10 Q. You're referring to 17287 reflecting a Snyder
11 A. Ibelleve I recall one In Florida. 11 meeting about slamming?
12 Q. ¥nhat do you recall about that? 12 A, Yes,
13 A. As best I can recall, a customar in Florida 13 Q. Do you recall any meetings that you night have
14 claimed that he or she never ordered BIE Long Distance 14 attended relating to Snyder and slamming specifically?
15 and yet was changed to GIE Long Distance regardless. 15 A. Sngder slaming st any tine?
16 When Post-Sale Fulfillment did their investigation, they 16 Q. Well, a nesating specifically dedicated to
17 cobtained an LOA submitted to GIE by a GIE phone nmart 17 slanring by Snyder.
18 vith a customer’s signature. The customer nalntained he 18 A. I recall one such neeting.
19  or she did not sigm it. 18 Q. Could you describe that?
20 Q. Okay. That did not involve Snyder, did it? 2 A. It vas a meating held in fall 1938 to address
21 A. HNo. 21 Snyder complalnts, specifically Snuder slanning
Frd Q. Do you recall vhat disposition vas made of 22 complaints, and to ralse avareness of the [ssue.
23 that complaint? 23 Q. Who called the meeting; do wou recall?
24 A. I believe the enployes vas elther put on 24 A. As I recall, Karen Iurner.
25 disciplinary actlon or fired from the phone mert. 25 @. Do you recall other persons who sttended that
— PAGE 58 e PAGE 68
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1 @. Do you recall which phone mart it vas? 1 meeting?
2 A. No, Idon't. 2 A. As bast I can recall, along with Karen and
3 Q. Do you recall the custoner’s name? 3 nmyself, Liz Smith froa Post-Sale Fulflllment, Jo Ann
4 A. Ko 4 Peters from GIE Netvork Services, and David Gadino from
5 Q. Do you ever racall revieving a customar namad 5 GIE.
6 Janes Broun? € Q. Vho is David Gadino?
7 A. Idon't recall that nama. 7 A. I belfeve ha is an attorneg.
B Q. I’mgolng to shov you a document Bates stamped B Q. Could you dgescrlbe vhat was discussed at that
§ 16967, It°s entitled GIE Communicatlons Corporation 3 nmeeting?
18 customer complaints involving Snyder Commumlcations, 12 MR. YOFFORD: Before you do, let me go
11  Inc. Have you ever seen that form before? 1 ovar -- can you read back his previous
12 A. No, not that I can recall. 12 ansver?
13 Q. So you would not knov the purpose of this 13 tThe record vas read by
14 report, uould wou? 14 the court reporter.)
15 A.  No, I would not. 15 MR. WOFFORD: Glve me 8 mMihute here.
18 Q. I*ll shov you a series of documents that are 16 {Brief recess.)
17 Bates stanped 17283 through 17216 and ask wou whether 17 MR. WOFFORD: Back on the record,
18 you*ve seen thesa documents before. 18 Mr. Beck, the witness has specified that a
18 A. 1Ihe first five pages I do not recall. This, I 19 neet ing took place and that 1t vas attended
20 recall. It’s an e-nzil to me. 28 by, among other people, inhouse counsel for at
21 @. And vou're referring to a Bates stamped page 21 that time GIE. After conferring ulth the
22 17285; |s that right? 22 vitness. I'n going to instruct hin not to
23 A.  Yes. 23 ansver questlons about the substance of the
24 Q. Go ahead. 24 discussions in that meeting on the basals that
25 A. 1This is an e-nail to me from an employse of 25 it contailng attorney~cllent privileged
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1 naterial. 1 or Snydar. I believe all three have been involved at

2 BY MR. BECK: 2 sone point In perforning some call centar functions.

3 Q. Mr. Commons, I'm going to give you Bates 3 Q. And does call center generically refer to the

4 stanped page 17228 and ask you If wou reccgnizs that. 4 place vhere psople call for questions related to thelr

5 A. Mo, I do not. § Dbill and so forth?

8 Q. I'ngoing to hand you page 17436 and ask you [ A, Yes.

7 1f you recognlzs that. 7 Q. XNou, this chart shous -- let ma gsk you, vhat

[ A. I don"t recall this specific Interoffice memo, 8 does tha chart show?

8 althoush my name [s on it as one of the distribution 8 A. I did not create this chart. As best I
18 list people. 18 recall, my previous manager, Ray Stralt, created this
11 Q. Do you recall the purpose of the menc? You 11 chart. I don’t knov for vhat purpose or for vwhat
i2 don’t recall 1t at all? 12 meeting or for vwhat audience. It appears to show month
13 A. I do not. 13 by month the volume of calls per day recelved by the
14 Q. Okay. I'm going to hand you page 17437 and 14 Wentzvilla center beginning in Avgust 1397 and running
15 ask you if you recall that report. 15 until April '98.

16 A.  No, I don’t. 16 Q. Does it shov wou that the nunbers Increased
17 Q. I'n going to shov you a chart on page 17445 17 shortly after Snyder started salling?

18 and ask 1f you've ever seen that before. 18 A. Yes, it does.

18 A. 1 bellave T recall seeinm this at one point. 18 Q. You had no connection vith Ray Strait creating
28 Q. This chart I3 entitled total Wentzville calls 28 this chart?
21 per day; Is that ripht? 21 A. Not that I recall.
22 A. Yes. e2 Q. I'm going to shov you page 17446 and ask you
23 Q. what is Wentzville? 23 if you recognlze that.
24 A. Wentzville Is a city -- I forget the state 24 A. I do not recall seeing this chart.
25 it's |n -- that at one point, I belleve -- I'n not 25 Q. The chart purports to shov slamning for three
— PAGE 62 e PAGE 64
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1 sure — functioned In a call center functionality for 1 days ln April of 1838, does it not?

2 EBIE Long Distance. meaning they received calls from 2 A.  Yes.

3 customers about an array of issues. 3 Q. I*il shov you page 17447 and ask you 1f you've

4 Q. would that be the nurber ¥ou call when wou 4 seen that before.

5 recelva your bill fron GIE Long Dlstance that says if 5 A. I do not recall seeing this chart before.
€ you have any quastions call us? -] Q. Do you knov i{f this Is somathing Ray Stralt
7 A. It's possible. I don’t recall specifically 7 created or not?

8 what Uentzville’'s specific duties were. I have not seen 8 A. I don’t know.

9 the name Uentzville In soms time. 9 @. Do you recall thers ever being any dlscussions
1@ Q. They're no longer your call center. 1# about the call centers recelving increased calls about
1 A. Mot to nu knowledge. 11 complaints about Snyder?

12 Q. where la that function baing performed now? 12 A. I don't recall any specific conversations, no.
13 A. AFNI. Andersen Financial - I don°t know the 13 Q. Did you ever have any discussions with Ray
1§ rest of the acronum. 14 Stralt concerning the natters that are shoun on these

15 Q. What state is that from? 1S documents; In other words, calls to the Wentzville
16 A. Ih8y are in Illinois, I believe, and in 16 center?

17  Arlzona. 17 A. T did not have any discussions of that sort
18 Q. You mention that Snuder, I believe, at sone 18  ulth Wr. Stralt, no.

19 point vas also doing call center functions for GIE Long 19 Q. Do you know to vhom those documents might have
20 Distance; is that right? 29 been distributed that ve Just looked at concerning the
2l A. VYes. 21 Wentzville center?

22 Q. Uould that be the same fimction that was &2 A. I don’t knov. I don‘t know the audience for
23 perfornad by Wentzville here? 23 those documents.

24 A. I don*t Know speciflcally the differences 24 G. Did you ever attend a meeting concerning a GIE
25 Dbetueen the call center functions for Wentzville, AFNI, 25 quarterly review —- letl me back Up. Let me shou you
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1 document page 28574, which Ls entitled results, GIE 1 concluslvely vhether the LOA vas fraudulent or not.
2 quarterly revliew, May 7th through 8th, 1998, and ask [f 2 WNith na so0 far?
3 you're faniliar with that quarterly review. 3 A.  Yes.
q A. HNo, I am not. 4 Q. The cusiomer still naintzins that the LOA was
5 Q. DId you ever attend any nestings reviaving 5 fraudulently filed.
6 Snyder’s per-formance on a quarterly basis? 6 A, VYes.
7 A.  Not that I recall. 7 Q. Is In that situation that complaint recorded
e @ Q. Earlier in wour deposition we talked briefly 8 @&s a fraudulent LOA?
8 about tha use of cell phonss for third-party 9 A. For purposes of thls report. yes, It ls.
18 verification. 16 Q. So therefore, an I correct In thinking that
11 A. Yes, 11 the complaints recorded as frabdulent LOA on this report
12 Q. Do wou recall any discussions conhcerning the 12 16337 and others like It are not affirnative
13 cost that that vould entail to Implenent that? 13 deterninations by GYE of fraudulent LOA’s?
14 A. I do not recall any discussions about cost. 14 k. Right.
15 Q. Do you recall any discussions —- I hean, you 15 Q. That's the customer's opinion of what
18 had eome discusslons on whether that would ba 16 harpened, not necessarily GIE's opinion; correct?
17 inplemented nationvide instead of Just |n Californla; is 17 A. Correct.
18 that rlght? 18 MR. WOFFORD: 1Ihat"s all the questions I
19 A. Liz Snith fron Ppst-Sale Fulfillment and I 19 have.
28 talked about that anongst ourselves. b {Discusston off the record.)
21 Q. That that might be a vay to decrease slanhing 21 ---
22 by Snyder? 22 PURTHER EXAMINATION
23 A. ¥e thought that possibly it would be. 23 BY MR. BECK: .
24 Q. But you never comumicated that elsevhere? 24 Q. I do want to follow up on that. Once a
25 A. We nay have brought It up on one of the 25 complalnt fs put in the fraudulent LOA category thers,
e PAGE 68 — PAGE 68
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1 quallty calls weekly or monthly with Snyder. I don°t 1 is there further investigation done past the point where
2 recall. 2 your attorney questloned you?
3 MR. BECK: Can we break for just like 3 A. No.
4 two or three ninutes? I think I'a done, but 4 Q. So that is the last determination and final
5 I'd like to revieu my notes. S deternination by GIE as to whether there vas a
6 {(Brief recess.) 6 fraudulent LOA or not; is that correct?
7 -- 7 A.  Correct.
8 EXAMINAY TON 8 Q. There's no further action taken bewond that.
8 BY MR. WOFFORD: 9 A. The custoner’s flnal vord belng that is not my
1¢ Q. M. Commons, let me ask you some questions 18 signature, it vould be recorded in this column as
11 about the document that has been narked 16387. Do gou i1 fraudulent LOA, believing the customer to be telling the
i2 oee the catepory fraudulent LOA on that document? 12 truth vhen he or she saus I did not sign that documant
13 A. Yes. 13 and taking the customer*s vord for it.
14 Q. We've spent sone tine discussing that category 14 Q. And GIE contemplates no further investigatiocn
15 today, haven't ve? 15 Dbeyond that at that polnt: s that right?
16 A. Yes. is A. They may vant to knovw if the salesperson at
17 Q. Let me ask You a hypothetical and then try and 17  Snyder vho subnitted that document had had previous
18 relate [t to thls category; all right? 18 complaints lodged against him or her.
18 A. Okay. 19 Q. Right. But as far the substance of that
29 Q. Let’'s assume that a customar complains to GIE 28 costoner®s complaint, that's the end of GIE's
21 that he did not order GIE Long Distance but vas 21 investigation.
22 nevertheless guitched to GTE Long Distance. With me so 22 A.  That issuve 1% then closed.
23 far? 23 MR. BECK: Thank you.
24 A. Yes, 24 - -
25 Q. GIE investigates, Is unable to deternlne 25 {Daposition concluded at 1:85 p.m.)
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Unauth Ch_ 37 In Franchise: 9 Business 0 Regulatory: 12 B
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Source Complaint Issue Corractive Actlon DISP
07 R -CHLU, KIN LAY 2127320665  Marnt 4/30/98 601 fax Ray Strait  Cuslt nol saisfied with GTELD, wants to - L“ / . g0 o
. swilch back to original carier, Mit it G 0g M 7T e
) Tolal Reason: 1
05 R COOKSON, O. H. 5056226305 Deli 4/30/98 ' 602 Fax Sitel Cust swilched to GTELD without — —
* authorization.
05 R IF WONDERLE, BRUCE 9416889116  Dell 4/30/98 602 Fax Silel Cust swiiched to GTELD without
authorization.
05 R DODSCN, DAVID 9044332822  Bett 4130198 602 Fax Silel Cust switched to GTELD without ﬁ
authorization. 5
05 R MIRAND, MARIA 3058845381 Ellza 4/27/98 602 Fax Silel Cust was switched lo GTELD without
authorization. F IC” /h‘) -9’ .
05 R MARTINEZ, JOSEPHINE 3057572644 Dell » 4/30/98 €02 Fax Sitel Cust switched 1o GTELD without ———
. ' authorization.
05 R LISS, MICHAEL 9155875888  Bett 4727198 4/30/98 602 Fax Sltel Cust was swilched to GTELD without Snyder has loa signedby 602
authorization. . Lorenzo Belisia w/ssn o €
" 462-80-8132, Balisle is
cust's fatherdndaw, has {
dilerent ssn and said )’ LA e
didn't sign. LDX has baen .
changed from GTE. \
05 R LISENDY, KENT 9155842789  Mart 4/30/98 5/1/98 802 Fax Sitel Cust switched to GTELD without Snyder has loa, .;:usl said 602
authorization. not signature. Crediled  ~
accounl. Advised cust £y !
would have to swilch gt o
camiors himself, hafinally =~ + "« :
agreed. Forwarded lo
Michael Lyons.
1
05 R LEE. LIANA 2122680844  Mart 4130198 602  Fax Sitel Cust swltched to GTELD without pr- o c',"'—
authorization. : N
05 R IF LEASURE, LESTER 2188452411 Phyll 4/30/98 602 Fax Sital Cus! switched to GTELD without
' . authorization. '
05 R IF ROBERTS, EDDENE 9034853079 Mar 4/27198 602 Fax Sitat Cust was swilched to GTELD without
authorization,
07 R RUSSELL, EDGAR 9544579006  Mar 4r25/98 602 Email Ray Strait  Cust switched to GTELD without __D . j;__
’ 1HOT authorizaticn. Cust wants $100 for il R _
/ ' troubles. Maryland - 301/863-8538. .
05 R KURBY, JEANETTE 6105868152  Mar 4127198 602 Fax Silel Cust was switched to GTELD without . ,G A &L\
aulhorizalion. [
05 R SLOAN, BEVERLY 6158680707  Eliza 4127198 602 Fax Sitel Cust was swilched to GTELD without
. authorization.
05 R PEREZ, MONICA 7185655531 Davi 4/27/98 602 Fax Sitel Cust was swilched lo GTELD withoul
i aulhorization.
05 R iF WADE, SANDRA « 8139208700 Mart 4/30/98 602 Fax Sitet Cust swilched to GTELD without
f authorization.

authorizalion,

05 R FERNANDEZ, RAUL 2092297298 Delt 4/27/98 602 Fax Sitel Cusl was switched to GTELD without (
(RN
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R Betls, Mr,

Unauth Chg

TYPE B/R Fran
04 R

05 R
05 R
05 R
05 R
05 R
03 R
MIS R
07 R
05 R
05 R
05 R
{
07 R

6.16682e+009 5/5/98
74 In Franchise:
CUSTOMER NAME BTN WHO
ZAMORA, RODOLFQ 9155331067 Dell
CHIN, KOK 4087328390 Dell
BULL, BURL 9724791368 Etiza
ALDA, JOSEFINA 7184467748 Eliza
FIERRO, ROBERTO & 9155917128 Davi
YOLANDA
FELDER JR., THOMAS 2152330318 Belt
FEINBERG, ALBERT 9158338234 ~ Mar
BAERG, DAVID & LORI 8162468277 Davi
BENITES, BARBARA C. 3055416070 Mar
BERNADINE, JEANETTE 7182761793 ' Rett
CANIS, LARA J057572594 Phyli
ELIAS, CARMEN 7187566284 Phyli
3 Phyli

CHAPMAN, MICHELLE § 7035808001

5/5198 489 Nole from Didn't want to ba solicited by GTELD over
customer the telephone ~ requested written info
about GTELD plans.
Total Reason: 1
15 Business 2 Regulatory: 5
RECEIVED CLOSED CAL Source Complaint Issue

517198 601 TX/NM Cust Rel  Recelved fulfillment letiar, didn't authorize
switch to GTELD wantls to know who
dld.

5/4/98 601 Fax Snyder Cust recelved {ulfiliment letter, doesn't
want GTELD wants previous camier,
Cust was advised would have 1o contact
local lec and also to file ple restriction,
cus! refused.

Total Reason: 2

5/6/98 602  Sitel Cus! switched o GTELD without
authorization.

5/6/98 602 Snyder Cust switched to GTELD without
authorizatlon,

5/5/98 602 Sltel Cust switched to GTELD without
authorizalion.

5/6/98 602 Snyder Cust switched to GTELD without
authorization, OOF belling issued credit
for Inconvience. -

5/5/98 602 Larry Commons  Cust called John Havens, advised was
swiltched to GTELD without authorization.

574798 5/4/98 602 Fax Karen Cus! was switched to GTELD without

Cureton authorization.
5/6/98 €602 Larry Cust switched to GTELD without
Commons/Letier authorization,

5/6/98 602 Snyder Cust switched to GTELD without
authorization.

5/6/98 602 Snyder Cust swilched to GTELD without
authorizalion.

5/6/98 602 Snyder Cuslt swilched 1o GTELD withoul
authorization.

5/7/98 602 Larry Commons  Cust was swilched to GTELD without

authorizaiton, agaln.

Senl fetter and brochures

{0 customer (customer's
first name is illegible on his
nole}

Corractive Action '

ey

Jrto. O

S
Tots 6N\

% {2{ pr-"’.f:/.._

|
LR AN
W LR

This 1s a BFIC account,
not @ GTELD Issus:
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15753

If FELCHER, GERALD 8088281883 Bell 5/14/98 503 ust Rel Place on DNS list. Was contacted by rep
that was pushy, wouldn't send wrillen
Information concerning whal rates GTELD
offers.
’ ’ Total Reason: 1
Unauth Chg 34 In Franchlse: 7 Buslness: 2 Regulalory: 5
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source Complalnt lssue Corractive Ac-l_jon pisp
05 R PENA, KENIA O‘H‘Lr 7183658373  Phyl 5123598 602 Snyder Swiiched to GTELD without authorization. Lix tyigf S
) Doesn’t want any long distance service, . .
05 R IF WILSON, BARBARAOH\Q(9182581965 Dell §13/98 602 Slel Swilched to GTELD without authorization. F F\"_ ®
05 R PALMER, ODETTE 2125688125  Phyl 5/13/98 602 Sitel Swilched lo GTELD without authorization, /= ﬂ
05 R IF PHAM, DUNG a 7148952928  Dell 5/13/98 602 Snyder Switched to GTELD without authorization, F e
Wants GTELD canceled from servics. Q'ﬂ ey ot
05 R CHASE, NATHAN 3165637606  Dell 5/13/98 602 Sitel Swiiched lo GTELD without authorization, *—
05 R RAYMOND, CHARLES () 2120774002 Bett ' =~ 5/14/98 602 Shel Switched to GTELD without authorization, ELAVD
05 R ALARILIN, BLANCA O 3059569541  Phyl 5/13/98 602 Shtel Swilched to GTELD without authorization, F.
05 R ANDERSON, o 2014596249 - Bett 5/13/98 602 Shtal Switched to GTELD without authorization,
THOMASYNE LOF—
05 R NOVOA, JORGE (Q  T182412378  Dell 5/13/98 602 Sitel Swilched to GTELD without authorization.
07 R SCOTT, LOREN 9999999999  Davl 5/14/98 602 Larry Commoans  Swilched to GTELD without authorization,
I Lettar Please cancel. .
05 R BARROSO, ELIBEL O 3058235777 Batt 5/13/98. 602 Sitel Switched lo GTELD without authorization. F ﬁ
07 R VALCIN, SERGE B)C 7188594211 Dell 5M12/98 602 Ray Siralt Switched to GTELD without authorization. F: Q__
07 R IF CARPENTER, GARY 7126842978 Mar 514198 602 Ray Strai¥Survey Switched without authorization for signing
up for a car. ’
05 R DOMINGUEZ, BRIAN O 9155813908  Dell 5/43/98 602 Snyder Swilched to GTELD without authorization,
Claims reported to Attomey General's /,- l 7 \
offica. )
04 R IF DAQUST, RAYMONDL, 5178217131 Davl 5/12/98 602 .  NE Cust Rel Swilched to GTELD without authorization.
Calling cards not working. Has blue and
black calling cards. Needs ra-rating. .
07 R FELICIANQ, CECILIA -Q*( 9999999999  Eliz 5/14/98 602 Larry Commons  Swilched to GTELD without authorization. F : . /\
I Letter Letter writlen in Spanish. e
07 R LUEGE, ANTONIO MJJ?[ 9549999999 Eliz 5/14/98 Larry Commons  Swilched to GTELD without authorzation, 7{___
: / Letter lelter written in Spanish. L O !
67 R FAUSTIN, JOSEPH R/f 5164838730 Chol 5/14/98 Larry Commons  Swilched 1o GTELD without authorization, / _;’__
i / Lettar Recslved bill. L C7 ‘
07T R LIRIANO, CRISTINA {/)[ 7187280937  Phyl 5/13/98 6502 Ray Swilched to GTELD without authorization, 7
I Slrailiinternet Wanlts swilching fee removed, F , =
05 R MARTINEZ, RICARDO (09155654367  Phyl 5/13/98 602 Slal Switched to GTELD without authorizalion. 1= .
MIS R GRAPHIC ARTS INC 3053711401 Bett 5/13/98 5/14/98 602 Silel Swilched to GTELD without authorization.  Switched by Least Cost 602
' routing. Called cusl and
gave number for Leas! 0
Cost Routing. Nol GTELD.
05 R GALVAN,RAMON (O 9157725371 Bett 5/13/98 602 Silal Switched to GTELD withoul authorization. F )‘Z?
05 R | HANNAH, BARBARA 9158219210  Eliz 5/11/98 602 Silel Swilched to GTELD without authorization. F 2.«
07 R KOTOUC, DENEK & 4089651292  Dell 5/14/98 602 Karen Cureton  Swilchec to GTELD without authorization.
05 R § 4082830977  Phyl 5/13/98 602 SHel Swilched to GTELD without authorization.

HUA, GANG
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o7 R I

07 R I

Unauth Chg

TYPE B/R Fran

04 R fF

07 R

@ R

02 R F

02 R IF

01 R

61 R IF
R

0z R

2 R iF

02 R

07 B I

07 B

EM ‘R

o1 R

Billing

TYPE B/R Fran

08 B8 IF

EM R

GEORGE, KRISTI

SAMPAYAN, ROBERT

15
CUSTOMER NAME

RADTKE, KAREN
ROSENBLUTH,
LAWRENCE
SIMON, ALVIN

X

BUCKINGHAM, DORIS

ABRAHAM, STEPHEN &

ROBERTA

SAINT BRENDAN CORP

BRUNDY, MICHAEL
MILLER, ROBERT
FLINT, HARRY

MURRAY, ELIZABETH J.

ROHDE, DAVID D.
A & J ANSWERING
SERVICE
METROPOLITAN
PROPERTIES

HICKS, MOCHELLE

HASSAN, SIDEK

13
CUSTOMER NAME

DC FOOTE &
ASSOCIATES

HOVANEC, JOHN

iy

7178457939 Chri 6/6/98

3103057325  Mar 6/11/98

In Franchise: 6

BTN WHO RECEIVED
8133604028  Mart 6/12/98
2124273312 Belt 6/0/98
7182243575 Oavl = 6/12/98
8135447288  Davi 6/9/98
8054844002  Davi 6/9/98
3107822333  Davl 6/12/98
8138542390  Davi 6/12/98
2175850500  Davi 6/9/98
9413691960  Dawi 6/11/98
8136334901 . Davl 6/11/98
2127440121  Davi 6/11/98
5628069440  Mar 60198
4080428898  Mart 6/10/98
8435278487  Bett 6/9/98
2023282785  Davi 6/12/98
In Franchisa: 4
BTN WHO RECEIVED
8054820091  Eliz 6/11/98
8172837064  Mar 6/8/98

6/12/98 502 ;an Robinson  Add to DNS fisl. Spanish speaking TMA Added cust 1o DNS list
form GTE called cust, hung up when cusl  Telespectrum conlacled
wouldn't give In, TMA called again, hung up cuslin 1/98.
when asked to put on DNS list, TMA super  Rodolfo/Snyder called
cusl, advised his
hung up when asked to put on DNS list supervisor Eitiol only
called 1. Called cust,
advised added lo ONS
502 Robert Taylor/  Place on DNS list, received 6 calls last ’
HOT week.
Tolal Reason: 2
Business: 2 Regufatory: 10
CLOSED CALL Source Complaint Issue Corrective-Action
602 FL Cust Rel Switched to GTELD without authorization. ’
602 Larry Commons  Swilched to GTELD without authorization, 'Fl\’
602  KarenCurelon  Switched to GTELD without aulhorization. pr
602 Karen Curaton  Swilched to GTELD without authorization,
602 Karen Cureton  Swilched to GTELD without authorization.
602 Katen Cureton  Switched to GTELD without authorization.
602 Karen Cureton  Swilched 1o GTELD without authorization.
602 Karen Curelon  Swilched to GTELD without authorzation, ;
602 Karen Curaton  Swilched to GTELD without authorization, C4(5H  ~uiSwne,
602 Karen Curelon  Swilched {o GTELD without autharizaton,
602 Karen Cureton Swilched to GTELD without authorlzation. ,Fr a8 {I
602  RayStrait/HOT Swilched to GTELD without authorlzation. N
602 Ray Slrait / Swiiched to GTLED without authorization.
imemel E-mail address: pplenkoski@aol.com.
Total Reason: 13 !
603 Ray Stralt Swilched from GTELD without

authorization. Lost discounts and tred to
put pic freeze on Intra, bu! still shows 5448,

Totat Reason: 1
699

Karen Cureton  Swilched by Bullding Future In

Communication, $
Tolal Reason: 1

Business: 3
CLOSED CALL Source

701 Goodwill
Response

Regutatory: 2
Complaint issue

Billed by another carrier, wanted GTELD,
but has dropped the ball, so went with occ.

Total Reason: 1
702 Hasn't received a GTELD bill. Made
payment arrangements and has not

received a bill.

Exec Cul Rel

Total Reason: 1

Correclive Action

ISP

DISP

15764
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i I
05 R

MIS B IF
04 R IF
05 B IF
Unauth Chg
TYPE B/R Fran
MIS R IF
09 B
07 R

07 R

04 R

a7 R

03 R IF
07 R

07 R

0?7 R

03 R

LANGSTROM, WAYNE

WONG, SHIRLEY

TEXAS AIR
MANAGEMENT

!
LOCKER, ROBERT

GAY BROTHERS INC,

Cu AME

ALLINSON, BARBARA &

RICHARD

PACIFIC ALCOHOL AND

DRUGS

BRANNING, JOHN

CASTILLO, ARACELY

BEAKLEY, NANCY

BYRNES, GREG
ARNACIAN, GEORGE
BOUZA, RAYMOND

LOPEZ, ILIANA

ORTIZ, CARLOS

GONZALES, RENE

2813376785 Mart 71798 401 slomer Rep named Chance called cust was nude
and offensive and threatened to switch cust
without authorization, GTE Security referred

cust to PSF,

5088773225 Chid 714198 401 Sitel Calied In to B00/483-4588 and was treated
rudely and unfairly when wanted lo ask how

many free minules had lefl.
Tolal Reason: 2 X

9037692665 Mart TM3/98  7/16/98 402 Karen Curston  Recelved annoying call from TMA who tled

up phone to verlfy records. Add o DNS list.
: Total Reason; 1

B054910299  Mart TH14/98 405 CA Cust Rel States was quoted .27/min for calls to

Phllipplans, charched $2.70/min, Refuses
' to pay $2,150.91 bill.
2194959480 Chd 1/15/98 405 Site! Rep, Mr, Bradley, only gave cust

information on one bracket of plan. Sald
calls would be .12, .41, .10, charged ,17,

Total Reason: 2

In Franchise: 8 Business: 3 Regulatory: 15
BTN WHO RECEIVED CLOSED CALL Source Complaint lasue
7033352527 Eliz 7M13/98, 7/13/98 601 VA Cusl Rel Wants to switch back lo AT&T, afler
agreeing fo switch fo GTELD.
5036249545  Yvon 717198 601 Matt Daniels hed to GTELD without authorization.
signed cust up, cust changed
¢4 couple hours later, called rep back,
left message, letier and fax, but rep stil}
sent in order.
Total Reason: 2 :
9724013946  Chrd 7117198 602 Liz Smfth Swiiched io GTELD without authorization.
3058283496 art 7/16/98 602 Larry Commons  Switched to GTELD without authodzation.
W RPMS shows Spyder sale. Also has nama
Isdlro Hernandez,
7278455325 Yvon 7/16/98 602 FL Cust Rel Swilched to GTELD without authorization.
Said did recalve call from TMA, but told not
to swilch. i
3054473799 %ﬁoi 7/15/98 602 tary Commons  Swilched to GTELD withou! authorization.
9413716236 ar 7/16/08 602 FL Cust Rel Switched to GTELD without authorization,
3058218540 von 7/15/98 TH7/98 602 Larry Commons  Switched to GTELD without authorization.
3055346682Q?(Yv0n 7114198 602 Larry Commons  Switchad to GTELD without permission.
, RPMS shows Snyder sale.
7182995932 Q%'von 7/16/98 602 Lairy Commons  Swilched to GTELD without authorization.
New In is 718/229-4351. RPMS shows
g Snyder sate,
718822482 ‘fMar 7115/98 602 Exec CustRel  Switched to GTELD without authorization.

__U__ _g - 'ﬁgu\ Lok

=

Shyder

15789

Comp Sales detarmined = 402
no contact with cust.
Advisad cust wasn'
swilched, but if got bill
would help'delemmine

who switched cust.,
SEVD— >
o )
i

Corrective Action DISP

Needs o ba re-directed to - G01_ | +
s, misdiec

crel
NO_ ®

Mégfw’cﬂ

grevD>- NO- :M
— 5;;;:54%

— (.21 q <§
Bouza. Cust requested

SR Sagdu

disconnact 5/4. :

Sngﬁ'-u’;— t-24-4
Si q.cLUf-’ 5-16-9%

TS S 6-11- 9%

.

Lulsa Bouza for a Jose
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'y . H‘ new
THE T6 7
i el
Customer Relations Report for R MPL‘“NTS@ sigmrrreants o ¢ pirh we “E
Week Ending 8/8/98 TolalIn Franchise: 77 pues ® TH
g Tolal Business: 8 viebt i 0 paTAl of wiet A%
' Tolal Regulatory: 18 Aee we miss/rC e» B3
PO P I e o m — e rinrereeemreeretosnesesssessnnpeanssansueasashrrnrarsnansasstobnnenstirtstmaginssnseanrenrn s EL T e ‘.hﬁswﬁ.-cgl,ﬂd ,
i PI’OViS_lONIHQEDGIEV; In Franchise: 7 Business: 1 Regulatory. 0 cATECORY DbEF
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Complaint Issue Cotrective Actlon DISP -
09 R IF  HEASLEYJR. ML 2814262669  ME 8/4/98 8/4/98 101 % wsT s
03 R IF PANTALICN JOE 4095679694 MP 87198 8/7/98 101 G\TEL—D .

04 R IF RUST WALTER 8059229885 DR B/3/98 8/7/98 1o DELAYED SERVIC Could nol call oul leng 101
distance was quoated a 10

fo 14 days commilmenl. |
called GTELD repair lo
s00 whal Ihe trouble was (3 TE L b_
and the commillmenl
' plven lo the customer.
Was advise of 8 210 16
hour com

o7 KERSIS BRUCE 7603421744 DR 8/6/98 8/6/98 101 CLEC

_ LLte~
07 R STROUD PETE & 72713472334 EG 8/3/98 8/3/98 101 DELAYED SERVICE ACTIVATION ggong:ggmgé\tﬁY 10
MARIANN K !
A os; ciectec N ATELD
FRANCHISE CUSTOMER
SATISFIED .

07 R IF  SWARTZ BOYD 4194584701  MP 8/5/98 8/5/98 101 &TELD

03 B IF FULBRIGHT AND 8068722103 CLM 8/3/98 877198 101 DELAYED SERVICE ACTIVATION Customer swilched 1o 101
CASSELBERRY anolher carrier without his
permission. 1order y
processed on 7/30 & PIC &l E L-D_,
rasiricl request. Verilied
wilh Equal Access & :
Worldcom customer is
back wilh GTE as of 7731
however GT

o
-

Total Reason:. 7

09 R IF  EASTVIEWCHRISTIAN 3096620376  ME 8/3/98 8/3/98 103 :
CHURCH ATeLD-

Total Reason: 1

+

In Franchise: 47 Business: 4 Regulatory. 0

;iCaliing Card i

TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Complaint Issue Corrective Action Disp

06 R IF COBB SUSAN 8707724291 EG 8/5/08 8/7/98 201 NO CARDS, STILL WAITING Customer has nol received 201

calling cards due 1o NPA

{ split. RPMS issued
correct TCSI code bul
Card Operalions does
process [hat file and
thersfore lhere was no -
aclive pins conlaclad Van
Banks/Card Ope

06 R IF BECKETT DESBIE 7603774264 LY 8/5/98 8/5/98 20
R IF OLSON LYLE 7603410086 DR 8/5/98 8/5/98 201

06 R IF NEWNAM DON  » 9373390698 CM 8/3/98 813/98 20
R IF BRYANT JIMMY i 6067846256 DR 8/4/98 B/4/98 201
R

06 MERCEDES ALFREDO 7182201253 LY B/3/88 8/3/98 20

15803
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TMA 3 In Franchise: 2 Business: Regutatory: 0
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Complaint *  Call Description Correctiva Action “DISP
Issue
MIS R FREEMAN JENNIFER . 7276699583 DR B/11/98  8M3/98 402 402 MIS - GTELD TMAs calling cust late al night @DIRECT 402
Total Reason: 1 .
04 R IF MCMULLEN TENA 3082348443 EG 8/13/98 403 04 - Received call from GTELD TMA offering AT EL -D, Coetfubar oy,
] Total Reason: 1 . ) s 40
04 R I WILLIAMS PAUL 3307258388 CM /138 405 04 - Notlold promotion expirad in 8 month Sn"(G(L i = ST
Tolal Reason: 1 corrdeer,
Unauth Chg 22 in Franchise: .5 Business: 0 Regulatory: 9 N ""' O rr';, A
9 LILTIY U TIE S
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Complalnt Call Description Corractive Actlon “oisp ! L
Issue .
04 R WONG JEFF 6262843889 ME 8/41/98 8M4/08  BO2 602 04 - Switched 1o GTELD without authorlzall  _ Cuslomer was swikched  ~ 602
’ \( ! ;dlh::l authorization. E L D
. . poka 1o cuslomer. -
g | ltn—" f' f)‘7(,' — 'r\. t(.C r Customer had called 6\T
L cl,u - L . abaut this a few months
e age. They ware lofd thal
this would be 1aken care
- af but thay conlinue to gat
: ) . bllls, Th )
MIS R IF  SOUTHEASTERNIND 8126894111 CLM 8/11/98 602 602 mis- Swilched o GTELD without suthorization.  ( Misdirect-LCR bstomer 602
: Rec orwarded 1o Rod Davls,
05 R CROSBY MR. 4078985830 CLM 8/13/98 602 602 05 - Swilched {0 GTELD withou! authorizall  Called customer & 602
apologized again &

axplained that his # had 'H(A;U‘vﬂ

. p L'\/I LTV E (y{'\./ besn lrans tom o #
L Y { f\ow 55 . fAvan Deen lransposad e
feging & e T Sy

accidently swilched him. |

told him It was nol done

Infentionally &

07 R WEED MERRILL ( 313%279869 EG 8/10/98 8/13/98 602 602 o7 - Customer recelved a8 GTELD welcoma Cuslomer swilched o 602
GTELD without

: ; : A aulhorization. s .
57( o | '\l ) EU.LLQ\T(’ 5 LG’A" R r\“v\i W}‘G\\B — CLfmLs Ej:____[_ mgémSnyder. t gl\b\CkLr

- (O«
4 . g doas not know Tamy
Cipsed Loty Waeder or ss#. Credited

. L given for calls made on
MNephon-e '-'L S 3’ GTELD. Customeris
switched ba

07 R HUNTER MRS. (7?3)385962 EG 8/13/98 8/14/98 602 602 07 - Swilched to GTELD wilhout authorizatl This cusl was 602
. slami by Snyder ! -
on!

’ Commui aply |
' A . A - 6 /Lt ool /% being le )
ﬁ _A e clu bty Lo, [Lu sband ( ’melmwgn b doanad gwou .
cuslomer. This phona .

-_— number Is disconneted.
‘) . ( cars Cannot dus a DNS

t . ({)\Q' ) J‘—/QLQ d. (\_bj__/ withoul cu

§ !/ ‘ A HY "“;j
<

16816
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m 8107937318 DLK

D7 R SLARO EMILINA 3056351013 CLM 8/12/08 602 ? 07 - Swilched fo GTELD wilhout authorizali
EY. Lululalt Loa = hasbad bl
5 : m\ rﬂ PN o0 B, W
_mﬂ : m! LA twisis — tustymer flased . T g
07 R IF LL RUSSEL Ofx -9413499227 EG Br2198 602 o7 - Swilched lo GTELD withoul authorizall
07 R wJAommmm KRISTAN 7732395437 LY BM1/98 8M13/98 602 602 07 . -Switched to GTELD wilhou! aultexizall
Feckilent (oA Shangars mara-
Qo jtamir ') edc :\.S.., Clt tyeck { Year
07 R 4083661530 DR 8/14/98 602 07 - Swilched to GTELD withoul authorizati
07 R 03278877 MP 8113798 802 o7 . HOT
02 R 4643271290 _DLK &/11/98 802 699 02 - Swilched to GTELD wihout aulhodzati
02 R .N_.Su 271 DK {gh-r13/98 P Aacr~— 602 02 - Swilched to GTELD wilhout
02 R B g/14/98 e s02 02 - Swiiched io GTELD wilhout authorizat
02 R 8 DLK 8/10/98 8M1/98 602 699 02 - FL PUC - Cuslomer's long distance sar
pn x>t s
—~ o} i
02 R FELIX BARBA ow: 052534827 B/11/98 602 02 - Switched to GTELD without authorizati
02 R ACHESON DEA ? S.u_umm._mmmo DLK 8/10/98 602 02 « SLAMMED - . . Customar received
GYELD
02 R PATERSON LISA 3058552489 DLK 8/10/08  8/11/98 602 699 02 - FL PUC - Long Distance service was
Mishjpee
02— R MORRISON.LER 8/13/98 802 02 - Swilched o GTELD without authorizall
Tola! Reason: 18 !
07 R IF ESTEP ZELMA 6064364827 ME 8/10/98 8M13/98 603 603 o7 - Slammed - customer hadrhas contract
L
0r R IF MCROBERT ALICEB 5172632344 ME 8M12/98 8M13/98 603 603 07 - B10/98. Customer's sarvica nol work
-~ g p.;. ¢ | ARS A ITA?H.. 3 ..mm\Jf U
IR L. %.
~ n M
Loy ©0C
: J
02 R IF MASON BARBARA £ 8/12/98 503 02 - Switch from GTELD without authorizati

—

_Wilsop person who

Customer swilched to

m:.; A

cuslomer. | had Elizabath

call cuslomer and she

did not switch ta GTELD. .

$43.72 credil Issued for "

. m:cr day

cuslomer swilched 602

wilhout authorzation sald
dossntkoowy o Tony |, e ,

sha ny She A Q~ C ﬁ\

signed the Joa. She has

switched _o%oa_o:oa

mzc_
699

snqdey”
Say ler

GTELD has never . 699
provided servica to this
cuslomer. There are no

“. recerds in RPMS SOLAR

OMAR or BVT for this
cusiomer. nzu_m_u_mmmH s
NOT GTELD No
cuslomer corct .
m?_ der
:A QE\
GTELD has never 699

provided service to this
cuslomar. There are no

,m.j der

customer on GTE 11-96. 603
with them sinca.

Reseller ploed up on
= LD
Informed cuslomer and mﬂ. £

7-15-97 and has baen
sonl EDE. Aclive on GTE

- 8ince 8-13-88, Custormor

has pic freeze (o lock R
disp: Cuslomersiong . 603

distance was not working.
The calt came from a ’ }
fold toch for Net Swes,  (ET1E & 1>
Sha would receive a 2
message that the number
you are dlaling from has
been disconnecled. |
EDEd an orda

1450 |

15817




Docket No. 990362-TI
Exhibit REP-9
Page 105 of 118

SUO!)U[B:)S:'[ Awosny) D

16267

——e——— e



Docket No. 890362-Ti

Exhibit REP-9
Page 106 of 118

Customer Escalation Specifics

16271

Billing Week Ending Snyder Originated Orders Week Ending
{(Summary) 815 | 82

Reing billed by other carrier 6 Unatthorized Change 11 13

ROO bliling problem 0 | Murketing/Promotlons 1 9

Requesting combined billing 0 1 Billing 1 1

Other Billing k] 4 Provisioning Delay 1 ¢
TMA 1 0
Other -] 2

In Franchise] 6 6 In Franchise] 2 o
Out of Franchise 1 (4 Oul of Franchise 14 16
Regnlatory 0 i Regulatory] & 1
Findinga For Week Ending 3715
Promotions Week Ending Unanchorived Change(11)
8/18 82 4 - Praudulent LOA,

Not recelving correct discounts b3 4 3 - LOA exits, but customer wont review It, ot bt revievesd (tyet.

Needs more product Information 2 2 3;81:‘11 apen. .

Other promotlons 4 3 JLsCvstomer mid hia wife was bn cor 5ot 3 yeuts ago and shouldnt have changed .
thelr LD sorvioe sincs she's not shie ki thake Sedfidrs. )
1-wAummhuhmmmrmW(mummmm. '

In Franchlise 4 $ (Merkeilng/Prowieflonk (3)
Outof Franchise] 4 1 2. WMMMIJMMi 138 ik for signing up via Kibsk o
& shopping mafl, bms-uyderdoen‘ioﬂhtlchlﬂm-lpm:
Bustness; 0 1 Biting (1)
Regulatory 1 ] 1 - Not GTELD (cumbluadtymum
Prévistaning Délay (1) e
Other Week Ending I- WLEC(MGW)&WMMHM
8/15 8/22 TMA() '
Unknown concern 0 1 T- Customver believes TMA could have done a mﬂmﬂ'n!!ljob of expluining the
Other t 2 Hmolhn
Updates of Findines For Week Ending 8/8
In Franchise (] F] ,uq‘«hon‘:d Change
Qut of Franchlse 1 2 ( J)nudulent LOA (Whete open on lagt week's report) r\[
Business 1 2 1- NE\
bt Vipdated R13S/PR 3:-24 PM GTFE Proprictery [era Source Clasic
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Customer Escalation Specifics

Fipvwr

1ast Upnlateed 224788 305 I'M '

GTE Proprictary

Billing Week Ending Promotions Week Ending
39 5/t6 5/9 519
Being billed by other carrier 6 7 Net recelving correct discounts 18 19
Requesting Combined bill 1 0 Needs more product Information [ 2
GTELD customer but not being billed 0 0 Other 6 ]
Other { Including Code¥706) 7 3
In Franchlse 9 15 In Franchlse] 16 18
Out of Franchise 5 s Out of Franchise 4 [
Business 1 s Business 0 1
Regulstory 3 6 Regulatory 1 2
Other Week Ending Snyder Complaints Week Ending
’ 5/9 5/16 (Summary) 519 5/16
Unknown concern 2 4 Calling Cards 0 [}
GTELD prices are too high 0 0 TMA & IlandofTs 0 k
Other & 7 Cust. Actlvations (Delays) 0 0
Network lssue 1 0 Unauthorized Change 49 47
Bliling ' 0 0
Promotions 2 4
Other 0 t
. In Franchise 4 6 In Franchise 0 6
Qut of Franchise s 5 Out of Franchise 51 4%
Business H 4 Business 0 1

Data Sawces Master | og

gLl 10 20} 96ed
6-d3Y QU3
1-Z9E066 “ON 19400
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. [
Customer Esce..ation Specifics
Snyder Originated Orders
Week Ending }
- YLEVLGVL VLTI ETE, YLV FETETLTL) o" WAYAYAY oy ]
Type 'vy . £ \b}g, @ﬁx "?ﬂ\ G (."'\Q"b\ q.\ \0 \ \q\ qfi\ \p’ 5"9 \53- f{yv q? ‘;,b & ¢,° wa,b ﬂ)o" \UO“ \qo
Unauthorized Change | 14|55/20] 4 | 101147 4 6110] 4 5 186171 9111161018} 7 13 30012230 22
Fraudulent LOA 10]29{13] 1 5 3 3 1 4 2 21061 4 9 5 S{i1] 8|11} 6 5 [ 231 14 [ \Q/V\r
LOA exists 0]12] 6 1 Jlunfo 1 k] 1 1 0 1 8 1 4 4 1 5 1 2 5 T | ’2 .
Customer misunderstood i]é6]o]Jo]olo}1]t113]o0o}1]lOojO0lo]loOoyqoOoq1 11 jJo0ojo]of o R 5
Snyder rep error 3 6 1 1 2 0 0 2 0 0 0 1 0 0 2 1 0 0 1 0 0 2 o |.
Othet opl2]lo]l1]o]lo]o]1{o]: 1]t lrroli1jifojorofolojoljr fis ugé/(‘g
Marketing/Promotions | 0 | 2 (4 | 1 | 1 (1 [2]|41'1|1|0f3|1(0f2;2|0}4}1fj3 /1]2]|1[]8][ 8
Billing ojojojrjojirfrjyrjojlz2fi1frj2j1r{oj1joloy1j13j{213jz2iIJs3 2
Provisloning Delay | 0| 0[0{0]0[|0]4|2|0|06]0]0]o|ofo|1]|o0[o0]2][0(0][2]1]0] i \J/
TMA gjof3j1{ojtrtjrjrjyijofojojrjojpt|t1fryirqy2f2|12j0|0jo 0
Other l{ojojolofjoqoj0fofjt1|{ojoeqif2]tio0jofoj2|l2]"'1]1]0]|0 2
Totals 13(51{24| 5|8 |16|10|18;11| 8 (6 121|10|15]13{16|16]|13|26]17119]38(27(41|35
Regulatory 1 2fpv]4tn3f2]1j7]o)4]7[2]10f(3]|5]|11{6;9]6]620]13/15] 15
Updates on Findings For Week Ending 10/3
(these were still open on last week's report)
Unauthorized chinge - 9
§ « Frauvdulent LOA (6),
3 - LOA exlsts, but customer hasn't reviewed it (3).
N“\agax C\(\mgebacL 2 25 | bac C it
GTECC Performance Management 10/:21/9812:12 PM WQk )\,\\ ¢ 9(_*3 C th}J ¢ Date Source: Oasis §a
AT PV ta e T sala bl e A PUa ket Y 0 T s TPaa TATA wta ( ' ‘? (ITR Prancirtary File = custEsc 1019 xl -:' o
o

I L-29E066 'ON 13490Q
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GTELD Slamming Complaints

“No-
e | Greenherg. 1) ~-Yes
Customer IF |Zomar, Joe WA {206) 3343318 9/1/96 Sitel {
Customer JF  |Hood, Stephen KY (606) 2339886 9/25/96 Snyder
=No -
RCC ) e 3jt “Yes
Customer IF  |Steel, Patricia IL {309) 6624403 | 10/23/96 Cldco - LEC
Customer IF |Robbins, Arlene X {972) 4943642 10/29/96 Snyder
Customer IF AN, Mit 12,8 {512) 3390786 | 11/12/96 BFIC No
Customer IF |Gerber, Margaret FLA {813) 3479652 11/13/96 Sitaf
1k . Yes
Customer IF |PAGE, JAIME KY (608) 2716787 11/26/96 Sitet No
Customer IF |LEAKE, JANET wi {414) 9253701 12/1/96 Zacson No
Customer IF  {WINNER, MARK FLA (813) 2511292 12/2/96 Sitel
- 75368 No
Customer (219) 4785316 12/9/96 No
af; {8 207
Customer IF  |Nausherwan, Ahmad X (512) 3356934 12/9/96
Customer IF  |Hoffman, Don FLA {941) 9563657 | 12/10/96
Executive | OOF |Texas Commerce Bank ™ (972) 9222300 | 12/10/56
Customer {F |Watson, William FLA {813) 8559148 | 12/12/96 Sitel
Customer IF. "JALYN, SUZANNE WA (509) 7633428 | 12/12/96 Sitel No
Executive IF |Gerhart, James PA . {717) 8654192 12/112/96 Zacson No
Customer IF  |Manwell, James WA {360) B349370 | 12/12/96 Zacson No
Executive -IF  |Giordano, Charles Ms. FLA (813) 7250246 [ 12/13/96 External IXC No
Customer | OOF {Leathers, Nancy TX NotAvailable 12116196
Executive | QOF |Garefik, Shelly | CA -(818) 8863241 | 12/19/96 Zacson Yes ©m
Customer IF  |GIBSON, MACK Mi {517) 2792574 | 12/19/95 Zacson ¥
5171983

11-29£066 ON 1240eQ



Docket No. 990362-TI
Exhibit REP-8
Page 110 0f 118

GTE Communications Corporation Customer Complaints Involving
Snyder Communications, Inc.

(Complaints are from January 1, 1998 1o June 22, 1998)

Total Customer Compilaints (Slamming only)................... 320

Snyder Slamming Complaints:
Alaska
Alabama
Arizona
California
Colorado
Connecticut
Washington D.C.
Delaware
Fiorida
Georgia
lowa
lilinois
Indiana
Louisiana
Massachusetts
Maryland
Michigan
Missouri
North Carolina
New Jersey
New Mexico
New York
Ohio
Pennsylvania
South Caroiina
Texas
Utah
Virginia
Washington

w
I = Wl v -

g -8
Q0 j—

ww-am—amh

s
ololsidl-lnlwln = & s 2o

b

o

TOTAL 320

Comments: .
This is information on Snyder to date. All of these are for 1998, as they were not doing
busmess with GTE Long Distance until January 23, 1988. 5

16967




To: Larry Commons@CO.LDSVCS.4 ' Docket No. $90362-TI

From: Beth Gomez@NCO.PSF . Exhibit REP-g
Page 111 of 118
Cc:
- Bcc:
Subject: Regulatory Snyder Complaints
Attachment:

Date: 1/13/99 11:07 AM

The breakdown for 1998 Regulatory Synder Complaints by Commission Agency is
as follows: :

- FCC 26

PUC/PSC 297

Atty Gn 5

Other Agencies 25 /21

/

TOTAL 353
Thanks, .
Beth Gomez
Long Distance Fulfillment 353 9 /06
972/718-6581 3 \ _

234
561, 1T+ 73 =98%
2/

- 17205
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SNYDER REGULATORY SLAMMING COMPLAINTS

140
120 '
100
0
&
40
20
[
9 v v T
Jan Fab Mar Apt May June July Aug Sept O Nov Dec
[ ——8nyder Sam " ——LOA Counts |
SLAMMING COMPLAINTS
by Monih Closed and Saix of Complaint
FL11) [T Apr My Juns J Sapt Oct Now Det TOTAL |
FL___| 2 0 1] s, 47 8 5 0 % 264
NY 1 4 [ 3 ] 10 12 1 [l B
% 0 1!{ 4| Fi 2 3 4 3
7] [) [] ] [} W [] [ 2 1
() D [ o] [} [ 2 2 7
[ 3 _2! [ [} L] [] ]
VA [) [ 1] [ [ ) 3
AL 0, 0 i} i o ) [] 0 7
’ WA 0! [ [} ]| o 1] 1 [ [} 3
VA ] Ei [ 3 1 [ ) 2
[} [] 0j ] [ []| 1] 0f
- 0 (] 1 [ | o] ol 9 Mo
WE 7 o] 5 5 9 5 1l o] a5y
o7 o[ [] 0f 1 [l 0 o] T Fx
A X v g o o i 5 ¥ G ey
56 1 ] q ] o [ ] naz
™ [] [] 91 0 [l [ of o g o
TOTAL af T 37 i) 5 ¥a] 76 71) 383) =& §
| @ g
L4
12599 l Page 4
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SNYDER MEETING
SLAMMING

REGULATORS AND CONSUMERS ARE INCREASINGLY SLAMMING INTOLERANT
Af&T and Texas: $300K fine and agreemant to cease community event marketing with contractors

AT&T and Florida: Negotiating fine which could be as high as $5.5 M
Per Mlami Herald, Commission Staff noted that AT&T averaged 11 slamming complaints

per month from January 1997 through May 1998.

GTE REGULATORY SLAMMING COMPLAINTS ARE ON THE RISE

GTE answered 152 regulatory Slamming complaints from the Snyder Channel since January 1998,

Based on the date of the LOA, we had a low of 5 slamming complaints In May. After May, complalnls
continue to increase.

GTE HAS SIGNIFICANT REGULATORY EXPOSURE IN SEVERAL STATES

Florida
New York
Texas

GTE CONFIDENTIAL

gl 40¢|| abey

6-d3Y uanx3
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Docket No. 390362-T|
Exhibit REP-9
Page 114 of 118

INTEROFFICE MEMO

TO: Distribution

FROM: Ann Fietdsj‘/

DATE: October 9, 1998

RE: Customer Service Complaints

Attached is the first report detailing the customer service complaints we are receiving in the Quality
Assurance Department.

As you review the attached report, please keep in mind that this report only reflects complaints/inquiries
received from the customer service groups. This repors does not account for regulatory complaints. In
addition, one of the complaint types is listed as “Misunderstanding”. This category refers to complaints
where the customer was confused about a rate, promotion, pricing plan, etc. In future reports, this category
will be removed and integrated with other categorics.

Also, because the receipt of these complaints is dynamic in nature (we receive bundles of these comptaints
on infrequent timetables), the numbers for the various months will adjust on a quarterly and yearly basis.

Please feel free to call me if you have any questions. Thanks!

Distribution List:
Ted Gilmore
Keith Magee

Ed Miller
Matthew Murmray
Jeff Fugitt
Sandhya Karachiwala
Shawn Barney
Emilio Coronado
Michael Lyons
Joe Caliro

Karen Cureton
Larry Commons
Liz Smith

17436




L8V

Customer Service Inquiry / Complaints Reports
Total and Complaint Type

b

1998
)
W AVEDR o see i sl @i ) g T T R |
Total # Recelved: G 339 273 640
Complaint Type: 3 _
Slammed o 2 ;74
Unauthorized Switch 2 501
Pricing/Calling Plan Issue 1 27 56
Rate Discrepancy ' 5 25 70
Promotion Discrepancy 0 4 20
Misunderstanding 2 8 31
Billing Issue ; -1 14 39
Payment Not Received 1 1 0 )
Repair Problems i, 0 0 TR
Provisioning . 1 28 Ty
Cursed Customer, 1 1 T
Deceased Person 0 3 T T
Rudeness 1 12 BT
Other 1 i0 Y
tig
i T
/[Monthly Totals: A 28 33g 273 Y

gil Jo gL afed

6-d3y ¥qux3

1.L-29€066 "ON 194200



Docket No. 990362-T)

Exhibit REP-9

Page 116 of 118

Calls Per Day

2000 -

i
i \fA

¥
i

{ Snyder starts selling

1500-
1000

500 -

February March  April
1997 1998 1998 1998

17445




Docket No. 990362-TI

Exhibit REP-@
Page 117 of 118

280 Abandoned 164 Abandoned 159 Abandoned

I EXS
5 b TL N

’?.
shaia
Al

S " d NN,
(4 ) K MO T R )
B T - bad

g 8

g 8
‘..'_"\-‘Q’a_"
I

i

Wentzville S. /der Calls
1115 Taken 905 Taken 904 Taken Ap l’il, 1 99 8

Abandoned calls
to Wentzville

April 15 April 16 April 17

Slamming vs
Billing Complaints

152 Slamming 69 Slamming 86 Slamming
48 Billing 21 Billing 43 Billing

PRI
oA
S

R

April 15 « April 16 April 17

April 15 April 16 Aprit 17

Daily Write-Offs
for Snyder ¥

17446




Docket No, 990362-Ti

Exhibit REP-9

Page 118 of 118

|

!

Wentzville Specifics

*Wentzville calls for Wednesday, Thursday and Friday

3527 calls offered to center

*603 abandoned calls, 2924 taken by reps

419 dealt with Snyder (307 slamming and 112 blllmg)
«$8,031 written off during calls

*Wentzville logging how much they are writing off Snyder calls-

*Customers calling number on bill. Appears problem may be that
bill may have two 800 numbers. In the yellow section, the OOF -
Wentzville main number and at the bottom the OCC number

Billing complaints about free minutes and erroneous rates (5-7 cents
per minute quoted to customers (about 1/2 are repeat calls))

i

17447
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SNYDER REGULATORY COMPLAINTS
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600 ORDERS; 600 SLAMS



Docket No. 990362-Tj
Exhibit REP-11
Page 1 0of 4

fwd: B43ré Saydic Slamming Allcgations '

mailbox:/AC%TC/Program %20Files/Netscape/Na... @xxirvhqw006 irngtx.tel gtc.comouaber=

B 75,

Subject: fwd: More Snyder Slamming Allegations ' ,
Date: Thu, 2 Apr 98 11:18:19 CST &f%%}
From: "Karen Smith* <karen smith@telops.gte.com> ] 7] W
To: <mrsmith@gte.net> 7

Let's try it this way.

Original Text

From: Karen Smith&RGA.RLTNS@TXIRV, on 4/2/96 9:40 AM:
To: Mark Smith@INTERNAL.AUDITATXIRV.SVC

For your information. Redacted
From: Robert Robinson€C0.LDSVCSATXIRV, on 4/2/98 7:31 AM:

To: Karen Smith@RGA.RLTNSE@TXIRV

Cc: David Gudino@GC.CSRMIBSRARTXIRV

o s s s e

From: Gail Kathan@CO.CLECATXIRV, on 4/1/98 1:47 PM:
To: Cedric Tracy@CO.LDSVCS@TXIRV, Robert Robinson@CO.LDSVCS@TXIRV

FYI...In case you haven't seen this yet.

From: <Michael Lyons@psi.gte.com>, on 3731798711:10 7M:

To: smtp(<george.wolfand@snyder.com>), smtp(<Mitch.gershman@snyder. com>],
smtp [<Ted Gilmorefpsi.gte.cow>], ..Ed MillerfCO.LDSVCS. 28TXIRV

Cc: smtp{<barbara.baker@snyder.com>], Gail Kathan@CO.CLECETXIRV

As you know we were calling the customers that Snyder sold consumer plans
that were busipess lines and of the first 30 we contact all of them were
slammed. Therefore, we need to get a situation analysis, hopefully we can
get that by our Thurday call on the roughly 600 Business orders. What we
are looking for is the following: .

Number of Reps involved )
Status of those reps as of today (Still with Snyder or previously let-go

on

XX/YY date)

Corrective plan for those reps still with Snyder.
Detailed plan of action to call customers to apologize

My assumption is that since we have been sending you the business BTNs
since the beginning of February, you have taken corrective action with
these reps already to let them know that they sold business customers but

now that we know they slammed these customers, we would like additional
action.

Michael Lyons

Forwarded by Michael Lyons/HQTX/GTEPSNOTES on
03/31/98 10:26 AM

(Embedded ' o
_image moved *Donna Hegdahl® <donna.hegdahl € cc.gte.com> 18539
to file: 03/30/98 04:35 PM :
PIC08065.PCX]) a : . L . o
GTE Communication ' ' o
VS'.‘Yder Communications 123;%&1@ ’ '
4 2riaus Locations i Audit No. 96:00:025
el ttomey - Clieat Privileged Materj
ease respond to donna.hegdahl@cc.gte.com Do Not Copy OfDi:sgeml ” al
na

/5

- 412198 2:36




Docket No. 980382.T
Exhibit REP-11
Page 2 of 4

wd: MG Sayder Slamming Aliegations mailbox:ACUTC/Program%20Files/Netscape/Na.. @txirvhqw006.imgtx tel gic.com&number=1 1

"Ed Miller" <ed.miller € cc.gte.com>

Michael Lyons/HQTX/GTEPSNOTES, "Dianne Metcalf' <dianne.metcalf @ .
cc.gte.com>

Subject: - fwd: International Recovery Calls

.
H
<3

To
c

Ed: Here's the results of our test calling for the Jan/Feb International
Recovery Project. These calls were to customers signed up in error for
residential plans on their business lines. Based on these 30+ completed
calls, we will halt this process and turn the recovery over to Michael
Lyons and Snyder's standard recovery process.

Let me know what additional information, if any, you need.
Donna Hegdahl

GTE Long Distance

972-465-4622

Original Text

From: "Lesglie Wehrmann® <1eslie.wéhrmanﬁﬂbertramrmckee com>, on 3/30/98
4:00 PM:

To: Donna Hegdahl@CO.,LDSVCS,4@TXIRV
‘Per our phone conversation, the following 15 a breakdown of the calls we
made on International Recovery:
30 completes by criteria cutidned -on-Friday: —~
Q 14 Wrong Number/Likely Slams: Darren or Sean talked with
someone at the business number on list; there was not anyone at the
business by the name we had, and the person we talked with had no
knowledge of that person. _
d 3 Wrong Number/Fax Number: When Darren or Sean dialed the
number on the phone list, the number was a fax number, with ne other
number avajilable to call.
e 2 Disconnected: Two of the numbers were disconnected.
Q 9 Slams: Nine of the people Darren or Sean talked with
indicated that they had not changed to GTE, and had been slammed.
. 2 Sold New Service/Slammed: Two of the people Darren and Sean
talked with indicated that they had been slammed, but were willing to
talk with us and signed up for GTE plans.
. 2 Pending/Slam or Likely Slam: One person was the man who
wanted a copy of the LOA that he supposedly signed faxed to him (he said
he was slammed). The other was a gentleman who did not speak enough
English to communicate with - Darren indicated that he was Asian. We
are categorizing this as a likely slam.

Other categories from our calls to reach the 30 completes:
¢ ,22 No Answer: There was no answer in 22 of our attempts.
Q 5 Answering Machines: We reached five answering machines. We
did not leave messages.

O 9 Voice Mails: We reached nine voice mails. We did not leave
messages.

Q 6 "out®: Six of the people we called were out when we called.
We did not leave messages,

Please let me know any other information that you need on this. Thanks,
and we're looking forward to the other project!

Redacted

.

18540

[
clz
4298 236 P)
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Docket No. 890362-Ti
Exhibit REP-11

Page 3 of 4 = a
GTE Communications Comp. -7 6 =12
Snyder Communications Investigation W / P }/
Vadous Locations /#/ Audit No. 98:00:025
Attorney - Client Privileged Matetial 5
GTE1 Do Not Copy or Disseminate w/
From: Donna Hegdahi[SMTP:donna.hegdahl@cc.gte.com]
Sent: Wednesday, April 22, 1998 4:08 PM
To: GTE1
Subject: fwd: RE: 30 test calls
Susan: here is the emalil | mentioned.
Donna
Original Text
l;rgglp ‘hh_eslie Wehmann" <leslie.wehrmann@bertram-mckee.com>, on 4/6/98
To: Donna Hegdahl@CO.LDSVCS 4@TXIRV
Donna,
Darren is not in this afternoon, and [ don't have all of the call " Redacted

sheets. 1know that there are two that we are getting more information

on, so that we can properdy change theini to TLong Distance -they are
still on the floor (Darren has been re-calling both people, and as of

Friday, had still not connected with-aither). -{'m still one name.short,

so I'll track that down tomorrow. | can get the rest of the information

to you by the end of day tomorrow (I'm in training afl morning). | hope

this will work until | can get you the other three names.

Did you have a chance to review script that | e-mailed on Friday?
Piease give me feedback. Marvin and 1 have metregarding setling up
Project, with new parameters and reporting. We are also working on the
ists that we have in-house to determine exactly what we have (total
number of names, etc.;. | will have that information foryou in the
morning (I'i e-mail you). .

Contact Name Phone Number State Disposition

Jay Feinstein  301/384-6776 MD  Slam/got switch notice and
called Bell Atlantic to have them block swilch

Jinette Ulise  561/992-0703 FL Likely stam - Disconnected ‘
number 5

ce el

John Conigliard 7189538163 NY - wgwitched back to ATST -
John A. Roger 305/593-1190 FL Likely slam - Wrong number - no
one there by that name

Joseph Jean Pierre 718/778-4900 NY Likely slam - wrong
number - CRW Car Stereo (business) - no one there by that name
Jﬁlri:{iéxn Ramos 718/010-4339 NY .~ -Likely-slam-~aumberisa tax
number

Chamber Albia §15/932-5108 |A Likely slam - Albia Chamber of
Commerce - no one there bythat name

AM Young 417/485-7492 MO Disconnected number

Suresh Patel 841/665-4179 FL Likely slam - customer will
change LD carmier

Awllda Cortes  718/584-3328 NY Likely slam - Wrong number -
this Is a private line into school principal’s office - does not know

who this person is ) . .

Jason Lewis  718/735-4417 NY Likely slam - wrong number -

. Brooklyn Childrens' Museum - no one there by that name

John Williams. 718/625-3785 NY Slam - wrong number - no one
there by that name . ‘

Maxo u 3057513530 FL  Likely slam - wrong number - no

one there by that name '

Luis M. Nino  954/964-8495 FL Likely slam - this number is a

fax number 18541

Maria Elena Banagas 602/583-0081 AZ Likely slam - city of El :
Page 1
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Docket No, 990362-TI

Exhibit REP-11
Page 4 of 4

Mirage Tobacco Prevention Project - no one there by that name

Marie Jacques 718/617-1532 NY Likely siam - Prestige

Mana?emenl - no one there by that name

Mikhail Ibragimov 718/896-6198 NY Confused, language

barrier - did not undetstand what we were talking about

Paul Cohen  215/624-T418 PA Likely slam - hung up on
interviewer - this Is a dentist's office and would not talk with us

Bamy Cufright 804/799-1100 VA Slam - customer had already

called GTE to say he wouldn' pay bill because he did not authorize . .
switch - swi back to previous carrier

Brenda Jenkins 717/622-7444 PA Slam - customer had already

talked with Tony Hastings (GTE?) and told him to switch back to previous
carrier

Calvin Gideny 202/723-1333 . DC Possible slam - .doctor's office

- He's in the hospital

David Osbome 201/652-0060 NJ Slam - customer very angry about
being slammed = ad atready contacted ATAT and: 'service back
Edward Grossman 610/363-6660 PA Slam - he was surprised to get

a

GTE bill In the mall, He wasn't mad, but was going to switch back to
revious carrier.

i:h\ranstals ista Porta!l 305/887-5029 FL Likely slam - no one here by

name

Rose Korline Ledon ~ 305/358-3710 FL Stam - this is a jewelry

store and there's 110 one there by

Victor Gregory 215/639-6133 PA Slam - has already switched

back

to AT&T. Angry that he got slammed.

——OQriginal Message—

From: Donna Hegdah

Sent: Monday, April 06, 1998 2:34 PM

To: leslie.wehrmann@bertram-mckee.com
Subject:30 test calls

Leslie: Our attorney has requestetf information on the 30 test
calls. He

would like to know who was called and what states they are in.
Can you

Y quicidy put together an email response with name, telephone

number and ]

state. It does NOT need fo be a formal. We will get the
information on ALL

the customers at the end of the project. For now, he just wants
notes on :

the 30. Call me if there Is a question on this.

Thanks

Donna

18542

'Page 2
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Complaints Receipt Testwork Results B-12.10

& 1244

Number of complaints on hand at GTECC sent to Snyder on 3/10/98* 28
Less: Complaints not due to unauthorized switches -8
Less: Complaints traced to log at Snyder -8

Equals: Number of complaints not received by Snyder on 3/10/98 B-1a Dy 12 €

Percentage of complaints no received by Snyder on 3/10/98 43%

* Michael Lyons' group at complaint resolution at GTECC does not keep a log
complaints sent to Snyder. Only a copy of the complaint is kept on hand. For testwork
purposes, a days worth of complaints on hand at GTE (28 on 3/10/98) was traced to
Snyder's log. :

GTE Communications Corp.
Snyder Communications Investigation
Various Locations // Audit No. 98:00:025
Attorney - Client Privileged Material
Do Not Copy or Disseminate

/ ' /
) o e fg,)m/j fowarnr (non 574 /.. f/)
relept 12570000 ) S prrtes )

Source ~  Auddor P
| 18536

Attormey Client Privileged Material - Do Not copy or disseminate




Exhibit REP-13
Docket No. 9903262-TI

32% FLORIDA COMPLAINTS




-

Customer Compiaints Testwork B8-12.1
Susan North

s Action Plan  Audit Testwork steps:
. S TranDate ReqDate RepID  Actlon Plan RecdDate byQA a b [ d e
A% 1V 212-427-3312  2/25/08  3/23/98 6866  Suspendediaterterm. 3/24/98 No @ ® na © na Term3/30/98
2 | 212-427-3312  3/18/98 3/23/98 6866 Suspended/ater term.  3/24/98 No = [1:4] n‘a h:i] n/a Term 3/30/98
3 X 212-769-3963 - 2/11/98 3/23/98 6883 Suspendediater term.  3/24/98 No = = n/a = na  Term 3/30/98
B- 12D 49)11281-496-9474 1/30/98  3/26/98 11210  Terminated 4/8/98 4/8/98 No E1&E2 M@ -4 na na
5214 305-651-6513  2/27/98 3/20/98 10176 Written warning/invest  4/1/98 Yes E1 £4] n/a n/a =
64/M318-989-8056  2/7/98 3/27/98 9992 Re-Training 4/17/98  4/13/98 No E2 = n/a n/a =
75" 516-486-6142 2/8/98 3/14/98 77569 Terminated 2/24/98 3/16/98 Yes 1:4] (| nva n/a
mﬁ‘l 8_, 718-468-8740  2/7/98 3/23/98 8186 Written warning 3/25/98 No = = n/a na i) »
97!1 718-499-0200 2/12/98 3/31/98 6631 Terminated 2/24/98 4/15/98 No E1 O n/a n/a = g<, o
410 718-627-6352 1/15/08  3/19/98 6212  Terminated 3/23/98 No ® 0 Seed [ n/a =) § 2.3
11Y«718-927-3953  2/9/98 3/26/98 8131 Terminated 4/14/38 No El O Seed n‘a ; 2880
'Olal2  281-298-7292 2/1/98  3/18/98 3923  Re-Training 3/19/98  3/23/98 No [ M na na & 55 5on
13“/!1 305-225-9146  1/25/98 3/2/98 1781 Re-Training 310/98 No EZ2 = n/a n/a [1:4] 8 O g § o
1314 305-56-8203 <. 2/16/98  2/17/98 54081  Re-Trainingfater term.  3/3/98 No E1&E2 O na  nfa ® Term. 3116198 S &S 33
15%305-754-7270  2/12/98  3/18/98 4110  Re-Training/later tarm  3/31/98 No EI&E2 O (4] n/a ®  Term. 4798 <325 ]
13416 305-770-0313 2/27/98  3/19/08 3498  Re-Training 3/31/98 No E18F2 ® na na ® gz » 8 3
17"},305-854.0150 . 1/15/98  3/4/s8 7720  Backend-Retraining  3/10/98 No B ® nwa na & o558
‘Yn18 305-888-0438  1/28/98 3/2/98 54081 Re-TrainingNater term.  3/10/98 Yes E2 a n/a nfa ® Temm 3/16/98 23 E a2 g'
19’7”407-656-3325 2/3/98 3/18/98 9041 Re-Training 3/31/98 Yes E1 = n/a n/a [14] s ‘g o2 g
'ﬂq 20 ~516-798-7521  1/15/98 3/12/98 7759 Terminated 2/24/98  3/12/98 Yes = (W) 4] n/a n/a 5 — @ g )
21%.516-877.9563  1/13/98 3/2/98 7760  Terminated 2/24/98  3/5/98 Yes ® (] ® na nfa & s 8 =) B
The22  713-664-6115 - 2/3/98  3/8/08 17433  Wiilten warning 3/23/98 Yes [ nfa na B U8
237a718-257-4485 . 2/10/98  3/13/98 5510  Terminated 3188 No ®E O ® wa wa g8
IQIH 24 . 718-897-5980 2/5/98 3712/98 8885 Wrilten waming 3/16/98 No = [E4] n/a n/a =
25%‘17 18-919-8863  2/10/98 3/18/38 18428 Terminated 3/30/98 3/23/98 No = O E:1] n/a n/a
—
- The following tests were performed for the columns listed: Tickmarks:
a) Verified the receipt of action plan (rec'd date) was within 72 hours per Snyder & GTE policy. B Tested with no exceptions
b) Traced to supporting documentation. Obtained verbal verification from manager that rep.
c} lfthe action plan was listed as termination, verified the rep. was listed as inactive in CAPS with participated In re-training.
description of termination listed as unauthorized sales. CAPS is the payroll system. O For confidentiality reasons, did not want to give us
R d) If the action plan was listed as termination or suspension, but rep. was listed as active in CAPS, termination forms, HR mgr. verified that these raps.
fas) ran a production report on the representative to see if they are inactive ] were ternilfiated;: < P g
% e) If action plan was re-training, traced rep. ID to entire log to ensure was only 1 complaint and if action ®/ This rep. bﬁfy rétBived re-training after 1st complaint ? 5‘:5 a
w0 -plan was written warning ensured that there was no more than two complaints, and was later fired after investigation of 2nd complain =} % z
* — - "U o
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40,000 SALES PER MONTH



89/81

Mar 27, 1vv8 GTE FIELD Owen Joyce 4/7/98
GTE Field Commissions Summary: Pay Date 3/27/98
SALES FROM 3/6/98-3/19/98
REVENUE EXPENSE
Payout % Payout % Pay vs Rev # of Pd WBs Roll Up % . # Missed
# of WBs Invoiced 12,784 Rep Commissions| $ 179,895 56.75% 18.39% 11980 93.71% 804
Rate i $76.53 Buddy Bonus (Acct)] § 4,649 1.47% 0.48% 4600 35.98% 8,184
’ Buddy Bonus ($100)] $ 700 0.22% 0.07%n/a n/a n/a
GTE Training Salary (2 wks)| $ 15,520 4.90% 1.59%
GTE Production Draw (2 wks)| $ 55,620 17.55% 5.69% .
Kickoff Bonus| $ 16,625 5.24% 1.70%|n/a -{n/a n/a
TIC Overrides| $§ 8,564 2.70% 0.88%|Pers/Ovr 598/4282 35.43% 840
SrTIC Overrides| $ 13,506 4.26% 1.38%|Pers/Ovr 211/6753 53.71%/] comb above
TICSRT/ICDraw] $ 12,654 3.99% 1.29%[n/a nfa n/a
DSM Overrides| $ 7,461 2.36% 0.77% 11966 93.60% 818
ITotaI Revenue | ;978.360| RSD Overrides| $ . 1,198 0.38% 0.12% 11980 93.71% 804
Chargeback on 3/13/98 Adv on Sub| § (10,811)] -3.41% -1.11%
Advance {o <$300 & >6 Submits| $ 11,364 3.59% 1.16%
ITotal Expense |$ 316,972] 100.00%] 32.40%)
NOTES:
1) Third Time Commissions are being paid for GTE Program (2nd Time on 2 wks of PICs)
2) Commissions paid on all LEC Confirmed Sales received by Snyder from 3/6/98 through 3/19/98.
3) New Compensation Plan implemented. All GTE PICs paid at flat $15 per regardless of volume.,
4) Chargebacks made for Advances given on 3/13/98 Paydate. If terminated, chargeback as much as possible,
If less than 5 submits in week {3/7-3/1 3), chargeback as much as possible, If 6 or greater submits in week (3/7-3/13)
chargeback 10% of commission amount,
5) Advance on Submit of $5 per good GTE Submit given to all reps who were 1) Not Terminated 2) Had 6 or more good
GTE Subrhits in Week 3/7-3/13 3) Earned ‘ess than $300 in total compensation on 3/27/98 paydate.
i an employee qualified for this Advance, then the chargeback in #4 was reversed and credited in the advance.
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Mar 27, 1998 GTE OTM

GTE OTM Commissions Summary: Pay Date 3/27/98

SALES FROM 3/6/98-3/19/98

REVENUE EXPENSE

Owen Joyce 4/7/98

Payout % Payout % Pay vs Rev #of Pd WBs RollUp % # Missed

# of WBs Invoiced | 7833 TSR Commissions} $ 20,976 |  83.59% 3.50% 7661 97.80% 172
Rate " . $76.53 Sup Overrides| $ 2,640 10.52% 0.44% 6604 84.31% 1229
‘Mgr Overrides| $ 1,226 4.89% 0.20% 7660 97.79% 173
Buddy Bonus | $ 252 1.00% 0.04%IN/A N/A N/A
[Total Revenue ] $599,459] [Total Expense [$ 25,0938 100.00%] 4.19%]
NOTES: - |
1) Third Time Commissions are being paid for GTE Program (2nd time on 2 wks of PIC)
2) Commissions paid on all LEC Confirmed Sales received by Snyder from 3/6/98 through 3/19/98.
3) OTM Compensation Plan was changed per Nish Aghajanian email dated 3/5/98; 11:57AM
to adjust for 9 day count of invoices instead of the standard 10 days (old levels multiplied by 90%)
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Docket No. 990362-TI

Exhibit REP-15
1of 1
Audit Narrative E-2

GTE Communications Corporation - Snyder Communications, Inc. Legal Review
Andrew L. Timberiake

lrving, TX Audit No. 98:00: 025 04130/98 12:57

According _to thlS agreement ent GIE is responSlble for paying paying_Snyder_on_the
established Payment Date for each “Accepted Order’ (LEC Confirmed) for a New
Customer or an Upgrade Customer in accordance with the existing rate schedule
{See Schedule 4 - Rate Schedule of the Marketing Agreement)(C/T 2.a-d.1-2). A
LEC Confirmed order is one that has been received from Snyder by GTE, has been
approved by GTE and processed successfully to activate Services. Per the -
telephone conversation with Ms. Sulak, no formal procedures are in place at this
time for the Authorized Payment process {draft form or very informal quidelines exist

at this time) due to the immaturity of the process(C/T 2.a).

To date, GTE has made three payments to Snyder for each of the months of '
January through March 1998. The table below provides more detailed information
regarding these payments (See E-2.5 & E-2.6):

RPMS
Total | Accepted Amount | Acceptance [Unacceptable!
Month Orders Orders Paid Rate Rate
~_January 8,023 5,835 446,653 64.67% 35.33%
~ February 46,652 23,742 1,816,975 50.89% 49.11%
. March 78,840 39,776 3,044,057 50.45% 49.55%
Totals 134,515 69,363 5,307,585 51.56% 48.44%

Based upon the data shown in the table above, it appears that almost half of the
orders submitted to GTE by Snyder are not accepted. The average rate being paid
for each of the months are approximately $76.53. Based upon this average, it
appears that most of the payments have been for new customers (per the applicable
rate in the Marketing Agreement - Schedule 4 - Rate Schedule).

Several performance provisions exist within the contract and/or appiicable
schedules that can either increase or decrease the rate GTE is required to pay
Snyder. The following will provide a brief description of some of the major
provisions and the payment process currently in place:

File Name: A:\Section E - Authorized Payments\Authorized Payments Narrative.doc Page 2 of 6
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