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WITNESS: WAYNE WEAVER 

EXAMINATION PAGE 
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(None were marked.) 

THE MAROTTE GROUP, INC. 



4 

! 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

11 

18 

19 

20 

21 

22 

23 

24 

25 

:::.,.:j 

i 

P R O C E E D I N G S  

T h e r e u p o n ,  

WAYNE W E A V E R ,  

h a v i n g  been  f i r s t  d u l y  s w o r n ,  w a s  e x a m i n e d  a n d  

t e s t i f i e d  a s  f o l l o w s :  

E X A M I N A T I O N  

B Y  M R .  B E C K :  

Q. H i ,  good  m o r n i n g .  M y  name i s  C h a r l i e  

B e c k ,  and I ' m  w i t h  t h e  O f f i c e  o f  P u b l i c  

C o u n s e l .  

C o u l d  y o u  p l e a s e  s t a t e  y o u r  name? 

A. M y  name i s  Wayne Weaver. 

Q. B y  whom a r e  you  e m p l o y e d ?  

A .  B y  V e r i z o n  C o m m u n i c a t i o n s ,  f o r m a l l y  

G T E .  

M R .  W O F F O R D :  C h a r l i e ,  I s h o u l d  have 

m e n t i o n e d  t h i s  b e f o r e ,  b u t  c a n  w e  a g r e e  

t h a t  o b j e c t i o n s  t o  t h e  -- a l l  o b j e c t i o n s  

e x c e p t  t h o s e  t o  t h e  f o r m  o f  t h e  q u e s t i o n  

a r e  r e s e r v e d ?  

MR. B E C K :  S u r e .  

MR. W O F F O R D :  S o r r y .  

BY M R .  B E C K :  

Q. W h a t  i s  y o u r  p o s i t i o n  w i t h  V e r i z o n ?  

A .  I ' m  a m a n a g e r  i n  t h e  i n t e r n a l  a u d i t  

T H E  M A R O T T E  G R O U P ,  I N C .  
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d e p a r t m e n t .  

Q. H o w  l o n g  h a v e  you  h e l d  t h a t  p o s i t i o n ?  

A .  I ' v e  b e e n  a m a n a g e r  f o r  a b o u t  18 

m o n t h s  now. 

Q. What p o s i t i o n  d i d  you  h o l d  b e f o r e  

t h a t ?  

A .  S e n i o r  a u d i t o r .  

Q. How l o n g  h a v e  you  worked  f o r  V e r i z o n ?  

A .  About  f o u r  y e a r s .  

Q .  D o  you  h o l d  a n y  p r o f e s s i o n a l  

d e s i g n a t i o n s ?  

A .  I h a v e  a m a s t e r ' s  d e g r e e ,  b u t  no C P A ,  

C I A  o r  a n y  of  t h o s e .  

Q. A m a s t e r ' s  d e g r e e  i n  b u s i n e s s  o r  

a c c o u n t i n g ?  

A .  I t ' s  i n  a c c o u n t i n g  w i t h ,  I g u e s s  

y o u ' d  c a l l  i t ,  a m i n o r  i n  i n t e r n a l  a u d i t i n g .  

Q. Have y o u  b e e n  a n  i n t e r n a l  a u d i t o r  f o r  

t h e  e n t i r e  f o u r  y e a r s  y o u ' v e  b e e n  a t  V e r i z o n ?  

A .  Y e s .  

Q .  What d i d  y o u  do b e f o r e  t h a t ?  

A. I w a s  a n  i n t e r n a l  a u d i t o r  w i t h  

N a t i o n s B a n k .  

Q. About  how l o n g  d i d  y o u  do t h a t ?  

A .  Two a n d  a h a l f  y e a r s .  

THE MAROTTE G R O U P ,  I N C .  
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Q. When did you receive your master's 

degree? 

A. In '94. 

Q. 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 174621 

Q. Yes. 

A. Okay. 

Q. Do you recognize that document? 

A. Yes, I do. 

Q. Could you just briefly describe what 

the document is? 

A. 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. Does 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. 

THE MAROTTE GROUP, INC. 
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Q. Did you have a number of people 

working for you in that position? 

A. Yes. 

Q. Who was working €or 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? 

A. 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 t o  

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 

T m  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 other 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? 

A. NO. 

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 

w a s  - -  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 m a d e  

through the point when Snyder handed the order 

off t o  G T E  or its affiliates, whoever that 

would be; that was the main point there. And 

what we were doing with those customer orders, 

w e  were looking for key attributes. W e  were 

looking for whether t h e  proper documentation 

was maintained on file by Snyder. W e  w e r e  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 t h e  sales 

compensation plans. W e  wanted to take a high 

level overview of the sales comp plans t o  make 

sure that there was nothing i n  the sales comp 

plans that was really incenting the salespeople 

t o  slam customers. 

The next one was the quality control 

complaint resolution explanation reporting 

processes. That was on the back end of their 

order processing, what controls did they have 

i n  place to ensure order quality, order 

accuracy. Did they have any sort of follow-up 

THE MAROTTE G R O U P ,  I N C .  
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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 understand the question. 

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 looking 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 forgeries? 

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 t o  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? H o w  long 

did it take t o  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 t o  look at 

here was for human resources. We wanted t o  

make sure that -- one of the big concerns that 
was raised by our regulatory department was if 

someone, a sales associate, on the Snyder s i d e  

was caught, that if they had forged a 

customer's signature or made up a fictitious 

customer, how were they dealt with from a human 

resources standpoint? Were they were fired, 

basically? What disciplinary action was taken? 

W e  wanted t o  make sure that that was actually 

occurring and we felt was justified, satisfied 

THE MAROTTE GROUP, I N C .  



1 2  

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

1 3  

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

I 25 

'j 

\ 

u s .  

The t r a i n i n g  a n d  b u s i n e s s  e t h i c s  w e  

w a n t e d  t o  make s u r e  t h a t  i n  t h e i r  t r a i n i n g  

m a t e r i a l s  t h e y  w e r e  t r a i n e d  o n  wha t  t h e  

r e g u l a t i o n s  w e r e ,  w h a t  w e r e  good  e t h i c a l  s a l e s  

p r a c t i c e s  a n d  w a s  t h a t  c o v e r e d ,  b a s i c a l l y ,  i n  

t h e  t r a i n i n g  m a t e r i a l s .  

And t h e  l a s t  o n e  w a s  l o g i c a l  s y s t e m  

s e c u r i t y ,  w h i c h  t h i s  i s  k i n d  o f  a c a t c h a l l  

c a t e g o r y  t o  l o o k  a t  t h e i r  s y s t e m s  a n d  how 

i n f o r m a t i o n  f l o w e d  from when i t  came i n  t h e  

d o o r  u n t i l  when i t  l e f t  t h e  d o o r .  

Q .  T h i s  l e t t e r  i s  s i g n e d  by  Mark R. 

S m i t h ?  

A. Y e s .  

Q .  Who i s  h e ?  

A. A t  t h e  t i m e  h e  was t h e  e n g a g e m e n t  

m a n a g e r  o n  t h e  j o b ,  a n d  h e  w a s  a l s o  a c t i n g  a s  

d i r e c t o r  for -- w e  h a d  a d i r e c t o r  t h a t  h a d  j u s t  

l e f t ,  a n d  h e  w a s  a b o u t  t o  a s s u m e  t h a t  p o s i t i o n .  

So  h e  w a s  d u a l  r u l e s  o n  t h e i r  a u d i t .  

Q .  Was h e  t h e  p e r s o n  t h a t  you r e p o r t e d  

to? 

A. Y e s .  

Q. How d i d  h i s  r e s p o n s i b i l i t i e s  c o m p a r e  

T H E  MAROTTE G R O U P ,  I N C .  
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a n d  c o n t r a s t  t o  yours i n  t h e  a u d i t ?  

A .  T y p i c a l l y  a m a n a g e r  o n  t h e  j o b  h a s  a 

more  h i g h  l e v e l  r o l e  o n  a n  a u d i t .  The  

i n - c h a r g e  of t h e  a u d i t  i s  t h e r e  i n  t h e  f i e l d .  

They  a r e  d o i n g  a l l  o f  t h e  w o r k ,  a n d  t h e y  a r e  

s u p e r v i s i n g  t h e  o t h e r  s t a f f  members a l o n g  w i t h  

p e r f o r m i n g  t h e  t e s t .  

Q .  And t h a t  l a t t e r  a s p e c t  w a s  y o u r  job? 

A .  Y e s ,  c o r r e c t .  

Q .  Did  you  h e l p  d r a f t  t h i s  l e t t e r ?  

A .  I p r i m a r i l y  w r o t e  t h e  l e t t e r ,  y e s .  

Q .  So M r .  S m i t h  r e v i e w e d  t h e  l e t t e r  and  

m a d e  a n y  c h a n g e s  h e  m i g h t  m a k e  a n d  t h e n  s i g n e d  

i t ?  

A. ne -- I w r o t e  t h e  o r i g i n a l  d r a f t  o f  

t h e  l e t t e r .  H e  d i d  make some c h a n g e s ;  a n d  w e  

d i d  d i s c u s s  a n y  a n d  a l l  c h a n g e s  b e f o r e  h e  

s i g n e d  i t ,  y e s .  

Q .  Were t h e r e  a n y  m e e t i n g s  w i t h  Mr. 

P a r k e r  t h a t  y o u  know of  w h e r e  t h i s  l e t t e r  w a s  

d i s c u s s e d ?  

A .  Y e s .  

Q .  C o u l d  y o u  d e s c r i b e  w h a t  t h o s e  

m e e t i n g s  w e r e ?  

A .  The m e e t i n g  w a s  w e  p r e s e n t e d  t h e  
~ ~~ 

T H E  MAROTTE G R O U P ,  I N C .  



14 

, ., 

... 

1 

2 

3 

4 

5 

6 

I 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

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. Was 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 -- subsequent 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, I N C .  
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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 point of 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 for -- 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 audit 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, 9 0  days. There were a 

lot of processing delays. And then they would 

show up at GTE and f o r  various reasons they'd 

get kicked out, some would get processed. So 

there were concerns that AFNI was holding up 
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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 f o r  Snyder, or actually 

for GTE, take those orders and change them into 

- -  get them into o u r  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 y o u  

made as part of this audit was to institute 

third-party verification for Snyder orders as 

i was already being done in Florida - -  or in 
California. Is that correct? 

I A. That was one of our recommendations, 
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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. now 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 t o  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 11460. 

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? 
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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 believe, several 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 customer 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. 

that right? 

A. Yes. 

Q. Have you seen any analyses that 

IS 

determine what the cost of that process was? 

A. No. 

Q. You were recommending - -  were you 
recommending, then, that such a cost benefit 
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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 like. Even 

during this audit, we weren't privy to all 

that information. So I don't know that I 
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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, o r  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 

you 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. 
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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 letters 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 term "forged 

signatures. " 

Q -  Did you suspect that there were 

signatures on -- letters of authorization were 
being forged? 

A. My personal suspicions were probably 

yes. 

Q. But you're saying you 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 
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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 a l l  we could determine 

because we were not allowed to contact the 

customer directly about 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 

donrt think -- I cannot think of a way we would 
be able to authenticate that signature unless 

we ask the customer to sign a piece 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 
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n o t  h a v e  t h e  a b i l i t y  t o  go b a c k  t o  t h e  

c u s t o m e ' r s .  

Q. Okay.  So  d i d  you  or d i d  y o u  n o t  as  

p a r t  o f  t h e  a u d i t  d e t e r m i n e  w h e t h e r  s i g n a t u r e s  

w e r e  a u t h e n t i c  o n  l e t t e r s  o f  a u t h o r i z a t i o n ?  

A. To t h e  e x t e n t  p o s s i b l e  w e  made s u r e  

t h a t  t h e y  w e r e  good s i g n a t u r e s ,  y e s .  

Q. T h a t  w a s  o n e  o f  t h e  i t e m s  y o u  t e s t e d  

for, t h e n ?  

A .  W e  t e s t e d  w h e t h e r  t h e r e  w a s  a 

s i g n a t u r e  on  t h e  f o r m s ,  y e s .  

Q. I ' m  n o t  s u r e  w e ' r e  g e t t i n g  c a u g h t  up  

i n  s e m a n t i c s  o r  n o t .  

M R .  WQFFORD: I t h i n k  you  t w o  a r e  

t a l k i n g  p a s t  e a c h  o t h e r .  

T H E  WITNESS: Maybe I c a n  t r y  t o  

e x p l a i n  a l i t t l e  b i t .  W e  a r e  s e e i n g  a 

h i s t o r i c a l  d o c u m e n t  a n d  t h a t  t h i s  

t r a n s a c t i o n  o c c u r r e d  a t  a d i s t a n t  l o c a t i o n  

a n d  i t  h a s  b e e n  f o r w a r d e d  f r o m  a f i e l d  

s a l e s p e r s o n  up  t h r o u g h  t h e  r a n k s  a n d  i t  i s  

-- w e  h a v e  g o t  a p h o t o s t a t i c  c o p y  o f  i t  

s i t t i n g  i n  f r o n t  o f  u s  r i g h t  now when 

w e ' r e  d o i n g  o u r  t e s t i n g .  

And w h a t  w e  c a n  v e r i f y  a t  t h i s  p o i n t  
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in time is we c a n  verify o n  that sales 

order, w e  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 

name. 

But without contacting that customer 

and saying can y o u  send m e  a faxed c opy 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 c a n  

authenticate that signature by the 

definition that I think that you're trying 

to get at. There was no way for us t o  go 

about doing that. 

I mean, w e  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 t o  get this done within a 

very short period of time as well. 

So with all of those constraints, we 

did what w e  could do. F o r  those items 
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that we did have as concerns, those were 

forwarded on to both Snyder and to our 

regulatory affairs people. And the 

intentions were for them to go ahead and 

follow up on any of the ones that we had 

questions or concerns about. 

Now, if they subsequently contacted 

customers and they were asking for 

independent verification of their 

signatures by having the customer sign 

another piece of paper, I don't know. 

BY MR. BECK: 

Q. Okay. In your response you mentioned 

that you were on very tight time constraints, I 

believe, in completing this audit? 

A. Yes. 

Q. Was there a pending business decision 

that required those tight time constraints? 

A. Yes. 

Q. What was the pending business 

decision? 

A. I think the continuing relationship 

with Snyder. What our relationship was going 

to be with Snyder was the decision. 

Q. Does that mean whether you were going 
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to fire them or not, in plain language? 

A. I believe so, 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 corps, 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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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. 

Q. What was your recommendation on those 

points 7 

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 were 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 

THE MAROTTE G R O U P ,  I N C .  



3 0  

1 

2 

3 

4 

5 

6 

I 

8 

9 

10 

11 

12 

1 3  

14 

15 

16 

11 

18 

19 

20 

21 

22 

23 

24 

25 

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, G T E C C  

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. Agree'd 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. now to distribute your audit? 

A. No. He asked us to go over the 

findings, make sure that we had discussed 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. Wieskopf 

was somewhere around the May llth, 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 meetings 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 o f  

finding or concern or whatever it might be, an 

observation, we will kind of leave it in draft 

form, not the report or anything like 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 w e  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 Karen 

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 reeollection, because of the 

short time span of this audit. 

Q. And do you recall was Karen Smith at 

these meetings? 

A .  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 usually 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 were, 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. 

P .  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, somebody -- 
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.. 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 19981 

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 
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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 a 

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 acquainted 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 Snyder? 

A. There was not a follow-up audit of 

Snyder, no. 
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Q. 
-- 
A. 

Q. 

Q. But were there any other processes 

other than what you've already discussed? 

A. Not that I remember, no. 

Q. Did 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 174611 

Okay. 

You have a number of bullets on this 

Uh-huh. 

-- that describe the results of a 
subs ant ve test of Snyder sales orders. 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 61 

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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results of some of those substantive tests. IS 

that right? 

A. Yes. 

Q. For example, the fourth bullet says 

that on 38 of 68, o r  56 percent, of the orders 

did not have one of the following identifiers 

on the LOA, Social Security number, driverIs 

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 kind of failure rate? 

A. That high failure rate, yes, I would 

have said that that was noteworthy. And again, 

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 been in place for 
a short period of time. 

Q. Let me ask you to turn to page 17672, 

which is a different document. 

A. 17612. Are we done with this one 

here? 
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Q. Yes, for now. 

A. Okay. I'll 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. WQFFQRD: 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 stamp 176831 

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 f o r  the planning memo? 

A. Some of them, yes.   et me just kind 

of 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 

176771 

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 quotes? 

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 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 legal counsel? 

A. Yes. 

Q. How about Bill Edwards, what was his 

role with respect to the audit? 

A. At this point in time I 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. 

Q. 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. I don't remember. 

Q. Did you have any meetings with him? 

A. Not me personally. 

Q. Do you believe that if there were, 

they would be with either Karen Smith or Tom 

Parker, then, would have discussed this with 

him? 

A. Yes. 

Q. Who is Larry Zydou? 

A. Larry 2 ydou. 

Q. Zydou? 

A. At the point in time, he was our 

acting assisting controller, auditing. He was 

the top person in auditing, and he was also an 

audit director. He was fairly new t o  the 

department, but - -  
Q. What role did he play in the audit? 

A. Fairly minimal. I mean, he was 

fairly new. He came in, I think, during the 

audit, as I remember. He was put on as acting 

during the middle of it. And his was more of 

just a review. He knew of the audit, what the 

findings were, had seen a copy of the legal 

letter that was sent out. 

Q. Did you ever discuss the audit with 
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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. What 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, so. 

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 through 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 1997. 

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 letter? 

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. I 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 

looked 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 of the preliminary 

work back in June of ' 9 1  or even earlier that 
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we used again as a reference source. 

Q. Let m e  ask y o u  to turn to Bates 

stamped page 18483. 

MR. WOFFORD: What's the full range? 

MR. BECK: I'm not sure. 

MR. WOFFORD: It begins w i t h  18483. 

BY MR. BECK: 

Q. Do you recognize the document that's 

Bates stamped page 184831 

A. Generally, yes. 

Q. And it says Lead Memo at t h e  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 t h e  testing, let's 

say. 

Q. And is this part of a larger 

document? I was wondering if you could 

identify the pages that would consist -- 
A. It has two pages. With t h i s  lead 

memo there are two pages, 83 and 84. 

Q. That's 18483 and 184841 
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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 order 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: N o  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 problem. There were multiple 

places, people, whatnot. I mean, there was - -  
Snyder had a complaint piece, GTECC had a 

complaint piece, so o n  and so forth. 

Q. On t h e  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 r i s k  that you can ascribe t o  a 

practice? 

A. Yes. Low, medium and high. 

Q. Okay. And t h e  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 m e  ask you to t u r n  to page 184951 
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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 you describe that as? 
I 

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 look at 18499. 

Q. 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 

THE MAROTTE GROUP, INC. 



53 

1 

2 

3 

4 

5 

6 

I 

8 

9 

10 

11 

12 

13 
:I 

14 

15 

16 

11 

18 

19 

20 

2 1  

22 

23 

2 4  

! 25 

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 l o g  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 earlier 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-12.11 

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 

12.21 

A. I believe 1 2  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 f o r  testing. 

Q. Is the sample on 12.11' 

A. Yes. 

Q. So 12.1 is a sample of those that are 

listed '3n 12.21 

A .  Correct. We took a sample of 2 5  

items. 
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Q. L e t ' s  l o o k  a t  t h e  s a m p l e ,  w h i c h  i s  on  

B a t e s  s t a m p e d  p a g e  1 8 4 9 9 1  

A .  Y e s .  

Q. T h e r e  a r e  a number  o f  -- or o n e  o f  

t h e  f i r s t  c o l u m n s  i s  B T N ?  

A .  Y e s .  

Q. What d o e s  BTN s t a n d  f o r ?  

A .  B i l l i n g  t e l e p h o n e  number .  

Q .  And t h e r e  a r e  a number o f  305  a r e a  

c o d e  numbers  l i s t e d  t h e r e ;  i s  t h a t  r i g h t ?  

A .  I see a b o u t  f i v e ,  y e s .  

Q. A r e  t h e r e  s i x ?  

A .  I ' d  h a v e  t o  c o u n t  t h e m ,  o n e  - -  I g o t  

s e v e n .  I t e m  number 5 a n d  t h e n  i t e m s  1 3  t h r o u g h  

1 8 .  

Q. Okay. S e v e n  a r e a  c o d e  3 0 5 s ?  

A. Y e s .  

Q .  And a l s o  o n e  i t e m  1 9  i n  t h e  a r e a  c o d e  

4 0 7 ;  i s  t h a t  r i g h t ?  

A .  Y e s .  

Q. And a l l  t h o s e  a r e a  c o d e s  a r e  i n  

F l o r i d a ;  a r e  t h e y  n o t ?  

A .  I'm n o t  s u r e .  

Q. W e l l  -- 
A .  I j u s t  d o n ' t  know. 

~~~ ~~~~ 
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Q. All right. Well, in any case, if we 

combine 305 and 401, we have eight of those 

that are in either of those area codes -- 
A. Yes. 

Q. -- out of your 251 
Now, let's just take one, just take 

the first one, for an example. All right. 

That's line 5 for the 305-651-6513? 

A. Yes. 

Q. Okay. This, again, comes from a 

subsection of all those complaints that were 

received by Snyder? 

A. Yes. 

Q. And are these the only complaints 

about unauthorized changing? 

A. I don't remember exactly. I don't 

know if they 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 your 

attention back to 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, yes. 

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 item, 

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 

don't know for sure, but I would say yes 

I -- 

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. What does that mean? 

A .  Well, looking at the original B-12.2, 

looking f o r  that item, the action plan, what 

Snyder was going t o  do with it, I assume, is 

that they were going to issue a written warning 

to the rep o r  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. 

Q. 
A. 

what they 

case you' 

Yes, sir. 

Okay. 

And each of the columns will tell you 

verified. And if we had -- in this 
1 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 personnel did not resolve 

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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Q. 
A. 

same. 

Q. 
this? 

A. 

you what 

specific 

Q. 

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 1 8 5 0 7 1  

A. 185071 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, j u s t  a second. I want to make 

sure that they're all the same. 

Sure. 

Yes, it looks like they are all the 

What was the time frame covered by 

I don't know for sure. I can tell 

the report shows. I don't remember 

lly. 

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). S O .  

Q. So would that indicate to you that 

these are the complaints received by Snyder 

about unauthorized switching during that period 

January 1 through April 8th of 19987 

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 so, 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 BTNs 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 185191 

A. 5 1 9 1  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? 

A. 18501 -- I mean, 500. 
Q. All right. Let me see if I 

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 19981 

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 like 

this is -- we send this out the 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 or not. 

Q -  Well, what other complaints did you 

look at? Were there others other than 

unauthorized switching? 

A. f r o .  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. ~ ' 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. Correct. 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 3 0 5 1  

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 I s  

try to tie this down. These are items that you 

tested for, and it's shown on page 18499, 

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 log. 

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. O k a y .  Let me a s k  you to turn to page 

185337 

A. 18533. 

set. 

I think that's in the next 

Q. I think it goes for three pages, if 

I'm reading it right. 

MR. WOFFORD: 18533 through what7 

MR. BECK: Through 535. 

BY MR. BECK: 

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

A. Give me just a second, please. 

~t 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 

question. 

Q. Is it correct that these 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 were received by Liz 

Smith's group. Is that right? 

A. Based 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 keeper 

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't know if 

it's a complete listing or not. I don't know 

if it was a snapshot or we took a couple -- I 
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 after 4/1. 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 19981 

A. Yes. 

Q. 2/26/90 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. 

T H E  MAROTTE GROUP, INC. 
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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 customer that is already a GTE 

local phone service customer, that is, in the 

G T E  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. 

column 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. Yes, 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 how they made that 

determination. 

Q .  Who would have made it? 

A. L i z  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 
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c o m p l a i n t s  t h a t  h a d  a l r e a d y  come i n  t h e  d o o r .  

The t e s t  t h a t  w e  w e r e  Look ing  t o  do w a s  t o  make 

s u r e  t h a t  t h e s e  g o t  f o r w a r d e d  t o  S n y d e r  

a c c u r a t e l y .  

Q .  And do  y o u  know w h e n  t h i s  d o c u m e n t  

w a s  p r o v i d e d ?  

A .  B y  L i z  S m i t h ?  

Q. Y e s .  

A .  Not a s p e c i f i c  d a t e ,  n o ;  b u t  i t  w a s  

w i t h i n  t h e  a u d i t  t i m e  f r a m e .  

Q. The l a s t  e v e n t  l i s t e d  i s ,  f o r  d a t e  

r e c e i v e d  a t  l e a s t ,  is A p r i l  I ,  1998. I s  t h a t  

r i g h t ?  

A. Y e s .  

Q .  And t h e r e  a r e  marks  a t  t h e  t o p  o f  t h e  

work  p a p e r  o n  t h e  f i r s t  p a g e  o f  4/14/98. I s  

t h a t  r i g h t ?  

A .  Y e s .  

Q .  So i t  w o u l d  b e  somewhere  i n  t h a t  t i m e  

f r a m e ,  b e t w e e n  t h e  7 t h  o f  A p r i l  a n d  t h e  1 4 t h  o f  

A p r i l :  wou ld  i t  n o t ?  

A .  I wou ld  s a y  i t ' s  p r o b a b l y  e v e n  

e a r l i e r  t h a n  t h a t .  

Q .  W e l l ,  i t  c o u l d n ' t  b e  e a r l i e r  t h a n  

A p r i l  7th, c o u l d  i t ?  
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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? 

B Y  MR. B E C K :  

Q. Well, let's do both. It would have 
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to be generated on or after April 8th and on o r  

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. D o  you want to take 

a short break? 

MR. W O F F O R D :  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 185361 

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 that 28 complaints 

was sent by GTE to Snyder on March 10, 19987 

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 

1998; is that right? 

A. Yes. 

Q. And it says 43 

complaints -- of these c 

one day in March of 

percent 

mp 1 a int 

of the 

were not 

received on March 10, 1998. 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 t o  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 4 3  

percent of the complaints were not making their 

way into Snyder's log. Is that correct? 

A. 4 3  percent of the non-escalated 

complaints, yes. 

Q. Okay. Let me ask you.to turn t o  

Bates stamped page 1 8 5 3 7 1  

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 t o  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 

you 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 next two pages, 539 

and 540, were the ones you wanted to 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 information 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 sold by Snyder because they were business 

T H E  MAROTTE GROUP, INC. 
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customers; and, two, they are indicating 

several places that it's slamming. 

Q. There are about 600 orders that were 

purportedly 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 

THE MAROTTE GROUP, INC. 
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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 internal audit department' interviewed 

various individuals to explain the cause and 

T H E  MAROTTE GROUP, INC. 
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action plan of the orders processed in the 

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 

complaints 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 .  o r  location to 

pinpoint the problem. 

Q. There's one other e-mail on Bates 

stamped 18541 through 185421 

A. Yes. 

Q. And this simply describes the results 

of the 30 test calls made with respect to that 

THE MAROTTE GROUP, INC. 
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problem with the business .versus residential. 

Is that right? 

A. Yes. 

Q. There are a number of Florida 

customers listed there in the group; are there 

not? 

A. I see a couple, yes. There are 

several in here that have the Florida State 

code, F L ,  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. Okay. Let's move on. Let me ask you 

to turn to Bates stamped page 1 8 7 9 5 .  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 7 

A. Can I get 1 8 7 9 4 1  It should be the 

first page of that narrative. 

MR. WOFFORD: It's blank. 

THE WITNESS: I'm just looking at the 

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

what's - -  

THE MAROTTE GROUP, INC. 
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793 i s  t h e  f i r s t  p a g e .  7 9 4  i s  a 

b l a n k  p a g e .  D o  y o u  w a n t  t o  k e e p  i t  i n  

t h e r e ?  

B Y  MR. B E C K :  

Q .  Yeah .  

A. Okay.  G i v e  m e  j u s t  a s e c o n d  t o  

f a m i l i a r i z e  m y s e l f .  

Q. S u r e .  

A .  Okay.  

Q. What I ' d  l i k e  f o r  you  t o  d o  i s  

d e s c r i b e  wha t  t h e  c h a r t  shows o n  p a g e  187951 

A .  W e l l ,  t h e  t a b l e  p r o v i d e s  d e t a i l e d  

i n f o r m a t i o n  r e g a r d i n g  paymen t s  t h a t  G T E  h a s  

made t o  S n y d e r  for t h e  months  o f  J a n u a r y  

t h r o u g h  March o f  '98. 

Q .  S n y d e r  g e t s  p a i d  o n l y  when G T E  

a c c e p t s  o n e  o f  i t s  s a l e s ;  i s  t h a t  r i g h t ?  

A .  A c c o r d i n g  t o  t h e  memo, y e s .  Y e s .  

Q .  And t h i s  s h o w s  t h a t  d u r i n g  t h e  p e r i o d  

o f  J a n u a r y  t h r o u g h  March  o f  1998, 48.44 p e r c e n t  

of t h e  s a l e s  S n y d e r  s e n t  t o  G T E  w e r e  n o t  

a c c e p t e d .  Is t h a t  r i g h t ?  

A .  Y e s .  

Q .  C o u l d  y o u  g e n e r a l l y  d e s c r i b e  w h a t  t h e  

c a u s e  is of  G T E  n o t  a c c e p t i n g  a s a l e  s e n t  f r o m  

T H E  M A R O T T E  G R O U P ,  I N C .  
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Snyder to GTE? 

A. Generally, there could be numerous 

reasons for why a sale would be rejected. You 

could have missing customer information. A big 

one would be, like, the billing telephone 

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

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 

from AT&" 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 comes 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? 

THE MAROTTE GROUP, INC. 
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A. There are places where orders will be 

recycled. They will be kicked back to Snyder 

o r  whoever originated the order and say we 

don't have enough 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 t h i s  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 f o r  sure. I mean, to say that they've 

never been fixed o r  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 l o o k s  like a summary of the 

activity. 

THE MAROTTE GROUP, INC. 
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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 help 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 o f  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 o f  old orders dropping o f f  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. 

A. Where? 

Q. Let's start at page 18866. 

A. I don't think I have it. I stop at 

8 4 9 .  
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You s a i d  188861 

MR. WOFFORD: 866. 

T H E  WITNESS: 8861 

BY MR. B E C K :  

Q. I t ' s  o n e  o f  t h e m .  

And i s  t h i s  y o u r  a u d i t  p r o g r a m  f o r  

t h e  m y s t e r y ,  f o r  l o o k i n g  a t  t h e  m y s t e r y  

s h o p p e r s ?  

A .  Y e s .  

Q. And w h a t  y o u  d i d  a s  p a r t  o f  t h i s  

a u d i t  i s  you a c t u a l l y  a p p e a r e d  a t  t h e  f i e l d ,  

t h e  s a l e s  e v e n t s  t h a t  S n y d e r  w a s  a t t e n d i n g  a n d  

y o u  r e p o r t e d  b a c k  w h a t  you saw,  b a s i c a l l y ,  i s  

t h a t  r i g h t ,  w h a t  h a p p e n e d 1  

A .  R i g h t .  T h e  m y s t e r y  s h o p s  w e r e  

i n t e n d e d  j u s t  t o  g e t  us f a m i l i a r  w i t h  w h a t  w a s  

h a p p e n i n g  a t  f i e l d  events. 

Q .  And I ' l l  j u s t  s k i p  a r o u n d  a l i t t l e  

b i t .  L e t  m e  a s k  y o u  a b o u t  t h e  d o c u m e n t s  18893 

t h r o u g h  18896. 

A. Okay.  I'm l o o k i n g  a t  890. 

Q. Okay. 18893 t h r o u g h  896. 

A .  Okay. 

Q. P l e a s e  d e s c r i b e  y o u r  g u i d e l i n e s  f o r  

t h e  m y s t e r y  s h o p p e r  i n s p e c t i o n ,  i f  y o u  w o u l d  

T H E  M A R O T T E  G R O U P ,  I N C .  
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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 

Appearance. 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 one of 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? 

THE MAROTTE GROUP, INC. 
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A. Right. 

Q. And the.second thing says: The sales 
. .  . 

rep should be weaking a name tag with a GTE 

name and/or.'logo. Is that right? 

A .  Yes,' it is. 

Q. So that's another thing you would 

look for a s  a mystery shopper? 

A. Right. 

Q. And the third thing says: The sales 

rep should be wearing Docker style pants 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 that's another thing that 

you looked for in your mystery shopper 

inspection. Is that right? 

A. Generally speaking, yes. Those are 

just some general guidelines that we had. 

Q. Let me ask you to turn t o  page 18880. 

A .  It's right before this. 

Q. sorry. 

A. Okay. 

Q. Do you recognize page 188801 

A .  Give me just a second to get 

THE MAROTTE GROUP, INC. 
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o r g a n i z e d  a l i t t l e  b i t . '  

- Q. S u r e .  S u r e .  

A .. Y e s .  

Q. You p r e p a r e d  t h i s  d o c u m e n t ;  d i d  y o u  

. .  n o t ?  

A .  Y e s .  

Q .  And t h i s  w a s  a m y s t e r y  s h o p p e r  

i n s p e c t i o n  i n  C h i c a g o ?  

A .  Y e s .  

Q .  D i d  yo'u go  . t o ,  C h i c a g o  j u s t  f o r  t h i s  

p u r p o s e  7 

A .  Y e s ,  I d i d .  

Q. A n d ' y o u  - - '  o n e  of  t h e  t h . i n g s  i s  y o u  

. l o o k e d  t o '  s e e , w h e t h e r  t h e  r e p r e s e n t a t i v e s  . .  w e r e  

i d e n t i f y i n g  t h e m s e l v e s  as  a . r e p ' r e s e n t a t i v e  of 

G T E  Long D i s t a n c e ,  a n d  you a n s w e r e d  ye's. Is 

t h a t  r i g h t ?  

A .  . Y e s ,  I d i d .  

Q .  And i n  f a c t ,  t h a t ' s  w h a t  h a p p e n e d ?  I 

mean ,  you  w e n t  a n d  l o o k e d  a n d  s a w  t h a t  t h e y  

r e p r e s e n t e d  t h e m s e l v e s  a s  G T E ?  

A .  I w e n t  u p  a n d  t a l k e d  t o  t h i s  

g e n t l e m a n .  

Q .  And h e  h a d  a G T E  l o g o  o n  h i s  s h i r t ?  

A .  I b e l i e v e  h e  had  a j a c k e t  - -  a s h i r t  

THE MAROTTE G R O U P , ,  I N C .  
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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 jacket cover. 

Q. Okay. And anyhow, this page and -- 
is it a two-page report of your inspection 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. 

Q. 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 have one in Miami. 

Is that right? 

A. Yes. 

Q. And in that case your auditor 

determined that the representative -- or the 
Snyder employee was identifying themselves as a 

representative of GTE Long Distance. Is that 

right? 

A. They circled yes. 

Q. Okay. And they were wearing a name 

THE MAROTTE GROUP, INC. 
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t a g  w i t h  a G T E  name on  i t .  Is t h a t  c o r r e c t ?  

A .  They  c i r c l e d  y e s  a g a i n  t o  t h a t  

q u e s t i o n .  

Q. So  w a s  y o u r  a n s w e r  y e s  t o  my 

q u e s t  i o n ?  

A .  Y e s .  

Q .  And on  p a g e  18886, w e  h a v e  a n o t h e r  

mys te ry  s h o p p e r  i n  M i a m i .  Is t h a t  r i g h t ?  

A .  Y e s .  

Q. And a g a i n ,  d u r i n g  t h i s  i n s p e c t i o n ,  

t h e y  f o u n d  t h a t  t h e  r e p r e s e n t a t i v e  i d e n t i f i e d  

t h e m s e l v e s  a s  r e p r e s e n t a t i v e s  o f  G T E  Long 

D i s t a n c e  and  t h e y  w e r e  w e a r i n g  a name t a g  w i t . .  

a G T E  name o n  i t .  Is t h a t  c o r r e c t ?  

A. T h a t ' s  how t h e y  i n d i c a t e d  o n  t h i s  

s h e e t ,  y e s .  

Q .  L e t  m e  a s k  you  a b o u t  B a t e s  s t a m p e d  

p a g e  18919 t h r o u g h  18920. 

A .  919, you  s a i d ?  

Q. Y e s ,  919 t h r o u g h  20. 

A .  Okay . 
Q. Is t h i s  m o r e  backup  t o  y o u r  a u d i t  

c o n c e r n i n g  t h e  m y s t e r y  s h o p p e r s ?  

A .  I b e l i e v e  w h a t  w e ' r e  l o o k i n g  a t  h e r e  

i s  w e ' r e  l o o k i n g  a t  m y s t e r y  s h o p s  p e r f o r m e d  b y  

T H E  MAROTTE G R O U P ,  I N C .  
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another company. 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 reviewing the results of 

Wells Fargo's mystery shopper events? 

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 

other people were seeing, what the other 

company was seeing. It was just 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 wearing a name tag with a 

GTE name. Is that right? 

THE MAROTTE GROUP, INC. 



9 4  

10 

11 

. .  12 ::.::.J 
. .  

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

> 2 5  

A. Which number again? 

Q. 18919. 

A. Representative wearing name tag with 

company name. Yes. 

Q. By company name, it means GTE; does 

it not? 

A. I believe so, yes. 

Q. All right. Let's change topics a 

bit. 

A. Are we done with the mystery shopper 

stuff 7 

Q. Well, those documents. 

A. Okay. 

Q. And the next document I'm going to 

ask you about is Bates stamped 17819. 

A. 178191 

Q. Yes. Do you recognize that? 

A. I've seen it before, yes. I 

generally recognize it. 

Q. Is this one of the documents you 

reviewed as part of your audit? 

A. I know we looked at their training 

manuals, and that's where this looks like this 

comes from. Like I said, it does look 

familiar. 

T H E  MAROTTE GROUP, INC. 
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Q. And t h e i r  t r a i n i n g  m a n u a l  s ays  t h a t  

t h e y  m u s t  w e a r  c l e a n  a n d  a p p r o p r i a t e  G T E  s a l e s  

a s s o c i a t e  s h i r t ;  d o e s  i t  n o t ?  

A .  Y e s .  

Q. And t h e y  m u s t  a l w a y s  w e a r  a v i s i b l e  

G T E  I . D .  b a d g e .  Is t h a t  r i g h t ?  

A .  Y e s .  

Q. And t h o s e  a r e  t w o  t h i n g s  t h a t  y o u  

c h e c k e d  o n  y o u r  m y s t e r y  s h o p p e r  a n a l y s i s  t h a t  

y o u  d i d  a s  p a r t  o f  y o u r  a u d i t .  I s  t h a t  r i g h t ?  

A .  Y e s ,  w e  d i d .  

Q. And w e r e  y o u  t r y i n g  t o  s e e  w h e t h e r  

t h e y  w e r e  d o i n g  t h e  t h i n g s  t h a t  t h e i r  t r a i n i n g  

m a n u a l  s a y s  t h e y ' r e  s u p p o s e d  t o  d o ?  

A .  One o f  t h e  t e s t s ,  y e s .  

Q. And t h i s  i s  c o n f i r m e d  o n  B a t e s  

s t a m p e d  p a g e  178451 

D o  you  h a v e  t h a t  o n e ?  I t ' s  c o m i n g .  

A .  I n  p r o c e s s .  

Q. I s  t h i s  a g a i n  f r o m  t h e  t r a i n i n g  

m a n u a l  o f  -- I ' m  sorry. 

A .  B a s e d  on  t h e  f o o t e r ,  i t  a p p e a r s  so. 

I t  a p p e a r s  to b e  f r o m  t h e  same m a n u a l .  

Q .  T h i s  i s  t h e  S n y d e r  t r a i n i n g  m a n u a l ?  

A .  The t r a i n i n g  a n d  p e r f o r m a n c e  

T H E  MAROTTE G R O U P ,  I N C .  
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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? 

A. Yes. 

Snyder Direct Services, Inc., 

Consumer Field Markets, Training 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 mine, if you like. 

MR. WOFFORD: These must have gotten 

out of order. 

THE WITNESS: Well, we've got several 

pulls from different places; but I don't 

see it generally 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: ~ t ' s  a preliminary 

scope that the internal audit department 

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 we 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 7 

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

A. It is a letter from Chris Owens, who 

is the president of GTECC Consumer Markets to 

four individuals at GTECC related to business 

ethics/qompliance. 

9. Let me first ask you about Chris 

Owens who was then president of consumer 

markets. What does 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 for 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, f o r  that segment? 

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 four people this was 

sent to. Could you identify each of those four 

people and what their positions were with the 

company ? 

A. I'll 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 vice-president 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 

what his exact title was. I could find 

you'd like. 

Q. Well, it's not necessary right 

Who's the last person - -  
A. Ted - -  

Of 

t if 

now. 
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Q. 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. 

Q. And he was one of the people in 

charge of liaison with Snyder? 

A. Yes, that's how we had him listed. 

Q. Okay. And 'who's J. Havens? 

A. John Havens, again, I think he's in 

the sales organization. I doubt.know his exact 

title, but I recognize the .name. 

.Q e Why is this letter in your -- first 
your audit of all, is this letter in part of 

work papers? 

A. Yes, it was.. 

Q. Why is it there? 

A. It was planning materia s to give u 

an understanding of 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. 1'11 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 

not sure. 

Q. Do you know what the TKE would stand 

for? 

A. NO, I don't. 

Q. Can you read the rest of 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 

says. 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 remember, 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 know. 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 information for us. 

BY MR. BECK: 

Q. 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 turn 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 209071 

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 d o e s  t h i s  documen t  s t o p ,  a t  

w h a t  B a t e s  s t a m p e d  p a g e ?  

A .  I ' l l  j u s t  h a v e  t o  see  i f  t h e y  h a v e  

a n  i n d e x  u p  a t  t h e  f r o n t .  I show o n  20908 t h a t  

i t  h a s  14 i t e m s  l i s t e d  o n  t h e  t a b l e  o f  

c o n t e n t s ,  a n d  t h a t  w o u l d  t a k e  u s  a l l  t h e  w a y  u p  

t o  20958, w h i c h  w o u l d  b e  t h e  e n d ,  w h i c h  w o u l d  

b e  t h e  l a s t  e n d  t a b  i s  w h a t  i t  l o o k s  l i k e .  S O  

I w o u l d  a s s u m e  t h a t  t h a t  would  p r o b a b l y  b e ,  i f  

t h e  numbers  a r e  c o n c u r r e n t ,  t h a t  it wou ld  b e  -- 
I t h i n k  t h a t  w o u l d  b e  t h e  e n d  p o i n t .  

Q .  Okay. A l l  r i g h t .  And t h i s  i s  p a r t  

o f  y o u r  a u d i t  b a c k u p  b e c a u s e  i t ' s  s o m e t h i n g  you  

u s e d  a s  p a r t  o f  t h e  a u d i t  or a t  l e a s t  r e v i e w e d ?  

A .  I t  i s .  When w e ' r e  o r i g i n a l l y  d o i n g  

t h e  p l a n n i n g  f o r  t h e  a u d i t ,  you  know, o n e  of  

t h e  t h i n g s  w e  a l w a y s  r e q u e s t  i s  w e  a s k  f o r  

p o l i c i e s  a n d  p r o c e d u r e s  o f  w h a t  a r e  you  

s u p p o s e d  t o  b e  d o i n g .  And t h i s  i s ,  f o r  S n y d e r ,  

o n e  o f  t h e  b a c k u p  m a t e r i a l s  t h a t  w e  o b t a i n e d .  

Q. L e t  m e  a s k  you  a b o u t  B a t e s  s t a m p e d  

p a g e  209147 

A .  Y e s .  

Q .  T h i s  p a g e  c o v e r s  t h e i r  p o l i c y  w i t h  

r e s p e c t  t o  r e p r e s e n t a t i o n ,  i s  t h a t  r i g h t ,  t h e i r  

T H E  M A R O T T E  G R O U P ,  I N C .  
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representation policy? 

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: Enforce 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 

off ices. 

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. W O F F O R D :  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. It'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. How about shirts or advertisements, 

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 it. 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. Go right ahead. 

(A recess was taken at this time.) 

MR. WOFFORD: Back on the record. 

EXAM1 NATI ON 

BY MR. WOFFORD: 

Q. Mr. Weaver, I have a few questions. 

I want to try and clarify some of your earlier 

testimony. 
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Can you l o o k  at the document that 

that's been labeled 18536, please? 

A. Yes. 

Q. The first line of that document 

underneath the heading talks about the number 

of complaints on hand at GTECC sent t o  Snyder 

o n  March.10, 1998, doesn't it? 

A. Yes. 

Q. Does that document say anything about 

t h e  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 t o  you affirmatively that any number 

of complaints were received by GTECC on a 

particular day? 

A. It says it'was sent t o  Snyder o n  

3/10/98. It doesn't show how many, if that was 

from previous days or not. It just shows that 

t h e y  sent 28 documents -- or 28 complaints. 
I'm sorry. 

Q. And there's a little asterisk next to 

that legend, right? 

A. Yes. 
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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 ( 2 8  on 3/28) 

was traced to Snyder's log. 

Q. And that language you'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. W O F F O R D :  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 
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if this was all from 3/10 or if it 

3/9, 3/8, 3/7, other dates. 

Q. Well, if you were sending 

worth of complaints, would you call 

day's worth? 

ncluded 

a week's 

them a 

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 

designate the testimony as confidential. 

(Thereupon, the deposition was 

adjourned at 1:35 p.m.) 
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E R R A T A  S H E E T  

P u r s u a n t  t o  R u l e  3 0 ( 7 ) ( e )  of  t h e  F e d e r a l  

R u l e s  o f  C i v i l  P r o c e d u r e  a n d / o r  G e o r g i a  Code  

A n n o t a t e d  8 1 A - l 3 0 ( B ) ( 6 ) ( e ) ,  a n y  c h a n g e s  i n  form 

o r  s u b s t a n c e  w h i c h  y o u  d e s i r e  t o  make t o  y o u r  

d e p o s i t i o n  t e s t i m o n y  s h a l l  b e  e n t e r e d  upon  t h e  

d e p o s i t i o n  w i t h  a s t a t e m e n t  o f  t h e  r e a s o n s  

g i v e n  f o r  m a k i n g  t h e m .  

To a s s i s t  y o u  i n  making  a n y  s u c h  

c o r r e c t i o n s ,  p l e a s e  u s e  t h e  f o r m  b e l o w .  I f  

s u p p l e m e n t a l  o r  a d d i t i o n a l  p a g e s  a r e  n e c e s s a r y ,  

p l e a s e  f u r n i s h  s a m e  a n d  a t t a c h  t h e m  t o  t h i s  

e r r a t a  s h e e t .  

- - -  
I ,  t h e  u n d e r s i g n e d ,  WAYNE W E A V E R ,  do  

h e r e b y  c e r t i f y  t h a t  I h a v e  r e a d  t h e  f o r e g o i n g  

d e p o s i t i o n ,  a n d  t h a t  t o  t h e  b e s t  o f  m y  

k n o w l e d g e ,  s a i d  d e p o s i t i o n  i s  t r u e  a n d  a c c u r a t e  

( w i t h  t h e  e x c e p t i o n  o f  t h e  f o l l o w i n g  

c o r r e c t i o n s  l i s t e d  b e l o w ) .  
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C E R T I F I C A T E  

STATE OF GEORGIA: 

COUNTY OF FULTON: 

I hereby certify that the foregoing 

deposition was reported, as stated in the 

caption, and that the questions 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. 
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111 Yest )(adlsan Street, Rwn 812 

u 
11 on behalf of m: 

13 Nston b Bird, I U  
14 One Atlantlc C6ntar 
15 1281 Yes1 Peghtree Street 
16 Allants. Gmmla 38389-3424 
I? IWI 881-1888 IIelePhonel 
18 
I8 

21 c. LEE pDwHAI(. m m  

P Es40 gunsd oill Bolllevapd 
24 IalIMBIuBB, Plorlaa 32399-8863 
25 IBSBI 4cl+227 IIelePhDnel 

12 n. RUSS~LL UOPPORO. JR., ESPU~RE 

on behalf of P I W I ~ ~  miic service 
28 UIMISBIOIL: 

P DlVlSlM Of -1 SBlYlCBs 

1 I N D E X  
2 
3 
4 YnyESs: UAWUEUWI 
5 
6 

7 exNmArrrm 
8 Bym.BecK 
9 BYm.wpppRD 

u Bym.BBcK 
11 
l2 
13 
14 
15 
16 
17 
18 
19 
28 
21 
22 
P 
24 
25 

B X H I E I I S  
(Hone wera narked. I 

. 

3 

P&? 
5 

la7 
189 

I 
2 
3 
4 
5 
6 

7 
8 

9 
u 
11 
12 
13 
14 
15 
16 
17 
1B 
19 
a 
21 
P 
P 
24 
25 

4 

P R O C E E D I N B S  
Ihwurmn. 

hevlra been first auiu sworn. uas e m l n e d  ana 
t e s t l f l ed  = follows: 

mDuIrrm 

Y A W  WAVW. 

By m. m: 
P. HI. omd ~ I M .  nu nins IS charlle 

Beck. end I'n Ulth the Offlce of publlc 
U I ~ l .  

could YOU PI~BSS state YOLU- n m 7  
A. nu nam 18 Yamne Yeaver. 

A. By V a r l m n  cMNnlca1Ion.s. fornallu 
P. BU WhM EIV UW WloYBdl 

Gm . 
MI. UOFPORO: Charlla. I ShDuld haw 

llsntloned th l s  before. but cm ue 
that ObJeCtlos  to the - a l l  Oblectlons 
EXCWt t h w  t o  the PWn o f  the W t l o n  
am-? 

m.BECK: Su-U. 
m u m :  sorru. 

By m. BECK: 
9.. Uhat le YoLU- wsltlon Wlth Varlmn? 
A. 1.n a mwar in the internal a i t  



. ’ . ,:I . .  . 

! 

I 6 0 P a r t m t .  
2 a. Hou low DaM You held that m l t l M 7  
3 A. 1% m a mmer fop about 1[1 
4 UdltheWJ. 
5 a. mat  Poeltlcm dld You Mld befOra 
6 thet7 
7 A. SeniOraudltcf. 
E a. HOU la have you wked fcf Verlmn7 
9 A. XxUt f O I X Y B B r B .  

18 a. 00 You Mld BNI ProfesaloMl 
11 dmlmIatlOns? 
12 A. I haw a me8ter.e dearen. but m WA. 
w CUopanyOf thOse .  
14 a. A naSter.s dwrm In  buslneas OT 

15 aXOMtlw7 
16 A. 11.8 In ECOUltIM Vlth. I rmanS 
17 You’d call I t ,  e n l m  In I n t m I  a v l l t l m .  
18 a. Have YOU been in Internal a v l l t w  for 
19 
28 A. Yes. 
21 a. Uhst d ld  YW do before that7 
P A. I urn an I n t e m a l  aLKlitop Vlth 
P YetloMB2nk. 
24 a. MoUt MU IOM dld YOU do that7 
25 A. Tun and a half uem.  

the M t l r e  foW Ye- YW’W been at VWlZOll7 

- QM 6 

6 

1 a. Uhen did WU m n I M  Your naStBr.8 
E &ar=337 
3 A. ln ’94. 
4 a. 
5 the dccunent that mlna et btes st- page 
6 17456 and endim at 17462. 
7 A. IhlWxh 174627 
8 a. yes. 

I’d 1118 to eer YOU to  take a l m k  at 

9 A. OK=. 

UI a. Do You m m i ~  that d o c m t 7  
11 A. Yes. I do. 
l2 n. could YOU Just br1efIY describe what 
13 the docMent 137 

14 A. It i s  a Ingal m that w draf ted t o  
15 IhollirS Parker who urn the %LsocIete general 
IE counsel at the tlnn m a t e d  to the snuder 
17 D l m t  SBNIcrn SBIVIce avl l t  rnvleu that  w 
LE w f n n x l b e X i n 1 B s B .  
19 a. Ooes t h i s  d c c m t  sLcmnr118 the  
28 imulte of the Internal d l t  that YOU 

21 conbuted? 

23 a. mat urn VMI’ rule I n  that audltf 
24 A. I urn the I& illdltop. the ln-caarne 

P A. Y r n .  

25 audltop On that JOB. 

1 
2 
3 
4 
5 
6 

7 
E 
9 

10 
11 
12 
13 
14 
15 . 16 
17 
18 
19 
28 
El 
P 
P 
24 
25 

a. 

A. Y e s .  

A. Andreu Ilnbnrlake. Yanlre Lalara. 

m unm: It’s Y-a-n-i-r-a 

b t*e  sea. slflin uorth. I belleva 

Did YOU heva a nrnber of people 
wklw fop YOU In that  m l t l o n 7  

P. Imo urn W k l M  fop YW7 

m. YDPPDRO: Spa11 that. 

L-a-J-a-r-a. 

that urn i t .  
By m. BEM: 

o t m  u m .  uhat c ~ s e a  tn1e awlt to occ~a-7 
A. ~hsre uare - i t  s tar tad ui th  a 

regusat fnm ow m l a t m  1wa1 departnant. 

a. Hw did th l e  audlt CDnr about; In 

I belleva tha ramrtst C m  tnrOmh K- Snlth. 
a. mat YB(I therequast7 
A. Ihe IWlimt brnlcallu urn Ue’W been 

g a t t l w  a n m b w  of comlalnts  related t o  

uantea us to do 80118 Bddltlonal Inwtisat ions.  
different e l m  flWn VBPIOLE SOLIPCBS. and them 

a. Karen  911th Is a lawer7 
A. She*s In ow rermlatwu d e p a r t m t .  

She urn an AW. I belleve. of om reoulatorn 
af fa l re .  I’n M t  sura what h e r  exact t l t l s  urn 

- P M  E 

8 

I et that min t  in the. 
2 a. uen i t  the s~arninu that had been 

4 led to tha audit then7 
5 A. 441der urn one o f  the focal pohte .  
6 but Ye had other te lenarket lw asencles that 
7 uare dolM -- op Yare 88111~  low dietawe for 
8 us. Snuder Yes Jus t  ona of then,  urn one of 
9 the b1Sle.r ones. 
10 a. uare the o t m  audited at the e m  
11 t l m  that W d e r  urn audited? 
l2 A. Yo. 
13 9. Ih le  audlt urn Just foclBaI on S u r d s  
14 and It’s rnlatlonshlp t o  Verlmn. Is that 

16 A. Yes. 
17 a. On pwe 17456. t h a n  are SIX bullets  
18 about halfvw dovn. Il ewei The DMm of the 
19 revlev. 
28 
21 
P 
23 dld7 
24 A. OLaY. IM sa les  order  mesal^. 

3 ocCWIM Vlth the GS9 Of SlllldW People that 

15 C O r r e C t 7  

Could YW brIeflY d e W l b e  uhat e& 
Of tMa0 S I X  bul le t s  am and d8xrIbe  how that 
Yes - M U  that Y e a  Part o f  the rnvleu that wu 

25 baslcallY VMt YE Ware 10OklM at tbW0 VBS 



.. . 

j 
1 fmn the paint unen mtm contact uas nada 
2 thmuph the w l n t  uhan SWar W e d  the order 
3 off to 6Ie or Ita af r l l l a ted ,  yhoew that 
4 vwid be: that uea the nain w l n t  there. Md 
5 uhat ue uera dolw ulth thme custoner WQers. 

6 . w uere lmklng fop key a t t r l w t a a .  Us uere 
7 ionking for vhether the pmpar docmtentallon 
n vas nalntalned on flle bu Snyder. Ua uere aka 
a imking a t  cer ta ln  dates es vel1 B f e r  as hou 

ordern -- uhen dld thsu start. uhen t h e Y  did 
11 leave Snyder. uhen dld thsu 1- dlffarant 
12 places. ua u r n  dolm a t ine  11110 M these ea 
13 Ve11. 
14 me next OM UBB the sales 
is comemation p ~ a n s .  Ye uanted t o  take a him 
16 
17 
18 
13 to Slen C L B t O r n .  

21 c m l a l n t  r%lolutlon expIra!ntIon reportlng . 

law1 OVBIvlau of the sal= conP plans t o  nak~ 
a m  that  t h e r e  UaS nothing In the Sal= Corn 
PIWS that  UFS mauu m m t i n g  the a a k s m p l a  

28 Ihe next OM UBB the W l l t U  CMtml 

22 PmessEa. Ihat Ua8 M ths back and Of t h e w  
23 d e r  PrOCBBSIM. Uhat CMtmls dld theU haw 
24 
25 a c c m u .  Did they haw anu &art of folloY-up 

In PIES t o  wm order mli tu ,  

1 
2 
3 
4 
S 
6 
7 
E 
9 

la 
11 
12 
13 
14 
15 
16 
17 
10 

19 
28 

21 
22 
23 
24 
a 

p m ~ ~ 8 8 8  In  PIBEB? 

sinnatures on BUthorlatloM to cham  OM 
dletance cowanlm vera authentlc7 

m-a I Mderstand the qLmtlon. 

authOrlzatlOM t o  ehwDe IOM dlstanca COwW, 

uhather those almtwea uere BCtual lY the 

a. Ywld that include uhathar the 

A. Y e r e  thau authentlcatlng -- I’n Mt 

a. Yell. uhether the a l m a t w w  on 

DBPSOM who theu cla1IIBa to be? 

the l r  departmnt uas there to do. I t h l m  thau 
uem Juat there t o  naka s m  that them yes a 
valid slnnatunt. YB. But I don*t knou I f  theu 
v m  lonklng at I t  t o  sea i f  I t  ues that 
rmiwn’s actua1 s i m t m .  

Is that u r n  YOU U(M wing u l t h  
that 9~85t lon?  

a. Yea. Letma t a u  Plalnlu about I t .  
Y e r e  they lntsraated In  vhethsr sone of the 
alnnatures on thme fo rm uere fol‘oerIm7 

A. I don’t -- I don’t thlm that.8 uhat 

A. Yea. thwuere. 
a. nkau. uas that part of that revleu 

OF Boris O t h e r  Pfr t  Of the revleu ubere YOU 
~wed at that?  

1 
2 

3 
4 
5 
0 

7 
E 
9 

10 
11 
12 
13 
14 
15 
16 
17 
1E 
19 
28 
21 
22 
P 
24 
25 

A. yheps w IoOLsd at that uas nalnlu in 
the  salea m e r  pmeselng.  ye uantad t o  naka 
m, i f  It vas a aimed d e l l y ~ ~  OF I f  It Yes 
a telephone call,  that tlmu W a thlrd-PWtU 
w i f i w .  

a. u) ahead. Plaass. 
A. :he perfo~naa~, nonitorha and 

neasmnmt. mls ues rea l ly  Internal mtrics. 
HOU rn ordain dld thau brinp in7 Hov long 
dld I t  taka t o  gather those IlarXet orders7 
yblcn mmts  thau unre conlnp rmn? Dlffernnt 
reporting atend& that snuder vas SUPPUW t o  
report to  118 as G I ~ .  m. unataw. 

here ues for bunan r%lotmea). Ye uanted t o  
MKe a m  that -- one of the blg Concerns that 
vas rated bu ow m l a t o r u  dwertnent was If  
901180118, a S a m  s98aclate. on the Snyder s lda  
uas camht .  that I ?  theu hed fomed a 
cust0nBT.e elrmatmn or nade M a f ic t l t ioua  

pBsollpcm stanmint? uere theu uere f~red. 
baslcaIIu7 Yhat dleclPllnaru actlon urn taken7 
Ye uanted t o  nake a m  that that  vas actuallu 
0ccurrIng and ua f e l t  vas Justifled, sa t l s f led  

Iralnlrar, Uhat ue uanted t o  Imk et 

CLBtonar, hoU u r n  th0U dealt ul th  flwl 8 h W  

12 

1 118. 

2 
3 vanted to  nake aunt that In t h e l r  tralnlng 
4 M t w l a l a  theu uere trained on uhat the 
5 reBulatloNl vere. Uhat yere gmd athlcal  88188 

7 the training natarlala. 
E k d  the last ona ues l w l c a l  aunten 
3 BBEWItU, Uhlch t h l s  i s  klnd of a catchall 
u cateaoi-u to 1mk at the i r  wstm and hou 
11 I n f m t l o n  floued f m n  uhen i t  cwm In the 
12 don- mtl l  when I t  l e n  the  dmr .  

Ihe tralning end busln888 BthlCS ue 

6 DrBEtiCB end Vas that COV-. baslcallu. In 

13 a. Ih l s  lettar 15 Slmed bU llark R. 
14 W t h 7  
15 A. Yes. 

17 A. At the tlm he ves the waasmnt 
la m e r  M the Job. and ha Vas a1W acting as 
19 d l m t o r  for -- ue had a d l m t o r  that had Just 
20 Iaft. and he vas about to assum that m l t l o n .  
21 So he vas dual rule5 on t h e l r  audlt. 
22 a. UsS he the PBIBOn that  You reported 
23 107 
24 A. Yes. 
25 0. HOUdld hla ~ m l b l l l t l e a  comere 

16 a. ybo I S  he? 
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I and cuntrst to u r n  in tha axl l t7  
2 A. Iimlcallu a -E? M tha Job I l S  
3 l p p ~  hlm level roll) OD an audit. Iha 
4 In-zhana of tha @ I t  Is tbera in the fleld.  
s msy ere &IM a l l  of tha Wrr. md thew ere 
8 -IaIw the  o thw staff nsMBps alow ulth 
7 PWfODIIM the teat. 
0 0. W that l a t t e r  mPgt UaS UOlP Job7 
9 A. Yea. COlTW2t. 

lLl a. Old YW help draft Ihla letter7 
11 A. I Prlwllu vmte the letter. Yea.  
Ir? a. So Ip-. 911th mVleWBd the I E t t E ?  and 
13 
14 It? 
15 A. Ye -- I vmtn tha wlulnal draft of 
I8 tha latter. He dld naka nom changsi md ue 
17 dld dl.cuu) em and a l l  changea b e f m  ha 
10 8luned I t .  Yea. 
19 a. Yere there MU neetlws ulth Ip-. 
20 
21 dIBcussBd7 
22 A. Yea. 
23 a. Could YOU d w l b e  What tho98 
24 m t l M e  uere7 
2s A. IhB Wtlw Uas ua P m t a d  the 

 de MU c n s ~ e a  ha nhht lla~s and then eimnad 

Parker that  uw knnu of where this letter u s  

1 
2 
3 
4 
5 
6 
7 
0 
8 
la 
11 
l2 
13 
14 
15 
16 
17 
1B 
19 
28 
21 
22 
23 
24 
2s 

14 

results of tha rindinan that were contained in 
t h i s  resort. 

a. mho urn P m t  at that neetlw? 
A. The OM m t l w  that 1% racalllw 

u s  Msalf. W k  Snlth a d  Ion Parker. 
a. U s  i t  after th l s  l e t t e r  was a t  to  

hln or at the 8gl) tlm It was delivBTad? 
A. mhan VB delivered the hard COPY. 
a. uere there wy other ~OIIOU-UP 

m t l m  Other than that O M  u l t h  Ip-. Parker7 
A. Not ulth 16. Pu#.er. 
a. M E N .  uere there ~OIIOU-UP neetiws 

ulth eareone e b 7  
A. There uere nmtlws Ulth -- once ue 

had the neetlllll Ulth Ion Parker, t h e m  U r n  no 
MP(I neetlnan aftw that .  Ya put that -- 
bmlcallw k8se o f  the attnrnaw-Cllent 
prIvI1eaa et that Wlnt In tlm that ue yere 
tnder. ua l e f t  it mdar hla m t m l  and ha u s  
taKlw I t  frpn there. 

a. Dld YW evBp - subsesuent t o  the 
W t l M  Wlth fP. Parlep. dld YOU dlsclEu or 
PPBSBnt the results Of UMT a w l t  t o  MU other 
PBPBOM at 'am 

A. Ye M - 00. 

1 a. Old you -- after the  audlt dld YOU 

2 
3 A. Yea. ue had d18cu881OM ulth other 
4 e.xBcutlvBs. 

5 a. Cwld YOU nam UM thau were and uhan 
6 tho98 dlSClEulOnS Oceyred? 
7 A, Ihere was OM m t l w  that I W a s  

8 
9 

10 

11 
12 
13 a. ~e uaa the VlCB-PF88Idant of flnanca 
14 at GIecC? 
15 A. Yes. 
16 a. Anduhatuas- 
17 A. I beiiaw tnat u s  hla t i t le.  
18 a. uhat ua tha s c o ~  of the dlBcuMlon 

20 A. Ihls was a mtlw that  wa had a 
21 Part o f  our twlcal annual Pl8IUlllU Cucle. and 
22 
23 pmbablu In mvenbep. Deeenter o f  '98, that 
24 tlmfram. 
25 a. mhan YOU am part of tha t w l c a l  

dlscugs uhat wu found ulth OtnerS7 

lnvolvad ulth; and tbat 1123 mIaelf. llark Snlth 
and Gmme Uleakopf. and I'n M t  SWn Of the 
last nans. but I thlnk I t %  Y-I-E-S-K-O-P-F. 
He was tha vlce-Prasidant of f'lnanca at the 
tlm and w nain Wint of mtxt at GIEtc. 

19 that YOU had Ulth hln7 

It vas a fol1ow-w for - I eLw.9 I t  vas 

7 - PAGe 16 

16 

1 
2 
3 
4 
5 
6 
7 
0 
9 

u 
11 
12 
13 
14 
15 
16 
Y 
10 
19 
28 
21 
22 
23 
24 
z5 

annual Dlmiw cwcle. uhat doas that !wan7 
A. Ihrolghout Iha U r n  ue ham -- ow 

audlt dePartlWt d m  a rlsk-bmed audit 
aPProaCn unere ua speak with the buBinBss mlts 
and Say what ara UOW rIsLIer b-. IheSe are 
tha d l f f m t  audlt SBgnMtS that  Ye uant t o  so 
do. tha d l f f m t  @Ita that  we want t o  DO do. 

Ye Pr098llt that Plan t o  then. and wa dlsCusS 
what theu uant t o  include OF what thaw want to 
thrav out. hnd one of the Itens that ve 6ld 

this tlm mane was what. If any, work we were 
aolw to be dolw m l a t i w  t o  SNlder DIrect 
SerViCBs. 

talk about In t h a  Pl8lUllM W0tlMS dWlM 

a. AM uhat wm concluded about that7 
A. A t  that W t l n D  It vas Put basicallu 

on hold. Uas the COnClWlon of any fmther  
fOllOUW work at SNlder YBS Put On hold. 

a. uhuuas that7 
A. Ihe naln mson Is om mlatlonshlp 

With W d W  Vas ChaMlM and Ye dldn't -- at 
that  Wlnt In t l m .  no one kneu If  ua uere 

Wder main. AM we WOuId have done nnmthlw 
in about a u w .  or n o m t h m  I I R ~  that. m n  

n O l M  t o  evBn be able to DO back In and mVleU 
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I thetlm. 
2 9. WE YOV fBnl11W Ulth Sre l ~ I M l l E 4  
3 
4 A. I Lnar that I t  hRPPenea. Y B .  

5 a. Yaa WIC m1Iw ui th  Hr. YlBkOPf 
6 
7 A. I’n not nun. I don’t knou a p t l u  
E 
9 9. Yere thers Blly Other FOllOU-U-UPS t0 

u 

Snyder ultb resr.SCt lo  fmt %ales In PIoTida7 

befwa or after that a w l ?  

uhen fool d e s  Bnded ul th  Snyder. 

t h l e  MI1 othsr than the Bud11 itself and t h l e  

I1 M l l M  Ulth m. YlWkOPf)  
12 A. Ihars Urn BI O f f a h m t  O f  tha Wdlt 

13 that’s mntloned In the remt. I MlavB.  
14 related t o  KYI flnanclal. 
15 9. Oeerriba the17 
16 A. ma KYI audlt w a s  -- t h e r e  uem 
17 WIIcenls raIM dU-IM the Snyder Bud11 that  
I E  OM- U B n  nO1M I O  MI. thau O S l l l M  

IS etwk k I M  Of In Uhal yes called the b l e k  hole 
20 at tha LIm, Md t hey  uere wt satllnn 
21 Processed for 38. 68. 90 dayB. IhBn U B n  a 
22 lot of pruce38IM d a l w .  W thM theu uould 
P 
24 set klcked out. wuld set messed.‘ Sa 
25 them uarn W I I ~ ~  that  IPXI yes hold lw w 

shou w at m and for WIU manna thau’d 

1 
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6 
7 
8 
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12 
13 
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19 
28 
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23 
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25 

1hR PmCM.9. 
a. B ~ I a n a c r u n u n 7  
A. Yes. I t  la. 
9. mat dDss It stand for7 
A. I ~BIIRVE 11% m l c a n  Pinanclal 

a. h a  1% ~t - h w  uem ordere 

A. 

Watuork. Tnc. 

sattlw held w In MI7 
Ibt b a s k  la!d8mtmdlM Of the PIKCe59 

P l O Y  W a s  Snwar wuld take tha l r  OMW, P a  
than a1eclmnica11u to KYI uho would PTOCB~ a 
wmnt of t hma  wders for Snuder. or actrsllu 
for OIE. taka those ordm and c m e  than in to  
-- Qat then Into OU- auatem, into tha ore 
auateea. sa theu uere a nlddla nan. baslcallu. 
betuaan sluder and oInna1vBs. 

latter. which l a  Paaa 5 of the la t te r7  
9. Could YOU turn to paae 17468 of the 

A. Yes .  
a. one of tha recomaations that YOU 

nede es Part of t h l a  audlt Ues t o  Institute 
thlrd-ParlU WIfICatlM for Snyder OMm 85 

ues alrsadv talw dons In Plwlda -- or In 
Ca l lFmla .  Ts that -17 

A. Ihat Uas One Of OV paromendations. 

- P W  19 

19 

1 Yes.  
2 a. Cwld YOU d w r l b e  the b B l 8  fW that 
3 recOmendallOn7 
4 A. yhen ua dld the 1 ~ t l M  In 
5 
6 
7 
E nlmr  that In other realons. 
9 9. HOU dld the -1 O f  SIWAIM that  

C a l l f m l a .  ue falt  that the Im p-. hou 
then had It uorklw at that mint In tlm W e s  a 
best p r e t l c e :  and wa falt that 1hnU should 

u vas SOIM M I n  Cal l fwnla  cmam t o  other 
11 eraas7 
12 A. I don’t recall tha actual s ta t le t lce .  
13 but nu n-I feallnn le that It ues louer. 
14 I’d haw t o  w bacu do that w l n t  In tlm t o  
15 888 uhat thn ectual etatletlca v1vB. 

16 a. Let m direct now attantlon to  mdnr 
11 the 1.1191 bullet  on Paaa 17460. 
18 A. M-hUh. 
19 a. Ihia eaua: Ma recolyyuld that Snyder 
28 
21 Bales based on a cost maflt  8n81uaIe. M You 
P 888 tha t7  
23 A. YeS. 

b i n  UBIM th la  proce38 to w l h l  all  Fleld 

24 a. uhat cost ben~fit analusla u w  YOU 

25 refarrlw to  In YOU- latter? 

28 

1 A. Iha bBIC cost l o  lnPl0Mlt the 
2 raconmndatlOn. uhat uouid 11 taka to -- I 
3 belleve. at the tlm uhat theu uere actuallu 
4 dolw with tha l r  Fleld Bales ram. UhBn thau 
5 had. I beliava. SBWaI call phones that  tha  
6 Field 88188 UOUld take Ulth then. IhaY Would 
7 call  a third-Partn verifier. Ihe  thlrd-parts 
E W I f I I y .  1hRY UOUld hand the C a l l  Phone O W  

9 t o  the CUStMBP. and tha C U S t O W  UOUld talk t o  
18 the thlrd-pWtY Verlfler Where YOU UOUld record 
11 the call. Nou. u0u.d haw the call  Phones. the 
12 Isam, a l l  tnma kinds of t h i w e  that would sa 
13 slow u l th  that.  Ihere uould also be tha 
14 t r a l n l w  and tha BMltional Paperuork. sa 
15 these a!X the C o s t s  that em ralated t o  
16 Imlamn11M that  sort of r a c o m & a l l o n .  
17 a. And that  p r o c w  w a a  onlu balw 
10 nnamed In in Callfornla for  Snyder sales. TS 
19 that rlaht7 
28 A. Yes. 
21 a. Haw YOU seen any malusee that 
P datninlna uhat the cost of that prcce38’ues? 
P A. Ilo. 
24 a. YOU uem recomains -- uere YOU 

25 I ~ I C O ~ ~ M .  tm. that amh  a cost benaflt 
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- PAGE 23 
P 

1 a. ma one of the trims YOU aiBcoyBpBd 
2 
3 pmiw cmtomr  s~pnatllree: IS that rlmh17 

I a0n.t t h m  that w mIIchded that 4 
5 thew u r n  fmed alnnatllree. I don’t rnmnbe€ 

7 s t r m t n .  I know that we had nom Iottrn of 
8 -1 tha t  we were concerned - us had 
9 asf lnl te  concarm about that ues tha nsns 

10 r l g h t ,  urn the nens WmM. urn I t  a OFwaa’S 

11 nane or t h l w  of that mturn. Vhlch I th lm 
12 YOU could 888 In the tmllnp. EUI I don’t 
13 recall I t  U B ~  colnlna the tern ‘fmed 
14 alnnatlaes.’ 
15 a. Old YOU euswt that them were 
16 slgnaturas on -- lettar3 of SlRMrlZatatlM U r n  

13 ~ I M  forded? 
I E  A. I(y mranna1 S ~ P I C I M B  v a n  PinbablU 
19 Yea.  
28 a. m UOU*TB SWIM YOU didn’t teat t o  
21 ann i f  that urn tm7 

P 
24 John om. Ye did  not have anu uw of 
zs aeterntnim wlthout contectlrm the customr I f  

In you- &It u?m the1 Snum enPlweea were 

A. 

6 dravlM 111058 COnClLSIOM, Ml 10 that 

P A. Ye teated 10 BBB I f  there Y e r e  -- If 
a custoner said ~nnn ooe. urn tne alpnature 

- - PAGE 24 

24 

1 John Dse signs h l s  nane ulth a blg J or a 
2 l l t t l a  J .  Ya cou1dn’t t e l l  ax&tlu If that 
3 slgnatura was nr. John tw’a  slpnalure or not. 
4 us Just knew that there  ues a slpnatum on that 
5 piece of paper. That’s a l l  we c w i a  asternine 
6 because we u f v ~  not alloued to contact tha 
7 c u s t o w  a i w t i u  e ~ u t  thelr  order. Ye had t o  
E ~ m k  at historical  Infomatlon. 
9 a. so YOU suspected that thera were 
i~ ~orsariea miw nnmed In bu mvaer. but YOU 

11 dldn’t check t o  588 I f  th058 algnatlaes W e r e  
12 BUthmtlc On aulhorI~at lom7 
13 A. I don’t knou hou we could haw. 
14 a. HOW would YOU deternlna -- or ala YOU 

15 
16 
17 ptnrmrted t o  be7 
18 A. Ylthoul cml8slirm the custoner. I 

28 be able to BUthantlcata that sinnatma M~SBS 

21 

P UA. 1hat.a the only uw that I could haw 
24 ae tmined .  YOU m u .  with r n w n a b l s  esmanca 

tru to daternine mathar the slpnatlaes u r n  
BctuallY that Of tha m n  U h m  SlgnatIRW It 

13 dM.1 think - I C B M O l  thlnk Of WW UB UOUld 

we ask tha c u s t o w  to  sign a piece of paper i n  
P om PrEsanca end then Ye COnPBrBd that to the 

25 that these tu0 SIgnIBtllree Patched: E M  we dld 
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not hava the nbilltu t o  mo back t o  the 
ClratOnBPB. 

pm-t of the audit deternine uhather sipnatuw 
w o n  autnantic on letters or evtturriratim? 

that  thnu w a n  mwd slrplatLa=. urn. 

P. olay. Sa did Uw op dld UW lYlt S 

A. 

a. 

Io the extant POgeibln we naln sum 

mat urn OM of the i t f m  YOU tested 
for. than? 

slmatm on the form. urn. 

in senant Ics or not. 

A. Us trnted uhnther there !la9 a 

a. 1.n not s m  we.re wnttlnu carsht UP 

hR. YOPPDRO: I thlnk YOU tu0 ipB 
talking Prnt nech other. 

IHB u m m s :  ~(aube I can tru t o  
exulain a l ltt le blt. Ye LM W ~ M  a 
hlstwical docwant md that t h i s  
trmsaxlon OCCW at a distant lccation 
and i t  hm been f O T u W d e d  Ron a f in ld  
sal- UP thmumh the rank8 and i t  is 
-- we han wt n pMtoatatic COPY of It 
slttlw in m n t  of us rimht nou when 
w*rn aoing ow trntina. 

And uhat w can WifU at t h i s  mint 

1 
E 
3 
4 
5 
6 
7 
8 
9 
iB 
11 

l 2  
13 
14 
15 
16 
17 
18 
19 
28 
El 
P 
23 
24 
25 

in tim i n  we can w i m  on that sale 
ordnr. ue can w i f  It naus John Ooe and 
than us can see I f  John Ooe actmllu 
signed I t .  un sea If hn nmlled out h l 3  
nam. 

and sauinu can YOU send m e faxed MW of 
UOUT s i u n a t m  or can YOU cnm aovn wd 
s i m  a piecn of PBPBT fw m so tha t  I can 
actuallu cowam It t o  t h i s  h i s tor ica l  
slgnatm, thnrn.8 no w a u  that I can 
authenticate that siimatm bu the 
definit ion tnat I think that uou*m ~ N I M  
to net at. Inere urn no uau for LE t o  an 

But WitMut Contacting that CLEtOner 

&Ut dOlM that. 
I m a .  w ha one -- ann. ue M 

rmtrict iw m n  M t h  OUT side and m n  

bou. nininizn c w t m  contact at all 
Cwte klnd of thlM6. And then there unrn 
also rmtrictiw fPm. wu mu. ow s i d e  

tha SlUdW SldE tha t  U L M  S a Y l M  that. YOU 

that w needed to met thln done u i th in  a 
v w  amrl mlM of tlm m wall. 

so wlth a11 of thoan cnnsti-alnts. wn 
dld Uhst w could do. For those it- 
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that wn dld haw m UUUm. thoW U L M  

pMtanled on to both Snuder ma t o  om 
rwulatoru a f h l r e  PBOPIB. And tha 
lntantlons uwn for then t o  mo abed md 
follou UP on.anu of tha (31185 that We hM 
rmastlons or C M C ~  about. 

NOU. i f  theu summmtlu contacted 
C l r a t o m  and thew W a n  asLIM for 
lndemdnnt vwlf lca t lon  of the l r  
s lmatum bu having tha custow a i m  
another piece of PBPBT. I don’t know. 

9. o m .  m uow rmpo11s~ YOU mntioned 
BY m. m: 

that you vern on VBN tight tim cmtralnte. I 
bnlleve. in Cowletlng th i s  awlit? . 

A. Yes. 
P. 

A. Y e .  

P. 

Urn there a w d l n g  bUSlneS9 d e C l S l M  

that m i r e d  t h w e  t i an t  tim c o ~ t r a l n t s ’ l  

mat vas the m d i W  bUSln899 
deflsion? 

A. I th lnk  the MntinUiM reIatio118hiP 
with snudw. Yhnt OUT relationship WBB a o i ~  
to be ui tn  snvder urn the declslon. 

P. Does that Whether YOU W L M  001IU 

28 

1 to fire thnn or not. in Plain l w a s n ?  
2 A. I believe 30, urn. 
3 9. And the hlaher-UPS. the PBOPle WM 
4 causad th1S awlit t o  h a P w .  Wanted the awlit 
5 w 1 t s  80 thnu could mkn that dn tmlna t ion .  
6 IS that r i m ?  
7 A. Ihnt urn one of the P iefm of thew 
E -- una. 
8 P. Ca YOU LnoW Uho urn rmwnsibln for 
IB 
11 

13 comicat lona  c a m .  GIm e x ~ ~ u t l w .  Ihat 
14 uould haw been Wrae Yle5K0PfI 89 I mntionnd 
is befom. I belinw -- 1.n ti-ulng t o  think uno 
16 
17 BUtCh 6 i m e r  UM urn the oren: p r m i m t  at 
18 that Wint  in tim. Ihnu had changed o w  
1S S a m 1  tims. but those would h a w  been tha 
28 key PlauB14. 
21- 9. Old anvbodv ssk You t o  dlBcLc19 

nak~na that  declslon on Uhether t o  ternlnate 
the mlatiOMhlP uitn snwaer or not? 

l2 A. It would havn been tha GI@ 

the p w l d a n t  urn at the tim. I thlnk I t  urn 

22 
23 or not? 
24 A. Not dlPeCtlU. IhaY dl6n’t asL for nu 
25 

whether the relationship should bn tmlna ted  

opinion of should ue t m i n n t e  with Snyder or 
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Mt . 
E. 
A. mey uanted to ~ n o v  a u t  tha ueneral 

Dld then do so l n d l r e e t l ~ 7  

wkiw mlatiEI1shlP b e t u r n  -der and 
o~p'881vne and. YW knw. n o d  w l n t s .  bad 
points. Iheu wanted t o  lolar those kind Of 

infornation for then to m e  t he i r  decision. 
a. 

w l n t s ?  
A. Iba r e c o m d a t l o n ,  ea I rananber, 

pron the slllllt departnsnt ea a Uhole. not Jus t  
nlne IMePBndentlY. Yea that there were 
Problem Yltb SNider and that.  You know, 
80mthins needed to be done u i th  the 
mlatlonshiP. eltlmr t m i n a t e  I t  or  d o m a l 0  
I t  or  change the uau YO 80 bus1nes.s Ylth then. 

Snuder. can YOU aeneraI1Y s t a t e  uhat those 
Problem Yere7 

thins3 that U r n ,  I t h l m ,  addltlOlIa1 

mat urn w m o m d a t l o n  on t h w  

0 .  men YOU ~ l g l  than uere pmblens Ulth 

A. Yell. Ooillp Into the audlt. Ye had -- 
I llaatl. berm W awn kicked Off that .  Uhen 
rePu1atw-u a118 GIECC had bmuaht us I n  t o  
B2tM11U PPBPBFB UB for W I M  t0 -der and 
dOlW 80118 Of the audlt work and uhatnot, then' 
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had -- ue had a lawe nee t lw  of dlffarent 
w p l e .  a blu cnnfnrnnce call. baslcallu. 

And one of the thinss that uas 
discusse3 uas then mllz€d that there w e r e  -- 
fmn the f l s ld  sales etandwlnt. there ~ e m  
80118 control YeBKnesem that vera camlne 
fraudulent or Inaccwate UUS t o  com t h m w h  
fmn tha sales side. and that urn klnd of 
aw€=sd upon. 

Snyder fOol ls  UBPB M the mone. GI= 
folk9 U r n  On the Phone. regul8tOrY and iYldit 
uere a11 there toosther. And t h l s  I s  klnd of a 
Pre-PImIns neetins. So f le ld  sales Yea one 
Of th098 It- that Y e a  a known Pmblen. and 
that vas one of the nain fmocusas of the revleu 
before ue ewn maI1u sat started in  tha audlt. 

U a n t e d  to naLe sum w looked at f le ld  ea165 
DBCBUSO that  urn such a Pmblen. Blrt bec- 
WbWYbOdU aw€=sd I t  VBS a Pmblen and SnYdeP 
Y e a  d o l ~  fim as us VBPB In dolns the audlt .  

men ue started In the a l t ,  us 

then had Changed t he l r  PmBss.  they uere dolw 
MSSIW nrnDar Of lhllU8, U0 dldn't SO Out  and 
IWk at the Wd8r f l e ld  Bllles PmbahlY 85 nuch 
ea UO Wuld have dDna M thla berm Mt €arced 
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upon t o  bepln uith. 
P. meed u w n  ea a m b l e n .  YOU man7 
A. Yea.  It vas -- l t ' a  a known rlak. 

M If ev(uybc4u ame~s It's a r1811. uhu e m  
l l n l t ed  rmnutx~s goins after a known r l ak  that 
evBpyDody know and is  twins to fix7 mat ues 
klnd of tha thlnXiW. 

aales7 
n. Ihe known r i s t  beins the  frawment 

A. Bu f le ld  sales .  Y e a .  
9. Ut m retwn a l l t t l e  b i t  to the 

coat m f l t  analusis for Ihlrd-PartY 
w l f i c a t l o n .  YOU c o m l c a t e d  that to h. 
Parker; dld You not7 

A. Y e s .  
P. mat Uas h l s  MWRSB t o  YOLU 

A. I believe It urn POBitlve. 
9. Ihat he thowht that that Urn 

r e e o m d a t l o n  on that7 

801181hlM that should be dMe7 
A. Y e a .  
P.' 

A. Y e a .  the whole mwrt Ye dlecueQBd at 

HOU &ut. did Yw mntlon that t o  
m. Yimkopf In uour nmtm u i th  hln7 

l w t h  ul th  different people In the rePulatorY 

1 and In the exBcutlve levels of GI=. LIke I 
2 eald. Gmma Ylmkopf vas our p r i m  contact 
3 at that ;  bvt the distrlbutlon on the rewrt urn 
4 fa i r lu  anall. 
5 P. Ut m a%k YOU uhat the dlstrlbvtion 
6 Yea on the mwrt7 
7 A. I don't knOU what h. Parker dld Vlth 
8 It. but he mked us to dlecuss that Ulth Oeorae 
9 YleskoPf. 

10 E. HOU t 0  di8trihUte UOUP audit7 
11 A. Uo. He asked us t o  80 over the 
12 flndinss. mke e m  that ue had diBcu958Q that 
13 Vlth GTea: personnel. 
14 
15 letter t o  Ih. Parker7 
16 A. Y e a .  
17 P. So YOLU dlscusslon Ulth h. Yleskopf 
18 Yea SOmuhere BmMd the llav 11th. 1.5%. tine 
19 *elm7 
28 A. Y e a .  
21 9. And uhat vas hls p%IWnse t o  the 
22 E C O M d B t l M  on third-PartY Verlficatlon7 
23 A. h. YieskoPf7 
24 a. Y e s .  
25 A. Main. generallu -able and that 

P. Y e a  that a t  or  mut the  t ine of your 
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a. 

A. 

so you hal uankln m e t l w a  uhl le  you 

I think t m  uern tud m e t m a .  
UEln CO~duCtlllD the audlt. Is that ri!~hl7 

that’s NI WilEf’al recOl1BCllM. bee- OF the 
short t lm SPM of th ia  audlt. 

a. Md do You recall urn K m  h l t h  at 
1 h W  I IBBl lMS? 

I’n not a m  i f  Shs UB at a l l  or  both. 
A. I knou me urn at one of than. but 

a. 
A. I’n MI Suw OF the e m 1  nams. I 

knoU that. WMBPBllY SPBBYIM. the audit l e a  

UhO Elsa atlanded these M t i M S ?  

urn there. Ihere urn uBMlln a rapTB8Bntatlvn 
fmn Wder.  a raprasentatlvn fmn GIm and a 
rnPre€anlallw m n  m l a t o r u .  

mpi-eantatlvea YBPI) at the nnatlnas? 
A. Wt BpBcIFIcalIu. I knOU UhO the 

nalor ~lauars YBPI). but I don.1 knou I F  lneu*m 
aluaua the ones that cam l o  the naallna o r  
Mt . 

a. m YOU luwr urn the am 

a. x m  Snith l a  a nalw piauar? 
A. a, the m1atom slda. YES. 

a. mu wut 00 the Mn-mau~atorY aide. 
the buslneas side7 
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A. .  Ihat uould have been -- I mm. cur 
key p l a l ~  uould have W -- I believe hle 
nam l a  Hlchasl Luons. and the other papson UB 

Ied Gllmm. 
a. WOU, basldes W. PWLW BM Hr. 

YleSLopf. u l th  uhon e158 dld nw di8cusB Yow 
rnccmmdatlon concernIra third-Partu 
veri flcat ion? 

thesa metlnas and befom i t  urn Final1286 in 

gam. sombcdu mn mnder. s o w  mn 
=EX. eonebody mn -- audlt u89 thera and 
!mually m l a t o r n  rn ueII. 

a. Yw mntloned that  W. P a r k c  
mwnde4 Fawrabln 10 YOW rfconneMallon7 

A. The reconnendation urn dlscussad at 

the mWt that YOU W. Md that  Included the 

A. Yes. 
a. And h-. YI&OPF reawnded Fawrablu 

A. Yes. 
a. 

A. Not t o  m knou10d~e. 
a. 

to now reconnendatlon. JS that  rim1 am7 

Did anubndn ever respond nwativelu 
10 UOW WOMMdatlM? 

Dld MUMU ever m m d  ann uau 
otm than p051tiveln7 

- PAGE 36 
36 

1 A. Not t o  NI knoulBdDe. 
2 a. Basldrn W. Y189xOPf End W. Parker. 
3 
4 discussed that reComdaflOn ullh7 
5 A. Other than the One3 that had already 
6 been mntlDned7 Inem. SDnebCdU -- 

9 A. K m  Snlth. sonabody I -- I could 
9 SrmUIete uho Ye talked u l th  at Snyder. but I 

18 knou ue Pmbabln had that convernatlon uith 
11 hln. but I don’t mwwr It 8WclFlcalln. I 
12 also renenber t a lk lm u l th  different PBoPle In 
13 the audlt omanl7allon. I man, ne talked ul th  
14 Jolane m e a n  UhO ua9 the Inconlna 
15 VIce-Pmldent OF audlt. She uas the top 
16 wsan  In audlt. Also Wark h l t h  and the audlt 
17 lean 89 ue11. But mn an o u t ~ l d e  stwdwlnt. 
19 

19 a. Do YOU knoU Uhethar K m  Snlth Is 
28 a t l l l  u l th  GIE. Varlmn? 
21 A. I belleve she la. Ihat’s -- 1% not 

P a. YOU don’t mu uhat her Posltion 
24 uould be nou7 
25 A. No. I inalln don’t. 

do YOU recall mu Other papson8 UhO You 

3 a. ~ ~ a n  w t h 7  

I thlnk those UBPB the keu plauere. 

P 1 W P W C M t S m .  
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1 a. And I’nBorry. She was the 
2 vlce-president in rBOuIatoru7 
3 A. she wm m AW or a Yp. 1.n not s m  
4 which at that mint i n  t l w .  And shO um in  
5 tlle rBOulatoru -- It was el ther  m l a t o r u  
6 m l I w c e I  rermlatoru affairs .  enmthing l l k e  
7 that .  but I don’t know a w l r l c a l l w .  
9 a. M d  uhat w a s  her particular Interest 

111 A. Iheu had a nrnber of cofwlalnfs that 
I1 had cone thmah. and a lot Of then had 
l2 Snudar‘s Daw on than. And mama of the 
13 n m w  of c w h i n t s  that had happened. she 
14 f a l t  that  we needed to so do m audit of then. 
15 & a h .  she w a s  klnd or the LVIVIM force: 

9 In the audlt Of sulder7 

16 
17 

h-lf and Ion Parker W e 2 3  WOI%IM t w e t h e r  t o  
klnd Of be the drIViM forte behlnd the  audlt. 

10 a. IO YOU- knoui-e. YOU- 

19 MOllMildatlM COlEWllIP3 thlIX-partU 
28 w l f l c a t l a n  wm new Imlenanted. Is that 
21 tm7 
P A. Io nu mwl&a. no. 
23 a. Do YOU have anu Idea why7 

24 A. I beelleve tha t  we uera andiw o r  
25 relstlonshlP u l t h  Snyder. And t o  Imlewnt 

I aamthirm of, YOU know. a pmcetu change 
2 natlon-ulde llka thle.  It uouldn’t Just take a 
3 -- i t  would take w w a i  mnths to  met i t  
4 rolled out. get i t  up and worklng In a i l  
5 loCatlo115. And I don’t -- and frun the 
6 
7 
E W W  klnd Of Pvt M hold POP s tu f f .  M d  
9 

dlscusalorm that w Dal ulth E-. Yl&opf In 
the NoveMer. DPmLw t ine  Wane. wain. ue 

almsesuent t o  that we found out that ue uere 
10 Mdlng OUT mlatlonshiP Ul th  Snuder. 
11 a. Y w  rnconnendatlon w a s  m e  M later  
l2 than llav 11th  Of 19587 
13 A. R i g h t .  
14 a. unicn IS the date of YOUT letter to 
15 F. Parker; la that r i m 7  
16 A. Correct. 
17 a. And Y W  mlatlOMhlP Wlth Snyder 
18 f w t  sales wm*t torninatad for at least 
19 another 1111 mnths. Bn’t that r lph t1  
28 A. I don’t knw uhan I t  w a s  t m l n a t e d .  
21 I don’t knw when tha Snuder f m t  sales was 
P ternlnated. I don’t know the e1BEt date of 
23 that. 
24 a. Other than uhat YW*W alreadu 
25 daacrlbel. I8 them My other rsason YOU 

1 b e l 1 ~ W  that YOUT reCOMBndatlM W a s  never 
2 InPIIMlted, that YOU know Of1 
3 A. Not that I b o w  of ,  no. 
4 a. h P a r t  o f  tho audlt. YOU w f o r n e d  a 
5 series of nusteru shoppers at SnYdW f le ld  
6 sales events. Is that rlmht7 
7 A. Ye w f o m s d  aow. yes. 
8 a. ’ t w l d  YOU deScrlbe uhat the p w w s a  
9 Of that uas7 
u A. Ihe PPlMrY P L r w s e  o f  the nusteru 
11 
12 golm on a t  a Snudar f le ld  sales IoCatlon. 
13 a. And bu IIYL)teru ghaPpep(I. aowne 
14 uould apmw bvt It would be Lrrmnoun to  
15 s a l e s ~ e ~ ~ l e  that YOU were eztuallu a m l t i w ?  
16 A. Yes. 
17 a. You actuallu condwted one of then. 
18 dldn’t YOU7 

19 A. Yea. I dld. 

shop9 was to  oat us acquainted ul th  mat urn 

28 a. U e ’ u  met t o  that later. 
21 

23 t h i s  audlt of Snuder7 
24 A. Ihera was not a follow-up sudlt of 
25 SNldar, M. 

Other than what YOU’VB a h m u  
P eisc-, were there other ~OI~OU-UPS to 
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1 
2 
3 
4 
5 
6 
7 
E 
9 

111 
11 
12 
13 
14 
15 
16 
17 
18 
19 
28 
21 
P 
23 
24 
25 

a. But UEi3 them BnY Other  PmcassBs 
other  than uhat YOU’VE Sl raadY dlscussad7 

A. Not that I rensnber, no. 
9. Did YOU dl8CIBs the resulta of YOU- 

audlt ulth sulder as we117 
A. Yes. h part of the clearing 

PpoCB59. YO Y l v B  talklw Wlth Snuder. 
U W  at those CIeWIM W t l M S .  

IheY 

a. Let ne ask YOU t o  tm t o  paea 6 of 
the le t ter  which IS nates at& paea ti4617 

A. Okay. 
a. 

p€ma -- 
A. m-nm. 
0. -- that deserlbe the resulta of a 

You have a nImbar of bullets on th l a  

au ts tan t lw lest of Snudar aales ordam. Is 
that rlmht7 

A. Ke YOU talklng -- pate 6. I wan, 
YOU uera Just l w k l w  at a different  pa88 than 
I was.  

a. Rlmht, the  batton of pame 5 that 

A. Yes. 
a. 

leads Inlo P€me 67 

M then on ~ u a e  6 YOU have aam or 
the rmulta  of those. You describe wm of the 
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1 Pesults of sora of t h w  e.t%tentiw teste. Is 
2 that r l m 7  
3 A. Yes. 
4 a. For (IXgDle. tha fowth  bullet W e  
5 that  on 38 of 68. or 5B parcent. of the orders 
6 dld not haw one of the follouinn ldentiflers 
7 on thn W. social SeeIPltu nmber. d r l w ’ s  
8 Iicame nlnber  or  date of birth.  Ia that  
9 r 1 m t 7  

I1 a. of those f le ld  881887 
12 uas that -- I man. Is that a 
13 pmblen7 Didn’t  YOU thlllK that W a s  kind Of 
14 unwual to haw that kina of fallwn ra ta7 
w A. Ihat h i m  failvd rete, Y e s .  I uould 
16 haw sa id  that that vas notnuorthu. Md aialn. 
17 t he i r  procmem uern c h a ~ l n n  and that’e uhu 
18 thn Ident i f ier  urn -- that uas sup& t o  be a 
19 neu fix, but thelr ~rccmse3 had onlu been In 
28 -- the nnu pmmem had only been in place for 
21 a short w l o d  of tim. 
P a. ut ne mk YW to tun  to  Pam 1 7 r n l  
23 uhich le a different dccumnt. 
24 A. 11672. Ape vn done Ulth th ls  one 
25 here7 

10 A. Rimt. 

- PIGe 42 
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1 a. yes. for MU. 

2 A. Okay. 1’11 Jwt KWP It Off t o  the  
3 side. then. 
4 a. Do YOU m m i m  t h l s  axumnt? 
5 A. Yes. I do. 
6 9. Could uw state what i t  is? 
7 A. It 18 n ~ l n n n l n n  maw. It is the  
8 dacumnt that ue prepera for before ue mo out 
9 

IB l w l s t l c s :  Ynet ere un moinm to cover, nou are 
11 ue moinn to  do i t .  uhern ere Ye golnn to  be 
12 StW1M. bmlc  P l m l n g  InfOTMtion for the 
13 d l t .  
14 m. YOPFORO: Charl ln .  J w t  80 ue 
15 knou uwre tauinn about the eam 
16 dccumnt. CM YOU Q I W  m the IncmsIw 
17 Bates n m w n  Of the dacumnte7 
18 m. Bm(: Un’w -- I UB about t o  
IS esX that .  
a wm.BEcK: 
21 a. Ihe P l W l n n  maw, does that go 

22 throlilh Bates S t m  176837 
23 A. One8econd. 
24 It 9ona throrrm 687 I S  the tvped 

E5 d c C W t ,  Yes.  Md then them were aupmtlnn 

and do EQI w i t  that XIM of lays out the  

- PIE9 43 
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1 dncuwnte that uo into i t .  
2 P. So the Bates t l t m  SUkaqUnnt to  
3 1’1683 IM, What. S l W O r l  for the PlB1111M -7 
4 A. Sone of then. Urn. Let m JWt klnd 
5 0f th lmbt l lmwhhere .  
6 a. s m .  
7 A. Iheu Uould haw StOPmd at 1i707. 
8 

9 
Ihat uwld  have been the  end O f  the  SUPPOrtlnn 
naterials for thn PIBMIM m. 

u a: Is the P I m W J  nBM SWLBthlw that 
I1 YOU PreParsd7 
lz A. Yes. It I S .  

13 a. Cnuld YOU tm to Bates st& pwn 
14 176777 
15 A. 677, Yes. 
16 a. Could YOU tun uow attention to  the 
17 placn uhere I t  says s m l a l  note7 
18 A. IUltnsss nodS heed.1 Okay. 
19 0. Okay. You 888 Uhsre It says: IhlS 
28 rnvlnu lnwlves a nmber of blg players, end 
21 thn t e n  -big ~Iayere. in in  wntes7 
P A. Yes. 
P a. Uhat dld You man bm bin plWerS7 
24 A. I listed the  folloulnn naris. those 
25 beinn the Item playem or the blm ~Ieuem. 

1 neanlM that there U B  -- th13 Urn a h~~ 
2 Pmf11e audlt nnd a lot  of w p l e  uere 
3 UatChlMi therefore. un need to  naintain. YOU 

4 knou. hlmh IBWU of pmfssslonallen. 
5 a. m w e  UImkoPf. YOU’V~ already 
6 nentloned; he urn om of the blm playars7 
7 A. Yes. he UB. He yes om keu conteCt 
8 a t u r n .  
8 P. Md Y0U.w m t i O n e d  Ion Parker who 

10 
11 A. YSS. 
12 P. HOU about B i l l  E d u w .  uhat uas hie 
13 r o l e  ulth respect t o  the w 1 t 7  
14 A. A t  t h i s  Wlnt  In t i n e  I thlnk he uas 
15 the  CMtmller Of UK. of the  GlK telePhMIe 
16 Owat loM a t  that Wint  In tlm. He urn 
17 Mnlnlstrativelu internal w l t ’ s  bose. 1hat.e 
18 
19 a. vas hn InwIued in nnu uay In the 
28 audit? 
21 A. He kneU O f  the Bud! t , end he had bean 
22 
23 t o  klnd Of get thlnms kicked off. 
24 a. Do YOU knoU UhethW the results of 
25 

18 with the lesal Co~msel7 

u M  internal awlt inported up to.  ult inatelu.  

in  dlSellstllOM Ulth Im Parker and K m  Sllith 

the Wit u r n  Pmvlded t o  hln7 



1 A. I don’t mm?bW. 
2 a. Old wu hava IIy)tlm ulth hit17 
3 A. Ut mPnrmnaIU. 
4 a. o wu boiieva that IF t n r n  w e r e ,  
5 

7 h1n7 
E A. Y B .  
E a. Yho1eLarrvZYdou7 

tnnu would bo ui tn  n l t m  Karen 911th or Ion 
6 Parker. t h .  W l d  haw dleCussed th l s  Uith 

u A. LWNZYdW. 
11 a. zuaw7 
12 A. At tbe Wlnt in tlm, he UaS OUT 

13 &lM W l 0 t i W  UYltWllW~ BUdltlM. HE Urn 
14 
15 audlt dlrectw. Ha urn fslrlu neu to the  
16 d e p a r t m t .  but - 
17 a. mat role dld he play I n  the audit7 
18 A. Palrlu nlnlnal. I man. he urn 
19 f a l r lu  nnu. He cam In. I thlnk, dwlw the 
28 audlt. rn I remnter. Hs urn put on as actlm 

the tw person In audltm, and he urn e190 an 

21 
P JUst a i n V I W .  Ha b l e w  of the audit. uhat the 
23 FlMiIW U r n .  hd Been 0 COPY Of the lwal 
24 letter that U88 BBnt out. 
25 a. Dld YOU ever dleCLss the audit u l th  

d w l M  tb0 nlddle Of I t .  And his  Ubs mrn of 

1 
2 
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4 
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7 
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21 
P 
23 
24 
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hln7 
A. YES. 

a. yhat UW0 Vow d i ~ ~ l o r B  Ulth h ln  
ebout the audlt7 

audlt dnpartmnt nsnbers. Ye Just talked BMut 
Uhat UB fOUnd. Uhat UB dld. t h W  klnd of 

A. Just Ilk0 ul th  the Other rnnalnlru 

t n i m .  unat wp r e c n - m t i o n s  UW. 
a. yhat U B  h i s  pBsponsa to that7 
A. I don’t rnmnber BpBeiflcaIIu. BUI. 

YOU knou. 17BnnrellY. You knou. if he had a 
Pmb1e.n v l th  I t  he wouldn’t haw let t h e  report 
90 Out thB dmr. I man. that’s Just gnnerallu 
the l r  rule, so. 

Old YOU dIeCusII uaur monmnaa t fon  
C O I I C m I M  th l rdva r tu  wl l ‘ ica t ion  u l th  hln? 

spBcif1caIIu: wt. I man. ue ai- t he  
uhole inport u l t h  hin. 

a. 

A. 1 %  n m  we dld. I don’t rnnenber i t  

a. 
A. 

Snd do YOU racall h18 reswlls~? 
UOt - Mt SP(rlfiCallU, M. 
Am w done ulth the ~ I m l n g  nnm? 

a. I t h l m  for MV. I don’t uant to 
(luarantee I t .  but. 

A. OLaU. I’ll set I t  mlde. then. 

I a. Let m ask YOU brleflu ebaut a 

3 hR. UOFPm: Just the one pwe. 
4 Chfflia7 

6 throwh -- or t h l s  Is a letter that’s 
7 
E st& 18276. 
9 rim. BEM. 
18 P. I’d Ilk0 t o  ask YOU i f  You m m l m  
11 that documnt7 
l2 A. I do. 
13 a. M l d  YOU brleflu describe uhat I t  
14 IS? 

15 A. Is I t  an audit m r t  hon an audlt 
16 of GIE LLW Distance In 1991. 
17 a. U r n  YOU PtMOnallu lnwlvnd In that 

2 d o c m t  Eat- stawed lW4. 

5 )(R. EECK: Ihe  d o C m t  that S O B  

thren p a n s   OM miiu t h u p h  Bates 

l E  audl t l  
19 A. NO. 

28 P. Ihat’S nn W l t  dlffernnt than the 
21 one YOU conducted on snuaer: Is that r l oh t i  
2? A. Yes. 

24 
23 a. aut w Part O F  U O ~  audit et Snyder 

dld YOU revIeu th l s  audlt7 
25 A. Ye revleued the rewrt for the 

I 
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I E  
19 
28 
21 
22 
23 
24 
25 

finaiws as part of OUT PIUUIIM prxess .  
a. Let m BSK YOU on the f l i n t  pwe  of 

o r  opinion the controls addrmsnd ulthln the 
xope of ow audit rn I n m a t e ?  

t h l s  letter. 10Uapd the batton. I t  w s :  In 

A. Y B .  
P. Wii YOU PWl i l l a r  with that - that 

OPlnlOll thBl*S In the l e t t e r7  
A. Ihat’s ow ~ M I C B I  oplnlon for -- 

tha t ’ s  ow uorst oplnlon for  uhnn we i s m  B 
inwt . 

P. And Vhen YOU d ld  YOUT Wlt of 
STIYder. YOU U r n  eurn  of that OPlnlon that had 
been nada I n  t h i s  e w m r  d l t  of ore LOM 
Distance. I8 that right7 

A. 
a. yhat Inpact did tha t  have on vow 

A. I don’t h O u  of anY. I don’t knou 

I Ubs B u r n  OF i t .  Y B .  

W l t  of 5nYder. I f  anu7 

that It had any Inpact. rnallu. I know that  ue 
lmked at t h l s  Wlt B a r n f m c e  tool t o  
help us Imderstand the PPOCBSS. to help va m e  
SLBX that  U B ’ i n  t w t l n g  the r l m t  thlMS. 
DBC- theu had done e lot of tha pre l ln i rwu 
uorx b e  In m n  OF ’ ~ 7  w even eariier that  
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A. Yes. Ihme m the tun  that mallu 
no tW8thar. And then t h m  uould be -- I f  
there WUld M aUlthIM I t  Uould be 8-11 dot 
nnuthlw elm at the top of the pme hem. 

M then there uouid he -- tho98 
uould be BsBoc1ete d c c ~ t e .  Ewt I don’t 588 

that  on the next mt of Estm e t m .  so I 
don’t knou I f  theu’m out of wdnr or uhatnot. 
But these m the only tu0 thet reaIIY kind of 
no twetllw. 

P. AIL rlmt. At the hatton of the Paan 
under P l n d l ~ ~ .  GandltlM Iseue. It s t a t e s  
that: Yo etandawzed and fornai~zed p m c ~ 5 9  
I S  In P k e  for the ~ O P Y ~ M I M  and handling of 
comlalnts  to  Snuder. Do YW nnn tha t7  

P. MI rtmt. 
A. 

A. Yes, T W .  
P. Cwld Yw &rlbe In a l i t t l e  bl t  

nom detail what the vmlm 18 tnat tha t  
83dress%s7 

A. Inat ue f o m  at that mint f n  t ine7 
P. Yes. 
A. Ihe baalc flndlnu that u0 had urn 

that comla ln ts  Uwld c m  In man varlols 
w m m  snd thers urn M cmtral Point t o  take 

1 
2 
3 
4 
5 
6 
7 
E 
9 
xi 
11 
12 
13 
14 
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16 
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l E  
19 
28 
e l  
P 
P 
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25 

those In. handle than end naKe SUTB tha t  thew 
Dot res~lwd ede4uatelu. Ihat um OW blwest 
c~cm. blmest  Pmblnn. Ihere vara mltlple 
Places. PBOP~~. UhatMt. 1 man, thara  um -- 
SnYdw had s comlalnt  place. PECC had a 
comlalnt p l e a  80 on and 80 forth. 

Bates stanped pmad 18484. there’s an m a  that 
nays -risk hluh’. rn t h e r a  V B P I O ~  
d w r l p t l o n e  Of rlek; ara t h m  W l O l B  

catewarlm of r19K that YOU can sscplbe t o  e 
P m t I c a 7  

a. Ln the top Of the next Pme. UhlCh IS 

A. Y e s .  Lou. nedlM and high. 

E. Way. And the hlgh then I S  the 
h l g h a t  r lsk7 

A. Correct. 
0. And I t  saws: Lack of forMlltY My 

result In slthw MtlmIY resolution or l e c K  of 
correction of unethlcal sales PraCt lca .  
tmt r l m t 7  

I3 

A. Yes. 

A. Ihat Is the risk af not helm -18 to 
P. And do You B g M  Vlth that7 

track BOM O f  t h W  thlM5. 
a. Lat ne FEJI YOU to tm t o  PWS 1m7 
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A. Ym. 
a. I h l s  I s  a lead new ?or a 5 8 ~ t l o n  of 

the  aMlt  described m 8-12. B that right7 
A. Yes. 
P. And W U  r8cwlzB th l s ,  this l e d  

nBM7 

A. UlllnrallY. yes. 
0. And thnn: Ihe ohJeetlVB of t h i s  m 

I n  to ennm that ClstOneP comla ln ts  ara mlnu 
handled ~ropeplu end In a t l m l u  n e ~ ~ p i  18 

that rlght7 

a. 
A. Yes.  

m than undar some tnm BPB 0 

n w b w  of uhat Iwk 1 I ~ e  eMSBCtlons to ne, I s  
that uhat YOU could descr lm tha t7  Or uhat 
UOUld YOU daCrIb0 that as? 

A. Ihe 8-12.1 tlUuwh E-l2.18. t h w  are 
aupcortinu dDCUNlnt0 that eupwrt  th l s  d c c m t  
o r  wuld  be refarmcad In t h l e  dccmant. 

And I f  YOU l w k  et 18459. 

A. Jlst man exanvle. the uau ue 
a. Yes. 

CT099-rBf0innCB OW - the VOrk P m .  B42.1 
uould be the SlPaa!v of test uork. 
the top of th le  dwmant You’d 888 handwitten 

And UP at 



‘. 
i 

. ...‘ 

’: 

1 8-12.1. Ihat w l d  shou that tllsse we the tu0 
2 

4 a. way. Wau. Let mna backaaaln t o  
5 those lists of tm -1nts7 
6 A. YES. 
7 a. 8-12.1 1s a smnm of test work7 
8 A. Yes. 
9 0. 842.2 le a lcs of a11 comla ln ts  for 

dceumnts that the tw ~ p l l  mlntlna touards o r  
3 referenClMekhOtber. 

. 
18 

11 A. YES. 

I3 ~u~ltorn. cniwlalnte or mauthorlmd Sultchlnu 

unwthorlmd (Ivltchlw on hand at mVder7 

12 0. Okay. HW did YOU deternlne. You the 

14 on hand at swuY7 
15 A. I f  a CIStOilW WUld c e l l  In t o  SnudW 
16 and ew that I hap ~ L W  slanne;l or I have a 
17 COnVl0lnt or UhatMt, they uwld lW I t ;  an6 I t  
18 UBS 8uPposed t 0  naLe It M th le  lW. 
19 a. Let ns baCILtraCk ewdn hare to  
28 8-12.1. uhlch la tM slnnsry of test 8corea7 
21 A. Yes. 
P a. And you r e f m  ne earuer  t o  PWB 

P 
24 uork starts. IS that rlmt7 
25 A. YES. 

18499 as a ~ 1 8 ~  uham that ~UMBN of test 
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P. And t o  UhlCh PEsa dats  that extend. 
the S W Y  Of lest, W 8-l2.17 

A. I t h l m  that’s the onlu one. Let ne 
Just doUblS Check. 

Ihat*s vhat i t i ~ k s  m e .  It’s J s t  

mat wuld be M the next paaa,, then. 
one vane. 

on Bates stawed P W ~  ia5BB7 
a. 

A. 8-12.2. uhlch wuld be the next 
Cm95-pBfmCed docLnBnt. Uhlch uould be the 
lw  of a l l  comlalnte  for unauthorlzed 
eu l tch lw on nand at snuder. 

12.27 
a. HOU do t h W  relate, the 12.1 and 

A. I belleve 12 wlnt - let na Just 
Mke e m .  hold M. 

of CmPIalnte. wd that vas vsed to Plck a 
eamle for testlng. 

12.2. 8-12.2 UES the SIIYdW l l s t l w  

a. 

9. So 12.1 Is a -18 of those that are 

A. Correct. Ye tmk a samle of 25 

IS the samln on 12.17 
A. Yes. 

l i s t ed  on 12.27 

ItBAl. 

1 0. h t ’ e  look at the swl0. uhlch IS on 
2 Bates Stawed DWe 184597 
3 A. YES. 
4 
5 

6 Ai  YES. 
7 9. Ynat doss BIN stand for? 
a A. 8 1 1 1 1 ~  telephone nunber. 
9 a. h d  there m a nunbar of 385 area 

E. Ihern am a nunber of -- cr ona of 
the f1-t C O l S  IS BIN7 

iB ccde nuMara llsted tham; Is that rlght7 
11 A. 1888 about five. yes. 
12 a. Am them SIX7  
13 A. I’d ham t o  count then. One - I not 
14 88W. nen nunber 5 and then I t a  13 t h m w h  
15 18. 
16 a. Okay. seven a r e a c m  38587 
17 A. Yes. 
18 a. And also one lten 19 In the area code 
19 407; I S  that rlght7 
28 A. Yea. 
21 a. And a l l  those area codes are In 

23 A. I‘n not em-a. 

25 A. I Just don’t mow. 

P Florlda; aM thou not7 

24 a. ueii -- 
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a. All rlnht.  Yell. In any c a s .  I f  ue 
conblne 385 and 481. Ye have e l l t  Of those 
that !3ra I n  e l fher  of t h w  area CMEB -- 

&. Yes. 
9 .  -- out of Y O W  257 

Nou. let’s Just taKa one, J~cst take 
the f m t  one. for an exmle. ~1 rfaht. 
That’s 11N) 5 for the 385-ES165137 

A. YES. 
0. OKw. Ih ls .  aaaln, cones Won a 

sllb98Ctlon of a l l  those comla ln ts  that u r n  
received bu snyaer7 

A. Yes. 
P. 

A. I don’t m n b e r  emi1u. I don’t 

h a  are these the M ~ Y  comlalnts  
about unauthorlzed c h m l w 7  

k M U  I f  theU uere. I don’t renanber 
sxcI f IcaI1u  I f  It was all  Just comlalnts  of 
slannlM or cmla ln t s  o f  am natm.  I don’t 
renenber. 

a. h t  ns ask YOU t o  d i m t  YOW 

a t t e n t l M  back t O  18455. that  Pale7 
A. Yes. 
a. m ’ t  lndar -tion 8-12.2 say: 

Lon of all  COIIPlalnte for rmauthwlzed 



1 
2 
3 
4 
5 
6 
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la 
11 
12 
13 
14 
15 
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28 
21 
22 
23 
24 

25 

1 mat YOU ceii that? 
2 A. It nay be -t date. I t  nay be 
3 

5 A. Main. 1.n not ~LFB m a t  B s h  of the 
6 date3 s tual lu  r n p n a M t  et th l s  w l n t  i n  tlw. 

B but I Just don’t haw wtniw that 8hows m 
9 

11 
12 a. met  doea that man7 
13 A. Yell. Ic&IM et the o r l n h a l  8-12.2. 
14 ImkIM for that Iten, the actlon plan. what 
15 SNlanr ues nolw t o  do Ulth I t ,  I %Ism. IS 

17 
18 nolm t o  Invmtlaeta the CMMe et a further 
1s date. 
28 9. AM that% for  the ComLaInt of 
21 ImaUthOrl7A WltChlM that that X t l O l l  Plan 
22 uB8 taken7 
23 A. I bsllew so. yea. 
24 a. o o u .  

the date tha TB9UBgt got pmmsed. 
4 a. ooattnad. 

7 1.n uhen WE U r n  dOlM tha test US dld.  

uhat theu are, what theu man tOdau. 

uhlch on thls  LXIE eaue mlttnn uamlwl lnvmt .  
u Ihe WXt O W  IS the X t l O n  Plan ,  

16 that they U r n  nOlM t0 IsSue e vTltten Wa~lllM 
t o  thn ~ B P  or t o  nomne and than they u r n  

25 A. &tlM P18n date urn tha next 

1 data IS uiv3n that uas BupposBd to hawen w 
2 Uhen I t  dld IIBppBII. 

3 Mlt bU M VBS thelr M d0PBPtmt.  
4 Dld sonsone take a lDoK at I t  Run thelr slde7 
5 Step A. T e s t  YO* S t m  A. If uw 
6 I W f m C E  down below: Ihe folllmlM tmts Yare 
7 wforned for the colu~ls listed. 
8 00 YOU uant m to  continue? 
9 9. In othar u o m .  I Just Imk to the 
u 
11 o t o  aau uhat theu are7 
12 A. Yes. s i r .  

batton of the paan for those c o l m  A thmlnh 

13 a. Okay. 
14 A. Md each Of the c o l ~  u l l l  t a l l  You 
is uhat theu vnrff~na. 8nd I F  ue had - In  th in  
16 
17 In C O l m  A. 
18 a. yes. 
19 A. E-1 belw that that urn an excePtIon 
28 that ue tmk. It says BBB 8-12. 
21 
P conplaint u l th in  n-how t m  line. mat UPS 

23 an Internal mtrlc that Snudar had that If e 
24 C w I e l n t  c~ns  Khroueh that thalr f le ld sa188 
25 perso~al uouid have to  rnsa1w It u i th in  72 

caw uou’11 98s that ue had -- there  um an 8-1 

Pleld pnrannnel dld not rnSOlV8 

-~ - P a @  60 

€0 

I m. Ihat’e what the E-I mfmmed. 

3 tlck narw are. wain. doun hare et tna batton 
4 on the rlrih-hand side of that that eaus: 

2 Ind then solM ProaS. the d l f f m t  

5 185186 ulth no excsptlons. blah, blah, blah. 
6 0. NI TlUht. NW. On the P a 0  O f  the 
7 12-2 PeSe& WhlCh I teke I t  are  elnht Paam. 
8 

9 A. 185817 Yeah. 
b smmi~  et Bates stm 18588 thmuan 1-7 

u a. Ind thmn are a 1w of a11 c o m l a h t s  
11 for m a u t h o r l a  sultchlw on hand e t  Snvanr we 
12 d l s c w  earllnr. In that rlmt? 
13 A. YeS. 

14 a. mat urn the t ine rrane covered BY -- 
15 A. Yel l .  Just a second. I uant t o  nake 
16 
17 n. s m .  
18 A. Yes, It looks Ilk8 theu are all  the 
19 sane. 
28 9. mat uas the tlm Fpina cDVared bu 
21 thlS7 
22 A. I donst knou for e m .  I can le11 
P YOU vhat the InBwPt ShOuS. I don’t renrvlber 
24 SFaclflcalIU. 
25 P. Nl rldt .  u) ahead and tell m uhat 

sure that theu’re al l  the sane. 
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the m t  BhM187 

sawn: ak c w l a l n t e  1111 thranb 4/81. So. 

these ere the conplaints meIw bu Snyder 

J a n m  1 t h m h  Awl1 Eth of 15987 

onln dates that  I sen. I man. I don.1 have 
anuthlnu that tells m one UBY or the othar. 

a. om. NUI, OF come.. t h i s  doesn.t 
Inclu3e ann of thn comlalnta receIvBd bw U E  
abwt slann~nu; these ~ n l  onlu the MBS 

A. l!a at the top them’s a mker that 

a. So W l d  that Indlcatn to YOU tha t  

about ~ h O r l Z 4  eu!tchlng W I M  that  Period 

A. It cWld bn. I W, those ar0 thn 

P B C B l W  bu Snyder. IS thei rlUht7 
A. I bnll0M 80, Yes. 

I don’t mu i f  there ere dupllCate5 
or If th l s  In an lMwnnC-?nt Iw; I Just don’t 
rsnanbar S P n C l f l C U I U .  

9. And I f  ue umtnd to mu uhat 
comlalntn hed been recslved bu Snyder, wn 
could lmk at the m a  CDde O f  the BINS to See 

uhlch ones ~ n l  Florlda, rnlatlnn to Florlda. 
IS that r1m7 

A. I would msW 80, Yes. 
a. GOIM forward In the dcciments nov. 

Ez 

1 1BBVIM those mhlnd. Dm0 185197 
2 A. 5197 1% sorry. 
3 0. Yes. 
4 A. Okw. 
5 9. 1111s in one of tnn nupvortiru 
6 wrksneats. IS that rim? 
7 A. let  m Just fanl118r17B NISBIF. 
E . a. F l e a  tell m What th l s  P a n  ghoUS? 

E A. Glvn m Jwt a nlnvtn, PIna98. 
18 a. m. 
11 A. mat I bnllnve thess t o  bn 18 thn 
12 actual m a l t e d  d o c m t 8  that supwrt the 
13 mwrt startlng M 588. lESm. looklnu at 
14 comlalnt Investlnatlon forn sent to osn ana 
15 WtWllnd fWn GW Ulth 82tlM Plan. 
16 0. So these 8 WtlM OF thn 
17 comlalnts m e I W  bu Snyder that -- 
l a  A. Yes. 
19 a. -- that  YOU ICQW at es part of the 
28 audit7 
21 A. I bnllnw 80. I’n trulw t o  Just 
P flnd one and crcas inference It. 
23 I bnllnw uhat then ere -- I bnllnve 
24 What they ere IS theu ere W F W t l W  doernants 
25 OF the 82tUal gtlM PI- that Were SBnt m n  

1 
2 

tha fiela w to Snyder headgufftere mrnonnni 
F o r  ernnslratlon In th i s  m w t .  

3 0. Ih le  m t  r n F ~ i - 1 ~  to7 
4 A. 11681-ImBI.5BB. 
5 a. AI1 rlmt. Let m sen 1f  I 
6 lnderstand c o m t l u  uhat t h l s  Is an e x a ~ l n  
7 O f .  m%u, ere thres - there ere thrBn 385 
a E& nmwra listed here. IS that Plwht7 
9 A. Y0S. 

1 a. h6 8.11 OF thsn haw t ranswt lon  
11 dates In January, latn J a n m  OF 19987 
12 A. Yes. 
13 a. IS that rlmt’? 
14 And t h w  ere Comlalnts that Y e r e  
15 m e l W  by Snyder O? UMUthorlZBd SUItChIM. 
16 IS that r l sh t7  
17 A. Ihat 1% not s m  of .  I can tell  wu 
la what’s on here. but I d0n.t rnmnber what 
19 speclFlCallU thls used for. It ImkS l l h  
28 thls In - wn n0nd th ls  out thn door to say 
21 here ere uow comlelnts that no to uow 
P m k m .  ana then It’s listed bu t h w  PBoDh up 
a here. ~ h a t ’ a  NI mderetandlw. 
24 a. Yell, bu conplalnts. uou1dn.t that be 
25 a comlalnt of rplavthorlasd s~ I t ch Inu7  
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A. Iuould BPBW. I d M ’ t  knou. I 
real ly  don’t knnv. 
s w l f l c a l l u  or not. 

I J w t  don’t rsnanbar 

a. Yell. what othnr comlalnte dld YOU 

1Wk at7 Y W  t h m  0th- other than 
LnarrthWlZBd SUI1EhlM7 

A. NO. I thlnk Wt O F  t h s n  uere a l l  
awut sultchlw. I Jwt don’t renanber 
S w l f l c a l l u  about thls one. I F  I had t o  
’3WSS. I uOUld 8%‘ that’s Uhat SDEClflCEIIW 
thln In. I Just -- I t  doeyl’t nave m h  on 
there t o  nlvn m ann lndlcnllom one u a ~  or the 
Other. I’n m. 

0. r n  Jmt trulM t o  LndersiatUl uhat It 
shoy?) nus.3l.f. 

A. But I F  You -- on 519 YOU can c m  
rnFsPBllCn Iten 14. Whlch IS handVPlttan there; 
and YOU Can C m  mfBpBncn It t o  p a 0  1W bu 
the 8111, b l l l h u  telephone nlmber. 

1s one of the ltnns that w a s  selected For 
a. md In fact. the 14 mans that th i s  

test11191 
A. Cnrrnct. Yes. 
a. lvld UB WOUld Flnd thl8 on D a n  18459. 

Uhlch shoue. 0S I understand I t .  the subpart 
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portlm of the c w l a l n t s  rseIvBd bu Swdw 

testa fa-? 
&ut LEI&kTlled SUltchlM that YOU BctuallY 

A. - t .  And I t  la a them. 
a. OLaU. 
A. I t ’ s  JUSt a l l  the SWPOTtlM 

dacrnentatlon for hou w ald tha test. 

next page, uhlch is %sa. 
Q. M d  JUSt ea MB 0-h M the 

. A. Yes. 
Q. Ihla llsts thrae l n s t m e s  Of &!here 

the traruactlan date Is In Pebruary of lssB and 
I t  l n v o m a  s!t& the ana c ~ d e  cr 3857 

A. Yes. 
a. M d  these &!n INltaUC€S vhere there 

ara conplalnts of ~ ~ l z e d  WltChlM that 
W d e r  m e l w d .  Is that rl11ht7 

A. Main. bzaed UPDn Vhat I888 here. I 
t h l n k  tha t  that’s -- I rm858 so. UBS. I’n not 
la# m n n t  a m .  I ’n sow. 

P. Yell. main, thomh, let m -- let’s 
t N  to 118 t h l i  dwn. These ere I t a  that YOU 

tes ted for. and It’s stloun M p a n  18455. 
r lnht?  

A. uhen ue tes ted un m1eCted fmn the 

66 

1 lw, Uhlch urn StWtlM at 18588. 
2 Q. Rlnht. 
3 A. Ihat loa Is a lw of wrnlalnts. 
4 a. mrnlalnts of lnauthorlled SUltChliW. 
5 r lnht?  
6 A. Yes. 
7 a. Y e s .  
E A. YeS. And then nOn there. these are 
9 the S w ~ t I M  datal1 that naka UP that loa. 
in so. ues. those vouid ~e the swmrtm ioas 
11 that usrn %ant t o  the f la ld  t o  the umnral 
12 sales ~ n e a s r n  and that lnclmed t he l r  action 
13 PI= and uhat thau yere noinn to do uith then. 
14 that vould. wain, De the f o l l w - w  to uhat not 
15 put Into t h l s  lw. 
16 P. OW. tat m eak YOU t o  turn t o  pane 
I1 lBm? 
I E  A. 18533. I thlnk that.8 In  the next 
19 set. 
28 P. I thlnk I t  nom for thrae pages. I F  
21 I’n n t e d l ~  I t  r ight.  
P IIR. YDpPDIIo: lam thmm Vhat? 
23 m. BetK: 1hmm 535. 

25 P. I’d llLs to asll uw uhat t h l s  
24 mm. -I 
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doCuSnt IS7 
A. GlVa m Jmt a 8sond. D I W .  

It la a loa of escalated conPlalnta 
SBnt t0 SiMW bU S0Iy)Ma In the GIB Netuork 
SnrvIcm Post Sales Pulf l l lmnt  h a .  LIZ 
911th. 

0. So thlS la a dIffarWlt area, or these 
ara different c m l a l n t s  than the onm ue 
looked at eaplinr? Ihese are c r m l a l n t s  
p&BIVBd bU GIB ODposed t 0  SIlUdW? 

A. WIT02t. that’s IIY UldBPBtBndlM. 
P. And these era the -- t h l s  Is a 1w OF 

escalatad collPlelnts that u r n  used as the test 
to  s~tl whather a l l  escalated conplalnts had 
been r&aIWl bu 9LYdw. Is that rlnht? 

A. 
second. 

YOU repeat tha rmestlon? I’n sorru. I Just 
uant t o  naka s m  1.n WUWIM the rlght 

I belleve t h e r e  va4 -- JUst nlve m a 

LDokIlu back thmwh uhat thls -- C a n  

-1IM. 

P. Is It cWP(ICt that th898 an the -- 
these an e9Calated COnpIalnts for Snuder that 
uere m e l w d  at GIB, and theu uere used t o  
test UhathW SI1 Escalated ConphlntS hsd been 
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nwelwd bu sNlder7 
A. YBS. 
0. NOW. these UBpB recelved by LIZ 

Snlth’s m w .  Is that r lnht?  

Uho Ye not t h l s  pmn. 
C m  In the dwr.  but LIZ Snlth Urn the keeper 
of t h l s  lw. 

. A. Bssed on the Infornatlon -- that’s 
I don’t knOu hOU theu 

a. M d  LIZ Snlth uorka For uhlch 

A. 
CQPQW? 

At that w l n t  in tlm. bu iwxillp at 
the soms lnfornatmn on h m .  the handurltten 
note saw: me got t h i s  m n  LIZ Snith, ue 
Netunrk SBNIcns, Post Sales Pul f l l lmnt .  LD 
Comlalnts. 

P. M d  th l s .  I take It. la not a 
cornlate llst of a l l  COnplalntsi It’s only 
those used For t e s t l M ?  

A. Ihat. I d0n.t mow. I don’t know I F  
It’s a cornlate llstliw or not. I don’t mou 
I f  I t  uas a snapshot or ue t w k  a couple -- I 
man. than’s -- the date IS cut O R  -- start 
at 2/5/58 and no thmmh 4/7/98, So there 
could ~e KVB Defora that z/s/58 data. 
could be KVB aftnr 417. I don’t mou if wa 
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tmK a smln nld COVSB or mat ua dla. I’n 
~ t s t  WIM lh18 IS - I t h ~ n k  tnis IS uhat wn 

a comlata rewt. 
used fop tB11M. Y B i  but I don’t k M U  If It’s 

a. ut m SSL wu t o  go thmw BM 
IdentlN c o 1 ~  Wlth m, i f  I Cwld. Let’s 
take about tha tenth OM dom. Nadlne beasn. 
It starts on 2/26 19987 

A. Yea.  

A.  he dale - It saw data recaIyBd. I 
a. 2 1 ~ 1 ~ 1  refm t o  m i 7  

would aasrns that‘s the data thn comlslnt urn 
melwd. 

0. And r l m t  now wavn d l t r m l n s .  Just 
for tha record, Bates s t m  lami IS that 
r l sh t7  

A. Yea .  
P. 

that foollouB that7 
A. Yes. 
0. md that parani~~s talwhona nlnber7 
A. Yes. 
a. It saw Plorlda t h m .  for 385 m a  

And th’m that‘s the W 3 0 n ’ S  nara 

coda; doesn’t I t ?  
A. Yea. 
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a. Naxl It W s  W. Uhat doas that 
stand for7 

A. out of franchise. 
a. mat does that ma17 
A. It mans It IS -- an In-franchlsa 

customr is a c u s t ~ m r  that Is alreadu a GIE 
local Phone m l c s  customr. that Is. In the 
GIB frmchlsa m a .  ~n wt of franchise 
c t s t o m r  would msn that GIE does not have 
local aervicw or Is not the p r l m  lLEC In 
that m a .  It’s outslda oP om m l o n .  

P. Uhat doeQ thn nan data. January 15. 
iw, man7 

A. Data signad. I think It’s the date 
that the w was simad. 

a. Iha IDA standa for Lettar of 
Mhorlat ion7 

A. Yes.  

COlm!nS rePrBtuv)t7 

that’s It. 

YOU rnw uhat thn auant c o l m .  the mt 1.0. 
C O l L m  -7 

a. m YOU ww mat thn foiiowim 

A. Not reallu. I can 8 ~ ~ ~ u I a t n .  but 

P. oksu. ut m BBX YOU about tha -- do 

1 A. Waln. I could swculatai  but I don’t 
2 h u f o r s m .  
3 a. m a  next calm is baud. DO YOU wa 
4 that7 
5 A. Yes. I do. 
6 0. And than tha TBSwR48 tmdw there I s  
7 sithar Y or Y; IS tnat c o m t 7  

9 a. And h m  un hava a Y. IS that rim17 
8 A. Yes. 

la A. Yes. 
I1 a. I rmes~ that mans Y e a  Por frauj; Is 
12 that r luh t7  
13 A. Ihat would be a falr assuwtlon. urn. 
14 0. How ues If dstarnlned on th i s  p a w  

16 A. . I don’t knou hou thsu nade that 
17 da tmlna t lon .  
18 n. yho uould hava m e  I t7  
19 A. LIZ Snith or wmbodu in h e r  m w  or 
28 whoever look thn Invaatluatlon. 
21 0. SO t h a  thr03 Pages. 18533 thmlBh 
P 
23 
24 A. Yes. I h l s  Was Prepared bY hW. and 
25 ue Jwt tml t h l s  doCMBnt. IheSe U m  

15 U h n l h W  or Ml 1lUYB UKI fraud? 

535 c a m  m LIZ Snlth*S OIPW and alreadu had 
on t h a n  yes  or no 10 tha c o l m  on fraud7 
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comlalnts  that had alreadU com I n  thn dwr. 
Ihe last that ua u r n  lwklns t o  do urn t o  wa 
s m  that t h a  not formrded to Snuder 
aCCrntS1Y. 

a. 
urn provldadl 

A. BY LIZ aim 
0. Yes. 
A, kat a aPeCLflc dale, no: hu t  It UKI 

a . .  me lest want l l s t ed  IS. for data 

~ n d  an YOU wou when t h i s  d w m t  

Ulthln the audit tlm fram. 

msIvBd at least. IS wrll 7. 1998. Ia that 
rlmt? 

A. Yes.  
0. And t h a m  are wKS at tha top of tha 

uork P~FW on the first paaa of 4114158. IS 
that rluht7 

A. Yes. 
a. so i t  would be wmuhera In that t lm 

f r a .  betUBBn the 7 th  OP wrll an6 the 14th oP 
wrprll; Wuld I t  not? 

aarllar than that. 
A. I UOUld 8s I t ’ s  PmbablU awn 

a. uau.  i t  c o u m * t  be aaritar than 
APrll 7th. Could I t 7  
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I A. YelL, Ism a 418 In here. Ihe.r8% 
2 MB 418. 1hBPB.S a 4/1. I man. t h r n  CWld 

4 a. mal. So It rmldn’1 ha anu Mller 
5 than -11 8th of ’98; la that r l ~ h l ?  

7 P. Otherulse. YOU uwldn‘t haw an April 

3 be- 

6 A. I UOUld thlnk not. M. 

E 8th BntN7 
9 A. Ihat’s Goad. 

18 a. 6ut ue a180 hivi a date on the f t r a t  

12 Bthat r l m t 7  
13 A. Yes. 

1s r l m t ?  
16 A. -1. 
17 a. So Inn’t It f a i r  10 ~ l l c l u d e  that 
18 eoneuhera In the 11- mnm Aprll 8 t o  Aprll 
19 14th. 1558. Is uhea thla rermrt urn nnnW81ed7 
al A. Yes. 

11 Pa0 Of Aprll 14th. 1830, that’s handwlttM. 

14 P. 1hel.S an IUldltor*S W k .  Is that 

21 IIR. UoppDRo: U0ll. YOU &IM 
22 Uhm the PBWt UW nenerated or uhen I t  
23 UQB PWVlded 10 the audit tern7 
24 BYIIR. Bpw(: 

25 P. Yell. let’s do both. It uould ham 
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t o  be nnnersted on or ennr w r l l  Eth and on or 
before April 14th. uou1dn.t I t?  

BBCBUSB to  be able t o  Include m ltnn Ron 418, 
I t  uould have to  be annerated on that date or 
after. and Ye WUld hsve had I t  before the  
audltor slrmed Off on I t  and put the date of 
4/14/98 on there. Ihat uould have rn -- then 

A. I UoUld thlnk t h a t %  ressanable. 

U r n  done Ulth that PI= Of 1WtlM. 
IIR. m: Are ue okay7 Iman. I 

k ~ u  thla Is tedlous. Do YOU uant 10 take 
a short b w ?  

IIR. YoFpORD: I V  l ike  to take a 

I A  mesa van taken at th l s  tlne. 
short break. 

BY m. m: 

P a 0  185361 

ShMIld ha In the next w l w .  Should be the  t m  
one. okay. 

a. can I ask YOU t o  tm t o  Bat- s t ~  

A. I don’t thlnk I have that one. It . 

P. Could Y W  tell m mat t h i s  doclinen1 
reP-187 

A. okay. It’s a dxlinent PpBpffed bY 
the IUldltor. slsan Yortn. n Is  tat ~ u l t s  
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for traclnn of mtscalated cwlalnts. sent 
to -- sent bY 6IECC to %der. 

reeeIvIM nonascalated conPlalnts that GIE uas 
a. So BhB VW SWIM llov Uell Snyder Uas 

W d l M  10 then7 
A. Y B .  
a. ’ And does t h l s  shw that 28 collplalnts 

UW sent bU OTE 10 SnVder On )(Kch 18, 15587 
A. YW. 
a. EItlht of those 26 dI4 not Invalve 

LmauthorlzBd sul tchw.  Is that r l m t 7  
A. Fmn i3adlM the d o c m t ,  YW. 

P. Uhlch mma that al of then dld 
lnwlvs rnauthorlzBd SUllChB. Is that rlght7 

A. By dOlM the  Path. Y B ,  It l W b  llke 
t h e r e  u r n  a. 

a. And t h a t %  for one day In Hamh of 

A. Y B .  
a. And I t  says 43 m n n t  of the 

C o ~ l a l n l s  -- of thrae comlalnts vera not 
recalved on Ih-Ch u. im. Is that rlght7 

A. YES. 1here.s a allnht -- It says: 
mnntaos of comlalnta no meIved bu Snudnr 
on 3/18/98. I Uould WUns that that’s a tm, 

1558; IS that r iahi7 
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I n e i n l ~  not. 
2 a. And the PWFOS Of t h l s  test Y a 4  

3 s I m 1 ~  to  trace one dau’s uorth of cowlalnts  
4 on hand at 6IE and trks 10 BBB UhethW then 
5 u r n  in  SWder’a lw. la that rlghf7 
6 A. Yes. 
7 P. Md uhat th l s  f0md 1s that 43 
E 
9 uau Into SWder’s ~ w .  Is that c o m t 7  
U . A. 43 wrcent of the non-escalated 
11 Comlalnts. yes. 
12 a. okay. Let m ask YOU t o  tun  to  
13 Bat- StnIWd P a m  185377 
14 A. Okay. 

1s a. DO YOU WmIZa thls7 
16 A. YW. 

17 0. Could YOU brlef lu  d m l b e  Yhat vas 
18 
19 A. Ls I ramnber, at the  wlnt In tlm 

21 

mnnt of the comla ln ts  u r n  not M ~ I M  t he i r  

twteQ 85 rnflected on that 8atw stamel p a e l  

2S that Ye U r n  dO1M the uork. ue u r n  only -- 
%der was onln contracted t o  do realdentla1 

22 OrdWS. Mt SMll busIneS.9 ordere. Md UB hal 
23 ‘aollltn CoRnUnlcatlon PPOn KKen Snlth that 
24 
25 thWWh and theu U a n t e d  y9 lo  lnveetleate then. 

t h e r e  U r n  wm mall bmlnwa Omere COnlM 



1 
2 then (111. 
3 A. 0Y.W. Sa M the next 1W Panes. 539 
4 

nsxt Bates slam ea us11 and than ua’11 d l s c w  

and 548. u r n  the on- You Wanted t o  1Wk at7 
5 a. yea, PIS=. 
6 A. Way. 
7 a. M I uant wu t o  describe baSlCSllY 
E Uhat leal  YOU dld Md Uhat ths SVBnt I S  that 
9 YW u m  I w k l w  st a, P& of ths audit. 

10 A. pmn readlM th ls  end JUat rm wanera1 
11 ~ O l l a e t l o n s .  Uhst haPPBned In t h i s  tlne hans 
12 vera us ha busln888 n$dm conlM t h l l l l h  
13 mYdW that shouldn’t ham been. IheY 
14 shouldn’t have baen sa111ng t o  buslnms 
15 CUOt0mI.a. 

16 m k l n g  at the other lnfornatlan In 
17 here, theu Seen l o  thlnK that these C u s t O m  
18 uere uau-In c u s t o m  and thew u r n  -- thsu 

28 tho c u s t o m  thrum maitbanal fo~~w-up. uau 
21 know. u m  -- I’n not awn sxactlu hou thsu 
P c a w i n t h e d w r .  
23 

19 had bl!ali%sa and S t U f f  Ilks that. And 

xheir omcan1 contention is lhat 
24 thBSB CGslOnWS Wan, Om. they shOUldn’1 have 
25 been Bold by SNlder WBLM thaY U r n  blrslllms 
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c u s t o m ;  and. tua. thau ~ F B  lndlcatlru 
several PIBcea that I t ’s  s1annIns. 

punwted lu  for bushesea. 
P. I h w  about 688 Ord818 that u m  

Is that correct7 
A. ? C C O r d I M  10 the M, Yea. 
P. And on paas 18539 It says that: Ihs  

first 38 ContaCtad s11 vera SI-. IS that 
rlwht7 You. belng U E .  

A. , Ihat’s uhat the says. 
P. And I t a s  11 d W I M  that tlm o f  

these 688 buslnes8 o r d m ,  W d e r  uasn’1 evan 
supws~d to be SIIIM t o  buslneases7 

sone of OUT doCurmlllallM. then sold t h W  
A. USII. I man. JUS1 I W k I M  bacK at 

c u s t o m  realdentlal ~ 1 8 ~  M busin899 Ilnm. 
W B ~ ~ I M  that YOU have a 8-1 l ine. a bllSlnm.9 
l lne  vmus en R-1 llna uhlch Is  a rmldent la l  
I lns. And certsln p l w a  can be sold on sn R-1 
l i n e  that csn’t be sold on a 8-1 I lns. 

dsts l ls  of  that. I dan’t know that I can 
PBnBMer m a y .  Ihat. I knou. urn one of ths  
dtst lmt ions.  B B C ~  ue state that I n  the 
lead  ne^^ on Balm slam lE.37: Yers  roce eased 
u l t h  rmldent la l  plmm on buslnms 1ln.s. Ihat 

Ylthaut U O I M  back In lo  a l l  1hS 
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vas ths a s f l n m  m i n t  t h m .  

uere m t l u  slam, at least; I s  that correct7 

dsf lnltslY ths Indlcstlon. 

m l n e s f a  dlan’l aulhorlza wy OF these 
chanoea7 

d8Pinltelu uhat the results concluds won thls 

a. m. in wt, t h m  uere a l l  -- thma 

A. k C O r d l M  10 the M, Yea. that’s 

P. And bu S l m .  that tho 

A. RMIM miner I n  the a-natl. that’s 

e - M l l .  
a. h d  YOU dld tests t o  aeternlne the 

C a u s a  O f  SMll buslnass Ordm laken before 
slm~ng o f  contrffit. Is that rlnh17 

a a l n .  

t h l s  eM11.  It’s baslcallu d o C m t I M  what Us 
k n 0 U  O f  th is  Pmblen 18 uhat us am dolw. 

A. Let m SlanCS b&k thrum t h l s  

Yhat lh18 -- Just readlng thruwh 

It’s not reallu BNI lndlvldual teat that u s m  
salna tmwh other than just intei-vlsuinn 

It tam about I.D.. uhlch I s  internal audit. 
Ihs lntnrnal awl1 dsParlnent intei-vlswad 
w~wa lnalvlduals t o  sxulaln the c a w  and 

Indlvlduals. If UOU’re IWklM St the SeOpo, 
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actlm P ~ M  of the crdm pmceaaed In the 

And ue trled t o  Wt t o  the m t  c a m  anrl vhu 
theu uem rdected ~ l d  sly m u l t  In customr 
c w l a l n t a  and vhat uea h l c a l l u  b s l ~  done 

E - M I I .  1.0. Spore With the F O l l W I M  PBOPIB. 

about this. I l l la VBS klnd Of a folloV-uP Just 
10 Mye W tnst sMsthlM we kneU O f  I S  

sanebody On ths Snyder side. I S  sonebodu On the 
GTE SLde t&LM C M X  Of I t .  

a. DLeu. 
A. I ram. If  uW C B I  razd On -- I f  YOU 

mad on thmm ths IIW. you BBB bmlcallu It 
says. the Mttcm of that m e :  Based on 
c o n v e m a t l m  with 610 and Snyder p-srwnnel the 
exact c m  or thfs ~ m b ~ e n  I S  m o v n  and IS 

t-raud. A trend B ~ B ~ U ~ I S  on t n w  o r d m  uas 

slmlflcant trends by rap I.D. or lwat lon  to 
PillPolnt the PIV~IM. 

sttroed 18541 t m  185427 

I!kelU a CMblnatlM Of h t h  CLEItoneP and r0P 

mnPlsted bU Snyder YhlCh did MI flnd MU 

a. 

A. Yes. 
P. 

I ~ * S  nnn other  e-naI1 on B a t s  

And thls SImIU d s c r l w s  the r e s u l t s  
of the 38 test ca l l s  nads u l t h  r a w t  to that 
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Problnn ulth the buslnB88 VereuS rasldent la l .  
Is that r laht7 

A. Y S .  
a. nmm am e mmbeF of Plorlda 

c u s t o m  listed there In the mup; em t hem 
not 7 

w w a l  In hem that hew the Plorlda Sta te  
code. Fl., Ilsted on then. 

A. I BBB a COL!pIe. U s .  I h m  am 

a. And theu all  ~ i 4 1  elen or l l k e l ~  slan. 

A. MI tha ones llsted u l t h  the Plorlda 
do theU Mt, for PlOPlda at Iea3t7 

Statq code neVa I l k e U  Slm llstnd next t o  
then. ’ 

a. oyay. L0t.s mvn on. Let m ask YOU 

10 t U T  to  B a t s  St& Pane 18735. 
t o  ask YOU about the table that’s In the nlddle 
of that p w e  ana esx YOU to describe uhat I t  
mnm7 

fImt Pane of that n m t l v n .  

I’d l lke 

A. Can I get 1E7947 It should be the 

MI. YOFPDRD: It’s blank. 
IHE Ynm: I’n Just lmtlng at the 

- thern’e a WBPrativn e-2. pane 2 o f  6 IS 

Uhat.8 - 

1 
2 
3 
4 
5 
6 
7 
E 
9 

in 
IL 
l2 
13 
14 
15 
16 
17 
18 

19 

28 
21 
P 
23 
24 
zi 

7 s  I S  the f l r s t  Pwe. 7% IS a 
blank Pw0. Da Uw V M t  t o  keep It In 
there7 

a. Yeah. 

fanlllarlza NIBBIf. 

A. aka. 
a. met I’d Ilks for YOU to do I s  

dwcrlbe what the chart shoua On P w e  181957 
A. Yell. the table PrOVlds detailed 

I n f m t l o n  IWW~IM Paumnts that ore has 
nade to ,Snuder for the mnths of JBIW 

r i m .  BEM: 

A. Okay. Glve ns Just a sacond t o  

a. sm’e. 

thmlgh I(arch Of ’98. 
P. SnudeP Wets Paid MlU UhEil GIE 

acce~ts one of Its s a l s :  Is that r l n h t 7  
A. IICCOrllIM t o  the WW. U S .  Yes.  
P. And thle shove that dWIM the W I M  

of J m v Y  thmwh I k T h  O f  1358. 48.44 Percent 
of the sales Snyder sent to WE u m  not 
accapted. IS that rIOht? 

A. Yes. 
a. Could YOU ~enerellu dsscrlbe Uhat the 

c a m  18 of UP. not &ceptIrm a sala sent Won 
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Snyder to 6IP.7 

 raw^ for uhu a sa18 uwld m relecled. You 
could have nles1M customr Infornatlon. A bln 
one would be. like. the b l l l l M  telephone 

If  a four look$ llke a nine. or  vice verse, 

A. uylerallu, them Could be n m u s  

numer Would be WVM. If YOU nlSS On0 dlnlt. 

that Could thmv Off UOW PPOCBBSIM 
It’s VBN -- b l l l l M  tele~hone nunbar I S  the 
bln key fleld the SYSten would WO Off Of. 
the nam and address don’t natch up uitn the  
b l l l l M  telephone nunber. I f  d l f f m t  keu 
fields were off. If YOU left off -- YOU Could 
leave off somthm of mat c m ~ e r  coda shou~d 

fron AIL1 to UE. uou knov. If YOU left off the 
UE PIC code. YOU knov. YOU WOUldn’t knov vhlch 
-- fmn a susten standPolnt. YOU vou~dn’t know 
UhlCh one to ChLUIpe It to.  A S I iw l Is t lC  
examle. 

If 

be PPOCe988d U l t h  t h l s .  If YOU U e m  SYltChlM 

P. SO I f  M Order COnaS In M d  ha4 MU 
one O f  t h m  problem. It vOn.1 be accepted bu 
ore. IS that r l m t 7  

A. h n a  other tnim. us. 
a. Dw’t they met f~xaa ana r m ~ t m l t t e d 7  
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A. I m  wa PI- u m  orders u l l l  be 
I M Y  Y l l l  ta LIcked b m  t o  Snvder WYCled. 

or umver oriwimted ths order and say ue 
don’t hava nncunn I n r m t l o n  to rnxeaa t h l s  

m t m t l c  op othnrulsn that could be 
contr lbul lw to that nunbnr m ue11. 

P. Is t h l s  mnber of 48.44 the -- thn  
48.44 m a n t  macceptabln rate, I s  that thn 
net n u n w 7  m other u w .  that’s the n m w  
that don’t get flrsd and m n  Just never 
scepted?  

Order. 1- Could al80 be other holclLW. 

A. It doesn’t mlly 88y. I uouldn’t 
knnu for me. I man, to say that iheY*Ve 
new been PI- op m i d  not be fima. I don’t 
k M U  I F  tMY W l d  net recuClB3 back thrOiEh or 
not. 

a. ~ V W B  188837 
A. Lnt m wnt tm. 
P. man. 
A. Okay. 
P. I h W  wa Just other Charts 8hOUlM 

the sam I n f m t l o n ;  am than not? 

. S t l V I t U .  
A. It LmLs Ilk0 a surnary of the 
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P. And I t  ShOW -- at M e  Place 11 
dmcrlbm tm aa GIE rnJeCts of -der omere. 
Is that Plnht, One Of the charts7 

A. Yea. 
a. ooas t h l s  help YOU in being able t o  

ansuer uhatner t h i s  1s the ammt that ara 
never. never accepted or not, I f  YOU knou7 

A. Not Just bu ICOkIM et I t .  no. I 
11881. bBcaUsn I t  -- I’n Just I w k l M  a t  I t .  and 
I t  doesn’t san ~f these n w  ant r e p m w e d  or 
not. I w m .  I f  - for e m l n .  the Janwu 
n m t w  of 2,789 raJects  or those. ala they net 
rBcYc1ed or I n  that 2888 nrnOer lncorwratnd 
Into the ~ e ~ r a r y  nlnber? I don’t knou. YOU 
knou. h there  d w l l c a t m  there ana Is I t  
Just a bll l l im to t a l  or uhat. o r  le th l s  a 
contlnmtlon of old omere IWOPP~M off and neu 
iucumra C M ~ M  M? I don’t knou. 

b l t  and Bsx YOU about the nustarm stlo~pep 
rnvlnu. 

P. 
A. I don’t think I  hay^ I t .  I stop at 

P. O W .  Let m Sultch toPlw a l l t t l e  

A. Ynere? 
Let’s s t s t  at pmn 18866. 

849. 

I YW sal6 18886? 
2 m.uopPwD: 866. 
3 1HEunUEs: 8867 . 
4 BYm. Bw: 
5 a. I t %  one or tm. 
6 ?nd I s  t h i s  mow nuat prosran for 
7 the nnstnru, for IwklM at tha mtm 
8 ShOPPW37 
9 A. Yes. 
u 0 .  And m a t  YOU dld as part  of thla 
11 audit I S  YOU actually appeama at the field. 
12 the 58185 events that Snndar uaa attendlrm snd 
13 You rnwrted back what YOU SW. baslcallY. I S  

14 that r lnht,  vhat haPPBned7 
15 A. RlQht. Ihe nUStBi3 Shops 
16 Intended Just t o  net us t’anlller u l t h  uhat urn 

19 a. ?nd 1-11 Just skip arormd a little 

28 t h m w n i m .  
2l A. Okw. 1 %  100kIim at 898. 

17 haPPBnlM at f l0 ld  Wants. 

19 b l t .  Let ffl mk You about the dDCLMUltS 18893 

P a. Okw. 18893 thrOWhB96. 
23 A. Okay. 
24 a. Please describe mow OuldelIna9 for 
25 the MUstWU ShOPW InSPeetlM, If YOU UOUld 
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call  It that .  Is that r luht?  
A. Yes. 
a. 

a. ma on p a n ,  the t n i m  page of those. 

or the wstnrn B h o v m  putaallnas? 
A. Yes. 

UhiCh is 18895. theP8’s a W S t m  Shopper 
Cheskllst emlanatlon. Is that r lnht?  

A. Yes. 
a. M d  th0 f lnt  PWt Is W e  and 

?mearance. Is that rlgnt7 
A. Yes. 
a. The P l r s t  onn Is that:  Ihe Snuder 

Is 
88189 associates should laantl ly tnanselvm 85 

a m t s  of GIE or r n P r m n n t a t l w  of UE. 
that Correct7 

A. Yen. t h a t %  uhat It sans. 
a. M d  80 one of the th lMs YoU’PB 

IWklM for IS t0  Rake 8LUX the sI1ydW PeDPle 
rnprmnnt thenselves aa ue and not m S l l y m  

nmhmees? 
A. Ihat Is one o f  the thlnas ue uero 

a. M d  In fact ,  I t  s m l f l c a l l u  stntas 
1WklM for. 

thW should Mt be ldant l ly lw thnnseints as 
Wder Snplomnea. Is that r lnn t?  



.- 

I 

1 A. RIM1. 
2 a. Md lhs sgond 1hlM Says: Ihe Sal- 
3 rep should be WWIM a llllls lag u l t h  a W 
4 mmaMlcr 1wo. Is that rlgh17 
5 A. Yes. I t  Is. 

7 
6 a. So that’s BnOther 1hIM YOU Uould 

Iwk for es a matnru BhOpper7 
8 A. RlMl. 
9 a. Md the thlrd 1hlM aaua: The sa l e s  
u 
11 
L? that m u i d  be mprnprlata fcr the event. Is 
13 that r lght7 

rep should be U W ~ M  cocker s t y l e  pants ulth a 
ue lwo shlrt cr a plain uhlte and blue ah l r t  

14 A. Y B ,  I t  dats. 
15 a. Okay. Md that% eMther 1h lM that 
is 
17 Inspection. P that rlght7 
18 A. Genarallu BP~BYIM, Ym. I h w  are 
19  JUS^ mans uaneral r m ~ d e ~ ~ n a a  that ue bad. 
28 a. ut ne BSL YOU t o  tun to  P ~ E  18888. 
21 A. It’s rlmht berm thla.  
22 a. sorry. 

24 a. m YOU m0(111120 page i w 7  

YOU looked for in uocr matery shopper 

23 A. OkW. 

25 A. Glue ne Just a w o n d  t o  Us1 

98 

I O l ‘ U a i l l a  a l l t t l e  b l t .  
2 a. s m .  m. 
3 A. Yes. 
4 a. YOU PmDUIW t h l s  docwant; dld  You 
5 not7 
6 A. Yes. 
7 a. Md thls  Vas a mstery ahoPper 

9 A. Yes. 
8 lllspectlon In  micago7 

u a. Dld You 80 l o  Gllcago JLSt for  thls  
11 DWW597 
12 A. Ym. I did. 
13 a. ?nd YOU --Om O f  the thlnea 19 You 
14 
15 

looked t o  sen uhether tne mDresentat!vea u r n  
ldanllf?JlM thnnwlvea as a m ~ r a s e n t a l l v e  o f  

16 UE LOM Oletmlca. and You Bnsuared Yes.  Is 
17 that rlgh17 
18 A. Yes, I dla. 
19 a. ma I n  fact. that.8 unat h m m e d 7  I 

21 represented thenselves ea m 7  
22 A. I Umt Up and 1- t o  t h l s  
23 8entlenan. 
24 
25 

28 a. YOU UBnt and looked and aau that then 

a. 
A. 

ma he had a ae IWO M h ~ a  ah1rt7 
I bellaw ha had a 1-t -- a ah l r t  
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on, and than ne bad plnd of l lka a 11ght 
uincmreaker IS mat I nuenber. m I have 
urltte3 doM GIE lwo ahl r t  U l t h  Jacket c o w .  

I S  I t  a tUO-DW0 m m t  Of YOU- lrulpBEtlcil Of 
t h l s  ~ e i - 8 ~ 7  

A. Yeah. I belleve the ch&kllata u r n  
a l l  Of tu0 Pawes. 

a. sa it’s p a p s  tea and 18881 far 
uocr InsPBction o f  thla person I n  GlIcew. 
that r lM17 

a. may. )nd MYMV, this pago wd - 

A. Yes. 
a. u  apt OF YOU- aud~t. other people 

A. Yea. theu dld. 
a. Md  on 1~882. ue haw ma I n  l(lml. 

A. Yea. 
a. md  In that c m  uow m i l t o r  

dld these I n  Plorlda ea wall; dld theu not7 

Is that r ight7 

defernlned that the mPrBBBnlatIve --or the 
Snyder ~ l o ~ e a  uas Idenl I tYlM thnnwlVW 8.1 a 
mpTBsBntatlw of me !-OM Dlatence.. that 
rlght7 

A. IheY c I ~ 1 e d  yes. 

a. Okau. Md they Y e i n  WBaplM a rIP,W 

- P W  32 

I tag u l t h  a UE nane on It. Is that correct7 
2 A. Theu clrcled ues a a l n  t o  that 
3 qtmstlon. 

5 qtmstlon7 
4 a. SO US YOW answer YB t o  ~ly 

6 A. Yes. 
7 a. And On Paw 18886, UB haw another 
8 mataru ahopper In  niani. IS that r lght7 

u a. And wald. ~ W I M  l h l a  lnspectlon, 
11 theu found that the rwresentatlve idantifled 

13 
14 a U E  nane on 11. IS that c o r n 1 7  
15 A. That’s hw theU lndlcated M t h l s  
16 sheet. Yea. 
17 n. Let m a#. YOU a ~ u t  Bates st- 
19 paae 18919 lhruwh 18928. 
19 A. 919, YOU Sald7 
28 a. Yes, 919 thmlgh 28. 
21 A. Okay. 
22 a. Is th l8  Mm bkkUp 10 UoLlp audlt 

9 A. Yes. 

12 thBnselVB E9 r0Pntsentatlves O f  GIE UIM 
Dlstanca and then uam U B W ~ M  a nane tag with 

23 concmlrm the matery aho~pere7 
24 A. I bellaW Uhat Ua’m lWklM a1 heps 
25 18 U0.m lwXlM at nustery s h m  psrlornsd bu 
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UlOther CMPW. 

bvt I w l d  have t o  w bBck Md lwk. 

ShOPPIw for -der thansslvas; had theu not7 

I thlnk I t  urn Yells Fargo. 

a. Oh. o*au. IheY had done son8 m s t m  

A. Yes. 
a. N WU U W  IWVIBUIM the R 3 U l t S  Of 

U0lls F m O %  llYBtW ShDWer 0Vmt87 

Yells F m O .  
dOlml0 check. 
OutsIda conpanu vas dolw llYBteFY nho~3; tha t ’ s  
Unm w 001 kIM of ti30 Idee 10 do I t  

PIBCB. Ihe PartlCUlar docmt  YOU r e f e r a n c d  
I bellev0 VBB In Florida. 

Md uhat Ue y(M lwklnn at than for 
yes t o  get an Idna of uhat urn nolnn on. what 
Other p~ople U m  seelw, unat the other 
comanu UBS W I M .  n urn fwt nnneral 
Infornallon wrs fop ow mderstandlna. epaln. 

A. YnOeW urn doIM I t .  I thlllk It  U S  

I WUld hsVe t o  no b s k  and 
But sonebadv ues dolM -- an 

OLUS01vBII. IheY U W  dOlM It In dlff-t 

reVI0UIw U h a t  UOUld have a h -  been done. 

t h l s  InsPBCtlon I n  HOnBstead, Plorlde, t h e  
a. Thle dCCwaa( Indlcatea that dwlM 

Snudar mlousn urn uearIM a nata tea vl th  a 
GTE nann. Ia that r 1 m t 7  
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A. Mlch nrnber main7 
a. 1891s. 
A. 

L!. BY cowanu nann. It mans GIE; does 

A. I tel leve so, YB. 

0. All rlnht.  L~1.e chsnse toplcs a 

A. 

a. YBII, these aa~mnts .  
A. OKW. 
a. Md the i?EXt d a m t  I’n WIM t o  

A. 1’18197 
a. yes. Do uw rtrnnnlat that? 
A. I’ve I ) B B ~  I t  bnfore. YES. I 

0. 

A. 

imvreeentatlve u w l n n  nane tep v l t h  
con~anunann. Yea. 

I t  not7 

b l t .  
&n ue done ul th  the rmsterv shopper 

stuff7 

B k  YOU shout I S  m t w  StanPBd 17618. 

UanarallY lgc-artl?n I t .  

mvIeund B Part  of uov audlt7 
In t h l s  one of the d o c m t s  YOU 

I lolw ue IwKed at t he l r  t ra lnlnn 
mLG318, and that’s vhere t h l s  Iwk l lke  t h l s  
COnsS rrOn. L l h  I =Id. I t  d w  IWk 
fen l l la r .  
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0. And the l r  t r a l n m  mual says that 
they  wt uear clean and llppmpplate bIE a a m  
%1BoClBtB sh l r t ;  doBs I t  M t 7  

A. Yes. 
0 . .  kld theU nust SlUaYB U W  a Vlslble 

bIE 1.0. badpe. Is that r lnht7 
A. Yes. 
a. And thmn BpB tu0 t h l w s  that YOU 

C W k d  MI VOW nYstery SMPper analuals that 
YW dld as P a r t  of Yov audlt. Is that r lmt’ l  

A. Yes.  ue dld. 
0. And w a n  YOU t w 1 M  to  see uhethar 

th0Y U r n  dolM the t h l m  that their tPalnlM 
Mnusl says th0u’re supwsed t o  do7 

A. One of the tes t s .  yea. 

a. And t h l s  15 conflrmd on ~ s t e a  
stanPBd  me 1-1 

00 YOU have that one7 It’s conlna. 
A. III proceae. 
L!. Is th i s  wain  hon the  tralnlna 

A. B& on the f m t w .  It ~ D P S ~  m. 
mua~ of -- I ’n sorry. 

I t  ~ p p e ~ y ~ l  10 DB fmn ths sann m m l .  
0. Ihls I S  the Snyder t ra ln lM MnUal7 
A. Ihe tralnlna and w f o r n a n c e  
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P 
23 
24 
i5 

deV0lOPnvlt m u e l .  U B .  

a. And Esaln. th ls  3811s the m$tW 
B h o P w  eyBluattBs Uhether the SnYMrr W l O U e a e  

I t .  but 185sm It mans ul th  GIE nane tw 
and also u n a r m  GIB appruyed a t t i r e .  
r 1 m t 7  

U B W I M  I.D. !lane tag. It d w ’ t  0W 

IS that  

A. Y e s .  
muder Dirnct s e r v ~ c ~ .  IIIC.. 

COww Fleld Harkets, Iralnlnn and 
mrfomance Deunlopmnt. 

18259. 
a. Let m ask You to  turn t o  pas0 

A. I don’t have that one. Mat yes tn0 

a. 18259. YOU mum 
nrnber maln? 

A. Ihe f1IW M e  I haVB I S  256. 275. 
a. YOU can Iwk at nlne. If YOU Ilke. 

oui  of order. 

P u l l 9  fmn dlfferent PlBEB: but I don.1 

IN. UOWORD: mase mat have notten 

IHE YRKESS: Usll. ue*vn not geveral 

888 It ~nnerellu In here. 

a.  at ne J m t  ssk YOU t o  iwk et natea 
BY IIR. BECK: 
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1 St- 1- 54 & WU If YOU wm128 I t7  
2 A. I @ .  
3 a. yhst IS i t 7  
4 m. WJPPORD: Here. 1.w not i t .  
5 nlE Y P ~ ~  It’s a P r e l l n l m  
6 BMPB that the Internal audlt departmt 

8 orlalnal  P I ~ I M  for the audit. 
9 aYm.BEcx: 

7 and I PUI 1Wether Uhan US U r n  dOlM OUT 

10 a. okay. 
11 A. Ihmk You. 
12 a. Ihle Just deacribm P r e l l n l n e r l u  
13 uhat YW mdlt u s  d e s l w  lo  accomllsh. Is 
14 that f a i r  to sau. or not7 
15 A. men ue had ow l n l t i a l  d19CwIons 
16 Ul th  the Leu Players, UhlCh uould have been the 
17 pglple I’ve e l r n  runed. Karen snlth,  Uroree 
18 Ylmkopf. Ied G l l n u a .  uhat dld ue uant the 
18 Wlt to scowllsh. mesS ‘.!em a Waln d w  
28 of a c t i v l t k a  that ue UWld uant t o  take a I w k  
21 et uhen we uere t m .  
P a. h t  m eat YOU t o  turn t o  P W ~  
P ma i w .  bk YOU i r  YOU ~ W I Z E  that 
24 6 o c ~ 1 7  
25 A. Idra. 

- - - P G E  sa 

1 a. CQUld YOU descrlbe uhat It I S ?  

2 A. It le a letter hon chrls mens. uho 
3 I S  the PWldent  of UIEtc CDnSrmSr IWketS 10 

4 f o r  ln6lvlduals et GTIEtc related l o  bmIn855 
5 ethlcs/comlIance. 

7 Owens uho uas then mldent of c o n s m  
E narkets. mat doee that encun~~99. c o n s w  
9 WketS7 

6 a. ut M f i r s t  SSL YW a u t  chris 

la A. At th l s  mlnt In tine c o n s m  - 
11 UIEtc UaS broken up Into a couple different 
12 M l t s .  and one OF than vas c o m m  n€rKets. 
13 uhlch uas Prlnarllu W l d e n t l a l  salea. 
14 Cnnsm Wkets uere c l o e e l ~  ~sslrmea u l t h  
15 enall bmlnasses and mldent la l  Ilnes. 
16 a. I8 thla only 6TEtC7 He’s the 
17 Presldent of crmsunv narkets for U u T 7  
I E  A. Y e s .  I M I I ~ Y B  m. mat ua - It’s 
19 on the UELC letterhmad. BM that’s uhat nu 
28 recollection IS. 

21 0. M that Includes IDM Distance. does 
P It not. for that s s~mnt7  

24 mum up mdernwth t h l s  at t h l s  wlnt In 
23 A. I m*t xnou nou ID, LON oistance. 

25 tlnS. )Larch iB. 1936. 

99 

1 0. AM thePB are fOW PeOPle th le  urn 
2 sent to. Could YOU Ident lN eech of those row 
3 
4 c m a n y 7  
5 A. I’ll do una1 I CM. 0. Allan, I do 
6 not mu. J. 81lneu uould M Jodu 811neu; 
7 she urn In the  sales area. 
E a. of urn7 
9 A. Of Urn. 
u a. may. 

people and mat the i r  Wsitlom unrn uith the 

11 A. Ied GlIRXW Yhlch uas -- he uas for. 
12 811aIn. he urn In the saxes m a  rn he urn In 
13 
14 =En: Slde. I lhlrlk ha YaS VPIM UaS h19 
15 title. 
16 a. ’ VP UOuld be VIce-PPBsldent and 
17 UMBpBlIwWer7 
18 A. Yeah. I*Ve plot I t  llsfed 8011SPIBX 
13 In One Of these Other 6ocunentS. In the 

- I bellBW he U S  the head Of Snvder on the 

a p l a n n m  m 1 mu there u s  a Ilstlng of. 
21 Uhat hle BxaEt tltle UaS. I could flnd It I? 
P You’d Ilke. 
23 a. Yell. 1t.s not messam r lghl  nou. 
24 mho’s the  lmt parson -- 
a A. Ied -- 

- P)GE lm 
lm 

1 a. oh. I’n sorrv. Go ahead. than. 
2 A. Im  611mre VPIW, LD Dlvlsion. 
3 SnYder l la lson ua9 uhat Ye had hln 85 the 
4 11th. 
5 a. may. And u) olvlslon 1s Lonu 
6 0 I st ancS7 
7 A. Y e s .  
8 a. And he uas one of the W P I ~  In 
9 c h m e  of llalson ulth Snuder7 
u A. Y e s ,  that’s hau ue had hln Ilsted.. 
I1 a. Okay. And Uho*s J. H a m 7  
12 A. John HavBM. 811aln. I thlnk he’s In 
13 the sales oraankatlon. I domt  MY his e x a  
14 title. Wt I recoanlm the nans. 
1s a. mu IS t n l s  let ter  In uour - rtret 
16 . OF a l l .  IS t h l s  letter In Part or YOIU au31t 
17 vork p a w n 7  
18 A. Y e s .  !t U a .  

19 a. mu IS i t  tnmi 
28 A. It uas planning n a t w l a l s  t o  n ~ v e  us 
21 LUldEr’Sl~dlM Of uhat the B n V l m W t  UaS 

P l lke ,  SIW an MderstandlM of the 
P rfmulatoru c o n c m  related t o  t h w  tssu~a 

24 related l o  Snuder. 
25 a. YOU BBB there  one Mndwlt ten notea 



1 M the r i m  SI& of PEW 1 s m 7  
2 A. Ido. 
3 E. Could WU InUl than7 
4 A. 1’11 olva It nn best shot. It 
5 starts O R ,  w: CoPY to: Ihera’S Iyw 

6 SUatchlM the1 IWW Ilk0 a IKE SI&. IT! 
7 Mt n m .  I t  c w l d  be a Stnw w (UlmthlM. I’n 
0 not sun. 
9 E. 00 wu Lnw what the IKE would stand 
u fW7 
11 A. No. I don’t. 
l2 E. C a n  WU W the rest O f  the 
13 handurlttan notas? 
14 A. See Mt0 BOmthlrm. I don’t M O W  

15 What that W o r d  IS. Ye need 10 lDDk st. ?nd 
16 than I Can‘ t  Rake Out What the nat Of t h l s  
17 sans. I real ly  can’t m e  It out. 
la E?. m: At the and of thle I*n 
19 
28 Wlth the Mln 00 I Can mad I t .  
21 MI. YOPPDROi I Can’t read It  e l ther .  
22 I’n ~t n m .  

Oolw to  Bsy Fw e laglble COPY Of lh18 

23 IHe Y I I l l E s s i  I dM’1 knOU If We have 
24 O N .  Ihls urn - I I‘BnBMBp, Pron the 
25 uork DWXX that thle Is e copy of n cow. 

- P W  182 

1 IdM’t know If nnnkdn 01111 has the 
2 wlolnnl.  I don? know. I Jus1 knou why 
3 
4 

I 1  urn In h m  w 8 a  bgsuBB Of the - the  
8(mJBCt natter u8a p81eled l o  Snyder BM 

B teltu!arketm as n wholn. main. snttiw 
6 US UP Fw what the anvlronmnt W a s  11Ke 
7 f w  ~lennll lp I n F m t l o n  for us. 
E B Y I ( R . m :  

9 E. NW. b-. Wens UM urn thn aulMr of 
t h l S  letter. vas he PIpVlded the results of iB 

11 UOm Wdlt? 
12 A. I don’t renenber SpBClflceIIY. 
13 E. W. 
14 A. He could have hiy1 knoulndse Of I t .  
15 bul I don.1 know. 
16 E. All rlmt. Let m %?A You to tmn t o  
17 the dEMBnt that 818Pte et page 28981. 
10 A. I I(Mu I don’t hsve that Me.  
19 ‘2. Bnd It’s Mtltled Snyder 
28 t O m l c a t i o n s ,  m ~ . .  sre poiicias and 
21 ~0ceum-m muai. m YW p ~ e m i m  the 
P docmnnt that besins at pago 289817 
P A. Gnnerallu. una. I knou that we bad 
24 a couple of Snnm muals In ow w r k  papers 
25 that un used 88 rnfem?ca natw1a1. 

I 
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7 
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11 
12 
13 
14 

15 
16 
17 
10 
19 
28 
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23 
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E. Uh0i3 doe3 thls dOCmt stop, st 
what Eatas stnmPed Pael 

A. 1’11 JUBl ham t o  a30 I f  thav haw 
Bn Index W Sl  the mr01. I SMU M that 
I 1  h%l 14 ll0led M the t s b l S  O f  

CMtenle, and that uould take LB a l l  the w a n  up 
t o  28558. UhlCh Would be the and. VhlCh Would 
be tha last end tab Is vhat It lwks Ilk& Sa 
I Wwld mSRa Qat tha t  Would P m t a b l Y  be. I f  

I t h l a  that uould be the end point. 
the nunbers BPB concmrent. that It would be -- 

E. O M .  All rl0ht. hld thln In  pert 
Of VOIR Wdll  b&kW bKsrSa It’s IywlhlM Yw 
used as part of the audlt o r  at  least rnvIewed7 

the ~ I n n n l ~  For the Wdlt. You know. one of 
the t h l w  we alwans WUQS~ Is we asX for 
wllclas and p p o c e d m  of uhat are You 
SupPosad 10 be dolrm. And thln 18. fw Snyder. 
one of thn beckup Mter la l s  that ue obtalned. 

A. It le.  yllen Wre  orlglnallu dolw 

E . ,  Let m mK You abaul Eat- etanrml 

A. Yes. 
E. 

P a e  289147 

Ih18  P a 0  C o r n  thslr W l l C Y  Wlth 
rasmt t o  rnprmentntlon, 1s that  rlaht. thelr 

1 
2 
3 
4 
5 
6 
7 
E 
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24 
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mPrasentatlon pollcn7 
A. I h a l ’ B  What It Sans on the top. YB. 
E. Uhat I’d l l k n  t o  mk 8PBClflcellu 

abaut I s  under the o w a t l n a  proE89s on that 
pae, thnrn’e a bullnt, snventh bullet under 
SIIYd0r.e responslbllltn. It e a :  enforce a 
dresB Cod0 that Ineludes LBm0 Of Ore hrandlM. 
And than I t  l l n t s  e snrlas of Itens. Bnd I was 
VOiidWlM I f  You Could dlsCvsg the typB of 
brMdIM that SnYdW usad that’s ShOUn t h m  
that would show me7 

te l l  Yw when I dld the nnstnru shop and when 
UB saw d l f f m t  8PtlCleS around the SnYder 
OfflCas. 

A. I don’t know the speci~ics. I could 

E. onan. p i e m  d07 
A. 

E. met bw7 
A. 

wants You t o  drnw. 

IheY Lsed the &?a11 G I B  bW, VhlCh 18 -- 11’8 Just the 1wo. 

Let m USB thls for a 8BEond. 
E?. UOFPORO: NO. I dM’t thlnR ne 

IHe YIIYESS: Oh, I’n sorrn. 

E. JUBt dencrlbe It. IherB’e a b w  
BYE?. m: 



. .  

I thet.8 the UE lmo? 
2 A. It’s om lmo. It’s a l i t t l e  
3 
4 i t .  Il.e blw md Yalte. Ihat’S JWt V h a l  

CirCUlW. Owl p l C t M  the1 hla U E  VrlttEll M 

5 thsv c a l l  It. the W hm. I’n SOM. 

6 a. mshsad. 
7 A. sorry. m w 8ay that. i t  vas the 
8 
8 

standard UE 1mo that w ha3 on there. I t  uas 
sither B l u e  or unlte urn the etandapd colora. 

18 a. ad u n m  would (PIYdly use that? 
11 A. OR the I.D. W S  that I renrvlber. I 
12 LWIevn that thara E Mall lGn0 on that 
13 badcle. Ineu had 8 0 1 ~ 1  PpDllltlonal m t e r l a l s  
14 also that had the me lmo on It as ~ ~ 1 1 .  
15 a. Old t h s  shirt wer envlouees weer 
16 hew the QE 1Wo on then? 
I? A. Ihe M e  that I i3mnbW Ron the 
18 nvsteru simp. n s .  
19 a. In Fact. their  pollcn says that. 
28 Ihet‘s the first one llated mder me brandlw 
21 shirts. Ie that rlaht? 

23 a. HOU ebwt cam. havn you ever uaen 
24 Snyder w p l e  wear e c w  v i th  a UE IWO? 

22 A. Ys. 

25 A. No. 
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19 
28 
21 
22 
23 
24 
25 

can you Imk at  the d o c m t  that 
t ha t% ka!I labeled 18538. VlBS987 

A. Yes. 
a.  he first line o f  that docmaut 

undmeath the headlw talks about the nnDar 
of cowlalnte on hand at  UECC sent lo  Snyder 
on m h  m. 1999. doesn’t It? 

A. Yes. 
a. ~ o e s  that d c c m t  eau annthiw about 

the nmbw of comlalnts rncelvm bY UECC on 
allu PartlCUler day? 

A. It’s anbi(runs. I1 dDBs Ml SW that 
spee 1 flca1IY. 

a. m YOU sea anuthinn on htun that 
l n d l c a t s  to  nou a f f i m t l v e l v  that ann nrnber 
of c w l a l n t s  vtun melved  bn mECC on a 
vert l cu lw day? 
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Ma& R smah 
Diedor (Ad&) - IntenUt Audi 

May 11,1998 

Mr. Thomas R. Parker 
Assistant Mce President-Associate General Counsel 
GTE Business Development and Integration 
600 Hidden Ridge, HQE03J43 
Irving. 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 to 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 ResolutionlEscalation and Reporting Processes; 

Performance Monitoring and Measurement; 

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 in most cases directly tested the controls within each 

- .- 
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function. 
performed for this ryiewr 

The following items provide a general overview of the major testing 

For the Sales Order Processing functions. we selected a random sample of 
orders, induding 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 Party 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 all 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 testing, we made several 
observations which should help tighten controls andlor improve processes, both at 
Snyder and within GTECC. 
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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 and 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: 

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. 

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 Snyder's 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 automated, controlled and 
efficient system for processing telemarketing sales. 

Finally, through our review of their training 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 Manaqement 

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 GTEs 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 to 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 following: 

. .  .. . .  .. . .. 
L 
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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 
nonescalated complaints, our testing showed that for one day 12 of 28 (43%) 
complaints obtained from GTECC were not on hand at Snyder. For those 
cornplaints received by Snyder, we noted that I 1  of 25 (44%) were not resolved 
and reported back to GTECC within five business days. GTECC needs to ensure 
processes are formally defined, documented, and communicated which can 
record, track, and report the status of all Snyder related complaints. 

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 still does not have an accurate and 
reliable report which can be used to 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 attributed, in part, to piocesses performed by Anderson , 

Financial (AFNI). a third.party vendor of GTE Network Services. We ,recommend 
that GTECC work with GTE Network Services and ensure AFNl’s processes are 

. . I  
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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 telemarketing sales (approximtely 3040%). 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 Snyder related complaints. 
However, we noted areas where Snyder and GTECC could improve the overall sales, 
process. Specifically. we noted the following: 

. 

As part of our testing, we noted that California field sales due to regulatory 
requirements must be verified and recorded by a n  independent third party. 
Basically, the process requires the customer tq 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 all field 
sales based on a costlbenefit analysis. By having both a signed LOA and a voice 
record verifying the sale, Snyder and GTECC should 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 penalties. 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. 

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 u s  to view orders.which were.processed before, during 
and afler the process changes made by Snyder. Our sample of 89 total orders . .  

. .  . .  . .. 
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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 I 1  Asian. Our observations are: 

4 On 18 of &( (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. 

4 On 60 of 81 (74%) of the orders tested were sent to GTECC after the agreed 
upon four day turnaround. 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 
thirteen 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. 

t 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 testing 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. 

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, etc.) 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 

. .  
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associates at the sales locations. Again, this was confirmed in our review of the 
Wells 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 currently 
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 972650-6620 or me at 972/751-5297. 

Very truly yours, 

Mark R. SGith 

MRSIWEW:tlm 
Attachments (2) 

C: D. Gudino - HQK03B67 - Irving 
L. Zidow - HQA06A30 - Irving 
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HH hlclMl GTE Audit Planning Memo 
Snyder Communications Legal Review 
Irving,TX ti Bethesda. MD 
Incharge: Wayne Weaver 

Wayne Weaver 
Audit No. 98:00:025 

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. Our goal is to issue a Attorney- 
Client Letter at the closing meeting. 

Address: 
GTE Communications Corporation 
6665 N. MarArthur Blvd. 
Irving. TX 75033 

Snyder Communications, Inc. 
Two Democracy Center 
6903 Rockledge Drive, 15th Floor 
Bethesda, MD 20817 
Main Switch Board - (301) 468-1010 
(See Directions Attachment HH.1) 

Main Contacts: 
GTECC 

GTECC 

GTECC 

GTE BDI 

Snyder 

Ted Gilmore, 97Z465-5184 

Michael Lyons, 9724654642 

Ed Miller 972/465-5190 

Toni Kubly 972l7 18-7050 

George Wolfand 30V571-62 13 

VP/GM LD Division - Snyder Liaison 

Manager LD Division - Snyder Liaison 

Director - Marketing LD 

Director Regulatory 

VP Operations 

Audit Team: 
vi-:.: .. . :.:;>y. - 

Staff: Yamira Lajara 813/221-8610 x323 

Susan North 
Andrew Timberlake 

813GL21-8610 x326 
97Z550-6647 

In-charge: Wayne Weaver (972)550-6620 

Manager: Mark Smith - (972)751-5297 ._ 
File Name: C:\My Documents\My Documents Two\AUDITS\98025 - Planning Memo -final.docPage 1 
Of12 . . . .  
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GTE %% Planning Memo HH 
Snyder Communications Legal Review WayneWeaver 
Irving, TX & Bethesda, MD Audit No. 98:00:025 
Incharge: Wayne Weaver Manager: Mark Smith 

The opening meeting will be held at 9:30am (Local Time) on April 6.1998 at Snyder 
Communications Headquarters in Bethesda. Maryland. We will be arriving at 
Snyder's Headquarters at 9:OOam. Per discussion with George Wolfand, Snyder VP 
- Operations, Snyder's normal work hours are 9:OOam to 6:OOpm. 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 CorDoration (GTECC) 

GTE Communications Corporation (GTECC) is GTEs Competitive Local 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), like 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 long 
distance packages in a number of ways, including in and out bound telemarketers, 
retail store sites (GTE Phone Matt & GTE Wireless Stores, etc.), and through direct 
sales. One of the telernarketers 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.5 - HH.7 for various Flowcharts which represent the Order 
Processing Systems for GTECC,.GTE LD Fulfillment, and GTE LD detailed. . 

File Name C \My Documents\My Documents TwoWUDITS\98025 - Piannmg Memo -final docpage 2 
Of 12 

Attorney Client Privi leged Material - Do Not Copy or Disseminate 

17673 



Planning Memo HH InlaMl GTE Audil 

Snyder Communications Legal Review 
Irving,.TX & Bethesda, MD 

Wayne Weaver 
Audit No. 98:00:025 

Incharge: Wayne Weaver Manager: Mark Smith 

Snvder Communications, Inc. 

Snyder Communications was established in 1984 as a telemarketer who specialized 
in marketing for specific industries and to 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 & Gamble (Household goods), and Merck 
(Pharmaceuticals). 

Snyder's other products include product sampling and Wallboards - informational 
posters for placement in hospitals, recreation areas, and transportation 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 at fairs, festivals, carnivals, 
malls, store fronts, and street corners (60-70% of sales), and 2.) Telemarketing 
outbound calling to customer within their database (3040% 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.lO. 

Reaulatow Environment 

The following paragraphs are taken from a message by Illinois 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 called "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 to 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 
large 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 small, difficult to read print; 
The LOA must be signed and dated by the account holder; and 

- 
- 
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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 afler they have declined the company's service. 
Switching consumers without obtaining proper verification. (See below) 

* 

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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Obtaining the customer's written authorization: or 
Obtainina the customer's electronic authorization; or . 

1. 
2. 
3. 
4. 
5. 
6. 

Obtaining the customer's oral authorization by use of an independent third patty 
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. 

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, Illinois 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, I 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 500 
PM)  to avoid % days. - .  

' 
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Planning Memo HH 
Wayne Weaver 

Audit No. 98:00:025 
Manager. Mark Smith 

lnvnul GTE Mil 

Snyder Communications Legal Review 
Irving. TX & Bethesda. MD 
Incharge: Wayne Weaver 

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: 

Sales Order Processing: 

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; 
Welcome I 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. 

Evaluate the adequacy of the Sales Compensation Plan and ensure it 
does not encourage unethical I questionable sales practices; 

Evaluate the adequacy of the Quality Control, Problem Resolution I 
Escalation, and Reporting Processes; 

- .* 
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Review Performance Monitoring I Measurement to ensure adequate 
management information. Specifically, looking for Management Span 
of Control, Coaching Practices, and Sales Representative Statistics. 

lnvnul GTE Audit 

Personal Preferences: 

I 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 underlined for easy reference on the Narrative. 
Cross reference each control 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.). I have an example of this 
documented at HH.3. 
Complete lead memo as usual to document the test results. 
All Documents, Exhibits, and test items included in the workpapers MUST have a 
pre-printed label or printed directly on the document the following: 

Attornev Client Privileaed Material - Do Not CODY or Disseminate 

If you have any questions regarding exactly what this statement means or how it 
effects our work, your not alone but 1'11 do my best to explain what I think it means 

AUDIT ASSIGNMENTS: 

' Audit Assignments will be determined at a later date. 
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Planning Memo 

All 

W & A T  
w 
TBD 
All 

W & M S  

I n t c d  .GTE Audit - 
Snyder Communications Legal Review 
lrvina. TX & Bethesda, MD 

Bring any personal supplies you will need (Le. Post-it 
notes, pens, pencils, highlighters, notepads. etc.) 

Printer, Paper, Ink Cartridge Refill, etc. 
Opening / Closing Meeting Materials 

Opening / Closing Meeting Minutes &Attendance 
Report Write-up 8, Finding Summary 
Post Review Performance Appraisals 

HH 
Wayne Weaver 

Audit No. 98:00:025 ". 
Incharge: Wayne Weaver Manager: Mark Smith 

ADM 1 N ISTRATIVE ASSlG N M E NTS: 

LOGISTICS: 

possibly event sites in California, Florida, New York and Texas (these are yet to 
be determined) 

Bring your ID badge and plenty of business cards. 

Review Operating Procedures Prior to Beginning of Fieldwork - I will be providing 
Training Materials as well as Policies and Procedures from Snyder 

Make your travel arrangements - only for the first week or until I know where we 
will be going and when. Sidetrips may not be practical for the first couple of 
weeks so I 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. 
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. I know 1'11 be unwrapping my suits, unfortunately. 
They are Business Casual on Fridays, so you will need to take some casual 
clothes as well. 

. .  
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lntcmnl GTE Audit 

Please turn in expense reports every Monday morning. 

Back up the files related to this audit daily onto a removable disk. 

As issues come up, please inform me as soon as possible. I will be keeping a 
running Findings Summary. 

If you are finished with your section, run into some problems or are dealing with 
difficult people, LET ME KNOW ASAP. 

0 Turn in your completed work, as soon as its finished. This will speed up my 
review and allow Mark to be more flexible with his review. . 

0 Please complete the Work Paper Cleanup Checklist 

Complete all Expense Forms 

. File Name: C:Wy Documents\My Documents Two\AUDITS\98025 - Planning Memo 4nal.docPage 10 
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Planning Memo HH 
Snyder Communications Legal Review WayneWeaver 

Audit No. 98:00:025 Irving, TX & Bethesda. MD 
Incharge: Wayne Weaver Manager: Mark Smith 

SCHEDULE 

htcrml GTE Audit 

Planning Planning 
Week Week 

4 5 

-r 

Fly to 
Snyder 

Bethesda. 
MD - Arrive 

Planning 

Opening Fieldwork Fieldwork 
Meeting @ 
930 EST - 
On-site @ 

9:OOam 

13 

20 

27 
Make Travel 

Plans For 
Week #1 

Planning 
Week 

Planning 
Week - Make 
Travel Plans 
for week #2 if 

Possible 

Due to Good 
Friday I 
Easter 
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Possible Site Possible Site 
vlsns to local Status wsns to local 

events Meetins with events 

20 21 22 
Fieldwork - Fieldwork - Fieldwork - 

Wrapup 
Wrapup 

Closing 

Fieldwork - Fieldwork - 

events events 

Fieldwork - Fieldwork - 
Possible Site PossibleSite 
Visits to local Visitb to local 

events events 

Wrapup 
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- Must wear clean/appropriate GTE Sales Associate shirt 

w .  Must wear visible GTE ID badge - Must wear clean dark blue/ black/ khaki pants 

w 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 9 



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 concerning performance. 

Mystery shopper will evaluate the following areas: 
* Sales associate visibly wearing ID name tag 
* Wearing GTE approved attire 
* Friendly, courteous and informative behavior 

Did sales associate ask the following questions: 
P 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? 

P Was mystery shopper offered a plan or promotion? 
When do you call most? 

i I 

Snyder Direct Services, Inc. Consumer Field Markets Training and Performance Development 35 



GTE Service Corporation - Internal Audit 
Preliminary Scope for Snyder Communications Review 

March 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. 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; 
Welcome I 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. 

Evaluate the adequacy of the Sales Compensation Plan and 
ensure it does not encourage unethical I questionable sales 
practices; 

Evaluate the adequacy of the Quality Control, Problem Resolution I 
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. 

ATTORNEY CLIENT PRIVILEGED MATERIAL - 
DO NOT COPY OR DISSEMINATE 
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GTE Communications Corp. 
Snyder Communications lnvesligalion 

Various Locations I/ Audit No. 98:00:025 
Attorney -Client Privileged Material , 

Do Not Copy or Disseminate L- INTRACC 
/ ,./ 
e' 

. .  . .  

To: 

GTE Communications 
Corporat1o.n 

Irving, TX 

7 

G. Allen - HQMC40 - Irving. l% .' 
J. Bilney - HQK03D97 - Irving. TX 
T. Gilmore - HQK03D02 - Irving, TX 
J. Havens - HQK03BO1 - Irving, TX 

- 

!' ' 

Subject: BUSINESS EFHl CSlCOM PCIANCE , 25' , 

Attached Is a presentation by GTE's Assoclate General 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 
with companies that do not comply, (i.e., change customer's service without 
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 
given the situation we experienced in the Language Assistance Center in California. 

.4@' 

A particularly important point in Steve's presentation was that violations committed 
by agents of GTE. (Le.. Teletech, Snyder. LD Telernarketers. etc.) are the 
responsibility of GTE. The penalties associated with a violation can be substantially 
mitigated, however, if (I) the Company surfaces the violation and (2) the company 
can prove that they had a comprehensive program in place to attempt lo avoid. Or 
minimize violations. 

Given our increasing use of outside partners, we must be Fertain that they conduct 
business in a fashion that is consistent with GTEs compliance standards and have 
appropriate controls in place to prevent violations. 

/ - ~  " I'd like to begin a review of otjr partners' "quality control/compliance processes" as 
soon as possible. In fact, we recently completed a review of Snyder 
Communications' processes and procedures, and likeily will .conduct an o.n-site 
review to verify'that the processes areworking .as designed. I'd like each of you to 
work with your pmtners to document and summarize their current quality 
controlkompliance standards and processes. At this Doint, no on-site review i S  
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G. Allen. J. Bilney. T. Gilmore. J. Havens 
March 10. 1998 
Page 2 

necessary. Ted or Gwen can provide you examples of the work we've done with 
Snyder if you'd like. I'd like these reviews completed 8s quickly as possible but no 
later than Match 31. 1998. 

Let me know if you have any questions or comments. 

/3 .=& 

d p h e r  0. Owens 
President-Consumer Markets 

CO0:gjh 
Attachment 

c: C. Bercher - HQ617A14 - Irving, Tx (wlo attachment) 
F. Kinder - HQK03E13 - Irving, TX (wlattachment) 
S. Skogen - HQL06B62 - Irving, TX (wlo attachment) 

.. .. 
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Toni S. Kubly 
Regional Director - Auditing 

CTE Service Corporation 

Internal Audit Department 
5615 High Point Drive, Suite 600 
Mail Code HQA06NO 
Irving, TX 75038 
97Zf751-5292 

June 19,1997 

Mr. Robert G. McCoy 
President 
GTE Long Distance 
P.O. Box 152211 MC HQL14A07 
Irving, TX 75015-221 19 

Dear Mr. McCoy: 

We have completed our Order and Fulfillment Audit of GTE Long Distance, located in 
Irving, Texas. Our Audit Report No. 9755051 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: 

Order Creation and Entry; 

0 VendorlContract Administration; 

Sales Channel Interfaces; 

Sales Fulfillment; 

Systems Order Interfaces; and 

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 recommendations, along with management comments, 
are included in the attached audit report. For your convenience.. be have identified 
within the Table of Contents, the functional area(s) with primary responsibility for each 
observation'and a summary of each finding. , 

. . , 
. .  

. .  

I 

i 

A Pad of GTE Corporation 
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Mr. Robert G. McCoy 
June 19.19S7 
Page 2 

During the 4th quarter of 1996, Internal Audit completed a Phase I 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 I Process Review and performed detailed 
testing, where possible, of the functions performed. Additionally, although management 
comments were not required, we performed follow up and testing of the Phase I 
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 control issues; no 
defined procedures, no communication of procedures and the lack of an integrated 
business process. We recommend the implementation of the following controls to help 
minimize the problem currently experienced: 

Improve systerns/applications to perform the proper checkhalances and up front 
edits; 

Mechanize the manually intensive processes; 

Improve the lines of communication within all responsible parties; 

Provide the appropriate training and instruction to all personnel to perfom' the 
proper functions; 

Develop effective tracking and control 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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Mr. Robert G. McCoy 
June 19,1997 
Page 3 

If you have any questions regarding this report, please contact Mark Smith at (972) 
751- 5297 or me at (972) 751-5292. 

TONI S. KUBLY 

TSWMRSIBDA:pjw/97051AUDLTR 

Attachment 

CC: R. J. Bigler - Irving 
M. C. Bolduc - Irving 
C. L. Brinkley - Irving 
T. Burroughs - Irving 
D. L. Crockett - Irving 
A. Farrell - Irving 
E. Geller - Irving 
R. Gray - Irving 
M. Harness - Irving 
J. M. Havens - Irving 
P. Kuhar - Irving 
D. E. McCracken - Irving 
N. A. Radvanczy - Irving 
R. M. Taguchi - Irving 
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Lead Memo WP: B-11 
Susan North GTE Communications Corp. - Snyder Communications Review 

Bethesda, MD Audit No. 98:00:025 04/28/98 10:26 

To Ensure that policies and procedures are complete and in compliance'with 
contractual guidelines and GTE's approval. 

OBJECTIVE: Audit Step(s): -1 

CONDITIOMSSUE 
No standardized and formalized process is in place for the forwarding and handling 
of complaints to Snyder. 

SCOPE: 
IAD obtained policies and procedures for Quality Assurance complaint 
resolution/escalation and reporting. IAD also interviewed Michael Lyons, GTECC - 
LD Complaints Manager, Liz Smith, GTENS - Post Sales Fulfillment LWCornplaints 
and Elliot Glover, Snyder - Quality Control Manager. In order to verify 
communication of Snyder/GTE policies and procedures IAD also obtained Snyder's 
Quality Assurance Overview used in training ( U ) & d  a memo from Liz Smith 
describing Snyder's complaint process CB;L22).dlAD reviewed these documents 
and interviewed personnel involved to ensure that policies and procedures are 
complete and in compliance with contractual guidelines and GTE's approval. 

TEST RESULTS: 
Based on the testworh above, IAD found issues in the following: 

Dispo 
sition 
RP 

No formalized complaint process at GTE . No confirmation or reconciliation performed by GTE to ensure all complaints are 
received and forwarded 

File Name: C:\SnydeAB-ll .doc 
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- Risk:HIGH - Lack of formality may result in either untimely resolution or lack of 
correction of unethical sales practices 
Recommendation: GTE and Snyder develop together a formalized complaint 

process to allow for an efficient resolution of complaints. 
Clearinq 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. 
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Lead Memo WP: 8-12 5- dy/d 
GTE Communications Corp. - Snyder Communications Review 
Bethesda, MD Audit No. 98:00:025 04/28/98 10:32 ySl'>(y 
To ensure that customer complaints are being handled properly and in a timely 
manner. 

Susan North 

OBJECTIVE: Audit Step@): &UU2 

sou 

switching on hand at Snyder 
ComDlaint investiaation form sent to GSM 
and ietumed fromGSM with action plan 
Example of supporting documentation - 
When action plan is re-training - attendance 
sheet signed by reps. who participate in re- 
training 
Example of supporting documentation - 
written warning 
Example of supporting documentation - 
termination fo r i s  
Example of audit completed by QA 

~ 

Status of open complaints up to 4/8/98 

Log of escalated complaints for Snyder at 
GTENS used to test whether all escalated 
complaints have been received by Snyder 
Test results for tracing of non-escalated 
complaints sent by GTECC to Snyder 

m d g ;  i 
Audaor-prepared 
Andy Coates, Admin. 
Asst. 
Carol Bonilla, Quality 
Control Staff 
Annette Philken. Trainina - 
Manager - Miami 

Gil Perez, District Mgr. - - 
New York 
Ken Cooper, Manager - 
Houstonb 
Elliot Glover, Quality 
Control Manager 
Andy Coates, Admin. 
Asst 
Liz Smith, GTE Post- 
Sales Fulfillment, LD 

Auditor prepared 

SCOPE 
IAD obtained li ting of all custornerJand PUC/FCC complaints maintained by both 
GTE (-9) and Snyder (BA2.2). and performed the following tests: 2 

Selected a haphazard sample of 25 complaints (B;l~.l)"6r u n a ~ t F ~ ' ~ ' ~  12.5 
switching from the listing and traced to supporting documentation Sample I 
was picked from the following offices: Q z e n s ,  Brooklyn, Houston & Miami. , a,Lp 
The majority of complaints chosen were escalated complaints. 

For each complaint researched: 

1. Traced to supporting documentation showing action plan taken .to 

2. Deterinined if thecomplaint was resolved in a timely manner (step'b. 

resolve complaint (step a: on 6-12.1),/ 
' 

.on E L l U ; * '  >3y \a 3 . . 
File Name: C:\Snyder\B-12.doc 
Attorney Client Privileged Material - Do Not Copy or Disseminate 

Page 1 of 4 

18495 



Customer Cornpialnts Testwork 0-12.1 
Susan North 

# ' . m i  
r342.3 i'h 212-427-3312 

1 2 I 212-427-3312 
3 1 212-769-3963 6 12.3 4ah? 281-496-9474 
5 $17 305-651-6513 
6" N318 989 8056 

@/I4 8 718-468-8740 
9% 718-499-0200 

% ~ 1 0  718-627-6352 
1 flit71 8-927-3953 

'5q1.2 261-298-7292 
13'%305-225-9146 

7 4 h516-486-6142 . .  

I '%$14 305-56-8203 
15'%305-754-7270 

13/1116 .. .305-770-0313 
17'~305-854-9150 

l f iq l8  305-888-0438 
1941407-656-3325 qq 20 516-798-7521 
21"11516-677-9563 

l'h$ 22 713-664-6115 
239371 8-257-4485 

l'/,% 24 718-897-5980 
2581q7i 8-919-8863 

-L 

m 
' P  

W 
CD 

TranDate 
2/25/98 
3/18/98 

. 2/11/98 
1/30/98 
2/27/98 
W/98 
2/8/98 
2/7/98 

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 
1/15/98 
1/13/98 

' 2/3/98 
. 2/10/98 

2/5/98 
2/iO/96 

Rea 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 
3/31 198 
3 1  9/98 
3/26/98 
3/18/98 
3/2/98 

2/17/98 
3/18/98 
3/19/98 
3/4/98 
3/2/98 

3/18/98 
3/12/98 
3/2/98 
311 8198 
3/13/98 
3/12/98 
3/18/98 

mJ!l 
6866 
6866 
6883 
11210 
10176 
9992 
7759 
8186 
6631 
6212 
8131 
3923 
1781 

54081 
4110 
3498 
7720 
54081 
9041 
7759 
7760 
17433 
5510 
8885 
18428 

Actlon Plan 
Acllon Plan Pecd Dale 
Suspendednaler term. 3/24/98 
Suspendednaler term. 3/24/98 
Suspendednaler term. 3/24/96 
Terminaled 4/8/98 4/6/98 
Wrinen wamlnglinvest 4/1/98 
Re-Training 4/17/98 4/13/98 
Termlnaled 2/24/98 3/16/98 
Written wamlng 3/25/98 
Terminaled 2/24/98 4/15/98 
Term In a I e d 3/23/98 
Termlnaled 4/14/98 
Re-Trainlng 3/19/98 3/23/98 
Re-Tralnlng 3/10/98 
Re-Trainlngnaler term. 3/3/98 
Re-Trainingnaler lerm 3/31/98 
Re-Training 3/31/98 
Backend-Retraining 3/10/98 
Re-Trainlnylaler term. 3/10/98 
Re-Training 3/31/98 
Terminaled 2/24/98 3/12/98 
Terminated 2/24/98 3/5/98 

Terminated 3/18/98 
Wrillen warning 3/16/96 
Terminated 3/30/98 3/23/98 

Writlen warning 3/23/98 

Audit 
m 

No 
No 
No 
No 

Yes 
No 
Yas 
No 

Testwork steps: 
B i7 E 
[XI [XI d a  
[XI [XI d a  
[XI [XI d a  

E i & E 2  [XI [XI 
E l  [51 n/a 
E2 E3 n/a 
[ X I 0  [XI 
[XI [XI nJa 

No E l  0 [XI 
No [XI 0 Seed 
No 
No 
No 
No 
No 
No 
No 
Yes 
Yes 
Yes 
Yes 
Yes 
No 
No 
No 

E l  
[XI 
E2 

E1&E2 
ElBE.2 
El&E2 

[XI 
E2 
E l  
El 
[XI 
El 
[XI 
[XI 
[XI 

0 
[XI 
[XI 
0 
0 
[XI 
[XI 
0 
[XI 
0 
0 
[XI 
0 
rm 
0 

Seed 
n/a 
d a  
d a  
[XI 
n/a 
n/a 
n/a 
n/a 
[XI 
[XI 
nla 
[XI 
d a  
[XI 

d 
[XI 
[XI 
[XI 
n/a 
n/a 
nla 
d a  
n/a 
n/a 
[XI 
[XI 
n/a 
nla 
d a  
n/a 
n/a 
n/a 
nla 
n/a 
nla 
n/a 
n/a 
n/a 
n/a 
nla 

Q 
n/a Term 3/30/98 
n/a Term3/30/98 
n/a Term3/30/98 
n/a 
[XI 
(81 
n/a 
.[XI 
n/a 
rJa 
n/a 
[XI 
[XI 
4 Term. 3/16/98 
[XI Term.4198 
[XI 
[XI 
X Term 3/16/98 
[XI 
nla 
n/a 
[XI 
n/a 
El 
nla 

The following tests were pedormed for lhe columns lisled: 
a) 
b) Traced Io supporllng documenlatlon. 
c) 

d) 

e) 

Tickmarks: 
Verified lhe receipt 01 aclion plan (rec'd dale) was within 72 hours per Snyder & GTE policy. 

If the acllon plan was k l e d  as lerminalion, verified Ihe rep. was listed as lnaclive in CAPS with 
descriptlon of lerminalion lisled as unaulhorized sales. CAPS Is the payroll syslem. 
If the acllon plan was lisled as lermlnalion or suspenslon, bul rep. was lisled as aclive in CAPS, 
ran a producllon reporl on Ihe representative lo  see /I they are Inactive 
If acllon plan was re-lralnlng, lraced rep. ID lo  entire log lo  ensure was only 1 compialnt and if aclion 

.plan was wrlllen wamlng ensured lhal lhere was no more lhan Iwo complalnls. 

[XI Tested with no exceptions 
Obtained verbal verificallon from manager that rep. 
parlicipaled In re-lraining. 

0 For confidentlalily reasons, did not want lo  give us 
lerrnination,fon$ hR mgr. verified that these reps. 
were lem'ilMtuk?-"!. 

X Thls rep: Ohfy ?&%bed re-lralning afler 1st complain! 
and was Mer nred after lnvesllgalion of 2nd complain. 
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Y 
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Actlon Plan 
Rehalnlng 1 

I Terminated ~ &I98 

Termlnated - 3n019.3 
Termlnaledd - 311 1/98 
Termlnated - 3/11/98 

us1 Received. Reswnses will amear on next week's rewl l  

Observallon 

No Response from Field 

Termlnated 
Observation ~ 412198 
Termlnaled .418/98 

Rehainlng 

Refresher Trdlnlng 

chlng/SupervisloMRefresher Training 

Rehalnlng . 
NO Response from Field 

Rep received a coaching 
Retralnlng 

Relralnina - 3/25&8 
Tarm1nat;td - 39/98 

Terminated &'- k'r/q& I 
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Nu Response from Field 

Terminated ~ 2/16/98 
Verbal Warnlng 
Verbal Wmlng 
Verbal Warnlng 
Verbal Warning 

J&,m 



i ’  
Shesll 

2MOg A c l b  
09233 Acllw 
07337 Active 
07337 A& 
07337 Acltve 
03631 AcUve 
14387 Active 
54056 AcUve 
$4096 AcuW 
)7668 AcUve 
16824 A& 
07726 InacUve 
18625 Adtve 
14482 AcUvs 
03058 AcWe 
03059 Aclive 
04464 Adtve 
30501 Acllve 
04464 AcUve 
07540 Acltve 
07140 InacUve 
04464 lnactlve 
09518 Acitve 
05386 Acltve 
09224 Acitve 
07140 lnaclive 
08197 AcUve 
07169 AcUve 
08612 AcUve 
08059 Active 
07140 Inn& 
07640 Acltvs 
044% AdtM 
08055 AcUve 
07841 AcUve 
07635 Actha 
08854 AcUve 
07502 ACUM 
07378 Acthrs 
20181 AcUve 

2/9/98 
2117198 
3/2188 
3/4m 
Y l W  
2117M 

SNY 
CHI 
CHI 
CHI 
CHI 
CHI 
SNY 
PHL 
PHL 
CHI 
SNY 
LAC 
SNY 
SNY 
LAA 
LAA 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
ELP 
MCA 
DAL 
SNY 

Fbld 8647881100 19980112 ; Fbld W4789110019980112 I 

Fbld 4157221537 195YJ.701 
’ 

OTM 8175575921 19980118 ZIWd’ 

15W7081 19980204 

310198 

8 

: 311188 

5120188 

worn8 

Mom8 

YIOD8 

YlOD8 

310198 
uiorn8 

More8 
UIW 
Y 1 W  

3111188 

WlW71845 No( FDund 3052258145 Nd FWnd 
612@W105 NDtFwlwl 9722210089 Nn Fwtd 
eoPS~14432 NptFamd 2546w4J5 NdFound 
71sJsg1834 NptFamd 4092888189 Not Fwnd 
417mm88 ~ o t ~ w t d  5127832854 Not Fwnd 
9204080565 Nd Fwnd 2M21M817 Not Fwnd 

104 
1W 
1W 
1W 
1W 
100 
1W 
1W 
1W 
100 
100 
loo 
I W  
1W 
1W 
100 
1W 
100 
1W 
100 
100 
100 
1W 
100 
100 
100 
100 
100 
100 
1W 
100 
100 
100 
1W 
I00 
I00 
I00 
1W 
103 
1W - 

I 
VD 
VD 
VD 
VD 
lm 
I 
ID 
ID 
VD 
I 

VD 
I 

VD 

ID 
im 

im 
im 
ID 
ID 
ID 
ID 
ID 
ID 

ID 
VD 
VD 

ID 
ID 
ID 
ID 

I 
ID 
VD 
VD 
lm 
VD 
i 

im 

im 

- 
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LH 
MM 
MM 
AM 
LA 

DSA 
KD 
KD 
LH 
EH 
NM 
EH 
OK 

DK 
DS 
DS 
NR 
MF 
MF 

BV 
LM 
DS 

DAG 
CR 
LH 

LH 
MM 
BV 
RD 
CP 
AR 

DVW 
DS 

DS 

No &s on file 
InvestigaU~TermlnaU~S~spension lo follow 

No Response imm Field 
No Response from Flew 

CcaChln(YSupeNlS!aLRefmSker Training 
InvesUgaUon-TermlnaUolllSuspensi~ lo iollow 

NO Response fmm Fleld 
ObseNaUonIRefmsher TrainNerbal Warn 

500 Verbal Warning 
No Responsn Imm Fleld 
No Response fmm Field 

Terminated - 3/5/98 
NO Response fmm Field 
NO RespOnae from Fleld 

QC InvnsUgaWSuspenslon 
C InvesUgalloolllSuspenslo~endlng Field 

Tennlnlaled-avar 30 days ago 
No Response from Fleld 

Termlnaled- 2120198 
No Response from Field 

Terminated 
Temlnaled 

No Response fmrn Field 
Relralnlng-314/98 

No Response imrn Field 
Termlnalnd 

ObssrveU&srbal Warning 
ObsewaUonNerbal Warning 

Retralnlng 
Terminaled . 3/5/98 

Termlnsled 
No Response from Fleld 

Temlnaled- over 30 daya ego 
ObseNaUonNerbal Warning 
Obr,ewaWerbel Warnlng 
ObaeNaUonNerbal Wernlnp 
ObssrvaUonNerbal Warning 

Refmaher Tralnlng 
No response im me Fleld 

Relralning 





RSM: Gilbert Perez 

Distr1L-I; MIF 

1; 2/27/98 

2/12/98 , 

DSM : Ruben Rios 

8 

183233735 305-770-0313 3498 Refresher Training 

182412904 305-754-7270 i/ 4110 Refresher Training 
.-- 

Rep ID # ( See below) 

Type of.Ingulry : CRC 
RequestDate: 3 / l & 9 8 K  t. . 

Team Captain: 

Return By:3/26/98 

-i, 



FOOT SALES 

Date Recld Cust Name , 

02/05/1998 Lopez.Jorge 
02/12/1998 Marston, Morriil 
02/20/1998 Lee, Liana J 
02/25/1998 Czideron. Luz 
02/25/1998 Contreras.Cynthia 
02/25/1998 Gaiio, Joseph 
02/25/1998 Vito.Maranzano 
02/26/1998 Benitez, Luz 
02/26/1998 Dei Carmen, Juan 
02/26/1998 Fresin, Nadine 
02/26/1948 Gullo, Rlchard 
02/26/1998 Neal.Suway 
02/26/1998 Shapiro.Marta 
02/26/1998 Tabiada.Mario 
02/27/1998 Ortiz. Cecilia 
03/03/1998 Agosta. Lisa 
03/0311998 Fontana, Genie 
03/03/1998 Noto. Anthony 
03/09/1998 .Israel. Gary 
03/10/1998 Andino.Vincente 
03/10/1998 Danzig, Richard 
0311011998 Finke. Gary 
03/10/1996 Haie.Peter 
03/10/1998 Kelly, Vida 
03/10/1998 Yeliin.Elissa 
03/11/1998 Cueiiar,Lucia 
03/11/1998 Smith, Bernice - 03/12/1998 Brawner,Mary 

CO 
Ln 03/12/1998, Cartiright, Margie 
W w 03/12/1998 George,Nalhan 

03/12/1998 Queen,Heien 
03/17/1998 Rosenbluth,Lawren 
03/18/1998 Acevedo,Lucy 
03/18/1998 Hart.Ruby 

\ 

Phone Number 

; (301) 297-4582 
uf305) 888-0438 

(212) 268-0844 
f2j2) 427-3227 
(615) 594-1542 

.3718) 898-9751 
,f718) 366-2288 
,(Tie) 997-6118 
. 453) 838-6233 
'-(305) 654-9150 

(516) 872-3086 
(fi5) 887-6060 
(718) 353-0252 
(305) 225-9146 
(516) 877-9563 

, (718) 441-9642 

(212) 737-9008 
(516) 783-7959 
(516) 486-8142 
(215) 624-6181 
(206) 242-1196 
(516) 798-7521 
(202) 610-2451 
(718) 591-7664 
(718) 478-5439 
(718) 468-8740 

(718) 257-5602 
(718) 897-5980 
(407) 656-3325 

(212) 666-7349 

(310) 973-8946 

(404) 634-4559 

ce (212) 427-3312 

(305) 651-6513 

State lf/Oof Date Signed Rep I Sup I Event ID Fraud Action 
FL OOF 01/02/1998 54087 13928 001 N Retraining 
MC OOF 01/29/1998 07886 08140 Y Terminated lG 
NY IF NOLOA N Terminated Q 
NY OOF 01/28/1998 02380 11390 Y Coaching 

NY OOF 01/14/1998 54045 14345 34528 y 
NY OOF 01/31/1998 05748 05748 34328 Y Terminated 2 3 . 
NY IF 01/24/1998 06627 05748 34328 Y V e r b a i W r n . 3 ~ ~  

Y Terminated F3 WA OOF 01/24/1998 54012 16142 
FL OOF 01/15/1998 7720 1143 001 Y Retraining 
NY OOF 01/28/1998 07759 05748 34400 Y Terminated 6 
PA OOF 01/12/1998 54096 183390 Y Terminated 
NY OOF 01/13/1998 07154 05748 34328 Y 
FL IF 02/22/1998 17637 16006 002 Y Retraining 
NY OOF 01/13/1998 07760 05748 3440 Y Terminated 
NY OOF 01/20/1998 06029 31066 013 Y WrittenWrng 

NY OOF 02/12/1998 02700 00299 013 Y Terminated 
NY OOF 01/13/1998 07759 05748 34400 Y Terminated 
NY OOF 02/08/1998 07759 05748 34400 Y Termhated 
PA OOF 01/05/1998 54096 18333 Y Terminated 
WA OOF 01/24/1998 54012 16142 Y Terminated I 
NY OOF 91/15/1998 07759 05748 3440 Y Terminated 
DC OOF 02l01l1998 06861 18392 Y Suspended 
NY OOF 01/17/1998 07154 05748 34328 Y Termhated 
NY OOF 02/09/1998 06029 31066 013 Y WrittenWmg 
NY OOF 02/01/1998 08186 06615 Y Written Wrng 
GA OOF 01/02/1998 02742 Y WlittenWrng 
NY OOF 01/29/1998 08131 16358 13 N r 
NY OOF 02/05/1998 08885 08885 013 Y d&nWrng ?$ 
FL OOF 02/03/1998 09041 31532 Y refreshertmg \ h., ,-+ \ 
NY OOF 02/25/1998 6866 10358 13 Y norespnse 3 $ u 

Y Suspended &- t % NY OOF 02/22/1998 10029 05772 
FL OOF 02/27/1998 10176 04353 4 y norespnse 3 3 "- 

TX IF 01/28/1998 7140 17694 N Terminated 5 

CA OOF 01/29/1998 04074 00500 002 Y probation O 

+ 
I 

9 



FOOT SALES 

03/18/1998 Montros.Jacqueline 
03/18/1998 Olensky,Patrick 
03/19/1998 Davis, Roslyn 
03/20/1998 Han, Albert 
03/20/1998 Sewell. Raymond 
03/20/1998 Zuke. Les 
03/23/1098 Franklin, G H 
03/23/1998 Jordan, Mary 
03/25/1998 Mgboji.Jowly 
03/25/1998 Moore.Richard 
03/25/1998 Nicholas, Muriel 
03/25/1998 Ortiz,Nlza 
03/25/1998 Penso.Hilda 
03/25/1998 Perez.Manuel 
03/25/1998 Salz.Larry 
03/25/1998 Schneider,Kenneth 
03/25/1998 Ulrich,Breiman 
03/25/1998 Mount, Greg 
03/25/1998 Simon,Mr 
03/25/1998 GreenReld,Alfred 
03/26/1998 Boettcher.Kim 
03/26/1998 Almanzar,lsabel 
03/27/1968 Bazeluis, Marie N 
03/27/1998 Fiallo,Armando 
03/30/1998 Herrnan,Michael 
03/31/1998 Primelles,Nery 
03/31/1998 Hernandez, Carmen 
03/31/1998 Sanchez, Eulalio 
03/31/1998 Jean-Claude, Noel 
03/31/1998 Salazar. Laurle 
03/31/1998 Polak, Douglas 
03/31/1998 Klein.Jeny B 
03/31/1998 Barnaies,Rlcardo 
03/31/1998 Celestin,Claude 
03/31/1998 Alvarado, Felix 

' 305) 754-7270 
4305)  770-0313 
' (718) 424-5120 
4718) 279-3888 

t505) 258-5764 
(212) 769-3963 
(212) 663-0735 

(318) 989-8056 
(281) 496-9474 
(718) 261-8692 

(954) 457-3856 
(718) 292-7186 
(212) 535-2395 

(206) 870-5002 

(718) 739-3449 

(212) 5459547 
(718) 499-0200 
(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 

(602) 268-4420 
(212) 8758502 

(718) 458-2091 

(718) 392-8696 

(212) 327-1047 

(718) 372-6634 

(212) 927-0183 

FL OOF 
FL OOF 
NY OOF 
NY OOF 
NM IF 
NY OOF 
NY OOF 
WA OOF 
LA OOF 
TX OOF 
NY OOF 
NY OOF 
FL OOF 
NY IF 
NY OOF 
NY OOF 
NY OOF 
VA OOF 
NY OOF 
TX OOF 
WA OOF 
NY OOF 
NY OOF 
FL OOF 
VA OOF 
FL OOF 
IL OOF 
TX OOF 
NY OOF 
AZ OOF 
NY OOF 
NY OOF 
NY OOF 
NY OOF 
NY OOF 

02/12/1998 04110 01143 
02/27/1998 03498 17552 
02/12/1998 09036 31459 
01/25/1998 01994 31587 
02/07/1998 7635 17694 

02/11/98 06883 16358 
02/13/1998 0550 01496 

02/22/98 10012 08096 
02/09/1998 9992 17428 
01/30/1998 11210 11210 
02/01/1998 08885 08885 
02/06/1998 02190 31459 
02/19/1996 10169 16397 
01/29/1998 09493 06423 
02/27/1998 06866 16358 
02/17/1998 06026 06207 
02/12/1998 06631 01296 
03/02/1998 03689 18382 
02/12/1998 06627 05748 
Oil1 8/1 998 09255 07383 
02/25/1998 10012 08096 
03/04/1998 04040 05748 
01/20/1998 05872 30733 
02/20/1998 06038 02431 
02/28/1998 03727 03392 
02/13/1998 18378 13424 
01/31/1998 30742 5155 
02/14/1998 9759 17752 
02/06/1998 06032 00299 
02/06/1998 09885 30961 
02/28/1998 06866 13658 
02/28/1998 06799 08883 
02/06/1998 00506 14345 
02/03/1998 04559 00299 
02/05/1998 07967 31459 

004 
4 

34296 
35432 

13 
13 

002 
2 
13 

34576 
007 

34824 
13 
13 
13 

34402 
4 

34328 
13 
1 

1 

13 
35656 

13 
13 

10949 
13 

34576 

Y 
Y 
Y 
Y 
Y 
Y 
Y 
N 
Y 
Y 
Y 
Y 
N 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y 
Y .  

refresher lrng 
refresher trng 
no respnse 
Terminated 
Retraining 
no respnse 

ninated 3/11/98 
no respnse 

ninated 4/8/98 
Suspended 

refresher lrng 
no respnse 
no respnse 
Terminated 
no respnse 

rminated 2/24/98 
rmlnaled 3/30/98 

Verbal Wrn 
esigned 3/18/98 
rminated 3/11/98 

Investigation 
rminated 4/6/98 
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FOOT SALES 

03/31/1998 Byrd. Alberta 
03[31/1998 Diaz, Gloria E. 
03/31/1998 Carney, Stacey 
03/31/1998, Raptis, Susan 
04/01/1998 Langley, Lynn 
04/02/1998 Perez, William 
04/03/1998 DeMaso. Nancy 
04/07/1998 Wang. Bew 
04/08/1998 Lagunas, Maria 
04/07/1998 Almeida, Theresa 

(215) 225-1448 
(516) 741-8776 

(212) 772-2501 
,'(253) 931-0793 

(718) 424-7080 

(915) 577-9454 

~1718) 627-6352 

(626) 7995868 
(713) 455-5643 
(915) 566-8166 

PA OOF 
NY OOF 
TX OOF 
NY OOF 
WA OOF 
NY OOF 
NY OOF 

CA OOF 
TX OOF 
TX OOF 

02/20/1998 11006 03039 
02/13/1998 06597 05748 
01/14/1998 8055 30500 
02/09/1998 03677 00399 
02/20/1998 09133 03214 
04/15/1998 06212 16358 
01/26/1998 02608 30696 
03/26/1998 02608 31587 
03/21/1998 5568 30485 
03/12/1998 9935 15274 

Y 
34400 Y 

013 Y 
N servatlon 4/2/98 

013 Y norespnse 
Y norespnse 

no respnse 

36320 Y 
35800 Y 

Y 
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Compla in ts  Receipt  Testwork R e s u l t s  B-12.10 

6; $344 

Number of complaints on  hand a t  GTECC sent  to  Snyder on 3/10/98* 28 

-8 

- -8 

Less: Complaints not d u e  to unauthorized switches 

Less: Complaints traced to  log a t  Snyder  

Equals: Number of complaints not received by Snyder on 3/10/98 5- I 2 3/q 12 f- ' /  

Percentage of complaints n o  received by Snyder on 3/10/98 43% 

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

GTE Communications C o p .  
Snyder Communications Investigation 

Various Locations //Audit No. 98:00:025 
Attorney -Cl ient  Privileged Material 

DO Not Copy o r  Disseminate 

5OUfz-L- - 
. .  . _  

Attorney Client Privileged Material - Do Not copy or disseminate 

-_ 
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Lead Memo WP:B-13 ,- 
GTE Communications Corp. - Snyder Communications Review 
Bethesda, MD 

Audit No. 98:00:025 04/28/98 10:27 & Susan North>; 

OBJECTIVE: Audit Step(s): .&JQ&!3 
To research and determine cause of small business orders taken before signing of 
contract 

SCOPE: 
IAD interviewed various individuals to ex ain the cause and action plan of the 
orders described in the Email a t u J . & D  spoke with Michael Lyons, GTECC 
LD/Complaints Manager, Ed Miller, GTECC International Marketing Director, Diane 
Metcalf, GTE LD, Donna Hegdahl, GTE LD and George Wolfand, Snyder VP 
Operations. 

Through inquiries, IAD 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: J 
There were two different problems which are mentioned in the Email &BZLl. 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 fiy 33 calls are summarized on page 2 ofBA.3-1 h'd are explained in detail 00- 
132. 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 ers to set them up on the correct 

best efforts to attempt to contact these customers. 
plans. The script that is being used is on W 3 .  7 LD was advised by legal to use its 

Based on conversations with GTE a& Snyder personnel the exact causeof 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-1 %doc 
Attorney Client Privileged Material - Do Not Copy or Disseminate 

' 
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Lead Memo WP: B-13 
Susan North GTE Communications C o p  - Snyder Communications Review 

Bethesda, MD Audit No. 98:00:025 04/28/90 10127 

significant trends by rep. IDS or locations to 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 would 
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 edfl 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 fourth-edt 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 lo a a e 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 AFNl and were re-directed for 
processing through NORAC. This problem has since been resolved and small 
business orders are now being processed. 

J 

FINDINGS: None 

Conclusion: Based on the results of the audit tests performed, as outlined above, it appears 
the controls are good. 

- .- 
18538 
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Subject: fwd: More Snydcr Slamming Megations 
Date: Thy 2Apr 98 11:18:19 CST 

From: "Karen Smith" -=karensmith@telops.gte.com> 
To: ' g t e . n e  

Let's try it t h i s  way. 

Original Text 
From: Karen Smith@RGA.RLTNS@TXIRV, on 4/2/98 9 : 4 0  AM: 
T o :  Hark SmLth@I~ERNAL.AUDIT@lXIRV.SVC 

___-_--_----- 

For your information. 

pw 

Redacted 

From: Robert Robinson@Co.LDSVCS@TXIRV, on 4 /2 /90  7:31 AM: 
To: Karen SmFth@RGA.RLTNS@TXIRV 
Cc: David Gudino@GC.CS~X3~W'XTF.V 

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

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

From: Q4ichael-Lyons@psi.qte.coau, on 3731798-11:lO AM: 
To: smtp[<george.wolfand@snyder.com>], smtp[~tch.gershman@snyder.co~l, 
smtp [Cred-GUmore@psi,gii%con4. .Ed MillerBCO.U)SVCS.Z@TXIRV 
Cc: smtp[cbarbara.baker@snyder.com>], Gail Kathan@CO.CLEC@TXIRV 

____-___-- 

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. 
are looking for is the following1 

Number of Reps involved 
Status of those reps as of today (stlik 4 t h  5nyder or previously let40 
on 
XX/W 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 k n o w  that they sold business customers but 
now that we know they slammed these customers, we would like additional 
action. 

What we 

NFchael Lyons 
Forwarded by Michael Lyons/HQTX/GTEPSNOTES on 

03/31/98 10:26 
. .  

. ..-. 
. .  . 



GTE Communications Cap. 
Snyder Communications Investigation 

Vacious Locations // Audd No. 98:00:025 
Attorney -Client Privileged Material 

Do Not Copy or  Disseminate GTEI 

From: Donna Hegdahl[SMF:donna.hegdahl@cc.gte.com] 
Sent: Wednesday. April 22,1998 438 PM 
To: GTEI 
Subject: fivd: RE: 30 test calls 

Susan: here is the email I mentioned. 

Donna 

Original Text 
From: "Leslie Wehrmann' 4eslie.wehrmann@bertratramckee.com>. on 4/6/98 
3:38 PM: 
To: Donna Hegdahl@CO.lDSVCS.4@TXIRV 

Donna, 

Darren is not In this afternoon. and I don7 have ail of the call 
sheets. I know that there are two that,we are getting more Information 
on. so that we can properly c h a n g e t h e m - l o ' ~ ~ o n g D i s ~ n ~ ' ~ ~ e y . a r e  
still on the floor (Darren has been recalling both people, and as of 
Friday. had still not mnnected with-eh?rJ.-~mstane-Sh~ 
so 1'11 track that down tomorrow. I can get the rest of the information 
to you by the end of day tomorrow (I'm in !raining ail morning). I hope 
this will work until I can get you theather three names. 

Did you have a chance to review saipt that I m a i l e d  on Friday? 
Please give me feedback. Marvin and i havemet T e g w t i k q d i  up 
rojed. with new parameters and reporting. We are also working on the 

tsts that we have in-house to determine exadly what we have (total 

. 

' furyoumthe havethatinfommtion 
r 

5 '  
Contact Name Phone Number State Disposition 
Ja Feinstein 3011384-6776 MD Sadgo t  switch notice and , , I  ,.... 

.,;.,L. 

Jinette U l i e  56119924703 FL Ukely slam - Disconnected ': ". 
axed Bell Atlantic to havefhem blodc !Mi& .; :.:: . 

, , ,. L &:?: number , 
John Conigliard 71819538163 N Y  .e 
John A Roger 309593-1190 FL Uke y slam -Wrong number - no 

W * . b . & T  -=T 
one there by that name 
Joseph Jean Pierre 718/778-4900 NY Ukely slam-wrong 
number - CRW Car Stereo (business) - no one there by that name 
Julillian Ramos 71W349-4339 N Y  .----L~elyalam~nwnberisa fax 
number 
Chamber Nbia 515/932-5108 IA Likely slam - Nbia Chamber of 
Commerce - no one therebyThal name 
AM Young 417/485-7492 MO Disconnected number 
Suresh Patel 94116654179 FL Likely slam - customer will 
change LD carrier 
Awilda Corks 718l5843328 NY Ukely slam - Wrong number - 
this k a Drivate line Into school DrinaoaPs office -does not know 

- 

who this'pen0n.k 
Jason Lewis 7181735-4417 NY Ukely slam -wrong number - 
John &hams. 718l625-3785 NY 
there b that name 
Maxo &eau 30!37513530. R . Likely slam -wrong number: no 
one there by that name 
Luis M. Nino 9541964-8495 FL Likely slam -this number is a 

Maria Elena Baregas 6OZ583-0081 Az Likely sbm - clty of El 

. Brookl Childrens' Museum - no one there by that name 
Slam -'wrong number - no one 

. fax number 

Page I 
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Mirage Toba& Prevention Project - no one there by that name 
M Z ~ P  . I x Y N ~ P . ~  718/617-1532 NY Likely slam - Prestige ..._..____ ~ - - -  . . .. ~ .. ~ 

Management - no one there by that name 
Mikhail lbraoimov 718/89&6198 NY Qnfused, language 

. - 
. . . .. . . - 
barrier -didonot understand what we were talking about 
Paul &hen 215/624-7418 PA Likely slam - hung up on 
interviewer - this Is a dentist's oftice and would not talk with us 
Bany Cuhight 804/799-1100 VA shm, customer had already 
called GTE to say he wouldnY pay bill because he did not authorize. 
&ch - switched back to previous carrier 
Brenda Jenkins 717/622-7W PA slam -customer had already 
talked with Tonv Hastinas (-7) and told him to switch back to previous - .  
carrier 
Calvin Gideny 2OZf723-I333 . DC Possible slam -doctor's office 
- He's In the hospital 
David Osbome 201/6524C60 NJ Slam - customer very angry about 
being s l a r n m e U : h a d ' a h e a d y ~ A T & T % d ~ s e c v i o e  back 
Edward Grossman 610/363-5660 PA Slam - he was surprised to get 
a 
GTE biil in the mail. He msnY mad, blrt was going to switchback lo .~ 
previous carrier. 
Evarista Portal 305/887-5029 FL Likely slam -no one here by 
this name 
Rose Kodine Ledon 305B58-3710 FL Slam -this is a iewelw . . ~ 

store and there'sno oneihereby thatname 
Victor Gregory' 215/639-5133 PA Slam - has already switched 
hack 
(oAT&T. Angry that he got slammed. 

--Original  Message-- 
From: Donna Hegdahl 
Sent: Mondav. ADnl06.1998 234 PM 
TO: leslie.~ehrinann@bertmmmckee.com 
Subject30 test calls 

Leslie: Our attorney has requested information on the 30 test 

would like to know who was called and what states thev are in 
calls. He 

Can you 
quickly put together an email response with name, telephone . .  

number and 

information on Au. 

- 

state. It does NOT need to be a formal. We will get the 

the customerr at the end of the Droiect. For now. he iust wants 

. .  
number and 

information on Au. 

- 

state. It does NOT need to be a formal. We will get the 

the customerr at the end of the Droiect. For now. he iust wants . .  . .  
notes on 

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

Thanks 

Donna 

. .  . - .  

. .  . . .  .: . .  

. .  
1.8542 
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hlcrnal 
Audil Narrative 

GTE Communications Corporation - Snyder Communications, Inc. Legal Review 
Andrew L. Timberlake 
Irving, TX Audit No. 98:00:025 04/30/98 12:57 

Authorized Payments - Section E 
Source@): 

'alp 

Reference 

E-2.1 

E-2.2 

E-2.3 

E-2.4 

E-2.5 

Purpose 

Marketing Agreement - Provisions for 
GTE and Snyder 

Snyder Communications, Inc./GTE 
Policies & Procedures Manual - Target 
Customer Focus 

Snyder Communications, Inc./GTE 
Policies & Procedures Manual - 
Competitiveness 

Snyder Communications, Inc./GTE 
Policies & Procedures Manual - GTE 
Invoicing Procedures Policies & 
Procedures Version 7 

Source 

Ms. Donna Sulak, Staff Administrator - Consumer Business Analyst: Phone 
Number - (972) 465-4433. 

GENERAL OVERVIEW 

GTE and Snyder Communications, 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 multicultural (Hispanic, Chinese, Polish, Japanese, Asian, etc:) 
customers for residential telephone long distance (LD) and local services in the 
various geographic agreed upon. 

File Name: A:\Section E -Authorized PaymentsMuthorized Payments Narrative.doc Page 1 of 6 
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I"1Cln.l 

Audit 

Total 1 Accepted j Amount 1 Orders Orders i Paid 
I 
M o n t h  

Narrative 

Acceptance 'Unacceptable! 
I Rate Rzte I 

GTE Communications Corporation - Snyder Communications, Inc. Legal Review ' 
Andrew L. Timberlake 
Irving. TX Audit No. 98:00:025 04/30/98 1257 

Accordinq to this aqreement GTE is responsible for Davinq Snvder on the 
established Pavment Date for each "AcceDted Order" (LEC Confirmed) for a New 
Customer or an Upqrade Customer in accordance with the existinq rate schedule 
(See  Schedule 4 - Rate Schedule of t h e  Marketinq Aqreement)(C/T 2.a-d.1-2). A 
LEC Confirmed order is one that has been received from Snyder by GTE, has been 
approved by GTE and processed successfully to activate Services. Per the 
telephone conversation with Ms. Sulak. no formal procedures are in Place at this 
time for the Authorized Payment Process (draft form or vew informal quidelines exist 
at  this time) due to the immaturitv of the DrocessfCIT 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): 

.,.. 

. . . .... . . 

I I January 
i February 

i Totals 
I March 

35.33% 
46.6521 25,7421 1.816.975 50.89% 49.11% 

134,5151 69,353i 5,307,585 51.56% 48.44%) 

- 9.0231 5.8351 446,553 64.67% 

78,8401 39,776; 3,044,057 50.45% 49.5504 ___ 

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 andlor 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:\Section E -Authorized PayrnentsWuthorized Payments Narrative.doc Page 2 of 6 
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Activity Analysis 

1 Total 
Month 1 Orders 

4-2.5 7, 

Accepted Amount Acceptance Unacceptable 
Orders Paid Rate Rate 

GTE COMMUNICATIONS CORPORATION 
SNYDER COMMUNICATIONS, INC. LEGAL REVIEW 
SNYDER SUMMARY ACTIVITY ANALYSIS 
98:00:025 

I I I 
January 1 9,023 5.835 446,553 64.67% 35.33% 

March I 78.840 39,776 3,044,057 50.45% 49.55% 
February j 46,652 23.742 1.816.975 50.89% 49.11% 

i Totals1 134.515 
i 

69,353 5.307.585 51.56% 48.44% 
I I I I 

Average Rate Paid Per Accepted Order: 

January 
February 
March 

76.53 
76.53 
76.53 

Month Rejecls 

January 2.789 
February 15.403 

March 24.208 

Month Business ETNs 
January 74 
February 549 

March 744 

I 
1 GTE REJECTS OF SNYDER ORDERS ~ 

, 
i 
~ I 
I 25.000 

20.000 
1 , 
i 5 15.000 I [.Rejects 1 

5.000 

January February March 

MONTH 

I 

SNYDER ORDERS THAT WERE BUSINESS 
ACCOUNTS 

January February March 

MONTHS 

1 

AUomeyClient Priveleped Material -Do Not Copy or Disseminate 18803 
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. 
GTE '22 Audit Program 
GTE Communications Corporation - Snyder Communications, Inc. Legal Review 

Andrew L. Timberlake 
Bethesda, MD Audit No. 98:00:025 051a5198 i4: i2 

. .  

1. Perform Mystery Shops of Snyder Field Sales 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. 

2. For each completed checklist. summarize the results and note 
any trendslexceptions. 

3. For a two (2) week period, sample Mystery Shops performed by 
Wells Fargo for Snyder and review for any trenddexceptions. 
Summarize the results. 

File Name: AhMystery Shops Audit Program.doc Page 1 of 1 
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Mytt.V Shopper Ch.ekltst II GTE - 
To be completed MMEDlATELY after contact with the Snyder Sales Associate - to help 
you remember more details about the event and the conversation. 
Location of Event: ,%rrzen 6ds city C L ; C A ~ O  
State p. 
Sales Representative You Spoke With: L~J/*YME w/ .%..I. 

Completed by: W A W  k+d 

lI Date Yi/ol fQ Time / 2 : 3 0  

-. - 

Questions 

representatives of GTE Long Distance? 

No Other 
Explain 

2.) Was the Sales Representative wearing a name 
tag with the Company Name? If no, explain. 

r57&,!+=a 4:b.f  &/Til&.+ &e+# 
I 

Improper 
Describe 

3.) Describe the representative's appearance? If 
no, explain. 

T c k f " ~  b u ,  672 CAXr7f 6.7- . . t w r r  

4.) Was the booth /table organized, neat, clean, Yes No 
etc.? If no, explain. 

5.) Was the representative's first impression & No 
favorable? If no, explain. 

6 y G . A - c  tr,?] L 7% SG-= &<& 4 cce A- P h i -  

f i * .d iQw*qo :nq 

Were you asked the following questions: 
1 .) If you were the 'Decision Maker" when it comes No 
to long distance service? 
2.) Who is your Current Long Distance Carrief? @ No 

3.) How much you spend per month on: 

@ 

International Calls? 

Country Called the Most? 

Domestic Calls? (9 
City Called the Most? (9 e 

No 

No 

No 

No 

18880 
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I 0l-E Y Mystery Shopper Checklist 

&lP&.ijF 4.) [f this was a business or residential telephone? 
5.). If you have additional lines to change? 

7. 6;) If you have' any restrictions on carriercha'nge? No ULJ 

Domestic Pla I//// International Plans 
Easy Saving Plan ///// lnternationai Calling Plan I 

International Calling Plan 11 

2.) What promotions were offered? (circle all that apply) 

Domestic Plans 
Easy Savings Plan -Double Discount 

for Six Months 

-._- 

Total Call - 1000 Instate Minutes Free @ 
5 % hourslmonth 

International Plans 
International Plan - 360 Weekend 
Minutes Free @ 60 midmonth for 

six months 

Other Plans or Promotions Offered: 

Domestic International 

No 
3.) What price per minute was quoted? d Y  
4.) Was a brochure or 0th 
information available & b,d, ' f  
5.) What incentives were offered - balloons, 
magnets, koozies, pens, pencils. etc.? 

Take-Away" 

o,Jn.$ feCAL..4 

1 .) After Objecting to sale, what was Sales 
Representatives Reaction? 

2.) In your opinion, was the representative qualified @ 
to petform the job - knowledgeable about GTE 
products and services, courteous and professional, 
etc.? If no, explain. 

_- 
No 

18881 



I GTE Y Myslcy Shoppor CheckllrI 

To be completed IMMEDIATELY aRer contact with the Snyder Sales Associate - to help' 
you remember mo 
Location of Event 

Sales Representati 

Completed by: 

- 
State I+ rt d, 

_. 
Questions 

1 .) Did the representative Identify themselves as (Yes) No Other 
Explain representatives of GTE Long Distance? W 

2.) Was the Sales Representative wearing a name @ No Other 
tag with the Company Name? If no, explain. Explain 

~ ~ ~~~ ~~ 

3.) Desuibe the representative's appearance? If pZG7 Improper 
no, explain. Surroundings Describe 

4.) Was the booth I table organized, neat, dean, 
etc.? If no, explain. 

. Yes No 

- / A  

/ I /  1 /q 
if 

5.) Was the representative's first impression 
favorable? If no, explain. 

No 

Were you asked the following questions: 
1 .) If you were the "Decision Maker" when it comes Yes 
to long distance service? 
2.) Who is your Current Long Distance Camet? 

3.) How much you spend per month on: 
International Calls? 

Country Called the Most? 

Domestic Calls? 

City Called the Most? 

LGiI 
@ 
@ 0 

@ 
No 

No 

No 

No 

No 

How 

!!illh; 
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General Overview 

Mystery Shopper Guidelines 

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 GTJXC 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, 
34% Vietnamese, 34% Korean, and 2-3% miscellaneous. 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 l i e  to perform 
our field sales verifications on Saturday April 18". The Los Angeles event locations are 
as follows: 

. 

Camaval Primavera @ the Huntington Park Chamber of Commerce located at 6330 
Pacific Blvd., Huntington Park, California 90255 - Emergency Phone Number 

El Rancho Grande Market located at 12222 Garfield Ave., South Gate, California 
90280 
Emergency Phone Number - (562) 790-1900 
Bamsdall Park @, Eco-Maya located at 829 S. Sycamore Ave., Los Angeles, 
California 90036 
Emergency PhoneNumber - (213) 960-7879 

(213) 585-1155 

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 Cop. 
Snyder Communications Investigation 

VafiOUS LOCatiOnS //Audit No. 98:00:025 
Attorney - Client Privileged Material 

DO Not Copy or Disseminate 
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Mystery Shopper Guidelines 

Mvsterv ShoDDer ExamDle Scriats 

These following scripts are intended as guides to help you answer some of the questions 
you will be receiving h m  the Sales Representatives. They represent several different 
scenarios which you could use but with a different name. However, please f k l  fiee to 
use your own personal calling patterns as the topic for the mystery shopping. The only 
guideline I would suggest is that you i d a t e  your calling numbers to make sure that at a 
minimum your spend over $25 I month with some international calls (maybe one or two 
calls per month to Mexico or Puerto Rim for example). 

_. ~ 

Mystery Shopper Script #I - 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 fiends in Mexico City, Mexico. He usually will make his 
calls in the evening (6:OOpm to 10:OCpm) 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 
morning to Mexico, but he calls through-out the day to El Paso. This line is also used for 
his fax machine. 

18894 



Mystery Shopper Guidelines 

- Mystery Shopper Script #4 - Domestic only < $25 per month lntraLata . 
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 calls. The 
long distance calls she does make are to Thousand Oaks, California, and she does not 
make any international calls. 

Mvsterv Shouuer Checklist Ewlanation 

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 fxiendly, smiling, pleasant to talk with, etc. 

Qdifylng 
I.) You must be the decision maker or have you name listed on the telephone account in 

2.) Identifies your current LD Carrier. 
3.) How much you spend per month on LD services both international and domestic 

order to make changes to your long distance carrier 

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 ‘TIC” restrictions on you telephone which would prevent 
you kom changing LD carriers without t notice. 
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I Mystery Shopper Guidelines 

- 
\ - Plan & Promotions 

1. 
1.) There are only two domtstic and two international calling plans beirlg offered by 

2.) Currently, there are three domestic and one international promotional offerings 
Snyder Sales Reps. They are listed on the form. 

available to customers who sign UP with GTE. If you are offered something different 
please include as much information BS 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 

5.) What incentives were offered at the event you attended - balloons, key chain, magnet, 
the table. 

etc. 

Closing 
I.)  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 professional 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:borgwarner@bayserve.net] 

.Sent: 
To: .Carol Bonilla 
Subfect: 

. .  Friday, March 27.1998 8:19 PM 

Re: Flea Marker 244th St. and U.S. I- Homestead, FL. 

SNYDER COMMUNICATIONS, INC. 

MYSTERY SHOPPER EVENT ANALYSIS 

Territory Manager: Ruben Rios 

Sales Manager: Esther Del Campo 

Market: Hispanic 

Type of Event: Outdoors 

Date: 3/21/98 

Time: 12:15 PM 

Location: 'Flea Maker  244th St. and U.S. I Homestead, FL. 
Sales Representative: Rafaela Munoz 
(Desaibe if name unknown) 
Scenario- 

Representative wearing name tag with company name? Yes 

Were you approached by representative? Yes 

Point of Interaction b representative: Outside of Flea Market. Agent was 
approached by G.T.Z. representative at 12:50 PM. 
Was representative first impression favorable? Yes If not, explain: 

Were you qualied? Yes 

Verbal verification of: Current Long Distance Co.7 No 
Asked f you have dedsion auhnity? No Residential customer? No 

Of amount spent: Domesk? No Intemabnal?No Of counhy 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 
Restridions on canier 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 availabiliNo 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 ATBT use Rafaela stated that if agent 
was not satisfied with G.T.E. agent could cancel agreement. 

What hcentives 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 b p y  of sdrvice agreement (L.o.A)? Yes 
If no ID (DU SS) given, was a $200.00 credit limit explained? 

Wen? you informed that a d l  could be made to verify order? No 
(California Only to Verify Order) Were you TPVD? 

Was representative courteous?Yes Business-lihe?Yes Patient? Yes 
Attentive at all times? Yes 

N/A 

Representative's personal appearance: neat, clean. and well groomed? Yes 

Was there a rafIle?No If so, were you given 0 portunity to enter?NlA Given 

were times of drawings posted? NIA 

If not, describe representative's attire: 

proper form? NIA What prize was offered7Nl 1 Were rules posted? NIA 

Signs professional and clean in appearance? NIA 
If not, explain: No signs were visible. 

Was the booth/ table organized and neat?N/A Safe? N/A 
If not, explain: No tablebooth 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 till 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 tell agent the cost of the program, nor ask what country agent 
called etc. "Rafaela" did not seem interested in her work. 
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Table 0-f CO ntents 

1. Product & Promotion 

2. Event Location Approval Process 

3. Representation Policy 

4. Leads Process 

5. Order Processing 

6. Third Party Verification (TPV) Process 

7. Training & Performance Development 
Policy 

8. Quality Assurance Policy 

9. Escalation Policy 

10. Reporting 

11. Quarterly Marketing Review Process 
Marketing Plan 
Sales Forecast 

12. Payment Process 

13. Target Customer Focus 

14. Competitiveness 
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Snyder Communications, IncJGTE Policies & Procedures Manual Version I 

REPRESENTA TION 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. 

Snyder’s Responsibilities 

Sales force will be trained by local management or field trainers to properly position product and promotion to 
GTE’s requirements. 
Train field sales personnel that Snyder is “An Authorized Representative” of GTE. Telesales will introduce 
themselves as “calling on behalf of G T E .  
Telesales will follow call requirements established by GTE. 
Telesales will only work leads that have been scrubbed by GTE. 
Train all sales persoonel that if a customer has a complain or service issue customer will be given GTE’s toll- 
free telephone number. 
All sales personnel must sign a code-of-conduct and Confidentiality Agreement. 
Enforce a dress code that includes usage of GTE branding: 

. 
a) Shirts 
b) Caps 
C) 
d) 
e) Advertisements 

Rep ID Badges with photograph of reps 
Send for GTE‘s approval all items that use GTE‘s logo: 

0 S W  
g) Caps 
h) LOA 
1) Business car& 
j) Sale B o o b  

Will never leave a sale booth unattended and will place sales booths in areas consistent with marketing plan. 
Properly prequaliEy customers to emure that customer meets GTE’s requirements. 
Snyder is required to respond to any deviation, per Section 2hiii in a timely fashion. 

CTE’s Responsibilities 

Return 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 receipL the material wil l  be deemed accepted 
by GTE. 
GTE will notify Snyder’s Project Manager of any policy and procedure deviation, within forty-eight hours of 
the occurrence. ?be deviation should include date, time, location, and where possible rep ID number.. 

- 

Owner: Scott Einfeldt 
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