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P ROCETEDTINGS

Thereupon,
WAYNE WEAVER,
having been first duly sworn, was examined and
testified as follows:
EXAMINATION
BY MR. BECK:
Q. Hi, good mormning. My name is Charlie
Beck, and I'm with the 0Office of Public
Counsel.

Could you please state your name?

A. My name is Wayne Weaver.
Q. By whom are you employed?
A, By Verizon Communications, formally
GTE .
MR. WOFFORD: Charlie, I should have

mentioned this before, but can we agree
that objeétions to the -- all objections
except those to the form of the question
are reserved?

MR. BECK: Sure.

MR. WOFFORD: Sorry.

BY MR. BECK:

Q. What is your position with Verizon?

A. I'm a manager in the internal audit

THE MAROTTE GROUP, INC.




W ~ o W N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

department.
Q. How long have you held that position?
A. I’'ve been a manager for about 18

months now.

Q. What position did you hold before
that?

A. Senior auditor.

Q. How long have you worked for Verizon?

A. About four years.

0. Do you hold any professional

designations?

A. I have a master’'s degree, but no CPA,
CIA or any of those.

Q. A master’s degree in business or
accounting?

A. It’'s in accounting with, I guess
you’d call it, a minor in intermnal auditing.

Q. Have you been an internal auditor for

the entire four years you’ve been at Verizon?

A. Yes.
Q. What did you do before that?
A. I was an internal auditor with

NationsBank.
Q. About how long did you do that?

a. Two and a half years.

THE MAROTTE GROUP, INC.
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Q. When did you receive your master’s

degree?
A, In "94.
0. I'd like to ask you to take a look at

the document that begins at Bates stamped page

17456 and ending at 17462.

A. Through 174627?

Q. Yes.

A, Okay.

Q. Do you recognize that document?

A. Yes, I do.

Q. Could you just briefly describe what

the document is?

aA. It is a legal memo that we drafted to
Thomas Parker who was the associate general
counsel at the time related to the Snyder
Direct Services service audit review that we
performed back in 1998.

Q. Deces this document summarize the

results of the internal audit that you-

conducted?
A. Yes.
Q. What was your role in that audit?
A. I was the lead auditor, the in-charge

auditor on that job.
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Q. Did you have a number of people

working for you in that position?

A. Yes.
Q. Who was working for you?
A, Andrew Timberlake. Yamira Lajara.

MR. WOFFORD: Spell that.
THE WITNESS: It's Y-a-m-i-r-a

L-a-j-a-r-a.

Let’'s see. Susan North. I believe
that was it.
BY MR. BECK:

Q. How did this audit come about; in
other words, what caused this audit to occur?

aA. There were -- it started with a
request from our regulatory legal department.

I believe the request came through Karen Smith.

Q. What was the request?

A. The request basically was we’ve been
getting a number of complaints related to |
different slams from various sources, and they
wanted us to do some additional investigations.

Q. Karen Smith is a lawyer?

A. She’s in our regulatory department.
She was an AVP, I believe, of our regulatory

affairs. I'm not sure what her exact title was

THE MAROTTE GROUP, INC.
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at that point in time.

Q. Was it the slamming that had been
occurring with the use of Snyder people that
led to the audit then?

A. Snyder was one of the focal points,
but we had othér telemarketing agencies that

were doing -- or were selling long distance for

- us. Snyder was just one of them, was one of

the bigger ones.
Q. Were the others audited at the same

time that Snyder was audited?

Al NOQ
Q. This audit was just focused on Snyder
and it’s relationship to Verizon. Is that

correct?

A. Yes.

Q. On page 17456, there are six bullets
about halfway down. It says: The scope of the
review.

Could you briefly describe what each
of those six bullets are and describe how that
was ~- how that was part of the review that you
did?

A. Okay. The sales order processing,

basically what we were looking at there was

THE MAROTTE GROUP, INC.
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from the point when customer contact was made
through the point when Snyder handed the order
off to GTE or its affiliates, whoever that
would be; that was the main point there. And
what we were doing with those customer orders,
we were looking for key attributes. We were
looking for whether the proper documentation
was maintained on file by Snyder. We were also
looking at certain dates as well as far as how
orders -- when did they start, when they did
leave Snyder, when did they leave different
places. We were doing a time line on these as
well.

The next one was the sales
compensation plans. We wanted to take a high
level overview of the sales comp plans to make
sure that there was nothing in the sales conmp
Plans that was really incenting the salespeople
to slam customers. |

The next one was the guality control
complaint resolution explanation reporting
processes. That was on the back end of their
order processing, what controls did they have
in place to ensure order gquality, order

accuracy. Did they have any sort of follow-up

THE MAROTTE GROUP, INC.
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processes in place?

Q. Would that include whether the
signatures on authorizations to change long
distance companies were authentic?

A. Were they authenticating -- I‘'m not
sure I undersﬁand the guestion.

Q. Well, whether the signatures on
authorizations to change long distance company,
whether those signatures were actually the
persons who they claimed to be?

A. I don’t ~-- I don’'t think that’s what
their department was there to do. I think they
were just there to make sure that there was a
valid signature, yes. But I don’t know if they
were loocking at it to see if it was that
person’s actual signature.

Is that where you were going with
that question?

Q. Yes. Let’'s talk plainly about it.
Were they interested in whether some of the
signatures on those forms were forgéries?

A. Yes, they were.

Q. Okay. Was that part of that review
or some other part of the review where you

looked at that?

THE MAROTTE GROUP, INC.
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A. Where we looked at that was mainly in
the sales order processing. We wanted to make
sure, if it was a signed delivery or if it was
a telephone call, that they had a third-party

verifier.

Q. Go ahead, please.
A. The performance monitoring and
measurement. This was really internal metrics.

How many orders did they bring in? How long
did it take to gather those market orders?
Which markets they were coming from? Different
reporting standards that Snyder was supposed to
report to us as GTECC, GTE, whatever.

Training, what we wanted to look at
here was for human resources. We wanted to
make sure that ~- one of the big concerns that
was raised by our regulatory department was if
someone, a sales associate, on the Snyder side
was caught, that if they had forged a
customer’s signature or made up a fictitious
customer, how were theyrdealt with from a human
resources standpoint? Were they were fired,
basically? What disciplinary action was taken?
We wanted to make sure that that was actually

occurring and we felt was justified, satisfied

THE MAROTTE GROUP, INC.
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The training and business ethics we
wanted to make sure that in their training
materials they were trained on what the
regulations were, what were good ethical sales
practices and was that covered, basically, in
the training materials.

And the last one was logical systen
security, which this is kind of a catchall
category to look at their systems and how
information flowed from when it came in the

door until when it left the door.

Q. This letter is signed by Mark R.
Smith?

A. Yes.

Q. Who is he?

A. At the time he was the engageﬁent

manager on the job, and he was also acting as
director for ~-- we had a director that had Jjust
left, and he was about to assume that position.

So he was dual rules on their audit.

Q. Was he the person that you reported
to?

A, Yes.

Q. How did his responsibilities compare

THE MAROTTE GROUP, INC.
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and contrast to yours in the audit?

A, Typically a manager on the job has a

more high level role on an audit. The
in-charge of the audit is there in the field.

They are doing all of the work, and they are

supervising the other staff members along with

performing the test.

Q. And that latter aspect was your job?
A. Yes, correct.

0. Did you help draft this letter?

A, I primarily wrote the letter, yes.
Q. So Mr. Smith reviewed the letter and

made any changes he might make and then signed

it?

Y- We -- I wrote the original draft of
the letter. He did make some changes; and we
did discuss any and all changes before he
signed it, yes.

Q. Were there any meetings with Mr.

Parker that you know of where this letter was

discussed?
A. Yes.

Q. Could you describe what those

meetings were?

A, The meeting was we presented the

THE MAROTTE GROUP, INC.
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results of the findings that were contained in
this report.

Q. Who was present at that meeting?

A, The one meeting that I'm recalling
was myself, Mark Smith and Tom Parker.

Q. Wwas it after this letter was sent to
him or at the same time it was delivered?

A. When we delivered the hard copy.

Q. Were there any other follow-up
meetings other than that one with Mr. Parker?

A. Not with Mr. Parker.

Q. Okay. Were there follow-up meetings
with someone else?

A. There were meetings with -- once we
had the meeting with Tom Parker, there were no
more meetings after that. We put that --
basically because of the attorney-client
privilege at that point in time that we were
under, we left it under his control and he was
taking it from there.

Q. Did you ever -- subseqﬁent to the
meeting with Mr. Parker, did you discuss or
present the results of your audit to any other
persons at GTE?

A. We had -- no.

THE MAROTTE GROUP, INC.
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Q. Did you -- after the audit did you
discuss what you found with others?

A. Yes, we had discussions with other
executives.

Q. Could you name who they were and when
those discussions occurred?

A, There was one meeting that I was
involved with; and that was myself, Mark Smith
and George Wieskopf, and I'm not sure of the
last name, but I think it’'s W-I-E-S-K-0-P-F.
He was the vice-president of finance at the
time and our main pointlof contact at GTECC.

Q. He was the vice-president of finance

at GTECC?

A, Yes,

Q. And what was --

A, I believe that was his title.

Q. What was the scope of the discussion

that you had with him?

A. This was a meeting that we had as
part of our typical annual planning cycle, and
it was a follow-up ﬁor -- I guess it was
probably in November, December of 98, that
time frame.

Q. When you say part of the typical

THE MAROTTE GROUP, INC.
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annual planning cycle, what does that mean?

A. Throughout the year we have -- our
audit department does a risk-based audit
approach where we speak with the business units
and say what are your riskier bases. These are
the different aﬁdit'segments that we want to go
do, the different audits that we want to go do.
We present that plan to them, and we discuss
what they want to include or what they want to
throw out. And one of the items that we did
talk about in these planning meetings during
this time frame was what, if any, work we were
going to be doing relating to Snyder Direct
Services.

Q. And what was concluded about that?

A. At that meeting it was put basically
on hold, was the conclusion of any further
follow-up work at Snyder was put on hold.

Q. Why was that?

A. The main reason is our relationship
with Snyder was changing and we didn’t -~ at
that point in time, no one knew if we were
going to even be able to go back in and review
Snyder again. And we would have done something

in about a year, or something like that, from

THE MAROTTE GROUP, INC.
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the time.

Q. Are you familiar with GTE terminating
Snyder with respect to foot sales in Florida?

A, I know that it happened, yes.

Q. Was your meeting with Mr. Wieskopf
before or after that event?

A. I'm not sure. I don’'t know exactly
when foot sales ended with Snyder.

Q. Were there any other follow-ups to
this audit other than the audit itself and this
meeting with Mr. Wieskopf?

A. There was an offshoot of the audit
that’'’s mentioned in the report, I believe,
related to AFNI financial.

Q. Describe that?

A. The AFNI audit was ~- there were
concerns raised during the Snyder audit that
orders were going to AFNI, they were getting
stuck kind of in what was called the black hole
at the time, and they were not getting
processed for 30, 60, 90 days. There were a
lot of processing delays. And then they would
show up at GTE and for various reasons they’'d
get kicked out, some would get processed. So

there were concerns that AFNI was holding up

THE MAROTTE GROUP, IRC.
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the process.

Q. Is AFNI an acronym?

A. Yes, it is.

Q. " What does it stand for?

A, I believe it’s American Financial

Network, Inc.

Q. And I'm not -- how were orders
getting held up in AFNI?

A. My basic understanding of the process
flow was Snyder would take their orders, pass
them electronically to AFNI who would process a
segment of those orders for Snyder, or actually
for GTE, take those orders and change them into
-- get them into our systems, into the GTE
systems. So they were a middle man, basically,
between Snyder and ourselves.

Q. Could you turn to page 17460 of the
letter, which is page 5 of the letter?

A. Yes.

Q. One of the recommendations that you
made as part of this audit was to institute

third-party verification for Snyder orders as

was already being done in Florida -- or in
Califormnia. Is that correct?
A, That was one of our recommendations,

THE MAROTTE GROUP, INC.
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yes.

Q. Could you describe the basis for that
recommendation?

A. When we did the testing in
California, we felt that the TPB process, how
they had it working at that point in time was a
best practice; and we felt that they should
mirror that in other regions.

Q. How did the amount of slamming that
was going on in California compare to other
areas?

A, I don’t recall the actual statistics,
but my general feeling is that it was lower.
I‘d have to go back do that point in time to
see what the actual statistics were.

Q. Let me direct your attention to under
the first bullet on page 17460.

A. Uh-huh.

Q. This says: We recommend that Snyder
begin using this process to verify all field
sales based on a cost benefit analysis. Do you

see that?
A. Yes.
Q. What cost benefit analysis were you

referring to in your letter?

THE MAROTTE GROUP, INC.
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A, The basic cost to implement the
recommendation, what would it take to -- I
believe, at the time what they were actually
doing with their field sales reps, where they
had, I believé, sevéral cell phones that the
field sales would take with them. They would
call a third-party verifier. The third-party
verifier, they would hand the cell phone over
to the customer, and the Cusﬁomer would talk to
the third-party verifier where you would record
the call. Now, you’‘d have the cell phones, the
usage, all those kinds of things that would go
along with that. There would also be the
training and the additional paperwork. So
these are the costs that are related to
implementing that sort of recommendation.

Q. And that process was only being
engaged in in California for Snyder sales. Is
that right?

A, Yes.

Q. Have you seen any analyses that
determine what the cost of that process was?

A. No.

Q. You were recommending -- were you

recommending, then, that such a cost benefit

THE MAROTTE GROUP, INC.
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analysis be undertaken?

A. Yes.

Q. Do you know what the results of that
recommendation were?

A. Not at this time, no.

Q. Have you known at any time what the
results of that are?

A. No.

Q. Do you know whether the company
entered into that cost benefit analysis or

completed the analysis?

A. Not that I know of at this point in
time. Well, not that I know of, period.
Q. The cost would be the actual =-~- you

could actually calculate a dollar cost per sale
to engage in the third-party verification like
was being done in California, couldn’t you?

MR. WOFFORD: Objection, calls for
speculation.

Go ahead and answer.

THE WITNESS: I would assume that you
could do that. I have not seen what
Snyder’s cost structure looks 1like. Even
during this audit, we weren’t privy to all

that information. So I don’'t know that I

THE MAROTTE GROUP, INC.
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could give an opinion on that.
BY MR. BECK:

Q. But your recommendation was that such
a study be conducted to determine what that

cost would be; was it not?

A. Yes.

Q. Now, you mentioned a cost benefit
analysis. What would be the benefit side?

A. The benefit we believed would be less

slamming complaints, or less complaints from
customer. It’s a more secure process, a better
controlled process, in our opinion, because you
don’'t have the paperwork having to get passed
around.

Q. Did you think that third-party
verification would eliminate the forgeries that
vou had been finding in your investigation of
Snyder?

A. Could you -~ I’m not sure I
understand the question.

Q. Well, there’s the benefit, you know,
when you look at the cost benefit, the benefit
would be valid sales as opposed to invalid
ones; would they not?

A. Sure, yes.

THE MAROTTE GROUP, INC.
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Q. And one of the things you discovered
in your audit was that Snyder employees were
forging customer signatures; is that right?

A. I don‘t think that we concluded that
they were forged signatures. I don't remember
drawing those conclusions, not to that
strength. I know that we had some lettexrs of
agreement that we were concerned -- we had
definite concerns about that was the name
right, was the name wrong, was it a spouse’s
name or things of that nature, which I think
you could see in the testing. But I don’t
recall it was coining the tefm "forged
signatures."

Q. Did you suspect that there were
signatures on -- letters of authorization were
being forged?

A, My personal suspicions were probably
ves.

Q. But you’'re saying jou didn‘’t test to
see if that was true?

A, We tested to see if there were -- if
a customer said John Doe, was the signature
John Doe. We did not have any way of

determining without contacting the customer if

THE MARCTTE GROUP, INC.
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John Doe signs his name with a big J or a
little J. We couldn’t tell exactly if that
signature was Mr. John Doe’s signature or not.
We just knew that there was a signature on that
piece of paper. That‘'s all we could determine
because we were not allowed to contact the
customer directly ébout their order. We had to
look at historical information.

Q. So you suspected that there were
forgeries being engaged in by Snyder, but you
didn’t check to see if those signatures were
authentic on authorizations?

A. I don’t know how we could have.

Q. How would you determine -- or did you
try to determine whether the signatures were
actually that of the person whose signature it
purported to be?

A. Without contacting the customer, I
don‘t think -- I cannot think of a way we would
be able to authenticate that signature unless
we ask the customer to sign a piecé of paper in
our presence and then we compared that to the
LOA. That’s the only way that I could have
determined, you know, with reasonable assurance

that these two signatures matched; and we did

THE MAROTTE GROUP, INC.
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not have the ability to go back to the

customers.

part

were

that

for,

Q. Okay. So did you or did you not as
of the audit determine whether signatures

authentic on letters of authorization?

A, To the extent possible we made sure
they were good signatures, yes.

Q. That was one of the items you tested
then?

A. We tested whether there was a

signature on the forms, yes.

Q. I'm not sure we're getting caught up

in semantics or not.

MR. WOFFORD: I think you two are
talking past each other.

THE WITNESS: Maybe I can try to
explain a little bit. We are seeing a
historical document and that this
transaction occurred at a distant location
and it has been forwarded from a field
salesperson up through the ranks and it is
-~ we have got a photostatic copy of it
sitting in front of us right now when
we're doing our testing.

And what we can verify at this point

THE MAROTTE GROUP, INC.
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in time is we can verify on that sales
order, we can see if it says John Doe and
then we can see if John Doe actually
signed it, we see if he spelled out his
naﬁe.

But without contacting that customer
and saying can you send me a faxed copy of
your signature or can you come down and
sign a piece of paper for me so that I can
actually compare it to this historical
signature, there'’'s no way that I can
authenticate that signature by the
definition that I think that you’re trying
yo get at. There was no way for us to go
about doing that.

I mean, we had one -- one, we had
restrictions from both our side and from
the Snyder side that were saying that, you
know, minimize customer contact at all
costs kind of things. And then there were
also restrictions from, you know, our side
that we needed to get this done within a
very short period of time aé well.

So with all of those constraints, we

did what we could do. For those itemnms

THE MAROTTE GROUP, INC.




1 that we did have as concerns, those were
2 forwarded on to both Snyder and to our
-3 regulatory affairs people. And the
4 intentions were for them to go ahead and
3 follow up on any of the ones that we had
6 questions or concerns about.
7 Now, if they subsegqguently contacted
8 customers and they were asking for
9 independent verification of their
10 signatures by having the customer sign
11 another piece of paper, I don’t know.
oo 12 BY MR. BECK:
| 13 . Q. Okay. In your response you mentioned
14 that you were on very tight time constraints, I
15 believe, in completing this audit?
16 A. Yes.
17 Q. Was there a pending business decision
18 that required those tight time constraints?
19 A. Yes.
20 Q. What was the pending business
21 decision?
22 A I think the continuing relationship
23 with Snyder. What our relationship was going
24 to be with Snyder was the decision.
‘} 25 Q. Does that mean whether you were going
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to fire them or not, in plain language?

A. I believe s0, yes.

Q. And the higher-ups, the people who
caused this audit to happen, wanted the audit
results so they could make that determination.

Is that right?

A. That was one of the pieces of their
-- yes.
Q. Do you know who was responsible for

making that decision on whether to terminate
the relationship with Snyder or not?

A. It would have been the GTE
communications c¢orps, GTECC executives. That
would have been George Wieskopf, as I mentioned
before. I believe -- I'm trying to think who
the president was at the time. I think it was
Butch Bircher who was the GTECC president at
that point in time. They had changed over
several times, but those would have been the.
key players.

Q. Did anybody ask you to discuss
whether the relationship should be terminated
or not?

A. Not directly. They didn‘t ask for my

opinion of should we terminate with Snyder or
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not.

Q. Did they do so indirectly?

A. They wanted to know about the general
working relationship between Snyder and
ourselves and, you know, good points, bad
points. They wanted to know those kind of
things that were, I think, additional

information for them to make their decision.

0. What was your recommendation on those
points?
A. The recommendation, as I remember,

from the audit department as a whole, not just
mine independently, was that there were
problems with Snyder and that, you know,
something needed to be done with the
relationship, either terminate it or downscale
it or change the way we do business with them.

Q. When you say there weré problems with
Snyder, can you generally state what those
problems were?

A. Well, going into the audit, we had -~
I mean, before we even kicked off that, when
regulatory and GTECC had brought us in to
actually prepare us for going to Snyder and

doing some of the audit work and whatnot, they
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had -- we had a large meeting of different
people, a big conference call, basically.

And one of the things that was
discussed was they realized that there were --
from the field sales standpoint, there were
some control weaknesses that were causing
fraudulent or inaccurate LOAs to come through
from the sales side, and that was kind of
agreed upon.

Snyder folks were on the phone, GTECC
folks were on the phone, regulatory and audit
were all there together. And this is kind of a
pre-planning meeting. So field sales was one
of those items that was a known problem, and
that was one of the main focuses of the review
before we even really got started in the audit.

When we started in the audit, we
wanted to make sure we looked at field sales
because that was such a problem. But because
everybody agreed it was a problem and Snyder
was doing fixes as we were in doing the audit,
they had changed their process, they were doing
massive number of things, we didn‘t go out and
look at the Snyder field sales probably as much

as we would have done had this been not agreed
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upon to begin with.
Q. Agreed upon as a problem, you mean?
A. Yes. it was ~-- it’s a known risk.
And if everybody agrees it‘s a risk, why spend
limited resources going after a known risk that
everybody knows and is trying to fix? That was

kind of the thinking.

Q. The known risk being the fraudulent
sales?

A. By field sales, yes.

Q. Let me return a little bit to the

cost benefit analysis for third-party
verification. You communicated that to Mr.
Parker; did you not?

A, Yes.

Q. What was his response to your
recommendation on that?

A, I believe it was positive.

Q. That he thought that that was
something that should be done?

A. Yes.

Q. How about, did you mention that to
Mr. Wieskopf in your meeting with him?

A. Yes, the whole report we discussed at

length with different people in the regulatory
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and in the executive levels of GTECC. Like I
said, George Wieskopf was our primary contact
at that; but the distribution on the report was
fairly small. |

Q. Let me ask you what the distribution
was on the report?

A. I don’t know what Mr. Parker did with

it, but he asked us to discuss that with George

Wieskopf.
Q. How to distribute your audit?
A. No. He asked us to go over the

findings, make sure that we had Qiscussed that
with GTECC personnel.

Q. Was that at or about the time of your
letter to Mr. Parker?

A, Yes.

Q. So your discussion with Mr. Wieskopftf

was somewhere around the May 11th, 1998, time

frame?
A. Yes.
Q. And what was his response to the

recommendation on third-party verification?

A. Mr. Wieskopf?
Q. Yes.
A, Again, generally agreeable and that
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sounds like a good thing to do, is the overall
opinions that I remember.

Q. You said you had méetings with
various regulatory people and others concerning
your audit?

A, We had -~ part of our normal process
for going through an audit or a review of this
nature is that whenever we have any kind of
finding or concern or whatever it might be, an
observation, we will kind of leave it in draft
form, not the report or anything'iike this,
this is a very finalized document, we’ll go
discuss it with key personnel. And we’ll do
that throughout the audit and make sure we have
the finding right, make sure that we didn’'t
miss something or we misunderstood something.
So we call that our clearing process. We will
clear those findings with them.

And part of that, we would have
weekly status meetings that were requested not
only by Snyder but also by the GTECC folks and
also regulatory. Regulatory meaning Karén
Smith, primarily; she was our key contact. At

those meetings we discussed our status of the

audit.
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Q. So you had weekly meetings while you
were conducting the audit,. Is that right?
A. I think there were two meetings,

that’s my general recollection, because of the
short time span of this audit.

Q. And do vou recall was Karen Smith at
these meetings?

| aA. I know she was at one of them, but
I‘'m not sure if she was at all or both.

Q. Who else attended these meetings?

A. I'm not sure of the exact names. I
know that, generally speaking, the audit team
was there. There was usuallf a representative
from Snyder, a representative from GTECC and a
representative from regulatory.

Q. Do you know who the GTECC
representatives were at the meetings?

A. Not specifically. I know who the
major players w;re, but I don’t know if they’'re

always the ones that came to the meeting or

not.
Q. Karen Smith is a major player?
A. On the regulatory side, yes.
Q. How about on the non-regulatory side,

the business side?
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A. That would have been -- I mean, our
key players would have been -- I believe his
name is Michael Lyons, and the other person was
Ted Gilmore. _

Q. Now, besides Mr. Parker and Mr.
Wieskopf, with whom else did you discuss your
recommendation concerning third-party
verification?

A. The recommendation was discussed at
these meetings and before it was finalized in
the report that you see. And that included the
same, somebody from Snyder, somebody from
GTECC, somebody from -- audit was there and
usually regulatory as well,

Q. You mentioned that Mr. Parker

responded favorably to your recommendation?

A. Yes.

Q. And Mr. Wieskopf responded favorably
to your recommendation. Is that right also?

A. Yes.

Q. Did anybody ever respond negatively

to your recommendation?
A. Not to my knowledge.
Q. Did anybody ever respond any way

other than positively?
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A. Not to my knowledge.

Q. Besides Mr. Wieskopf and Mr. Parker,
do you recall any other persons who you
discussed that recommendation with?

A. Other than the ones that had already
been mentioned? I mean, somebodj -

Q. Karen Smith?

A. Karen.Smith. Somebody I -- I could
speculate who we talked with at Snyder, but I
know we probably had that conversation with
him, but I don’'t remember it specifically. I
also remember talking with different people in
the audit organization. I mean, we talked with
Jolene Modean who was the incoming
vice-president of audit. She was the top
person in audit. Also Mark Smith and the audit
team as well. But from an outside standpoint,
I think those were the key players.

Q. Do you know whether Karen Smith is
still with GTE, Verizon?

A. I believe she is. That’'s -- I'm not
100 percent sure.

Q. You don’t know what her position
would be now?

A, No, I really don’t.
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Q. And I'm sorry. She was the
vice-president in regulatory?

A. She was an AVP or a VP. I'm not sure
which at that point in time. And she was in
the regulatory -- it was either regulatory
compliance, regulatory affairs, something like
that, but I don’t know specifically.

Q. And what was her particular interest
in the audit of Snyder?

A. They had a number of complaints that
had come through, and a lot of them had
Snyder’s name on them. And because of the
number of complaints that had happened, she
felt that we needed to go do an audit of them.
Again, she was kind of the driving force;
herself and Tom Parker were working together to
kind of be the driving force behind the audit.

Q. To your knowledge, your
recommendation concerning third-party
verification was never implemented., 6 Is that
true?

A. To my knowledge, no.

Q. Do you have any idea‘why?

A. I believe that we were ending our

relationship with Snyder. And to implement
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something of, you know, a process change
nation~wide like this, it wouldn’'t just take a
—- it would take several months to get it
rolled out, get it up and working in all
locations. And I don’t ~- and from the
discussions that we had with Mr. Wieskopf in
the November, December time frame, again, we
were kind of put on hold for stuff. And
subsequent to that we found out that we were
ending our relationship with Snyder.

Q. Your recommendation was made no later
than May 11th of 19987?

A, Right.

Q. Which is the date of your letter to
Mr. Parker; is that right?

A. Correct.

Q. And your relationship with Snyder
foot sales wasn’'t terminated for at least
another six months. Isn’t that right?

A. I don’t know when it was terminated.
I don’t know when the Snyder foot sales was
terminated. I don‘t know the exact date of
that.

Q. Other than what you‘ve already

described, is there any other reason you

THE MAROTTE GROUP, INC.




e

LV

o U s W

10
11
12
i3
14
15
16
17
18
19
20
21
22
23
24
25

39

believe that your recommendation-was never
implemented, that you know of?

A, Not that I know of, no.

Q. As part of the audit, you performed

series of mystery shoppers at Snyder field

sales events. Is that right?
A. We performed some, yes.
Q. Could you describe what the purpose

of that was?

A. The primary purpose of the mystery
shops was to get us acgquainted with what was
going on at a Snyder field sales location.

Q. And by mystery shoppers, someone
would appear but it would be unknown to
salespeople that you were actually auditing?

A. Yes.

Q. You actually conducted one of them,
didn’'t you?

A. Yes, I did.

Q. We’ll get to that later.

Other than what you’‘ve already
discussed, were there any other follow-ups to
this audit of Snyderxr?

A. There was not a follow-~up audit of

Snyder, mno.
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Q. But were there any other processes
other than what you’ve already discussed?

A. Not that I remember, no.

Q. . pDid you discuss the results of your
audit with SnYder as well?

A. Yes. As part of the clearing
process, we were talking with Snyder. They
were at those clearing meetings.

Q. Let me ask you to turn to page 6 of
the letter which is Bates stamped page 174617

A. Okay.

Q. You have a number of bullets on this
page --

A. Uh-huh.

Q. -- that describe the results of a

substantive test of Snyder sales oxrders. Is
that right?

A. Are you talking -~ page 6, I mean,
you were just looking at a different page than
I was. |

Q. Right, the bottom of page 5 that

leads into page 67

A. Yes.
Q. And then on page 6 you have some of
the results of those. You describe some of the
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_have said that that was noteworthy. And again,

results of some of those substantive tests. Is
that right?

A. Yes.

Q. For example, the fourth bullet says
that on 38 of 68, or 56 percent, of the orders
did not have one of the following identifiers

on the LOA, Social Security number, driver'’s

license number or date of birth. Is that
right?
A. Right.
Q. Of those field sales?
Was that -- I mean, is that a

problem? Didn‘’t you think that was kind of
unusual to have that kxind of failure rate?

A, That high failure rate, yes, I would

their processes were changing and that’s why
the identifier was -- that was supposed to be a
new fix, but their processes had only been in
-- the new processes had only beén in place for
a short period of time.

Q. Let me ask you to turn to page 17672,
which is a different document.

A. 17672. Are we done with this one

here?
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Q. Yes, for now.

A. Okay. I'1ll just keep it off to the

side, then.

Q. Do you recognize this document?
A. Yes, I do.

Q. Could you state what it is?

A. It is a planning memo. It is the

document that we prepare for before we go out
and do an audit that kind of lays out the
logistics: What are we going to cover, how are
we going to do it, where are we going to be
staying, basic planning information for the
audit.

MR. WOFFORD: Charlie, just so we
know we’re talking about the same
document, can you give me the inclusive
Bates numbers of the documents?

MR. BECK: We've -- I was about to
ask that.

BY MR. BECK:
Q.. The planning memo, does that go
through Bates sfamp 176837
A. One second.
It goes through 683 is the typed

document, yes. And then there were supporting
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documents that go into it.

Q. So the Bates stamps subsequent to
17683 are, what, support for the planning memo?

A, Some of them, yes. Let me just kind
0of thumb through here.

Q. Sure.

A. They would have stopped at 17707.
That would have been the end of the supporting
materials for the planning memo.

Q. Is the planning memo something that

you prepared?

A, Yes, it is.

Q. Could you turn to Bates stamped page
1767772

A, 677, yes.

Q. Could you turn your attention to the

place where it says special note?

A, (Witness nods head.) Okay.

Q. Okay. You see where it says: This
review involves a number of big players, and

the term "big players" is in gquotes?

A Yes.,
Q. What did you mean by big players?
A. I listed the following names, those

being the key players or the big players,
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meaning that there was -- this was a high
profile audit and a lot of people were
watching; therefore, we need to maintain, you
know, high levels of professionalism.

Q. George Wieskopf, you’ve already
mentioned; he was one o©of the big players?

A, Yes, he was. He was our key contact
at GTECC.

Q. And you‘ve mentioned Tom Parker who
is with the legai counsel?

A. Yes.

Q. How about Bill Edwards, what was his
role with respect to the audit?

A. At this point in time ; think he was
the controller of GTE, of the GTE telephone
operations at that point in time. He was
administratively internal audit’s boss. That’s

who internal audit reported up to, ultimately.

0. Was he involved in any way in the
audit?
A, He knew of the audit, and he had been

in discussions with Tom Parker and Karen Smith
to kind of get things kicked off.
Q. Do you know whether the results of

the audit were provided to him?
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A.
Q.
A,

Q.

I don’'t remember.
Did you have any meetings with him?
Not me personally.

Do you believe that if there were,

they would be with either Karen Smith or Tom

Parker,
him?
A.
Q.
A.
Q.
A.

acting

then, would have discussed this with

Yes.

Who is Larry Zydou?

Larry Zydou.

Zydou?

At the point in time, he was our

assisting controller, auditing. He was

the top person in auditing, and he was also an

audit director. He was fairly new to the

department, but -~-~

Q.

A,
fairly
audit,
during

just a

What role did he play in the audit?
Fairly minimal. I mean, he was
new. He came in, I think, during the
as I remember. He was put on as acting
the middle of it. And his was more of

review. He knew of the audit, what the

findings were, had seen a copy of the legal

letter

Q.

that was sent out.

Did you ever discuss the audit with

THE MARQTTE GROUP, INC.




L N VS S

o W

11
12
13
14
15
16
17
18
19
20
21
22
23
24

25

46

him?

A, Yes.

Q. What were your discussions with him
about the audit?

A. Just like with the other remaining
audit department members. We just talked about
what we found, what we did, those kind of
things, what our recommendations were.

Q. Wwhat was his response to that?

A, I don’t remember specifically. But,
you know, generally, you know, if he had a
problem with it he wouldn’t have let the report
go out the door. I mean, that’s just generally
their role, so0.

Q. Did you discuss your recommendation
concerning third-party verification with him?

A. I'm sure we did. I don‘t remember it
specifically; but, I mean, we discussed the
whole report with him.

Q. And do you recall his response?

A. Not -- not specifically, no.

Are we done with the planning memo?

Q. I think for now. I don’t want to
guarantee it, but.

A. Okay. I'll set it aside, then.
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Q. Let me ask you briefly about a
document Bates stamped 18274.
MR. WOFFORD: Just the one page,
Charlie? _ |
MR. BECK: The document that goes
through -- or this is a letter that’s
three pages long going thfough Bates
stamped 18276.
BY MR. BECK:
Q. I'd like to ask you if you recognize

that document?

A. I do.

Q. Could you briefly describe what it
is?

A. Is it an audit report from an audit

of GTE Long Distance in 1987.

Q. Were you personally involved in that
audit?

A. No.

Q. That’s an audit different than the

one you conducted on Snyder; is that right?
A, Yes.
Q. But as part of your audit at Snyder
did you review this audit?

A, We reviewed the report for the
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findings as part of our planning process.

Q. Let me ask you on the first page of
this letter, toward the bottom, it says: In
our opinion the controls addressed within the
scope of our audit are inadequate?

A. Yes.

Q. Are you familiar with that -- that
opinion that’s in the lettex? -

A. That'’s our typical opinion for --
that’'s our worst opinion for when we issue a
report.

Q. And when you did your audit of
Snyder, you were aware of that opinion that had

been made in this earlier audit of GTE Long

Distance. Is that right?
A. 1 was aware of it, yes.
Q. What impact did that have on your

audit of Snyder, if any?

A. I don’t know of any. I don’'t know
that it had any impact, really. I know that we
locked at this audit as a reference tool to
help us understand the process, to help us make
sure that we’'re testing the right things,
because they had done a lot cf the preliminary

work back in June of f97 or even earlier that
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we used again as a reference source.

Q. Let me ask you to turn to Bates
stamped page 18483.

MR. WOFFORD: What’s the full range?

MR. BECK: I'm not sure.

MR. WOFFORD: It begins with 18483,
BY MR. BECK:

Q. ﬁo you recognize the document that'’'s
Bates stamped page 184837

A. Generally, yes.

Q. And it says Lead Memo at the top;
does it not?

A, Yes.

Q. Can you describe generally what a
lead memo is?

A, A lead memo is our base document, our
work paper. It'’s where we document our
testing, a specific piece of the testing, let’s
say.

Q. And is this part of a larger
document? I was wondering 1if you could~
identify the pages that would consist --

A. It has two pages. With this lead
memo there are two pages, 83 and 84.

Q. That’s 18483 and 184847
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A. Yes. Those are the two that really
go together. And then there would be -- if
there would be anything it would be B-11 dot
anything else at the top of the page here;

Q. All right.

A. And then there would be -- those
would be associate documents. But I don‘t see
that on the next set of Bates stamps, so I
don’t know if they’re out of prder or whatnot.
But these are the only two that really kind of
go together.

Q. All right. At the bottom of the page
under Findings, Condition Issue, it states
that: No standardized and formalized process

is in place for the forwarding and handling of

complaints to Snyder. Do you see that?
A. Yes, I do.
Q. Could you describe in a little bit

more detail what the problem is that that

addresses?

A. That we found at that point in time?
Q. Yes.
A, The basic finding that we had was

that complaints would come in from various

sources and there was no central point to take
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those in, handle them and make sure that they
got resolved adequately. That was our biggest
concern, biggest problemn. There-were multiple
places, people, whatnot. I mean, there wés -
Snyder had a complaint piece, GTECC had a
complaint piece, so on and so forth.

Q. On the top of the next page, which is
Bates stamped paged 18484, there’'s an area that
says "risk high". Are there various
descriptions of risk; are there various
categories of risk that you can ascribe to a
practice?

A, Yes. Low, medium and high.

Q. Okay. And the high then is the
highest risk?

A, Correct.

Q. And it says: Lack of formality may
result in either untimely resolution or lack of
correction of unethical sales practices. Is

that right?

A. Yes.
Q. And do you agree with that?
A. That is the risk of not being able to

track some of these things.

Q. Let me ask you to turn to page 18495?
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A. Yes.

Q. This is a lead memo for a section of
the audit described as B-12. Is that right?

A. Yes.

Q. And you recognize this, this lead
memo?

A, Generally, yes.

Q. And then: The objective of this memo

is to ensure that customer complaints are being
handled properly and in a timely manner; is
that right?

A, Yes.

Q. And then under Source there are a
number of what look like subsections to me, is
that what you could describe that? Or what
would yvou describe that as?

A. 'The B~12.1 through B-12.10, these are
supporting documents that support this document
or would be referenced in this document.

And if you loock at 18499.

0. Yes.

A, Just as an example, the way we
cross-reference our -- the work papers, B-12.1

would be the summary of test work. And up at

the top of this document you’d see handwritten
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B-12.1. That would show that these are the two
documents that the two are pointing towards or
referencing each other.

Q. Okay. Okay. Let me go back again to

those lists of the subpoints?

A. Yes.

Q. B-12.1 is a summary of test work?

A, Yes.

Q. B-12.2 is a log of all complaints for

unauthorized switching on hand at Snyder?

A. Yes.

Q. Okay. How did you determine, you the
auditors, complaints of unauthorized switching
on hand at Snyder?

A. If a customer would call in to Snyder
and say that I had been slammed or I have a
complaint or whatnot, they would log it; and it
was supposed to make it on this log.

Q. Let me backtrack again here to
B-12.1, which is the summary of test scores?

A, Yes.

Q. And you referred me ea?lier to page
18499 as a place where that summary of test
work starts. Is that right?

A. Yes.
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Q. And to which page does that extend,
the summary of test, or B-12.17
A. I think that’s the only one. Let me
just double check.
That’s what it looks like. It’s just
one page.
Q. What would be on the next page, then,
on Bates stamped page 185007
A. B-12.2, which would be the next
cross-referenced document, which would be the
log of all complaints for unauthorized
switching on hand at Snyder.
Q. How do these relate, the 12.1 and
12.27? |
A. I believe 12 point -- let me just
make sure, hold on.
12.2, B-12.2 was the Snyder listing
of complaints, and that was used to pick a

sample for testing.

Q. Is the sample on 12.17
A. Yes.
Q. So 12.1 is a sample of those that are

listed »n 12.27

A. Correct. We toock a sample of 25

itenms.
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Q.

Let’s look at the sample, which is on

Bates stamped page 184897

A.

Q.

Yes.

There are a number of -- or one of

the first columns is BTN?

A.
Q.
A.

Q.

Yes.
What does BTN stand for?
Billing telephone number.

And there are a number of 305 area

code numbers listed there; is that right?

A.

Q.

A,
seven.
18.

Q.

A.

Q.

I see about five, yes.
Are there six?
I'd have to count them, one -- I got

Item number 5 and then items 13 through

Okay. Seven area code 305s?
Yes.

And also one item 19 in the area code

407; is that right?

A.
Q.
Florida;
A.
Q.

A.

Yes.

and all those area codes are in
are they not?

I'm not sure.

Well --

I just don‘t know.
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Q. All right. Well, in any case, if we
combine 305 and 407, we have eight of those
that are in either of those area codes --

A. Yes.

Q. -- out of your 257

Now, let’s just take one, just take
the first one, for an example. All right.
That’s line 5 for the 305-651-65137?

A. Yes.

Q. bkay. This, again, comes from a
subsection of all those complaints that were
received by Snyderxr?

A. Yes.

Q. And are these the only complaints
about unauthorized changing?

A. I don't remember exact}y. I don’t
know if tﬁey were. I don’t remember
specifically if it was all just complaints of
slamming or complaints of any nature. I don’'t
remember.

Q. Let me ask you to direct &our
attention back te 18495, that page?

A. Yes.

Q. Doesn’t under section B-12.2 say:

Log of all complaints for unauthorized
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switching on hand at Snyder?

A. Yes.

Q. So these would only be complaints for
unauthorized switching. Is that right?

A. That’s what I'm thinking, Yyes.

Q. Okay. Let’s go back to 18499. Could
you just read across and tell me what each of
those columns mean with respect to that iten,
as an example?

A. Give me just a minute, please, so I

can just make sure I'm familiar with this.

Q. Sure.
A. (Witness reviews document.)
Okay. The first, it looks like four

columns which include BTN trans date, required
date and rep I.D. Those are basic
identification so we know what the key time
frames were, what the customer phone number was
and who was the actual one processing.

Q. Is the transaction date the date that
the switch purportedly occurred or was
purportedly authorized?

A. I‘m not 100 percent sure but I =-- I
don’t know for sure, but I would say vyes.

Q. How about the required date; is that
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what you call that?

A. It may be request date. It may be
the date the request got processed.

Q. Go ahead.

A. Again, I'm not sure what each of the
dates actually represent at this point in time.
I'm sure when we were doing the test we did,
but I just don’t have anything that shows me
what they are, what they mean today.

The next one is the action plan,
which on this one says Written warning/invest.

Q. Wwhat does that mean?

A, Well, looking at the original B-12.2,
looking for that item, the action plan, what
Snyder was going to do with it, I assume, is
that they were going to issue a written warning
to the rep or to someone and then they were
going to investigate the change at a further
date. |

Q. And that’'s for the complaint of

unauthorized switching that that action plan

was taken?

A. I believe so, yes.
Q. Go ahead.
A. The action plan date was the next
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date is when that was supposed to happen or

when it did happen.

Audit by QA was their QA department.
Did someone take a look at it from their side?

Step A, Test Work Steps A. If you
reference down below: The following tests were
performed for the columns listed.

Do you want me to continue?

Q. In other words, I just look to the

bottom of the page for those columns A through

D to say what they are?

A. Yes, sir.

Q. Okay.

A. And each of the columns will tell you
what they verified. And if we had -- in this

case you’ll see that we had -- there was an E-1
in column A.

Q. Yes.

A. E~1 being that that was an exception
that we took. It says see B-12.

Field persoﬁnel did not resclve
complaint within 72-hour time line. That was
an internal metric that Snyder had that if a
complaint came through that their field sales

personnel would have to resolve it within 72
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hours. That’'s what the E-1 referenced.

And then going across, the different
tick marks are, again, down here at the bottom
on the right-hand side of that that says:
Tested with no exceptions, blah, blah, blah.

Q. All right. Now, on the page of the
12-2 pages, which I take it are eight pages,
beginning at Bates stamp 18500 through 185077?

A, 1850772 Yeah.

Q. And these are a log of all complaints

for unauthorized switching on hand at Snyder we

discussed earlier. Is that right?
A. Yes.
Q. What was the time frame covered by --
A. Well, just a second. I want to make

sure that they’re all the same.

Q. Sure.

A. Yes, i1t looks like they are all the
same,

Q. What was the time frame covered by
this?

A. f don’t know for sure. I can tell

you what the report shows. I don’t remember
specifically.

Q. All right. Go ahead and tell me what
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the report shows?

A. Up at the top there’s a marker that
says: CRC complaints (1/1 through 4/8). So.

Q. So would thét indicate to you that
these are the complaints received by Snyder
about unauthorized switching during that period
January 1 through April 8th of 1998?

A. It could be. I mean, those are the
only dates that I see. I mean, I don’t have
anything that tells me one way or the other.

Q. Okay. And, of course, this doesn’t
include any of the complaints received by GTE
about slamming; these are only the ones
received by Snyder. Is that right?

A, I believe sb, yes.

I don't know if there are duplicates
or if this is an independent log; I just don’'t
remember specifically.

Q. And if we wanted to know what
complaints had been received by Snyder, we
could look at the area code of the BTﬁs to see
which ones are Florida, relating to Florida.
Is that right?

A. I would assume so, yes.

Q. Going forward in the documents now,
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leaving those behind, page 185197

A. 51972 I'm sorry.

Q. Yes.

A. Okay.

Q. This‘is one of the supporting
worksheets. Is that right?

A, Let me just familiarize myself.

Q. Please tell me what this page shows?

A. Give me just a minute, please.

Q. Sure.

A What I believe these to be is the

actual detailed documents that support the
report starting on 500, 18500. Looking at

complaint investigation form sent to GSM and

‘returned from GSM with action plan.

Q. So these are a portion of the

complaints received by Snyder that --

A. Yes.

Q. -- that you looked at as part of the
audit?

A. I believe so. I'm trying to just

find one and cross reference it.
I believe what they are ~«- I believe
what they are is they are supporting documents

of the actual action plans that were sent from
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the field up to Snyder headquarters personnel

for summarization in this report.

Q. This report referring to?
Q. All right. Let me see if 1

understand correctly what this is an example

of. These are three ~-- there are three 305
area code numbers listed here. Is that right?
A. Yes.
Q. And all of them have transaction

dates in January, late January of 1998?

A, Yes.

Q. Is that right?

And these are complaints that were
received by Snyder of unauthorized switching.
Is that right?

A, That I‘'m not sure of. I can tell you
what’s on here, but I don’t remember what
specifically this was used for. It looks 1like
this is ~- we send this out thé door to say
here are your complaints that go to your
region, and then it’s listed by these people up
here. That’s my understanding.

Q. Well, by complaints, wouldn’t that be

a complaint of unauthorized switching?
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A. I would assume. I don’t know. I
really don’t know. I just don’t remember
specifically oxr not.

Q. Well, what other complaints did you
loock at? Were there others opher than
unauthorized switching?

A. No. I think most of them were all
about switching. I just don’t remember
specifically about this one. If I had to
guess, I would say that’s what specifically
this is. I just -~ it doesn’t have much on
there to give me any indications one way or the
other. I'm sorry.

Q. I'm just trying to understand what it
shows myself.

A, But if you -- on 519 you can cross
reference item 14, which is handwritten there;
and you can cross reference it to page 18502 by
the BTN, billing telephone number.

Q. And in fact, the 14 means that this

is one of the items that was selected for

testing?
A, Correct. Yes.
Q. And we would find this on page 18499,

which shows, as I understand it,. the subpart
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portion of the complaints received by Snyder
about unauthorized switching that you actually

tested for?

A. Coxrrect. And it is on there.
Q. Okay.
A, It’s just all the supporting

documentation for how we did the test.

Q. And just as one more example on the
next page, which is 18520.

A. Yes.

Q. This lists three instances of where
the transaction date is in February of 1998 and
it involves either the area code 407 or 3057

A. Yes.

Q. And these are instances where there
are complaints of unauthorized switching that

Snyder received. Is that right?

A. Again, based upon what I see here, I
think that that’s -- I guess so, yes. I'm not
100 percent sure. I'm sorry.

Q. Well, again, though, let me -- let’'s
try to tie this down. These are items that yon

tested for, and it’s shown on page 184838859,
right?

A, When we tested we selected from the
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log, which was starting at 18500.

Q. Right.

A, That log is a log of complaints.

Q. Complaints of unauthorized switching,
right?

A. Yes.

Q. Yes.

A, Yes. And then from there, these are

the supporting detail that make up that 1log.
So, yes, those would be the supporting logs
that were sent.to the field to the general
sales managers and that included their action
plans and what they were going to do with them,
that would, again, be the follow-up to what got

put into this log.

Q. Okay. Let me ask you to turn to page
185337

A, 18533. I think that’s in the next
set.

Q. I think it goes for three pages, if

I'm reading it right.
MR. WOFFORD: 18533 through what?
MR. BECK: Through 535.

BY MR. BECK:

0. I'd like to ask you what this
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document is?

A. Give me just a second, please.

It is a log of escalated complaints
sent to Snyder by someone in the GTE Network
Services Post Sales Fulfillment Area, Liz
Smith.

Q. So this is a different area, or these
are different complaints than the ones we
looked at earlier? These are complaints
received by GTE as opposed to Snyder?

A, Correct, that’s my understanding.

Q. And these are the -- this is a log of
escalated complaints that were used as the test
to see whether all escalated complaints had
been received by Snyder. Is that right?

A. I believe there was -- just give me a
second.

Looking back through what this -- can
you repeat the question? I'm sorry. I just
want to make sure I'm answering the right
guestion.

Q. Is it correct that thesé are the --
these are escalated complaints for Snyder that
were received at GTE, and they were used to

test whether all escalated complaints had been
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received by Snyder?

A. Yes.

Q. Now, these ﬁere received by Liz
Smith’s group. Is that right?

A. Baéed on the information ~-- that’'s
who we got this from. .I don’t know how they
came in the door, but Liz Smith was the keeperx
of this log.

Q. And Liz Smith works for which
company?

A. At that point in time, by looking at
the source information on here, the handwritten
note says: We got this from Liz Smith, GTE
Network Services, Post Sales Fulfillment, LD
Complaints.

Q. And this, I take it, is not a
complete list of all complaints; it’s only
those used for testing?

A. That, I don’t know. I don’f know if
it’s a complete listing or not. I don’'t know
if it was a snapshot or we took a couple -~ 1I
mean, there’s -- the date is cut off -- start
at 2/5/98 and go through 4/7/98. So there
could be more before that 2/5/98 date. There

could be more aftexr 4/7. I don’'t know if we
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took a sample mid course or what we did. I'm
just saying this is -- I think this is what we
used for testing, yes; but I don‘t know if it'’s
a complete report.

Q. Let me ask you to go through and
identify columns with me, if I could. Let’s
take about the tenth one down, Nadine Frezen.
It starts on 2/26 19987

A, Yés.

Q. 2/26/98 refers to what?

A. The date -~ it says date received. I
would assume that’‘s the date the complaint was
received.

Q. And right now we'’'re discussing, just

for the record, Bates stamp 18533; is that

right?
A. Yes.
Q. And then that’s the person’s name

that follows that?

A. Yes.
Q. And that person’s telephone number?
A. Yes.
Q. It says Florida there, for 305 area

code; doesn’t it?

A. Yes.
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Q. Next it says OOF. What does that

stand for?

A. Out of franchise.
Q. -~ What does that mean?
A. It means it is -- an in-franchise

customer is a customexr that is already a GTE
local phone service customer, that is, in the
GTE franchise area. An out of franchise
customer would mean that GTE does not have
local services or is not the primary. ILEC in
that area. It's outside of our region.

Q. What does the next date, January 15,
1998, mean?

A. Date signed. I think it’s the date
that the LOA was signed.

Q. The LOA stands for Letter of
Authorization?

A. Yes.

Q. Do you know what the following
columns represent?

A. Not really. I can speculate, but
that’s it.

Q. Okay. Let me ask you about the -~ do
you know what the event column, the Event I.D.

cclumn means?
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A, Again, I could speculate; but I don’'t

know for sure.

Q. The next column is Fraud. Do you see
that?

A. Yés, I do.

Q. And then the response under there is

either N or Y; is that correct?

A, Yes.
Q. And here we have a Y. Is that right?
A. Yes.

Q. I guess that means yes for fraud; is
that right? ~

A. That would be a fair assumption, yes.

Q. How was it determined on this page

whether or not there was fraud?

A. I don’t know hoﬁ they made that
determination.

Q. Who would have made it?

a,. Liz Smith or somebody in her group or

whoever took the investigation.

Q. So these-three pages, 18533 through
535 came from Liz Smith‘s group and already had
on there yes or no to the column on fraud?

A. Yes. This was prepared by her, and

we just took this document. These were

THE MAROTTE GROUP, INC.




[+ T & B~ N PR

LS |

11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

72

complaints that had already come in the door.
The test that we were looking to do was to make
sure that these got forwarded to Snyder

accurately.

Q. And do you know when this document

was provided?

A. By Liz Smith?
Q. Yes.
A, Not a specific date, no; but it was

within the audit time frame.

Q. The last event listed is, for date
received at least, is April 7, 1998. Is that
right?

A. Yes.

Q. And there are marks at the top of the
work paper on the first page of 4/14/98. Is

that right?

A, Yes.

Q. So it would be somewhere in that time
frame, between the 7th of April and the 14th of
April; would it not?

A. I would say it's probably even
earlier than that.

Q. Well, it couldn’'t be earlier than

April 7th, could it?
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‘A. Well, I see a 4/8 in here. There’s
one 4/8. There’s a 4/7. I mean, there could
be --

Q. Okay. So it couldn’t be any earlier

than April 8th of 98; is that right?
| A, I would think not, no.
Q. Otherwise, you wouldn’t have an April
8th entry?
A. That’'s .good.
Q. But we also had a date on the first
page of April 14th, 1998, that’'s handwritten.

Is that right?

A Yes.

Q. That’s an auditor’s mark. Is that
right?

a, Correct.

Q. So isn’'t it fair to conclude that

somewhere in the time frame April 8 to April
14th, 1998, is when this report was generated?
A. Yes.

MR. WOFFORD: Well, are you asking
when the report was generated or when it
was provided to the audit team?

BY MR. BECK:

Q. Well, let’s do both. It would have
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to be generated on or after April 8th and on or
before April 14th, wouldn’'t it?

A. I would think that’s reasonable.
Because to be able to include an item from 4/8,
it would have to be generated on that date or
after, and we would have had it before the
auditor signed off on it and put the date of
4/14/98 on there. That would have been -- they
were done with that piece of testing.

MR. BECK: Are we okay? I mean, I
know this is tedious. Do you want to take

a short break?

MR. WOFFORD: I‘d like to take a
short break.
(A recess was taken at this time.
BY MR. BECK:

Q. Can I ask you to turn to Bates stamp
page 185367

A. I don't think I have that one. It
should be in the next series, should be the top
one. Okay.

Q. Could you tell me what this document
represents?

A. Okay. It’s a document prepared by

the auditor, Susan North. It is test results
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for tracing of non-escalated complaints, sent
to -- sent by GTECC to Snyder.

Q. So.she was seeing how well Snyder was
receiving non-escalated complaints that GTE was
sending to them?
| A. Yes.

Q. And does this show thaf 28 complaints

was sent by GTE to Snyder on March 10, 19387

A. Yes.

Q. Eight of those 28 did not involve
unauthorized switches., Is that right?

A. From reading the document, yes.

Q. Which means that 20 of them did
involve unauthorized switches. Is that right?

A. By doing the math, yes, it looks like

there were 20.

Q. And that’s for one day in March of
1958; is that right?

A, Yes.

Q. And it says 43 percent of the
complaints -- of these complaints were not
received on March 10, 199%8. Is that right?

A, Yes. There’'s a slight -~ it says:
Percentage of complaints no received by Snyder

on 3/10/98. I would assume that that’s a typo,
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meaning not.
Q. And the purpose of this test was
simply to trace one day’s worth of complaints

on hand at GTE and trace to see whether they

were in Snyder’s log. Is that right?
A, Yes.'
Q. And what this found is that 43

percent of the complaints were not making their
way into Snyder’'s log. Is that correct?

A. 43 percent of the non-escalated
complaints, yes.

Q. Okay. Let me ask you to turn to

Bates stamped page 185377

A, Okay.

Q. Do you recognize this?

A. Yes.

Q. Could you briefly describe what was

tested as reflected on that Bates stamped page?
A. As I remember, at the point in time
that we were doing the work, we were only =--
Snyder was only contracted to do residential
orders, not small business orders. And we had
gotten communication from Karen Smith that
there were some small business orders coming

through and they wanted us to investigate them.
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And that’s the nature of this document, to

. research and determine cause of small business

orders taken before signing of contract with
Snyder.

Q. Let me ask you to look at that e-mail
that’'s on Bates stamped page 18539.

A, Yes.

Q. This is an e-mail from Karen Smith.
Is that right?

A. There's several E-mails here. But,
yeah, it’s from -~ at the top it starts: From

Karen Smith to MRS Smith, which was Mark R.

Smith. It was sent from Karen Smith to Mark
Smith.

Q. Then we get down -- this forwarding
of e-mails gets down to one that was -- let me

get to the substance of the forwarded e-mail,
if we could.

A. _Okay.

Q. There are roughly 600 business orders
at a time when Snyder wasn'’'t supposed to be

doing business orders; is that right?

A. Let me just =--
Q. Sure. Please read that e-mail, if
vyou would. In fact, could you also read the
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next Bates stamp as well and then we’ll discuss
them all. |

A. Okay. So on the ﬁext two pages, 539
and 540, were the ones you wantedito look at?

Q. Yes, please.

A. Okay.

Q. And I want you to describe basically
what test you did and what the event is that
you were looking at as part of the audit.

A, From reading this and just my general
recollections, what happened in this time frame
were we had business orders coming through
Snyder that shouldn’t have been. They
shouldn't have been selling to business
customers.

Looking at the other informaticn in
here, they seem to think that these customers
were walk-in customers and they were -- they
had business numbers and stuff like that. And
the customers through additional follow-up, you
know, were -- I'm not sure exactly how they
came in the door.

Their general contention is that
these customers were, one, they shouldn’t have

been so0ld by Snydexr because they were business
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customers; and, two, they are indicating

several places that it’s slamming.

Q. There are about 600 orders that were
purportedlj for businesses. Is that correct?

A. According to the memo, yes.

Q. And on page 18539 it says that: The
first 30 contacted all were slammed. Is that

right? You, being GTE.

a. That'’'s what the memo says.

Q. And I take it during that time of
these 600 business orders, Snyder wasn'’t even
supposed to be selling to businesses?

A. Well, I mean, just looking back at
some of our documentation, they sold these
customers residential plans on business lines.
Meaning that you have a B-1 line, a business
line versus an R-1 line which is a residential
line. And certain plans can be sold on an R-1
line that can‘t be sold on a B-1 line.

Without going back into all the
details of that, I don’'t know that I can
remember anyway. That, I know, was one of the
distinctions. Because we state that in the
lead memo on Bates stamp 18537: Were processed

with residential plans on business lines. That
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was the defining point there.

Q. But, in fact, these were all -- these
were mostly slams, at least; is that correct?

A.  According to the memo, yes, that'’s
definitely the indication.

Q. And by slam, that means the
businesses didn’t authorize any of these
changes?

A. Reading further in the e-mail, that’s
definitely what the results conclude from this
e-mail.

Q. And you did tests to determine the
cause of small business orders taken before
signing of contract. Is that right?

A, Let me glance back through this
again.

What this -- just reading through
this e-mail, it’s basically documenting what we
knew of this problem is what we are doing.

It’s not really any individual test that we’'re
going through other than just interviewing
individuals. If you're looking at the scope,
it talks about I.D., which is internal audit.
The intermnal audit department interviewed

various individuals to explain the cause and
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action plan of the orders processed in thé
e-mail. I.D. spoke with the following people.
And we tried to get to the root cause and why
they were rejected and any result in customer
complaiﬁts and what was basically being done
about this. This was kind of a follow-up just
to make sure that something we knew of is
somebody on the Snyder side, is somebody on the
GTE side taking care of it.

Q. Okay.

A. I mean, if you can read on -- if you
read on through the memo, you see basically it
says, the bottom of that page: Based on
conversations with GTE and Snyder personnel the
exact cause of this problem is unknown and is
likely a combination of both customer and rep
fraud. A trend analysis- on these orders was
completed by Snyder which did not find any
significant trends by rep I.D. or location to
pinpoint the problem.

Q. There’'s one other e-mail on Bates
stamped 18541 through 185427

aA. Yes.

Q. And this simply describes the results

of the 30 test calls made with respect to that
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problem with the business versus residential.
Is that right?

A. Yes.

Q. There are a number of Florida
customersAlisted there in the group; are there
not?

A. I see a couple, yes. There are
several in here that have the Florida State
code, FL, listed on them.

Q. And they all say slam or likely slam,
do they not, for Florida at least?

A, All the ones listed with the Florida
State code have likely slam listed next to
them.

Q. Ckay. Let’s move on. Let me ask you
to turn to Bates stamped page 18795. I‘d like
to ask you about the table that’s in the middle
of that page and ask you to describe what it
means?

A. Can I get 18794? It should be the
first page of that narrative.

MR. WOFfORD: It’'s blank.
THE WITNESS: I'm just loocking at the

-~ there’'s a Narrative E-2, page 2 of 6 is

what’s --
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793 is the first page. 794 is a
blank page. Do you want to keep it in
there?

BY MR. BECK:
Q. Yeah.
A, Okay. Give me just a second to

familiarize myself.

Q. Sure.
A. Okay.
Q. What I'd like for you to do is

describe what the chart shows on page 187957?

A, Well, the table provides detailed
information regarding payments that GTE has
made to Snyder for the months of January
through March of '98.

Q. Snyder gets paid only when GTE
accepts one of its sales; is that right?

AaA. According to the memo, yes. Yes.

Q. And this shows that during the period
of January through March of 1998, 48.44 percent

cf the sales Snyder sent to GTE were not

accepted. Is that xight?
A. Yes.
Q. Could you generally describe what the

cause is of GTE not accepting a sale sent from
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could have missing customer information. A Dbig

‘number would be wrong. If you miss one digit,

Snyder to GTE?
A. Generally, there could be numerous

reasons for why a sale would be rejected. You
one would be, like, the billing telephone

if a four looks like a nine, or vice versa,
that could throw off your processing because
it’s very -- billing telephone number is the
big key field the system would go off of. If
the name and address don’t match up with the
billing telephone number, if different key
fields were off. If you left off -- you could
leave off something of what carrier code should
be processed with this. If you were switching
froﬁ AT&T to GTE, you know, if you left off the
GTE PIC code, you know, you wouldn’t know which
-~ from a system standpoint, you wouldn’'t know
which one to change it to. A simplistic
example.

Q. So if an order cémes in and has any
one of those problems, it won’t be accepted by
GTE. Is that right?

A. Among other things, yes.

Q. Don’t they get fixed and resubmitted?
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A. There are places where orders will be
recycled. They will be kicked back to Snyder
or whoever originated the order and say we
don’'t have enocugh information to process this
order. There could also be other holdups,
systematic or otherwise that could be
contributing to that number as.well.

Q. Is this number of 48.44 the -- the
48.44 percent unacceptable rate, is that the
net number? In other words, that’s the number

that don’'t get fixed and are just never

accepted?
A, It doesn’t really say. I wouldn't
know for sure. I mean, to say that they’'ve

never been fixed or would not be fixed, I don’'t

know if they would get recycled back through or

not.
Q. On page 188037
A, Let me get there.
Q. Okay.
A. Okay.
Q. These are just other charts showing

the same information; are they not?
A. It looks like a summary of the

activity.
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Q. And it shows -- at one place it
describes them as GTE rejects of Snyder orders.
Is that right, one of the charts?

A, Yes.

Q. Does this ﬂelp you in being able to
answer whether this is the amount that are
never, never accepted or not, if you know?

A. Not just by looking at it, no. I
mean, because it -- I’'m just looking at it, and
it doesn’t say if these ever get reprocessed or
not. I mean, if -« for example, the January
number of 2,789 rejects of those, did they get
recycled or is that 2000 number incorporated
into the February number? I don’t know, you
know. Are there duplicates there and is it
just a billing total or what, or is this a
continuation of old orders dropping off and new
numbers coming on? I don‘t know.

Q. Okay. Let me switch topics a little

bit and ask you about the mystery shopper

review.

aA. Where?

Q. Let’s start at page 18866.

A. I don‘t think I have it. I stop at
849.
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You said 188867

MR. WOFFORD: 866.

THE WITNESS: 8867
BY MR. BECK:

Q. It’s one of them.

And is this your audit program for
the mystery, for looking at the mystery
shoppers?

A, Yes.

Q. And what you did as part of this
audit is you actually appeared at the field,
the sales events that Snydér was attending and
you reported back what you saw, basically, is
that right, what happened?

A, Right. The mystery shops were
intended just to get us familiar with what was
happening at field events,.

Q. And I'11l just skip around a little
bit. Let me ask you about the documents 18893
through 18896.

A. Okay. I'm looking at 890.

Q. Okay. 188893 through 896.

A, Okay.

Q. Please describe your guidelines for

the mystery shopper inspection, if you would

THE MAROTTE GROUP, INC.




(- NS N L

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

88

call it that. Is that right?

A. Yes.

Q. Or the mystery shopper guidelines?

a. Yes. |

Q;' And on page, the third page of those,

which is 18895, there’s a mystery shopper

checklist explanation. Is that right?

A, Yes.

Q. And the first part is Image and
Apﬁearance. Is that right?

A. Yes.

Q. The first one is that: The Snyder

sales associates should identify themselves as
agents of GTE or representatives of GTE. Is
that correct?

A. Yes, that’'s what it says.

Q. And so one of the things you're
looking for is to make sure the Snyder people
represent themselves as GTE and not as Snyder
employees?

A. That is dne cf the things we were
looking for.

Q. And in fact, it specifically states
they should not be identifying themselves as

Snyder employees. Is that right?
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A. Right. o

0. And.theiseéond thing says: The sales
rep should be weaiing a name tag with a GTE
name and/or. logo. Isrthét riéht?

A. Yes,fit‘is. o

Q. So that'’'s another thing you would
look for as a mystery shoppér?

A, Right. |

Q. And the third thing says: The sales
rep should be wearing Docker styie panté with a
GTE logo shirt or a plain white and blue shirt
that should be appropriate for the event. Is
that right? | |

A. Yes, it does.

Q. Okay. And thatfs-anbthér thing that
yourlooked for in your myéterf shopper
inspection. Is that right? |

A. Generally speaking, yes. Those are

just. some general guidelines that we had.

Q. Let me ask you to_tﬁrn to page 18880.
A. It’s right before this.

Q. Sorry.

A. Okay. .

Q. Do you récogniie éage 188807

A, Give me just a second to get
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organized a little bit.

-Q. Sure. _Sure.

A. Yes. | _

Q. You prepared thisldacuméhi; did you
‘not? . |

A. Yes. )

Q. And this was a mystery shopper

inspection in Chicago?

A. Yes.

Q. Did ydu goAto{Chicqgo;jugt for this
purpose? ” l | |

A. Yes,'I did.

Q. And you -- one of the things is you

.looked to'see.whether the repxeéentatives were

identifying themselves as a representative of
GTE Long Distandé, and you Qnéwéred'yes. Is
that right? |

A. " Yes, I did.

Q; And in féct, that'; what happened? I
mean, you went and_looked and saw that they
represented themselves as-GTE?

A. I went up and talked to-thig
gentleman.

0. And he had a GTE logo on his Shirt?

A. I believe he had a jacket -- a shirt

THE MAROTTE GROUP, INC.
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on, and then he had kind of like a light

windbreaker is what I remember. But I have

written down GTE logo shirt with jacketicover.

Q. Okay. And anyhow, this page and --
is it a two;ﬁage report of your inspecﬁion of
this person?

A. Yeah, I believe the checklists were

all of two pages.

Q. So it’s pages 18880 and 18881 for

your inspection of this person in Chicago. Is

that right?

A. Yes.

0. As part of your audit, other people
did these in Florida as well; -did they not?

A. '~ Yes, they did.

Q. And on 18882, we héve one in Miami.
Is that right?

A. Yes.

Q. And in that casé your auditor
éetermined that the representative ~~- or the

Snyder employee was identifying themselves as

represenﬁative of GTE Long Distance; Is that
right?

A, They circled yes.

Q. Okay. And they were wearing a name
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tag with a GTE name on it. -Is that correct?

A, They circled yes again'to that
gquestion.

Q. So was your answer yeslto mny
guestion?

A. Yes.-

Q. And on page 18886, we have another
mystery shopper in Miami. Is that right?

A, Yes.

Q. And again, during this inspecfion,
they found that the representative identified
themselves as represehtatives of GTE Long
Distance and they were wearing a name tag with
a GTE name on it. Is that correét?

a. . That’'’s how they indicated on this
sheet, yes. |

Q. Let me ask you about Bates stamped
page 18919 through 18920.

A. 918, you said?

Q. -Yes, 919 through 20.

A Okay.

Q. Is this more backup to your a&dit
concerning the mystery shoppers?

aA. I believe what we’re looking at here

is we’'re looking at mystery shops performed by
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another compény. I think it was'Wells Fargo,
but I would have to go back and look.

Q. Oh, okay. They had done some mystery
shopping for Snyder themselves; had they not?

A. Yes; |

Q. And you were reviewiné the results of

Wells Fargo'’'s mystery shopper eﬁents?

A. Whoever was doing it. I think it was
Wells Fargo. I would have to go back and
double check. But somebody was doing -~ an

outside company was doing mystery shops; that’s

where we got kind of the idea to do it

‘ourselves. They were doing it in different

places. The particular document you referenced
I believe was in Florida.

And what we were looking at them for
was to get an idea of what was going on, what
cother people were seeing, what the other
company was seeing.- It was jﬁst general
information more for our understanding, again,
reviewing what would ‘have already -been done.

Q. This document indicates that during
this inspection in Homestead,.Florida, the
SnYder employee was wéaring a name tag with a

GTE name. Is that right?
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A.
Q.
A.

company

0.
it not?
A. I believe so,
Q. All right.
bit.
A,
stuff?
Q.
A, Okay.
Q. And the next
ask you about is Bates
A, 1781987
Q. Yes. Do you
A. I've seen it
generally recognize it.
Q.

reviewed as part otf

A.

manuals,

Which number again?

18919.

Representative wearing name tag with

name. Yes.

By company name, it means GTE; does

yes.

Let’s change topics a

Are we done with the mystery shopper

Well, those documents.

document I'm going to

stamped 17819.

recognize that?

before, yes. I

Is this one of the documents you

your audit?

I know we looked at their training

and that’'s where this 1poks like this

comes from. Like I said, it does look

familiar.

THE MARCOCTTE GROUP, INC.




W ~] o b e W NN

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25

95

Q. And their training manual says that
they must wear clean and épp;opriate GTE sales
associate shirt; does it not?

A. Yes.

0. | And they must always wear a visible
GTE I.D. badge. Is that right?

A. Yes.

Q. And those are two things that yoﬁ

checked on your mystery shopper analysis that

you did as part of your audit. Is that right?
A. Yes, we did.
Q. And were you trying to see whether

they were doing the things that their training
manual says they’'re supposed to do?

A. One of the tests, yes.

Q. And this is confirmed on Bates
stamped page 178457

Do you have that one? It’s coming.

A. In process.

Q. Is this again from the training
manual of -- I‘m sorry.

A. Based on the footer, if.appears S0.

It appears to be from the same manual.
Q. This is the Snyder training manual?

A. The training and performance
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development manual, yes.

Q. And again, this says the mystery"
shopper evaluates whether the Snyder employees
are wearing an I.D. name tag. It doesn’t say

it, but I assume it means with GTE name tag

and also wearing GTE approved attire. Is that
right?
Al Yes.

Snyder Direct Services; Inc.,
Consumer Field Markets, Traihing and
Performance Development.
Q. Let me ask you to turn to page
18259 . |
A, I don’t have that one. What was the

number again?

Q. 18259. You should.
A. The first one I have is 256, 275.
Q. You can look at ﬁine, if you like.

MR. WQFFORD: These must have gotten
cut of order.

THE WITNESS: Well, we’'ve got several
pulls from different places; but I-don't
see 1t geneially in here. . |

BY MR. BECK:

Q. Let me just ask you to look at Bates
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stamped 18259 and ask you if you recognize it?
A. | I do.
Q. What is it?

MR. WOFFORD: Here, I've'got it.

THE WITNESS: It's a preliminary
scope.that the internal audit departhent
and I put together when we were doing our
original planning for the audit.

BY MR. BECK:

Q. Okay.

A. Thank you.

Q. This just describes preliminarily
what your audit was designed to accomplish. Is

that fair to say, or not?

A. When we had our initial discussions
with the key players, which would have been the
people I've already named, Karen Smith, George
Wieskopf, Ted Gilmore, what did wé.want the
audit to accomplish. These were a brain dump
of activities that we would want to take a look
at when we were there.

Q. Let me ask you to turn to page 18262
and 18263. Ask you if you recognize that
document?

A. I do.
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Q. Could you describe what it is?

A. It is a letter from éhris Owens, who
is the president of GTECC Consumer Markets to
four individuals at GTECC related to business
ethics/compliance.

Q. Let me first ask you'about Chris
Owens who was then president of consumer
markets. What dcoces that encompass, consumer
markets?

A. At this point in time consumer --
GTECC was broken up into a couple different

units, and one of them was consumer,markets,

" which was primarily residential sales.

Consumer markets were closely assigned with
small businesses and residential lines.

Q. Is this only GTECC? He'’s the
president of.consumer markets fof GTECC?

A, Yes, I believe so. That was -=- it's
on the GTECC letterhead, and that;s what my
recollection is.

Q. And that includes Long Distance, does
it not, for that segmént?

A. I don’'t know how LD, Long Distance,
rolled up underneath this at this point in

time, March 10, 1998.
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Q. And there are foﬁr pecople this was
sent to. Could you identify each of those four
people and what their positions were with the
company?

A, I1’l)l do what I can. G. Allen, I do
not know. J. Bilney would be Jody Bilney;

she was in the sales area.

Q. Of GTECC?

A. Of GTECC.

Q. Okay.

A. Ted Gilmore which was -- he was for,

again, he was in the sales area but he was in

-- I believe he was the head of Snyder on the

GTECC side. I think he was VP/GM was his
title.

Q. VP would be viéeupresident and
general manager?

A, Yeah. I've got it listed someplace
in one of these other documents. In the
Planning memo I know there was a listing of
what his exact title waé. I cﬁuld find it if
you'd like.

Q. Well, it’s not necessary right now.

Who’s the last person --

A. Ted --
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0. Oh, I'm sorry. Go ahead, then.

A. Ted Gilmore VP/GM, LD Division,
Snyder liaison was what we had him as the
title.

Q. Okay. And LD Division is Long
Distance?

A. Yes.

0. And he was one of ﬁhe people in

charge of liaison with Snyder?

A, Yes, that’s how we had him listed.

Q. Okay. And who’'s J. Havéns?

A. John Havens, again, I think he’s in
the sales organization. I doubt know his exact

title, but I recognize the .name.
Q. Why is this letter in your -- first
of all, is this letter in part of your audit

work papers?

A. Yes, it was. -
0. Why is it there?
A, It was planning materials to give us

an understanding cof what the environment was
like, give us an understanding of the
regulatory concerns related to these issues
related to Snyder.

Q. You see there some handwritten notes
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on the right side of page 182627

A. I do.
Q. Could you read them?
A. I'll give it my best shot. It

starts off, says: Copy to: There'’'s some
scratching that looks like a TKE slash. I‘m
not sure, it could be a Steve or something, I’'m

nct sure.

Q. Do you know what the TKE would stand
for?

A. Ne, I don‘'t.

Q. Can you read the rest 6f the

handwritten notes?

A. See note something. I don’t know
what that word is. We need to look at. And
then I can’t make out what the rest of this
sEays. I really can’t make it out.

MR. BECK: At the end of this I'm
going to ask for a legible copy of this
with the note so I can read it.

MR. WOFFORD: I can’t read it either.
I‘'m not sure,

"THE WITNESS: I don’'t know if we have
one. This was ==~ I rememher,'from the

work papers that this is a copy of a copy.
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I don’'t know if anybody still has the
original. I don't knoﬁ. I just know why
it was in here was because of the -- the
subject matter was related to Snyder and
telemarketers as a whole, again, setting
us up for what the environment was like
for planning informaiion for us.
BY MR. BECK:
0. Now, Mr. Owens who was the author of
this letter, was he provided the results of

your audit?

A. I don’t remember specifically.
Q. Okay.
A. He could have had knowledge of it,

but I don’t know.

Q. All right. Let me ask you to turmn to
the document that starts at page 20907.

A. I know I don't have that one.

Q. And it’s entitled Snyder
Communications, Inc., GTE Policies and
Procedures Manual. Do you recognize the
document that begins at page 20939077?

A, Generally, yes. I know that we had
a couple of Snyder manuals in our work papers

that we used as reference material.
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Q. Where does this document stop, at
what Bates stamped page?

A. I;ll just have to see if they have
an index up at the front. I.show on 20909 that
it has 14 items listed on the table of
contents, and that would take us all the way up
to 20958, which would be the end, which would
be the last end tab is what it looks like. So
I would assume that that would probably be, if
the numbers are concurrent, that it would be --
I think that would be the end point.

Q. Okay. All right. And this is part
of your audit backup because it’s something you
used as part of the audit or at least reviewed?

A. It is. When we're originally doing
the planning for the audit, you know, one of
the things we always request is we ask for
policies and procedures of what are you
supposed to be doing. And this is, for Snyder,
one of the backup materials that we obtained.

Q. Let me ask you about Bates stamped
page 209147?

A. Yes.

Q. This page covers their policy with

respect to representation, is that right, their
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representation pblicy?

A. That’s what it says on the top, yes.

Q. What I’'d like to ask specifically
about is under the operating process on that
page, there’s a bullet, seventh bullet under
Snyder’s responsibility. It says: Enforcé a
dress code that includes usage of GTE branding.
And then it lists a series of items. And I was
wondering if you could discuss the type of
branding that Snyder used that’s shown there
that would show GTE?

A. I don‘t know the specifics. I could
tell you when I did the mystery shop and when
we saw different articles around the Snyder
offices.

Q. Okay. Please do?

A. They used the small GTE bug, which is
~- it’'s just the logo. |

Q. What bug?

A. Let me use this for a second.

MR. WOFFORD: No, I don’t think he
wants you.to draw.
THE WITNESS: Oh, I'm sorry.
BY MR. BECK:

Q. Just describe it. There’s a bug

THE MAROTTE GROUP, INC.
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that’s the GTE logo?

A. It’s our logo. 1It’'s a little
circular, oval picture that has GTE written on
it. It‘’s blue and white. That’s just what

they call it, the GTE bug. I'm sorry.

Q. Go ahead.
A, Sorry. When we saw that, it was the
standard GTE logo that we had on there. It was

either blue or white was the standard colors.

Q. And where would Snyder use that?

A, On the I.D. badge that I remember, I
believe that there was a small logo on that
badge. They had some promotional materials
also that had the GTE logo on it as well.

Q. Did the shirt Snyder employees wear
have the GTE logo on them?

A. The one that I remember from the
mystery shop, yes.

Q. In fact, their policy says that.

That’s the first one listed under GTE branding

shirts. Is that right?
A. Yes.
Q. How about caps, have you ever seen

Snyder people wear a cap with a GTE logo?

A. No.

THE MAROTTE GROUP, INC.
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Q. Bow about shirts or édvertisements,
did they have a GTE logo that you’ve seen?
A. I did see some promotional materials
that, again, had the small GTE logo on them.
Q. Any other items listed here where you
recall seeing GTE logos?
A. The sales booths, Item J. They also
had -- they would have banners that would
list, you know, have the GTE logo.on there and
say GTE Long Distance, something like that,
when they would set up their booths.
MR. BECK: Okay. That’'s 1it. Thank
you very much.
Do you have any?
MR. FORDHAM: No questions.
MR. WOFFORD: Give me just about five
minutes, and I may have a few questions.
MR. BECK: Okay. Gé right ahead.
(A récess was taken at this time.)
MR. WOFFORD: Back on the record.

EXAMINATION

BY MR. WOFFORD:
Q. Mr. Weaver, I have a few questions.
I want to try and clarify some of your earlier

testimony.

THE MAROTTE GROUP, INC.
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Can you look at the dogument that
that’s been labeled 18536, please?

A. Yes.

Q. The first 1iné of that document
underneath the heading talks about the number
of complaints on hand at GTECC sent to Snyder
on March ‘10, 1998, doesn’t it?

‘A Yes.

Q. Does that document say anything about
the number of complaints received by GTECC on

any particular day?

A. It's ambiguous. It does. not say that
specifically.
Q. Do you see anything on here that

indicates to you affirmatively that any number
of complaints were received by GTECC on a
particular day?

A. It says it was sent to Snyder on
3/10/98. It doesn’t show how many, if that was
from previous days or not. It just shows that
they sent 28 documents -- or 28 complaints.

I'm sorry.

Q. And there’s a little asterisk next to

that legend, right?

A, Yes.

THE MAROTTE GROUP, INC.
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Q. And the description of the number of
documents sent to Snyder on a particular day is
further explained as a day’s worth of
complaints, right?

A. For testing purposes, comma, a day’s
worth of complaints on hand at GTE (28 on 3/28)
was traced to Snydexr’s log.

Q. And that language yocu‘ve just read
refers to the number of complaints sent to
Snyder on a particular day, right?

A, Again, it‘’s -- they sent 28, and it
says it was a day’'s worth of complaints on
hand, but it doesn‘t say if it was from
previous days other than 3/10/98.

MR. WOFFORD: All right. That’s all

I’ve got.

MR. BECK: Let me follow up on that.

EXAMINATION

BY MR. BECK:

Q. You’'re saying that you would
interpret a day‘’s worth of complaints as
Possibly including more than one day’s worth?

A. I don’'t know if they batched
complaints and then sent them on a daily,

weekly, monthly basis to Snyder. I don’t know

THE MAROTTE GROUP, INC.
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if this was all from 3/10 or if it included
3/9, 3/8, 3/7, other dates.

0. Well, if you were sending a week'’'s
worth of complaints, would you call them a
day'’'s worth? |

A, I don't -- again it’s -- it says a
day’s worth of complaints on hand. Now, does
that mean it’s -- on hand is, I guess, the
piece that’s a little puzzling. It doesn't
clarify specifically.

MR. BECK: All right. That'’'s all.
MR. WOFFORD: That’‘s all I've got.
He wants to read. And we’d like to
désignate the testimony as confidential.
(Thereupon, the deposition was

adjourned at 1:35 p.m.)
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ERRA T A S HEET

Pursuant to Rule 30(7){(e) of the Federal
Rules of Civil Procedure and/or Georgia Code
Annotated 81A-130(B)(6)(e), any changes in form
or substance which you desire to make to your
deposition testimony shall be entered upon the
deposition with a statement of the reasons
given for making them.

To assist you in making any such
corrections, please use the form below. If
supplemental or additional pages are necessary,
pPlease furnish same and attach them toc this
errata sheet.

I, the undersigned, WAYNE WEAVER, 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 exceptioq of the folloﬁing

corrections listed below).

Page___ _Line____should read:

Reason for change:

Page____Line____should read:_

Reason for change:
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Page_ _

Reason for change:
Page
Réason fqr change:
Page_
Reason for change:
Page
Reason for change:
Page_

Reason for change:

Page_

Reason for change.
Page_

Reason for change

Page_ _

Reason for change:
Page

Reason for change:

__Line___

_Line_

_Line_

_Line_

_Line____

__Line__

_Line

__Line_

_Line__ .

_should read:

_should read:s__

should read:

should reads:__

should read:

should read:

&

should read:

should read:

Signature

This

day of

, Notary Public.

, 2000.

My Commission Expires:

T
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C ERTTIVFICOATE

STATE OF GEORGIA:

COUNTY OF FULTON:

I hereby certify that the foregoing
deposition was reported, as stated in the
caption, and that the gquestions and the
answers thereto were reduced to the
written page under my direction, that the
preceding pages represent a true and
correct transcript of the testimony given
by said witness.

I further certify that I am not of
kin or counsel to the parties in the case,
am not in the regular employ of counsel
for any of said parties, nor am I in any
way financially interested in the result

of said case.

Dated this day of ___ +2000.

DEBORAH L. SWILLEY, CCR-B-2174.
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1 APPEARANCES OF COUNSEL: 1 PROCEEDINGS
2 on behalf of the Citizans of the 2 Thersupon.
3 Stata of Florlda: 3 WAYNE WEAVEH,
4 CHARLES J. BECK, ESQUIRE 4 having been first duly sworn, vas examlined and
5 Offlce Of The Public Counsel 5 testified as follous:
8 The Florida Legislatire B EXAMINAT IDN
7 111 dest Madlson Street, Room B12 7 BY MA. BECK:
B Tallahassse, Florlida 323399-1409 8 Q. HI, good norning. My nama I8 Charlle
a 1858) 4B8-8338 (Ielephona} S Beck, and I°n ulth the Offlce of Public
1A 12 mlq;aal.
i1 On behalf af GYECC: 11 Could you please state your nane?
12 M. RUSSELL WOFFORD, JR., ESQUIRE 12 A. My nane is Wayne Weaver.
13 Alston & Bird, LLp 13 Q. By vhom are you employed?
14 One Atlantic Canter 14 A. By Verizon Conmumications, formally
15 12p1 West Paachiree Streat 15 GIE. '
b1} Atlanta, Georgla 38389-3424 16 MR. WOFFORD: Charlle, X should have
17 {484) B81-7888 (Yelephona) 17 mentlonad this before, but can we agree
18 18 that obJections to the — all oblectlons
19 On behalf of Florida Public Service 19 except those to tha form of the question
28 Comnlission: 28 are resarved?
21 C. LEE FORDHAM, ESQUIRE 21 MR. BECK: Sure.
2 Division of Legal Sarvices 22 MR. UOFFORD: Sorry.
23 2548 Stumard Oak Boulevard 23 BY MR. EECK:
24 Tallahassea, Florida 32399-2853 24 Q. What is your position with Varizon?
25 (858} 413-5227 (Telephone) 25

A. I'n anangger In the Internal awndit
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1 departnant. i Q. Did you have a mmber of people

2 G@. How long have wou held that position? 2 vorking fot_" you In that position?

3 A. I've been a manager for about 18 3 A. ‘153.

4 months nov. 4 Q. Who vas working for you?

5 g. hat position did wou hold before 5 A meu Tinbariake. Yanira Lajara.

6 that? 8 MR. MOFFORD: Speli that.

7 A. Senjor auditor. 7 THE WITKESS: It’'s Y-a-n-i-r-a

8 Q. Hou long have you worked for Verizon? g L-a-l-a-r-a.

9 A.  About four years. ] Let*s see. Susan North. I belleve
18 Q. Do yau hold any professlonal 18 that ues It.

11 designatlons? i1 BY MR. BECK:

12 A. I have a naster’s.degrea, but no CPA, 12 Q. How did this andit come about; In

13 CIA or any of those. 13 other words, wvhat caused this adit to occur?
14 Q. A nastar’s degree in business or 14 A, There vare —- it started with a

15  accounting? 15 request from our regulatory legal department.
16 A. It's in accounting with, I guess * 16 I balleve the request cane through Karen Snith.
17 you’d call It, a minor in internal auditing. 17 G. that vaas the request?

18 Q. Have vou beeh an internal auditor for 18 A. TIhe request baslicallu vas ve’'ve bean
19 the entlira four years you've been at Verizon? 19 getting a nunber of conplaints related to

28 A, Yes. 28 diffarent slams from variovs sources, and they
21 Q. What did you do before that? 21 vanted us to do some additional Investigations.
22 A. I vas an Internal andltor with 22 Q. Karen Snith [s a lavuer?

Nat lonsBank. 23 A. she’s ln our regulatery departnent.
24 Q. About hov long did you do that? 24 she vas an AVP, I believe, of our regulatory
25 A. Tvo and a half vears. 25 affairs. I'n not sura vhat her exact title uas

—— PAGE 8 —— PAGE B
&

1 Q. When did you recsive your nastar’s 1 at that point Ih time.

2 degrea? ’ 2 Q. Was [t the slamning that had been

3 A. In ’s54. 3 occurring vith the use of Snuder people that

4 Q. I*d like to =ssk you to take a look at 4 led to the andit then?

5 tha documant that begins at Bates stamped page 5 A. Snydar was cone of the focal points,
€ 17456 and ending at 17462. 6 but we had other telemarketing sgencles that

7 A. Through 174627 7 vere dolng -~ or vere selling long distance for
8 Q. VYes, B us. Snyder wes Just one of them, vas ane of

] A. Okay. 8 the bigger ones.

12 Q. Do vou recognize that document? 18 Q. Were tha others awdited at the same
11 A. Yes, I do. 11 tima that Snyder vas audlted?

12 Q. Could you just brlefly dascribe vhat 12 A.  No.

13 the document is? ' 13 4. This audit was Just focused on Snyder
14 A. It is a legal mamo that ve drafted to 14 and it°s relationship to Verfzon. Is that

15 Thonas Parker who was the sssocliate gensral 15 correct?

16 counsel at the time related to the Snuder 16 A. Yes.

17 Direct Services service awdit reviev that we 17 Q. On page 17456, thare are six bullets
18 perfornad back in 1898. 18 about halfvay down. It says: The scope of the
18 Q. Does this document summartze the 19 reviev.

28 results of the internal audit that vou 2a Could you briefly describe what each
21 conducted? 21 of those six bullets are and describa hov that
22 A. Yes. 22 was - hov that was part of the review that you
23 @. What uas yoix role In that andft? 2 dige
24 A. I was the lead auditor, the In-charge 24 A. Okay. The sales ordar processing,
25 sudltor on that Job. 25  baslcally vhat ve vere looking at thare vas
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1 fron the point uhan customer contact was nade i A. Where ve looked at that vas nainly in
2 throuah the point uhen Snydar handed the order 2 the sales order processing. We vanted to nake
3 off to GIE or its affillates, whoever that 3 sure, if 1t vas a signed dellvery or If It vas
4 wyould be; that vas the maln point thers. And 4 a talephone call, that they had & third-party
5 wuhat ve were doing uvith those custoper orders, 5 varifler.

& . ve tere looking for key attributes. We vers 8 Q. Go shead, pleasa.

7 looking for whather the proper documentation T A. The parfornance monitoring and

B wvas maintalned on file by Snyder. We vere also B8 nmeasurement. This vas really Internal metrics.
9 looking at certain dates as vell as far as hou 9 How nany ordars did they bring tn? How long

19  orders -- when dld they start, vhen they did 18 did It teke to gather thosa markat orders?

11  leave Snuder, vhen did they leave different 11~ Which narkets they vers coming fron? DIfferant
12 places. We vere doing a time lLine on these as 12 reportiny stendards that Snyder vas supposed to
13 well. 13 report to us as GIECC, GIE, vhatever.

14 The next one vas the sales 14 Tralning, what ve vanted to look at
1S compensatlon plans. We wanted to take a high 15 here vas for human resources. We wanted to

16 level overview of tha sales conp plans 10 nake 18 nake swre that —- one of the big concerns that
17 sure that there vwas nothing in the sales comp 17 vas raised by owr regulatory departnent vas if
18 plans that vas really Incenting the salespsople 18 somecne, a sales associate, on tha Snyder s!de
19 to sian custonars. 19 vas caught, that if they had forged a
28 The next ona vas the quallty cohtrol 28 custopar's signature or nade up a fictitlious

21 complaint resolution explanation reporting 21 custoner, hov vere they dealt with fron & human
22 proceasses. That vas on the back end of their 22 resources standpoint? Were they vere fired,
23 order processing, vhat controls did they have 21 basically? What disciplinary actlon vas taken?
24 in place to ensurs ordar quallty, order 24 Ve wanted to nake aure that that vas actually
25 acturacy. DId theg have any sort of Follow-up 25 occurring and we felt vwas justified, satisfied
—wus PAGE 1P — PAGE 12
12

1  processes in place? 1 us.

2 Q. Would that include vhether the 2 The training and business ethics ve
3 signatures on authorizat!ons to change long 3 wuantad to nake sure that in thelr tralining

4 dlstance companies vers authentic? 4 naterials they vere trained on what the

S "A. Were they authenticating -- I'm not S regulations vere, ghat vera good sthlcal sales
68 sure I understand the guestlion. 6 practices and vas that covered, basically, In
7 Q. Well, vhether the signatizes on 7 tha tralning naterjals.

B suthorizations to change long distance company, -] And the last one was loglcal systen
9 whethar those signatures were actually the 9 security, vhich thls is kind of & catchall

18 persons vho they claimed to be? 18 category to look at thelr systens and hou

i1 A. TIdon't -~ I don’t think that*s uhat 11 |nformation flowed from vhan [t cams In the

12 thelr department vas there to do. I think they 12 door until vhen It left the door.

13 vere just there to make sure that there vas a 13 Q. Thls letter is signed by Mark R.

14 valld sisnature, yes. But I don’t know If they i4 sajth?

15 wvere looking at It to seae If It vas that 15 A. Yes.

16 person’s actual slgnatura. 16 Q. Who is he?

i7 Is that where Sou vere golng with 17 A. At the time he vas the engagenent

18 that question? 18 nanager on the Job, and he yas aleo scting &s
ig Q. VYes. Let's talk plainly about It. 18 director for —— ve had a director that had Just
22 Were they Interested In vhether some of the 28 left, and he vas about to assunme that positlon.
21 signatwres on thoss forns vere forgarles? 21  So he vas dual rules on their amdit.
22 A. Yes. they vere. 22 4. Was he the person that you reported
23 Q. Okay. ¥Has that part of that reviev 23 to?
24 or sone other part of the revisw wvhera uou 24 A.  Yes.
25 looked at that? 25 Q. Hov did his responsibllities compare
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e PAGE 15

13 15
1 and contrast to yours In the and!t? 1 Q. Did you -- after the audit dld wou
2 A. Typically a manager on the Jjob has a 2 discuas vhat you found with others?
3  rore high leval role on an ewilt. Ihe 3 A. Yes, wa had discussions with other
4 in-chargs of the audit Is thare in the field. 4 exacutives.
5 They are doing all of the vork, and they ars 5 Q. Could wou nama vho they vers and vhen
8 supervising the other staff menbars along vith 6 these discussions occwrred?
7 perforning the test. 7 A. There vas one meeting that I vas
B @. And that latter aspect vas your Job? 8 jnvolved with: and that vas myself, Mark Salth
9 A.  Yes, correct. 9 and Georga Wisskopf, and I'n not surs of the
12 Q. DId you haip draft this letter? 14  last name, but I think it’s W-I-B-S-K-0-P-F.
i1 A. I prinarily vrote the lettar, yes. 11 He uas the vice-president of finance st the
12 Q. So M. Snith revieved the letter and 12 time and our maln polnt of contact at GIECC.
13 nade any changes ha nlght make and then signed 13 Q. He vas the vice-prealdent of flnance
14 jt? 14 at GIBCC?
15 A. We -- I urote the origlnal draft of 15 A. Yes. .
18 the letter. He did meke sone changes; and ua 16 Q. And vhat vas —
17 did dlscuss any and all changes before he 17 A. I beliava that ves his titls.
18  signed It. yea. : 18 Q. what vas the scope of the discussion
19 @. Were there any meetings vith Nr. 19 that you had with hin?
29 Parker that wou knov of vhare thls letter was 20 A. This vas a meating that ve had as
21 dlscuased? 21 part of our typlcal annual planning cycle, and
22 A.  Yes. 22 It vas a follov-up for — I guess it was
23 Q. Could wou describe vhat those 23 probabiy !n November, Decamber of *S8, that
24 meetings vere? 24 tlma frame.
5 A. The meeting vas va presenied the 25 Q. When you say part of the tuplcal
PAGE 1d PAGE 16

14 16
1 results of the findings that vere contalned in 1 annual planning cycle, what does that mean?
2 this report. 2 A. Throughout the year we have -- our
3 Q. Who wvas present at that neeting? 3 awdit department does a risk-based audit
4 A. The one meetling that I'm recallling 4 approach where ve speak with the business units
S wuas nysalf, Mark Saith and Tom Parker. 5 and say vhat are vour riskier bases. These arg
6 Q. Was it after this letter was sent to 6 the different audlit segnanta that ve want 10 go
7 hinor at the same time It vas delivered? 7 do, tha different audits that ve want tc go do.
a8 A. When we delivered the hard copy. B e present that plan to them, and va discuss
] Q. Ware there any other follov-up 9 what they vant to inclide or what they wvant to
18 nmeetings other than that one vith Mr. Parker? 19 throv out. And ane of the items that we dld
11 A. Hot vith M. Parker. 11  talk about ln these planning meetings durlng
12 Q. Okay. Were there follou-up mestings 12 thls time frane vas what, If any, work ve vare
13  vith somaone elsa? 13 golng to be doing relating to Snyder Direct
i4 A. There vere meetings vith — once we 14  Services.
15 had the neeting with Ion Parker, there ware no 15 Q. And vhat was concluded about that?
16 nmore moetings after that. We put that ~- 16 A. At that meeting It was put basically
17 basically because of tha attorney—cllent 17 on hold, was the conclusich of any further
18 privilega at that point In time that we vere 1B follov-up vork at Snyder vas put on hold.
12 under, we left it inder his control and he was 19 Q. #hy vas that?
28 taking It from there. 28 A. The naln reason Is our relaticnshlp
a1 Q. DId vou ever - subsaquent to thae 21 with Snyder vas changing and we didn*t -- at
22 moeting with M. Parker, did you dlscuss or 22 that point In time, no one Knew If ve ware
23 present the results of your audit to any other 23 going to even be able to go back In and revieu
24 persons at GIE? 24 Snydar again. And ve uwould have done somethlng
F A. We had — no. 25 in about a year, or something liks that, from




— PAGE 18

e PAGE 17 SHEET §
17 19

1 tha time. it yes.

2 Q. Are you famlllsr vith GIE terninatlng 2 Q. Could you describe the basis for that
3 Soyder vith respect to foot sales In Florida? 3 recomnendation?

4 A. I knou that it heppenad, ves. 4 K. bhen ve did the testing in

5 Q. Hes your meeting with Mr. Wleakopf 5 Californla, we felt that the IFB process, how
6 befora or after that event? 6 they had It working at that point in time vas a
1 A, I'mnot sure., I don*t know a‘actlu 7 best practice; and ve felt that thsy should

8 when foot sales endad wlth Snyder. B nirror that in other reglons.

8 Q. Wers there any other follow-ups to 9 Q. How did the amount of slamning that
15 this andit other than the audit Itself and this 18 wvas going on ln California compare to other

11 peating with Mr. Wieakopf? - 11 areas?

12 A. There vas an offshoot of tha audit 12 A. I don*t recall the actual statistlcs,
13 that’s mentlonad in the report. I belleve, 13 but my peneral feeling Is that It wes lover.

14 related to AFNI financial. 14 I’d have to go back do that point In time to
15 Q. Describa that? 15 ses vhat the actual statistics vere.

16 A. The AFNI axlit was —— there vere 18 Q. Let me dlrect your attention to under
17 concerns ralsed durlhg the Snuder audit that 17 the first bullet on page 17468.

18 orders vere poing to APNI, they vers getting 18 A. lUh-huh.

13 stuck kind of in what vas called the black hole 19 Q. IYhis says: Re recomnand that Snyder
28 at the time, and they vere not getting 28 begin using thls procesa to verify all field
21 processed for 3¢, 6@, 98 days. There vere a 21 sales based on a cost benefit analysis. Do you
22 lot of processing delays. And then they would 22 ses that?

23 shov up at GIE and for various reasons they‘d 23 A. Yes.

24 get kicked out, some uwould get processed.” So 24 Q. khat cost beneflt analysis vare wou
25 there vere concerns that AFNI uas holding up 25 referring 1o in your letter?

— PAGE 1B — PAGE 28
18 ea

1 the process. 1 A. The baslc cost to inplemant the

2 4. Is AFNI an acronyn? 2 reconnendatlon, what would [ take to -~ I

3 A. Yes, It is. 3 balieve, at tha time vhat they vere actually

4 Q. What doea |t stand for? 4 doing with their field sales repa, wvhere they
5 A. I bellave {t’'s American Flnancial 5 had, I believe, several cell phones that the

& Netvork, Inc. € fleld sales would take vith thes. They vould
7 Q. And I'nm not -- hov wers orders 7 call a third-party verifier. The third-party
8 getiting held up In AFNI? 8 verifier, they vould hand the cell phone over

9 A. My basic understanding of the process 8 to the customer, and the customer voulid talk to
18 flow vas Snyder would take thelr orders, pass 18 the third-party verifier vhere you would record
11 then electronically to AFNI who vould process a 11 the call. Row, vou'd have the cell phones, the
12 segnent of those orders for Snyder, or actually 12 usage, all those kinds of things that would go
13 for GIE, take thoss orders and change them [nto 13 along vith that. There would &lso ba the

14 -- get then Into our systems, Into the GIE i4 training and the addltional papervork. So

15 systems. So they vere a middle man. basicalily, 15 these are the costs that are related to l

16 batveen Snudar and oursalves. 16 Implementing that sort of recommendation.

17 Q. Could you turn to page 17458 of the 17 Q. And that process vas only being

18 letter, vhich s page 5§ of the letter? 18 engaged In in Californta for Snydar sales. Is
19 A.  Yes. 18 that right?

20 Q. One of the recommendations that you 28 A. Yes.

21 rade as part of this audit vas to Institutas 2t Q. Have you seen any analyses {hat

22 third-party vaerification for Snyder orders as 22 deternine vhat the cost of that process was?
23 uas already being done In Florida -- or In 23 A. No.
24 Californla. Is that correct? 24 Q. You wers recommending -- vare you
25 A. That uas ohe of our recommendations, 25 reconmending, then, that such a cost beneflt
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1 analysls bs undertaken? 1 €. And one of tha things you discovarad
2 A. Yes. 2 In your andit vas thal Snyder enployeas vere

3 Q. Do you knou what the results of that 3 forglng customer signatures; Is that right?

4 recommendation vere? 4 A. I don°t think that ve concliied that
L A. ot at this time, ho. 5 they vera forged signatures. I don’t remembar
8 Q. Have yott known at any time vhat the § draving those conclusions, not to that

7 results of that are? 7 strength. I knou that ve had some letters of
;| A. No. 8 agreenmant that ve vera concerned -- wa had

9 Q. Do you know uhether the conpany g deflnite concerns about that vas the nane

18 entersd into that coet beneflt analysis or 16 right, was the name wrong, vas it a spouse’s
11 conpleted the analysia? 11 name or things of that natura. vhich I think
12 A. Not that I know of at this point In 12 you could see In the testing., But I don’t

13 time. Well, not that I knov of, period. 13 recall it vas colning the tera ~farged

14 Q. The cost woild be the actval -- wou i4  signatures.”

15 could actually calculate a dollar cost per sale 15 Q. Dld you suspect that thera vere

16 to engage in the third-party verification like 16 slgnatures on -- latters of authorization vers
17 was being done In California, couldn't wou? 17 belng forged?

i8 MR. WOFFORD: Obiectlon, calls for is A. My personal susplclons vera probably
19 speculation. 19  yes.

28 Go ahead and ansuer. 28 Q. But you’re savlng vou didn’'t test to
21 THE WIINESS: I would sssupe that gou 21 sea If that vas trua?

2 could do that. T have not seen what e2 A. Ve tested to see {f there vere -- {f
23 Snyder’s cost structurs looks like. Even 23 a customer said John Doa, vas the signature

24 during this sudit. ve veren't privy to all 24 John Doa. We did nol have any way of

2 that {nformation. So I don’t know that I 25 deternining vithout contacting the customer if

— PME 22 — PAGE 24
22 24

1 could give an opinion on that. 1 John Doe slgns his name vithabigJor a

2 BY MR. BECK: 2 little J. Ve couldn’t tell exactly |f that

3 Q. But your recommendation ves that such 3 signature vas ¥r. John Doe*s aignature or not.
4 a study be conducted to daterains vhat that 4 We Just knev that there was a signature on that
5 cost vould ba; was It not? 5 plece of paper. That's all we could daternine
B A. Yes. & Dbecause ve vare not alloved to contact the

7 Q. Now, you mantloned a cost beneflt 7 customer directly about thelr order. We had to
8 analysis. What vould be the benafit sida? B look at historlcal Information.

) A. The benafit ve belleved would be leas 9 Q. 5S¢ you suapscted that there were

12 slamning corplaints, or less corplalnts fron 18  forgeries being engaged In by Snyder, but you
11  customer. It’s a more secwre process, a batter 11 didn’t check to see |Ff those sipnatures vere

12 controlled process, in our opinjon., becausa wou i2 authentlc on euthorizations?

13 don*t have the paperwork having to get passad 13 A. I don’'t know hov ve could have.

14  aroumd. 14 Q. How would you deternmine -- or dld you
15 Q. Did you think that third-partu 15 try to deternine vhether the signatures vere
16 verification would elininate the forgeries that 16 actually that of the person whose slgnature It
17 you had been finding in wour invest!gation of 17 purportsd to ba?

18  snyder? 18 A. Uithout contacting the coustomer, I
is A. Could you — I°nnot sure I 18 don't think — I cannot think of a vay we would
28 imderstand the question. 28 be able to authenticate that signature unless
21 Q. Well, there's the beneflt, you know, 21 e ask the customer to sign a piece of paper [
22 vhen you look at the cost benafit, {he benefit 22 our presenca and then ve conpared that to the
23 would be valld sales as opposed to lnvalld 23 LOA., That's the only vay that I could have
24 ones; would they not? 24 deternined, you Know, vith reascnahle pasurance
25 A. Sure, yes. 25 that these tuo signatures matched; snd ve did
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1 not have the ability to go back to the 1 that ve did have concarns, thoss vare
2 custonmers. 2 forvardsd on to both Snyder and to our

3 Q. Okay. So did you or did you not as 3 regulatory affalrs peopla. And the

4 part of the andit deternine vhether signatures 4 intentlons vera for them to go ahead and
5 were authantic on letters of authorization? 8 follow up on.any of the ones that ve had
[ A. To the extent possible we nade sure -] questiong or concarns about.

7 that they vers good slgnatures, ues. 7 Nov, [f they subsequently contacted
8 @. That vas one of tha itens you tested 8 customers and they vers asking for

9 for, then? 9 independent ver!flcatlon of their

i@ A. e tested uhether there vas a 12 sfgnatures by having the customer sign

11 signature on the forns, yss. 11 another piece of paper, I doh't know.

12 Q. I'm not sure ve're geliing caught up 12 BY MR. BECK:

12 In senantics or not. 13 Q. Okay. In your response wou nentlonsd
14 MR. WOFFORD: I think wou tvo are 14 that vou vere on very tight time constraints, I
15 talking past each other. 15 believa, In completing this audit?

16 THE WITRESS: Magbe I can try to 16 A. VYes,

17 explain & 1ittle bit, We are seaing a 17 Q. Was thers a pending business decislon
18 historical document and that this 18 that required these tight time constraints?

18 transactlon occurred at a distant location 19 A Yes,

22 and |t has been forvarded fron a field e Q. What vas tha pending business

21 salesparson up through the ranks and 1t Is 21 decislon?

22 -- ya have got a photostatic copy of 1t g2 A. I think the continuing relationship
23 sitting In front of us right nov vhen 23 yith Snyder. What otr relationship was golng
24 ve're doing our teating. 24 to be vith Snyder was the decision.

25 And vhat we can verify at this polnt 25 Q. Does that mean vheiher you vere going

— PAGE 26 — PAGE 2B

1 in tine 1s ve can verify on that sales 1 to fire then or not, in plain languaga?

2 order, va can see If It saus John Doe and 2 A. 1 beliave 20, yes.

3 then ve can see [f John Doa actually 3 Q. And the higher-ups, the people who

4 signed |t, we see if he spelled cut hils 4 caused this audit to happen, vanted the audit

5 nane. 5 results so they could nake that determinat!on.
6 But without contacting that custoper B Is that right?

7 and saying can You send pe & faxed cbpu of 7 A. That vas one of the pleces of their
8 your signature or can you cope down and B - yes. :

8 sign a plece of paper for me so that I can 9 Q. Do you knov vho vas responsible for
1B actually compars it to this historical 1# making that declsion on whather to terslnate
11 signatire, thers’s no way that I can i1 the relationship vith Snydar or not?

12 authenticate that signature by the 12 A. It vould have been the GIE

13 definltion that I think that wou're truing 13 commumicatlons corps, GIECC exacutives. That
14 te got at. There uaa no vay for us to go 14 would have been George Wieskopf, as I nentloned
15 about doling that. 15 befare. T balleve —- I'n trying to think vho
i6 I mean, us had ope ~- one, we had 16 the president vas at the time. I think it was
17 restrictions fron both our stde and fron 17 Buich Bircher vho was the GIECC prasident at
18 the Snuder side that vere saulng that., wou 18 that point in tima. They had changed owvar
19 knov, nininlze customer contact at all 19 several times, but thosa vould have been the
28 costs kind of things. And then there vers 280 Key playars.
21 also restrictions froa, you knov, our slde 21 Q. Did anybody ask you to dlscuss
22 that ve naeded to get this done within a 22 vhether the relationship should be terninated
e3 very short perjod of time as wall. 23 or not?
24 50 with all of those constralnts, ve 24 A. Not directly. They didn"t ask for ny
25 did vhat we could do. For thase items 25 oplnion of should ve terninate vith Snuder or




e PAGH

b bRhhbEBoowmowa omr

g
© D~ ;o

BREBRRER

29 SHEET B

not.

Q. Did they do so Indirectly?

A. They vanted to knov about the general
working relationship betveen Snuyder and
ourselves and, you know. good points, bad
polnts. Theu vanted to knov those kind of
things that vere, I think, addltional
infornation for then to make thelr decision.

@. What vas yowr recommendatlon on those
points? ’

A. The recommendation, a3 I remember,
from the awdit department as a whole, not Just
nine independantly, vas that thare wvere
problens with Snyder and that, wou know,
something neaded to be done with the
relationship, either terminate It or downscale
It or change the vay we do business with then.

Q. When you say there wera problams with
Snyder, can you generally state what those
problens were?

A. lell, going Into the awdit, we had --
I mean, before ue avan kicked off that, vhen
regulatory end GIECC had brought us In to
actually prepare us for going to Snuder and
doing soma of the axiit vork and vhatnot, they-
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upon to begin with.

Q. Agreed upon ms a problem, you mean?

A. Yes. It vas -- It’s a known risk.
And if everybody agrees It's a risk., why apend
linited resources going after a known risk that
pverybody knous and is trying to fix? That vas
kind of the thinking.

Q. The known risk belng the fraudulent
salea?

A. By fiald sales, yes.

Q. Lst me return a little bit to the
cost benaefit analysis for third-party
verification. You commumlcated that to Mr.
Parker; did you not?

A, Yes,

Q. What was hls responsa to your
reconnendation on that?

A. I bellave It vas positive.

Q. That he thought that that vas
something that should be done?

A. VYes.

Q. How about, did you mention that to
Mr. Wieskopf in vour meetling vith hin?

A. Yes, the vhole report va discussed at
length with different people in the regulatory
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had -- ue had a large meeting of differaent
people, a blg confarence call, basically.

And one of tha things that wvas
discussed vas they realized that there vers —
fron the fleld sales standpoint, there vare
gona control veaknessas that vere causing
fraudulent or lnaccurate LOAs to come through
fron the sales sida, and that vas kind of
agread upon.

Snyder foiks vare on the phons, GIECC
folks vere on the phone, regulstory and awdit
vare all there together. And this Is kind of a
pre-planning mesting. So field sales vaa ane
of thosa {tems that vas a known problem, and
that vas one of the nain focuses of the reviev
before we even reelly got started in the audit.

VWhen ve started in the audlt, ve
vanted to make sure we looked at field sales
because that vas such a problem. But because
everybody agread it was a problem and Snyder
uas doing fixes as ue vere in doing the andit,
they had changad their process, they vere doling
nassive numbar of things, ve didn't go out and
look at the Snyder field sales probably as mxch
ve would have done had this been not agresd
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and in the executive levels of GIECC. Like I
said, George Wieskepf was our primary contact
at thet; bt the distribution on the report wvas
fairly small.

Q. Lst me ask you uhat the distribution
vas on the report?

A. I don't know vhat Mr. Parker did with
It. but he asked us to discuss that vith George
¥!leakopf.

Q. Hov to distribute your audit?

A. MNo. He asked us to mo over the
findings, make sure that we had dfscussed that
wlth GIECC pergonnel. ’

Q. Was that at or about the tlme of your
latter to Mr. Parger?

A. Yesa.

Q. S0 your discuasion vith Mr. Wieskopf
vas somevhere around the May 1ith, 1938, time
frame?

A, Yes.

Q. And vhat vas his response to the
recomnendatlon on third-party verification?

A.  Mr, Wieskopf?

Q. Yes,

A.  Again, generally agreeable and that
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1 sounds like a good thing to do. is the overall 1 A.. That vould have been — I mean, ol
2 opinlops that I renanber. 2 kev players would have bean -- I balleve his

3 Q. You sald wou had mestings with 3 name is Michasl Luons, and the other parson was
4 various regulatory people and others concerning 4 Ted Gllnors.

5 your audit? 5 Q. Nou, besldea Mr. Parker and Mr.

B A. VNa had — part of our nornal process 6 Wleskopf, vith whon else dld you discuss your
7 far going through an audit or a reviev of this 7 recommandation concerning third-party

B nature is that vhenaver ve have any Kind of B verification?

8 finding or concern or vhatever it night be, an :] A. The recopmendat|on was discussad at
18 observation, we will kind of leave it In draft 18 thesa meetlngs and befora It was flnalized in
11 forn, not the report or anything like this. 11 the report that you ses. And that Inclded the
12 this Is a vary finalized document, va'll go 12 sapa, somebody fron Snyder, somebody from

13 discuss [t vith key personnel. And we'll do 13 GIECC, somebody fron —- awdit vas thare and
14 that throughout the andit and nake surs s have 14  usuzlly regulatory as vell.

15 the Finding right, make sure that ve didn*t iS5 Q. YoU mentioned that M. Parker

16 niss sonething or ve nisunderstood sondthing. 16 responded favorably to Nour reconnandatlon?
17 So ve call that our clearing proceas. We will 17 A. Yes.

18 clear those findings with then. 18 Q. And Mr. Wleskopf responded favorably
18 And part of that. we would have 19 to your recommendation. Is that right also?
28 wveekly status meetings that vare requested not 20 A, Yes.

21 only by Snyder but also by the GIECC folks and 21 Q. Did anvbody ever respond hegetlvaly
22 also regulatory. Regulatory meaning Karen 22 to your recommandation?

23  snith, primarily; she was our Xey contact. At 23 A. Not to my knovledge.

24 those meatings wa d!scussed our status of the 24 Q. Did anybody ever respond any vay

25 audit. 25 other than positively?

— PAGE 34 re—m PAGE 36

1 Q. So you had veakly meetings whlle you 1 A. Not to my knovledgae,

2 vare conducting the audit., Is that right? 2 Q. Besides Mr. Wieakopf and M-. Parker,
3 A. I think there vere tvo meetinus, 3 do you recall any othar persons who uou

4 that’'s ny genaral reccllection, because of the 4 dlecussed that recommandatlon with?

5 sahort tine span of thle awdit. 5 A. Othar than the ones that had already
[ Q. And do you recall vas Karen Snith at 6 Dbeen mantloned? I msan, somebody --

7 these mestings? 7 Q. Karen Suith?

B A. I Kknov she vas at ocne of then, but a A. Karan Snith. Somabody I —- I could
8 I°n not sure if she vas at all or both. 8 speculate who ve talked with at Snyder, but I
U] Q. Who elsa attended these meetings? 18 Kknov Ve probably had that convarsation vith

11 A. I'm notl sure of the exact names. I 11  hin, but I don’t remembar it specifically. I
12 knov that. generally speaking, the audit team 12 also renenber talking with dlffaerent pecple In
13 wvas thare. Therse wss usvally a representative 13 the audit organization. I mean, we talked with
14 fron Snyder, a representative fron GIECC and a 14  Jolenhe Modean who vas the inconlng

15 representative froa regulatory. 15 vice-president of audit. She was the top

16 Q. Do vou know who the BIECC 16 parscn {n audit. Also Mark Smith and the awdit
17 representatives vare at the meetings? 17 tean vell. But fron an outslide standpeint,
18 A. Mot specifically. T know who the 18 I think those vere the key playara.

13 najor players ware, but I don*t know !f thew're 19 Q. Do you know whether Karenh Snith is
28 alvays the ones that came to the meeting or 28 still with GIE, Verizon?
21  not. 21 A. I belleve she ls. That's —- I'm not
22 Q. Karen Snith is a major player? 22 182 percent sure.
2 A. On tha regulatory slde, yes. 23 Q. You don’t knov what her pesition
24 Q. Hov sbout on the non—regulatory side, 24 vould be now?
25 the business slda? 25 A. No, I really don’t.
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1 Q. And I'm sorry. She vas the 1 Dbelieve that your recomnandation vas never

2 vice-president in regulatory? 2 implemented, that you knov of?

3 A. Sha vas an AVP or a VP. I'm not sure 3 A. MNot that I know of. no.

4 which at that polat in tima. And she vas in 4 Q. As part of the audit. you perfornad a

5 the regulatory -- 1t uas elther regulatory 5 series of nystery shoppars at Snuder field

& compliance, regulatory affalrs, somathing like 6 sales events. Is that right?

7 that, but I don't knovw specifically. 7 A. WUe performed soma, yes.

8 4. And vhat vas her particular Interest 8 Q.- Could you describe vhat the purpose

9 In the andit of Snyder? 9 of that vas?
iB A. They had a number of complainfs that ig A. The prinary purposae of the nustery
11  had come through, and a lot of then had 11 shops vas to get us acqualnted with vhat vas
12 Snydar’s name on them. And because of the 12 golng on at a Snyder fleld sales locatlon.

13 nmumber of conplaints that had happened, she 13 Q. And by nystery shoppers, somaone
14 felt that ve neade to go do an mxdit of then. 14  wvould appear but it would ba wmknoun to
15 Agaln, she vas kind of the driving force; 15 galespeople that you vere actually auditlng?
1€ hersalf and Ton Parker vere worklng together to 16 A.  Y¥Yas,

17  kind of be the driving force behind tha audjt. 17 @, You actually conducted cne of then,
18 Q. 7To your knowledgs, your 18 didn"t wou?

18 reconnendation concerning third-party 19 A, Yes, I did.

28 verification vas paver Inplenented. Is that 28 Q. Ve’ll get to that later.

21 true? 21 Other than what wou’ve alresdy
22 A. To my knovledge, no. 22 discussed, vers thera any other follow-ups to
23 Q. Do you have any ldea why? 23 this audit of Snyder?

24 A. T balleve that ve vers ending our 24 A. There uwas not a follou-up audlt of
26 relatlonshlp with Snuder. An¢ to implemant 25  Snyder, no.

~— PAGE 38 — PAGE 48

1 something of, you knou, a proceas change 1 Q. But vere there any other processes

2 natlon-uide like this, It vouldn’t Just take a 2 other than vhat you’ve already discuased?

3 -- it vould take several nonths to get |t 3 A. Mot that I remember, no.

4 rolled out, get it up and working In all 4 Q. Did you discuss the resulis of your

5 locatlons. And I don‘t -- and from the 5 audit vith Snydar as vell?

6 discussions that va had vith Mr. Wleskopf in B A, Yes. As part of the clearing

7 the November, Decenber time frame, again, ve 7 process, we vere talklng vith Snuder. They

8 were kind of put on hold for stuff. And 8 wvere at thosa clearing meetings.

8 subsaquent to that we found out that ve vere ] Q. Lat ne ask you to turn to pags 6 of
18  &nding our relatlonship with Snydar. 18 the letter which [s Bates stanped pagas 174617
i1 Q. Your recommendation vas pade no later 11 A.  Okay.

12 than May 3ith of 18987 12 2. You have a nunber of bullets on thls
13 A. Right. 13 page --

14 Q. Which s the date of your latter to 14 A. Uh-hth.

15 Mr. Parker; ls that right? 15 Q. -- that describe the results of a

16 A. Correct. 16 substantive test of Snyder sales orders. Is
17 Q. And your relationship with Snyder 17 that rlght?

18 foot sales uasn’t terminated for at least i8 A.  Are you talking -- page 6, I mean,
19 another six months. Isn*t that right? 19 you vere Just looking at & different page than
28 A. I don't knov when it was terminated. 28 I uvaa.

21 I don’t know when the Snuder foot sales vas 21 Q. Rlght, the botton of page S that

22 terninated. I don’t knov the exact date of 22 leads into page 67

23 that. 23 A.  Yes.

2d Q. Other than vhat you‘ve already 24 Q. And then on pags 6 you have sone of
25 described, 1s there any other reason you 25 the results of thosa. You describe some of the
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1 results of soma of thoso subetantive tests. Is 4 documents that go into It.

2 that right? 2 @. S0 the Bates stanps subsequent to

3 A. VYes. 3 17683 amre, what, support for the planning neno?
4 ¢. For exanplae, the fourth bullet savs 4 A. Sone of then, ves. Let me Just kind
5 that on 38 of 68, or 56 parcent, of the ordears 5 of thumb through here.

& dld not have one of the following ldentiflers 8 Q. Sura.

7 onh the LOA, Soclal Security number, driver’s 7 A. Theu would have stopped at 177@7.

8 licenhse mumber or data of birth. Is that 8 That would have heen the end of the supporting
9 rlght? 9 nmater!lals for the planning nemo.
18 A. Rlgnht. 19 Q. Is the planning mamo sorething that
11 Q. Of thosa flald sales? 11 you prepared?
12 ¥as that -- I mean, is that a 12 A, Yes, It ls.
13 problen? Didn*t wou think that vas kind of 13 Q. Could you turn to Batea stamped page
14 wnusual to have that kKind of faliure rate? 14 176777
15 A. That high failure rate, yes, I vould 15 A. 677, yes.
16 have sald that that vas noteworthy. And agaln, 16 Q. Could you turn wyour attention to the
17 thelr processes vers changing and that*s vhy 17 place vhere It savs spaclal note?

18 the ldentifjer was -- that waa supposed to be a 18 A. (Nltness nods head.) Okay.

i3 nev fix, but thalr processes had only been in 18 Q. Okau. You see whara [t says: This
26 -- the nev processes had only been in place for 28 reviev Involves a number of hig players, and
21 a short period of time. 21 the tern "b!§ plavers* ia in quotes?

22 Q. Let me ask you to turn to page 17672, rd A.  Yes.
23 vhich is a different documant. 23 Q. What did you mean by big players?
24 A, 1I872. Are ve doneé With this one 24 M. I listed tha following hames, thosa
25 here? 25 Dbelng the key playars or the big playars,

—— PAGE 42 — PAGE 44
42

b Q. Yes, for now. 1 neaning that thera was -— this uas a high

2 A.  Okay. I*ll Just Keep It off to the 2 bprofile awdit and a lot of pecple vere

3 side, then. 3 watching; therefore, we nsed to maintaln, tou
4 Q. Do you recognize this dociment? 4 knov, high levals of professlicnalisnm.

5 A. Yes, I do. 5 Q. Georde Wieskopf, you've already

[ Q. Could you siate whal 1t is? 6 nentionad; he vas one of the blg players?

7 A. It is a planning nemo. It is the 7 A. Yes, he vas, He vas our ked contact
8 document that we prepare for bafore we go out 8 at GIECC.

9 and do an awxdlt that kind of lays out the 9 Q. And you've mentioned Tom Parker who
18 logistics: Wnat are we golng to covar, hov are 16 18 vith the legal counsel?

11 wve going to do it, vhers are w8 going to be 11 A. VYes.

12 staulng, basic planning Information for the i2 Q. Hov about Bill Edwards, what was his
13 awdit. ) 13 role with respect ta the audit?

14 MR. MOFFORD: Charlle, Just so we 14 A. At this point f{n time I think he vas
15 know ve're talking about tha sane 15 the controller of GIE, of the GIE talephone

16 docunant, can vou glve me ths inclusive 16 operations at that point in time. He vas

17 Bates numbers of the documents? 17 adninistratively Internal audlt*s boss. That’s
18 MR. BECK: Wa've —~ I was about to 18 who Internal audit reported up to, ultimately.
18 ask that. 19 Q. Was he invelved In any vay in the
28 BY MR. BECK: 2 andit?
21 8. The planning memo, does that g0 21 A. He knev of the audit, and he had been
22 throwgh Bates stamp 176837 22 in discusslons with Ton Parker and Karen Snith
23 A. Ons second. 23 to kind of get things kicked off.
24 It goes through 683 |s the typed 2 2. Do you know vhather the results of
25 document, yes. And then there vere suppolrting 25 the audit were provided to hin?
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1 A. I don’t rancnber. 1 Q. Let me ask you briefly about a
2 Q. Did wou have ang neetings with hin? 2 docunaent BDates stanped 18274.

3 A. Not me personally. 3 MR. WOFFORD: Just the ona pagae,

4 Q. Do you ballsve that |Ff thers vera, 4 Charlia?

5 they would ba vith elithar Karen Snith or Ton 5 MR. HECK: The doctment that goes
& Parker, then, would have discussed this with ] through —- or this ls a letter that's
7 hin? 7 three pages long going through Bates
B A. Yes. a8 stanpad 1B8276.

[} @. Who ls Larry Zydou? 9 BY MR. BECK:

18 A. Larry Zydou. 1a Q. I'd llke to ask you if you recognlze
11 Q. Z2ydou? 11 that document?
12 A. At the point In time, he vas our 12 A. I do.
13 acting assisting controllar, suditing. He was 13 Q. Could you brlefly describa what [t
14 the top parson in aditing, and ha vas also an 4 is?
15  adit director. He wes fairly nev to the 15 A, Is it an audil report fron an awdit
16 department, but — i6 of GIE Long Dlstanca !n 1897.
17 Q. What role did ha play In the awdit? 17 Q. Ware you perscnally Involved In that
18 A. Fairly alninal. I mean, he vas 18 audit?
19 fairly nev. He cams in, I think, during the 19 A.  No.
22 andlt, as I renenber. He vas put on as acting Fa Q. That's ah awdit diffarent than the
21 during the niddie of it. And his vas nore of 21 one you conducted on Snyder; !s that right?
22 Just areviev. He knew of the audit, vhat the 22 A.  Yes,
23 fFindings vere, had ssen a copy of the legal < I Q. But as part of your awdit at Snyder
24 latter that vas sent out. 24 did you reviev this audit?
25 Q. Did you aver discuss the audit vith 25 A. Ve reviewsd the report for the

—— PAGE 45 — PAGE 48

48

1 hin? 1 findings as part of our plannlng process.

2 A. Yes. 2 Q. Let me ask you on the first page of
<] Q. What vare your discusslons with hin 3 this letter, toward the bottom, It says: In
4 about the andit? 4 our opinlon tha controla addressed wlthin the
5 A. Just llke vith the other remaining S scopa of owr audit are |nadequate?

6 audit departnant members. We Just talked about ] A. Yes,

7 vhat ve found, vhat we dld, those kind of 7 Q. Are you fanillar with that — that

8 things. uhat our recommendations were. 8 opinion that's {n the letter?

] Q. WUhat vas his response to that? 9 A. That’s our tupical opinion for --
18 A, I don't remembar speciflcally. But, 18 that's pur vorst opinion for whan ve fssue B
11 you know, generally, wou know, !{F he had a 11  report.

12  probles with 1t he wouldn't have let the report 12 Q. And vhen you did your audit of
13 go out the door. I nsan. that’s Just generally 13 Snyder, you wers avare of that oplnion that had

14 thelr role, so. 14 been made In this sarlier audit of GTE Long

15 Q. Did you discuss your recommendatfon 15 Distance. Is that right?

18 concerning third-party verification with hin? ig A. I vas gvare of it, ves.

17 A. I'maure ve did. I don't remenber it 12 Q. What impact did that have on your

18 specifically; but, I mean, we discussed the 1B awdit of Snyder, if any?

13 vhole report with hin, 19 A. I don’t know of any. I don*t know
- Q. And do you recall his response? 28 that [t had any impact, really. I know that ve
21 A. Mot -- not specifically, no. 21 looked at thls awdit as a referance tool to

22 Are ve done vwith the planning memo? 22 help us understand the process, to help us nmake
23 Q. I think for now. I don’t want to 23 sgure that ve're testing the rlght things,

24 guarantee (%, but. 24 becausa they had done a lot of the praliminary
25 A. Okay. I°ll saet It aside, then. e5 work back in June of '87 or even earller that
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1 ye used agaln a3 a refersice scurce. i those Iin, handle them and make sute that they
2 Q. Lst me ask you to turn to Bates 2 got resolvad adequately. That vas our biguest
3 stamped page 18483, 3 concern, biggest problen. There vere multiple
4 MR. WOFFQORD: What’s the full ranga? 4 places, people, thatnot. I nean, thers vas --
5 MR. BECK: I'n not sure. 5 Snyder had a complaint plece, GIECC had a

-] ¥R. YOFFCAD: It begins with 1B48J. & conplaint plece, so on and so forth.

7 RY MA. BECK: 7 Q. On the top of the next page, which is
8 @. Do you recognize the document that’s f Bates stanped paged 18484, there’s an area that
8 Bates stamped page 184837 9 says "risk high". Are thare various

18 A. Ganarally, yes. i@ descriptions of riak; are thera varlous

11 Q. And it saya Lead Meno at the top; 11 categories of risk that you can ascribe to B
12 does it not? 12 practice?

13 A, Yes. 13 A. Yes. Llow, mediunm and hlgh.

14 Q. Ccan you descrlbe generally vhat a 14 Q. Okay. And the high then is the

15  lead memo i8? 15 highest risk?

16 A. A lead memo [8 our base docunent, our 18 A. Correct.

17  wvork paper. It's uhere ve document our 17 0. And It saus: Lack of formality nay
18 testing, a specific place of the tastlng, let’s 18 result In elther untipely resolutlon or lack of
18  say. . 19 correction of unethical sales practices. Is
28 Q. And is this part of a larger 2¢  thst right?

2l " docunent? I ves vondering if wou could 21 A, Yas,

22 ldentlfy the pages that would consist -~ 22 Q. And do you sgree wlth that?
23 A. It has tvo pages. ¥ith this lead 23 A. That le the rlsk of not being able to
24 mano there are tuo pages, 83 and 84. 24 track some of thasa things.

25 Q. That*s 18483 and 184847 25 Q. Let me ask you to turn to page 1843957

— PAE 58 — PAGE 52
52

1 A. Yes. Those are the two that really 1 A.  Yes.

2 go together. And then there would be -- if 2 Q. Ihis I3 a lead mano for a section of
3 thare would be anything it vould be B-1i1 dot 3 the audit described as B~12. Is that right?

4 anything elsa at the top of the page here. 4 A, Yes.

5 Q. All right. 5 Q. And you Tecognize thlis, this lead

] A.  And then there would ba -- thosa B mMano?

7 vould be sssoctate documents. But I don*t see 7 A. Generally, yes.

8 that on the next set of Bates stamps, 8o I 8 Q. And then: The ohjectiva of this meno
8 don’t know If thew’re out of ordar or whatnot. 8 Is to ensure that customer complalnts are being
18 But these are the only two that really kind of 18 handled properly and in a tlmely nanner; Is

11 go togethar. 0 11 that right?

12 Q. ALl right. At the hottom of the page iz Ak,  Yes.

13 under Findings, Conditlon Issuve, it stataes 13 Q. And then under Scurce there are a

14 that: MNo standardlzed and formalized process 14 number of what look like subsections to me, is
15  is In placa for the forwarding and handling of 15 that what you could describe that? Or what

16 complalnts to Snyder. Do you ses that? 16 vould you descrlbe that aa?

17 A.  Yes, I do. 17 A. The B-12.1 through B-12.108, thesa are
18 Q. Could wou descrlbe In a little bit 18 supporting dectments that support this document
135 nmore detall what tha problen is that that 18  or vould be referenced in this document.

28  addresses? 20 And If you look at 18499,

21 A. That we found at that point i{n tine? 21 Q. VYes.

22 Q. Yes. 22 A. Just &3 an axanple, the vay ve

23 A. The basic finding that ve had vas 23 cress-refersnce our ~- the work papers, B-i2.1
24 that corplaints uould come in Fron various 24 would be the stmnary of test vork. And up at
25 sgowrces and there vas no central point to take 25 the top of this doctment You'd see handuritten
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1 B-i2.1. 7That would shov that these are the tuo 1 Q. Lat’s look at the sample, which Is on
2 documents that the two are pointing tovards or 2 DBates stanped page 184397

3 referencing each other. 3 A.  Yes.

4 Q. Okay. Okay. Let me go back sgaln to 4 Q. Thers are a number of -- or one of
§ those lists of the subpoints? 5 the First columns fs BIN?

[ A.  Yes. 6 A, Yes.

7 Q. B-12.1 is a sumnary of test wvork? 7 Q. ¥nhat does BIN stand for?

B8 A, Yes. * 8 A. Billing telephone nunber.

9 Q. B-12.2 is a log of all conplaints for ] Q. And there are & number of 305 area
18 unauthorized switching on hand &t Snyder? 18 coda nunbers Iisted there; is that right?

11 A. Yes, 11 A. I see abaut flva, yes. .

12 Q. Okay. How did you deternlne, vou the 12 Q. Are there s8ix?

13  awditors, complalnte of wnauthorized sultching 13 A. I'd heve tc count then, one — I got
14 on hand at Snudaer? 14 seven. Item number S and then ftems 13 through
15 A, If a customar would call in to Snydar 15 18.

16 and say that I had been slanmed or I have a 16 Q. Okay. Seven area cods 3@5s7

17 conplaint or whatnot, they vould log it; and It 17 A. Yes.

18 wvas supposed to make it on thia log. 18 Q. And also one !tem 19 [n the area code
bt:] Q. Let me backtrack agaln hare to 19  4@7; is that right?

28 B-12.1, vhich s the sunmary of test scorea? 28 A.  Yes.

21 A. Yes. 21 Q. And all these area codes ere in

22 Q. And you referred me earller to page 22 Florlda; are they not?

23 18439 as a place uhiers that summary of test 23 A. I'M not surae.

24 vork starts. Is that right? 24 Q. WNell --

25 A. Yes. 25 A. I Just don't know.

— PAGE 54 — PAGE 58

1 Q. And to which page does that extend, 1 Q. All right. W%ell, in any case, {f ua
2 the summary of test, or B-12.17 2 conbjne 385 and 447, ve have aipht of those

3 A. I think that's the only ona. Let me 3 that are in alther of those area codes —-

4 just double check. q A, Yes,

5 That*s vhat ft looks llke. It's Just 5 a. -- out of your 257

& one page. -] New, let's Just take one, lust take
7 Q. What would be on the next paga, then. 7 the first one, for an example. All right.

8 on Pates stanped page 185007 8 That’s line 5 for the 385-651-65137?

] A. B-12.2, vhich would be the next ] A. Yes.

18 cross-referenced document, which would be the 10 Q. Okay. Thls, agaln, comes from B

11 log of all complaints for unauthorized 11  subsectlon of all thoss conplaints that vere
12 swvitching on hand at Snydar. 12 recelved by Snyder?

13 4. Hov ¢o these relate, the 12.1 and 13 A, Yes. .

14 12.2? ’ 14 0. And are these the only complainta
15 A. I beliave 12 point — let me Just 15  about unauthorized changlng?

16 nake sure, hold on. 16 A. I don’t renember sxactly. I don't
17 12.2, B-12.2 vas the Snuyder listing 17  know If thew vere. I don*t remanmber

18 of conplaints, and that vas used to pick a 18 specifically if it vas all Just complaints of
19 sanple for testing. 19 slamming or complalnts of any nature. I don*t
28 Q. Is the sampls on 12.17 280 remenber.
21 A. Yes. 21 8. Lst me ask you to direct wour
22 Q. So 12.1 is a sanple of those that are 22 attention back to 18485, that page?
23 listed on 12.27 23 A Yes.
24 A.  Correct. We toock a sample of 25 24 Q. Doesn*t undar section B-12.2 say:
25 Items. 25 Log of all complalnts for unauthorizsd
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suitching on hand at Snuder?

A. Yes.

Q. So thesa would only be complaints for
unauthorfzed gsultching., 1Is that right?

A. That's vhat I'n thinking, ves.

Q. Oksy. Let's Do back to 18439, Could
you Just read acroas and tell ne what each of
those colurmne nean with respect to that iten,
as an exarple? )

A. Give me Just a ninute, please, so I
can Just nake sure I'm famillar with this.

Q. sure.

A. [Witness reviews document.}

Okay. The first, It locks like four
columns which include BIN trans date, required
date and rep I.D. Those are baslc
fdentification so we know what the key tlma
frames vere, vhat the customer phone mmber was
and vho was the actual ocne processing.

Q. Is the transaction date the date that
the svltch purportedly occirred or was
purportediy authorized?

A. I'mnot 188 parcant sure but I -~ I
den’t know for sure, but I would say yes.

Q. Hov mbout the required date; |s that

— PAGE
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date {s when that vas supposed io happen or
vhen It did happen.

Audit by QA vas thelr QA department.
Did sonaone take a lock at it from their side?

Step A, Test Work Steps A, If wou
reference doun below: The following tests were
performed for the columns listed.

Do you vant ne to contlinva?

G. In other words, I Just look to the
boiton of the paga for those columns A through
D to say vhat they are?

A. Yes, slr,

Q. Okau.

A. And each of the colunns ujll tell wou

uvhat they verified. And if we had -- In this
case you'll sea that ve had —- thare vas an B-1
In column A.

Q. Yes.

A. E-1 being that that uas an exceptian
that we tock. It says see B-12.

Fleld personnal did not resolve
conplaint wlthin 72-hour tine line. IThat uas
an internal metric that Snydar had that If a
compleint came through that thalr field sales
personnel vould have to resolve |t within 72

|
;
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vhat you call that?

A. It nmay bs requeat date. It may be
the date the requeat pot processed.

Q. Go ahead.

A. Maln, I's not sure what each of the
dates actually represent at this polnt in tine.
I'n surg when ve were dolng the test we did.
but I just don’t have anything that shous me
vhat they are, what they mesn today.

The next one Is the actton plan,
vhich on this ona says Written varning/invest.

Q. W¥hat doss that mesn? 0

A. Wall, looking at the origlnal B-12.2,
looking for that itam, the action plan, what
Snyder vas going to do with it, I assume, Is
that they vere going to Issue a uritten varning
to the rep or to sonsone and then they vere
golng to Investigate the changs at a further
dats.

Q. And that’s for the complalnt of
unaurthorizad switching that that actlon plan
vas taken?

A. T belleve so, ues.

Q. Go ashead.

A. The actlon plan date vas the naxt

e e g ™
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hours. That's vhat the E-1 refarenced.

And then going across, the different
tick marks sre, again, down here at the botton
on the rlght-hand side of that that says:
Tested vith no exceptions, blah, blah, blah.

Q. ALl right. WHow, on the page of the
12-2 peges, which I take It arae elght pages,
beginning at Bates stanp 18588 through 185877

A. 185877 Yeah.

Q. And these are a log of all conplalnts
for unaurthorizad suitching on hand at Snuder ua
discussed earller. Is that rilght?

A.  Yes. ‘

Q. uhat was the time frams covered by ~-

A. W¥ell, Just a second. T vant to nake
sure that they're all the same.

Q. Sure.

A. Yes, it looks like they are all the
sana.

Q. Uhat was the time frame covered by
this?

A. 1 don’t knov for sure. I can tall
you vhat the report shovs. I don’t remembar
spacifically.

Q. All right. Go shead and tell me vhat
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1 the report shous? 1 the Field uw to Snuder headquarters personnal

2 A. Up at the top there’s a marker that 2 for sumnarization in this report.

3 saus: CHC complalnts (/1 through 4/8). So. 3 Q. This report refarring to?

q Q. So would that indlcate to you that 4 A. 18581 -- I mean, 508.

§ these are the complaints recalved by Snuder 5 Q. All right. Lsat me see If I

6 gbout unaythorlized suitching during that period € understand correctly vhat this is an example

7 January 1 throush April 8th of 13982 7 of. These are three -- there are three 3285

8 A. It could ba. T mean, those ars the 8 area code nunbars listed here. Is that right?
9 only dates that I sea. I mean, I don't have 9 A. VYes.
10 anything that tells me ona vay or tha ather. 1@ Q. MAnd all of them have {ransaction
11 Q. Okay. And, of course, thls doesn’t 11 dates in January, late Janvary of 19907
12 include any of the complaints received by GIE i2 A. Yes.
13 about slaaning; these are only the cnes 13 @. Is that rignt?
14 received by Snyder. Ja that right? 14 And thess are conpleints that vere
15 A. I bellave s0, ves. 15 recelved by Snydar of unauthorized svltching.
16 I don’t know if thers are duplicates 16 Is that right?
17 or If this Is an indepandent log; I Jost don't 17 A. That I'm not sure of. I can tell wou
18 remenbar speclfically. 1B what's on here, but I don't remenber what
18 Q. And if ve vanted to know what 18 specifically this vas used for. It locks llke
28 conplalnte had been recelved by Snuder, ve 28 this |s — ve send this out the door to say
21 could look at the area code of the BINs {0 see 21 here are your copplaints that go to your
22 ¢hich ones are Florida, relating to Florlda. 22 reglon, and then It*s listed by these people up
23 Is that right? 23 here. That's ny understanding.
24 A. T vould assume 80, ves. 24 Q. ¥ell, by complaints, vouldn*t that be
25 Q. Going forvard in the doctmants nov, 25 a complalnt of wnauthorized suitching?

o PAGE 62 = PAGE 64
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1 leaving those behind, page 1BS18?7 i A. T uculd sssume. I don‘t knou. T

2 A. 5187 I’n sorry. 2 really don’t know. I Just don’t remanber

3 Q. Yes. 3 speclfically or not.

4 A. Dkay. 4 Q. Wall, vhat other complalnts did you
5 Q. This is one of tha supporting 5 look at? Ware there others other than

& wvorksheets. Is that rignt? 6 Unauthorized svltchlng?

7 A. Lat me Just faniliarize nuself. 7 A. No. I think most of them vere ail

a « Q. Please tell ma vhat this page shous? 8 about switching. I Just den’t remenmbar

] A. Give me Jjust a nintte, pleasa. 9 speci{fically about thls one. JIf I had to

1P Q. Sure. 18 guess, I vould say that's vhat specifically

11 A, What I belleve theaes to be !s the 11 thls Is. I Just -- it doesn’t have nuch cn

12 gactual dstai led documents that support the 12 there to glve me any |ndications one vay or the
13 report starting on 508, 185A8. Looking at 13 other. I'm sorry.

14 conmplaint! investigation form sent to GSM and 14 Q. I'm just trying te understand what it
15 returned from GSM with actlon plan. 15 shous mggself.

i Q. So these are & portion of the 16 A. But If you —- ob 519 you can cross
17 complalnts received by Snuder that —- 17 reference iten 14, vhich I3 handuritten there;
18 A. Yes. 1B and you can cross refarence it to page 1BS&2 by
19 Q. ~-- that you looked Bt as part of the 19 the EIN, billlng telephone number.

28 audit? 2p Q. and in fact, the 14 means that this
21 A. I belleve so. I'm trying to just 21 is cne of the items that vas selected for

22 find one and cross reference it. 22 testing?

23 I believe vhat they are —- I believe 23 A. Corrsct. Yes.

24 what they are |s they are supportlng documents 24 Q. And ve would find this on page 18499,
25 of the actual action plans that vers sent fron 25 which shoua, as I understand it, the subpart
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i portion of tha conplaints recalved by Snyder 1 document Is?

2 about tnauthorized svltching that wu actually 2 A. Glve mo Just a second, Pleasa.

3 tested for? 3 It is = log of eacalated conplaints
4 A. correct. And it )8 on thers. 4 sent to Snyder by sonmeona in the GIE Network

5 Q. Okay. 5 Services Post Sales Fulfillment Area, Liz

6 A. TIt*a Just all the supporting 6 Snith.

7 docunentation for hov we did the test. 7 Q. S0 this Is a different area, or thess
8 Q. And Just as one rore example on the B are different complalnts than the ones va

9 next paga, vhich ls 18524, 9 looked at eariiaer? Thesa are conplaints

18 A, Yes. 18 recelved by GIE as opposed to Snuder?

11 Q. Thia lists three instances of whers 11 A. Correct, that’s my understanding.

12  the transaction date fs In February of 1288 and 12 @. And these are the -- this is a log of
13 it Involves eithar tha area code 4287 or 357 13  escalated complaints that were used as the test
14 A.  Yes. 14 to see vhathar all escalated complaints had

15 Q. Md these are instances uhere there 15 Dbeen received by Snyder. Is that right?

18 are conplalnts of unauthorized svitching that 16 A. I belleve there vas —— Jjust give me a
17 Snyder recelved. Is that right? 17 second.

18 A. Agaln, based upon vhat X see hars, I 18 Looking back through what this -- can
19 think that that's —— T guess so, ¥ess. I'm not 18 you repeat the guestion? I'm sorry. I Just
28 12d percent sure. I°n sorry. 20 vant to nmake sure I'n ansverihg the right
21 Q. Well, ngain, though, let me -- lat's 21  question.
22 try to tie this doun. Thesa are [tems that you 22 Q. 1Is it correct that thesa are the --
23 tested for, and I1's shoun on page 18493, 23 these are eacalated conplalnts for Snuyder that
24 rlght? 24 weare recefved at GIE, and they verse used to
25 A. When ve tested va selected fron the 25 test vhether all sacalated conplaints had been

— PAGE 66 ’_ PAGE

1 log, vhich vas startiing st 16858@. i received by Snyder?

2 Q. Right. 2 A, Yes.

3 A. That log is a log of complaints. 3 Q. Now, these vere recelved by Liz

4 4. conplaints of unauthorized svitching, 4 Snlth's grotp. Is that right?

5 right? 5 . A. Based cn the infornatlon -- that°s

[ A, Yes. % who ve got this from. 1 don*t know hou they

7 Q. Yes. ‘7 came in tha door, bt Liz Snith was the keepar
B A.  Yes. And then fron there, these are 8 of this log.

9 the supporting detail that make up that log. 9 Q. And LIz Smith warks for which

18 So, yes, those would be the supparting loss 18 conpamy? .

11 that vare gant to the fleld to the peneral 11 A. At that point in time, by looking at
12 sales nmanagers and that inclixded thelr action 12 the source Information cn hers, the handuriiten
13  plans and vhat thay vere goln@ to do with then, 13 note says: We got this from Li2 Snlth, GIE

14 that would, mgain, be the follou-up to what got i4 Netvork Services, Post Sales Fulflllment, LD
15 put into this log. 15 Conmplaints.

16 Q. o©ckay. Let ma ask you to turn to page 16 Q. And this, I take it, is not a

17 185337 17 conplste 1list of all conplalnts; it’s only

18 A. 18533. I think thel’s in the next 18 those used for testing?

19  sat. 18 A. That, I don’t know. I don*t know L(f
28 Q. I think it goes for three pages, If 28 1t"s a complete listing or not. I don't know
21 I’n reading it right. 21 if It vas a snapshot o ve took a couple -~ I
22 MA. WOFFORD: 18533 through vhat? 22 nean, there’s -- the date is cut off -- start
23 MA. BECK: Through 53S. 23 at 2/5/98 and go through 4/7/88. S0 there

24 BY MR. BECK: 24 could be nore befora that 2/5/98 date. IThere
25 Q. I*d likxe to ask vou vhat this 25 could be nore after 4/7. T don*t know if ve
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1 took a sanple nid courss or vhat ve did. I°a i A. Agaln, I could speculatse; but T don’t
2 Just saving this I8 — I think this I8 vhat ve 2 knov for sure.

2 used for testing, wes; but I don*t know if It’s 3 Q. The next column is Fraud. Do you see
4 @& completa report. 0 4 that?

H] 0. Let ne ask wou to go through and 5 A. Yes, I do.

6 ldentify cotumng with me, Ir I could. Let’s -] Q. And then the response under there Ls
7 take sbout the tenth one down, Nadlne Frezen. 7 elther R or ¥Y; 1s that correct?

8 It starts on 2/26 12887 8 A, Yes.

L} A.  Yes. ’ 2] 0. And here we have a ¥. Is that right?
18 Q. 2/26/98 rafers to vhat? 19 A.  Yas.

11 KA. The date — it saus date recelved. I 11 Q. I gueas that means ves for fraud; ls
12  vould mssuma that’s tha date the complaint vas 12 that right?

13  received. 13 A. . That would be a frafir esstmptlion, yes.
14 Q. And rlght nov ve'rs discussing, just 14 0. Houw vas it deternlned on this page

15 for the record, Bates stamp 18533; la that 15 vhether or not there vas fraud?

16 right? 16 A. ~ I don’t knou hov they made that

17 A, Yas, 17 deternination.

1B Q. And then that’s the person’s name 18 0. Who would have made 1t?

19 that follous that? 19 A. Liz snith or sonebody in her group or
29, A, Yes. 20 vhoever took the Investlyatlion.

21 Q And that parson’s telephone humber? 21 0. So thesa three pages, 18533 through
22 A.  Yes. 22 535 come fron Liz Suith*s group and already had
23 Q It says Florlda there, for 325 area 23 on there yes or no to the column on fraud?

24 code; doesn't It? 24 A. Yes. 1Ihis vas preparad by her, and
25 A.  Yes. 25 ue Juat took this document. Thesa Were
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1 Q. Next {t says OOF. What does that 1 complalnts that had already come In the door.

2 stand for? 2 The test that ve vare locking to do was to naka
3 A. Out of franchise. 3 sure that these got forwarded to Snyder

4 Q. V¥hat does that maan? 4 accurately.

5 A. It means It Is -- an |Ip-franchise 5 Q. And do you know whan this document

6 customar is a customar that |s already a GIE 6 wvas provided?

7 local phone servics customer, that is, In the 7 A. By Liz Smith?

B @IE franchlse area. An out of franch!se a Q. VYes.

& customer would mean that GIE does not have 8 A. Kot a speclfic date, no: but It vas
18 local services or Is not the prinary ILEC in 18 vithin the audit tine frame.

11 that area. It's outslde of our reglon. 11 Q.- The last event llsted Is, for date
12 Q. What does the next date, January 15, 12 recelved at least, {8 April 7, 1898. Is that
13 1988, mean? i3  right?

14 A. Date signed. I think It's the date 14 A. Yes.

15 that the LOA was signed. 15 Q. And there are narks at the top of the
16 4. The LOA stands for Letter of 16 wvork paper on the first page of 4/14/88. Is

17 Austhorization? 17 that right?

iB A. Yes, 18 M. Yas.

18 Q. Do you know what the followlng i) Q. So it would be somavhere (n that tima
28 columns represent? 28 frame, between the 7th of Aprll and the 14th of
21 A. Kot really. I can speculate, but 21 Aprll; would it not?
22 that’s It. 22 A. I vould say It*s probably even
23 G. Ckay. Let me ask you about the -- do 23 @aarller than that.
24 you knov vhat the event column, the Event I.D. 24 Q. W®ell, it couldn’t be asarlier than

25 column Means? 25 April 7th, could it?
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1 A. Well, I ses & 4/8 {n here. There’s 1 for iracing of non-escalated conplaints, sent

2 one 4/8. There's 8 4/7. I mean, there coitld 2 to -- sant by GIECC to Snyder.

3 be - 3 Q. So sha was seeing hov vell Snyder vas
4 Q. Okay. So it couldn’t be any earltler 4 recelving non-escalated conplaints that GIE vas
S than April Bth of '88; is that right? 5 sending to them?

[ A. I vould think not, no. ] A. Yes.

7 Q. Othervise, you vouldn’t have an April 7 Q.- And does this shov that 28 complaints
B 8th entry? 8 was sent by GTE to Snuder on March 1@, 138387

8 A. That’s good. 9 A, Yes.

12 Q. Bt ua also had a date onf tha firat 1.} a. Elght of those 28 did not involve

11 page of Aprll 34th, 1998, that's handwritten. 11 unauthorized svitches. Is that right?

12 Is that right? 12 A. Fron reading the document, yes.

13 A. Yas. 13 Q. W¥hich means that 28 of then did

14 Q. That's an audlitor’s nark. Is that 14 involve unauthorlzed suliches. Is that right?
15  right? 15 A. By delng the nath, ves, it looks like
16 A. Correct. 16 thers vere 28.

17 Q. So {sn*t it fair to conclude that 17 Q. And that*s for one day in March of
18 somevhera In the tima framna April 8 to April 18 1998; is that right?

18  idth, 19398, is when this report ves gensrated? 18 A.  Yes.

28 "A. Yes. 28 Q. And it saus 43 percent of the

21 MR. YOFPORD: WMell, mre you askling 21 conplaints —— of these complalnts vere not

22 vhen the report ves ganerated or uhen It 22 recaelved on March 18, 1838. Is that right?

23 was provided to the awdil tean? 23 A. Yes. There's a slight -- {t says:

24 BY ¥R. PECK: 24 Parcentage of conplaints no recelved by Snyder
25 Q. Well, let's do both. It would have 25 on 3/12/98. I would assume that that’s a typo,
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1 to be generated on or after April 8th and on ar 1 nmeanfng not.

2 baforae Apr{l 1dth, wouldn't It? 2 Q. And the purpose of this tast vas

3 A. I vould think that's reasonabls. 3 slimply to trace one day*s worth of conplaints
4 Because to ba abla to include an iten from 4/8, 4 on hand at GIE and trace to ses whether they

§ 1t vould have to be generated on that date or § were in Snydsr’s log. Is that right?

€ after, end ve would have had 1t bafore the B k. Yes.

7 awditor slgned off on it and put the date of 7 Q. And what this found Is that 43

8 4/14/98 on there. That would have been —— they 8 percent of the complalnts vere not making thelr
9 ware done wlth that piece of testing. 8 vay Into Snyder's log. Is that correct?

18 MR. BECK: Are wo okay? I mean, I 18 A. 43 percent of the non-escalated

11 know this is tedious. Do you vant to take 11 conplaints, yes.

12 a short break? 12 a. Okay. Lat ma ask you to turn to

13 MR. WOFFORD: I'd llke to take a 13 DBates stanped page 185377

14 short bresk. id A. (Okay.

15 {A recess Uas taken at thls time. 15 Q. Do you recounlza this?

16 BY MR. HECK: 16 A.  Yes.

17 Q. Can I ask you to tirn to Bates stamp 17 Q. could you brlefly describe what vas
18 page 1B5367 18 tested as reflected on that Bates stamped page?
19 A. I don°t think T have that one. It . 19 A. As I remanbar, at the point In tine
28 shotuld be in the next series, should be the top 28 that ve were dolng the vork, ve wvere only —-
21  ope. Okay. 21 Snuder vas only contracted to do residentlal
22 Q. Could you tell me what this document 22 orders, not small business ordera. And we had
23 represants? 23 gotten comumication fron Xaren Smlth that
24 A. DOkay, It's A documant prapared by 24 there uere sohe snall business cordars coalng
25 the awxiitor, Susan North. It is teat results 25 through and they vanted ue to Investigate then.
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And that*s the nature of this document, io
research and deternine cause of small business
orders taken before signing of contract with
Snyder.

G. Let mna ask you to lpok at that e-nall
that*s on Bates stamped page 18538,

A. Yes.
Q. This s an e-mall fron Karen Smith.
Is that right?

A. There’s several E-palls hers. But,
yeah, It's fron —- at the top It starts: From
Karen Snith to MRS Snith, vhich vas Mark R.
Smith. It vas sent fron Karen Smith to Mark
snith.

Q. Then ve get down -- this forvarding
of e-nalls gets down o cne that vas -- let ma
gel io 1he substance of the forvarded e-mall,
if ve could.

A. Okay.

Q. There are roughly 62¢ business orders
at a tine vhen Snyder vasn't supposed 10 be
golng busliness orders; 18 that right?

A. Lot m& Just —

Q. Sure. Please read that e-nall, If
you would. In fact, could vou also read the
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custonars; and, tua, they are indicating
several places that it*a siamaing.

Q. There are about arders that vare
ptrportedly for buslnesses. Is that cortect?

A, According to the memo, yes.

Q. - And on page 1853% it says that: The
first 3 contacted all uere slanmned. Is that
rlght? You, being GIE.

A. That*s uhat the memo saus.

Q. And I take it durlng that time of
these 60@ business orders, Snyder wasn't even
supposed to ba salling to busineages?

A. Weli, I mean, Just looking back at
some of our documaentation, theuy sold these
customers residential plans on busineas lines.
Meanlng that you have a B-1 line, a buainess
Line versus ap R-1 line vhich is a residential
line. And cartaln plans can be sold on an R-1
line that can*t be sold on a B-1 1ine.

Wlthout golng back into all the
detatls of that, X don°t know that I can
remarber anyvay. TYhat, I know, vas ohe of the
dlsunct.iona. Becavea ue state that in the
lead neno on Bates stamp 18537: Were processsd
with resident{al plans on business lines. That

’_.PAGEW

1 next Bates stamp as well and then ve'll discuss
2 then sll. )
3 A. Okay. So on the next tvo pages, 539
4 and 548, vere the ones you vantad to look at?
5 Q. Yes, pleasa.
8 A.  Okay.
1 Q. And I vant you to describe besically
8 what test you did and what the event is that
8 you vere looking at as part of the awdit.
18 A. From read(ng thils and Just my yeneral
11  recollections, “hat habpened In this tina frama
12 were ve had business orders coming through
13  Snydar that shouldn’'t have been. They
14 shouldn*t have been selling to business
15 customars.
16 Looking at the other information in
17 here, they ssen to think that these customers
18 vere walk-In customers and they vers -- they
18 had business numbers and stuff like that. And
280 the custoners through additlonsl Follov-up, wou
21  knov, vere -~ IR not sure exactly how they
22 camé In the door.
23 Iheir gensral conlention is that
24 these customars vare, one, they shouldn't have
25 been s80ld by Snyder because they vere business
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vas the deflning pelnt there.

Q. But, In fact, these were all -- these
vers nostly slams, at least; Is that correct?

A. According to the meno, yes, that’s
definitely the Indicatlon.

Q. And by slan, that means the
businesses didn*t avthorize any of these
changes?

A. Reading further In the e-pail, that‘s
definitely what the results conclude from this
e-mall.

Q. And gou did tests to deternina the
cause of snall buslness orders taker befare
slgning of contract. Is that rlght?

A. Let me plance back through this
agaln.

What thls -- Just reading throush
this e-nall, It>s basically docunentlng vhat ve
knev of this problen !s what we are dolng.

It's not really any individual test that wa‘re
golng through other than Jjust intervleving
Individuals. If you're locking at the scope,
It talks about I.D., which Is intarnal awdit.
The Internal audit department Interveved
varfous Individuals to explaln the cauise and
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{ actlon plan of the ordars proceased In the 1 783 |a the Flrat page. 794 Is a

2 e-nall. I.D. spoke with tha folloving pecple. 2 blank page. Do you want to keap It In

3 And ve tried to get to the root causse and why 3 there?

4 they vers relected and any result in customar 4 BY MR. BECK:

S corplaints and vhat ves basically being done 5 Q. Yeah.

6 about this. This was kind of a follov-up Just 8 A. Okay. Giva ma Just a sacond to

7 to make sure that somathing ve knew of is 7 fanlllarize nyself.

B somebody on the Snyder side, i3 somebody on the 8 Q. Surse.

2 GIE side taking cara of Lt.. 8 A.  Okay.
18 Q. (Okay. i a. What I'd llke for You to do |8
11 A. Y mean, I¥ you can read onh -~ if you 1% describe vhat the chart shous on page 187957
12  read on through the memo, You see basically it 12 A. Well. the tahle provides detalled
13 says, the bottonm of that page: Based on 13 Inforpation regarding payments that GIE has
14 conversations with GIE and Snuder parsonnel the 14 nade to Snyder for the months of January
15 exact cause of this problen Is unknown and is 19 through March of *S8.
16 1lkely a combination of both customer and rep 18 Q. Snydar gets paid only vhen GIE

17 fraxi. A trend analys|s on thess orders vas 17 accepts one of Its sales; Is that risht?

18 conpleted by Snyder which did not find any 18 A. According to the memo, yea, Yes.

19 significent trends by rep I.D. or locaticn to 19 Q. And this shous that dixing the period
28 pinpoint the problen. 20 of January through March of 1398, 48.44 percent
21 Q. There°s cne other e-mall on Bates 21 of the sales Snyder sant to GIE vera not
22 stanped 18541 through 185427 22 acrcepted. Is that ripht?

2 A. Yes. ) 23 A, Yes,

24 Q. And this simply describes the resuits 24 Q. Could you generally describe vhat the
25 of the 34 test calls made with respect to that 25 cause is of GIZ not accepting a sale sent fron
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1 problen vith the business versus regidential., 1 snyder to GIE?

2 Is that right? 2 A. Generally, there could be nunerous

3 A Yes. 3 reasons for uhy @ sale uould be relecisd. You
4 Q. There are a nunber of Florlda 4 could have misslng custoper information. A blg
5 customars llsted there In the group; are there 5 one would be, llke, the billing telephona

6 not? € number would be wrong. If you nlss ona diglt,
1 A. I ses 8 couple, ves. Ihere are 7 if a four looks like a nina, or vice versa,

8 several in here that have the Flor{da State 8 that could throv off uotr processing because

9 code, FL, listed on then. 9 it’s very —- billing telephons nimber |s the
bl Q. And they slil say slan or likely slan, 18 blg key fleld the systen would go off of. If
11 do they not, for Florida at lsast? i1 the name and address don*t natch up with the
12 A. All the ones listed with the Florida 12 billing telephone number, If diffarent key

13 Statg code have llkelw slan llsted next to 13 flelds vere off. If you left off -- you could
14 then. ' 14 leava off soneth!ng of vhat carrler code should
15 Q. Okay. Let’s nove on. Let m8 ask you 15 bs processed vith this. If you vera svltching
16 to turn to Bates stamped page 18795, I*d llke 16  from ATAT to GIE, you know, if you laft off tha
17 to ask you about the table that*s {n the middle 1?7 GIE PIC code, you knov, you wouldn’t know which
18 of that page and ask you to describe uhat It 18 -~ from a systen standpoint, you wouldn't Knov
18 neans? 18 wvhich cne to change it to. A simplistic
28 A. Can I get 187847 It should be the 28 exanpla.

21 First page of that narrative. 21 Q. So if an order comes In and has any
22 MH. WOFFORD: It°s blank. 22 one of those problems, it von‘t ba accepted by
23 THE WITNESS: I'M Just looklng at the 23 GIE. Is that rlght?

24 ~= there’s a Marrative E-2, page 2 of & is 24 A. Among other things, yes.
5 yhat’e — o] Q. Don't they get Fixsd and resubmltted?
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1 A. There are places vhere orders will ba 1 You sald 188867

2 recucled. They will be kicked back to Snyder e MR. WOFFORD: B6S.

3 or uhoever originated the order and say Ve 3 THE WITNESS: B85%

4 don't have encugh informatjon to process this 4 BY MR. BECK:

& order. There could also ba other holdups, 5 Q. It’s one of then.

8 systenatic or Othervise that could be B And is this your amdit progran for
7 contributing to that numbar as vell. 7 the nystery, for looking at the nustery

8 @. Is this nunber of d4B.44 the — the 8 shoppers?

9 48.44 percent unacceptable rate, |s that the ] A.  Yes. .
12 net number? In other vords, that's the number 18 0. And vhat you did as part of this

11 that don't get fIxad and are Just never 11  axilt |s uou actually sppeared at the fleld,
12 sccepted? 12 the sales events that Snyder vas attending and
13 A. It doesn’t really say. I wvouldn't 13  you reported back what vou saw, baslcally, Is
14 knov for sure. I mean, to sau that they’ve 14 that right, vhat happened?

15  never been fixed or would not ha fixed, I dontt 15 k. Right. TIhe mystary shops vers

16 knov If they would get recucled back through or 16 Intended just to get us familiar with what was
17  not. 17 happening at field events.

18 Q. On page 188837 18 G. And I*1) Just sklp arpund a 1ittle
19 A. Let me get thare. 13 bit. Let ne ask you about the documants 1B8S3
28 Q. Okay. 28 through 1B8S6.
21 A.  Dkay. 21 A. Okay. I'm looking at 89@.
22 Q. These are Just other charts shoving 22 Q. Ckay. 18893 through B896.
23 the same infornation; are thay not? 23 A Okay.
24 A. Tt looks llke a aummary of the 24 Q. Pleagse describe your guldelines for
25  activity. 25 tha nystery shopper inspection, 1f you would
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1 Q. And it ahous -- at one place It 1 call it that. Is that right?

2 describes then as GIE relects of Snyder orders. 2 A, Yes.

3 1Is that right, one of the charts? 3 Q. Cr the nustery shoppar guidalines?
4 A. VYes. 4 A. Yes,

5 A. Does this halp you in being able to 5 Q. And on page, the third page of thosa,
6 ansver vhather this (s the anoumt that are € uhich is 18835, there’s a nysiery shopper

7 never, never accepted ot not, If Sou know? 7 checkllst explanation. Is that right?

;| A. Not Jjust by looking at it, no. I 8 A Yes.

9 mean, because It -- I'm Juat looking at §t, and 9 Q. And the first part is Inage and

18 [t doesn’t say !f these ever get reproceased or 18 Appearance. Is that right?

11 not. T mean, ¥ -- for example, the January 11 A. Yes,

12 number of 2,789 relects of those, did thev get 12 Q. The flirst one ls that: The Snyder
13  recuycled o ls that 2808 number Incorporated 13 sales assoclates should ldentify thenselves as
14 [nto the February number? I don't know, you 14 =agents of GIE or representatives of GIE. Is
15 knov. Are there duplicates there and is it 1S that correct?

16 Just a billing total or what, or is thle a 1 A. Yes, that*s vhat it says.

17 continuaticn of old crders dropping off and nev 17 Q. And so ong of the things you're

18 numbers coning on? I don"t know. 18 locking for |s to make sure the Snuder pecple
18 Q. Okay. Lst ma sultch topies a little 19 represent themselves as GIE and not as Snyder
28 bit =nd ask youy about the mystery shopper 28  enployees?

21 review, 21 A. That is cna of the things e vare
2 A.  Uhere? 22 looking for.

23 Q. Llsat’'s start at page 18866. 23 Q. And in fact, 1t specifically staies
a4 A Idon't think I have It. I stop at 24  they should not be identifylng themsaives as
25 B49. 25 Snyder enpiovees. Is that rlaht?
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1 A. Right. 1 on, and then he had kind of llke a light

2 Q. And the second thing says: The sales 2 windbreaker |s vhat I remamber. But I have

3 rep should be vearing & nane tag vith a GIE 3 yritten doun GIE logo shirt vith Jacket cover.
4 nane apd/or logo. Is that right? 4 Q. Okay. And anghov, this page and --
S k. Yea, it is. 5 Is !t a tvo-page report of wour inspection of
6 Q. So that‘s another thing you would 8 this parson?

7 look for as a mystery shopper? 7 A.  Yeah, I belleve the checklists vere
8 A. Rlght. B all of tvo pages.

9 Q. And the third thing says: The sales g Q. Sa it's pages 18888 and 18881 for

18 rep should be vearing Docker style panis vith a 18 your Inspection of this perscn In Chicego. I1s
11 GIE logo shirt or a plain white and blue shirt 11 that right?

12 that should be appropriate for the event. Is 12 A, Yes.

13 that right? 13 Q. As part of your auxilt, other people
14 A. Yes, It does. 14 did these In Florlda as vell; did they not?
15 Q. Okay. And that’s another thing that 15 A. Yes, they did.

i6  wou Jocked for in vour nystery shopper 16 Q. And on 18882, we have one in Mianl.
17 Inspectlon. Is that right? 17 Is that right?

18 A. Generally speaking, yes. Those are 18 A. Yes,

19 Just some genaral guidelines that ve had. 19 Q. And |n that case your awdltor
28 Q. Lot me ask you to turn to page 18888. 28 deterained that the representative -- or thse
21 A. It's rlght befors thls. 21 Snyder enployee vas ldentifying themseives as a
22 Q. Ssorry. 22 representative of GIE Long Dlstance. Is that
23 A. Okay. 23  rlght?
24 Q. Do you recognlze page 188807 24 A. They clrcled yes.
25 A. Glve ne Just a second to get 25 Q. Ckay. And they vers vearing & nans
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1 organized s llttle bit. 1 tag with a GTE name on §t. Is that correct?

2 Q. Sure. Sura. 2 A. TIhey clrcled ves agaln to that

3 A.  Yes. 3 questlon.

4 Q. You prepared thls document; did you 4 Q. So was your ansver yes to my

5 not? S question?

B A, Yes. ] A, Yes.

7 Q. And this vas a mystery shoppar 7 Q. And on page 18885, we have another

8 Inspection In Chicago? B nmystery shopper tn Mlaml. Is that right?

8 A,  Yes. 9 A.  Yes,

19 Q. Did wou go to Chicago Just for this pi] Q. And agaln, during thls Inspection,
11 purposae? 11 thew found that the representative identified
12 A, Yes, I did, 12 thensaelves as repressentatives of RIE Long

13 Q. And you -- ong of the things i3 wou 13 Distance and they vere wearing s nane teg with
14  looked to see vhether the representatives ware 14 a GTE nama on it. Is that correct?

15 identlfying thamaslves a3 a representative of i5 A. That’s hov they indicated on this

16 GIE Long Distance, and you ansvered yes. Is 16 sheet, yes.

17 that right? 17 Q. Let ma8 ask wou about Bates stamped
18 A. Yes, I did. 18 page 1BS19 through 18928,

i3 Q. And In fact, that’s vhat happaned? I 18 A. 919, you sald?

28 nmean, you went and looked and sav that they 28 Q. Yes, 919 through 28.

21 represanted thenselves as GIE? 21 A, Okay.

frd A. T vent vp and talked to thle 22 Q. Is this more backup to your sudit
23 gantlenan. 23 concerning the nystery shoppers?

24 Q. And he had a GIE logo on his shirt? 24 A. I belleve vhat ve’rs leoking at hare
E A. Ibelleve ha had a lacket —- a shirt 25 s ve're locking =t muystery shops perforned by
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1 another company. I think it vas Wells Fargo, 1 Q. And their training nanual says that
2 but I would have to go back and look. 2 they nust wear clean and appropriate GIE sales
3 Q. Oh, okay. They had done some mystery 3 asssoclate shirt; does It not?
4 shopping for Snyder themselves; had they not? 4 A. Yes.
5 A. Yes. 5 Q.. And they must alvays vear a vislbla
B Q. And wou vere revieving the resvlts of 6 GIE I.D. badge. Is that rlght?
7 Welle Fargo’s nustery shopper events? 7 A Yes.,
8 A. Whoever vas doing ft. I think It vas 8 Q. And those are two things that you
9 Wells Farge. I would have to go back and 9 checked on your nustery shopper analysis that
18 double check. But somsbody vas dolng —- an i8 you dic¢ as part of your audit. Is that right?
11  outside company vas doing mrustery shops; that's 11 A, Yes, va did.
12 where va got kind of the ldea to do It 12 Q. And vers you trying to see vhethar
13 oursalves. Theu vere doing It in different 13  they ware doing the things that thair tratning
14 places. The particular document you referenced i4 nanual says thew're supposed to do?
15 I believe was in Florida. 15 A. One of the tests, ves.
i6 And vhat ve were locklng at then for 16 Q. And this is confirmed on Bates
17 was to get &n (dea of vhal vas going on, uhat 17 stamped page 178457
18  other people vare sealng, what the other 18 Do you have that one? It’'s coming.
19 conpany uas seeing. It vas fust general 19 A. In process.
28 Infornatlon more for our tmderstandlng, again, 28 Q. Is thls again fron the training
21 reviewing vhat would have alteady baen done. 21 nanual of -- I'n sorry.
2 Q. This documant indicatea that during 22 A. Based on the fooier, |{ uppears 80.
23 this fnspection In Homestead, Florida, the 23 It appears to be fron tha sane nanual.
24 Snyder employee uas vearlhd a name tag vith a 24 Q. This Is the Snyder training manual?
25 GIE name. Is that right? 25 A. The training and performance
- PAGE 24 — PAGE 96
1 A.  Which nunber again? 1 desvelopment msnual, yes.
.2 Q. 1B818. 2 Q. And sgain, this saus the nystery
3 A. Representative vearing name tag vith 3 shopper evaluates vhather the Snyder enployees
4 conpany pame. Yas. 4 are vearing an I.D. nane tag. It doesn’t say
5 Q. By company nama, [t means GIE; does 5 It, but I assune It neans with GIE name teg
6 It not? 6 and also vearing GIE approved attire. Is that
7 A. I belleve so, ves. 7 rlght?
B Q. ALl right. Lset*s change topics a g A, Yes.
9 bilt. g Snyder Direct Sarvices, Inc.,
ip A. Ars ve done vith the mystery shopper 12 -Consumer Fleld Markets, Tralning and
11 stouff? 11 Perfornance Development.
12 Q. Well, those documents. 12 Q. let na ask you to turm to page
13 A, Okay. 13 18258,
14 Q. And the next document I'n going ta 14 A. I don’t have that onhe. What was the
15 &sk vou about s Bates stanped 17818. 15 number again?
16 A, 178187 16 Q. 18259. You should.
17 9. Yes. Do you recognize that? 17 A. The first one I have |8 256, 275.
18 A. I'va seen |t before, yaes. I 18 Q. You can look at mine, tf you like.
18 genarally recognize it. 19 MR. WOFFORD: These must have gotten
28 Q. Is this one of the documents you 28 out of order.
21 revieued as part of your amdit? 21 THE WIINESS: Well, we've got saveral
22 A. I know ve Jooked at their training 22 pulls froa different places; but X don°t
23 nmanuals, and that’s where this looks llke thls 23 see It genarally In here.
24 cones fron. Like I sald, it does look 24 BY MR. BECK:
25 fenlliar. b Q. Let me Just ask you to look st Bates
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1 stamped 18259 and ask you If you recognize 1t?7 1 Q. And there are four reople this vas
2 A. I do. 2 sent to. Could you Identify sach of those four
3 Q. ©hat ls |t? 3 people and what their positions were with the
4 MR. WOFPORD: Here, 1I've got It. 4 conpany?

g THE UITNESS: It's a prelininary 5 A. I'll do vhat I can. &. Allen, I do
[} scopa that the Internal auxdit department 6 not knov. J. Bilney would be Jody Bl lney;

7 and I put together whan ve vere doing our 7 she vas In the sales area.

8 original planning for the auodit. 8 Q. Of GIECC?

8 HY MR. BECK: 8 A.  Of GIECC.
18 Q. Okay. 1a Q. Okay.
11 A.  Thank you. 11 A. TYeod Gllmore which uas ~- ha uas for,
12 Q. This Just describes prellalnarily 12 again, he vas In the sales area but he was In
13 vhat your aund!t vas deslgned to accomplish. Is 13 — I bellsve he vas the head of Snyder on the
14 that fair to say, or not? 14 GIECC sida. I think ha wvas VP/GM was his
15 A. When we had o inltial disctmslons 15 title,
16 vith the key players. which would have been the 16 Q. ' VP would be vice-president and
17 peorie I've already named, Karen Snlith, George 17 general nanager?

18 Wieskop?, Ted Gllmore, vhat did we vant the 18 A. Yeah. I'va got {t listed someplace
19  audit to accompligh. These gers a hrain dump 19 in one of thesa pther documents. In the
28 of activitles that ve vould vant to take a look 28 planning neno I knov there vas a listing of,
21 at vhen we vere there. 21 what his exact title was. I could find It If
22 Q. Let ne msk you to turn to page 18262 22 youd llke.
23 and 18263. Ask wou 1f you recoanize that 23 Q. Well, lt's not necessary rlght nov.
24 documant? ed Who's the last parson —-

25 A. I do. 25 A, Ted —

—— PAGE 58 PAGE 108
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b Q. Could you describe vhat It Is? 1 Q. 0Oh, I'm sorry. Go ghead, then.

2 A. It Is & letter fron Chrls Ovens, who 2 A. Tod Gllmore VP/GM, LD Division,

3 is the presldent of GIECC Consumar Markets to 3 Snyder lialson was vhat we had him es the

4 four Individuals at GIECC ralated to business 4 title.

S ethlca/compliance. 5 0. Okay., And LD Division Is Long

6 Q. Lsat me first ask you about Chris 6 Distance?

7 Ouans vho vas then presidant of consuner 7 A Yes. ‘

8 markets. What doea that encompass, consumer g Q. And he was one of the people in

9 narkets? 9 charge of llalson with Snyder?

1 A. At this point |n tima consumer — 18 A. Yes, that’s hovw ye had hlw listed.
11 GIECC vas broken up into a couple different 11 Q. Okay. And vho*s J, Havens?

12 units, and ons of then vas consumer markets, 12 A. John Havens, egain, I think he's in
13 vhich vas primMarlly resldential salaes. 13  the sales organlzation. I doubt know his exact
14 Consumar narkets vere closaly assigned uwith 14 title, hut I recognize the name.

15 s8nall businesses and residential lines. 15 Q. Why ls this letter In your -- First
16 Q. I8 this only RIECC? He's the 16 of all, ls this lettar in part of wour amdit
17 president of constmer markets for GIECCY 17 vork papers?

1B A. Yes, I baelieve s0. That was -~ |i's 18 A, Yes, it vas.

13 on the GIECC letterhead, and that’s vhat ny 19 Q. Why i{s 1t there?

28 recollsction Is. 20 A. It vas planning materials to give us
21 Q. And that includes Long Distance, does 21 an understanding of what the environment was
22 It not, for that segment? 22 like, glve Us an understanding of the

23 A. I don't know hov LD, Long Distanca, 23 regulatory concerns related to these issves
24 rolled up underneath this at this polat in 24 related to Snyder.

25 time, March 1@, 1298, 25 Q. You sea thare soma handuritten notas
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181 o

1 on the right side of paga 182627 1 Q. Whare does this document stop, at

2 A. Ico. 2 uhat Bates stamped paga? .

3 Q. Could you read then? 3 A. I"ll Just have to see If they have

4 A. I'll give It ny best shot. It 4 an Index up at the front. I shov on 22383 that
5 starts off, says: Copy to: Thare’'s sone 5 It has 14 [tens llsted on the table of

6 scratching that looks llke a TKE slash. I'n B contents, and that would take us all the way up
7 not sure, It could be a Steve or something, I'nm 7 1o 28858, vhich would ba the end, which would
8 not sure. A be the last end tab is what 1t looks llke. So
a Q. Do you know what the TKE would stand 9 I would assuma tnat that vould probably ba, If
18 for? 12 the numbars are concurrent, that it vould he —
11 A. Ko, I don't. 11 I think that vould ba the end point.
12 Q. Can you read the rest of the 12 Q. Okay. All right. And thls s part
13 handuritien notes? 13 of your audit backup hecause 1t°’s something you
14 A. See note something. I don°t know 14 used as part of the audlt cr at least revieved?
15 what that vord Is. We need to look at. And 15 A. It is. When va'te orlginally doing
16 then I can’t make out vwhat the rest of this 16 the planning for the auwdit, you know, one of
17 says. I really can't nake {t out. 17 the things ve alvays request |s ve ask for
18 MR. BECK: At tha end of this I*n 18 policles and procedures of vhat are you
19 going to ask for a legible copy of this 19 supposed to ba doing. And thls Is, for Snydaer,
28 vith the note 8o I can read i1t. 28 ons of the backup naterlals that ve obtained.
21 MR. WORFGAD: X can't read It aelther. 21 Q. Let me ask you mbout Batss stamped
2 I'n not sure. 22 paga 289147
23 THE WITHESS: I don’'t know [f ve have 23 Ao Yes.

24 che. This vaa -~ I remenber, fron the 24 Q. This page covers thalr policy with
25 work papers that this Is a copy of a copy. 25 respect to representation, |s that right, thelp
— PAGE 182 — PAGE 184
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1 I don’t knov 1f anubody atill has the 1 representation policy?

2 origlnal. I don't know. I Just knov why 2 A. That's vhat It says on tha top, yes.
3 it wes in here vas because of the — the 3 Q. What I'd like to ask specifically

4 sublact matter was related to Snuder and 4 about [s under the oparating process on that

5 telenarketers a vhole, apaln, setting S page, there’s a bullat, saventh bullst under

5} Us up for what the anvironment vas like 6 Snuder’s responsibility. It says: Enforce a
7 for planning infornation for us. 7 dress code that Includes vsage of GIE branding.
B8 BY MR. BECK: B And then 1t lists a serles of items. And I vas
g Q. Now, Mr. Owvens who vas the author of 9 wonderlng if wou could discuss the tupe of

18 this letter, was he provided the results of 18 Dbranding that Snyder usad that's shoun there
11 your audit? 11 that vould shov GIE?

12 A. I don’t remenber speciflcally. 12 A. I don't Knovw the specifics. I could
13 9.  Okay. o 13 tall vou vhen I did the nystery shop and when
14 A.  He could have had knowledge of 1t, 14 ve sav different articles around the Snydar

15 bt I don’t know. 15 offices.

16 Q. All right. Let me ask you to turn to 16 Q. Okay. Pleass do?

17 the document that starts at page 28507. 17 A. They used the snall GIE bug, vhich Is
18 A. I knov I don’t have that one. i8  =-- 1t's Just the logo.

19 Q. And It°s entitled Snyder 19 Q. What bug?
28 Communications, Inc., GIE Policies and 28 A. Let ne use thls for a second,
21 Procedwres Manual. Do you recognize the 21 MR. WOFFORD: No, I don*t think he
22 document that begins at pege 289477 22 yvants you to drav.
A. Generally, yes. I know that we had 23 THE WITNESS: Oh, I'n sorry.

24 & couple of Snyder manuals in our vwork papers 24 BY MR. BECK:

25 that ve used as refarence material. 25 Q. Just describe {t. There’s a bug
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1 that’s the GIE loga? 1 Can you look at the document that
2 A. It's our loga. It°s & little 2 that*s been labeled 18536, pleasae?

3 circular, oval plcture that hes GIE written on 3 A. Yes.

4 it. It's bluve and whits. That*s just what 4 Q. Tha flrst lina of that documant
S they call It, ths &TE bug. I'nm sorry. 5 underneath the heading talks about the nunmber
8 Q. Go ahead. 6 of conplaints on hand at GIECC sent to Snuder
7 A. Sorry. When uwe saw that, 1t vas the 7 on March 18, 1988, doesn°t (1?

B standard GIE logo that ve had on there. It vas 8 A. Yes.

g aither blue or whita vas the standard colors. 9 Q. Does that document say anything about
18 Q. And vhers would Snuder vss that? 1A the number of conplalnts received by GTECC on
i1 A, On the I.D. badge that I remenber, I 1f  any particular day? .
i2 believe that thers was a snall logo on that 12 A. It’a ambiguous. It does not say that
13 badge. They had some promotional naterlals 13 specifically.

14 alsc that had the GTE logo on It as vell. 14 Q. Do tou see anything on here that
15 Q. Did the shirt Snyder enplovees vear 15 Indlcates to vou affirnatively that any numbar
16 have the GIE logo on then? 18 of complaints vere recelved by GIECC on a
17 A. The ons that I rerenber fron the 17 particular day? '
18 nysterv shop, yes. 18 A. It sags i1 vas sent to Snyder on
18 Q. In fact, thelr pollcy says that. 19 3718/88. It doasn’t shov hov many, 1f that vas
280 That’s the first cne llated under GIE branding 28 from pravicus days or not. It Just shows that
21 shirts. Is that right? 21 they sant 28 documants -- or 28 complaints.
22 A.  Yes. 22 I'msorry.
23 Q. How sbout caps, have uou ever seen 2 Q. And there's a little asterisk next to
24 Snuder pecple vear a cap Vith a GIE logo? 24 that legend, right? -
25 A No. 29 A.  Yes.
— PAGE 126 — PAGE 128
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1 Q. Hou about shirts or advertisements, 1 Q. And the descripticn of tha number of
2 did they have a GIE logo that you*ve sean? 2 docunents sent to Snuder on a particular day Is
3 A, I did see soms pronotional materials 3 furthar explained as a day’s worth of
4 that, again, had the small GIE logo on than. 4 conplaints, right?

5 Q. Any other (tems listed hare whers you S A. For testing purposes, conna, a dau’s

6 recall seeing GIE logos? & wvorth of complalnis on hand at GIE (28 on 3/28)
7 A. The sales hooths, Item J. They alsc 7 wvas traced to Snyder’s log.

8 had -- they would have banners that would B Q. And that language you've Jjust read

9 list, you knou, have the &IE logo on there and 8 refers to the number of complaints sent to
186 say GIE Long Distanca, something Like that, 18 Snyder on a particular day, rlght?

11  when thew would sat up their booths. i1 A. Again, it°*s —— they sent 28, and it
12 MR, BECK: Okay. That's it. Thank 12 says It vas a day*s worth of complaints on'

13 you very nuch. i3 hand, but It doeant say if It vas fron
14 Do you have any? i4 previous days other than 3/18/98.

15 MR. FORDHAM: No questlons. i5 MR. WOFFORD: All right. That®s all
16 MR. WOFFORD: Give me Jjust about five 16 I've got.

17 ninutes, and I may have g fev questions. 17 MR. BECK: Let me follov up on that.
18 . MR. BECK: Okay. GO right ahead, 18 EXAMINATION
19 {A recess vas taken at this time.) 18 BY MR. HECK:

) MR. WOFFORD: Back on the record. 28 Q. You're saying that you uould

21 EXAMTNAT TON 21 interpret a day's worth of complalnts as

22 BY MR. NOFFORD: 22 possibly including more than one day's vorth?
23 Q. Mr. Weaver, I have a fev guestions. 23 A. I don't know Lf they batched

24 I vant to try and clarify some Of uour earller 24 conplaints and then sent tham on a dally,

25 testimony. 25 ueekly, nonthly basls to Snydar. I don*t Know
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189 451

t If this uves all from 3/18 or If It included 1 Page___ Line___should readl:

2 3/9, 3/8, 317, other dates. 2 Reason for changa:

3 Q. Well, If uou vere sending a week's 3 Page___ Line_ should read:

4 worth of complaints, would you call then a 4 Reason for change:

5 day*s worth? 5 Page_  Llne___ should read:

-] A. Idon't -- ggaln It"s —- It says a 6 Reason for change:

7 day's vorth of complaints on hand. Nou, does 7 Page_.LIna____snould read:

8 that mean it's — on hand is, I guess, the 8 Reason for change:

8 plecse that's a little puzzling. It doasn't 9 Page____Line____should read:

18 clarify speclficallu. 18 Reason for change:

i1 MR. BECK: All right. That's all. 11 Page_ . line___should read: o

i2 MR. BOFFORD: That*s all I've got. 12 Reason for change:

13 He wants to read. And wa’d llke to 13 Page____Lllne___ should read:

14 designate the testinony as confldential. 14 Reason for changa:

15 {Thereupcn, the deposition vas 15 Page___ lLlne_. . should read:

16 adjourned at 1:35 p.n.) 16 Reason for change:

17 17 Page___Llne__ should read:

18 18 Heason for changa:

19 19

28 28

21 21 Slgnature

22 22

23 23 . Kotary Public.
24 24 This day of. , 2908,

25 25 My Connlssion Explres:

— PAGE 119 . PAGE 112
112 112

1 ERRATA SHEE?Y 1 CERIIFICATE

2 Pursuant to Rule 32(2)({a) of the Fedaral 2

3 Rules of Clvil Procedure snd/or Georgla Code 3 STATE OF GEORGTA:

4 Mnnotated BiA-1321(B) {6} (e}, any changes in form 4 COUNTY OF FULTON:

§ or substance uhich You desire to make to your 5

6 deposition testimony shall ba entered upon tha 6 I hereby certlfy that the foregelng
7 deposition with a statement of the reasons 7 deposltion vas reporied, as stated In the
8 glven for making then. 8 caption, and that the questions and the

9 To essist you In making any such g ansvers thereto ware reduced to the

18 corrsctions, please use the form below. If 19 written page under ny diractlon, that the
11 supplemental or addltional pages are necessary, - 11 preceding pages represent a true and

12 pleese furnish same and attach then to this 12 correct transcript of the testimony glven
13 errata sheet. 13 by sald vitneas.

14 — 14 I further certify that I an not of
15 I, the undarsigned, WAYNE WEAVER, do 15 Kin or counsel to the partles in tha case,
16 hereby certify that I have read the foregoing 16 am not in the regular employ of counsal
17 deposition, and that to the best of my 17 for any of sald partles, nor an I In any
18 knovledge, sald depeaition is true and accurate 18 vav flnanclally Interested in the result
13 (vith the exception of the following 18 of sald casa.
20 corrections listed below). o
21 21 Dated this day of 208a,
22 Page___lLina_  should read: 22
23 Rsason for change: 23
24 Pege__ Llne should read: 24
25 Reason for changa: 25 DEBORAH L. SWILLEY, CCR-B-2174.
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GTE Service Corporation

internal Audit Department,
5616 High Point Drive, Suite 600

Mall Code HQADBAID
Mark R. Smith : teving, TX 75038
Director {Acting) - intemal Audit 9727515297
May 11, 1998

Mr. Thomas R. Parker

Assistant Vice President-Associate General Counsel
GTE Business Development and integration

600 Hidden Ridge, HQE03J43

lrving, TX 75038

Dear Mr. Parker:

We have completed our review of Snyder Direct Services, Inc. (Snyder). The
objectives of our review were to evaluate the adequacy of operational controls over
the Sales Order Processing (Refer to Attachment One for a Summary of Snyder's
Process) and other related functions within Snyder, and fo evaluate selected GTE

Communications Corporation (GTECC) processes which would impact the Snyder
processes.

The scope of our review included, but was not limited to:
« Sales Order Processing;

« Sales Compensation Plans;

Quality Control, Complaint Resolution/Escalation and Reporting Processes;

e Performance Monitoring and Measurement;

e« Human Resource Functions, Training and Business Ethics; and

Logical System Security.

For each of the scope items noted above, we reviewed policies and procedures,
observed the processes, and ir_\ most cases directly tested the controls within each

ATTORNEY CLIENT PRIVILEGED MATERIAL:
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function. The following items provide a general overview of the major testing
performed for this review:

For the Sales Order Processing functions, we selected a random sample of
orders, including both field and telemarketing sales, and performed specific
attribute testing to ensure the orders were completed accurately and

in a timely manner. For each sample item, we obtained the Letter of
Authorization (LOA) or the Third Parly Verifier (Ensol) recording and
compared that information to Snyder's Sales Order and Account Processing
System (SOAPs). Also, for each order we determined the average number of
days it took the order 1) to be passed to GTE and 2) for the order to be
completed by GTECC and communicated back to Snyder. As a separate test,
we performed a series of “Mystery Shops” at Snyder field sales events to gain
an understanding of the field environment and the sales process.

We reviewed the sales compensation plans for the Snyder sales force up
through the District Sales Manager to ensure plans were reasonable and did
not promote unethical sales practices. Additionally, we tested the monthly
payment process between GTECC and Snyder to ensure the calculations and
payment amounts were in accordance with the contract.

For the Quality Control and Complaint Resolution processes, we selected a
sample of complaints and ensured that ali were resolved accurately and in a
timely manner. Also, we selected a sample of GTE complaints and compared

those items to Snyder's database to ensure all complaints were received and
logged by Snyder.

Related to the Performance Monitoring section, we reviewed specific contract

provisions for both GTE and Snyder to ensure proper vendor management
and overall contract compliance.

Finally, we performed a high level process review of the remaining scope
items — Human Resources, Training, and Logical Security.

- As a result of our information gathering and specific teé.ting. we made several

observations which should help tighten controls andlor improve processes both at
Snyder and WIthln GTECC.

ATTORNEY CLIE.NT PRIVILEGED MATERIAL -
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General Observations

We wanted to discuss several positive items we noted during our review. Overall,
the audit team was grateful for the cooperation dnd support of both Snyder and
GTECC personnel. Without this support, we would not have been able to complete
our work within a responsible time frame. Additionally, we noted several Snyder
processes which we felt deserved recognition, including:

e We were impressed with Snyder’s level of system automation and integration.
These integrated systems allowed Snyder to record, track and report on their
sales in an on-line real time environment.

e Further, Snyder is very responsive to both GTE's needs and the changing
environment in which they are currently operating. They were able to respond

quickly and change their systems and processes in mid-March to address the
additional complaint volumes.

We noted that Snyders telemarketing sales process was very secure and
effectively prevented most occurrences of unauthorized account conversions.
They currently use a random assignment dialer and an electronic voice and data
transfer system which provides them with a highly autormated, controlied and
efficient system for processing telemarketing sales.

Finally, through our review of their fraining materials, we noted that their training
curriculum was very detailed and provided a good base of knowledge to the sales

associates. Also, we noted that Snyder is consistently disciplining all employees
who have had complaints against them.

Vendor Management

GTE Communications Corporation (GTECC) is responsible for the actions of any
third party vendor which is being used to market and/or provision service for GTE
products. As an agent of GTECC, Snyder and other vendors represent GTE’s brand
name in the marketplace. As such, GTECC should be continuously monitoring
vendor activities to ensure they are conducting themselves in accordance with GTE's
compliance standards and the vendors have appropriate controls in place 1o prevent
unauthorized account conversions or other violations. With that in mind, we noted

several items .where GTE could improve their vendor management processes.
Specifically, we noted the folfowing: '

ATTORNEY CLIENT PRIVILEGED MATERIAL - -
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o There does not seem to be a comprehensive Complaint Resolution and Tracking
Process between Snyder and GTECC. We noted, through interviews and
attempts to compile a complete listing of all Snyder related complaints, that there -
was not one source which was responsible for compiling, tracking and ensuring
timely resolution of Snyder complaints. In our testing at Snyder, we noted that
complaints sent to Snyder were not received in a consistent manner (some were
faxed, some were e-mailed, some communicated verbally, etc.). Additionally, our
test results showed that 15 of 112 (13%) escalated complaints obtained from
GTECC files were not maintained in Snyder's complaint tracking database. For
non-escalated complaints, our testing showed that for one day 12 of 28 (43%)
complaints obtained from GTECC were not on hand at Snyder. For those
complaints received by Snyder, we noted that 11 of 25 (44%) were not resolved
and reported back to GTECC within five business days. GTECC needs o ensure
processes are formally defined, documented, and communicated which can
record, track, and report the status of all Snyder related complaints.

o The Marketing and Operating Policies and Procedures Manual (Schedule 3 of the
Marketing Agreement) indicates that Snyder will have as their goal an average
monthly billing of equal to or greater than $45 per Snyder-sourced customer for
the first twelve months. The contract goes on to state that GTECC will measure
at the sixth and eleventh months the average monthly billing for Snyder-sourced
customers. However, GTECC does not have the reporting capabilities to produce
a report which identifies all the Snyder-sourced customers and their billing totals
for the month. Through discussion with GTECC personnel, they are working on
the reports, but they are having problems getting the Customer Billing Service
System (CBSS) to produce the necessary information. The need for this
information was identified when the contract was signed in mid-November 1997.
However, as of April 24, 1998, GTECC sfill does not have an accurale and
reliable report which can be used o comply with the above contract provisions.
GTECC needs to increase their efforts to obtain this information through their

vendor management group from GTE Network Services, the billing agent for
GTECC and owner of CBSS.

Based on observations made during this review and other. work performed by
GTE Internal Audit over the past year, we have noted that the order provisioning
process has been unreasonably lengthy, sometimes 30 or more days. These
delays have been aftributed, in part, to processes performed by Anderson
- Financial (AFNI), a third party vendor of GTE Network Services. We recommend
that GTECC work with GTE Network Services and ensure AFNI's processes are

ATTORNEY CLIENT PRIVILEGED MATERIAL -
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reviewed and monitored on an on-going basis to ensure GTECC's orders are
processed in accordance with agreed upon quality and timeliness standards.

Sales Order Processing

Snyder's sales process can be broken down into two primary channels, field or foot
sales (approximately 60-70%) and felemarketing sales (approximately 30-40%). For
each of these sales channels, we selected completed orders -and traced them
through Snyder's processes to the hand off to GTECC. As part of our testing, we
wanted to ensure that controls were in place to prevent and detect unauthorized
-account conversions. Our testing revealed that in response to the increasing number
of unauthorized switching complaints, Snyder made several changes to their
processes which occurred during the mid-March time frame. These process changes
improved the overall controls within Snyder's processes, and should have the
downstream effect of reducing the overall number of Snydet related complaints.
However, we noted areas where Snyder and GTECC could improve the overall sales
process. Specifically, we noted the following:

e As part of our testing, we noted that California field sales due to regulatory
requirements must be verified and recorded by an independent third party.
Basically, the process requires the customer to complete and sign the LOA and
then speak with the third party verifier via a cellular telephone prior to leaving the
sales site. We recommend that Snyder begin using this process to verify ali field
sales based on a cost/benefit analysis. By having both a sighed LOA and a voice

~ record verifying the sale, Snyder and GTECC shouid benefit by having improved
order accuracy, reduced number of customer misrepresentations and fewer
complaints.  Additionally, these controls would go beyond the regulatory
requirements, in most states, and could be used to mitigate any penailties. The
added controls would help prove that a comprehensive program was in place to
avoid and minimize the number of unauthorized switching complaints. By having
more accurate order and customer information from the beginning of the process,

both Snyder and GTECC should realize some downstream processing cost
savings.

e Our next observations related to the substantive testing of Snyder sales orders.
As mentioned above, we selected a random sample of orders for testing from all
transactions which occurred from mid-March to the first week in April. This,
sampling period allowed us to view orders.which were-processed before, during
and after the process changes made by Snyder. Our sample of 89 total orders

ATTORNEY CLIENT PRIVILEGE-D MATERIAL -
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was representative of the overall population and was broken down as: 1) 68 field
or foot sales and 21 telemarketing orders; 2) 73 out-of-franchise and 16 in-
franchise; and 3) 44 Spanish, 34 English, and 11 Asian. Our observations are:

+ On 18 of 84 (21%) orders the contact name and billing name did not agree ~
17 Field Sales and one Telemarketing order. An authorized party may not be

signing the form, and thus making the order invalid and possibly indefensible
in the event of a complaint.

+ On 60 of 81 (74%) of the orders tested were sent to GTECC after the agreed
upon four day tumaround. NOTE: All 60 orders noted above were Field
sales. Per the marketing agreement, Snyder should forward orders to
GTECC within four days. In our sample, it took Snyder an average of
fourteen business days to forward an order to GTECC.

+ On 13 of 34 (38%) of the orders which were forwarded to GTECC were not
completed by GTECC within the agreed upon ten days. In our sample, the
thifeen orders took an average of fourteen business days to complete.
NOTE: Only 34 of the original 89 orders were sent to GTECC for processing,
refer to Attachment Two for a breakdown of the final disposition of the orders.

+ On 38 of 68 (56%) of the orders did not have one of the following identifiers

on the LOA: social security number, driver's license number, or date of birth.
NOTE: These were field sales only.

NOTE: Five orders were not included in the festing because they were
telemarketing calls in which the customer did not want to be recorded for
verification purposes. Also, for the second bullet item there were three orders
in which the customer canceled the order in the call back or TPV process.
With these items in mind, we excluded these sales orders from our analysis,

e For our “Mystery Shops”, we visited Los Angeles, Chicago, and Miami and had a
total of eight observations. From these site visits, we noted a couple of areas
needing improvement. First, we noted that Snyder did not have “Take Aways”
(for example, GTE Plan Brochures, information cards, efc.) at any of the locations
we visited. This was also noted in our review of “Mystery Shops™ performed by
Wells Fargo on Snyder's behalf. Secondly, we noted that for various reasons the
Snyder Sales Representatives were. not at several identified sales location. in -
each of the three cities we visited, we were unable to find Snyder sales

ATTORNEY CLIENT PRIVILEGED MATERIAL - -
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associates at the sales locations. Again, this was confirmed in our review of the
Weils Fargo documentation.

In conclusion, we understand and acknowledge that the Snyder and GTECC
relationship has been evolving over the past four months, and overall the processes
are operating in a very dynamic environment. The changes that are cumently
underway or that have already been made on both sides should help strengthen
controls and contribute to the prevention of unauthorized account conversions.

If you have any questions regarding the results of the review, please contact Wayne
Weaver at 972/550-6620 or me at 972/751-5297,

Very truly yours,

Mark R. Smith

MRS/MWEW:tim
Attachments (2)

c: D. Gudino - HQKO03B67 - irving
L. Zidow - HQADBA30 - Irving
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GTE Planning Memo HH

Snyder Communications Legal Review Wayne Weaver
Irving, TX & Bethesda, MD : Audit No. 98:00:025
In-charge: Wayne Weaver Manager: Mark Smith
GENERAL

We are performing a four week review with field work beginning April 6, 1998. Our
targeted closing meeting is April 30, 1998. This review will not be a traditional TFA
audit and will not result in a traditional audit report. Qur goal is to issue a Attorney-
Client Letter at the closing meeting.

Address:

.GTE Communications Corporation Snyder Communications, inc.
6665 N. MacArthur Blvd. Two Democracy Center

Irving, TX 75033 6903 Rockledge Drive, 15th Floor

Bethesda, MD 20817
Main Switch Board - (301) 468-1010
(See Directions Attachment HH.1)

Main Contacts:

GTECC  Ted Gilmore, | 972/465-5184
VP/GM LD Division - Snyder Liaison
GTECC  Michael Lyons, §72/465-4642
Manager LD Division - Snyder Liaison
GTECC  Ed Milfer 972/465-5198
Director - Marketing LD
GTEBDI  Toni Kubly 972/718-7858
Director Regulatory
Snyder  George Woifand 301/571-6213
VP Operations
Audit Team:
IR A T s NAITIE o o 2 i ot
Staff: Yamira Lajara 813/221-8610 x323
Susan North 813/221-8610 x326
Andrew Timberlake 972/550-6647
In-charge: Wayne Weaver (972)550-6620
Manager: Mark Smith - ‘ (972)751-6297

File Name: C:\My Documents\My Documents Two\AUDITS\98025 Planning Memo -final.docPage 1
of12 : . '
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GTE oo Planning Memo HH

Snyder Communications Legal Review Wayne Weaver
Irving, TX & Bethesda, MD Audit No. 98:00:0?5
In-charge: Wayne Weaver Manager. Mark Smith

The opening meeting will be held at 9:30am (Local Time) on April 6, 1998 at Snhyder
Communications Headquarters in Bethesda, Maryland. We will be arriving at
Snyder's Headquarters at 9:00am. Per discussion with George Wolfand, Snyder VP
- Operations, Snyder's normal work hours are 9:00am to 6:00pm. We will adjust to
their schedule as best as possible.

OVERVIEW

General:

We will be performing an investigation of Snyder Communications, Inc. per the
request of GTE Legal counsel - Tom Parker. As such, all materials produced or
acquired during this review will be confidential and remain under Attorney-Client
Privilege. (Refer to Interoffice Memo Requesting Audit Services @ HH.4.

GTE Communications Corporation (GTECC)

GTE Communications Corporation (GTECC) is GTE's Competitive Locat Exchange
Carrier or CLEC. CLEC refer to companies that have been approved by a state
regulatory commission (usually the PUC) to provide local telephone service in
competition with an Incumbent Local Exchange Carrier {ILEC), iike GTE Telops or
Southwestern Bell. State Utility Commissions began approving CLEC applications
in late 1994,

GTECC objective is to provide a full range of services to their customers, including
wired and wireless local service, wired and wireless data transmission, intra and
inter LATA voice and data, Internet access, messaging, paging, and video services.

Currently, GTECC is providing long distance services to customers in all 50 states
through a resale arrangement with WorldCom. GTECC is marketing their fong
distance packages in a number of ways, including in and out bound telemarketers,
retail store sites (GTE Phone Mart & GTE Wireless Stores, etc.), and through direct
sales. One of the telemarketers that GTECC is currently using is Snyder

- Communications, Inc. who is one or our authorized agents. However, Snyder is
being used to target specific segments of the population, as described below.

Refer to Exhibits HH.S - HH.7 for various Flowcharts_whicﬁ represent the Order-
Processing Systems for GTECC, -GTE LD Fulfillment, and GTE LD detailed.
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Snyder Communications, Inc.

Snyder Communications was established in 1984 as a telemarketer who specialized
in marketing for specific industries and fo specific market segments. They are a
publicly traded company with approximately $200 million in revenues last year, and
they employ approximately 2800 people nationwide. They work primarily for
Fortune 500 companies like Enron (Energy Company), GTE & AT&T
(Telecommunications), Proctor & Gambie (Household goods), and Merck
(Pharmaceuticals).

Snyder's other products include product sampling and Wallboards - informational
posters for placement in hospitals, recreation areas, and fransportation centers.

Starting January 1998, Snyder's Direct Services Division (Organizational Chart @
HH.2) began marketing GTE Long Distance services to multilingual customers,
Specifically, they are marketing to Asian and Hispanic markets throughout the US.
These customer groups have been targeted because of the potential for high usage
rates both internationally and domestically. Additionally, these groups have very
close family units who like to remain in contact with one another which again
produces high usage rates. Currently, the Hispanic market represents
approximately 70-80% of Snyder Sales, and as such we will give this group added
attention in our sampling.

Snyder sells GTE LD through 1.} Face-to-Face sales af fairs, festivals, carnivals,
malls, store fronts, and street corners {(60-70% of sales), and 2.) Telemarketing
outbound calling to customer within their database (30-40% of sales). Whichever
sales method is used, certain conditions must be met before a sale can be finalized.

Refer to Flowchart of Snyder’s Sales Order Processing @ HH.8 - HH.10.

Regulatory Environment

The following paragraphs are taken from a message by lilinois Attorney General Jim
Ryan explaining some of the details behind Slamming and what regulations are
currently being imposed. This article is a general overview of Slamming and
regulations to prevent it.

17674
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Slamming

Today consumers are free to choose their own long distance company. However,
some long distance companies engage in illegal marketing and promotional
campaigns to switch consumers' long distance service. These companies engage in
the activity that has come to be calied "slamming.” Slamming occurs when one long
distance company takes a consumer's account from another long distance company
without the consumer's full knowledge and consent. Slamming is most often done
through the use of a disguised or inconspicuous “letter of agency” purportedly
authorizing the switch in service or through deceptive telemarketing campaigns.

Letters of Agency

Many long distance companies sign up new customers previously served by other
long distance companies by getting them to sign letters of agency (LOA's), which
are documents in which the consumer states that he understands and authorizes
the change. However, some long distance companies, in an attempt to confuse
consumers, combine LOAs with promotional material, such as a contest entry form
or a solicitation to contribute tc a particular charity. A common scam is for
companies to send or give consumers a form to fill out with the chance to win a
iarge sum of money, an automobile, or some other valuable prize. When the
consumer signs the form, he or she often is not aware that they are authorizing the
company to switch their long distance company.

The Federal Communications Commission has adopted rules designed to prevent
slamming through LOAs. Under the rules, the general form and content of LOAs
must be as follows:

» Any promotional material, such as contest entry invitations and charitable
solicitations, must be separate or severable from LOAs;

* Checks used to solicit a consumer to change his or her long distance carrier may
include the LOA on the check itself, but may not contain any promotional
language;

= The LOA can only be used to authorize a change in long distance service -- prize
promotions and charitable solicitations cannot be mentioned in the LOA;

* The LOA cannot contain smail, difficult to read print; :

= The LOA must be signed and dated by the account holder; and

- File Narhe: C:\My_Doca_ments\My Documents TwolAUDITS198025 - Planning Memo -final.docPage 4
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 The LOA must be written in clear and unambiguous language and contain the
following information:

1. the customer's name, address, and all telephone numbers to be switched,

2. the names of both the former and new long distance companies;

3. a statement informing the customer that he or she may designate only one
long distance company to handle switching requests; and

4. a statement informing the customer that a fee may be imposed for switching
long distance companies.

- The LOA must provide a full translation if any part of the LOA is written in
another language,

« The LOA cannot require or suggest that the consumer take any action to keep
his or her current long distance carrier. Therefore, long distance companies are
prohibited from sending you promotional material and then switching you if you
don't respond to the promotional material.

Telemarketing Solicitations

Some long distance companies contract with telemarketing firms to contact
consumers for the purpose of soliciting them to switch their long distance service.
The telemarketing firms receive a commission for each new customer they convince
to change their service. The Federal Communications Commission allows long
distance companies to solicit new customers by telemarketing if they adhere to
specific rules. However, several unscrupulous long distance companies and

marketing firms have started a campaign to slam consumers by engaging in the
following illegal practices:

* Switching consumers without their authorization.

* Representing themselves as the consumer's current long distance carrier and
then switching the consumer from his or her carrier without the consumer’s
knowledge.

+ Switching consumers after they have declined the company's service.

+ Switching consumers without obtaining proper verification. (See befow)

Before a consumer may be switched to another long distance company, the Federal
Communication Commission requires a long distance company (which has switched
a consumer through a solicitation by phone) to verify the switch by:
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« QObtaining the customer's written authorization; or

» Obtaining the customer’s electronic authorization; or

+ Obtaining the customer's oral authorization by use of an independent third party
rather than the company soliciting your business; or

-+ Sending each new customer an information packet which contains the following
information:

the customer's name and current long distance company;

the name of the new long distance company;

description of all terms, conditions and charges related to the service;

the name of the person who authorized the switch;

postcard which the customer can use to deny, cancel or confirm a switch; and
disclosure stating that the customer must return the postcard within or the
customer's long distance service will be switched.

DN hON=

PIC Freeze

For your protection and to ensure that your long distance telephone service is not
switched without your knowledge, you should consider requesting a "PIC Freeze." A
PIC Freeze consists of you completing and signing a written document instructing
your local telephone company, e.g., Ameritech, GTE, lllinois Consolidated, etc., not
to change your long distance service unless authorized by you. The actual form can
be obtained from your local telephone company.

Special Note: Just some insights as to the special nature of this review. First,
this is a legal review of another company, we must maintain a high level of
professionalism at all times. Second, this review involves a number of “Big Players®
namely George Weiskopf, VP - Finance GTECC,; Tom Parker, GTE Legal Counsel;
Bill Edwards, Controller, Karen Smith, AVP BDI Regulatory; and Larry Zidow, Acting
Assistant Controller - Auditing. Finally, we are being asked to complete this review

as soon as possible but no later than the end of April due to a pending business
decision.

Because of these factors, | am expecting, as is Mark, that we will be working late
and possibly on the weekends to attend certain marketing events and complete the
work ASAP. Also, we will be taking Sunday flights to arrive at our work sites early

Monday morning, and we will be taking later flights out on Friday (No later than 5: 00
PM) to avo;d Yadays. = .

" File Name: C:\My Documents\My Documents Two\AUDITS\QBOZS Planmng Memo -final. docPage 6
of 12 :

Attorney Clienf Privileged Material - Do Not Copy or Disseminate
17677




GTE “& Planning Memo HH

Snyder Communications Legal Review Wayne Weaver
Irving, TX & Bethesda, MD Audit No. 98:00:025
Incharge: Wayne Weaver Manager: Mark Smith
OBJECTIVE

The objectives of this review are to evaluate the adequacy of operational controls
over the Sales Order Processing functions within Snyder Communications, and to
evaluate selected GTE Communications Corporation processes which may aid in
our review of Snyder Communications.

SCOPE

The scope of this review will include, but is not limited to, the following:
e Sales Order Processing:

e Review of Customer Contact procedures including Authorized Sales
Plans and Promotions, Sales Representative Training and Forms
Utilized,

¢ Select a sample of orders and ensure they are processed accurately

and in a timely manner. Specifically, ensure:

¢ Selection of the sample is according to percentage of Face-to-Face
Orders versus Telemarketing Orders, Market Segmentation, and by
State sales figures . Will include monitoring of calls for
Telemarketing sales and visits to Face-to-Face Sales sites;

¢ Letter of Agency (LOA) is completed and maintained according to
agreed upon standards;

¢ Third Party Verification is occurring as intended;

¢ Determine Time to Complete order through Hand-off to DMSS;

e Welcome / Fulfillment Packages are sent out for all and only
completed and approved orders; and

¢ NOTE: Orders will be traced from origination through Quality
Outbound Calling (QOC) to hand-off to DMSS.

e Evaluate the adequacy of the Sales Compensation Plan and ensure it
does not encourage unethical / questionable sales practices;

¢ Evaluate the adequacy of the Quality Control, Problem Resolution /
Escalation, and Reporting Processes,

——————————————————————————
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e Review Performance Monitoring / Measurement to ensure adequate
management information. Specifically, looking for Management Span
of Control, Coaching Practices, and Sales Representative Statistics.

Personal Preferences:

| am not a very picky person when it comes to documentation. I'm more of a
substance over form kind of person, but all standard workpaper documentation
requirements per the audit manual are in effect with one notable change.

We will be modifying the Audit Process as follows:

¢ Complete High Level Narrative and Flowchart which document the main controls
within the area being reviewed. (This part hasn't really changed much.) Each
controls technique should be underiined for easy reference on the Narrative.

e Cross reference each contro! technique to the Audit Program step(s) which will
test the effectiveness of the control. (This is major departure from the Audit
Manual because we are eliminating the TFA Matrix Document. However, the
substance of our review is still documented in the Narrative - only the form has
changed. This should save us some time and effect.). 1 have an exampie of this
documented at HH.3.

¢ Complete lead memo as usual to document the test results.

¢ Al Documents, Exhibits, and test items included in the workpapers MUST have a
pre-printed label or printed directly on the document the following:

Attorney Client Privileged Material - Do Not Copy or Disseminate

If you have any questions regarding exactly what this statement means or how it
effects our work, your not alone but I'll do my best to explain what ! think it means.

AUDIT ASSIGNMENTS:

- Audit Assignments will be determined at a later date.

. 17679
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ADMINISTRATIVE ASSIGNMENTS:

Responsiblo2erson(s e e e A S SIgNmantsy
All Bring any personal supplies you will need (i.e. Post-it
notes, pens, pencils, highlighters, notepads, etc.)
WW & AT Printer, Paper, ink Cartridge Refill, etc.
ww Opening / Closing Meeting Materials
TBD Opening / Closing Meeting Minutes & Attendance
All Report Write-up & Finding Summary
WW & MS Post Review Performance Appraisals

LOGISTICS

7 We wull be work:ng at various Iocations mcludmg Bethesda Maryiand and
possibly event sites in California, Florida, New York and Texas (these are yet to
be determined)

e Bring your ID badge and plenty of business cards.

e Review Operating Procedures Prior to Beginning of Fieldwork - 1 will be providing
Training Materials as well as Policies and Procedures from Snyder

e Make your travel arrangements - only for the first week or until | know where we
will be going and when. Sidetrips may not be practical for the first couple of
weeks so | would not plan anything that you couldn’t cancel quickly and with
minimal cost to you. Sidetrip forms must be submitted for approval at least a
week in advance.

e Snyder Communications is Professional Dress (Men = Suit and Tie; Ladies =
Suits, Dresses, Professional Pants Suits, etc.). You may want to get these items
cleaned and out of storage. | know I'll be unwrapping my suits, unfortunately.
They are Business Casual on Fridays, so you will need to take some casual
clothes as well.

File Name: C:\My Documents\My Documents Two\AUDITS\98025 Plannmg Memo -final. docPage 9
of 12 ]

Attorney Client Privileged Material - Do Not COpy or Disseminate
17680




GTE ‘& Planning Memo HH
Snyder Communications Legal Review Wayne Weaver
Irving, TX & Bethesda, MD : Audit No. 98:00:025
in-charge: Wayne Weaver Manager: Mark Smith

« Please turn in expense reports every Monday moming.

» Back up the files related to this audit daily onto a removable disk.

s Asissues come up, please inform me as soon as possible. | will be keeping a
running Findings Summary.

» {f you are finished with your section, run into some problems or are dealing with
difficult people, LET ME KNOW ASAP.

« Turn in your completed work, as soon as its finished. This will speed up my
review and aflow Mark to be more flexible with his review.

Please complete the Work Paper Cleanup Checkhst - ;

» Complete all Expense Forms

—
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Snyder Communications Legal Review
Irving, TX & Bethesda, MD
In-charge: Wayne Weaver

SCHEDULE

HH

Wayne Weaver
Audit No. 88:00:025
Manager: Ma_ri_&_Smith

8 8 10 11 12 13 14

15 16 17 18 19 20 21

22 23 24 25 26 27 28

Make Travel

Plans For
Week #1

29 30 31

Planning Planning
Week Week

ZAPril 1998 5o

1 2 3 4
Planning Planning Planning
Week Week Week - Make
Travel Plans
for week #2 if
Possible
5 6 7 8 9 10 11
Fly to Opening Fieldwark Fieldwork Fieldwork Fieldwork -
Snyder Meeting @ Return Home Work from
Bethesda, 9:30 EST - Due to Good Office
MD - Amive Cn-site @ Friday /
PM 9:00am Easter

File Name: C:\My

of 12

Attorney Client Privileged Material - Do Not Copy or Disseminate
17682

Documents\My Documents Two\AUDITS\S8025 - Planning Memo -final.docPage 11




GTE

ternal
Audit

Planning Memo

Snyder Communications Legal Review
Irving, TX & Bethesda, MD
In-charge: Wayne Weaver

HH

Wayne Weaver

Audit No.

98:00:025

Manager: Mark Smith

12 13 14 15 16 17 18
Fieldwork - Fieldwork Fieldwork - Fieldwork - Fieldwork -
Possible Site Possible Site | Possibie Site | Possible Site
Visits to local Status Visits to local | Visits to local | Visits to tocal
events Meeting with events events events
GTECC
19 20 21 22 23 24 25
Fieldwork - Fieldwork - Fieldwork - Fieldwork - Fielkdwork -
Possible Site | Possible Site | Possible Site | Possible Site | Possible Slte
Visits to local | Visits to local | Visits to local | Visits to local | Visits to local
events events events events events =
26 27 28 29 30
Fieldwork / Wrap-up Wrap-up Wrap-up
Wrap-up
Closing Meeting Sometime This Week?

Wrap-up

Wrap-up

6

Evaluations?
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" Dress Code S d

- Must wear clean/appropriate GTE Sales Associate shirt
~ Must wear visible GTE ID badge

- Must wear clean dark blue/ black/ khaki pants

> Cannot wear thongs or any other opened toe shoe

> Must be well-groomed and clean shaven

Snyder Direct Services, Inc. Consumer Field Markets Training and Performance Development



Sy8Ll

> Wearing GTE approved attire

MYSTERY SHOPPER

Definition - To review the quality of our field sales representatives and
evaluate their sales presentations. Mystery Shoppers visit undisclosed
locations and provide feedback to GTE and Snyder conceming performance.

Myste'ry shopper will evaluate the following areas:

> Sales associate visibly wearing ID name tag

> Friendly, courteous and informative behavior

Did sales associate ask the following questions:

> Which long distance company do you use?

> Are you authorized to sign?

> Do you make long distance calls?

> Which states or countries do you call?

> How much do you spend on your monthly bill?

> When do you call most?

> Was 'mystery shopper offered a plan or promotion?

Snyder Direct Services, Inc. Consumer Field Markets Training and Performance Development 35



GTE Service Corporation - Internal Audit
Preliminary Scope for Snyder Communications Review
Marech 19, 1998

Our objective is to evaluate the adequacy of financial and operational controls
over the Sales Order Processing functions within Snyder Communications. The
following items represent Internal Audit's Preliminary Scope:

Sales Order Processing - Snyder Communications:

Review of Customer Contact procedures including Authorized
Sales Plans and Promotions, Sales Representative Training and
Forms Utilized;

Select a sample of orders and ensure they are processed

accurately and in a timely manner. Specifically, ensure:

¢ Selection of the sample is according to percentage of Face-to-
Face Orders versus Telemarketing Orders.  WIill .include
monitoring of calls for Telemarketing sales and visits to Face-to-
Face Sales sites;

s Letter of Agency (LOA) is completed and maintained according
to agreed upon standards;
Third Party Verification is occurring as intended;
Determine Time to Complete order through Hand-off to DMSS;
Welcome / Fuifillment Packages are sent out for all and only
completed and approved orders; and

o NOTE: Orders will be traced from origination through Quality
Outbound Caliing (QOC) to hand-off to DMSS.

Evaluate the adequacy of the Sales Compensation Plan and
ensure it does not encourage unethical / questionable sales
practices;

Evaluate the adequacy of the Quality Control, Problem Resolution /
Escalation, and Reporting Processes;

Review Performance Monitoring / Measurement to ensure
adequate management information.  Specifically, looking for

Management Span of Control, Coaching Practices, and Sales
Representative Statistics. .
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Attache_d is a presentation by GTE's Assoclate Generai Counsel, Steve Zipperstein,
on Business Ethics and Compliance. Steve made this presentation to executives % ’

from GTE Communications and GTE Network Services. As you can see in his
presentation, the regulators and the courts are becoming increasingly less tolerant r ( L
with companies that do not comply, (i.e., change customer's service without L

L

U

authorization, unethical promos, or gimmicks, etc.) with the law. The penalties for
these types of violations can be substantial. GTE is also in a precarious position .z \
given the situation we experienced in the Language Assistance Center in California.

A particularly important point in Steve’s presentation was that violations committed

by agents of GTE, (i.e., Teletech, Snyder, LD Telemarketers, etc.) are the

responsibility of GTE. The penalties associated with a viotation can be substantially
mitigated, however, if (1) the company surfaces the viclation and (2) the company

can prove that they had a comprehensive pragram in place to attempt to avoid. or
minimize violations.

V ng.-n our increasing use of outside partners, we must be gertain that they conduct
\ busmes§ in a fashion that is consistent with GTE's compliance standards and have
appropriate controls in place to prevant violations.
L : : '
é(/ ~ 1'd like to begin a review of odr partners’ “quality control/compliance processes” as
/-\. L soon as possible. in fact, we recently completed a review of Snyder ' '
\ o Communications’ processes and procedures and likely will caonduct an on-site

review to verify that the processes are working as designed. I'd like each of you to
wark with your partners to document and summarize their current quality
conirol/compliance standards and processes. At this point, no on-site review is
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G. Allen. J. Bilney, T. Gilmofe. J. Havens

March 10, 1998
Page 2

nacessary, Ted or Gwen can provide you examples of the work we've done with
Snyder if you'd like. 1'd like these reviews completed as quickly as passible but no
later than March 31, 1998, ]

Let me know if you have any questions or comments.

C'Ktopher D. Owens

President-Consumer Markets

CDO.gjh
Attachment

¢: C.Bercher - HQB17A14 - Irving, TX (w/o attachment)

F. Kinder - HQKO03E13 - trving, TX (w/attachment)
S. Skogen - HQLO6B62 - Irving, TX (w/o attachment)
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GTE

GTE Service Corporation

Internal Audit Department
’ 5615 High Point Drive, Suite 600
Toni S. Kubly Mail Code HQAOGA30

Regional Director - Auditing trving, TX 75038
972/751-5292

June 19, 1997

Mr. Robert G. McCoy

President

GTE Long Distance

P.O. Box 152211 MC HQL14A07
Irving, TX 75015-22119

Dear Mr. McCoy:

We have completed our Order and Fulfiliment Audit of GTE Long Distance, located in
Irving, Texas. Our Audit Report No. 97:55:051 is attached.

The objective of the audit was to evaluate the adequacy of operational and financial
controls and determine whether the controls in place were functioning effectively and in
accordance with established Company practices and policies.

The scope of the audit included, but was not limited to, a review of the following areas:

e Order Creation and Entry;

+ Vendor/Contract Administration;
¢ Sales Channe! Interfaces;

e Sales Fuifillment;

e Systems Order Interfaces; and
e Performance Monitoring.

In our opinion, the controls addressed within the scope of our audit are inadequate.
Our audit did not disclose any significant internal control weaknesses. However, we
noted 21 areas where controls should be improved.

Our observations and related recommendatlons along with management comments,
are included in the attached audit report. For your convenience, We have identified

within the Table of Contents, the functionat area(s) with pnmary respons1b|llty for each
observation and a summary of each finding. .

18274
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During the 4th quarter of 1996, Internal Audit completed a Phase | Process Review of
the entire GTE Long Distance environment. The scope of the review examined the
design of the process controls and assessed the relative risk of the business
processes. The review did-not include any testing of processes. The Order and
Fulfillment audit expanded on the Phase | Process Review and performed detailed
testing, where possible, of the functions performed. Additionally, afthough management
comments were not required, we performed follow up and testing of the Phase 1!
observations and have noted conditions that have remained unchanged within this
report.

We recognize that the GTE Long Distance business processes are in a dynamic and
rapidly changing environment. We also acknowledge the significant accomplishments
and efforts by management to achieve “speed to market" and, at the same time, to
establish business processes consistent with business objectives. Additionally, we
acknowledge the continual efforts by management to implement the required controls
and understand they are an ongoing continuous improvement.

However, based on our audit observations, there are 3 pervasive controi issues; no
defined procedures, no communication of procedures and the lack of an integrated
business process. We recommend the implementation of the following controis to help
minimize the problem currently experienced:

e Improve systems/applications to perform the proper check/balances and up front
edits;

¢ Mechanize the manually intensive processes;

¢ Improve the lines of communication within all responsible parties;

e Provide the appropriate training and instruction to all personnel to perform the
proper functions;

¢ Develop efiective tracking and controf mechanisms; and
¢ Clearly define, communicate and execute policies and procedures.

Throughout the audit report, there will be examples of control weaknesses that
- correlate to the above noted pervasive issues and related recommendations.

We appreciate the . courtesy and assistance extended to us during . the audit.
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If you have any questions regarding this report, please contact Mark Smith at (972)
751- 5297 or me at (972) 751-5292.

Very truly yours,

\/Jmu A

TONI S. KUBLY
TSKMRS/BDA:pjw/87051AUDLTR
Attachment

cc. R.J. Bigler - Irving
M. C. Bolduc - Irving
C. L. Brinkley - lrving
T. Burroughs - lrving
D. L. Crockett - Irving
A. Farrell - lrving
B. Gelier - lrving
R. Gray - Irving
M. Hamess - {rving
J. M. Havens - Irving
P. Kuhar - Irving
D. E. McCracken - Irving
N. A. Radvanczy - lrving
R. M. Taguchi - Irving
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Lead Memo WP: B-11 / / ,
GTE Communications Corp. - Snyder Communications Review Susan North f-«‘“’g 7,
Bethesda, MD Audlt No 98:00:025 04/28/98 10:26

OBJECTIVE: Audit Step(s): BJ.O_#J
To Ensure that policies and procedures are complete and in compliance" with

contractua! guidelines and GTE’s approval.

SOURCE: .
AW/PREL I RERPID
B21v Snyder Commumcatlons Inc./GE Pol:cues &
Procedures Manual :
B-113 ./ | Snyder Quality Assurance Overview

B-11.2 ] Snyder/GTE complaint process memo

Control Gwdehnes

SCOPE:

IAD obtained policies and procedures for Quality Assurance complaint
resolution/escalation and reporting. 1AD also interviewed Michael Lyons, GTECC -
LD Complaints Manager, Liz Smith, GTENS - Post Sales Fulfillment LD/Complaints
and Elliot Glover, Snyder - Quality Control Manager. In order to verify
communication of Snydet/GTE policies and procedures, IAD also obtained Snyder's
Quality Assurance Overview used in training (B:11.1)*and a memo from Liz Smith
describing Snyders complaint process (B-11.2)t”IAD reviewed these documents
and interviewed personnel invoived to ensure that policies and procedures are
complete and in compliance with contractual guidelines and GTE's approval.

TEST RESULTS:
Based on the testwork above, IAD found issues in the following:

¢ No formalized complaint process at GTE

» No confirmation or recongciliation performed by GTE to ensure all complalnts are
received and forwarded

FINDINGS:

CONDITION/ISSUE 2:15.52
No standardized and formalized process is in place for the forwarding and handling | RP
of complaints to Snyder.
Standard:A formalized process should be in place for the forwarding and handling
of complaints to Snyder

Cause: Complaints are forwarded to Snyder by fax and Email, durmg all times and
from a variety of personnel. Further, Michael Lyons organlzatton does not keep a
log of the complaints forwarded to Snyder. Snyder also receives non- unauthonzed
switch complalnts forwarded to them which they cannot handle. :

File Name: C:\SnydenB-11.doc ‘ . Page 1 of 2
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Lead Memo WP: B-11

GTE Communications Corp. - Snyder Communications Review Susan North
Bethesda, MD Audit No. 98:00:025 04/28/98 10:26

Risk:HIGH - Lack of formality may result in either untimely resolution or fack of
correction of unethical sales practices

Recommendation: GTE and Snyder develop together a formalized complaint
process to allow for an efficient resolution of complaints.

Clearlns Comments: Cleared with XX on__ _ffeX

CONDITIONISSUE . : - i
There is no consistent way of reporting and tracking complaints to ensure 1)$atall | RP
complaints have been received from all the organizations within GTE or 2) thaltall
complaints have been sent to Snyder L
Standard: A process should be established to track complaints received into GTE
and forwarded to Snyder

Cause: Lack of documented and defined procedures

Risk:HIGH - If a complaint is not received by Snyder this may result in lack of
correction of unethical sales practices

Recommendation: Define, document and communicate procedures for tracking,
reconciling and reporting complaints each month.

Clearing Comments: Cleared with XX on _ / /9X

Conclusion: Based on the results of the audit tests performed, as outlined above, it
appears the controls are adequate but need improvement.

" 18484
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Lead Memo WP: B-12 %;LMN

GTE Communications Corp. - Snyder Communications Review Susan North
Bethesda, MD Audit No. 98:00:025 04/28/98 10:32 Wf[gj

OBJECTIVE: Audit Step(s): Bz1Q#2 .
To ensure that customer complaints are being handled properly and in a timely

manner.
SOURCE: :

| Summary of testwork Auditor-prepared

B-122V | Log of all complaints for unauthorized Andy Coates, Admin.
_ | switching on hand at Snyder Asst. t

B-12.3 v/ | Complaint investigation form sent to GSM Carol Bonila, Quality

and retumed from GSM with action plan Control Staff
B- v Example of supporting documentation - Annette Philken, Training

When action plan is re-training - attendance | Manager - Miami
sheet signed by reps. who participate in re-

training
B-12.5 v | Example of supporting documentation - Gil Perez, District Mgr. -
written waming New York
B-12.6 v | Example of supporting documentation - Ken Cooper, Manager -
| termination forms Houstonb
B-12.7 ¥ | Example of audit completed by QA Elliot Glover, Quality
Control Manager
B-12.8 «* | Status of open complaints up to 4/8/98 Andy Coates, Admin.
Asst

B-12.9 | Log of escalated complaints for Snyder at Liz Smith, GTE Post-
GTENS used to test whether all escalated Sales Fuffiliment, LD
complaints have been received by Snyder
1B-1210 Test results for tracing of non-escalated Auditor prepared
complaints sent by GTECC to Snyder

SCOPE:

IAD obtained IIi/sting of all customef/amd PUC/FCC complaints maintained by both
GTE (B-12.9)"and Snyder (B=12.2); and performed the following tests:

Selected a haphazard sample of 25 complaints (B=12.1 )“ér unautyﬁ_ze,d_;b’ :gja
switching from the listing and traced to supporting documentation./ Sample : 9'5’
was picked from the following offices: Queens, Brooklyn, Houston & Miami. ‘ ;2'. Lo

The majority of complaints chosen were escalated complaints.

For each complaint researched:

1. Traced to supporting documentation showihg action plan taken {o
resolve complaint (step a> on B-12.1)¢”

2. Determined if the-complaint was resolved in a timely manner (step'b. -

onB12.1)Y “xe Oy 2D - .

Fiie Name: C:\Snyder\B-12.doc Page 1 of 4
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BTN

ALY 1‘11-. 212-427-3312

212-427-3312
3 212-769-3963

B-12.5 491 281-496-5474

66t8L

N

5 %14 305-651-6513
64/11318-989-8056
74l 516-486-6142
/:‘1 8
971 718-499-0200
“fmm 718-627-6352
11%14718-927-3953
9&,12 2681-298-7292
134 305-225-9146
2fa14  305-56-8203
15'%,305-754-7270
13416, 305-770-0313
17%/,305-854-9150
1Y|418  305-888-0438
19%4407-656-3325
T 20  616-798-7521
21,516-877-9563
/m 22 713-664-6115

718-468-8740 -

LS

23™4718-257-4485 .

1% 24_, 718-897-5980
25%14718-919-8863

L
The following tests were performed for the columns fisted:
a) Verilled the receipt of aclion plan (rec'd date) was within 72 hours per Snyder & GTE policy.

TranDate

. 2/25/98

3/18/98

- 2f11/98

1/30/98
2/27/98
2/7/98
2/8/98
27198
2/12/98
1/15/98
2/9/98
2/1/98
1/25/98

. 2/18/98

2/12/98
2/27/98

. 1/15/98

1/28/98
2/3/98
1115/98
1/13/98
- 2/3/98
2/10/98
2/5/98
2/10/98

Req Date
3/23/98
3/23/98
3/23/98
3/26/98
3/20/98
3/27/98
3/14/98
3/23/98
3/31/98
3/19/98
3/26/98
3M8/a8
3/2/98
2117/98
3/18/98
3/19/98
3/4/98
3/2/98
3/18/98
anz2/ms
3/2/98
3/18/98
3/13/98
3/12/88
3/18/98

b} Traced to supporiing documantation.
c) If the actlon plan was listed as termination, verified the rep. was listed as inactive in CAPS with
description of termination listed as unauthorized sales, CAPS [s the payroll system.
d) i the action plan was listed as termination or suspension, bul rep. was listed as active in CAPS,
ran a production repori on the representative to see If they ars Inactive

e) If acllon plan was re-training, traced rep, ID to entire log to ensure was only 1 complaint and if acticn
-plan was written wamning ensured that there was no more than two complalnts.

E-1 Swedla
E-d ™M

Rep D
6866

6866
6883

11210
10176
9992
7753
8186
6631 .
6212
8131
3923
1781

54081
4110
3498

7720
54081
0041

7759
7760
17433
5510
8885
18428

Customer Compialnts Testwork

Actlon Plan

Actlon Plan Recd Dale
Suspandedfater term, 3/24/98
Suspendedfater term. 3/24/98
Suspended/aler term. 3/24/98
Terminated 4/8/98 4/8/98
Written wamingfinves!  4/1/98
Re-Training 4/17/08  4/13/98
Terminated 2/24/98 3/16/98
Written waming 3/25/98
Terminatled 2/24/98 4/15/98
Terminaled 3/23/98
Tarminated 4/14/98
Re-Training 3/19/98 3/23/98
Re-Tralning 3/10/98
Re-Trainingater term.  3/3/98
Re-TralningNlater ferm  3/31/98
Re-Training 3/31/98
Backend-Retraining  3/10/98
Re-Training/tater term.  3/10/98
Re-Tralning 3/31/a8
Terminated 2/24/98 3/12/98
Terminated 2/24/98 3/5/98
Wrillen warning 3/23/98
Terminated 3/18/98
Writlen waming 3/16/98
Terminated 3/30/98 3/23/98

Attorney-Client Privieged Material. Do Not copy or disseminate

x
2]

Audlit
by QA

No
No
No
No
Yes
No
Yes
No
No
No
No
No
No
No
No
No
No
Yes
Yes
Yes
Yes
Yes
No

" No

No

oS

__)—)}n

Testwork steps:

E1&E2
E1&E2
E1&E2

E1

HREHEE

Tickmarks:
E Tested with no exceptions

CHOROONOENOOBEOOORDODRNEEHEHDT

[+3
na
nfa
n/a
h24]
na
na

X
n/a

=

See d

Seed
n/a
n/a
n/a

[v:4]
n/a
n/a
n‘a
nfa

=

=
nfa

[1:4]
nfa

d
X
x
X
n/a
n/a
n/a
nfa
n‘a
nfa

24|
E:4]
n/a
wa
n/a
nfa
nfa
na
n/a
n/a
nfa
n‘a
n/a
n/a
nfa
nfa

RiR22RWHNEENER

:]
n/s
n/a
n/a
na

A

=
n/a

.=

n/a
n/a
n‘a

=
=
}+4

a
Susan

Term 3/30/98
Term 3/30/98
Term 3/30/98

Tarm. 3/16/98
Tarm, 4/98

Term 3/16/98

-12.1

North

91eUwWwassIg 1o Adon JoN oqg
1eLate pabajiand yuaig - Lsutony
SZ0:00:86 "ON MPNY Jf SUOREDOT] SNOUBA

& Obtained verbal verification from manager that rep.

participated in re-lralning.

O For confldentiality reasons, did not want lo give us
terminatlon forms, HH mgr. verified that these reps.

were lemilfaledss 5

® This rep: ohly r%‘gﬁved re-tralning after 1st complaint
and was later fired after Investlgation of 2nd complain

Cty 5L

)I Pl

(w7

o

5V

Cb

}
5
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EI
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CRC Complaints - (1/1 - 4/8)

OTM/FLD BTN TranDate | QC_Req_Data| Response Date| Classifaction| Domint] Repld | Status | Off | Requestor] Actlon Plan
O™ 2013848885] 10980302 /25098 41/98 100 I | 16753 | Active| SNY MM Retraining
Fleld ~|2025443035| 19080228  4/8/98 Afe/o8 100 VD | 3727 | WOC linactiva] MP Terminated - 4/6/08
Field 2026443035( 10980228 " 4/8/98 100 o | arzz MP
Field ~|3026670005( 19980302] 326798 411798 100 o | 368% | WDC |Inactive| EG Terminated - 3/30/98
Fleld  ~{2086705002{ 19080222  3/27/98 4/2/98 100 D | 10012 | SEW [Inactive] PF Terminatedd - 3/11/98
Fleld  ~{2068783977] 19980225|  3/30/98 41298 100 WD | 10012 | SEW |inactive] E3 Terminated - 3/11/98
Field  ~{2123271047| 19980206|  4/3/08 100 VD | 6032 BwW
Fleld 2124273227| 19980128 312798 3/24/98 100 D | 2380 | Acitve | NNY MM Coaching/Suparvision/Refre J Tralning 3/-"“(
Fleld -7.A2124273312| 19080225} 312398\ 4/6/98 100 D | €866 | Active| BKN TS : © Terminated quff Susp ool [
Field 2124273312 10080318] arzams V| aserss 100 D | 8866 | Active[ BKN | TS Terminated 3/2/#1 _5“5?,,&;«/ A
Fleld -~1Z125352395( 19980227}  3/2008 100 IM | 6866 | BKN | Activa [ PF
Fleld - \-}'125459547 19980217 3/25/98 100 D 6026 | Active | QNY Bw Just Receivad, Responses will appear on next week's report
Fleld ~ }126530735 19980213]  3/26/98 411108 100 D | 5501 | Active | GNY PF Written Waming oA 4_
Fleld *+42127693063( 19980211 32308 L 100 D | 6883 | Active | BKN BW | JustRecelved-Responses-will-appear-on-nextwesk'sTeport|-_S asp/ arts
Fleld -12127722501| 19980208  4/7/98 100 vo | 377 T :
Fleld (2128758502 19080228;  4/8/98 100 D | 6866 ' g <
Field 198129270183 19980203}  4/8/98 100 WD | 4559 [ 5o 52
OTM 2132276898| 19980217]  3/5/98 3/13/98 100 I 9665 | Active [ SNY 1 §3 8% Observation
OT™ 2132338936| 19980121  %/5/98 319198 100 || 16936 | Active | SNY | 28 ~ 2 ©  ching/Supervision/Refrasher Training
o™ 2135600361 19080226f 1798 100 I | 20232 | Acitve | SNY e gom No Responsa from Fleld
Fisld  --{7143500428 19980148| 3708 100 1 | 9255 | DAL |Activei ' o © _§_3. 39
Flold ~12152251448( 19980220]  4/7/98 - 4/8/98 100 o | 11008 PHL 288323 Terminated
Field 19530310793 19080220}  ar27m g\ 42ss 100 D | £133 | SEW | Active <2233 Observation - 4/2/98
([ Fielt 3~4Z814969474| 19980130] <. 3r28rqa (P ) asmr08 100 VD |'11210 | HOU | Active 9Ty 6 3 Terminated - 4/8/08 ~£=r
OTM  ~[3036668631| 19980209|  3/23 4/1/98 100 I | 12650 | Active | SNY o558 Retraining
Field ~{3052256997| 10980213  4/6r98 100 o | 18378 FEE8 0
Field 3J055533331] 19980218 3/26/98 4/6/98 100 D arr MIF |Inactive g,’ /=] g 53 Refresher Training
[Fleld  |3055567838( 19960120]  4/8/98 100 . /D | 9563 38750
Fleld ~[3056496103| 19980220{  4/8/98 4/8/98 100 VD | 6038 | MIF | Active Sz828 Investigation
Field "s/05056518513| 19980227|  3/20/98 || b 100 * |~WD | 10176 | Active| MIF 28T ~ NoResponsetrom-Field - L/, /07 L\)a/n;:;
Flald 3058267543] 19080310  4/8/98 ' 100 WD | 4991 e =5 : ZAy 75
Field  [3058600128 19980228  4/8/98 100 1 6289 55
OT™  ~[3103988571] 19980204  4/1/98 100 I | 13049 | SNY | Active
o™ 3186456298 19980217F 31 g 3/19/08 100 [} 13449 Active | SNY e .uachlnngupervlsiom’Refresher Training
Flold: - 1348898056 10980207 3727 st - _ 100, ¥O b 9992 | HOU | Active | DW ,&/7’_9((/- 3 7 e A
OTM  [3196452437| 19960317| 325/ 411108 100 I | 10187 | Active | SNY EG Retralning
OTM  {4128240410( 19980130|  3/16/98 100 1 | 20395 | Acitve [ SNy MM Ne Response from Fleld
OTM  “{4108369872| 19980204|  4/1/08 hoo | | ooe8 | SNY |Actve| ML
OT™ 4404283239 19680126  3/5/98 3138 00 || 14191 | Active | SNY 15 Rep received a coaching
O™  |5018324863( 19980342|  3/24/88 4/1/08 100 1| 16905 | Active [ SNY MM Retraining
Fleld  -/[5052565764| 16980201 32388 3/27/98 100 VD | 7635 | Active | ELP PF Retraining - 3/25/98
OTM  V}5129917804| 19980302 %s 4/2/98 100 | | 20852 | SNY |inactival Ow Terminated - 3/9/98
Fleld 5 ~{5184868142| 19080208|  ars8loal- |  3r24/98 100 VYD | 7750 [inactive} ONY { TS Terminated £~ ;‘»/le/ﬂ? 4
Field . {%i84805218] 19980212| 3r25/08 3/25/98 100 WD | 6627 | Active] QNY | MM Verbal Warning

y o
Y
dwe
Coj
[7]
4y
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/5
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Field vﬁenmm 19980213|  4/7/98
OTM  |5206248929( 19980205  3/5/98
OTM  “{5614876707| 19980126]  3/5/98
Fleld  ~46022684420| 19080206|  4/3/98
IFleld  .{6267905868| 19980326  4/7/98
OTM  |7026399414| 19980302  3/26/98
OTM  |7039313194 19980208 /598
OTM  “{7088558147| 19980123|  4/1/98
Field [7182575602( 19980120|  4/1/98
Field [7182618602] 19980201| /31198
Fietd vjwmsasa 199801250  3/23/98
Field “17182027186|19980420] /2508
Field  -{7183726634| 19980226|  4/8/98
Fleld  |7183816689]19980215|  4/3/98
Fleld  .{7183816680] 19080304)  4/3/98
Field ~{7183028696| 19980205]  4/8/98
Fleld  |7183928696 19980216  4/6/98
Fleld ~{7184245120] 19980212 41188
Field --17184247080]19980126|  3/30/98
Fleld ~{7184582091| 19980206  4/8/98
Field  “[7184621192) 19980120] 413198
& |Field . {7184888740] 19980207] 372098 L
Fleld ~—|7184785439] 19980209| 0317/0
A |Feid - {F184890200| 19980212|  3/31/98
DlFleld  ~{7486278352] 19680115| 3119098 L
Fleld “{7187303440| 19080206  4/8/98
Field  |7188930019| 19980128|  4/B/08
Fleld. ~|7188989751| 19980114 474108
{HFles | 7189273053 19080208]  ar26r88 =
Fleld 7739274014 19980131}  a/6/08
OT™ 8013710539} 19980226 3r27r98
OTM  {8136213615} 19980224] 3725198
OTM  |8174855748) 199802241 477198
OotM “[o073581468 19980113| 418
OTM  ““{9089030050( 19980115|  4/1/98
OTM  ~{Sosasrooes| 19080223  3r27/08
OTM  8142545425( 19980303|  3/27/98
OTM 0140971760 19980317|  4/2/98
Field  |0155656112] 10980217}  3/26/98
Field -|D155779454| 10680111  3/27/98
Field ~]9155084158 10980214}  4/6/98
Field  ~18544573856( 19980219]  3/27/98
OTM  |9724043612| 18980208| 327788
OTM  |9724p43812| 10980208|  3/27/98
OTM  V|9782825000f 19980120|  3/5/98
Fleld 2023962703} 19980117|  2/9/98
Fleld 2023974849| 19980117|  1/30/08
[ Y

4/8/98
3/13/98
3110/98

417198

4/2/98
aMo/e8

4/8/98
32598
4/6/98

411198
41798
248
412198

4/8/98

4/8/98

4/1/98

4/3198

4/7/198

4/2/98

M08

100
100
100

100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
160
100
100
100
100
100

- 100

100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100

§5---85585--------

Sheet1

6597
9094 | Active
20181 [Inactive
9885
9260
10200 | SNY
20393 | nactive
20185 | SNY
8131 BKN
8885 | QNY
1994 |Inactive
9493 | Active
6799
317
4040
7967
54178
9036 | QNY
2608 | QNY
506
. 5872
8185 | Active
6029 | Acitva
6831 | QNY
16212 |-Active
2180 | QNY
B757
54045 | QNY
‘B131.] BKN
0741
20337 | SNY
14277 } Active
44048
16721 SNY
16594 | SNY
7910 | SNY
20558 | SNY
9965
8653 ELP
8055 ELP
9759
10169 | MIF
16956 | SNY.
16956 | SNY
20181 | Inactive
08140 |lnactive
05561 | Active
Page 2

SNY
SNY

Inactive

Active
Activa
Active

QNY

Active
Active

QNY
QNY
Inactive
BKN
Active

Active

Active
SNY

Active
Active
Active
Active

Active
Active

Active
Inactive
Inactive

WDC

WDC

Refresher Tralning/Coaching
Observation
Temminated

Verbal Waming - 4/6/98

Terminated - 3/25/98
Terminated

Suspendad
Terminated - 3/6/98
Refresher Training/Coaching

Terminated
Written Waming ~&
Written Waming
Terminated - 2/24/98 (=
Just Recuotvid, Re¥ponTuy willkappear-en-rext-week'sreport
Refresher Tralning’

v : '7\;'/?’7r!/?q\+t‘aé. _A

Terminated - 3/12/98

Retralning

Menltored/Coached
Tarminated - 4/6/98

Terminated - 3/6/98
Terminated - 3/6/08
Terminated
Terminated

Suspenslon/Retraining

s pinatecd A
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Field  |2095753565] 19980130  ar1are8
Fleld [2026102451| 19980201|  3/11/08
Fleld  [2065245667| 19980108  1/30/98
Fleld  [2067067113] 18980100  2r13/08
Fleki v”|2122680844) 19980122 /25098
Fleld  |2122807036| 19980208 35198
Field . |2124230371| 19980226  3/18/98
Field {2124273227|19080128 |  3/2/98
Fled  |2124769557) 19080206)  3/5/98
Fleld 47126667349 19980222|  3/19/98
Field  |2127870112) 10080125  31arue
Fleld  |2132344900} 19080215|  3/5/98
Field  [2137798037| 19980121|  2/3/08
Fled  |2146540838 10980208| /5008
Fleld  [2140412481 19980207| 220798
Flold ~{2156248181| 10980100]  3/11/98
Fleld  |2156247418| 19960110 211198
Fled  |2156247418| 19980110  2r5/08
Fleld  |2156247418) 19980110  3/13/38
Field - v{2158876060] 19980112|  3r5/98
Field  |25383844201 19980117|  2/9/98
Fleld .-~[2538386233{ 19080124 | /2008
Fleld  |2538460638| 19980109]  2/13/98
Fleld  |2538506054| 19080110]  1/726/98
Fleld  |2530460441| 19980108 2111798
Fled  |2812087202| 19980201| 388
Fleld  [2814277505[ 19980119  3113/:8
Fleld  |2815317175( 19980130]  3/13/98
Fleld  [2819870874| 18980213 3mesme
Fleld  |3018421381| 10080117  213/08
Field _ |3022344023| 19960124] 2111798
Fleld  |3022344023( 19980124]  2110/98
Field  |3052250838 10080118|  2116/98
Fleld, 13052250446 19080125 |  ar2/g8 V-
Field . |3052658781] 19980216  3/18/98
Flekd  |3052784150f 19980203  2/19/08
Fleld  [3055411930] 15080302|  3/18/08
Fleld ~ |3055516491] 19980301  3118/98
Field  |3055568203| 19880126  2r17/08
Field |3055568208f 19980213| 21778 | |
Fleld  |3055679383| 19980126)  2/17/98
Fled . |3056358250| 19980130]  2/49/98
Fleld  13056377667| 19980115  3/5/98
Fleld (3056381340 19980215 311808
Fleld  |3056383401| 19980201 2188
Fleld  |3056380209| 19980204}  2/19/98
Fleld  |3056496535| 19980128  2/19/98
| T

3/18/98
31698

3/13/08

3/13/98
2308
aromns

324198
3124198
14168

anomne
3/11198

31098
3/23/98
3/11/98

3110798

312398
3723198
3/23/98
3723198
31101838

3/10/88
3/10/08
3r0/m8

3/10/98
3/25/98
3/25/98

3/11/98
3/10/98
310/88
338
3rR5/98
3110/98
3/10/98
rons

100
100
100
100
100
100
100
100
100
100
100

100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100
100

Shest1

03727
06861
54012
04220
07086
02325
09834
02380
09831
10028
05988
05110
09256
07384
07383
54006
54006
54096
54095
54096
54012
54012
01426
54012
15554
39299
05567
11210
00147
54006
01567
01567
17637
01781
18378
09165
18380
01802
k4081
04781
05447
30567
07041
06289
06537
06289
30525

Acitve
Active
inactive
Active
Active
Active
Acltve
Activa
Active
Active
Acitve
Active
Active
Active
Active

Inactive; PHL

Active
Active
Inactive
Inactive
Inactive
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RSM: Gilbert Perez

District: MIF

Type of Inquiry : CRC

Request Date: 31898V A

1 182471652

1407-656-3325

DSM : Ruben Rios
RepID# ( See below)

Release By: 32398 § 2

Team Captain:

Return By:3/26/98

TR 2

Refresher Trai.ngﬁ o

212798 183233735 305-770-0313 © 3498 Refresher Training
2/12/98 1182412504 305.754-7270 -~ | 4110 Refresher Training
—
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FOOT SALES

£ES81

Date Rec'd Cust Name Phone Number State If/Oof Date Signed Rep! Sup! EventID Fraud  Action \
02/05/1998 Lopez,Jorge J(aos) 888-0438 FL OOF 01/02/1998 54087 13928 001 N Retraining i
02/12/1998 Marston, Morrill ; {301)297-4582 MC OOF 04/20/1998 07886 08140 Y  Temninated 2(_%‘ ,\\\
02/20/1998 Lee, Liana J (212) 268-0844 NY IF NO LOA N Terminated (g
02/25/1998 Calderon, Luz '(2j2)427-3227 NY OOF 01/28/1998 02380 11390 Y Coaching S %Q
02/25/1998 Contreras,Cynthia (915) 594-1542 TX IF  01/28/1998 7140 17694 N Terminated \E]_ ?\
02/25/1898 Gallo, Joseph (718) 898-9751 NY OOF 01/14/1998 54045 14345 34528 y < é\
02/25/1998 Vito,Maranzano {718) 366-2288 NY OOF 01/31/1998 05748 05748 34328 Y  Terminated o §
02/26/1998 Benitez, Luz (718)997-6118 NY IF  01/24/1998 06627 05748 34328 Y  Verbal Wm I 3N
02/26/1998 Del Carmen, Juan ‘--(553) 838-6233 WA OOF 01/24/1998 54012 16142 Y  Terminated \&0\ {l*
02/26/1998 Fresin, Nadine “(305) 854-9150 FL OOF 01/15/1998 7720 1143 001 Y Retraining ?\c?
02/26/1998 Gullo, Richard '616) 872-3086 NY OOF 01/28/1898 07759 05748 34400 Y  Temminated £
02/26/1998 Neal,Suway (715) 887-6060 PA OOF 01/12/1998 54096 183390 Y  Terminated
02/26/11998 Shapiro,Marta U (718)353-0252 NY OOF 01/13/1998 07154 05748 34328 Y
02/26/1998 Tablada,Mario (305)225-9146 FL  IF  02/22/1998 17637 16006 002 Y Retraining
02/27/1998 Ortiz, Cecilia '{516) 877-9563 NY OOF 01/13/1998 07760 05748 3440 Y  Temminated
03/03/1998 Agosta, Lisa . (718) 441-9642 NY OOF 01/20/1998 06029 31066 013 Y Written Wrng
03/03/1998 Fontana, Genie (310)973-8946 CA OOF 01/29/1998 04074 Q0500 002 Y probation Q
03/03/1998 Noto, Anthony (212) 737-9008 NY OOF 02/12/1988 0270C 00299 013 Y  Terminated (o/\ §
03/09/1998 . [srael, Gary (516} 783-7959 NY OOF 01/13/1998 07759 05748 34400 Y Terminated £
03/10/1998 Andino,Vincente (516) 486-6142 NY OOF 02/08/1998 07759 05748 34400 Y  Terminated ﬁ g
03/10/1998 Danzig, Richard {215) 624-6181 PA OOQOF 01/05/1998 54096 18323 Y Terminated +
03/10/1998 Finke, Gary (206) 242-1196 WA OOF 01/24/1998 54012 16142 Y  Terminated l {
03/10/1998 Hale,Peter (516) 798-7529 NY OOF 01/15/1998 07759 05748 3440 Y  Terminated EJ_\ %)\
03/10/1898 Kelly, Vida (202) 610-2451 DC OOQF 02/01/1998 06861 18392 Y  Suspended N L, o
03/10/1998 Yellin,Elissa (718)591-7664 NY OOF 01/17/1998 07154 05748 34328 Y  Terminated % 7"1
03/11/1998 Cuellar,Lucia (718) 478-5439 NY OOF 02/09/1998 06029 31066 013 Y  Written Wrng (j’ v
03/11/1998 Smith, Bemnice (718)468-8740 NY OOF 02/01/1998 08186 06615 Y  Written Wrng o a
03/12/1998 Brawner,Mary {(404) 634-4559 GA OOF 01/02/1998 02742 Y  Written Wmg _k J%’\ A
03/12/1998 Cartwright, Margie (718) 257-5602 NY OOF 01/29/1998 08131 16358 13 N o s ™ K
03112/1998 George,Nathan (718) 897-5080 NY OOF 02/05/1998 08885 08885 013 Y Witén Wmg Qi\l & %
03/12/11998 Queen,Helen {(407)656-3325 FL OOF 02/03/1998 09041 31532 Y refresher trmg 'u\ ) ()h\
03/17/1998 Rosenbluth,Lawrence (212)427-3312 NY OOF 02/25/1898 6866 10358 13 Y  norespnse 3 ? S~
03/18/1998 Acevedo,Lucy (212) 666-7349 NY OOF 02/22/1998 10029 05772 Y Suspended -~ %
03/18/1998 Hart,Ruby (305)651-6513 FL OOQF 02/27/1998 10176 04353 4 y norespnse § E},b NS
oo B -D @12 paBy &ng
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03/18/1998
03/18/1998
03/19/1998
03/20/1998
03/20/1998
03/20/1098
03/23/1098
03/23/1998
03/25/1908
03/25/1008
03/25/1998
03/25/1998
03/25{1998
03/25/1998
03/25/1998
03/25/1998
03/25/1998
03/25/1998
03/25/1938
03/25/1998
03/26/1998
03/26/1998
03/27/1998
03/27/1998
03/30/1998

03/31/11998 .

03/31/1998
03/31/1998
03/31/1998
03/31/1998
03/31/1998
03/31/1998
03/31/1998
03/31/1998
03/31/1998

Montros,Jacqueline * (305} 754-7270

Olensky,Patrick
Davis, Roslyn
Han, Albert
Sewell, Raymond
Zuke, Les
Franklin, G H
Jordan, Mary
Mgboji, Jowly
Moore,Richard
Nichelas, Muriel
Ortiz,Niza
Penso,Hilda
Perez,Manuel
Salz, Lamy
Schneider,Kenneth
Ulrich,Breiman

-Mount, Greg

Simon,Mr
Greenfield Alfred
Boettcher,Kim
Almanzar,isabel
Bazeluis, Marie N
Fiallo,Armando
Herman,Michae!
Primelles,Nery

Hernandez, Carmen

Sanchez, Evlalio

"Jean-Claude, Noel

Salazar, Laurle
Polak, Douglas
Klein,Jerry 8
Bernsales,Ricardo
Celestin,Claude
Alvarado, Felix

{305) 770-0313

~(718) 424-5120

V(718) 279-3888
“{505) 258-5764
(212) 769-3963
(212) 663-0735
(208) 870-5002
(318) 989-8056
(281) 496-9474
(718) 261-8692
(718) 739-3449
(954) 457-2856
(718) 292-7186
(212) 535-2395
(212) 545-9547
(718) 489-0200
{202) 667-0905
(516) 489-5218
(214) 350-0428
(206) 878-3977
(718) 381-6689
(718) 462-1192
(305) 649-6103
(202) 544-3035
(305) 225-6997
(773) 927-4014
{915) 598-4158
{212) 327-1047
{602) 268-4420

{212) 875-8502 .

(718) 372-8634
(718) 458-2091
(212) 927-0183
(718) 392-8696

FL
FL
NY
NY
NM
NY
NY

WA

TX
NY
NY
FL
NY
NY
NY
NY
VA
NY
TX
WA
NY
NY
FL
VA
FL
I
>
NY

NY
NY
NY
NY
NY

OOF
OOF
OOF
OOF
IF

OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
IF

OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
0OF
OOF
COF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF

FOOT SALES

02/12/1998
02/27/1998
02/12/1998
01/25/1998
02/07/1998
02/11/98
02/13/1998
02/22/98
02/09/1998
01/30/1998
02/01/1998
02/06/1998
02/19/1998
01/29/1998
02/27/1998
02/17/1998
02/12/1998
03/02/1998
02/12/1998
01/18/1998
02/25/1998
03/04/1998
01/20/1998
02/20/1998
02/28/1998
02/13/1998
01/31/1998
02/14/1998
02/06/1998
02/06/1998
02/28/1998
02/26/1998
02/06/1998
02/03/1998
02/05/1998

Page 2

04110 01143
03498 17552
08036 31459
01994 31587
7635 17694
06883 16358
0550 01486
10012 08096
9992 17428
11210 11210
08885 08885
02190 31459
10169 16397
09493 06423
06866 16358
06026 06207
06631 01296
03689 18382
06627 05748
09255 07383
10012 08096
04040 05748
05872 30733
06038 02431
03727 03392
18378 13424
30742 5155
9759 17752
06032 00299
09885 30961
06866 13658
06799 08883
00506 14345
04559 00299
07967 31459

004

34296
35432

13
13

002

13
34576
007
34824
13
13
13

34402

34328
13

13
35656
13
13
10949
13
34576

L L L € A X< LKL LCZ L LT LKL

refresher img

refresher trng
no respnse
Terminated
Retraining
no respnse

rmirated 3/11/98
no respnse
rminated 4/8/98
Suspended
refresher trng
no respnse
no respnse
Terminated
no respnse
rminated 2/24/98
rminated 3/30/98
Verbal Wrn
esigned 3/18/98
rminated 3/11/98

Invastigation
rminated 4/6/98



03/31/1998
03/31/1998
03/31/1998
03/31/1998
04/01/1998
04/02/1998
04/03/1998
04/07/1998
04/08/1998
04/07/1998

gEG8L

Byrd, Alberta
Diaz, Gloria E.
Camney, Stacey
Raptis, Susan
Langley, Lynn
Perez, William
DeMaso, Nancy
Wang, Betty
Lagunas, Maria
Almeida, Theresa

(215) 225-1448
(516) 741-8776
(915) 577-9454
(212) 772-2501

- /(253) 931-0793

A718) 627-6352

- (718) 424-7080

(626) 7995868
(713) 455-5643
(915) 566-8166

PA
NY
X
NY
WA
NY
NY
CA
>
TX

OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF
OOF

FOOT SALES

02/20/1998
02/13/1998
01/14/1998
02/09/1998
02/20/1998
01/15/1998
01/26/1998
03/26/1998
03/21/1998
03/12/1998

Page 3

11006 03039
06597 05748
8055 30500
03677 00399
08133 03214
06212 16358
02608 30696
02608 31587
5568 30485
9935 15274

34400

013

013

36320
35800

< <

<< << <Z<

no respnse

servafion 4/2/98
no respnse
no respnse



Complaints Receipt Testwork Results B-12.10

5 234

Number of complaints on hand at GTECC sent to Snyder on 3/10/38* 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 - 13 £ 12 €1

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 et - L/..t:-)ff‘/) Loip s (pon- rSce -«/f//)
rYlep + ﬁﬁ'ﬁ)ﬁf' JC S fﬂy/j
Source — Ao dor -‘p/-‘r/Q//r/f -

- 18536

Attomey Client Privileged Material - Do Not copy or disseminate




Lead Memo WP: B-13

GTE Communications Corp. - Snyder Communications Review Susan North fl - 0_1
Bethesda, MD Audit No. 98:00:025 04/28/98 10: 27 p4
OBJECTIVE: Audit Step(s): B-10 #3 %ﬁ
To research and determine cause of small business orders taken before signing of Lw
contract
SOURCE:
AV/P: e BRurpose=addocument: - RSO0
B-13.1 Emall communicating discovery of Karen Smrth AVP
residential plans sold on business lines and RegulatorymTE

possible slams B

B-132 /| Email further describing 30 test calls made | Donna He_gqghl. GTELD
on orders sold in B-13.1 above ’

B-13.3. Script being used in correcting residential Donna Hegdahl, GTE LD
plans set up on business lines

SCOPE:
IAD interviewed various individuals to expfain the cause and action plan of the
orders described in the Email at B-13.1. IAD spoke with Michael Lyons, GTECC
LD/Complaints Manager, Ed Miller, GTECC Intermnational Marketing Director, Diane
Metcalf, GTE LD, Donna Hegdahl, GTE LD and George Wolfand, Snyder VP
Operations.

Through inquiries, 1AD tried to determine the “Root Cause” of the sale of Small
Business orders prior to the signing of the new Small Business Contract and to
determine the cause of the orders being rejected and any resulting customer
complaints. :

TEST RESULTS: e
There were two different problems which are mentioned in the Email at B-13.1. The
first problem was discovered by the LEC. Approximately 600 orders were processed
with residential plans on business lines. Once the LEC communicated the problem to
LD, Donna Hegdahl from LD began calling these customers to set them up on the
correct plans and found that the lines processed were not proper sales. The results of
the first 33 calls are summarized on page 2 of B-13.1 41id are explained in detail on_B-

After these calls, LD decided to re-do the script to better serve the customers
that were incorrectly switched.

Currently, LD is attempting to contact all 600 custo }wers to set them up on the correct
plans. The script that is being used is on B-13.3.¥LD was advised by legal to use its
best efforts to attempt to contact these customers.

Based on conversations with GTE and Snyder personnel the exact cause- of this
problem.is unknown and is likely a combination of both customer and rep. fraud. A
-trend analysis on these orders was completed by Snyder which did not find any ‘

File Name: C:\Snyder\B-13.doc ) Page 1 of 2
Attorney Client Privileged Material - Do Not Copy or Disseminate
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Lead Memo WP: B-13

GTE Communications Corp. -~ Snyder Communications Review Susan North
Bethesda, MD Auq_it_ No. _98:00:025 04/28/98 10:27

significant trends by rep. IDs or locations fo pinpoint the problem. All of these orders
were field sales.

Since this problem occurred, Snyder has set up various edit checks to kick out any
improper orders. The first edit compares the name and address to BTN which wouid
kick out wrong numbers or fax numbers. The second edit calls the number (one ring)
to see if a “generic 3 tone” occurs which would kick out any disconnected numbers.
The third edit compares the social security number to Equifax name and address
which would kick out orders being copied out of the telephone directory. However, a
social security number is not required to be on the LOAs. The tourth-edit sends the
order to quality outbound calling in which Quality Control attempts to contact customer
within 72 hours to verify order. If the customer cannot be reached within this time
frame, a negative confirmation letter is mailed to the customer. The order is placed in
hold status for two weeks to wait for a customer response if wrong. These edits will
alleviate customer fraud and may hinder rep. fraud. However, IAD does recommend
TPV for field sales (see section D for details) to further prevent rep. fraud.
-

The second problem mentioned in the Email on B-13,1_(page 3) was that Snyder sold
small business plans in advance of the small business contract being signed. Per
conversations with Diane Metcalf at LD, this was due to verbal orders given by GTE to
Snyder before the contract was signed. However, since the contract was not signed,
these orders could not be processed through AFNI and were re-directed for
processing through NORAC. This problem has since been resolved and small
business orders are now being processed.

FINDINGS: None

Conclusion: Based on the results of the audit tests performed, as outlined above, it appears
the controls are good.

- . e

18538
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fued: b3S Sayder Stamming Allegatioas mailbafCUTC Program Y42 0Fikes/Netscape/Ne_ (@odrvh quiOs _trngtx. tod gle.comsmimbar

B3/

Subject: fwd: More Suyder Slamming Allegations . P o
Date: Thu, 2 Apr 98 11:18:19 CST f
From: “Karen Smith* <karen smith@telops.gte.com> W W
To: <mrsmith@gte net>

Let's try it this way.

Original Text

From: Karen SmithRRGA.RLTNSERTXIRV, on 4/2/98 9:40 AM:
To: Mark SmithfINTERNAL.AUDITRTXIRV.SVC

For your information. Redacted
From: Robert RobinsonfCO.LDSVCS@TXIRV, on 4/2/98 7:31 AM:

To: Karen Smith@RGA.RLTNSETXIRV

Cc: David GudinoRGC.CSRMIBSRARTXIRY

To: Cedric TracyfCO.LDSVCSRTXIRV, Robert Reobinson@CO.LDSVCISRTXIRV

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

From: <Michael Lyons@psi.gte.com>, on 3731798 T11:10 "AM:

To: smtp{<george.wolfand@snyder.com>], smtp{<Mitch.gershman@snyder.com>],
smtp [<Ted_Gilmorefpsi.gte.com>],..Ed MillerfCO.LDSVCS.28TXIRV

Cc: smtp[<barbara.bakerfisnyder.com>], Gail Kathan@CO.CLECE8TXIRV

As you know we were calling the customers that Snyder sold consumer plans
that were business 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 locking for is the following: .

Number of Reps involved

Status of those reps as of today (sStill 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 théy slammed these customers, we would like additional
actlion.

Michael Lyons

— Forwarded by Michael Lyons/HQTX/GTEPSNOTES con

03/31/98 10:26 AM

(Embedded T o 853
_image moved “Donna Hegdahl"™ ‘<donna.hegdahl € cc.gte.com> 1 9
to file: 03/30/98 04:35 PM : .
PIC08065 .PCX) . : . _ o -
. GTE Communications Co
Snyd P '?'. -
Var g’ er Communications Investigation

Us Locations # Audit No. 98:00:0
c - 98:00:025
Attomey - Client Privileged Material

Do Not Copy or Disseminate

- 472198 236

Please respond to donna.hegdahlfcc.gte.com



GTE Communications Comp.
Snyder Communications Investigation /ol /,f j’

Vadous Locations /f Audit No. 98:00:025

Attomey - Client Privileged Material §
GTE1 : Do Not Copy or Disseminate
From: Donna Hegdahl[SMTP:donna.hegdahi@cc.gte.com]
Sent: Wednesday, April 22, 1998 4:08 PM
To: GTE1 :
Subject: fwd: RE: 30 test calls
Susan: here is the email | mentioned.
Donna
Original Text
From: "Lestie Wehmann™ <eslie. wehmann@bertram-mckee.com>, on 4/6/38
3:38 PM:
To: Donna Hegdahl@CO.LDSVCS 4@TXIRV
Donna,
Darren is not In this aftemoon, and | don't have all of the call ' Redacted

sheets. [ know that there are two that we are getling more Information
on, so that we can properly change theni 10 GTE Long Distance -they are
still on the floor (Darren has been re-calling both people, and as of
Friday, had still not connected with<either).-I'm.still.one name.shaort,

so I'll track that down tomommow. [ can get the rest of the information

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

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

Did you have a chance fo review script that | e-mailed on Friday?
Please give me feedback. Marvin and { have met regarding setling up

roject, with new parameters and reporting. We are also working on the
ists that we have in-house to determine exaclly what we have (total
number of names, etc.i. | will have that information foryou in the
moming {I'll e-mall you).

Contact Name Phone Number State Disposition o
Jay Feinstein  301/384-6776 MD Slam/got switch notice and £

.8 el
A

calfed Bell Atlantic to have Them block switch
Jinette Ulise  561/992-0703 FL Likely slam - Disconnected

number ; AT
John Conigliard 71878538163 -NY - »switchedbackto ATRT
John A. Roger 306/593-1190 FL Likely slam - Wrong number - no
one there by that name

Joseph Jean Piemre 718/778-4900 NY Likely slam - wrong
number - CRW Car Stereo {business) - no one there by that name
Julillg:m Ramos 718/018-4338 -NY -« ddkelyslam—unnberisa fax
number

Chamber Albia 515/932-5108 1A Likely slam - Albia Chamber of
Commerce - no one there by that name ’

AM Young 417/485-7492 MO Disconnected number

Suresh Patel 941/6654179 FL Likely slam - customer will
change LD carrier

Awilda Cortes  718/584-3328 NY Likely slam - Wrong number -
this is a private line info school principals office - does not know

who this person is ) ; .

Jason Lewis  718/7354417 NY Likely slam - wrong number -
Brookiyn Childrens’ Museum - no one there by that name

John Williams. 718/625-3785 NY Slam -'wrong number - no cne
there by that name o : .
Maxo eau 305/761-3530 FL Likely slam - wrong number - no
one there by that name ) ’

Luis M. Nino  954/064-8495 FL Likely slam - this numberis a
fax number

Maria Elena Banagas 602/583-0081 AZ Likely slam - city of El

Page 1
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Mirage Tobacco Prevention Project - no one there by that name

Marie Jacques 718/617-1532 NY Likely slam - Prestige
Management - no one there by that name

Mikhail tbragimov 718/896-6198 NY Confused, l[anguage
barier - did not understand what we were talking about

Paul Cohen 215/624-7418 PA Likely slam - hung up on
Interviewer - this Is a dentist's office and would not talk with us

Bamy Cutright 804/789-1100 VA Slam - customer had already
called GTE {o say hie wouldn't pay bill because he did not authorize .
switch - switched back to previous carrier

Brenda Jenkins 717/622-7444 PA  Slam - cusfomer 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 ~had afready vontacted AT&T and changed-senvice back
Edward Grossman 610/363-6660 PA Slam - he was surprised to get

a ‘ -

GTE bill in the mait. He wasn't mad, but was going to switch back to
previous carrier.

Evarista Porlal 305/887-5029 FL Likely slam - no one here by
this name

Rose Korline Ledon 305/358-3710 FL Slam - this is a jewelry
store and there's o one there by that.name

Viclor Gregory 215/639-6133 PA Slam - has already switched
back -

to AT&T. Angry that he got slammed,

-—Original Message--—

From: Donna Hegdahl

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

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

Leslie: Our altomey has requested information on the 30 test
calls. He

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

quickly put together an emall response with name, telephone
number and

state. it does NOT need to be a formal. We will get the
information on ALL

the customers af 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

Page 2
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Narrative

E.-2 "¢ Yjzef4y

GTE Communications Corporation - Snyder Communications, Inc. Legal Review '
Andrew L. Timberlake

frving, TX Audit No. 98:00:025 04/30/98 12:57
Authorized Payments - Section E
Source(s):
WIP
Reference Purpose Source

Marketing Agreement - Provisions for ‘
GTE and Snyder

E-2.1 Snyder Communications, Inc/GTE
Policies & Procedures Manual - Target
Customer Focus

E-2.2 Snyder Communications, Inc./GTE
Policies & Procedures Manual -
Competitiveness

E-2.3 Snyder Communications, Inc./GTE
Policies & Procedures Manual - GTE
Invoicing  Procedures  Policies &
Procedures Version 1

E-2.4 GTE - High level Payment Process | Ms. Donna Sulak (See
Policies & Procedures (Draft Form) Below for title)

E-2.5 Snyder Summary Activity Analysis Andrew Timberlake,

Staff Auditor |

e Ms. Donna Sulak, Staff Administrator - Consumer Business Analyst: Phone
Number - (972) 465-4433.

GTE and Snyder Communications,

GENERAL OVERVIEW

Inc. (Snyder} entered

into a Marketing

Agreement dated November 12, 1997 for the purpose of Snyder providing

outsourced selling and marketing functions.

Snyder's target customer group is

intended to be muiticultural (Hispanic, Chinese, Polish, Japanese, Asian, efc.)
customers for residential telephone long distance (LD) and local services in the
various geographic agreed upon.

e rr—

o p—

File Name: A:\Section E - Authorized Payments‘\Authorized Payme_nts Narrative.doc -

Attorney Client Privileged Materials - Do Not Copy or Disseminate

Page 10of6
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[nternal
E{B Avdt Narrative E.2

GTE Communications Corporation - Snyder Communications, Inc. Legal Review
Andrew L. Timberlake

trving, TX Audit No. 988:00:025 04/30/98 12:57

According to_this agreement GTE is responsible for 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 beer
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 Rzte
t :
January 9,023 5,835] 446,553 64.67% 35.33%
February 46,652 23,742} 1,816,975 50.89% 49.11%
March 78,840 39,7761 3,044,097 50.45% 49.55%
Totals 134,515 69,353f 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 applicable
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\Seclion E - Authorized Payments\Authorized Payments Narrative.doc Page 2 of 6
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E-2.5 1)

Activity Analysis

GTE COMMUNICATIONS CORPORATION
SNYDER COMMUNICATIONS, INC. LEGAL REVIEW
SNYDER SUMMARY ACTIVITY ANALYSIS

98:00:025
RPMS
Total Accepted Amount Acceptance Unacceptable

Month Orders Orders Paid Rate Rate
January 9,023 5,835 446,553 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 69,353 5,307,585 51.56% 48.44%

Average Rate Paid Per Accepted Order:

January 76.53
February 76.53
March 76.53
Month Rejects !
January 2,789 GTE REJECTS OF SNYDER ORDERS ;
February 15,403 I
March 24,208 25,000 i
20,000 j
2 15000 i
B 10,000 :
Q ' f
5,000 - ;
- 1 e |
Januvary February March !
MONTH I
Month Business BTNs i
January 74 ] SNYDER ORDERS THAT WERE BUSINESS
February = ACCOUNTS
) March 744 .
800
5 600
g 400 HBusiness BTNs
© 200 _ o
January February March : *
MONTHS ' i

1
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GTE & Audit Program

D-1083+ S/54

. GTE Communications Corporation - Snyder Communications, Inc. Legal Review

Andrew L. Timberlake

05/05/98 14:12

. Bethesda, MD - Audit No. 98:00:025

1. Perform Mystery Shops of Snyder Field Saies events. For each
event visited completed a Mystery Shopper Checklist (See D-
11.1 for example). Also, to checklist @ D-11.1 in the
instructional guidelines for completing the checklist.

g
l

b g
s

2. For each completed checklist, summarize the results and note
any trends/exceptions.

|

3. For atwo (2) week period, sample Mystery Shops performed by v
Weils Fargo for Snyder and review for any trends/exceptions.
Summarize the results.
4
File Name: A:\Mystery Shops Audit Program.doc Page 1 of 1
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GTE = Mystery Shopper Checklist

To be completed IMMEDIATELY after contact with the Snyder Sales Associate - to help
you remember more details about the event and the conversation. ,
Location of Event: __ #orizen Feods - City _Chicago

State T~ '/ Date_ 7/el% Time_/%:30

Sales Representative You Spoke With: _ ksl w/ smatl gea.d,

Completed by:__ U/Ayse bitaer

Questions

DTS AR ETLI TS

terpzfels -

1.} Did the representative Identify themselves as

No Other

representatives of GTE Long Distance? Explain
2.) Was the Sales Representative wearing a name @ No Other
tag with the Company Name? If no, explain. — Explain
G7E L,,;n_pﬂ:,f‘ w/ Toka Lover .
- 3.) Describe the representative’s appearance? If oper for lmpropér
no, explain. _ Surroundings  Describe
Teckefor der C7E S-A-"’ LT rhwpay £ ﬂd(.
4.) Was the booth / table organized, neat, clean, Yes No
etc.? If no, explain. _
@th outtrd e ThdGme fdu S /H’ﬂé/“
5.) Was the representative’s first impression @ No
favorable? If no, explain.
Lol rlgoing
t;\l_ilzlll'l;',!l'rlfi LR PRV ITITR
Were you asked the following questions: 18880

1.) if you were the “Decision Maker” when it comes
to long distance service?
2.} Who is your Current Long Distance Carrier?

3.) How much you spend per month on: How
Intemnational Calls? Much?
No &
Country Called the Most? b g
es No
Domestic Calls? £50, op

) No

City Called the Most?
No

@
&2
des




GTE — Mystery Shopper Checklist

4.) If this was a business or residential telephone? No 205 Sertia!
. 5.). If you have additional lines to change? $ No
6.) If you have any restrictions on carrier: change?  (Yes No ,00

Pz & Plrarsiadiors)t Ciftsrr

1.) What plans were offered? (circl ail that apply)

Domestic Pla V////4 International Plans
Easy Saving Plan AW/ Intemnational Calling Plan|

International Calling Pian il

2.) What promotions were offered? (circle all that apply)

Domestic Plans International Plans
Easy Savings Plan - Double Discount International Plan - 360 Weekend
for Six Months Minutes Free @ 60 min/month for

six months
To! - 360 Weekend Minutes @ 6
C min/month for 6 mo

——
———

Total Call - 1000 Instate Minutes Free @
5 % hours/month

Other Plans or Promotions Offered:

Domestic international
3.) What price per minute was quoted? e d ]

4.) Was a brochure or other “Take-Away” d;es) No
information available Doda + T o yrn
5.) What incentives were offered - balloons,

magnets, koozies, pens, pencils, etc.?
Ddpt Cee Ay

1.) After Objecting to sale, what was Sales Continue
Representatives Reaction? Selling ¢ w/ Thanks Describe
2.) In your opinion, was the representative qualified Yes No

to perform the job — knowledgeable about GTE
products and services, courteous and professional,
etc.? If no, explain.

CAétehitarmEil - Reprmiis
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.GTE - Mystery Shaopper Checkilst ‘ /

To be completed IMMEDIATELY after contact with the Snyder Sales Assoclate - to help! 7
you remember more details about the event and the conversation. )
Location of Event: Secbipe Sperarkes City. Yadm
State__[~lyr; de IDate_ </ //8/07 Time /2 :307m.
Sales Representative ? Spoke With?’ __"So wdpa Ly e 2

-

L 72 S
~ Completed by: (Apye, ?E’M’\ ol Qv%d’ :io ]]ﬁﬁﬂ

N

Questions

e T S T T LR TS
1.) Did the representative Identify themselves as No Other
representatives of GTE Long Distance? Explain

2.) Was the Sales Representative wearing a name No Other

tag with the Company Name? If no, explain. Explain
3.) Describe the representative’s appearance? If Prorier for Improper

no, explain. Surroundings /| Describe

4.) Was the booth / table organized, neat, clean, Yes No

etc.? If no, explain.

LA -
5.} Was the representative’s first impression No

favorable? [f no, explain.

‘ f:lur:ili?:;'l?(‘c_‘; Elpérsiain
Were you asked the following questions:

1.) If you were the “Decision Maker” when it comes Yes ’ No ? S

to long distance service?

2.) Who is your Current Long Distance Carrier? Z Yes ? No -~ Who? AT
3.) How much you spend per month on: How
Intemational Calls? gluch?
i Yes No 20 LD
Country Called the Most?
Domestic Calls?
) Yes No
City Called the Most?
Yes No
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_ AN - '/.1
- Mystery Shopper Guidelines W 5/{5
General Overview

‘Currently, GTE Communication Corporation (GTECC) is selling Long Distance (LD)
service national, and they are using a number of different sales channels to reach as many -
customers as possible. One way GTECC is selling LD service is through the use of
Outside Sales Agents. Specifically, Snyder Communications, Inc. has been chosen to
market GTE Long Distance products to ethnic markets. Snyder’s sales to date are broken
out as follows: 80% - Hispanic Sales; 5% Mandarin, 5% Cantonese,

3-4% Vietnamese, 3-4% Korean, and 2-3% miscellanecus. Most of Snyder’s sales come
from different events (i.e. fairs, festivals, carnivals, Grocery Stores, and Shopping Malls).
At these various events, the Snyder Sales Representatives will be dressed in GTE attire,
and they should be set-up at a booth or table with some kind of display. These are the
type of events we will be attending.

Our focus for Mystery Shopping will be on the 80% of Hispanic Sales which is
concentrated in only a few states - California, Texas, Florida and New York. In
California, the following events have been confirmed for the weekend starting Friday
April 17" and continuing through Sunday April 19%. Ideally, we would like to perform
our field sales venﬁcatlons on Saturday April 18®. The Los Angeles event locations are
as follows:

e Camaval Primavera @ the Huntington Park Chamber of Commerce located at 6330
Pacific Blvd., Huntington Park, California 90255 - Emergency Phone Number
(213) 585-1155

o El Rancho Grande Market located at 12222 Garfield Ave., South Gate, California
90280
Emergency Phone Number - (562) 790-1900

e Barnsdall Park @ Eco-Maya located at 829 S. Sycamore Ave., Los Angeles,
California 90036
Emergency Phone Number - (213) 960-7879

NOTE: The Emergency Phone Numbers should be used only if you cannot find the event

and need more specific directions to the locations.

When we are performing the Mystery Shopping we DO NOT want to complete a sale or
fill out any forms. Your objective is take the mystery shopping to the point where you
are asked if you want to sign up with GTE, but again DO NOT complete the sale. If you
are asked to give out your name and telephone number, respond by stating that you are
just looking for some information right now. If they continue to ask for your name and
telephone number, you have the option of making up a fictious name & number or using
you own. I would suggest you make up a name and phone number with an area code
within the local area. ,

GTE Communications Corp.

Snyder Communications Investigation
Various Locations // Audit No. 98:00:025

Attorney - Client Privileged Material 18893
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Doty
Mystery Shopper Guidelines

Mystery Shopper Example Scripts

These following scripts are intended as guides to help you answer some of the questions
"you will be receiving from the Sales Representatives. They represent several different
scenarios which you could use but with a different name. However, please féel free to
use your own personal calling patterns as the topic for the mystery shopping. The only
guideline I would suggest is that you inflate your calling numbers to make sure that at a
minimum your spend over $25 / month with some international calls (maybe one or two
calls per month to Mexico or Puerto Rico for example).

Mystery Shopper Script #1 - Domestic Calling > $25 per month Inter-State Calls
John Doe - (217) 789-1244 Los Alamitos, California

John is the decision maker in the house and currently has long distance service through
AT&T which to his best knowledge is not restricted. He has one telephone line, and he
makes approximately $55 per month in Long Distance Calls to his parents in Phoenix,
Arizona and to a couple of friends in Mexico City, Mexico. He usually will make his
calls in the evening (6:00pm to 10:00pm) or on the weekends (anytime during the day).

Mystery Shopper Script #2 - International Calling one Primary Country with a little
Domestic LD

Jane Doe - (813) 221-8601 - Miami, Florida -

Jane is the decision maker when it comes to Long Distance service and currently has long
distance service through MCI which is not restricted. She has two lines, but one is for her
computer internet access only. She calls her family in Puerto Rico every weekend and
spends approximately $60-70 per month on long distance calls. She makes very few long
distance calls domestically maybe $5-10 per month. She has a calling card, a cellular
phone, and internet access all through different companies.

Mystery Shopper Script #3 - Mixed International and Domestic about $50 each per
month

Paul Doe - (214) 508-1987 - Dallas, Texas

Paul is the decision maker and has Long Distance service with Sprint which he thinks
may be restricted. He has one primary line which he uses for his residential phone
number and his small business which he runs out of his home. Paul calls his suppliers &
friends in El Paso, Texas and Juerez, Mexico on a daily basis. He calls usually in the
moming to Mexico, but he calls through-out the day to El Paso. This line is also used for
his fax machine.

18894
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Mystery Shopper Guidelines

Mystery Shopper Script #4 - Domestic only < $25 per month Intralata
Pam Doe - (607) 987-2468 - San Diego, California

Pam lives by herself and is the decision maker. She is currently using AT&T as her long
distance provider, and she spends maybe $10-15 per month on long distance calis. The
long distance calls she does make are to Thousand Qaks, California, and she does not
make any international calls.

Mystery Shopper Checklist Explanation

NOTE: Please provide a brief explanation for all NO or OTHER answers on the
Checklist.

Image / Appearance

1.) Representative of GTE - The Snyder Sales Associate should identify themselves as
agents of GTE or representatives of GTE, etc. They should not be identifying
themselves as Snyder employees.

2.) Sales Representative (Rep) should be wearing a Name Tag with the GTE Name
and/or Logo.

3.) The Sales Rep should be wearing Dockers style pants with a GTE Logo Shirt or a
plain white or blue shirt. Also it should be appropriate for the event.

4.) The booth or table should be organized, clean and neat. “Take-Away” brochures and
the give-away items (magnets, balloons, key chains, pens, pencils, etc.) should neatly
laid out.

5) Was the sales rep friendly, smiling, pleasant to talk with, etc.

Qualifying

1) You must be the decision maker or have you name listed on the telephone account in
order to make changes to your long distance cammier

2.) Identifies your current LD Carrier.

3.} How much you spend per month on LD services both international and domestic
calls. You also be asked as follow-up questions what country and state or city you
call the most.

4) Snyder should only be actively selling residential phone service. However, they can
offer the same plans to a small business customer if they are asked.

~ 5.) Do you have more than one line which you will need to change the LD carrier on, and
if so how many lines to change.

6.) Do you currently have any “PIC” rcstnctlons on you telephone which would prevent
you from changing LD carriers without t notice.

18895
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Mystery Shopper Guidelines

.. Plan & Promotions .
© 1.) There are only two-doméstic and two international callmg plans beiig oﬁ'ered by
Snyder Sales Reps. They are listed on the form.

2.) Currently, there are three domestic and one international promotional offenngs
“available to customers who sign up with GTE. If you are offered something different
please include as much information as you can remember about the plan or promotion
name and the free minutes which were offered.

3.) What price per minute were you quoted by the rep.

4) Did you see and were you offered any Take-away information. Was it available on
the table. :

5.) What incentives were offered at the event you attended - balloons, key chain, magnet,
etc.

Closing

1.) What was the Sales Reps reaction to you stating that you were not interested in
signing up today. They should mention how much you can save by switch and
offered another or the same product again.

2.) Was the Sales rep knowledgeable about the products they were selling or did they
have to constantly look at charts, support materials or ask other sales reps for help.
Was the sales rep professiohal and courteous at all times.

Additional remarks should be used to document anything unusual you saw or heard
which would effect you decision to buy.
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GTE1

From:" Borg Wamer[SMTP:borgwamer@bayserve.nef]
Sent: . Friday, March 27, 1998 8:19 PM

To: .Carol Bonilla . ‘
Subject: Re: Flea Market” 244th St. and U.S. | Homestead, FL.

SNYDER COMMUNICATIONS, INC.

MYSTERY SHOPPER EVENT ANALYSIS

Territory Manager: Ruben Rios Date: 3/21/98
Sales Manager: Esther Del Campo Time: 12:15 PM

Market: Hispanic

Type of Event: Outdoors

Location: "Flea Market” 244th St. and U.S. | Homestead, FL.
Sales Representative: Rafaela Munoz

{Describe if name unknown)

Scenario-

Representative wearing name tag with company name? Yes
Were you approached by representative? Yes

Point of Interaction by representative: Outside of Flea Market. Agent was
approached by G.T.E. representative at 12:50 PM.

Was representative first impression favorable? Yes If not, explain:
Were you qualified? Yes

Verbal verification of. Current Long Distance Co.? No
Asked if you have decision authority? No Residential customer? No

Of amount spent: Domestic? No intemational?No Of country called? Not asked
Of address, and phone number as on bill? Yes

Were you asked: If this is main number and do you have any additional
number? Yes

Restrictions on carrier change? No

Block on long distance? No

Were you asked what country or city you frequently call? No
if so, what was your response? N/A

What promotions were offered? 360 minutes free phone service.

Fee quoted:No discount availability:No length of promotion None
What price was quoted to location? None quoted

If resistance offered was an effective rebuttal given? No

if no, explain: After Agent stated AT&T use Rafaela stated that if agent
was not satisfied with G.T.E. agent could cancel agreement.

What incentives were offered? None

Were you asked to sign an agreement? Yes

Was signing authorization explained? No
Page 1
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. Were you given a copy of service agreement (L.O.A)? Yes
if mo 1D (DU S8} given, was a $200.00 credit limit explained?

Were you informed that a call could be made to verify. order? No
{California Only to Verify Order) Were you TPV'D? N/A

Was representative courteous?Yes Business-like?Yes Patient? Yes
Attentive at all times? Yes

Representative's personal appearance: neat, clean, and well grcomed? Yes
If not, describe representative's attire:

Was there a raffle?No If so, were you given opportunity to enter?N/A Given
proper form? N/A What prize was offered?N/A Were rules posted? N/A
were times of drawings posted? N/A

Signs professional and clean in appearance? N/A
if not, explain: No signs were visibie.

Was the booth/ table organized and neat?N/A Safe? N/A
If not, explain: No table/booth was visible

Additional Comments:

In addition to "Rafaela” there were two other G.T.E. representatives one
male and one female. Although "Rafaela” was very nice, she seemed to rush
through her presentation, she asked agent to filt out form and sign it.

She never asked agent if it was alright to accept G.T.E. service. She

stated if agent was not satisfied with G.T.E. it could be canceled. She

did not teli agent the cost of the program, nor ask what country agent

called etc. "Rafaela” did not seem interested in her work.

Page 2
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Manual
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1. Product & Promotion

2. Event Location Approval Process

3. Representation Policy

4. Leads Process

5. Order Processing

6. Third Pa~ty Verification (TPV) Process

7. Training & Performance Development
Policy

8. Quality Assurance Policy

9. Escalation Policy

10. Reporting

11. Quarterly Marketing Review Process
e Marketing Plan
e Sales Forecast

12. Payment Process

13. Target Customer Focus

14, Competitiveness

20908




Snyder Communications, Inc/GTE Policies & Procedures Manual  Version 1

REPRESENTATION POLICY
Policies & Procedures

GENERAL STATEMENT

Snyder understands that GTE has gone to great expense to develop its branding. Snyder will train its employees and

contractors to take great care when working with a customer to represent GTE according to its policies, procedures,
and standards.

OPERATING PROCESS
Snyder’s Responsibilities

e  Sales farce will be wrained by local management or field trainers to properiy position product and promotion to
GTE’s tequirements.

e Train field sales personnel that Snyder is “An Authorized Representative” of GTE. Telesales will introduce
themselves as “calling on behalf of GTE".
Telesales will follow call requirements established by GTE.

e Telesales will only work leads that have been scrubbed by GTE.

+  Train all sales personnei that if a customer has a complain or service issue customer will be given GTE's toll-
free telephone number.

e  All sales personnel must sign a code-of-conduct and Confidentiality Agreement.

e Enforce a dress coade that includes usage of GTE branding:

a) Shirts

b) Caps

c) Rep D Badges with photograph of reps

d) Send for GTE's approval all items that use GTE’s logo:
€) Advertisements

f) Shirts

g) Caps

h) LOA

1) Business cards

i) Sale Booths

¢  Will never leave a sale booth unattended and will place sales booths in areas consistent with marketing plan.
e  Properly pre-qualify customers to ensure that customer meets GTE's requirements,
e  Sayder is required to respond to any deviation, per Section 2bii, in a timely fashion.

GTE’s Respoansibiiities
¢ Retumn to Snyder within two business days approval or changes to marketing materials noted above. If

approval or changes are not received within two business days of receipt, the material will be deemed accepted
by GTE.

e GTE will notify Snyder’s Project Manager of any policy and procedure deviation, within forty-eight hours of
the occurrence. The deviation should include date, time, location, and where possible rep ID number..
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