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1 Q. Please state your name, business address and title. 

2 A. 

3 

4 Q. 

Myname is R. Earl Poucher. My business address is 11 1 West Madison St., Room 

812, Tallahassee, Florida 32399-1400. My title is Legislative Analyst. 

Are you the same R. Earl Poucher who filed direct testimony in this docket on 
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behalf of Public Counsel? 

Yes I am. 

What is the purpose of your testimony? 

The purpose of my testimony is to rebut the testimony filed by GTE witnesses 

Christopher D. Owens and Joseph P Caliro on behalf of Verizon Select Services Inc. 

(Verizon) 

I will start first with Mr. Owens. 

What is your response to Mr. Owens testimony? 

Mr. Owens was in charge of Verizon overall operations between January and May of 

1998 when he was succeeded by Pam Jacobson who no longer works for the 

company. While he was ultimately responsible for the performance of all his 

subordinates and their operations, it is the operational managers who were explicitly 

charged with the responsibility of dealing with f r a u d ~ ~ # @ ~ ~ ~ ~ ~ + u @ s  Mr. 
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Caliro. Mr. Caliro was responsible and fully aware of what was happening in the day- 

to-day operations of the company. Mr. Owens describes the initial steps taken to 

reduce fraudulent LOA’S and he states that he was surprised that by early May 

complaints went up in Florida, as opposed to his expectation that complaints would 

decline. Soon after his initial surprise in May, hk. Owens left to take another 

position. Mr. Owens states that Verizon “does not deny that some customers were 

slammed, and it has not disputed the Staffs finding of 209 violations.” While Mr. 

Owens, as president of the company, was responsible for its operations, it was the 

responsibility of his management team to have identified the early signals of fraud and 

forgeries committed by Snyder Communications on behalf of Verizon, to have alerted 

the president, and to have taken swift and decisive action. It does not appear that any 

of these actions had been taken prior to Mr. Owens departure, other than some 

procedural remedies and a request for an audit. While Mr. Owens takes the position 

that the company acted appropriately prior to his departure, it is my position that an 

audit is not an adequate method to deal with fraudulent violations by employees or 

agents. 

Mr. Owens states that “in the absence of any documents o r  other evidence 

showing VSSI deliberately slammed customers, he’s (Poucher’s) obliged to 

create a willfulness theory from unsupported assumptions that lead him to draw 

unjustified conclusions.” What is your response? 

Both M i  Owens and Mr. Caliro do not dispute that the staffs 209 cases constituted 

unauthorized carrier changes. Both of them maintain that the unauthorized carrier 

changes they admit to were not willful. Neither Mr. Owens nor Mr. Caliro deny that 

some portion of the unauthorized carrier changes were fraudulent or forgeries. Yet 

both of the witnesses maintain that the rule violations were not willful. What they are 

telling this Commission is that because the violations were committed by its agent, 

2 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 Q. 

15 

16 A. 

17 

18 

19 

20 

21 

22 

23 Q. 

24 A. 

25 

26 

Verizon is not responsible for willful forgeries and fraudulent LOA’s that were 

submitted by their agent. The Snyder employees were wearing GTE shirts and 

carrying GTE identification cards, and GTE frequently referred to Snyder as its 

“partner”. The forgeries and fraudulent LOA’s were willful. Verizon is responsible. 

There were thousands more frauds and forgeries that Verizon never told the PSC 

about. 

I will provide later rebuttal testimony showing that Verizon’s corporate responses 

were indecisive and inadequate compared with the seriousness of the rules violations 

and I will show that the company was more concerned about the revenue it hoped to 

achieve than in stopping the fraudulent LOAs and forgeries committed on its behalf 

by its agent, Even if the company had taken proper steps, it cannot avoid 

responsibility for the fraud and forgeries committed on its behalf 

You make a distinction between fraudulent LOA’s and forgeries. What do you 

mean by fraudulent LOA’s? 

Exhibit REP-19 is Snyder’s definition of a fraudulent LOA used to train its sales 

personnel. The second bullet in this document states it is fraud to sign an LOA on 

behalf of the customer. Most of the frauds committed on behalf of Verizon can be 

attributed to a signature on the LOA that is other than the customer name. In my 

review of the documents I am not aware of any case where the company investigation 

revealed that a third party had been authorized to sign for the PIC change. The files 

are filled with LOA’s signed by a person other than the customer. 

Is there evidence of willful fraud and forgery committed on behalf of Verizon? 

Yes. Exhibit REP-20 is a listing of all investigations conducted by Verizon involving 

Florida customers who complained to regulators or higher management because of 

unauthorized switching. I would add that these records involved only escalated 
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complaints in which the cases were investigated and the records were furnished to 

Public Counsel as a discovery request. Verizon simply failed to document or 

investigate the much larger number of slamming complaints that were not escalated. 

What does this analysis indicate in terms of the number of willful fraud and 

forgeries? 

The analysis contained in Exhibit REP-20 was developed from six boxes of slamming 

complaints hrnished to Public Counsel by Verizon, including over 20,000 pages of 

documents, We determined that the files contained 445 Florida slamming complaints, 

61 ofwhich involved inconclusive results. Of the remaining 381 cases, I found 129 

cases of forgery and 112 cases of fraud. There were six boxes of complaints because 

of multiple copies of the same complaints that were distributed throughout the six 

boxes. The 242 Florida forgeries and fraud cases exceed the number of slams 

contained in the files of the Commission. I would attribute this to a failure of the 

company to hlly inform the Commission Staff regarding the results of its 

investigations as well as inclusion of several executive complaints that were fully 

investigated. Forgery and fraud accounts for over sixty percent of the slamming 

complaints that were fully investigated by the company or the PSC. 

What constitutes a forged LOA? 

My review of LOA'S we obtained in discovery showed that the company's employees, 

in many cases, determined that the LOA was a forgery. In many of the cases there 

were multiple LOA'S with different signatures and different social security numbers 

for the same customer. In other cases, the customer was sent the LOA and the 

customer stated it was not their signature. In other cases the customer's signature 

was improperly spelled. In many cases, the Verizon employees did not send the LOA 

to the customer for review when it was clear to them that the document was a 

forgery. In some cases, the PSC staff pursued the issue and determined that the 
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signature was a forgery. Exhibit REP-20 provides a list of all customer slamming 

complaints that were escalated and investigated by the company. 

Are these the only investigations made by the company of fraudulent and forged 

LOA’S? 

I would emphasize that these are the only investigations furnished to us as a result of 

our discovery requests. There is no evidence of any other investigations furnished to 

us by the company other than what is contained in Exhibit REP-IS, primarily one 

page summaries of approximately 1500 Florida slamming complaints. In addition, 

Exhibit REP-21 shows an additional summary of 1,165 nationwide Verizon slamming 

complaints, 687 that are classified as fraudulent by Verizon, including 330 fraudulent 

slams in Florida. Neither of these lists are all-inclusive since the monitoring, tracking 

and investigations of slamming appeared to be relegated to those complaints escalated 

to higher management and regulatory complaints. 

What is your response to Mr. Caliro’s testimony? 

I start by referring to his first paragraph found on Page 3 ,  line 10. Mr. Caliro states 

that there is absolutely no evidence that VSSI deliberately or intentionally slammed 

customers. Mr. Caliro, apparently, is telling the Commission that Verizon itself never 

willfully violated the Commission’s rules by switching customer’s long distance 

Caniers without their consent. However, the evidence that has already been submitted 

into this case, including the 209 slamming cases contained in the Commission’s files, 

are replete with examples of fraud and forgeries committed by the agent of Verizon 

on behalf of Verizon and for the benefit of Verizon. It is the position of Public 

Counsel that the unauthorized switching of customers through fraud and forgery by 

Verizon’s agent was known to the company and that the company failed to take swift 

and decisive action to protect consumers and eliminate the fraud and forgeries. 
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Acting on behalf of Verizon, Snyder Communications committed extensive fraudulent 

switching of customers throughout the nation and in Florida. As Exhibit REP-21 

shows, it was Verizon’s own people who concluded that customers were switched 

without their authorization. It was Verizon’s own employees who labeled the 

complaints as eaudulent. This exhibit includes 124 pages of printouts from Verizon 

Customer Relations that were used to process complaints.. I have included only those 

pages that reflect an indication of unauthorized switching due to fraud. There are 687 

notations of fraud in these documents, 330 of which are from Florida. This data is 

from a single source within GTE and it does not represent all of the fraud and 

forgeries committed on behalf of the company. 

On page 10, line 18-21 ofMr. Caliro’s testimony, he states that “Snyder apparently 

did forge some LOAs and VSSI management did begin to learn about this problem 

in F e b r u w ,  but he concludes that this doesn’t constitute willhl slamming by VSSI. 

We’re simply engaging in semantics here, because it would be difficult for me to 

envision a forgery or a fraud event that was not intentional. I’ve never heard of an 

accidental forgery. 

Please discuss how it can be determined that a fraud or forgery had occurred? 

In some cases, the company investigation resulted in a conclusion of fraud or forgery 

and the forms were so noted. In others, where the customer was deceased, it was 

fairly easy to conclude that a forgery had occurred when the deceased person’s name 

was signed on the LOA. In other cases, it was possible to conclude that a forgery had 

occurred when the customer spelled his own name wrong on the signature line, or 

when the LOA was filled out for an address that they hadn’t lived at for several years. 

In many other cases, the company found multiple LOA’S for the same customer with 

different signatures and different Social Security numbers. A good example of an 
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unauthorized carrier change that I classified as a forgery is contained in Exhibit REP- 

22. The Verizon investigation revealed S LOA's, five signatures that all look 

different, three different social security numbers, two different zip codes and two 

different addresses. I concluded that this slam was a forgery. Verizon's response to 

the PSC is shown on page one of this document. It mentions only one LOA and none 

of the other forged documents, and it states that the company has high ethical 

standards and apologizes for any inconvenience the customer may have experienced. 

The company told the PSC that the customer signed the LOA and refused to make 

an adjustment on the bill. The most common fraudulent LOA I found was when a 

third party signed the LOA for the customer and the customer denied knowing the 

third party. (Exhibit REP-23) 

How did you classify slamming complaints when you were able to review the 

entire investigation? 

As I reviewed individual customer complaints, I categorized complaints as forgeries, 

fraudulent LOA's, slamming complaints and miscellaneous complaints. For those 

complaints where no conclusions were reached by the investigation, I classified them 

as slamming complaints, because the company did not determine the facts surrounding 

the slam. When the company did not agree with the customer claim, the complaints 

were classified as miscellaneous. 

Mr. Caliro takes exception about concluding from employee notations about 

fraud that the unauthorized switch was fraudulent. Is that true? 

As I have stated, Verizon did not complete full investigations to determine that a 

fiaud or forgery occurred. However, I would be very surprised to find that company 

employees were entering fraud notations on documents without some confirming 

data. Some ofthese complaints were pure errors where the wrong telephone number 

was entered on the LOA. 1 know, and Verizon employees know, that these mistakes 
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happened and I have eliminated those kind of errors from all of my data. It is only 

through additional investigation that it is possible to determine if fraud existed. For 

example, Exhibit REP-24 is a printout of a complaint from Jan Zielewicz regarding 

an unauthorized carrier change. This form shows that the root cause of the error was 

“FRAUDULENT”. Exhibit REP-24 describes the investigation that allowed the 

company to determine that it was a fraudulent slam. The notes read “4/20/99 - called 

customer - says Last name spelled wrong, apt # wrong on 1st billfltr. Neither one of 

MrMs SS# begins with 591. not his signature.” I assumed that this was fraudulent 

and aforgery. 

Did Verizon investigate customer complaints to determine the root cause? 

The only complete investigations that the company hrnished in response to our 

requests were those involving regulatory agencies and those escalated to top 

management. 

Is that a problem? 

It certainly is. As Mr. Caliro points out in his testimony (Page 8, L8-13), it is my 

position that Verizon failed to take decisive action to stop slamming when it 

encountered the initial complaints of forgery and fraud starting in February 1998. 

Verizon never really investigated the vast majority of slamming complaints it received 

and this was Mr. Caliro’s specific responsibility. (Exhibit REP-25) According to Mr. 

Caliro, this responsibility was entrusted to Snyder. 

What should the company have done? 

The first step the company should have taken, in my opinion, would have been to 

thoroughly investigate every single slamming complaint. Second, the company should 

have referred every case where there was a suspicion of fraud or forgery to its 

Security Department for investigation. The third thing the company should have done 

was to prosecute any employee or agent that engaged in fraud or forgery under the 
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Verizon name by referring the case to the local State Attorney. The fourth thing the 

company should have done was to require positive verification of every order by 

reputable third parties or Verizon personnel. The company failed to take the types 

of decisive action that could have stopped the forgeries and fraud immediately. 

Finally, well beyond the time that the company was M y  aware it could not trust the 

validity ofthe contracts it was processing for Snyder, the company continued to flow 

orders through the system without additional verification. 

Please discuss the inadequacies of the company’s slamming investigations. 

First, the company did an excellent job of investigating its regulatory complaints. A 

review of those complaints shows that there was a fairly consistent effort to obtain 

copies of LOA’S and to interview customers. However, it would appear that the 

company could have done a betterjob ofcontacting the customers had they scheduled 

personnel to work in the evening hours when customers were more likely to be at 

home. Many of the investigations were not completed because of the inability to 

contact customers. 

The major problem with the company’s investigations is that there were too few of 

them. Verizon failed to investigate the thousands of complaints they received directly 

from customers and the thousands of No-Fault switches that were handled by local 

exchange companies. While Mr. Caliro maintains that Verizon took appropriate 

action, the failure to investigate every single slamming complaint and No-Fault switch 

indicates that the company’s response to fraud and forgery was inadequate. They did 

the very least that they could do. That would indicate to me that the company 

assumed that slamming, forgery’s and fraud were simply a part of doing business. 

Were there other problems with the company’s investigations? 

One major problem was the withholding of information from the Commission that 
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was an integral part of the investigation. In some cases, the withholding of data did 

not allow the Commission Staff to make a proper determination of a rule violation. 

In other words, the 209 cases would have been greater, had Verizon been more 

forthright in its reports to the Commission. A good example of the failure to provide 

information to the PSC Staff is seen in REP Exhibit-26. The Verizon letter to the 

Commission states that “GTELD can neither confirm nor deny Ms. Heusneaud- 

Metellus’ claim she did not authorize the orders that were purportedly, verified by its 

sales agent, Snyder Communications and because of the misunderstanding, GTELD 

has issued credits totaling $41 1.25, representing 1OOO/o reimbursement for the GTELD 

charges.” This explanation significantly understates the real facts involving this case. 

Pages 2 and 3 of the exhibit includes 2 different LOA’s with different signatures. 

Page 4 reveals that the customer was slammed twice and that Snyder had produces 

5 LOA’s. Pages 5 ,  6 and 7 contain the three additional LOA’s. The five LOA’s 

reveal with 5 different signatures, 3 different driver’s license numbers and 2 different 

Social Security numbers. Needless to say, we would call this a case of forgery. The 

amazing thing is that Verizon knew it and was able to characterize the results of its 

investigation as a misunderstanding between the customer and the company. This 

case was not one of the violations charged against the company by the PSC staff. 

Is there further evidence regarding the inadequacies of the investigations? 

Yes. There is clear evidence that the company took forgeries and fraud very lightly 

in its day to day operation. Mr. Caliro was responsible for quality control efforts 

within Verizon Long Distance during the period in question. When asked in his 

deposition whether the company had ever called in its Security Department to 

investigate, Mr. Caliro stated that he had asked security to look at a couple of cases 

so that he could understand how a person could falsify the LOA information. Mr. 

Caliro stated in his deposition that he thought forgery was a crime. (Page 77, L19- 
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L22) Mr. Caliro stated that when he suspected Fraud, he did not use Security to 

investigate it “because that wasn’t part ofthe process.” (Page 77 L16-Ll8) Mr. Caliro 

stated that Snyder was responsible for determining fraud and for prosecuting the 

individuals. page  79, L16-Page 80, L12) When asked if he was aware of any single 

instance of Snyder seeking to prosecute an individual, Mr. Caliro stated, “No, I 

wouldn’t be privy to that.” (Page 80, L13-L16) When asked again to confirm that 

neither he, personally, nor the company pursued the issue of prosecuting, he stated, 

“That’s not my responsibility.” (Page 80, L23-Page 81, LI 1) 

Mr. Caliro’s job description found in Exhibit REP-23, Page 1 ,  shows that he was 

responsible for internal and external customer quality involving escalated complaints, 

root cause complaints, and reported complaints. It shows that he was responsible for 

customer performance, including the validation of customer impact and complaint 

data tracking, including the responsibility to report and call to action the GTECC 

operational entities.. It was Mr. Caliro’s job to track all complaints, to identify all of 

the fraud and forgeries, and to recommend the “call to action” to the GTECC 

operational entities to solve the problem. 

Why should the company have called in its security organization in this case? 

One of the first things I learned when I went to work for BellSouth was that if I 

encountered theft, fraud, falsification of company records, or any other activity that 

could be considered to be criminal I was to notify the Security Department. It was 

Security’s responsibility to handle any improper activities that were beyond normal 

expectations of the job. Our Security organization did not report to operational 

management. The lines of reporting were directly to Company Headquarters top 

management. Security investigations were, therefore, conducted by third party 

investigators from outside the organization who were not concerned about 
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performance results or embarrassments. Our investigators were trained to conduct 

appropriate criminal investigations to develop all ofthe relevant facts in a case. These 

types of investigations, including depositions and interviews, are beyond the training 

capabilities of normal, operational employees, including the auditors. Security 

worked closely with local law enforcement agencies and because of their expertise, 

Security was able to move cases from the investigation stage to the prosecution stage 

with solid documentation. 

By allowing Snyder and GTE Long Distance to monitor and investigate their own 

fraud and forgeries within their organizations, GTE put the fox right in the middle of 

the hen house. Verizon Long Distance had substantial revenues to gain by continuing 

to do business with Snyder, and Snyder, obviously, made money only when it 

generated new sales. Any effort to stop or slow down the process would have been 

detrimental to the basic goals of Verizon Long Distance Marketing and Snyder. 

Verizon failed to investigate the vast majority of the slamming complaints it received. 

Verizon failed to fully investigate all of the frauds and forgeries committed on its 

behalf Verizon failed to call in Security to deal with criminal activities committed 

in its name by its agent. Mr. Caliro states that this was not the business process, 

however, it was his responsibility. 

What about the company’s claim that it was taking appropriate action to deal 

with the fraud and forgeries being committed by Snyder? 

h4r. Caliro states that the company implemented reasonable and timely measures to 

respond to Snyder-related problems; and that it rejected revenues from asserted 

unauthorized sales. (Page 3, L12-15) 
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I would like to take this last thought first. Although Mr. Caliro was unaware of the 

company’s policies, the records in Public Counsel’s possession show clearly that the 

company’s policy during the time in question was to refind all of the revenue included 

in a slamming complaint received from a regulatory agency and to simply rerate the 

caUs on all other complaints received directly from customers that did not come from 

regulatory agencies. Therefore, it would appear to the PSC StafFthat Verizon was 

refunding all billing rendered due to its fraud and forgeries. That was simply not the 

case. 

Did the company implement reasonable and timely measures to respond to 

Snyder-related problems? 

Mr. Caliro points out that in May, 1998, VSSI was separately tracking all types of 

escalated Snyder-related complaints at a national level. (Page 3, L22-24) What this 

tells you is that they were ignoring the thousands of complaints that were received 

that were not escalated and they were ignoring the thousands of No-Fault PIC 

Changes processed by the LECs that returned Verizon Long Distance customers 

back to their h e r  of choice. The No-Fault process is part of the contract between 

companies that allows customers to be switched back to their carrier of choice 

without an investigation and at a lower cost for the long distance company responsible 

for the unauthorized change. BellSouth-Florida alone processed 1721 No-Fault PIC 

changes for GTE during 1998 and 1999 (Exhibit REP-27) Mr. Caliro admits in most 

cases, customers will instead call the LEC. Mr. Caliro admits that in 1998, the 

company was following the No-Fault policy, and that the company did not take time 

to investigate the complaint before resolving it. (Page 12, L1-9) 

Mr. Caliro also maintains that the company investigated No-Fault complaints later. 

It would appear that the Company investigated cases where they thought customers 
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had committed some fraud, but no evidence was produced to indicate that the 

company investigated any of its No-Fault orders to determine the amount of fraud and 

forgeries that were committed on behalf of the company. It is somewhat amusing to 

consider the "customer f raud  that was being investigated by the company. 

Customers were switched with a promise of up to 360 free minutes. M e r  using the 

free minutes, customers were free to switch to another carrier. The cost of switching 

caniers in Florida is around $5.00. The company was apparently investigating these 

$5.00 "customer frauds", while it was ignoring the forgeries and fraudulent carrier 

changes committed on its behalf by Snyder. 

Public Counsel requested all documents regarding complaints and investigations 

numerous times in this docket, The only complete investigations we received were 

generated because the complaints were sent to regulators or because they were 

escalated to higher management. 

Mr. Caliro points out a litany of process changes that were implemented by the 

company. My review of these process changes indicates that the company was 

extremely interested in processing a higher percentage of Snyder orders without 

rejects, so that the sales numbers would achieve the goals of the organization. In 

other words, this is a marketing organization, and you can assume that these people 

are motivated by increased sales and increased revenues. 

What  evidence do you have to support your conclusions that Verizon Long 

Distance was interested in the revenue and not stopping the fraud and 

forgeries? 

Two documents come to mind. In April, the company conducted an extensive audit 

of the Snyder process to evaluate the operational controls over sales order processing 
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and related functions. (Page 5, L1-3) My review of the audit shows that it 

concentrated on operational issues that blocked or slowed the efficient and timely 

flow of orders through the system. There was no evidence that the audit attacked the 

primary problem that Verizon was aware of--fraud and forgeries in the processing of 

LOA'S fiom Snyder. And the audit was done by auditors, not security personnel. If 

the problem was fraud and forgery, then the company used the wrong people to root 

it out. The audit report also recommended that the company implement third party 

verification in all areas, as it was using in California at the time, where slamming was 

minimal. The company failed to implement this change at that time. Today, however, 

Verizon uses third party verification to assure that it is processing a valid order. 

The second document is a "must r e a d  document, Exhibit REP-28, that is titled 

"Strategic Partners - GTE/Snyder". I apologize for its length, but this is the record 

of a three-day meeting between Snyder and Verizon held in Irving, Texas on August 

3,4 and 5, 1998. This meeting was the GTE/Snyder Quarterly Review. Included are 

the presentations made at this meeting. I was surprised that there was not one 

reference to fraud, forgery, slamming or unauthorized carrier changes in this entire 

document. There was no presentation regarding the number of forgeries, frauds, 

commission complaints, business office complaints or No-Fault PIC changes that were 

caused by Snyder's marketing process. 

What is clear, as you read these documents, is that as of August, 1998, Snyder and 

Verizon were working closely together as a team to market long distance services 

throughout the country to minority markets in a massive joint venture that was 

essential to the future growth of long distance revenues within Verizon Long 

Distance. 
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It is also clear that Verizon was glossing over the problems of fraud and forgeries, 

while concentrating on revenue growth and market strategies. There are references 

to “defects” in order processing that slowed down the revenue growth and the 

projections ofthe marketing organization, so that was a problem for the organization. 

IfVerizon was addressing the fraud and forgeries being committed by Snyder on its 

behalf, it is not at all obvious in this meeting of top level management of both 

companies in early August. 

Why do you think Verizon failed to stop the fraudulent and forged LOA’S? 

I can only speculate, however, the Snyder project was a critical effort to expand the 

market into ethnic customer groups who were historically higher than average long 

distance users. Reputations were at stake. Failure of this project would have 

reflected badly on those who hatched it and those who approved it. 

Mr. Caliro, in his deposition, confirmed that company goals were the major 

consideration in the annual bonuses and that customer growth and revenue growth 

were part of the calculations used to determine the bonuses. 

* 
The revenue growth produced by Snyder was so large that it overshadowed the risk 

involved with the processing of forgeries and fraud on Verizon’s behalf If you will 

refer back to my Exhibit REP-15, page 1, you will see that Snyder produced 69,353 

sales and was paid $5,307,585 for January, February and March 1998 sales. That 

amounts to $72.52 per sale that Snyder was receiving. 

How much revenue was at  stake? 

The GWSnyder partnership goal in 1998 was to produce over 836,000 new sales, 

with a gain of 590,000 customers who would produce average revenues of $75.30 per 
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month. That adds up to an increase of $444 million in annual revenues. This data is 

contained in the Ethnic Market sales objectives for 1998 for Pam S. Jacobson, who 

replaced Chris Owens as the Verizon LD president in May 1998. These are the 

objectives that are used to calculate company bonuses for top management (Exhibit 

REP-29). 

Did Verizon act with reasonable speed in addressing the problems with Snyder? 

Absolutely not. Mr. Caliro maintains that the company acted promptly and properly, 

that in hindsight it may have made mistakes, but that is no reason to penalize the 

company pages 8-9). Our position is that if the company had been truly interested 

in stopping fiaud and forgeries, it would have immediately stopped processing orders 

through its system that were not verified, either internally or by third parties. To 

condone the continuation of fraud and forgeries from their initial alert in February 

until late November is unpardonable. When it dawned on the company early in the 

process that Snyder employees were committing fraud and forgeries, the company 

should have immediately stopped processing any orders until it verified with the 

customer that the order was valid. 

It is highly relevant that when Verizon was meeting with Snyder to terminate the 

contract, Verizon was still accepting orders without third party or internal 

verification and processing those orders through the system. The company continued 

to process orders through late November, and Snyder continued to forward LOA's 

that were either forgeries or fraudulent. Because of this late rash of fraudulent 

LOA's, Verizon employees were still processing slamming complaints well into 1999. 

Mr. Caliro states that Verizon decisively rejected the intentional slamming of 

customers by Snyder (Page 11 ,  L10-11) However, even when they knew it, Verizon 

continued to process the orders. 
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Mr. Caliro states that your calculations that produced an estimated number of 

total slams and forgeries in Florida “is utterly lacking any factual foundation.” 

Do you agree with his conclusions? 

I would agree that the calculations lack the precision that I would like to have in 

order to nail down the exact amount of rule violations that were committed by 

Verizon. We both appear to agree that we will never know the total number of 

slamming complaints, forgeries and fraudulent carrier changes that were committed 

in Florida by Snyder on behalf of Verizon. However, the number of violations of the 

Commission’s rules during this time frame is an issue in this case. Using a variety of 

reports that were hrnished to us by Verizon, I did the best I could to reach a 

reasonable conclusion. The more I look at the Verizon documents, the more 

convinced I am that my numbers are extremely conservative and that the actual 

numbers would be much higher. 

Do you still maintain that the company committed at  least 4,000 slamming 

violations and at least 3,000 forgeries during the time at issue in this docket? 

M e r  fbrther review, I believe the 3,000 number to be conservative with the proviso 

that it includes all fraudulent LOA’S, including those cases involving forgery. I would 

not be uncomfortable with a number that was greater than my estimates. As I 

attempted to determine the total number of violations the company had committed, 

I was comforted by the fact that if it was an issue in the case, Verizon would have a 

study that would respond to my estimate. The Commission should be aware that 

Verizon’s witnesses have not presented any evidence responsive to the issue, other 

than to complain that my calculations are without merit. It is my conclusion after 

reading their testimony and listening to their depositions that they don’t really know. 

Is there additional evidence not obtained from Verizon that provide an 

indication of the total number of slams? 
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Q. 

A. 

I have already covered 230 forgeries and frauds included in the regulatory 

investigations, plus approximately 1500 Florida slamming complaints and 304 

fraudulent slams obtained from nationwide data. In addition, the BellSouth report 

shows that BellSouth processed 1761 No-Fault PIC changes involving Verizon during 

1998 and 1999. I believe the estimates contained in my direct testimony are 

conservative. 

The heart of my testimony is that the company never took the time to investigate its 

violations other than to respond to the PSC. If the company had investigated and 

tracked all its violations, it would be able to respond to this issue. It’s failure to 

investigate and take decisive action should clearly indicate to the Commission that the 

company valued its marketing programs and its revenue projections higher than it 

valued compliance with Commission rules and protection of consumers. 

Mr. Caliro indicates that you recommended a fine of $75 million and he 

characterizes your recommended penalties are absurd. (Page 29, L1-3) What 

was your recommendation? 

My recommendation was that the actions of the company justified cancellation of their 

certificate or a multi-million dollar fine. I calculated that if you multiplied a 

maximum of $25,000 per violation against my estimate of 3,000 rule violations, that 

the total would amount to $75 million. I would compare that number to the $444 

million in annual revenue that the company planned to gain from its Snyder venture. 

Unlike Mr. Caluo, I would assume that the company is liable for any willful violation 

ofPSC rules regarding carrier changes that occurred during the period at issue in this 

docket. Clearly, the company was on notice that the total number of violations 
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committed by the company would be at issue in this case. I would also want to point 

out that I have concentrated on fraud and forgeries in my testimony because I 

consider these actions to be egregious. 

Should the Commission estimate the number of total violations in this case? 

Verizon’s failure to pursue violations of PSC rules, to investigate them Illy,  to track 

those violations and to take decisive action leaves this Commission with little choice. 

I would ask, if you were a business person with a serious problem, would you not 

track the problem if you really wanted to solve it? 

After reviewing the recalcitrant position of Verizon in this case, I would strongly 

recommend that the Commission consider the maximum penalty it can justify for the 

209 violations the company does not contest, taking into account that the goal of 

Verizon’s partnership with Snyder was to generate $444 million per year in annual 

revenue. I would reiterate the recommendation in my direct testimony that the 

Commission should seriously consider revoking Verizon’s long distance certificate. 

If the Commission chooses not to cancel the company’s long distance certificate, 

what do you recommend? 

Now that the Commission is more fi~lly aware of the I l l  facts in this case, it can more 

readily understand that a $209,000 fine that would absolve Verizon from any hrther 

liability for its slamming violations in Florida is an insignificant deterrent. 

In view of Verizon’s position that it does not dispute the 209 unauthorized PIC 

changes that were included in the Show Cause order(Testimony of Christopher D. 

Owens, Page 7, L8-10) (Deposition of Joseph Paul Caliro, Feb. 5,2001, Page 7, L1- 

L19), and the evidence we have submitted that shows there were thousands more, my 

recommendation is that the Commission should fine the company the maximum 
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2 Q. Does this conclude your rebuttal testimony? 
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$5,225,000 for the 209 violations that the company does not contest 
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forgeries, for other slamming activities that harmed consumers, and for failure to 

fully inform the Commission of the extent of the rule violations. My testimony 

substantiates a deterimination that Verizon committed at least 4,000 slamming 

violations and at least 3,000 forgeries in the Florida market alone. If there were 

3,000 forgeries, the math works out to a $75 million fine. 

Anyhng less than a multi-million dollar fine would be insufficient as a deterrant to 

future violations. With a company as large as Verizon, one of the largest 

telecommunications companies in the nation, it is important that this Commission 

establish a penalty that will hurt, in order to establish a clear deterrent to other 

companies who might be inclined to follow suit. 

Does this complete your testimony? 

Yes it does. 
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Exhibit REP-19 
Docket No. 990362-TI 

WHAT CONSTITUTES FRAUD 



What constitutes fraud? 

* Switching a customer without authorization. 

* Signing an LOA on behalf of the customer. 

* Using customer information authorization. 

* Filling out or pre-checking an LOA prior to 
the customer’s interest in GTE. 
Changing or altering information after the * 

-L customer signs up. 
u 
cri 
P 
N 
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VERIZON INVESTIGATION 



Docket No. --TI 
Exhibit Page 1 REP-20 

ANALYSIS OF INVESTIGATED SLAMMING COMPLAINTS 

Total Slamming Complaints Investigated 
[Includes all documented investigations by Verizon & PSC] 

Slamming Complaints Not Verified 
[Investigation incomplete-unable to determine cause of unauthorized switch] 

Total Slamming Complaints Verified 
[Records show forgery, fraud, customer error, or other problem] 

Forgery 
[Records support customer’s complaint through forgely of customer’s name] 

Fraud 
[Records support customer’s complaint through fraud] 

Total Forgeries and Fraud 

Percent Forgery or Fraud 
[“h of Total Slamming Complaints Verified BS Forgery or Fraud] 

Miscellaneous 
[Customer error, non-slamming problem, billing, etc.] 

Percent Miscellaneous 
1% of investigated complaints not verified 8s Forgery or Fraud] 

445 

64 

381 

129 

112 

24 1 

63.3% 

140 

36.8% 
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Source Name Slammed Forgery Fraud M i x .  

Page 2 of 18 



Buckingham, Doris 
Buckley, H 

F 
# Source Name Slammed Forgery Fraud Mix.  
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Source Name Slammed Forgery Fraud Misc. 
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Source Name Slammed Forgerv Fraud Misc. 

Page 5 of 18 



-. ... 
Source Name Slammed Forgery Fraud M i x .  

.- 

I Box D Iforrest, Ralph & Audry 
I Box D I Franceus, Nicole 

lYes 
I Yes 
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Source Name Slammed Forgery Fraud Mise. $ 2  
O W  
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Source Name Slammed Forgery Fraud Misc. 
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Source Name Slammed Forgery Fraud Mix. 
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Source Name Slammed Forgery Fraud Misc. 

Box E O'Connor, Marie Yes 
PSC Odarn, Jorge Yes(PSC) 
PSC O'Keefe, John Yes( PSC) 
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Yes( PSC) 

Source Name Slammed Forgery Fraud Mix.  
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Source Name Slammed Forgery Fraud Mise. 
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PSC Zimmerman, Ellen 
Box E Zielewicz, Jan 
Box E Zock, Mouhamad 
Box E Zuniga, Jaime 

.e - - 
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- 
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charge lo change back lo prevlous 
camler. 
Cuslswllched lo GTELD wllhoul [ Q& , 
aulhodzauon. 

1 .  

Si ld  Curt swllched lo GTELD wllhoul 
aulhodzaUon. 

Emall Ray Slkl Cuslswilched Io GTELD wlvloul 
auhodzallon. 

Curl switched lo GTELD wllhoul 
aulhodzalion. 

Snyder 

Bob 
RoblnwOlYReguIaI aulhorlzaUon. 
on/ Anairs 

Snyder 

Follow up on wst swilched wllhout 

Curl swilched lo  GTELD wllhoul 
aulhwlzallon. Cusl wanh to ba called 
back and Informed why swilched. 

Cusl was switched lo GTELD MlhouI Fax Karen 
Curslon aulhoiizalion. 

Snyder Cuslswllched lo GTELD wllhwl 
aulhodzallon. Cusl wank lo be credlled 
for calls. 

lrruod $5 uadil lo cud. ' 602 
Tho (ULI nwar had , 
GTELD. . 

. .  
f*l.:.~>--! '. 1:: I '> SnydEi Cusl switched lo GTELD wilhoul 

aulhoiizalion. ' < 

Snyder Cusl swilched lo GTELD wilhoul 
aulhorizalion. 
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DRAHIM, JOHN 6144789643 

MARTINDALE, LARYSSA 7188594949 

KANHUN. CHAN , 7185077845 

HERBIG. MARK 7856281432 

ZINN, RElNALDD 3052524656 

Davl 

Ellza 

Phyll 

Dell 

Marl 

5/4/90 

5/6/98 

5/4/98 

5/6/98 

5/6/90 

5/1/98 602 

602 

602 

602 

602 

Cuslswllched lo GTELD wilhoul 
aulhorizalion. no1 I GTELD issue. . 
Cusl swilched lo GTELD wilhoul 
aulhorlzallon. 

Cusl was swllched lo GTELD wilhoul 
aulhodzaUon. 

This Is a 8FIC 8u.ounI. 

791.’.,. c I 

0 
rg 
h 
10 
r 

Curl  swilched lo GTELD wllhoul 
aulhorlzalion. 

07 R Cusl was skl!ched lo GTELD wllhoul 
aulhorlzallon. Waa lad  by Flavlo ex1 2944 
has laken cafe 01 .  now wsI has 
rem ved a bil. 

HSU, TONY 6262823145 

GUZMAN. MERCEDES 4078894366 

Marl 

Mart ’ 

5/4/98 

5/6/98 

602 

602 

Emall Xavler 
CarlrdSnyder 

Snyder 

05 R 

05 R 

Cusl was swllched 10 GTELD wllhoul 
aulhorlzallon. 

Cusl swllchsd lo GTELD wilhoul 
aulhorlzallon March 29. Cusl has already 
swilched back lo prelered carder. but 
lost some rewards and polnk. 

Cusl swllched lo GTELD wllhoul 
aulhorlza8on. 

05 R IF , 

05 R 

05 R 

05 R IF 

05 R 

05 R 

JACKSON, ROSE LEE 8037739472 

KWAN. POK 9163876945 

LOPEZ, JOSE CARLOS 3018689109 

MARQUES. PRlMlTlVO 8054968923 
CUR2 
MANOAM, ANNETTE 4402437589 

MALOONADO. FRANK 9155321 378 

Marl 

Dell 

Ben 

Ellza 

Phyll 

Eiha 

5/6/90 

36198 

5/6/98 

5/6/98 

YW98 

Y6198 

602 

602 

602 

602 

602 

602 

Si181 

Snydar 

Snyder 

Snyder 

Snydar 

Snyder 

Cusl switched lo GTELD wilhoul 
aulhodraUon. Cu ,I$- 
Cusl swllched lo GTELD wllhoul 
aulhorlrallon. Cuslwantr blll re-raled. 

Cusl swllched Io GTELD wlthoul 

C u d  swllched lo GTELD wllhoul 
authorizaUon. 

Cusl swllchad lo GTELD wllhoul 
aulhodzallon. 

aulhodzauon. ICA 4ICr 

LIM. WILLIAM 6264467835 Dell 5/5/90 602 Snvdar Cusl swllched lo GTELD wilhoul 
aulhorizallon. Cuslwanls uedll on 
upcornlng GTELD blll. 

05 R 

h 

LEAK, D. 2152235502 Elka 

GERSTNER. RENEE 8133600402 Mar 

05 R 

O5 I? 7 
5/5/98 

YW98 

602 

YW98 602 

Snyder 

Lany Comrmnr 

Cusl swilched lo GTELD wllhoul 
authorizallon. 

Customer d a h  changed lo GTELD SSN on LOAwar 602 
wilhoul aulhorlzauon. c U , l O n w h  m s :  was , 

pmbably Irving lo change 
his samica (Bur not Res). 
Had CuIImef call her LEC 
IO have l S N b  Swilched . ”““P- I 

05 R 602 

602 

602 

Sild 

Karen Curelon 

Karen Curelon 

Cusl swilched lo GTELD wilhoul 
aulhorizalion. 

GUTIEREU. NADA 7185337368 Mad 

HARTWEG. LARRY 3103720155 Davl 

CHAN. WAI C. 718492!199 Davi 

5/6/90 

5/6/98 

5/6/98 

02 R I IF Cusl was swllched lo GTELD wilhoul 
aulhorirallon. Wanl?, credil lor calls. 

’ \  
1 02 R ... . . .. 

.. . I Cusl was swilched lo GTELD wilhoul 
i [ A  . ( I ; .<& > 
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3AVIS. JOE 7188983660 z 5 WHITMARSH. DAVID 7342692723 
HERMAN, MICHAEL E. 2025443035 -' a 

o w  
z a  - - L o  OBRYNE-BERERLY. 5407863805 
$3 .& DEBORAHL. 

r! 5 h ' MARINO. BARBARA 5168686180 

01 R HADDAD. DONNAV. 6153560362 

MIS 8 IF SCHIFFER. DOUGLAS J. 3108211895 

05 B NlLL BROTHERS 9133844242 
SPORTING GOODS 

Bell 
Davl 
Davl 
Davl 

Davl 

Davl 

Mar 

Dell 

07 R IF  HANLEY.JOSEPH 8135966501 Mar 

5/14/98 
5/11/98 
5/15/98 
511998 

602 
602 
602 
602 

5/11/98 602 

5/15/98 602 

Y14/98 5/14/98 602 

5/13/98 602 

- ,- 
O r n C l  Swilched 10 GTE.0 wilnO.1 auln0r:zalion. r IC 

Sw:.cned lo GTELD wi.ho4 aulnorizalon 

S w  lched !3 GTELD wilhodl aU.hOnzai3n. 

n a m  C ~ i r l o n  
*.aten Cumon Sdlcneo Io GTELD wilhoul aulhoiizalon. F/?, 
K a o n  Cueion 

P 
b 
rT) 

Karen Curelon Cusl swilched lo GTELD withoul L o+ t y ; s . r . r  . '  v) aulharlzallon. 

New In 613333.2838. 
Karen Curelon Swllched lo GTELD wilhoul aulhorizalion. r 

Larv Commnr Swllched lo GTELD wilhoul authorization. CtECAccwn'~ 602 
/ L m r  Fonvardad lo Ray SBail. ' 

Sild Swllched la GTELD wllhoul aulhorlzaUon. 
91Y4389300, 913n~-14a~. 
913n458655. 

Tab1 Reason: 33 
Y13198 603 Robad Swllched FROM GTELD by anolher carder. 

TayiorNOT 

Tala1 Reason: 1 

Bllllng 20 In Franchlse: 15 Buslness: 5 Regulatov: 6 

TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source Comptalnt &e 
08 R IF SHIELDS.JUNE 9095976000 Belt Y14198 701 Ray SlralWSuway Bahg blllsd by MCI. 
04 R IF LANGLEYSWRECKER 6185448109 Phyl Y11198. 701 NE Curl Re1 Balng bllled by Inlegrelal. 

08 R IF FLOWER.€ARL 4028874427 Phyl Y11/98 701 MWCurlRsl Bllled by OAN. 

SERVICE 

02 R IF MAY.EDWARDS. 5036491284 Davl Y14/98 701 NW curl RBI Plcllne monlhlycharge by Hold Bllllng who __  _. 
Is blllng lor Amerllel. Cusl has GTELD. ~ 

02 R IF DUNCAN,JOE 4192572982 Davl 

04 B IF J .  D.KAISER.INC 6069282744 Phyl 
02 B IF RCCOMMUNICATIONS 8183529599 Davl 

08 R PENOLETON. SYLVlA 9042614524 Dell 

EM R 

03 R 

I 
MIS R IF Tandy,Madon 5026924122 

LEONG. JEANETTE 81743M402 Dell 

FINLEY, MARGARET N. 8432724103 PhYi 

MIS R IF LINEHAN. DAVID 9413629415 Davl 

I 
08 R COPPOLA. NICHOLAS 9724819219 Ell2 

Y13/98 701 NE Curl RsI Belnp bllled by OAN lor Minlmum Rale 

Y 13/98 701 VACurl Re1 Belna bllled by LDDS. wanln adlushenl. 

Prldng. 

5/1 5/98 701 Karen Curelon Cuscbelng bllied by olhercarde>. 

5/13/98 799 RwSbsil Belno bllled for d d  In doesn'l have anv 
Tolal Reason: 7 

Y W 9 8  799 RobariTaylor 

5/13/90 5/14/98 799 Jamas Sadder 

5/13/98 5/13/98 799 Curlomrvmla 
lenerlo GTE 
SOUul  

5/13/98 5/13/98 799 KaranC~f4lon 

5/1 1198 799 Ray Slrait I 
lnlcmcl 

longir. John Haven's SIsIer-In-law. ' 

Bllled by GTELD for long dlslanca rales on 
local call. 

Being bllled fM FX aCCBSS Overseas charge. Oramlphled all copies 01 
Wanb 10 know whal II Is, Mlli 10 BsrbadCu~I  R.4 

lo handla Imm har end. 

Cuslomer belng billed for 800 charges by Sen1 loVACUslomsr 799 
anolher company Rslallons 

Bllled lor calls dldn'l make lo Connecllcul 
and New York. 

808 

This 1 1  not. mr has ever 
been. 8 G E L D  cud 
under lhlr BTN. This 1s 
no1 a GTELO issue 

799 

Belng billed lor calls on account that didn'l 
make. 
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8 2  Tolal Reason: . 
o w  IF DOBLER.CARL 3104779862 Chrl 5/25/98 499 Roben Taylor Customer has recelved 43 Welcome Lellers z z  
53; 
8 =  Q 0 3 2  

lrom GTELD. Three Io live each week. 
We are killing lhls customer wilh klndness. a, m 

sj Total Reason: 1 
DNS , I  In Franchise: 0 Buslness: 0 Regulatory: 0 .r 

W P E  E/R Fran CUSTOMER NAME ETN WHO RECEIVED CLOSED CALL Source Complalnt Issue Cornstlv. AeUon . .DISP 

Miller. Rlchard 303-7455292 52W98 5128198 504 Curlomsrcalled Cuslomer has recelved mulUpleTMAcalls Sand a-maU IoEdrrard ' 504 
ax.c"II". from Snyder and wanb hem IO slop Bcddy. MIchwI.Lyons. 

CUIlOml 

idallom  ad and doesn't wan1 to be dlslu!%ed) EllIol.Glovsr. lnlormnd Ihnm lkal curlomar 

PiilS) ;hmlha l  wrlomer mnli , 

3 R  

lmmedlalely (he Is a vev  Ill cancer pallenl camis BOOIII~.  

-- _. ranls 

winen muraiion ~ m m  
Snydar lhat Ihls hat bean 
taken w e  01. 

Tolal Reason: 1 
Unauth Chg 16 In Franchlse: 5 Buslness: 2 Regulalory: 10 fl Fran CUSTOMERNAME BTN WHO RECEIVED CLOSED CALL Source Complalnt lasue C ~ m c U v e  AcUon DlSP 

@ R  

.~~ 

COMPEL, JOSEPH 3052614428 Davl 

CYPRESS, LORI 2129799445 Davl 

LOA ev;rts 5i29I98 601 Karen Curelon Recelved fulSllmenl leller, dldn'l order 

5/29/98 601 Karen Cvialon Received fulfillinenl leller. Dldn't choose 
GTELD. 

GTELD. 

07 R 

09 R 

07 R 

09 R IF 

01 R 

iF 
01 B 

02 B IF 

I 
03 R 

Bllllng 

CHAN, SAUMAN Q% 7185750698 
VEIASCO e% 2135872395 

TOLEDO, JESUS 3058581656 

5074 

SALERNO, THOMAS 7184579273 
REISBERG. RUDOLPH 8137258804 
CELPA HEALTH CENTER 9999999999 

DELUCA, GERALDINE 7189412835 

Dell 

Elk 

Chrl 

Davl 
E l i  
Oavl 
Oavl 
Davl 
Davl 
Davl 
Dad 
Davl 

m W 9 8  

5/29/98 

5/29/98 

5/27/98 
527198 
5/29/98 
Y2W98 
529198 
5127198 
5/29/98 
5RW98 
5/29/98 

Tolal Reason: 
602 

602 

602 

602 
602 
602 
602 
602 
602 
602 
602 
602 

2 
Ray Sllaill 
Inlsmal 
Wl"tNi1lll 
S S N ~  Bureau 
Ray Sbril I 
lhlsmet 
GTESacurltf 
FL Curl Re1 
K ~ n n  Curelon 
K i m  Curelon 
Kinn Curelon 
Susan Roblnson 
Karen Cunlon 
Karen Curelon 
Karen Curelon 

Swllched lo GTELD wllhoul aulhwlzauon. 
Wanb to be re-lmbuned for swltchlng lee. 
Swllched lo GTELD wllhoul aulhodzaUon. 

Swllched lo GTELD wllhoul aulhorizaUon. 

Swllched lo GTELD wilhwl aulhodzauon. i i  c I r A' 
Swllched lo GTELD wllhoul aulhodzaUon. 
Swllched lo GTELD wllhwl aulhorlzauon. 
Swllched to GTELD wllhoul aulhodzaUon. 
Swllched lo GTELD wllhoul auhodzalon. Fg 
Swltched lo GTELD wllhoul aulhodzaUon. )A ,$- 
Swllched Io GTELD wllhoul aulhodzaUon. 
Switched lo GTELD wllhout pennlsslon. 

F I?.. 
Lc ,+ 
FK ' ' 

Swllched lo GTELD wllhout aulhodzaUon. &$&& f 
.&\.( 

. 

USEPPERSON 8138864479 Davl 5128198 602 Karan Curaion Swllched lo GTELD wllhoul aulhodzaGon. 
UNDERWRT CO. 

TAUBEL. STUART 2127693605 Mar 5127198 603 Lany Commons Swllched away from GTELD wllhoul 
Total Reason: 13 

I HOT aulhorlzallon. 
Tolal Reason: 1 

9 In Franchlse: 5 Buslness: 1 Regulatory: 2 
r (pE BIR Fran CUSTOMER NAME ETN WHO RECEIVED CLOSED CALL s o u r c i  Complaint l a w e  

I 

Cornc l l ve  Asllon DlSP 

5 



Tolal Reason: 
2 in Franchise: 0 Business: 0 Regulatory: 1 a 

BTN WHO RECEIVED CLOSED CALL Source Cernplalnl Issue Corr*cllve Acllon DlSP 

j5 
$ 2  Fran CUSTOMER NAME 

NEGRIN, DOUGLAS 9146272240 Bell 6/17/98 502 Larry Commons Called by GTELD rep 4 Umes In 1 day. Add 
lo ONS llsl.Theresa Worlhy has been 

conlacled. _. 
Tolal Reason: 1 

PEREZ, LOREN20 3059948112 Dad 6/16/98 599 Karen cursion Conlacled by Monlca Mas ,  rep selling 
GTELD. cvsl Is on DSN lisl. 

10 R 

Tolal Reason: 1 
Unauth C h g  15 In Franchlse: 5 Business: 2 Regulatov: 3 
TYPE BIR Fren CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source Complaint Issue corncum Actlo" , ' OlSP 

HO. DAN 6 JUDY 4089969485 Mart 6/16/98 601 Larry Commons Ordered GTELD. nanb lo cancal. said 
never was switched from AThT. Wants ILenar 

07 R 

> I  bllllnp and sewice slopped. 
07 R AGGARWAL. SARWAN 6038854351 Mart 6/15/98 601 Larry Commons Recalved fulfillment leller. wmle. 'Please , 

undo anylhlng you dld. No1 Inleresled.' 
Tolal Reason: 2 

VASOUES. VICTOR &$2134653279 Elk 6/15/98 602 Lany Commnr Swilched lo GTELD wllhoul aulhoilzalion. <*L<~!L 
I Lane, 

ILener  

(Lener 

07 R 

07 R PENSO. HILDA J?$9414573856 Chol 6/16/98 602 Larry Commons Swilched lo GTELD wllhoul aulhodrauon. &\[< 

07 R PINA. GUADALUPE 6/16/98 602 Larry Comrmnr Swilched lo GTELD wllhoul aulhorlzalon. c/.I J.( I\ ,, I, , 
6/16/98 602 Ray Slrsil Switched lo GTELD wilhoul aulhodzaUon. 
6/15/98 602 MW CUI! Re1 Swilched lo GTELD wilhoul aulhodzalon. 

07 R I F  MARTINEX.ARWNDO 9724242165 Mart 
04 R IF HOLIAND.REUEL 5019963739 Dell 
07 R IF JONES.JESSE Q-# 9413490551 Dell 6/1Y98 602 Larry Commons Swllched 10 GTELD wllhoul aulhodzalion. 

07 R REICHELT. FRANK 3026537353 Dell 6/17/98 602 Ray Slrall Swllched to GTELD wllhoul au lho i lzah.  
Ray S ~ I I  W~II Iswe $10 check to curt roc 
plc change charges. Wants lo know how 
pol swUched. 

v5129939490 
1 c f r  ILener  

6/15/98 602 ' LIZ SmllhIHOT Swilched 10 GTELD wilhcul aulhorllalloo. /.eo. ( I'm 1' 
6/16/98 602 Karen Cumion Swilched lo GTELD wilhoul aulhorlralon. lep , c r r o  . 09 R ARNOLD, BERNADETTE Q 104499932 Mar 

TfiAN. THAI 7139371127 Davl 

TAYLOR MORGAN INC 9043780422 Chol 6/15198 6/16/98 602. Silel Switched lo GTELD wilhout aulhorkalon. CvrlchmuopedbacL!~ 602 
IF BAFJ.ABDLAK, ROMAN 8135229945 Davl 6/17/98 602 Kamn Curelon Swilched lo GTELD Wllhoul aulhorlzaUon. 

unlar Of choice. Advlsed , 
W'IKHhlL. . l tCOI l  
RwUnp. Advised cull 
~ b u l  pic rarlridlon. 

BRISON AIRCRAFT 9722419152 Dell 6/15/98 602. Larry Commons Swllched lo GTELD wllhwl aulhodzalion. 
/Lena, wants aediL Add lo DNSIDNM lisl. 

lhrealsned Io mnlacl attorney. 

07 B , 

I Tolal Reason: 12 
02 R IF SEGARINI.CAROLJ. 5734429927 DaVl 6/15/98 6/16/98 699 Customer1 

Tolal Reason: 1 

Swllched lo GTELD wilhoul aulhodzalon. Thls was an MI. WSI . 699 
Copy of letier senl lo MIssoud PSC. Curl 
had resuesled lo be changed lo ATAT. 

mplad Phyllr 
F l w a M S F  M her 1 0 1 1 ~  
Iha Mlriwd PSC. Copy 
son1 10 Karan Curdon. 



OHREY. ANN 5056308021 Mar 6/25/98 301 M Curl Re1 Dldn'l recelve 50% dismunl orlglnally 
8 F  a o w  
$ 2 m  LIVINGSTON. JEFF 9728222861 Marl MU98 301 Larry Commons No1 belng blllled rates slgned up lor. 
xzl g G g ,  a KELLY, SHERRY 5129928115 Mad'  6/25/98 301 slid P m l s e d  .OIVmln 24 hwrS a day, 360 h e  

Inslale mlnuler weekend calllng and 1000 
free slate lo slate mlnular. 

o w a  

.27lmln. 

lo call each monlh lo gel uedlL 

slaled when slgned up. wan& lo gel credils 
when relum back lo New Mexlw. 

u i  n IF KEHOE.CAROL 2082453070 Mart 6/26/98 301 NW Curl Re1 Slpned up lor .14/mln. belng charged 

02 R IF HINSHAW,THERION 5734427765 Davl 5/24/98 301 Susan Robinson No1 recelvlng free mlnules as promlsed. has 

08 B IF JIM'S CAN-AM 2194712469 Chrl 6/23/98 301 RaySLrait Dldn'l receive free mlnules or quoled rales. 

08 B IF BIJTrONUPGPAPHlC 3178670387 Mar MY98 301 Ray Slrall I HOT Dldn'l recelve aedlk  was promlsed. 
SPECIALITIES 

DESIGN 
Tolal Reason: 14 

og R IF CYPERT. WILLIAM 5018437424 Mart , 6/23/98 303 Swan Pdnrlarl Wanls lo know lhe rales lor Ihe calllng card 
Cui1 Ral I. llrlnn~ . - ~. 

07 R SMITH-MICHAEL. 7168811132 Chd M3198 6/25/98 303 Donna Hapdahl Hasn't recelved welmme lener wllh plan, 
Wdnb lo know when I1 wlll mme. when 
calling cards wlll m e  and when loll free 
number will be worklng. 

SHARMAINE 

04 R IF HERRINGTON,ARTHUR 9156512636 Ben 6/23/98 6/2Y98 303 TWNM Cu11 Re1 Wanls lo  know11 wsl can s1111 gel free 
rnlnules lor 3 months. 

Tolal Reason: 3 
TMA 2 In Franchlse: 2 Buslnsss: 0 Regulatory: 0 
TYPE BIR Fran CUSTOMER NAME 8 T N  WHO RECEIVE0 CLOSED CALL Source Complalnt lsaue 
07 R IF GALLAGHER,GREGORY 4256403828 Ell2 6/23/98 404 Ray Slrall Rep dldn'l tell wit was swilchlnp canlen, 

only lold was slpnlnp up lor free mlnules. 
Tolal Reason: 1 

08 R IF HINOSTROU\,VlCTOR 9727905843 Bell 6/23/98 405 RaySlrall c U $ l  qUOled mparab le  rates lo PEN, bul 
wal charped S1.70/mln. Wanb aedll  lor 
calls made. Has swilched carriers. 

Tolal Reason: 1 
Unauth Chg  22 !n Franchlse: 6 Buslness: 1 Regulalory: 12 
TYPE BIR Frsn CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source Compialnl Issue 

i i o n s r  rwuesl  change. 
ANDERSON. MARVI 4092333620 Dell 5/24/98 601 Larry Commons Curl recelved hrlfillmenl Iener. dldn'l 

7122661048 Dell 6/25/98 601 Larry Cornmni Recelved lufillrnenl Iener. dldn'l order 
GTELD. 

07 R 

07 R I WILCOX.RODNEY 

1 
Tolal Reason: 2 

j=,7(?-c,. c .  ROACH. EUGENE H.Q# 5055236338 ' Mar 6/23/98 602 Law Commons Switched lo GTELD wilhoul aulhorlzallon. 

LERMA. JESUS 91585134s Ell2 6/23/98 602 Larry Cmmoor Swllched lo GTELD wllhoul aulhorizalion. 
ILeKtlr 

07 R 

07 R 
RPMS shows Snyder sale. 





Unauth Chg 9 
N P E  BIR, Fran CUSTOMER NAME 
07 R iF YOUN,CHRlSTlNE 

.- 

7036400862 Davi 7/2/90 501 I Curl Re1 Add lo DNS lisl. Cusl was switched lo 
GTELD wilhoul aulhorizalion. Has now 
Iwllched lo carrier of choiu, wanb lo be 
added lo DNS list. Do not conlacl wit. 

l- 
b 
b 
0 

Tolal Reason: I 

7 

... 
5175314264 Davl 7/2/98 502 K m n  Curelon Add lo DNS 11~1. wsI feels harrassed. 

Remove from list and send lener lhal has 
been done. 

._ In Franchlse: 5 Business: 2 Regulatory: 2 
8TN WHO RECEIVED CLOSED CALL Source Complaint Issue 

Tolal Reason: 1 

8157588214 Marl 

07 R Chrl 

07 R TROSEN. JUDITH + 7088487115 Davi 

03 R RAYMOND, CHARLE&2129774002 Belt 

07 R HIDALGO, OLlVlA 7188560425 Mad 
02 R IF CORAM.ROBERT 8138373840 Davl 
02 R IF LEWIS.DAlSY 8135955202 Davl 
07 E IF TRAILNURSERIES 7172925187 Ell2 

07 B IF TEPITMANFUNERAL 3143276600 Mar 
HOME 

Blllln4 14 In Franchlse: 

7W98 602 RiySlrrll Swltched lo GTELD wilhoul aulhodzauon. 
Ray Slrial m m l l l e d  lhaf cust wouldn'f 
recalve any bllllnp. . .  

C h a d  lo see If cusl wlll retelve bill, If 
aedll. 

7W98 602 Karen Curalon Switched lo GTELD wllhoul authorlzallon. 
g k  f' 

Ld+- 6150198 602. LIT Commons Swllched lo GTELD nlihout authorlzallon. 

6/30198 7/1/98 602 ExecCvsl RBI Switched lo G E L D  wilhoul aulhorlzallon. lrauad oadil..Thlr 1s 602 
Cusl also wrote lo FCC. 

. ~~~~~~~ 

recelved blll. clorinp dalamenL RpmS 
i h  wil wilh 02. 
Cotled curl addsad of 
uedil and lh~i  T u 4  has 
hasn deal1 wilh. L a q  
Cammo;~ will rand 

7/2/98 602 L a q  Commons Snliched lo GTELD wllhoul aulhorlzauon. != 
6/29/98 602 Ksmn Cureloo Swllched lo GTELD wllhout aulhodzallon. 
6/29/98 602 Karen Cursloo Swllched to GTELD wilhout aulhodzallon. 
6/29/98 602 t iny Commons Swllched lo GTELD wilhout aulhodrallon. 

7/2/98 603 L s q  Common, Customer changed from GTELD wllhout 
Tola1 Reason: 8 

aulhodzallon by Spdnl: PIC reslrlcled can'l 
dlal LD, 2nd lime happened. 

Tolal Reason: 1 
8 Business: 0 RegUlalOry: 5 - 

DlSP ComcUv. A s U m  M P E  BIR Fran CUSTOMER NAME 0TN WHO RECEIVED CLOSED CALL Source Cornplslnt Issue 
04 R IF HARRIS.MICHAEL& 2174328054 Ell2 7/1/98 701 NE Curl Re1 Belng bllled by OAN. 

08 
08 
08 
05 

LINDA 
R IF FORBES.JOHN 2088837758 Ellr 71ma 701 L a y  Commons Belng bllled by USBI. Cusl has GTELD. 
R IF OREBAUGH. RICHARD 5408792101 Marl 6/30/98 701 L a q  Commons Eelnp bllled by OAN. 
R IF GARRISON, KENNETH 7042893830 Ell2 EJ30198 701 L i q  Commons Belnp bllled by OAN. 

HYLTON. JONAS 5094489716 Elk EJ30198 701 Silel Eetng billed by.US Wesl. Wanh GTELD. 
Sltel has plamd 2 orders for cusL Wan& 
uedl l  (or c a l k  

SEN~WS.  inc. . 
' .  

R . J  
02 R IF . DALEY.JAMES 6065482425 Davl 71219a 701 Karen Curslon Eelnp bllled by W o d d m  Network 

Tolal Reason: 6 

l 



F 

1 2  O W  

Z E N  

3s D 
8'2 n 3 n  

--.- 
02 R 

O R  
U f  R 

02 R IF 

g: R 

04 R 
07 R IF 

07 B IF 

02 B 

Bllllng 

;ALAN, FRANCES 2104322196 Davl 

KARBER, MURIEL (MRS.) 2813515356 Davl 

HUFF, MARY 7 I 38959750 Davl 
FIERRO. YLOANDA 9155917128 Davl 

HART, THOMAS 9039833666 Davl 

MULACK. KEVIN 6 2562333654 Davl 

CARRILLO. MIGUEL 7139215103 Davl 
SUMAN. MICHAEL 3057592521 Davl 

CAROL 

HADDAD, HIKMAT 7145500999 Chd 
S E R N I O ~ I .  s. A. TONY 5036664967 Mar 

BALLOON FAIR INC. 5036618987 Mar 

CITY AUTO PARTS 6 2563965418 Mar 
ELEC 

10 In Franchlse: 

7/6/98 7110198 602 :n C u m o n  Cuslomer Slammed 

7/9/98 602 

7/6/98 602 
7/6/98 602 

7/6/98 7110198 602 

71W98 602 

7/6/98 602 
7/7/98 602 

Tolal Reason: 
7/6/98, Eo3 
7/9/98 603 

7/9/98 603 
. .  

7/8/98 603 

Tolal Reason: 
8 Business: 

TXPlJUSuran 
Robinson 

Karen Cufslon 
KAREN 
CURETON 
Karen Curalon 

Bene, Eurlnerr 
BUILW" 

Karen Curalon 
FL PSC 

9 

LOAwar mailed by cusl 
and order cnlered as 
inbund by S i l d  Oul 
otderissued. Cusl didn't 
m a C e  bill dm 10 
addmr. Fiml Four 
N W  Order rvbminad by 
adher  cusl, was 

Cuslomer alleoes lhal the long dlslance 
carrier was swilched to GTE 
Communlwlions Corp. Mlhout proper 
aulhodzaUon. 
Cuslomer slammed 
Cuslomer Slammed 

. .  

F K ,  
Cuslomer Slammed M i d i r e d .  No1 GELD. 699 

GTELO has never 
pmvlded sewlw lo IN1 
curlomar. No cuilomor 
Cp"l8d. 

Son had slgned an LOA. Son Is only 16 
years dd. 
Cuslomer Slammed 
Cualomer long dlslanur was swllched 
wllhout hls knowledge. 

.(-c ,r 
bF? 

~ c s  ~ c i l o n  uno 
~ o c m a y  
tommont 
L o t m a y  
Commns 

LDCWKaren 
Curalon 

Slammed away kcin GTE LD 
Customer has been changed from GTELD 
wilhcul auIhcxlzaUon. can? dlal LD 
Cuslomer has been changed horn GTELD 
H3lhout aulhorlzadon, can'l dlal LD. 

AL PUC called lo advlse a s t m e r  had 
been 'slammed' ho lha second Ume and 
wank changed back lo GTELD. 

4 
1 Regulatory: 2 

n p E  BIR Frnn CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Source 

04 R IF MALINOWSKI,JOE 3099652105 Chri 719198 701 NECurl 
RaMdna 

04 R IF ALLEN.MARYL. 3304356751 Ell2 

I 
04 R IF  MiERS.JAMES 8155382556 Mar 

08 R IF  WAGNER.TONY (MRS.) 4198368218 Chol 7iiOi98 

I 

701 NE Curl Ral 

701 Larry Commnr 

Cornplalnt Issue Corracliv. AcUon 

Cusl bllled by OAN fw Mlnlmum Rale 
Prldng. He Is not reurlvlng lree calls 
promised by GTELD. 
Customer has requatled GTELD bulls 
bllled by OAN vho sap lhls la GTE's fault 
as lhey have cancaled serflur rnonlhs ago. 
OAN Is bllllng for Mlnlmum Rale Pddng. 

Current June 16 blll lndudes calls billed by 
DAN bllllng for MRP lha l  need lo be 
re-raled lo GTELD rates and uedll Issued. 
Has two 'monlhly service charges' by OAN 
on her bill lor a total of 510.80. The long 

dlstance calls themselves appear lo be 
bllling cnrreclly by GTELD. 

hl 

h 
m 
m 

7 

DlSP 

8 



O Y  IF SEHMIMOTORS 3104776739 Chol 7/20198 

08 R IF WU,CHlHSlEN 3104785178 Marl 7/21/98 

DNS 3 In  Franchise: 1 

TYPE BIR Fran CUSTOMER NAME BTN WHO ' RECEIVED 

04 R SHIRLEY, LOIS 3192333690 Marl 7/24/98 

04 R IF HARMEYER.CRAlG 2194840334 Chol 7/23/98 

10 R SANSONE, ANNETTE ,-!%j16270982 Ell2 7/22/98. 

U n a u t h  C h g  11 In Franchise: 5 
T(PE BIR Fran CUSTOMER NAVE BTN WHO RECEIVED 
05 R IF CHEN.RAYMON0 6 5103785167 Chrl 7120198 

04 R TARANG0,ANA @ 9155989124 Chrl 7,21198 
05 R BELLO, BARBARA w2i27241209 Marl 7/23/98 

04 R IF BELLEZZA.JO 4 9413836089 Chrl 7/23/98 

SHIPMAN. KENNY 9408885153 ChOl 7/24/98 tF. 
04 R IF HARPER. ELTON 9036286150 Yvon 7/21/98 

07 R IF t!ATZ,lRlS 7602511005 Chrl 7120198 

I 

'A02 Curl R d .  
-m de SI Jean 

received a call offerlnp STE (LD?). Can you 
ldenlify lrom where and why call so late. 

See leller lor m r e  delalls. 
7/24/98 $2 LO Curl  Rd . Aoenl keeps calllng harasslng hlrn. Cusl Emallad Debbie Mafquis. 402 , 

. 
m 
t- ro 

L a y  Cornmnr has already changed lo GTELD. bul he was unable IO l-le any m 
keeps calllng him and lhreatened lo have hislor$ Sen1 ONS 

? 
'r his serACe disonnecled starled curslng wueiL CUSI sild din7 . . 
.. hlm. 

win1 lo ba blharsd. no1 . .  

Total Rkason: 2 
405 La- Commons Quoled rate to TalwanlChlna around 

.29/mln. 50% olfinternaUonal calls afier 60 
free minulesoflnlemalfonal calls were lo 
receive for 6 rnonlhs. 

' 

Total Reason: 1 
Business: 0 Regulatory: 1 

CLOSED CALL Source Cornptalnt lrsle CorracUua Asllon DISP 

Mi MWCuslRal  Add lo DNS 1151 only. 

502 NE Curl Ret 
Total Reason: 1 

Add lo ONS list. wslwas called al8:30 
am.. a h  le!& reo wasn't S I I O W ~ ~  IO cail 
unu1'9:oO a.m.. rep hung up. Please check 
lo see If really was GTELD. . 

TotalReason: 1 
599 SllSl Clalms mntacled by a rep named Carlos 

Muno. Cust Is on lhe DNS llsl as or 
4/21/98, 

Total Reason: 1 
Buslness: 0 Regulatory: 4 

CLOSED CALL Source Cornplalntlasue CorncUviAcUon OlSP 

'602 CCC Customer dalms lo have been slammed by 

602 TXMM Cusl Re1 Swilched lo GTELD wilhoul aulhorlzaUon. 
602 Sllal Switched lo GTELD kivioul aulhcdzaflon. 

GTELD 

Betnucharged 56.10 lor InlemaUonal II 
Calling Plan. Cusl doasn't make 
InlernaUonal calls. 

602 FL CUJI Re1 Swilched lo GTELD wilhoul aulhorlzaUon. 
Slgned a maller for free Uckels for scaar  
and sald I1 never staled would chanpe Id 
carder. Maller was for falher, Nlcholas. 
941-972-1072. 

602 Sllel Swilched l r m  GTELO wlvloul permlstlon 
10 Willlel. Willlel lold wst hls lmt 
mmpany GTE aulhorlzed Ihe rwllch. Sent 
c u t  pic reslrlcUon lorm. 

602 TWNM Curl Re1 SwiMed lo GTELD wilhoul aulhorlzaUon. 
Claims carrier 01 cholca laxed lorm lo cusl 
wllh husband's slpnalure. 

F/< 

(?i '!< 'f 

602 LD Cur l  Rel. Cuslomer Swilched wllhout permission 
Larry C0rnKm"l 



r 

WHITTLE, RICHARD 7275398755 Eliz 7/24/98 8 2  KILE. GORDON 7277865739 Eliz 7121198 
O W  
ZC.3  
UC.- 

SAVAGE, ROBERT ' 5612728043 Eli2 7n1198 
GARCIA, MARIA 9155905068 Eliz 7/21/98 

s z  0 
!g* $ .  
o w n  

L 

B I I I i n g ., 20 
TYPE BIR Fran ' CUSTOMER NAME 
03 R IF TOMPKINS.DW 

04 R PORTER, DAVID 

04 R IF MILHOUS. NICK& 
BRIGITEE 

04 R IF AHMED.SYED 

In Franchlse: 13 

BTN WHO RECEIVED 
9155243073 Mar 7122198 

7405983708 Dell 7/23/98 

5153823724 Mart 7/24/98 

3105429643 Yvon 7/22/98 

04 R IF 00SINGHAM.RONALD 2177326477 Chol 7/24/98 
04 R . IF RHO0E.ERMA 6180632288 Dell 7123198 

03 R IF HARTKE,LEONARD 2178853142 Mar 7122198 

08 R IF REEVES.LARRY6 
DEVERLY 

4253564215 Yvon 7120198 

02 R IF MILLER.GEORGE 7172352704 Ell2 7/23/98 

08 R BAILEY, RACHEL 2086342722 Chrl 7/23/98 

_- ._ 

08 R ' IF FREDERICKS. ELLEN R.. 8133603773 Yvon 7120198 

03 R DICKENS. CHARLES T. 8175455113 Mar 7i20lQ8 

08 R h F  BENGIN,SLAVKO 7146423412 Chrl 7123198 

02 R IF SCHWEMLER,RICK 7603282483 Elk 7121198 
02 R IF HEFNER.MARION 9184735331 Eliz 7/24/98 

02 R PEREZ, RlCKY 9566181372 Elk 7122198 

I 

802 an Cursloo Switched 10 GTELD wllhoul aulhorlzalion. 

602 K i m  Curelon Swllched lo GTELDwihoul auhorlzaUon. '''YZ 
602 Kaien Curelon Swilched Io GTELD wllhoul aulhorlzalion. 

7124198 602 ,?en Curelon Swilched lo GTELD wilhoul aulhorizalion. Misdlmci. Rpmr s h w i  . 
CLEC i-nL No1 

FF Tolal Reason: 11 
Business: 2 Reguialory: 6 

CLOSED CALL Source Cornplslnt Issuo Corrocllv. Acllon , , D!SP 

701 T m M  Curl Rcl Eelng billed by NBWor ldwrn.  Problem 
has been correcled In swilch lo GTELD. 

701 NE Curl Ral Billed by OAN lor Minlmum Rale Prldng 
dnce February 1998. Suppose lo have 
GTELD lor Inlerlab. 
Bllled by AT6T. Dldn'l reCelve lree mlnules. 
Quoled ,101rnln lor In slale. .l4lmln OUI 01 
slale Id SBNICB. 
Ellled by AOL long dlslance. Cusl has 
offered $9.00 uedil. wds lold was &lake. 
Cusl Wank uedl l  for all AOL calls and 
adlusled lo GTELD rales. 

701 Mw Curl Re1 

701 W Curl Ral 

701 
701 

701 

701 

701 

Tolal Reason: 
799 

' 799 

: 799 

199 

799 
799 

799 

NE Curl Re1 
NE Curl Rei 

NE Curl Rd 

Gccd4ll . 
Oonna Cray i  

NE Cusl Rsl 

9 
Karen Curelon I 
lnlsmsl 

C",lOma, ie11.r 

LD CR - Lmy 
Comnwnr 

Karen Curelon I 
Inlemel 
Karen Curelm 
Karen Curelon 

Karen Curelon 

Blied by OANNRP. 
Ellled by OANNlnlrnurn Rats  Prldng. 
Should have GTELD. Referred by IL-ICC. 
Belng bllled by OANlMlnlrnurn Rale Prldng. 
OAN has Issued a uodll, lherelore no 

adlusbnenll are needed. 
Unsuccessful In geMng her bllllnp mrrecled 
VIrOUgh Lhe Ellllng DepL She's a GTELD 

wslorner buI her blll, lor lhe pas1 hree 
rnonlhs. Is showing OAN. 
Ellled by Wlllel. Cusl has had GTELD 
lnlellala and Inlralala. 

Several calls on 714 blll wtrlch wsl doesn'l 
reagnlze. Sald numtmr was lo an AT&T 
Mrelesa p a ~ e r  In Oregon. Cusl doesn'l 
know anyone In Oregon. 
bllled lor unanswered calls. See more 
delalls In wslomets lener. 
Relowled from Euless. TX IoTexarkana. 
AR servica should have been dlsconnecled, 
bul still recelvlnp a blll lor 1.60. 

.Over charged on long dlsince calls. 

Dlspuling calls on phone blll. 
Upsel because Id services were 
dlsconnecled lor non-pay. 
BelnQ billed lor GTELD and dwsn'l have 
GTELD lor Id SeNiCe. 



8 a 

zz :uoseati 1901 
209 
109 
209 
209 
209 
209 



2 , IF 

=In 
W 

r -  

X r n  
2 : t h  C h g  
!'! D - J ~  Iran 

,- 8124198 405 02 . NoI recslvlng benefils promised lor I 41 c: .. _ , I  .- . ', 

I *.A 
;ARSON ROBERT & "9099400210 DLK 
DOROTHY 

Tala1 Reason: 6 
j a  In Franchlse: 6 Buslness 1 Regulalory: 13 

BTN WHO RECEIVED CLOSED CAL Cornplaln Call Descrlpllon CUSTOMER NAME 

CA 

Corresllva Acllon "DIS Rsgio 
P "  !2 

03 R ' 

a3 R 

01) R FCc 
9 l R  
J 

01 
02 
02 

10 
02 
02 
02 
02 

01 
02 
02 

02 

07 
07 

R 
R 
R 

R 
R 
R 
R 
R 

R 
R 
R 

R 

R 
E 

Bllllng 
TYPE 8IA 

08 
04 
04 
04 
02 

05 

02 

R '  
K 
R '  
R 
R 

R 

R 

ANNt  
IF ?!;MANZELLA ANTHONY 9419234163 OLK 8/28/96 wL%(c 602 

;:,CAMPBELL JOY ..... -, 0042699301 DLK 8124198 602 
602 

IF\&ORTZEN 8/28/98 603 

FL GARCIA FABlAd +;, , \ ,  3058654536 DLK C'.? 8/24/98 
Tolal Reason: 15 

Tolal Reason: 1 

, c. 

IF WAGNER GEORGE 
:F BOB KlSLlNG AUTO 

PARTS 

13 
Fran CUSTOMER NAME 

IF LElDY GLENbSUE 
IF OVEREAY CLEON 
IF GORMAN LINDA 

IF STEVENS LOUISE 
MAU\LIC DANIEL H 

d 5 
PATEL AMRUTEHAJ 

TAYLOR'S WAX 
COMPANY 

8146622551 MP 8/28/98 
2095621373 MEM 8/25/98 

In Franchlse: 0 
8TN WHO RECEIVED 

3307223496 LY 8/24/98 
R(74481637 CMR 8125198 _ - .  
3302392922 DR 8/24/98 
7406583947 CMR 8128198 
7153562988 DLK 8124198 

9723129214 CMR 812iJ98 

8774263521 OLK 8/+8 

~ 

NE 
CA 

699 01 - Ropaaladly&lctmd lmm GTFl ll c\1 t-1- ' 

fir :T 1-3 699 07 . Rscelved lellar liom GTELD slallng SI 

Tolal Reason: 2 
Buslness 0 Regulalory: 3 

CLOSED CAL Complaln Call Descrlpllon Corre~l lve  Acllan DIS Replo 
t Issun P "  

NE 
NO 
NE 
NE 
NO 

OF 702 05 .Has  no1 received I blll. There war a 

703 02 @ Major billing problems. The OF 

08 . Belnp bllled b y w r  Miolmum Rsle /Y c 1. 
--.: 

701 
701 04 -Being bllled, byQabUor Minlmum Rals 

701 
70 i M .Being billed by T d ~ o  Iw LD Whdoral l i  

04 . Curlornet I s  no1 blnp billed by GTELD 11 . 
701 02 .Being billed l r o m x l o r  Minlmum Rsl I :  ; 

Tolal Reason: 5 

Tolal Reason: 1 
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02 R .  

02 R 

02 R 

01 R IF 

02 R IF 

02 R 

02 R 

07 R IF 

.!EESE CHAO HUA 

BENOIT JUDITH A 

BAKER LEE h AGNES 

ABLE OENISEA 

SILVANO DANIEL 

.PALACIO CRlS 

LAVALLE LOUIS 

FITZGERALD SHELOA 

FITZGERALD ESTER 

FERNANDEZ 
MARGARITA 

FISCHER ALLEN 

s a G Selvlces 

7175845379 DLK 

9547256688 DLK 

'4076450625 OLK 

7858233850 OLK 

9413696217 DLK 

3052380853 DLK 

9419433693 DLK 

9725176523 DLK 

9724911529 OLK 

3053819844 DLK 

7186431718 DLK 

8068946425 MP 

602 01 . Swilched lo GTELD wilhoul aulhorlzali 

602 02 -Swlichcd lo GTELD wllhoul lulhodl l l l  

8/31/98 

W31/98 

8/31/98 

8/31/98 

8/31/98 

9/4/98 

9/1/98 

9/1/98 

9/2198 

9 N 9 8  

03 a IF HUNTS MAINTENANCE^ 2197852333 MP 
wilchsd Irom GTELO withod authorlzs 

EXCAVATING 

B I I I I n g 
TYPE EIR Fran CUSTOMER NAME 

15 

08 R .  

04 R IF 

04 R IF  

08 R IF 

02 R IF 

01 R IF 

04 8 

04 E IF 

08 R IF 
08 R 

07 R IF 

I 

GUILLEN SANDRA 

JABLECKI REBA 

WILLIAMS OAVlO 

PAlTERSON LYNN 

MYERS KATHY 

SHEBEY TERRY 

BECKY'S VIDEO 

BENSON WELDING 

WHITE LINDA 

TRAN TAM 

HERD KELLY 

NO 

In Franchise: 11 
BTN WHO 

904447M91 EG 

3347742811 LY 

7607704113 EG 

6164837191 EG 

8123543567 OLK 

5178738033 DLK 

7403328024 LY 

5175693344 EG 

4095843538 MP 

7607249845 DR 

9404849049 LY 

602 f r8.d L.1 02 

602 L C R  10 -Swil&hsd Io GTELD wllhoul wlhodzall 

6025;k(  q,l(r s d f l  . Swilched Io GTELO wilhoul aulhodzali 

6 0 G u , ( .  0 k 02 . ~ Swilched lo GTELD wllhoul BUhOrlzall 

602C;dud. LO,+ 02 . Swilched lo GTELDwilhoulaulhorirall 

602 01 . Swilched Io GTELD wilhoul wlhodzall 

6 0 2 M E  c f C  p 02 -Swilched lo GTELDwIl~ul~ulhorlzall 

6024-d l 4 - 0 2  . Swilched Io GTELDwllhoul xlhorizali 

. Swilched lo GTELO wllhoul mnsenl. R 

- 

60&a L d& 02 

603 07, . Sm'lchsd lmm GTELD wllhoul wlhorlza 

8/31/98 603 

-5wilched lo GTELD wllhoulaulhoriz~ll 

Total Reason: 32 

Tolal Reason: 2 
Buslness 3 Regulatory: 2 

RECEIVED CLOSED CAL Cornplaln 
t Issue 

9/3/90 

9/3/98 

9/1/98 

8/3 1 /98 

9/1/98 

9/1/98 

9/1/98 

9/1/98 

8/31/98 

701 

701 

701 

701 

701 

701 

701 

701 

Total Reason: 
799 

08 

01 

04 

08 

02 

01 

04 

04 

8 
08 ' 

8/31/98 799 08 

9/i/98 799 07 

Call Descrlpllon 

.Being billed by ATbT. We rocoivsd 8 

.Billed by OAN. Chore GTE as  lnlof an 

. Billad by US Billing. Swilch r~flec.1 

.Being billed by MCI. Curl swllched I 

.Being billed by MCI. Has b a n  lold 1 

.Baing billed by OAN lor Minlmum Rala 

. Inlerhb billinv by MCIIHBSMPII~~~I 

.Being billod by AT6T. Srllchod Io GT 

.Billed 10, 8001 calli lhal a i m 7  CUI 

.Being billed 10, GTELD rervl~et. Olr 

. Wanls lo know how much charged lor 

TX 

03 

I ,  

OF 

so 
CA 

NE 

NO 

NE 

NE 

NE 

TX 

OF 

TX 

8 
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Bllllng 9 1 /  

ROBICHAUD JOHN 7158398929 AFB 9/8/98 M .MI. Robichaud rslanad lo Long d i r k  04 R 

In Franchise: 3 Business: 0 Regulatory: 2 

08 

08 

, Has paid bill bul sl l l l  I$ gelling n 

. Billed lor a prevlour blll. Billad 5 

08 R REED BILL 9727'129555 MP 9/1 1/98 799 

08 R BELLVER RAFAEL 3052614180 CL 9/9/98 799 

08'.  R NOISEUX GEORGETTE 3059407398 LY 9110198 799 08 .Bring bllled by GTE lorlongdirlanca 

.08 R IF BURKETT JERRl 9159283608 EG 9/9/98 799 08 .@atchargad ~ ~ ~ ~ ~ l e d l y  Ior loqdis la  

AHMAD SYED 8102324354 OR 9/9/98 799 08 . Rscsivsd nollca 01 '1011 block wamln 08 R 

02 R IF KLEMME STANLEYH 5734454682 DLK 9/11/98 799 02 . Ealng bllladlorcalii Io HawaliIhal 

02 R IF tiOAG CHARLENE 8133720048 DLK 9/9/98 799 02 . Baing billsd lorlanpdirlancs ci l ls  

Other 7 L /  

Records Ilill show 706 PS 
curlamar PlCCd lo . 
GTELD bul only recalving . 
charges lor Primary Carder 
Chsrgs 1otf.M). A6Viied 
CUrlOmOr *ill C l d i l  him lor . 
tho chaqa and make SYIO 
rawks is cancelled. Sent ' 

q4 id 
CY-. 

Regulalory: 1 
- 

In Franchise: 2 

FL - 
7 L /  Other ~~~ 

In Franchise: 2 Regulalory: 1 1 TYPE B/R p 
1 I 

07 R POTTEPALEM SlVA ,7325484822 EG 9/10/98 801 07 .Called 88Bl483~ I l43  three limes and 

IN0 R IF CRANLEY COLLEEN 9725391381 CL 9/8/98 801 I N 0  .Unknown E O ~ C C ~ .  Received ernail 110 TX 
/ 

Tolal Reason@ 
ROWE JOHN 9724090288 MP 9/8/98 899 07 .Remove GTELO Irom account and i s m 8  OF 

'FAULCONER PHILLIP 6048450250 LY 9/9/98 899 01 . Oircanliiluo long diflancLl s ~ ~ w i c o  and 

07 R ' 
07 R 

f 



PI 

LO 

'S 
zo9 86/P1/6 x ia 982199ZSOC 3 3 ~ 0 x 3  notlnosnox . t! 20 

zo9 86/91/6 x ia  ~ Q L L Z L ~ O P S  3ss3r swvov 41 H LO 

209 86/Si16 m o  LcCzceszm U V d  3MOH 31 t! 

zo9 861P116 x ia sPLL99ezgs N3H3 331 31 U 10 

209 0615116 x ia oLwmasoc hLh'VW 30MNOIY u 1 0  

zo9 86/)1/6 x i a  BBIIZCLLQS 1nVd AUMOl 

'ZO9 T ' y  861P116 X i 0  iGLZi6PCIC 

SO i 



. . . .- , .. .. ~, ... .. ..... . - .... .. . . . .. .... . . .. ... .. . - 

DISP Regla 

34 In Franchise: 5 Business: . Regulalory: 23 Unauth CI." -- 
Cal l  Desc r ip l l on  M P E  6/17 F r a n  CUSTOMERNAME ETN WHO RECEIVED CLOSED CALL Comp la in t  

I ssue  

00 
OF h 

OD 
POSVAR CHARLES 7147721044 A F e 9 / 2 2 / 9 8  602 07 . Swil&hrd Io GTELD Wllhoul auhorfnU 67 E L , D  . F 

64 
602-fr *L, L ~ A  07 , . Swilched lo GTELD WilhoUl aulhocirau TRAS'K MICHAEL 9155857478 LY E X9/24/98 3 -  E)( 9/21/98 9/23/98 602 01 . I jus1 reeked  a phone ail from a v MARTENS BRUCE ' 3058683311 ME g $  

o w  
2 %  - - M  
:sal, g a z  L O f i  

ABEND ZACH 

OVERTURE DEBOPAH 2122051116 MP 9/21/98 602 LOA cy,'A 5 07 . From h e  desk 01 LIZ Smllh :I .._.__.. 
7182533983 LY E$ 9/22/98 . , 602 $),A L0!,37 . Swilched lo G E L 0  wlhouI auhorfrall 07 R 

07 R 

07 R GEBBIE ANNA 2129951642 CL 9/21/98 9/24/98 602 602 01 .SHE SAID SHE NEVER SIGNED UP Gkd FORGTE 

L o  A 

4076575441 EG 9/23/98 602 4- A LOA 07 . Swilched lo GTELD wllhoul aulhoiizall 

3058547208 CL E r  9/22/98 . Swilchad lo GTELDwiihovl aulhorlzali 

07 R HENRY TIM C 

07 R ROSALES JOSE 602&& L o &  07 ... 
o n  1 0 . 5  

*?^EbLDMAN JASON 3055471644 DLK 

02 R > CHIUSANO ANTHONY 5614987502 DLK 

02 R VIGIL MANUEL 3052643055 DLK 

02 R IF-) CASS ALEXANDER 9413884161 . .  DLK 

02 R ' I '  BRUMBY ED & CHlA 5613368581 DLK 

02 R 11 MARTONE ANNED 9547541443 DLK 

02 R ' a ; ,  B U C K  LEOkARD 7185831234 DLK 

MOORE HERBERT 3057588040 DLK 

1 1  R MULLEN STEVE PH.0. 8172958860 DLK 

ABDELIA EDMOND 5617456824 DLK 

JACKMAN KIRK 3052555934 DLK 

02 R 
I 

02 R I 

02 R QOMINGUEZ ORLANDO 3052255452 DLK 

. .. 

. . 

0 2 R  I 
i 

9/23/98 Lo i CF i 5.1 5 602 02 . Swilchcd lo GTELD wilhoul aUlhorlzall 

. Swilched lo GTELD wilhavl auVIorfiaU 02 

Curlomer recelved I . 602 OF 
neq-aUop wlion l e l k  bul 
he was no1 rwilched. Tho 
order was cancelled due I 
a dbpubd sale. Tho $" j '& r 
slqnilura IwkI'Iike a 
Iorqay. I don01 know a1 . 
h ls  lima II Ihe rep had ha 

CUIlomer slammed by 602 OF 
Snyder. Requosled 
InvcrUgaUon from Snyd 
Callad wslomef & ' 4 1 1  y G(( }/ 
Bwiodzed. I also le1 her 
know VI31 because she 
h i d  0 PIC Rarlrlcl on her 
line $he had no1 been 
Iwilched. The 

S n y k f .  (q-2.0 ) OF 

' 



GISSELE CARDINAL 9544570032 DLK 9/23/98 \-'k<,'\ 602 

GIBSON ANTHONY 7184692876 OLK 9/22/98 Fgbd> 602 

ENSIGN MARY b 9064843292 OLK 9/21/98 
ROBERT 

602 

TOOTLE NICK 3055699532 DLK 9 /22 /98FfAdB 602 

Tolal Reason: 24 
SMITH JENNIFER 6065485089 DLK 9/24/98 603 

a, 

rT) 
q d t f  (?-I&) Fi.. OF r- m 02 . Swilched 10 GTELDwilhod aulhoiiiali S n  

7 

02 . Svilchsd Imrn GTEl&wllhovl aulhoriza so 02 R IF 

Total Reason: 1 
ARREDONOO TOMAS 5613683428 ME E% 9/24/98 6 9 9 4  ad, L O+ 07 . Received'nepaliuc opllon'leller dl - OF 07 R 

07 R GILL MARTIN E% 9/22/98 
3055541981 C L  

. .  
Curlomar slammed by 699 OF 
Snyder. Called wtlomer' . 
6 1wke WIMII. I told her I 

699 6 9 9 L ) ,  07 . Receivcd'nepaliva oplion'lcllrr. M 

LO A 
wa; Invastigatlnp ~ h o  . 
lopulry 6 would gal back 
whar. Sha told me nil 
sho had rem. a loner 
whlch I asked her If sh 
wuld - & y d i c  

. 

RICHARDSON HENRY 3018391066 MP 9/23/98 699 $A b :*Or' . Recelvsd Welcome' Io GTELD leller m .5ny d<r (4 - g ) M D OF 

WNDALLE YOLANDE 5615856838 DLK 9/24/98 $ ( A  UP 699 

07 R 

11 R 

11 R IF 

02 R 

02 R 

. 02 R 

02 R IF 

LEVINE NORMAN 7182581525 DLK 9 / 2 4 / 9 8 F f h  LJD 699 602 

MOSER ANTHONY 9544731475 OLK 9/23/98F&L& D 699 

LIBOU BERNARD 7187635469 DLK 9/23/9&0d WSt s 699 

T MOORE DENISE6 
DUKE 

CA 02 . swllchad 10 MCI Wllhoul aulharlzrlio 9099430346 DLK 9/23/98 699 

<---. . . . . . . . . . . . . . . . . . . . .  
Total Reason: 9 

In Franchise: 9 Business: 1 Regulalorl: 3 
......... ............ _. 

a ' I  1 Billing 19 
BTN WHO RECEIVED CLOSE0 CALL Cornplalnl 

ISSUB e) Ca l l  Dercr lp l lon ! TYPE B/R Fran CUSTOMER NAME 

I 
09 R I IF SWANN ARRYBELCA 8044938541 AFB 9/23/98 701 09 . Being billed b y m w e m l  rnonlh VA 

08 R IF SANDERS WILLIAM 3346776221 CM 9/23/98 701 08 .Billed by __.._ OANNMRP. I mceived a -11 / I  SO 
scorr 

04 R IF RADEL CHERYL 6167771579 CM 9/23/98 701 

701 

04 . Belng billed by OANNRP. Swilched In Il 

09 . B c l n ~  billed b ~ ~ l v s a  phons / I  

NE 

so 
I 

09 R CORNELISON 
KENNETH 

2565876954 CL 9/24/98 

07 R IF DUTT LISA 2196226069 CL 9/24/98 701 NO 01 .Being billed byAT6Tand GTELD. Swil I 



07 R 

08 R 

03 R IF 

07 R 

05 R IF 

07 R 

05 R 

07 R IF 

05 R IF 

?.OOKSEY JULIE 

HARRELL THOMAS C 

BRlSENDlNE LYNN 

GUNDLACH JENS 

DALAL SARYU 

NOEL ANDRE 

PARKER ROSS I. 

MOORE ERIC 

MCBRIDE ART 

JUAN ROMEO 

BERRY TOM 

LAMBERT VIVIAN 

THOMAS TRUMAN 6 
LINDA 

BONO THOMAS p&rcn &k 0 -  DAVID 1.3 

02 R SHAW MICHAEL a , CALLEJAS OSCARB 

02 R IF STILES JASON 

02 R SOUTH OAL MABRY 
. ~. .. ....... FINANCIAL CONS INC 

HACK NIZAM 

02 R GENTILE APRIL 

10 A, IF HADIL YASAR 

(1, d '1' AMOS ELAINE 

/ILL JV-CLU L c.5 f l  at&. , : I , ,  '.. ;*A - ._ 

7732383607 CMRb)![ 1011198 601 fh.du "OS ~ ' - a c e i v e d l a r l r o r n S n y d e r .  .Sn ykcr 4-  ' I  
I I  CI. Received lax lmm Snydcr Florida Dep . , I.--- _L_- ' 

4077001805 DLK 1011198 601 
...... 

Tolal Reason: 2 
8066373987 MP 9/28/98 602 01 -Please lnvarlipala whymow Ihis CYIID 67 r 1. ' ! 

2063206352 CLM 9130198 602 07 . Swilched Io GTELD wilhoul aulhoezall --.. . . .  
2106966872 LY E)( 9R9i98LOli %;SI 5602 

7185266077 CMR @ 9128198 602 

9413492387 MP 9/28/98 602 Ver .. /&VOJ -Leller Corn cuslomof addressed lo Cha Gr E j> ', 

0 7 T ) C  Svilchsd lo GTELD wilhoul avlhorirall f f i  q t[( r 
s h  c( d t  

-.1 
q - fi 602 602 /?C.UobNy'- Called because ha iacelved e bill Iro 

3056611622 MEM E% WtU98 602-f;aud L o  7 t D 7  r = ~ ,  L ~ I M  lrWn cvr~omsr: .rVe hen 'SL S ~ V  d~ i 8 -. 2. g 
602 

I . ,  
8139712359 CMR 9/29/98 602 602 OS . Sw'lched Io GTELD wilhout avlhodzall GT 
9259373304 LY & 9130198 

6105448152 MEM 0. 9/29/98 602 6 0 2 ~ ~ ~ O S P ~ S w l l c h s d I o G T E L D w i 1 h o u 1 a u 1 h o i i ~ a 1 l  Jnq  A<./ (1-1 5, 602 

9413493464 MEM EX. 9/29/98 

9416799838 CLM 9/28/98 602 602 05 . Thlrcurlorner calladenddalms lhal Calledcuslomer6 602 

602 LO,& y ; Z i  S O 7 C . ~ S w l l c h s d  IoGTELDwIlhovlavlhorlrali snq ~ Q J  7- 2 ' c )  

6 0 ~ ~ ~ ~ ' [ , S w i l c h e d I o G T E L D w l l h o u l s u l h o r l ~ a l l  $f l  q dsr- y - 7 ' 7  

5617462453 DLK 

3052328467 DLK 

4076788310 DLK 

3052217171 DLK 

8138480955 DLK 

8168316955 DLK 

3052527754 DLK 

3056549150 DLK 

5734427034 DLK 

3128423075 DLK 

HERNANDEZ SANTIAGO 5618839494 DLK 
w 

02 R 

I 

OF 

OF 

TX 

OF 

OF 
OF 

FL 

OF 

FL 

OF 

OF 

FL 

FL 

r 

apolwlzsd lor h e  6wlltKx 
I cslled GTEE4 (Sally) 

wlwslorner m n l m  line lo 

Io rpdnl. Sally rwilchod 
~ ~ i l o m r  rsguerl. I back spolopized p r  Mr 

apaln. 

have him rwllhchsd back ($1 ! '1 

10H198 602 02 n _ 8 e c e l v e d  fax lmn Karen Curelon Flor .- . .... OF 

9 OF 

1011198 6 O & & u k  02 F L R s c s l v e d  lax horn Karen Curslon Floc Sfl q i f  s' - .3 I OF 

9129198 7- 1 7 OF 
9129198 602 02 pchd lo GTELD d l b v l  aulhodzill ..... FL 

02~J.L;Curarne~l~belnpbllledlorunaulhar s y  d e r  4- 9 ~ ~ 9 8  4t-w A 602 

602 4w /L 02 F b w l l c h e d  lo GTELD wl lbul  wlhorlzall sn y dar 

1011198 602 lax Corn Ksrsn Curelon Flor -, ............ OF 

9/29/98 6 0 2 4 A O k  02 Fbvllched lo GTELD rilhoul wlhorlzall ShL.1 dX( 'F 2 OF 

9128/98Loh clw 5 602 

10/1/98 

9/29/98 

9/29/98 

02 F& PSC - Slalsi  lhsl shv was rwllchsd 

IO h i  [. Swilchsd wllhoul ~uIhorizalion by GTE 

lb L. Switched lo GTELD wilhoul aulhorizall 6 
02 Swilched lo GTELD withod aulhorizill 

MW 1 L-2 I 

dsr 5. 1 y OF 
OF ___-.- ..' EL. 



LOA 
iSAHALlS GEORGIA 7182521026 DLK 9/29/98.* 602 

GONZALEZ HOMER0 M. 3055950184 DLK 9/29/98 602 
23 w V,?jIJG? 

9/28/98 602 

~ y1 n 1 MAY JOHN 3054487867 DLK 9/29/98 CWKA 602 

MOORE E R l d  4\1(1%')3556611622 DLK 9/29/98 602 02 R 

02 R ,:I FORREST RALPH h 4078765676 DLK . 9/29/98 602 

5614873878 DLK 10/1/98 1 0 %  e'r;4.&2 
"' 

02 R FRANKEL JOE e.,> GONZALEZ JOSE 3058544180 DLK 10/2/98 [& ucd 6 2  

07 E IF WAUSAUTITLE 7153593izi MEM , 9/30/98 602 

85 z 
0 w L IF MASLOWSKI KEVfNJ. 8139962828 DLK 

..----..-c 

\ 

( '. AUDREY .-. .. 

COMPANY 

02 B IF RADIATIONSERVICES 8136853796 DLK 9RW98 602. 
INC. 

11 E IF STORM STAN 8157587426 DLK 9/29/98 607 

.. .I 

05 R IF CALLAHAN MARYANN 7158823814 AFB 9/29/98 

02 R IF SALE ERIC& ANNALEE 6167517170 DLK 9/30/98 

07 E IF REFLECTIONSHAIR 6182436556 EG 1OR198 
STUDIO 

05 R $$ VOCE ROBERT 71' " ) 2 5 5 9 0 3 6 3 2  CLM 10/1/98 

05  R @ GUZMAN HILDA F.'f$ A 4 2 2 3 6 6 5 4  AFE 10/1/98 

07 R +RICH DOUGUSL b?t ?127212570 LY 10/1/98 
.cy i 5 4  J 

Billing 16 In Franchlse: 10 

Tolal Reason: 33 
603 

603 

603 

Told Reason: 3 
699 

699 

698 

Told Reason: 3 
Buslness 3 

OF 

OF 

FL 

OF 
OF 

OF 

OF 

OF 

NO 

FL 

NO 

DlSP Replo" TYPE BIR Frnn CUSTOMER NAME ETN WHO RECEIVED CLOSED CALL Complnln Call Descrlpllon Corrocl lv~  Acllon 
1 Issue 

08 R )t ALICUBEN KURT 80895937154 EG 9/30/98 701 08 .War billed by MCllSpdnl for I call I 6T E kr>. ' HI 

08 R IF OCKSE CELlAhLOREN 5093343272 CMR 9/28/98 701 701 08 . E~C~!nx-M~.CIH!~ pal cuilomsr on (I 701 NW 

04 R IF JENKINS SUAVONNA 6186626010 EG iota98 701 04 .0eing billed b y a l o r  MinlmvmRals I '  NO 

11 R ' NICHOLS WlLLlAMA. 6158322028 DLK 9/30/98 . 701 11  7 dBil led by W s  Curlomerrerponded I1 OF 

NO 11 11 R IF BARRETT JOHN 2179876921 DLK 10/2/98 701 0eing billed by E l o r  Minimum RaIe 
I THOMAS 



0 -J 

W 

o o  o o  
- 4 -  - d c ,  

r 
m 
0 
z 
P 
W 
0 

0 
W 

m 
0 
N 
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v v - 4  
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w w w  

1 -4 
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W 
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W 

-4 x 6 % % %  % 
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2 
z w  Fran CUSTOMER NAME 0 

- - 8  z z  0 

85:. o w n  
I /,SMITH PERRIN 

1 1  R F 1, ZAVITZ JOHN 

Unauth  C h g  32 
TYPE BIR Fran CUSTOMER NAME 

07 R 

07 R 

05 R 

g 
07 R 

07 R 

07 R 

07 R IF 

07 R 

07 R 

, 11 R IF 

DAVIS MYRA 

FORMAN MIKE 

ZURER ROBERT 

JANSSEN MARK 

In Franchlse: 0 Business Regulatory: 2 
BTN WHO RECEIVED CLOSED CAL Complaln Call Descrlpllon 

I Issue 

9042857798 DLK 10/14/98 599 11 . Solicilcd by GTELD mer h i n p  placed 

4078845645 DLK 10/14/98 ' 599 11 . SoliCiled by GTELD nner belnp Placad 

Tolal Reason: 2 
In Franchlse: 8 Buslness 0 Regulatory: 18 

BTN WHO RECEIVED CLOSED CAL Cornplaln Call Descrlptlon 
I Issue 

DIS Replo Corracllva Acllon 
P "  

OF 0 7- . ? 

. OF 
l- 

. \  

COOPER ROBERT fiy 7184546604 DLK 10/16/98 601 L b k  W i v s  02 R Ivsd'naoallvsopuon'lsnsr. D (Sny A.J.7' ) OF 

FRATTA ANTHONY DLK 10/14/98 601 W S t  . &' : ~ ~ ~ " ~ ~ i , ~ ~ ~ ~ " , i ~ n ~ , w ~ i  Suqdef 7 'le OF 
ToLal Reason: 6 

4083788781 MP 1011398 ' 602 07 . Swilchod lo GTELD wllhoul Iulhodzall f' I-. E c OF 

3052528729 AFBF)( 10/13/98 h0 L 0*6- - 07 
. Swilched Io GTELD wllhoul auIhodmU 

SCHWARTZ 

ROSZEL SAMUEL 

ST. JAMES JAMES A. 5737753028 MEM 10/14/58 602 07 . Swilched Io GTELD wllhoul sulhodzall -- OF 
MORRIS DREW 9419228364 LY 10113198 602 07 . Swllched Io GTELD w l l b d  aulhorlrali (3 E L D ,  ' ' FL 

HAYES ZOLA 3132729308 AFB 10/15/98 Ld kV!'5fdD2 07 -SwilchedloGTELDwilbulaulhoiiraU d<f  q -  2 L! OF 

MEHTA DR. JAYESH M. 5137937349 LY St,? Cicr 4-33 OF 10/15/9&4 bik 6 0 2 ~ 5  "+ck d '07 -swliched i o ~ ~ ~ ~ ~ w i i h o u i a u ~ h o r l z s u  

BULL W.W. $<8157723610 DLK 10114198 602 11 -Swllched lo GTELO wllhoulaulhodzsll NO 

VITAGLIANO JOSEPHF\3057569429 DLK 10114/98 

BETANCOURT JAIROr/~,3II56632659 ... DLK 10/1Si98 

MILLER FRANKP. ?(/3056617021 DLK 10H4198 

w, DAVALOS FILBERT 3058271690 DLK 10/1?d98 02 R , 
L e '  

. .  

I BEAUCAGE DONALD 7,3211053 DLK 10/12/98 

MALE)( THOMAS DLK 10/15/98 

O F \ .  

I 

9 



04 R ' IF HUR JUNGIM 

04 R IF WiLLlS NORMA 

07 R IF ONER MAE 

07 R IF BURDICK JANICE 

Billing 24 
TYPE BIR Frsn CUSTOMER NAME 

Tobl Reason: 22 
4097645934 AFB 10113198 603 O( .Switched from GTELD wilhovl aulhorlza ATP-  ,% ./ TX . ~* . 

ToblReaxm: 1 
5628693778 LY n'o 10/14196 699 04 .Signed up lor 380 free minulsi 01 Ion CA 

FL 9416868205 MP 1011 3/98 699 07 .When dlalr 700 lsrlnumberlo lind'ou R 'D 
4257757191 EG 1 OH 6/98 699 01 .Wants io sxllch Inlarlala 10np dlrlan '1 . NW . .  

Tob l  Reason: 3 
In Franchise: 1 4  Business 1 Regulatory: 2 

Corracllvs Acl lon ' DIS Rsglo BTN WHO RECEIVE0 C L O S E 0  CAL Cornplaln Call Dsacrlpllon 
Ll , *"O P ' n  

04 R IF 

'08 R IF 

08 R IF 

04 R IF 

04 R IF 

04 R 

08 R 

04 n b. 

02 R IF 

WEBSTER LARRY 

KING WILLIAM 

NGUYEN ANDY 

JOHNSON KATHY 

SWART2 ROGER 

MCFADOEN TRACY 

SLAUGENHOUPT J I  

6168612753 LY 

3347921372 MP 

2814998632 OR 

6062932143 EG 

6166489789 MEM 

7275389362 LY 

\MES 7273922883 DR 

TATE KENNETH h JEAN 2174359261 AFB 
ANN 

RUSSELL JASON h 
VERONICA 

10/14/98 , 701 04 

1011 2/98 701 08 

10/16198 701 08 

1 O H  4198 701 M 

10/13/98 701 04 

10113198 701 M 

10/14/98 b((lJA! 

10113198 701 Q4 

1011 5/98 701 02 

. Bslnp blllod b y z o r  Mlnlmurn Rsla 

- BalnQ billed byULUnllhouQh the Is 

. Bsinp billed b y 3  War mllchad b 

- Bdnp bllled by-. Cuilomsr ray 

. Being b i l k  by OAN lor Mlnlmurn Rala 

.Being bllled by AThTwhsnbi GTELD 

.Being blilad by OAN Sarvlcar Inc. N 

- 
- 

.Being billed b y ~ l o l m u m  R8Ie 

.Being billed by OAN lor Minimum Aais - 

II NE 

so 
TX 

so 
NE 

FL 

FL 

NO 

NE 

I 

10 



! 

0 0 0'0 4 1 %  7 l 7 1  T I 7 1  



05 R 

04 R 

04 R IF 

05 R 

03 R 

07 R 

05 R 

07 R 

02 y ' 

02 R - 
02 R 

02 R IF 

02 R 

31LCO ARTHUR F j  9413519203 CL 10126/98 602 '2 04 .Received leller lndicaling Ihoywerm LOA FL 
y unknoxn person. 

Mn. relumsd my call 6 
war vary upielwllhe laller 
vlal she raw. slaliog Ihal 
she had rscenlly solecled, 

GTELO h lhal Ihis was no1 
aliue rlaleme?l. She 

SANDER JUDY Ff '7187589812 ME 

BET2 MiCHAEL 5;' 2143274015 E 

WILSON THEODOREF~9413834066 AF 

DELGADO ARMAND0 E;$054424224 DLK 10121/98 

GENDZIER NATHANF% n 8 8 7 ~ 9 6  MP f= 10/19/98 

602 602 05 

602 04 

602 M 

602. 602 05 
on 1 

602 03 

FRANSES GARCIA r%2124275018 MP p' 10R0198 07 

YUE TIAN-LI 

CORTINA ARMANDO 3058547469 DLK 10/19/98 ' 602 FL 02 

CIFUENTES MARIA 3052645435 DLK 10123198 Tp&k A 6 0 2  FL2 

6 . 6104496051 MEM (<?10/26& A k c r A  ca 6 4 ~  
602 07 SPENCER MARK ,7186430526 DR F 10/23/98 

BROWN CAROLE 2815570234 DLK 10/19/98 Lee i65i.e *- 02 

HODGE GLORIA 10/23/98 3c: /'. - ~6p-C p(: o a f  1 7087992444 DLK 

0, 
In 

OF r 

OF 

FL 

OF 

OF 

OF 

OF 

OF 

OF 

OF 
TX 

OF 

8 



- 
L w- In 

8 2  IIIMMERLI PATTIE I17 . A M  10 On No1 Soliel Lis1 The PUC. 

I I . On 00 No1 Sdicjl Ill1 and clainir w8l O W  
ZLTo . CAMARA DAWNM. 9413531355 OLK 10129198 F(cVl'Uh 

11 . On Do No1 Solicit t i l l  claims was co 
- - m  
$3 LEWIS JlJDY 9047780170 OLK 10129198 F/- 504 ,~ ~ , 8 5  z 
o w e  

0 -  

- 
Jnauth  C h a  36 

Tola l  Reason: 3 
In Franchlse: 5 .Business 3 Regulalory: 25 - 

YPE B;R Fran CUSTOMER NAME BTN WHO 

37 R IF 

S R  

09 R 

05 R 

04 R 

05 R 

05 R 

05 R 

07 R 

05 R $;( 02 . R  I / -  

02 .R 

.. . .  
02 R .q ' 

TARBET ROBERT M. JR 8306936598 MEM 
CONDON DANIEL J. 3052334284 DLK 

CURRAN BARRY 4076797326 LY 

GONZALES ENRIGUE&056345024 OR 

HAWTHORNE CHERYky;9095870061 AFB 

STACK VINCENT 4073326895 OLK 

JACOBS SHELLY C, 9725529161 CLM 

MORRIS ADRIENNE 21 9740650 CMR 

DESROCHES MICHAE i d 9 2 3 8 3 4 5  MEM 

ALEJANDRO CELINq , . . -  ,1..3 f '  52585715 'DLK 

DELAHOZ JANICE ~ ~ , , ! V  6055956623 DLK 

EELCHER BRUCE $<", &32591050 DLK 

RECEIVED CLOSED CAL Comp la ln  Call Descrlplion 
1 Issue 

10126198 601 07 . Relurn my long didanca ICIYIC. 

10126198 '/Z 601 ALL[(- 02 . FL PSC. Cvrlomer dales lhal his Ion 

10/27/98 . Swilched lo GTELD withoul aulhorizali 

10130198 602 6 C - T  05 .Switched 10 GTELD wilhoul a ~ l h o r i z ~ l i  

10127/98 - Suilchsd lo GTELD wilhoul aulhorizall 

10127198 10/29/98 802 . Cur lmsr  switched wilhoul ~ ~ I h o l i I a l i  

Tolai Reason: 2 
F= C 602 ,&,,.,( . 09 

602 !. @ A < VI $1 5 04 

60Zf1. ,,,, ~.,, 1 05 

10129198 

10127198 

10129198 

10130198 

10129198 

10129/98 

10130/98 

10130198 

10128198 

10126198 

10/30/98 

602 Tf 7k, 05 . Swilchsd lo GTELD wilhoul aulhodrall 

.Swilchsd Io GTELD wilhaul aUthoilzall 

602 602 Tr NClb .While rpaakfng wllh Georpina Figucira 

(lk 602 1.)' &'- 07 . Swilched Io GTELDwilhovl aulhotizali 

. Swilchsd lo GTELD wilhoul aulhanzall 

. Swilched lo GTELD wilhoul mlhodzali 

F L 602 164  cy; 53 5 07 

02 

02 

FL 602 

ol 
N 

' P  n r 
01s Regio In Corraclive Aslion 

SnydsrLOA c ~ d ~ m e r  did . 602 
no1 sign and did $01 
sulhorizs milch Io GTELD. 

issued out order and 
inlormplod billing OOF 
CurlomorSalir6cd q' 14 

OF 

Issued crsdil lor $9.90 Xn '1 '( 4 fl 

Snyder Sdc.  Called 602 OF 
curlomsr 6 apolpgized lor . 
her being rwilchsd. I told 'j' 
her Vlal I jus1 IOW. 6 I 
would LM hvesllpaling 6 
gollinQ backwilh he,. She 
domandsd ID k n w  hau 
lht6 could hava happened ' 

' ly dc I' 

l o ' .  -3 * OF 

OF 
OF 

OF 

OF 

OF 

OF 

OF 

OF 



KNIGHTON ROBERT 3032515206 OLK 
y,r , t -  

IrlARTINEZ CARLOS /~''!IO537fl6710 DLK 

ROTH AUDREY 3052350765 DLK 

SAKS EUGENE , 416762954 DLK 

LARSON SIEVERfi%&428?735 DLK 

GALL0 ROBERT fi "'"dIh385856 DLK 

3052794062 DLK LABRIT MARIO 

NEMORE DAVID2?3:'.6 '9412628715 OLK 

KENWORTHY PETER 6085925329 DLK 

I 

7278233037 DLK SIMPSON TONY 

WALKER PAUL FpJ,,.& 9545259617 DLK 

WALSH JOHN 'fi i11.5,j-9413533025 DLK 

GUILLERMO GRENIER 3053 86469 DLK 

GROSSMAN HERMANC:$'d'&82265 DLK 

WARD LUCILLFT,,,6.1,.('5139257147 DLK 

SANTOS HECTOR & 3052487815 DLK 
ANDREA 

BLUE WATER PLUMBING 3052538031 DLK 
COMPANY 

NEW ENGLAND 9415972700 DLK 
FINANCIAL 

I 

k 

10128198 

10129198 

10126198 

10127198 

10129198 

10130198 

10126198 

10!29/98 

10/27/98 

10/30/96 

10130198 

10130198 

10/2'k198 

10130198 

10129198 

10126!98 

10/26!98 

. Inletlala swilchcd lo GTELD wilhoul a 

LEC. NO cusiomei 

10126198 

ESPIRIT TRAVEL CDRP. 3108296060 MP 10126198 

23 In Franchise: 16 

f=L 602 02 . Swilched lo GTELD wilhoul wlhorizali 

FL 602 02 . Swilched lo GTELD wllhaul Iulhorizali 

F; L.- 602 I I - Swiichsd Io GTELD wiihoui aulhmirllaii 

F L 602 'FIT,,:,,, 4. . FL PSC- IOOQ d l l b n m  seNIcewas IW 

L 602 02 . Swilched io GTELD wilhoul auihmizaii 

. Swilched lo GTELO wilhoul aulharizaii 

. FL PSC- P i o m  iemovo ~ s l o m e i  

02 

02 

602 fixL, [( 02 

N L  602 

F L  
L 602 F 02 . FL PSC . Curiomar SI& lhal Ihe bur 

Tolal Reason: 33 

Toial Reason: 1 
Business 2 

603 01 . I was slammed and I stili can? call 

Regulatory: 3 
TYPE BIR Fran CUSTOMER NAME BTN . . WHO RECEIVED CLOSED CAL Complain Call  D e t c r l p t l o n  

t Issue 

FL 

OF 

OF 

OF 

FL 

OF 

OF 

Snyder y- ( OF 

OF 

CA 

DIS Rogio 
P "  

Cormsllva Action 

MILLARD THAD 3199866154 LY 10130198 701 6 . T E L D - .  MW 

MONAHAN PATRICK 6162445360 MEM 10126!98 701 M .Customer Is io hive GTELD lor lnlerla I1 NE 

I 

7 



.EVI M A W  9099296520 CLM 11/9/98 303 3 

08 R HOSSAIN ASHFAQ 9087901401 DR 11/10/98 

303 

303 

Tolal Reason: 3 
9 In Franchlse: 4 Business 0 . Regulalory: 2 TMA 

DIS flw,~Io 
P "  

Corncllva Aslion WHO RECEIVED CLOSED CAL Complaln Call Descrlptlon l Y P E  B/R Fran CUSTOMER NAME BTN 
t I¶SUB 

07 R CORCORAN JOSEPHINE 7278631622 LY I 11/12198 

,A7 R IF GODSEY JAMES 2059219969 CLM 11/9/98 
/ 

07 R HARRIS ARNOLD 5032840351 LY 11/13/98 

07 R IF ROSS WONNE 8139320133 MEM 11/9/98 

05 R IF CHANDLER J.P. 3103763507 LY 1111 3/98 

07 R CRAETREE JANE 7278234802 AFB 11/9/98 

07 R XU YIJING 8047470974 AFB 11110198 

p i  CARTER LORENE 2057215853 DLK 11110198 

IF GODSEY JAMES 2059219969 DLK 11/10/98 
\ O 2  

U n a u t h  C h g  23 In Franchlse: 6 

401 

401 

404 

404 

~ o l a l  Reason: 2 

Total Reason: 2 
405 

405 

405 

Tolal Reason: 3 
499 

499 499 

Tolal Reason: 2 
Business 1 

07 .Rude and dliCOUrleOUI r0p Add lo ON 

07 -Offered 380 Fras Mlnulns of long dlsl - .. 

07 ~ Was mlrlaad by rsprsssnlallva. Cur10 - 
- 07 . Lled Io by B GTE Long Dirtmu, solld 

FL 

so 

OF 

FL 

CA 

OF 

FL 

OF 

499 so 02 \ = e l o h a m  - SK Ae v-- 
Regulaloiy: 8 - 

015 Reglo 
P "  

Co-cUva AcUon BTN WHO RECEIVED CLOSED CAL Complaln Call Descrlptlon TYPE B/R Fran CUSTOMER NAME 
tissue 

04 R IF GARLOCK DOUGlAS P 9417532067 LY 11/13/98 FfK-01 L 04 -Received lellerwelcomlnp IaGTELD. Sn y &,r 10 .. FL 

11  - R m d v  d 1811er Ihanldnp lor isleclln OF 11 R 
SARAH ' 1 - 2  . -fL b"f:. ,+, c P. I , rJF?':d.b-f 

') r 1-1 rt:..'Y- 
MCGEE GEORGE b 9549388458 DLK i1/10/98 p f i  L---rpor 

5 ,J 111 : < 5 I Tolal Reason: 2 
07 R IF PENDLETON B R I A N ~  9417278579 AFB 11/9/98 F f  ,A c;rC 602 FL07 ' .Cu~lomsflsnerdalsdlOll8D8sddrar s h y  i(Jf , (0.- / 4  FL 

DENISE 

07 R CORNELIUS TINA (56$!746621 MEM 11/9/98 F p p J  , ,. , ) 602 

4 



07 R 

07 R 

05 R 

05 R 

02 R 

02 R ' 

02 R IF 

JONALDSON CHARLIE 7184995721 MP 11/10/98 11/10/98 ' 602 2 07 . Asrlslanl Ally Genaral Chafflo Donald FRAUDULENT SNYDER OF 

MARTIN MARY 7178542513 MEM 1 1 / 1 2 / 9 8 ~ f / c , 1 0 6 0 2  602 05 . Swilched Io GTELD wilhoul avlhorlzall , , j r , ,  602 NE 
KATHERINE 

AXELROD NEIL e;/. 5613911906 CLM 11/9/98 F& ,j%c8D2 602 07 . From Ihe desk 01 LIZ Smllh :] ......_. , m d e i . -  . 602 OF 

,ys 04 - Swilched io G T E L D ~ ~ I ~ ~ U I  su~horiza~l ,$ y d ef 4 - 3 FL ROCHLIN SANDRA 9413874377 EG 11/10/98 ~ f . ~ , - 3 ~ 6 0 2  

PHILLIPS CYNTHIA '71.83859057 LY 11/10/98 11/13/98 602, 602 

=c !?Y . 
A 

8 . . .  
Sn;n.rA-cf 10.4 OF UY 07 

05 . Swllched Io GTELD wilhavl ~ulhorizall Cvsl~nmr rwllched wllhoul 602 OF 

- Cancsl Ihe lallowlng order. ma CUI 

v 

aulhorizallon. Copy 01 loa 
rWed B nama 01 Vindra 

' ~ u n a y  curtomorrays 3LLi & I' 
hsr had laloohone number 

WESOTSKI BARBARA 2129245449 AFB 11/9\98 '-0 f c~;.:_5O2 

r t r  i n w  

. .  
BANKS LAWRENCEV. 3138838483 DLK 11/9/98 l=f 7+J h o 2  1' 02 .MI PSC .cvslmsrdlspulas I p f d b l e  Mfi ' \  OF 

P M S C H  ALVIN 6086474015 DLK 11/11/98 11/11/98 602 602 02 . lnlarlala rwllchad Io GTELD wilhaul a 602 NO 

SCHUSTER GAYLEP. 7186983730 DLK 11/10/98 TCkJ r\r602 s l l q  ak 10- I OF 02 - Swllched lo GTELD wllhovl~~Lhoriz~II  

Rwllng No cuilomor 
~ " "  ." 

f l y  
/A; 5 

LvII,yLI. <a '?$$DT 'A;? '.? 3052513050 DLK 11/13/96 602 vL 02 . Swllched Io 

. I -  5/, , , r:' I .Q . 

02 R DRESCHLER MARGARET 94151318M OLK I ii13198 602 

Iwllchod Io GTELD wllhovl aulhoIl2ali OF F L  
02 R IF DAVIS PAUL 9413666120 DLK 11/11/98 Ff? k d j  602 F I- 02 -Swllchsd lo GTELD wilbul aulhorirau FL 

11 B 

I 
07 R 

05 R 

SPRING VALLEY BIBLE 5803551001 DLK 11/9/98 11/13/98 602. 699 11 .OK Carp. Cornrnlrrloo . A11qes lhal Ih _MISOIRECT: Tha 699 OF 
CHURCH CUTlOmBfI B"l BDC0""l ' 

mda IhOxi .Lpl  Cor1 
&wh?.-Thtt 4% no1 a ' 

GTELD 1smo. No, 
CUslomer WnIacI. 

6K 

WILLET KAREN 4252278002 CMR 11/10/98 

WAGENVOORDT DAVID 7277268247 AFB 11/12/98 

Tolal Reason: 19 
699 

699 

Tolal Reason: 2 

07 - Swilched Io GTELD anera pmmolloni - 
05 . Swilchsd ID or lrorn GTELD. We reuliv 

OF 

FL 

S 



' Chg 39 In Franchlse: 7 Business 1 Regulalory: 17 

O W  
= E ,  F .? m 
I D  a " .E ,n ' 

o o G 2  

Fran CUSTOMER NAME BTN WHO 82  

02 R 

07 R 

07 R 

04 R 
07 R 

MIS R 

05 R 

04 R 

03 R 

07 R 

05 R 

RYAN ROBERT 4076710093 DR 

BRINKLEY ANNE 4257881528 DR 

GRAF DAVID a LINDA 3055965450 DLK 
. 7 , -  

REBHOU ROOCf!" ' "  .%19257113 DLK 

ALGOR NELSON 

DUOUE GUILLERMO 

FARANOA CHARLES 

YOUNG DIANNE 

BlNGGELl CORKY 

ELLIOm UWRENCE 

GARCIA RENE 

CARDENS VIVIAN 

9547265424 DLK 

3015813378 LY 

5168895996 CLM 

7275444676 CMR 

7016484878 MEM 

5809240662 MEM 

5618522391 CMR 

2538476385 CMR 

ABRAMS RICHARD DR. 4145271333 DR 

LEE HONG 6264482272 MEM 

SANCHEZ MAX 9549237281 CLM 

11/1S'98 crlr, ). 602. 
, ..,'. , , 

4- (S happanad. Cuilmar 
didn't a m  hall happned 
he furl wanled 

I 





g 5  . C h t ,  19 
0 W Fran CUSTOMER NAME 
= E m  
.e 0 l o w :  

O W L  LEE SANG 
xis E 

'S., e' JENDRYEIK THOMAS J. 
e!' ' , '  c , :  \ z - e  

05 R 

05 R 

07 R IF 

6 2 - a  - 
02 R 

02 R 

02 R 

02 R 

02 R IF 

07 R IF 

Bllllng I 

CHAUVIN JOSEPH 

GARCIA DOPA 

KAUFMAN WILLIAM 

ODAM JORGE 

ELAINE R. 

WHITMORE HElDY 

CLEARY ALBERT 

RYAN ROBERT . 
FRAME JENNIFER L. 2162266738 DLK 11/25/98 602- +I, 02 -SvlIched lo GTELD wllbvl~uulodzaU ( i ~  &-2- OF 

AGUILAR JOSEPH 7105518580 DLK 11/25/98 & t \ C !  602 F L O 2  -SwIIched Io GTELD on blhllnsr. Cue 

I 02 . Swllched io GTELO wllhovl aulhodzall Sn LGf: GUERRERO MIGUEL 7183674097 DLK 11/25/98 -&I.;,,,,, 602 

HERSHBERG LEONARD 7186482484 DLK 11/2Y98 r x  602 
4-10 OF 

02 - Swllchad lo GTELD wlibul wlhodzsll 

MURPHY CHARLES 7182569360 DLK 1</25/98= 602 02 -Swilchadl~GTELDlO~l2wllhoulsulho 

MICHAUD JUSELLE 3058915386 OLK 11/23/98, 602 

JAflE PENOER J. 7275445108 DLH 11/23/98 11/23/98 602 602 02 . Swllchod lo GTELD vilbul rulhodzall MISDIRECT: 602 FL 

1 6 ~ 0 ,  No ~~slorner 
0l"lad. 

FORTENBERRY JAMES 6263581435. DLK 11/25/98 
W 

602 

Total Reason: 16 
VANDEHEY GREG 5036486312 CMR 11/23/98 603 07 . Swllched born GTELD lo MCI 

Wddcornw 

9 
TYPE E/R #ran CUSTOMER NAME 

Total Reason: 1 
In Franchlse: 4 Buslness 1 Regulatory: 1 

BTN WHO RECEIVED CLOSED CAL Complaln Call Description 
t Is,ue 

03 R IF SCHNEIDER ARNOLD 7155452089 CMR 11/24/98 03 .Being bllled by OAN. Curlomar has SI - 701 

CA 

NW 

I. 

3 



4357972743 LY 12/8/98 12/9/98 303 13 

04 R IF PRINCE TERRY& 9096459398 MEM 12/9/98 
ROBERT 

303 

TotalReason: 6 
MIS R IF NEWMAN JAMES 5019285112 CMR 12110198 12/10/98 399 399 

I- __ 

07 . Every lime Iho cu~lomer  calls 8001483 Cvslomer was called on . ' OF 
10.14 IromGTELD bwas 
pivan 8W483-873Tiiiilpn. 

answering macMns b lheh , 

ti- Io leave a message. 
Sal 

/I doarnl glvs him enovph P 
(D 
0) . _  
4) 

04 . Curlomar dalms balnp Iranrfsned Io CA 

07 .Delaylo plan aclivallon. Customer c 12/10 Ihli.lr~a mlsdlrscl4 399 MN 

,.. .~ 

Total Reason: 1 
In Franchlse: 1 Buslness -0  Regulatory: 0 TMA , 

V P E  EIR 'Fran CUSTOMER NAME ETN WHO RECEIVED CLOSED CAL Complaln Call Descrlptlon 
t I . W B  

07 R IF SCHEYT? BONNIE 5174236478 LY 12/11/98 401 07 . Represenlalive wds ruda snd lhrealans - 
Cormcltvs Asllon ; DIS Rrplo 

. P  n 

NE 

Total Reason: 1 
.~15-f+-----Vu rni 405 OF 

DNS I 
TYPE EIR Fran CUSTOMER NAME 

Total Reason: 1 
In Franchlse: 0 Business 0 Regulatory: 0 

BTN WHO RECEIVED CLOSED CAL Complaln Cell Descrlptlon 
t IS1"B 

Corrocllve AcUon 01s Raplo 
P n  

04 R PHAN SUSAN 9194983187 LY 12/11/98 502 04 - Recslver XI  calls a day lmm GTELO OF 
Total Reason: 1 

In Franchlse: 2 Buslness 0 Regulatory: 11 
ETN '' WHO RECEIVED CLOSED CAL Complaln Call Descrlpllon Corracllv. Acllon 01s Raplo 

Unauth  Chg  g 7s 
TYPE E ' R  Fran CUSTOMER NAME 

t Issue P n  

PELLECHIA CAREN 5162426840 MEM 12W98 ye,@D601 )Jy 07 -Rscslvsd~wslcomslellerb~m Snyt(er lo 2 q  OF 
Total Reason: 1 

I 07 R 

03 R CURIALE MARK 9087666489 MP p r  03 . Swllchsd lo GTELD wllhaul wlhorlrall 

4 



07 R 

05 R 

07 R IF 

07 R 

07 R 

07 R 

/ 0 2  R 

I '  /02 R 

1/11 R 

R 

R 

R 

R 

R 

R 

.R 
.R 

POLLACK LYNN 

GIL EUELIO 

FELARCA SONNY 

BELKAS MOURAD 

XU JINSHOU 

LOREN20 ENRIQUE 

CLOUSER TIM 

SARMIEMO DALlA 

MAYES WANDA 

WE1 NANCY 

SAFUTO VINCENT F 

VILLAREAL JESUS 

ABRAMOVlCl LIDYA 

RACSA RUEL 

KALLIOINEN EOWlN 

PAULLAY P. 

LAROCHE ERROL 

07 R IF GUTHRIE DON 

Bllllng 
7YPE BIR Fran CUSTO 

I 
04 R IF LAWSON DAVIDH. 

2122882306 CMR 12/7/96 12/8/98 602 

f R W  I>.. 
07 . Swilchod wilhwl aulhorlrallon. We 

3059451370 AFB 

3058560178 DR 

5628625441 AF8 

2122438731 OR 

2463755959 EG 

3055598669 AFB 

6419259077 DLK 

3052597913 DLK 

7758217842 OLK - -_ 
-. 1187603360 DLK 

5619682134 OLK 

8473953346 DLK 

3056821555 DLK 

7186986985 OLK 

3135321469 DLK 

7184343728 DLK 

7182M1667 DLK 

6085633516 CMR 

-In Franchlse: 9 Buslness 3 Regulatory: 3 
8TN WHO RECEIVED CLOSED CAL Cornplaln Call De~crlptlon 

1 IZSUB 

1217 Courlary call 4:50pm OF 
lo M16 Ross. Olleied her. . 
my X bul she re l~sed .  
Will wall lo, my call back. 
Pullad RPMS h 
ZWUGTELD confirmed 

acliva. Has lnrlall Order In 
Omar Ibis. 

i i/maa. PIUANI a10 I [ - 2 < 1 

. Swllchsd lo GTELO wilhoul eulhodzall OF 

12/10/98 603 603 07 ., Swllched Imm GTELD wllhoul iulhollzs 803 NO 

12/11/98 . & A 6 0 2  

, C-r F-". 

Tolal Reason: 19 

_ .  ~ ~ - .  
Tolal Reason: 1 

Corracllv. Acilon ' OIS Raglo 
P "  

5027652616 MEM 12/7/98 L E  = 7L; M . Requesled GTELD In July bul ksapr L57' i17- '3 so s. " C I \  ' l , \ C W , ~ C i -  

04 8 IF FLYING JCAMPGROUND 6085835111 DR 12/11/96 701 04 . be in^ bllled by 16811 Cor1 Roulino Io ' e> NO 1 c I\ : ., - 
Tolal Reason: 2 



0 -4 

lJ 

15972 



canlarolcMiw. Isrued 
Omdm Io dirconnscl ' j '  '' 
bllllnp Imm GTELD. Ciedil , 
hsd slresdy been plyen On 
Nov b 

. 

GARCIA DORA 

GANS ELI 

BEAUBRUN ANNE MARIE7182765560 D L K f l  , 12/4/98 

TWlGG DAVIDK 3052792590 DLK 

CHAVARRIA CLARA 3058647429 DLK f02/4/98 

ESTRADA MANUELA 7 7 3 2 7 h D L K  *2/2/98 

SAVADEL DAN 1 9 4 1 3 6 5 3 1 6 5  DLK&&/SS 

E S T ~ D A  MANUEU-' 

DELGADO FRANCISCO 

ALVEY JUDY 

WILSON ANDRIA 

ZERlVlTZ ELLIOT 

DUARTE JOSE 

USHER PAUL 

CHAN CHEUK 

7 7 3 2 7 h  DLK 12/1/98 

9413588817 DLK %12/3/98 

3052741402 DLK F(?H&/98 

9549686797 OLK 6 2 / 3 / 9 8  

3058936305 DLK <12/3/98 

3053851837 DLK @12/3/98 

3058714577 DLK S l Z 3 j 9 8  

2129662405 DLK d h @ 1 / 9 8  

KORMAN JACK 7182582249 DLK v & 1 / 9 6  

MACIAF DAPHNEY 3058929937 DLK &U3/98 

MARISCAL JESUS 9565818083 DLK f Q. 
SLlZEWSKl ELIZABETH 9724t77M9 DLK 12/3/98 

MIULEMAN RICHARD P. 5629237328 BLH 12/3/98 12/3/98 

602 

602 

602 

602 

602 

602 

802 

602 

602 

602 

602 

602 

602 

602 

602 

602 

602 

602 

602 

602 

SHAFER NEOMA 2143397605 DLK Ir'  1 '$If6'* 1 8  602. 

DAVIS JOHN 305669400 DLK K 1 2 / 3 / 9 8  602 

RODRIGUEZ JOSEFINA 3055985774 DLK f l c i Z 4 1 9 8  602 

OF 

OF 

OF 

FL 

OF 

FL 

OF 

OF 

OF 

OF 

OF 
OF 

OF 

OF 

OF 

TX 

CA 



P 
- 0  

..& 
-4 

15974 



4012458191 CMR 12/15/98 12/17/98 404 no4 07 . Mirinlormed abwl  long dirlaocc calli OF 1u1sco"rlcIy WII 
2 : l S ~ m  lo Mr. Mr said . CEYARE JOSEPH 

Tolal Reason: 1 

Tolal Reason: 1 
In Franchise: 0 Buslness 0 

05 R IF KANE CHUCK 3104570021 LY 1 2 1  6/98 405 405 

DNS I 

05 .Snyderrepierenlalivs onered ralsrT 

Regulatory: 1 

TYPE O/R Fran CUSTOMER NAME ETN WHO RECEIVED CLOSED CAL Cornplaln Call Deacrlpllon 
I Issue 

ANSELL DONNA . 8605844458 DLK 12/17/98 599 11 . On Do NoI Sollcll11s1 and was conlac 11 R 

Unauth C h g  31 
TOM Reason: 1 

In Franchlse: 2 Business 1 Regulatory: 23 
Call Descrlpllon TYPE SIR Fran CUSTOMER NAME ETN WHO RECEIVED CLOSED CAL Cornplaln 

t Issue 

07 R BARNA MARK 7178281769 MP 

08 R G O N U L U  HONOR10 6022768870 MP 

HABER KENNETH 3019269461 LY 07 R 

07 R . MARTINEZ NELDA 9566319673 CLM 

07 R SCIiWARTZ KENNETH L 2127446629' OR 07 .DO NOT CONTACT wslomr. ?;( Sdlchadlo 

.. 09 R BUTT NIXON 4074220034 DR 12/16/98 b w . & 6 0 2  F L 09 . Swilched io GTELD wllhoul wlhodzall 

FINKS EDITH 

FABBIE RON 7086147969 DLK 12/1W98 602 3 C 11 . Svllched lo GTELD wllhout oulhor128U 

- Svllchsd Io GTELD wl lho~l  wlhodzall 

.Switched Io GTELD wilhoul wlhodzsll 

. FCC - Endorad copy of GTE clammlng 

3138346S7 DLK 12/14/98 F, ~ G\ 602 02 R 

11 R 

10 .  R DAVID GEORGETTE 7186628516 DLK 12/16/98 T(b~ik602 
02 R CALDERON SANDRA 8314422319 DLK 12/17/98 133 cf$-b62 
01 R BRUNEAU ROGER 9549424789 DLK 12/14/98 (&KO2 

602 fls FTEL .MI PSC - Curlomsr was slammed by 

IO 

02 602 BY 
C P  
F Lo' 

I .  

doainl wan1 any LD 01 j .' any kind on his IcTyiw. . '1 (< t i  
Told him would disconnecl 
81 rarn as porribls. 
Pulled RPMS.and 
2W4IGTELO confirmed 
IU9198. No elling ca 

01s Reglo Cermcllys Actlpn 
P "  

OF 

Corrasllva Asllon DIS Raglo 
e n  

.. ... __ 
5 



I I 

hVT3VSSI ZlW 

3E)MOT VNVIlNll lO 

i m ~ v  z m m o o t !  
IMlS 1 0 3 0 5  

lM3E83H A N j t ! V l V l  

' r  NIAVZ 

M lVHEfIH3V8 1 3 l V @ d o  

V W l 3 H l  315 11V ), -7 \JIbo 
ojioaot! VEV 

VAON z 3 a n w m a  

H V I 8 W  SnH133VB 

t! 20 

t! 20 

M 20 

8 zo 
t! 20 

t! 20 

M 01 

t! 20 

8 20 

M 20 

t! 01 



- 
o''J WQ LC- '  '"'.) z 

2564985402 DR 12/22/98 301 i, I( 3 y: 08 . Did noi pel  me ow minutas 01 loop 
% 

. Curbmar called In rays billin@ 1% no 0 UJ IF SAUNOOKE KATHLEEN 6062525979 EG 12/21/98 , 301 
zzr- 
e-* ' 9046360943 DLK 12/2!/98 301 02 . Being billed a1 a higher rate lhan qu sz m POTTS BO 
8 l ?  Total Reason: 4 O Y I P  

OLDACRE BRA0 

61- E L D  07 ' 

I I  
(D co 
0) 
rg . I  In Franchlse: 1 Business 0 Regulalory: 0 

BTN WHO RECEIVE0 CLOSED CAL Complaln Call Descrlpllon C o r r ~ c l l r ~  Actlon ' DIS Re& v 
. ' P : .  n TYPE BiR Fron CUSTOMER NAME 

tissue 

OF 
so 
OF 

04 R IF HOFFMAN BOB bGALE 9416781945 MEM 12/22/98 12/23/98 405 405 04 . (Xlolad .OBimin lor Suaday. Sabrdaya 12.2248. Coolsded 405 FL 
wilomer. lnlormed lhal . 
Martywouldcall ba&.Wdh 
dolais 12-23-88. S p k a  
lo ~ s l o m r .  No1 Inlormed, yh rb(<.r 
Ihal I .Wmin dws no1 
RMln In WI 01 sule calla 
where she calls mo , 

Tolal Reason: 1 

Unauth C h g  10 In Franchlse: 3 Buslness 0 Regulatory: 0 
N P E  BIR Fran CUSTOMERNAME ' BTN WHO RECEIVED CLOSED CAL Complaln Call Descrlptlon 

k ISSUE 

CorracUva Acllon 

04 R 

07 R 

08 R 

03 R 
07 R 

07 R 

07 R 

j 
I N 0  R IF 

3236562928 CMR 12/22198. sd Ieller lrom John Havens sb1 THAW MORT 

LOPEZ MARIO 9563994938 AFB 12/22/98 

BROCK JOE 2103334347 CLM 12/22/98 08 . Swllched I O  GTELD wllhoul aulhollzall v L ( 4  J 
03 . Swllched lo GTELD wllhoul authorlzall hi I BATTAGLIA JOHN 2147201444 MP 12/21/98 602 

0 6  Reglo 
P "  

601 OF 

OF 

OF 

OF 

MAGNASCO 4072926768 AFB 12/22/98 fFr c~ p2 . Sdlched lo G E L D  wllhoul aulhorlzall OF 
ALEJANDRO 

ZYBLUT CHESTER 9419925901 EG 12/2Z98- 602 602 F L 0 7  -SdlchedloGTELDwllhoulaulholtaU Snc( t(< . 602 OF 

UFFER MICHAEL 7188020272 MEM 12/22/98 12/23/98 602 602 07 - Swilched lo GTELD wllhoul suthorlzaU Swllchsd wllhovl 602 OF 
mAWrsUon. LOA fillad 
&rind slpnad by Ihe 
=me psnon. Ohar name 

Lpnel. Mr Unerrlalsr 
M MII named Lpnel  lives 
h m .  Ths plc was 
b l d e d  due lo a 

lhhourholdplvaowar :Tb y 6L.y w b  v 
-yt 5 

PATEL VIHANG C. 9416467043 ,DR i2/22/98 [ok "v'602 F L INQ . Swilched lo GTELD wilhoul eulholtali . FL 

- MW 
T O M  Reason: 6 

5019415864 OR 12/24/98 603 04 . Curlomsr slammed wan15 GTELD on 

9417479482 MEM 12/21/98 603 603 07 . Winli GTELD bul ADL advised lhe 803 FL 
Inter 

07 R IF KENISTON CHRIS 

i 
Tolal Reason: 2 

2 
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07 R ~ M A L H O T P A  VINEET 

07 R I F W L U N A  TRlNiDAD 

07 R / '  ONG LAYAN h 
JEFFREY 

.Unknown wmplalnl.We received a 

3 b  

CUSTOMERCLAIMS '. ' 
CHANGED TO GTELD 
WfO AUTHORiZATlON 
CONFIRMED RECORDS ' 
SHOWS WHOLESALE 
ACCOUNT CUSTOMER : 

LCRL HAS 
QMED SALEWiTH 'Lc 

MRLCGANBDAND 1 
TAPE IF CUSTOMER ' 

CHOOSES TO HE . 

ED TO CONTACT , 

OF 

-F 
OF 602 .FL 07 Lth 

07 R /MARTINEZ MARIAM 3052269912 LY W;s17?7/99 

03 R 
. - Cuslomer claims was slammed by SA y dat 9 -. '1 OF 

7325493819 MEM [,%$P,l/%99 602 602 5 07 -Swilched lo GTELDwiibulsulhoriiali SAY 4- 1.4 602 OF 
618834261 -d'cbncc( Y 'Lo2 ~ Swilched Io GTELD wilhoul aulhodrali SAydk+' - ' CA 

~ Swilched Io GTELD wilbul sulhorlrall ' OllOYOD - [LH) Spoke wilh 602 OF 4076796343 CMR 1/Y99 1/7/99 602 602 

'' %LD. 
/COLOMBO JUAN JOSE 3052671323 MP f U n q A k U 9 9  CFL) 602 

Rudolf0 01 Snyder he Will ' 
lax LOA. lCMR] Callad X n y d ~ r  
rarldsnw and Inn my X 
wllhvlla 2:45pm. She 
d w i n l  speak Enpllrhvery ( 2  - 1.7. 

FAERIE RON (MRS.) 

CHAU ALBERT 

BENITEZ MARIA 

BATTISTA DANIEL h 
CECILIA 

HERMO JOSEPH 

ALLARO EDWARD 

FERDINAND BETTY 

7086147967 EG f l j i t f E 9 9  ' 

9547244246 EG 

3056828639 EG 

3057581901 E 1/6/99 

-Sm'lched lo GTELD WilhDUl aulhorirsli 

woII so she will have 
husband call me. No blll ha 

602 x L  I 1  .- SSlOO . 3 OF 

602' 602 c f$ 02 . Swilched Io GTELD wilhowl auihodzali ,yp, &oJ- I 3 602 OF 

FL 02 .Sw(lchad lo GTELDwilhoulaulhodzall d t f  4- '.7 . OF 

Unwlhollmd 

602 Y 
02 . Sm'thed lo CTELD wilhoul aulhodzali 

602 E1 5 02 . Swllched lo GTELD wllhOuleulhorizaII 

602 . f r  10 .AnOmey General. Long Dlrlaocs S(IN OF 

602 602 02 . FL PSC . C u s I m e h  sewlce was 

GTELD wilhoul 
sulMzalloo. Verified 
Chmnol of Sale- Snyder. 4 r 
Two LOA3 filled ouI 

THlViERGE CLEMENT Snyder (r..>.So:, OF 9544567695 EG n c d l x 9 9  602 602 FFd 02 . FL PSC. Curlomer dales lhal Ihe 

02 . NY PSC . GTE slammed lhe acwunl S f l q d d  I OF 

OF 
602 P\( (ram 

MONASTER10 LEONOR 7182684607 EG H & Q 9  

MIRON ELlA 602 Snyder H-E OF 

02 . Swilched lo GTELD wilhoul aulhorizali 

02 . Swilched lo WELD wilhoul wlhoiizali 
602 tq MAHER OLGA F. 

Snydu Io-Lc: 

6 
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02 . Swilched lo GTELD wilhoul aulhoiizali FELLOWS PLACEMENT 4158930232 EG 11221E9 602 
INC. .- ._ 

Tolal Reason: 28 
if  
O W  5 'L $ =REMEA DOROTHY ' 7182514906 DR 1/19/99 F P N D  699 07 . Swilched lo GTELD Curlomer rlaler si 6&- c fly OF 

HI 9 s  .a 
8 5 ?  n w n  
v 0 

0 
(D 

7 

T 

Tolal Reason: 2 
19 In Franchise: 6 Business 0 Regulatory: 2 Billing 

WHO ,RECEIVED CLOSED CAL Cornpialn Call Description Corrssllva Aslion DIS Regia TYPE EIR Fran CUSTOMER NAME 8TN I issue P "  

08 :7 IF WANG DASHENG 6062711850 AFB 

MIS R IF DAVIS JUDITH 8147344035 CLM 

08 R YAN YONG 5107391406 LY 

08 R IF MCCONAHAY KIP 3197282631 MEM 

CLINE LISA 9195979973 LY 07 R 
08 R FREEMAN KELLY 3178234082 ELH 

2. 
+ 

1120199 

1/19/99 

701 

701 701 MIS .Being billed by AOL and olher ioog dir 

so 
701 NE 

1/19/99 1/21/99 701 701 

carrial b wanled us Io find 
ouI why sho war being 
charged by OAN. 
Canfinnfa wIGTEEA b 
Woridcnm. 

08 . Slill balng bllled by GTELO. Curlome Slill baing billed by GTELD. 701 OF 
RPMS shows cuslomei 

1/19/99 701 701 

Tolai Reason: 4 
1122199 707 

1/21/99 1/21/99 707 707 

Went ahc;d ir&d credil 

701 MW 6-r E LD 

D u '  final bill ' sen1 lo ma and 

08 .Being billed byolhercarrien. Mrs. 

07 . Sllll balng billed lor Pdmary ~~116.9 cy- so 
08 . Sllll b l n ~  blllad for GTELD. Moved E-mallad Jadie Harpel Io 707 OF 

ISWB Oul order and ham 

have GTELO dirconneclfd 

deaclivaled. Codaded 
cuiiomer. She rlaled has 
swilched lo MCI , 

Curlamer no1 

and UllinQ caldl *Thy&-- 
no " 0 "  &.-u- 
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G 
& 
32 
m 
0- 

O W  

- - L o  
Z E W  

Y B  0 

8 5 ?  
o w n  8 

01 R 

01 R 

0 
02 R 

02 R 

02 R 

I 
02 P 

02 R 

I 

CHiN SUE 

CARRERA JUAN 2127329083 EG - @ & 2 9  602 02 , .Switched Io GTELD wiihoul auihorizali 

CRINMAN LEONID ' 7189342726 CMR Lo)'JL?8@&;s-f- 5 602. 02 . Swllchad lo GTELD wilhoul Iulhoilzall 

BlSAlLLON JESSICA 5089952199 C M R ~ f l l / h d ~  602 , 01 . Swilched io GTELD vilhoul mlhorizali 

CUTCLIFF L. S. 9084643056 EG 1/26/99\ F((Q*.Cd.602 01 . Swilched lo GTELD wllhoul aulhorizsli 

DEMPSEY MARK 3526841270 CMR 1/27/99 602. - - - - - -Bp- -awl lched lo GTELD wilhoul aulhorizall 

NGUYEN RYVAN 6109759593 CMR ~0,4l25/&&~& 602 

DURAN MARCIA ..6175474584 EG 2 602 

WILLIAMS ANN 9544265284 'CMR F,d 3 602 

GEBRENEGUS SEFORA 6264031856 CMR 1RU99 F( d 6 0 2  

MATUSEWCZ CHESTER 2127445265 CMRTf%@9 602 

SAFUTO VINCENT F. 5619682134 EG 

BRODEUR EMILY 517482om EG 1/27/99 Fr b ~ ; A 6 0 2  

CHARLES ERROL 95443697s CMR ~ 0 A 7 ? 7 ; 9 % ~ + - 5  602 

RODRIGUEZ VICTOR 9158721981 EG T!- 602 602 

ZAMORA MARISELA 3055525060 EG I R W ~  F ( A 6 0 2  

SANCHEZ EUGENE 3052555537 EG 602 

IAROCHE ROLAND 5617343726 EG 1R7/99 d d U 0 2  

SIMON HELEN 9547303153 CMR 1/25/99 
602 

02 

01 

02 

01 

-PA PUC . Curlomsf claims he did no1 c 

. Swilchnd lo GTELD wilhoul aulhodrall 

- FL PSC - UnaulhDlizad change 01 long 

. Swllched Io GTELD wilhovl BUlhodiell 

01 '. Swllched lo GTELD wilhoui BUlhodzaII 

02 . Wanli Io be cornpamaled 101 lhlr una" 

02 

02 

02 

02 

02 

- Usepi oeillno rwilchsd lo GTELD wllho 

-Switched lo GTELD wilhoul aUlhodz8ll 

. Swilched io GTELD V(lh0Yi aulhorlmil 

- Swllched Io GTELD wllhoul wlhodzsll 

. Swilched lo GTELD wllhoul BUlhorlzali 

02 

02 

. Swllched io GTELD Wilhoul aulhorlzali 

. FL PSC- Curlomar 6181es lhai she 

5 
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8 II HONOLULU MEDICAL 
% +  GROUP 
m, g $  IF DENT JIM 
--PI 32s m 
z s :  PATIL M E S H  n w p  

08 R IF VERITSKY JOHN 

05 R IF PECK VERNON 

05 R IF HETRICK LARRY 

11 R ZHANG DIANA 

DNS I 

8085372211 MP 2/1/99 

6062942625 MEM 2/4/99 

5083935277 CLM 2/3/99 

7177552933 OR a 3 9 9  

7602456408 DR 2/5/99 

6109662144 CLM 2/3/99 

5138720880 EG 2/5/99 

In Franchise: 0 

402 04 .. Wilhin Ihe par1 2 days Ihe cullomer 7 HI 

402 402 IN0 . Conlacled by GTE IelemerXsler. He 7 402 SO 

OF m 
(v 

405 3 s  
NE 0 

(D 
405 08 .Sold plan 1781 doesn't sxlsl. On Dec 

405 05 . . Ouloed ,001min nalional rate wilh a CA 7 

405 405 05 . Ouoled .ODlmin by a GTELO 405 NE 

Tolal R e a m :  2 

Business 0 Regulatory: 0 
TYPE B/R Fran CUSTOMERNAME - BTN WHO RECEIVED CLOSED CAL Complaln Call  Descrlpllon Corrocllvs Acllon ' D!S Raglo 

t ISSUE P "  

05 R BRENNER HOWARD 6142944329 AFB 2/1/99 505 05 . He had requasled io be put on a ONS I NE 

Unauth Chg 32 In Franchise: 4 Business 1 Regulatory: 21 
TolalReason: 1 

COI~~CIIV~ Acllan 01s Raplo WHO RECEIVE0 CLOSED CAL Cornplaln Call D e s c r i p l l a n  TYPE BIR Fran CUSTOMER NAME BTN 
I Issue P n  

03 R 

04 R 

03 R IF 

05 R J 

GOUDAS STEFANOS 9549876888 MP f l a 2 2 9  2/4/99 601 602 F P  .Received welwme lens< dld no1 aulh 

nnecled 

04 . Recelvsd leilor w.elwmlng Io GTELD. Swllchod WilhOuI 601 OF 
aulhorireiion mlmbumem<-~ wan1r 

-rvllching'l . Snyder . 
sen1 Iraudu LOA.. ,' 
Cuslomerhar SWI 

b a d  and final billwill be 
sen1 lo me. W309580 
issued Io dose o m u n l . ~  

KAUFMAN MICHAEL 7186468599 MEM ?,emD 2/5/99 601 

.- __ 

HAJEK MAX & SUZANNE 7078332235 MP 2/3/99 601 (!& 03 . Recelved welwme lane, did no1 aulh E S T  ' CA 

URDANETA ALBERT0 2126746925 DR 2/4/99 fiw A 601 NY' 05 . Lellersanl lo Snyder addressed Io Ed Sflv&(, OF 

05 R MELLO JOSE 5089966920 AFB 2 / 4 / 9 % i k  L+e'< ),[ .e, 05 . Chanwd mind a b u i  wllchlng Io OF 

OF a opc%8Gs,r ' , i&~A~fHEW ,2022348088 EG 2/2!99 =f=f?#$ 601(,4&, ,D & 9 1  
.Received welwme lello(. Dld not S U I  

PUSKIN JEROME 3012994159 EG 2/4/99 2/5/99 601 601 1 Received welwme teller. Oid no1 BUI 
did ml sulhorila Swilch Io 
-0. Sales. Channel . 

02 R 

f 

4 
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30 

/ 
-. - 

LO 209 109 66/ER g/pyt03 OZS9C6ZSZP NONNVHS NVW3103 31 U 20 

109 209 66/74 6 & ? = ~ w ,  w i g w z i z  H i i a n r  o z N 3 u o m a  

209 & f l 7 & 0 3  9OPSSZ6CLL 131111M HllWS 

109 66/P&-Md&03 I88CZF6SOC A W N l W  NVWl3SSIS 

209 661112 t l W 3  8PEE6EZClE 'H Y3 l t l lVd  OAOl3 31 

ZQ1J. 209 6Q#2/d 03 8819699SOE OAVl3d OIH3AllS u 20 

Lo 74 
LO 7 $ 109 66RR 8 j V  908LOLZ8OL 

209 661PR 03 OlZ816LLZL t l 3 l l V M  33 ld  tl 10 

tl LO 0NOfl3 WVHd 



\DLER ISAAC 7187630149 EG 2/5/99 T w >  602 NY 02 . Swilched lo GTELD wilhoul aulhoiizali x)\ y d<, \'- OF 
3 2  ' PERESCHIA ESTHER 5598964415 EG 2/5/99 w 6 0 2 ,  02 ' . Swilchsd lo GTELD iilhoul aulhofizali . S A  y J(  <, 7 . . OF 

HlEN VU 4082593841 EG 2/5/99 T,( N p 6 0 2  cfl 02 . Swilched Io GTELD wllhoul aulhorizall ;s n y d ( y OF 
o w  zrr 

OF 10 
(u 

.$3 a3 AUSTIN BEATRICE 9544303062 EG u 4 1 9 9 F t ~ D  602 F L 02 . FL PSC. Unaulkorized change d l ~ n g  

o w n  WALKER TIMOTHY 3058217762 EG 214199-&&,,'& 602 L 02 . FL PSC- Curiomarslalor lhal his Ion L_ OF 0 
. _ 2 _  (D 

OF T- 

5 
w 

3 n y d-c r,' 

: S n  y L w  _. . 

--8 
85 ,? 

' OCHOTORENA MARGOT 3052255712 EG 2/4/99 # w + D 6 0 2 ,  F L 02 . . FL PSC. Long dislmce iewiC8 war sw 

9722720680 MP 
Tolal Reason: 22 

2/6/99 603 

Tobl Reason: 1 

07 Rep said GTELD warn7 WlnO lo babla 

JO,fchd 6 Y  A c t  
TX 07 R IF MElER RICHARD 

., # In Franchise: 7 Buslness 3 Regulatory: 6 

BTN WHO TECEIVED CLDSED CAL Cornplaln Call Descrlpllon Correslke Aclian . DIS Repio 

8 I I I In g 
TYPE BIR Fran 

I Issue P "  

08 R IF VICKERY MARY 6063465016 MEM a 9 9 9  701 08 .Being N e d  by DN - - ~ T F L D  .. so 
02 R LEON JESSIE 6264477488 EG 2/3/99 701 dw $. %$ . k e8ogb E ( k a o k s i a  sn & , , OF 

08 0 IF MEDICUS SYSTEMS INC 804M22312 DR 2/5/99 701 08 . Being billed b y m l e a r s  assign a I I  VA 

3'),s R IF CHILDERS FLORA 6182526218 CMR 23/99 701 701 11 . Belng billed b y ~ M l n l m u m  Rata &lL6 701 NO 

12 R rJoF ,HASHMI SHERAZ 9723879641 DR 2/3/99 ' 12 OF IUL 
Total Reason: 4 

Tolal Reason: 1 

On1 rcciaved bill. Swllchsd Io GT 
W A S  - 

12 R KlLBRlOE PAUL 7816475136 MEM 2/2/99 2/5/99 7 04 704 12 . Belno billed aeparaleiy lor GTELD fa AFNl rep loid ccu~lomsr h i  704 OF . 
wuld 1.1 up comblnsd 
billing vilh hlr 1-1 Bell 
~ i i an i i c  r e w i c e . ~ .  6~ E: L 9  
~ a n n o l  provide B comblncd 
bill *ih Bell Allanlic unlil 

we pels  billing and 

08 R OCONNELL TIM 2063867562 MEM 2/5/99 704 

12 R HUSAIN SYED 4042621287 AFB 2/3/99 707 

12 R HERNANDEZ LEONARD0 8013222597 DR ' 2/3/99 

Tolal Reason: 2 

Slill being billed by GTELD. Caocele OF 

08 R J BONIFANT RlCKY 9316801041 DR 2/3/99 707 

12 R DING T 4082810818 AFB 2/3/99 707 

08 . H a r d  recelved a GTELD bill In lour 

coliaclionr aprocmani Wil 

7 OF 

OF 

I 2  . 
12 

707 

. Slill b l n g  billed by GTELD. Sislsd 

08 . Slill belnp billed by GTELD. Curlome Aobilr?eA- OF 

I 



i F  CAO JUN 3237349238 CLM 
0: 
Z Q ,  
Z Z W  u s  al 
ii= O1 owXh LE GEORGE 9092792151 AF8 
7 ,  

12 R /  CHU CLIFF 9169235288 CLM 

02 R MARMAL GISELA 3058542795 CMR 

08 8 WICK ALAN D. 4147602884 MEM 

04 COLLINS CHARLO77IE 8883304804 CLM 

FERRAREN WlNNiFRED 7735837458 MEM 
' 

EMP R ROTH MICHAEL J. 8175404866 MP 

04 R IF RIVER4 JOHN 7032216118 DR 

02 R IF DACE STELLA 7602469578 EG 

LONDON LISA 7088625907 EG 

KOMPAS HEATHER 4144667058 CMR 02 R 

08 8 IF CERAMICTILE 4158924548' CLM 

0 x 4  

I 

2/3/99 

2/3/99 

2/3/99 

2/3/99 

m 9 9  

2/3/99 

24/99 

2/2/99 

2/2/99 

215899 

2/5/99 

2/5/99 

2/4/99 

2/2/99 

2/5/99 

707 7 I 2  . Slit1 beinp billed by GTELD. Swilche 

no '10'' @,&- 
707 P O  I( 0 ' w. Slill being billed by GTELD. Cancels 

707 &d/ . Slill being billed by GTELO. Cancels 

707 T&+i-l.)@i 02 ' . 
707 707 08 . Receiving a CESS bill ouI 01 MSOS bu 

' 6 
GTELD. Slaler 

Requasled 0 ord lrom OF 
AFN1IMkhells.' Issued CI.  ' 
lor 14.35. I sen1 email io 
cu1lomer101e1 him know $1 d<./- 
whal I haddone. (0 

N 
OF 

OF 7 

OF 

Cuilomer being billed io, . 707 OF 
.WHi Ihiough GBSS. 

LEC wilhoul rervica bpe , 
d e s .  RPMS sends 
requesl wilhoul service 
Pfp lo AFNI. AFNI 16s ; 

799 799 08 .Being billed lor calling card calls. d calls on biil are 799 CA 

limes. 

Total Reason: 9 

7 
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at lo3NVS a u m  
VNV OH3VWV3 

209 109 66/6R 

209 109 66RlR 66RlR W3W VSFZLL9ZL6 1t lOlO 808 WIT N33tl3 k! SlW - P : w e w  iwi 
o m o  s 4 8  

SOlt lV3 2310 33 LCLSC9881L 109G#& 66/6/2 

109 66/01R 4 9 3  L68LZPSOLC - - L z z y 3 # w  iiz 
66/01K ,, W l 3  EOO1262S1S OVH 3 N V i l  I/ , 109 

109 6S/611jd;uy3t10 9E609S99LS v n H  nHs N ~ H '  
~ J Y  r 

2 



' .(EYES JR. ROQUE S. 6302509609 CMR ' F RADIATION SERVICES 8136853796 EG 8 5  INC. 

SMITH IRENE 3525284205 EG 

RAMOS GILBERT 3055521570 CMR 

CROITER ELIAS 5616370030 CMR 

TAKACS RENEE D 4122571289 EG 

CAMPILLO DULCE M 3052077296 EG 

BUCCELLATO GARY 4144538453 CMR 

01 R ALBERT ELIZABETH 
CIAIRE 

219/99 F,-(#& 602 

2/11/59 2/11/99 602 602 

2/12/99 602 

2/10/99 F[ND 602 

21 1/99 602 

2/9/99 602 

2/5/99 F , W  602 

2/11/99 F(&&602 602 

2/9/99 2/11/99 .: 602. 602 

~ -.-, 
JEW VICKY 4155858192 EG 2/11/99 F/?M P 602 

KOSIER LEONARD 4142811721 EG 2/12/99 F,ekJD 602 

LOPEZ PETER 4073818451 EG 

02 R ' EAOL ROBERT 3052537397 EG 

ALEXANDER ROEERTG 8136745892 CMR 2/9/99 602 

02 R HUNTSINGER PENELOPE 2539228350 E G h A Z 1 2 / 9 9  
Swilched Io GTELO wilhoul aulhorizall OF 

02 R GRlGG LINDELL 3523364872 EG 2/11/99 602 

63 MACNEILL JOSEPH G. 3059497656 CMR 2110199 [v C f N 6 0 2  

02 B COASTAL INSURANCE 9549661977 EG 2/12/59 602 

I 
07 R IF MACISSAC JOHN 

Tolal Reason: 35 
7149631920 MEM 2/42/99 699 

01 

02 .Swilchsd lo GTELO wilhoul aulhorizall Curlameirlal~rlhallhsy ' 602 FL 

- Swilched lo GTELD wilhoul aulhorizall 

have submilled a pic 
rarlricl IO ierlricl Cmll., I O  
GTELD. They have been 
swilh8d lo olher carriers 

02 

02 

01 

01 

02 

01 . Swilchod Io GTELD wllhoul iulhodzall Name: ClaCa A l h l  602 

. Swllched Io GTELD wllhoul aulhorizall 5 n q.d e i  -1 F/- . 

. Swilched lo GTELD wllhoul Bvlhorizali 

. Swllchsd Io GTELDwllhautaumorirali L a  - p+ 

. Swllched Io GTELD wilhoul aulhorizall . sfl 

.Switched lo GTELD wilhoul aulhorizall Sn 

, 

G\TELD - FL. 
ykcr -. l=L 
y k w  - w e o 2  

Bill Nm: Clalrs A I M  
Mdc (IOCdan 
Apl. ~ i ~ l b n a  13D . s n y d ~ f  - 
Dover DE 10804 Phone:' 

30Z5388580 S S N  

OF 

OF 

OF N m 
0 

OF (D 
r OF 

OF 

OF 

OF 

OF 

FL 

02 . Swilched lo GTELD wilhoul aulhori OF 

07 . Swilched lo GTELC. Can you have CA 

5 
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12 R 

09 R 

ZHANG SCOTT 4087471040 CLM 

SHA YUFEN 4082535592 AFB 

SAUNOERS RICHARD b 4012746906 CLM 
LAURIE 

dld wl gdt rerponrb tom 
Snydar. 2nd rewesled 
Cali hirlow from Snvdar. 

- 
02 R GEORGE CYNTHIA 7188576561 EG 2/16/99 F,+-b f& C6,tJ.I ) 02 . Swilchad lo GTELD wllhoul euIh&zaU O F  

02 R I F  FlCCA PHILLIP 8136542830 EG 211w99 032 02 - Swilched lo  GTELD wllhoul aulhodzall 

02 R . '  CHE CAVAN 4157312409 EG 2/16/99 WflD 602 02 . Swilched Io GTELD wilhoul aulhodratl OF 

N 1.5 - 
~3 

. Swiichcd lo GTELD wllhoul aulhodzsll 02 R . '  OlEGO HERNAN 3052260887 EG 

HAMMOND ANITA 9194932717 EG 

ESCOTO ANGEL 3056674231 EG 

02 R . '  MONTALVO ORLANDO 3055589502 EG 

TORREZ DANIEL 7732817529 EG 

Opk&f4%aR&ET 6008384772 EG 

SMITH GARY 8139777523 EG 

ANTOINE JOAN 7169417961 EG @. MATHIEW ROLAND 9549661531 EG 

02 R . MENDEZ PAUL 3052741736 EG 

02 R . SCHAIN LINDA 9147412080 EG 

02 R .  IF MALER ALEX 8056926762 EG 

02 8, . JAMEST.JESSER 9494947084 EG 
LANDSCAPE ARCHITECT 

12 R GANDHI ABHILASH 7324222651 AFB 

2H6199 -p&Ji. 602 02 

Z I l @ J 9 9 f t ' ~ ~  602 02 

2/16/99 Rw &, 602 02 

2/16/99 602 02 

2/16199 4 602 10 

2/16/99 . _.. s[TT- 1. L; c.02 - .. . . . . .. .. . - . 
2/15/99 602. 02 

2116199 602 YphLJ 02 

2/18/99 602 fL7h;J 02 

2/19/99+A 602 02 

~116199 *A 602 02 

2/17/99 602 02 

2/18/99 602 02 

. Swilched Io GTELO wilhoulaulhorlzall 

. Swilched to GTELO wllhoul aulhodmll shy A cy 
-5wilched lo GTELDwiihoulaulhodzalI ,547 dcr - FL 
. Swilched lo GTELD wilhoul aulhorlzall .ShydCt' - XI_ 
. Swilched lo GTELO wilhoul aulhoriiali 

.Switched Io GTELO withaul aulhodzall &,T*aT-, - 6)- 
- Swilched lo GTELO wilhoul wlhoiizali ,shy de y. 
. Swilched Io GTELD wllhoul eulhoI1zaIi 

OF 

OF 

fl <.p---tcFJz .Prn 3 . . . . ... .. . . 

FL 

OF 

F L  OF .Swilched lo GTELO w i l h o ~ l ~ u l h ~ d z a I I  .sSn 
OF . Swliched lo GTELO wilhoul aulhodnll Jn 

. SwilChed lo GTELD wIIIxIUI 8ulhorlzBU 

. Swilched Io GTELD wilh3u1aulhodzBII 

OF 
Tofal Reason: 23 

Tolal Reason: 1 

2/17/99 699 

Billing 14 In Franchise: 7 Business I Regulatory: 7 
TYPE BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Cornplaln Corisslivs Aclion ' .  DIS Reglo Ca l l  Descrlptlon 

P "  I Issue 

9167236461 DR 2/19/99 701 04 .Being billed by AThT. Curlomer slole e- Pic re5-bc 
- 04 R HOANG MA1 

I 

4 



S 

03 ZZZZQZ961Q 

03 ZF606CLLP6 

33 PELESZCOPS 
33 16PZL68OIC 
33 99L9l6PZL6 

84V P9166ZV6L9 

W 3 W  86S96LPZIS 

w73 IOL~ZZLOEC 

XNVB 
lN3ON3d3ONI A 3 l l V A  

3NOh NOAH 3NOS 

VlHlNA3 3 N V l  

j33r 1 3 1 1 1 ~  

3NAVM 31)INVtllj 

NHOr 313NllOBOS 

a zo 
'dl tl 01 

31 8 zo 
tl 20 

41 tl 10 

tl 2 1  

t! dW3 

31 tl dW3 

Hl8 60866Q98OBSlNfl033VNIO3 IIVMVH dI tl 80 

03 C9PL996PE6 xor  z3umiin9 8 20 

VIINOB NOSMVa 03 PPECBZP09C 



2/23/99 2/76/99 399 7148425658 DR 
F # IF ,OLDSTEIN JAN .-. ._ 

8 2  

izi? 
o w  

8 8  (Y 

5 5 % .  

Tolal Reason: 2 
6 In Franchlse: 5 Business 2 Regulatory: 2 TMA 

TYPE EIR Fran CUSTOMER NAME ETN WHO RECEIVED CLOSED CAL Complaln Call Descrlpllon 
1 Issue 

MIS -All lime has been used on pD-pal6 a Curtomar aeldwhenwenl : CA 
Io use Ihe ps.paid card 
reached I rearding no 
mOm llma wailable. Never 
used h a r d .  Talked Io 
Ihs wslmsr a b  advised .' 
m l w d  the pm Day car4 
somelime Ia i l  year nave 

. . 
._ 

Corrasllvs Acllen 01s Reglo 
P "  

09 R IF EROWN MICKEY 

0 
P 
0 
(D 
? 

9192863200 MEM 2/25/99 401 401 09 .Receded rude lrealmenl liom mII cen G\r 0 401 SO 

04 R WILLIAMS BETTY 5594397515 DR I 2/26/99 

02 R IF WORTMAN RAY 9092423285 EG 2/25/99 

04 8 iF ACCENTRESUME 5734426184 MP 222199 
SERVICE 

01 0 IF COLUMBIASCHOOLOF 8085247000 EG 
BROADCASTING 

04 R IF COOP TRISH 

DNS I 
TYPE D/R Fran CUSTOMER NAME 

2/25/99 

'3603545361 CLM 224199 

In Franchlse: 1 
ETN WHO RECEIVED 

- "r; OF 

CA 

MW 

- /> .. . Tolal Reason: 1 
402 04 .Gelling harassing tal16 from GTELD. 

402 

402 Ci-f 02 -Continuer lo recdve calls lim GTE I 

04 . Curlomsr having lrwbla wilh GTE call 3- ,. 3 s c .  
9 , HI 

Tolal Reason: 3 . Coolacled by Islephone ~olicilor clal dj+Jbn' i O' 404 

NW 3 ; 
Tolal Reason: 1 

Tolal Reason: 1 

Business 0 Regulalov: 1 

405 04 .Sold a plan for .09/min and GTELD is 

CLOSED CAL Complain Call Descrlptlon Corrscllve A& 015. Reglo 
t1ssuc P "  

FL ,\ 31 R IF JACKSON PERRYD. 8139324632 EG 2/23/99 599 10 - Receivlng mIIs lrom lelsphona rolicl 

Tolal Reason: 1 

Unauth  Chg 52 In Franchise: 6 Business 0 Regulalory: 36 
TYPE OIR Frnn CUSTOMER NAME ETN WHO RECEIVED CLOSED GAL Complaln Call Dcscrlplloo C o r m ~ l l v e  Aslion ' 01s Repio 

L I s w e  ' P  n 

05 R.. DURAN LISA 

d R ) \ ROJAS AUGUST0 

07 R IGLESIA JOSE 

12 R LAM DAVID 

12 R LIU JINGSONG 

y'li 0 I \  3 - q L- _.' 

I 

05 .Received welcamelellerinVlalnamore Snq ' c fi. OF 

OF 

4082262915 AFB 2/23/99 

4017288649 CMR 224199 

Tolal Reason: 
01 - Swilchcd Io GTELD wilhoul aulhorizali sn y I( OF 

4082456335 MP 212399 &)..&02 I2 - Swilched lo GTELO wilhoul aulhoriiali .Shyd[ f  - Cq' OF 

5107421131 MEM 

p' r 
3 0 5 ~ c m ~ i o  CLM ~125199 LtA Wi&S 

fl E O -  ('q 602 OF 
2/24/99 12 . Swilched Io GTELD wilhoul aulhorizali h F ~ ,  p, 602 



GUTIERREZ OSCAR 3055541424 AFE 

GREEN GARY 7149637081 CLM 

WADE GREGORY 9404839607 MP 

STEVONOVICH LEON h 7278430357 MEM 
SIGMUND 

SCHILLINGER MARLENE-8048623073 ELH 

OLIVEIRA LElLANl 

PADILLA CESAR 

RAPTAKIS JOHN 

ANORES PAUL 

PEARSON JOHN 

HlTT MEL 

DUNN JOHN 

SUINN HORlCE 

HORN HAROLD 

BAKAMIS WILLIAM 6 
GRETCHEN 

TEMPLER DAVID 

FRIZZELL GAIL 

HEATH RICHARD A 

HAAS BRADFORD a 
CAROL 

JIMENEZ JUAN 

E'IISTOFF ANDREW 

8082615692 OR 

6194706983 AFB 

2125359638 AFB 

9545256555 MP 

8315830557 AFB 

5168970228 CMR 

5163782149 EG 

2539523324 EG 

7183387398 CMR 

2063246164 CMR 

3059198893 CMR 

3059315031 EG 

7184476083 EG 

5014749391' EG 

9549642982 EG 

2127447158 EG 

OF 

C A  

12 . Swilched,lo GTELO WiIMul aulhorizali sfl rb( f c 

12 ' . Swilched Io GTELO wilhoul aulhorizali 

MIS . Swilched wilhoul aulhorizalion lo GTE 

2/23199Tj LCU. c( 602 

2/24/99 I U-/ <. j I @N 
2/23/99 2)25199 602 699 

" 

d 
54 -&!Lns GTELD - 
7 04 

GTELD 
. Curlomer advised was slammed by 602, 602 2/22/99 

2/24/99 2/26/99 602 699 12 . Swilched lo GTELO Wilhoul aulhorizali Swilched l o  GTELO wilhovl 699 OF 
aulbdzallon tm MCI. ' 

Curlomr lrisd Io uncal 
bul iUll beinp billed. 
Jachls Harps, lrruad oul 
order. Cualomer had 
vsdll I I M u n I  so Issued . 
BVOUOI .  

6 T ' ~ ~ -  
i:+ 

. $2.83 dsbl  lo zero 

2/24/99 602 07 '  -Swiiched lo GTELDwilhoulaulhorirall G-i-nD - f j&+I i  HI 

2/25/99 [Ok &ylE# L- 12 

2/26/99 F u  02 08 

2/24/99 UOL 602 07 

2/23/99 7; CCLI G( 602 02 

2/25/99 602 F[w b 01 

2/25/99 602 ?k+D 02 

2/25/99 602 T&bJp 

2/24/99 w ' k 2  12 

602 02 

. Swilched lo GTELD w i l b u l  aulhodzali 

- Swilched Io GTELO wilhoul aulhoiizali 

. Swilched Io GTELO wilhoul aulhorizall 

. Swilchod lo GTELD wilhoul avlhorizali 

. Swilchad lo GTELD wilhaul aulhorizali 

. Swilched lo GTELO wilhoul aulhorizali 

. Swilched Io GTELO wilbul  aulholizall 

- Swilched lo GTELO wilhoul aulhorizall 

. WA UTC . Curl says he was slammed 

Brenda Bums Bill Nrn 
Bessie Willie Addc 
807 28lh Av Apl A . 
S a s l s  WA98118Phone' 

CC' * iQ6-3246 164 
SSNIDLN: 535.58.5912 

4 



3ALJRLEY CARINAS 9544289742 EG 

REINHARDT ROBERT 4073458789 EG 

BAYNE RICHARD E. 2028325562 CMR 

ROY PAUL 5083365323 CMR 

BROWN J. E. 8132473213 EG 

RUELAS SALVADOR 8179234174 CMR 

MORALES RONNIE 5048784517 CMR 

MILDER HARRY 3053851702 CMR 

KLEIN MADALENA 7183873831 CMR 

SCHWARTZ JENNIFER A.3056720079 CMR 

KASPER JOHNC. 4072778204 EG 

5164859709 EG COST0 NANCY 

CANONICA AGNES 4076568290 EG 

SIMMON MARIANN 5613916257 CMR 

LYNCH JAMES F. 3604663792 EG 

.- ._ 

BASILE JEAN.FPANT2 

BARR WILLIAM 

LOCHRAN RAJEEV 

BURLEY BARBARA 

CAMACHO PEDRO 

ROBERTSON JAMES 

ABBATIELLO THOMAS 

MERAT JACQUES 

STEWART PATRICIA 

5613685760 CMR 

5613648499 CMR 

3012298465 EG 

7184536464 EG 

3055567269 CMR 

4073334791 CMR 

3052555098 CMR 

9417936063 CMR 

6177201530 CMR 

2/24/99 602. . U h - 0 1  

2/26/99 602 -$&LL Ok 02 

2/24/99 602 F-A 01 

2/24/99 602 F ~ U A  01 

2/24/99 ' 602 02 

2/25/99 k d ;  602. 

2/24/99 602. Ff W 
02 

02 

V25i99 602 01 

2/25/99 602 *A 01 

2/24/99 60,2 -01 

2/24/99 602 & 01 

2/25/99 802 *A02 

2/23/99f;u.LcA. 602 01 

2/22/99 - f ; h b L 0 2  02 

Z22/99&'A 602 02 

2/23/99 -3.02 01 

2/26/99 2/26/99 602 602 

---zzz= 

2/25/99 602 ? % b o 2  

2/24/99 602 1 

2/24/99 602 wl 
2/24/99 602 -&OI 

2/24/99 602 h L & O l  

Tolal Reason: 4 6  

.Switched Io GTELD wilhaul aulhorizali 

. Received welcome teller i iom GTELD. 

.Received thank you l t l lei  (01 Choorln 

. Swllched 10 GTELD wilhoul aulhorizall 

. Swilched lo GTELD uilhoul aulhoiizall 

.. Swilchdd lo GTELD uilhoul aulhoiizali 

-Switched 10 GTFLD WilhoUl aulhoiirali 

. FL PSC . Customer 1% gelling a Primal 

. NY PSC . Curlomer swilched wilhoul 

-Switched lo GTELD wilhoul mlhorizall 

. Swilched Io GTELD wilhaul aulhorizali 

.Switched Io GTELD uilhout aulhoriiall 

.Received welcome leller lrom GTELD 

. Swllchsd lo GTELD uilhoul wlhodzall 

- Swilched lo GTELD wilhaul a~lhoriiDl1 

/ 

. Swilched Io GTELD uilhoul aulhorizali 

. FL PSC. Cuslomar Swllchod wllhoul au 

.Switched lo GTELD wllhoul wlhorizall 

. Swliched Io GTELD wllhoul aYlhorizall 

. Swilched lo GTELD uilhoul aulhorizall 

. FL PSC .Customer was changed lrom 

-Swilchhed Io GTELD wllhoul aulhorlzall 

. Swilched lo GTELD wilhouIaulhollzali 

. Received welcome leller lo GTELD. 



b- 

OLU 
ZIY- 
-=I- 

0LUa 

2 2  % 
85 m 

12 R 

04 R 

06 R 

10 R IF 

02 R IF 

Other 

FANG SHENG 

CASTILLO JORGE 

SMITH NORMA 

YEARY RONALD 

CLEMONS NANCY C 

SMITH ZAlD 

7 .- . 
M P E  BIR Fran CUSTOMER NAME 

08 R 

12 R 

04 R IF 

12 R .  

12 R 

12 R 

02 B I 

.-. . 

4082624635 BLH 

4156736283 BLH 

3603415334 ' OR 

5028890972 CLM 

6064362082 CMR 

9413428183 EG 

2/25/99 

2/23/99 

2/23/99 

2/24/99 

2/23/99 

2/23/99 

._ In Franchlse: 1 

212399 707 

2/25/99 707 

J7 12 .Slill being billed by GTELD. Cancele 

707 12 . Slill being billed by GTELD. Swilche 

Tolal Reason: 6 
799 %.,m b - k  df 
799 08 .Being bllled lor 502/80949L? haw 

799 10 .Calling Faid calli made by daulhars' 

Slill being billed by GTELD. 
RPMS shows canceled 

lhrough andher LD 
company 12/23198 bul s,k( l{(,. 

b was 61~11 being billed lhe 
primary carder charge and 
had 8 cmdiled amovnl. 

(D 
0212319 7 

OF 

Solar had ou! older lor , 

Still belnp billed by GTELD. 7.07 OF 

In Iha middls 01 March. 
Rpmr $hwcuSlomer 
aclivs wilh GTELO Lv28198 
daacllvalsd 11IHIQ8. 

Jacila Harper Issued Oul 
order. Called cuslomer la 

Slaled rwilched la ATbT 

5 4 y l(-(i 

so 
FL 

6-riT-i3 ' 
I ,  

02 :Being billed by GTELD on 94113d2-8183 799 

Tolal Reason: 4 
Business 1 Regulalory: 1 

BTN WHO RECEIVED CLOSED CAL Cornplaln Call Descriplion 
1 Issue 

cor,ecIIY. A C I I O "  DIS Regio 
P "  

KIRSCHBERG MORRIS J 2107364381 CLM 

WOOTEN MICHAEL 5124528582 OR 

MILAN REBECCA 5628676567 MP 

MAOHAVAN 7164245719 MEM 
SREEKUMAR 

GIBES KRlSTl 4054474691 DR 

NAHAR SANJAY 8474190906 DR 

R R WEBB SPRAYING 7275465758 EG 
SERVICE INC 

2/25/99 80 1 08 - Has peodlng a m m l  owed GTE bul -- OF 

Tolal Reason: 1 
OF 2/23/99 899 

2/25/99 899 04 . Wanlr GTELD removed /ram bill w a d s  &r CA 

12 -Cancel GTELD Ordered lhrough Ihe 6 T  EL n . - 
2/23/99 899 899 . Dirmnllnued GLELD 10 days ago bul 899 OF 

2/23/99 899 6 r - D .  OF 

2/25/99 899 02 . G E L D  relured Io provide long dirlanc FL 

2/24/99 Snyckr -2. ( OF , ,~f.,qL-/ . GTEL-d. .. Called culomer -. -. 
-___. 

'PIC 

Told Reason: 6 

.I 

7 



03 R 

04 R IF  

04 R 

12 R 

07 R 

05 R 

I O  R 

.EDERMAN WILLIAM 9413770249 AFB 3/2/99 601 
- 

04 . Received welcome lellel 10 GTELD. Di uirek 3 FL 

KLEIBOEKER JOHN 

Tolal Reason: 1 
FARMER FRANKIE S 5735820514 AFB 3/2/99 602 12 . Swilchsd lo GTELD w i l b u l  aulhoiizali OF r 

In 
ELSTE RAINER 3059403897 AFB 312199 L O  -%@is-ts 12 .Swilched lo GTELDwilhoulaulhDriiali i n y i t q c  OF 0 
LECHADORES CHESTER2133854121 AFB 3/2/99 5 (jkr @ d n  I f 12 . Swilched lo GTELD w i l b u l  aulhoiirali 

litllC<~&IlA - 
5032634762 CLM 33/99 602 602 04 '. Swilched Io GTELO wllhoul aulhoriiali Raquesled call hislory 602 01 

ImmTMAs. Called . 
cuilomer 10 le1 her know 
lhal I war loverligalinp 6 
would le1 her know when I 
rem. lnlo. Per 
WwidwmJChris Fmlomef, 
wlanolher as 01 U4199. ' 
Customer swilc 

ALLEN RAND1 

KAYS RICHARD 

WALLACE GLORIA 

TURCOTTE KARA 

KWOK WAbLEONG 

ROGERS CLIFTON 

9087660418 MP ' 3 /5 /99 f ; l zLLck602  03 .Swilch~dloGTELDwilbulaulhori~ali  SA<d<r - ,lJ OF 
5096879864 AFB 31/99 3/4/99 602 602 Q4 1 Says he was slammed by GTE Long Silei law sel l  indicates :602 NW 

Dirla Cuilomer aulhorized Ihe 
rwilch. Tma foilawing 
proper policy and 
praedurer. 

3232916997 DR 3/3/99 LO f i  ey ;&x 04 .Switched Io G E L D  wilhoul aulhwizall snq ( * m-' OF 
4017651454 AFB 3/3/99 -p#&&oi 12 .Switched IoGTELO wilhoul aulhorizall rflyAx/ ,,f ,x, , OF 
7704582260 CLM 3/5/99 602 07 . Swilched lo GTELD wilhoul aulhoriiali Curlomer pave hls cunenl ' 602 OF 

Inrlead 01 Ihs X lhsl had 
been rwilched. I 
remarched h loynd # Ihal 
had h e n  Twilched. 
Belinda found sale h sen1 . 
voica 61s. Called 
cuslomer lo apal-ize % 
exp!?in lhal h 

sitydtf - 
q;4- 

05 . Swilched Io GTELD w i l b u l  aulhorirali SAYd<< - 'v-.* OF 7033217562 MP 3/2/99 % L o 2  

SAUNDERS RICHARD a 4012746906 EG 3/5/99 -5q&02 10 . Swilched Io GTELDwilbul aulhorimli e. * 
OF 

w p a E " ? T & & Y ! ?  5624317358 CMR 3/2/99 FbkIJp ch 02 -SwilChedloGTELDdlhavlsulhor(~ali CA 

02 .Switched Io GTELD wilhoul wlhcdzell Curlomr LO sewice was. 602 OF 

LAURIE 

02 R CASTILLO LUIS 3052487i17 CMR 3/1/99 %$L602 02 . FL PSC-  Their long dislmca I B N ~ C L I  

swllchad wilhoul 
avlbhal ion. Sales 
channel -Snyder. LOA. qfi ,I k)/ 
pmvicad . Fraud. Credil 
has h e n  lrrucd 

02 R , FERNANDEZ MARYLYN 2128615312 EG 3/2/99 G L 6 O _ " " '  

GOMEZ-MARTINEZ NELLIE 7183812411 CMR 3\2/99 f-d) c . sh @ [, r 
MORALES LEYLA 3058293218 CMR 02 .Swilched lo GTELD wilhoul aulharirali OF 

01 . Swilched lo G E L D  wilhoul aulhorizali t,Jl~ 

4 



01 R 

02 R IF 

INDA VIRGINIA J. 9203613812 EG 

MCDONALD J.W. 7074642527 EG 312l99 602 

ZHOU LIANSHENG (JOE) 2465894873 CMR Q !,&~~/~@/L&AJ(A- 
NELSON NANCY 2128741557 EG 

NGU'YEN HANK T. 7147766328 EG 

NOEL JEANCLAUDE 2123271047 CMR %9& 

MERKEL TERESA 8133215758 EG 3/2/99 33/99 602 602 

01 8 HARMONY LANTERN 2063241433 EG 602 

12 R IF VIANG JOSEPH 6263516224 DR 3/2/99 3/5/99 699 699 
Tolal Reason: 24 

. .  
02 . Swilched lo GTELD wilhwl aulhorilali - 'J' C -  .- 
02 ' . Swilched Io GTELD wilhout wlholizali 

02 . Swilched lo GTELO wilhoul aulhwizali OF 

02 

02 

01 

02 

. S w k d  lo GTELD wilhaul aulhodzali 

-Switched lo GTELO wilhoul aulhorizali 

. Swilched lo GTELO wilhoul aulhorirali 

. Swilched lo GTELD wilhoul wlhorizali 
CUSTOMER AN0 
RPMS/OMF CUSTOMER ' 

ilSSWlTCHED TO 

STATESHEHASBEEN '7 . ' SWITCHEDMORETHAT L((,sDli c ( r  
ACCOUNT. PLEASE -- ONCEFORTHIS . 
FIND AND CREDIT. 

12 . Deceived into switching 10 GTELO by C Curlomer stales decelvcd 699 CA 
Inlo swilching Io GTELD by 

Reviewed DMSs shows & Chinsrc language ~ l e .  -.---- 

I Recaived the tape had 
Iranrlaled. ThC I 

Tolal Reason: 1 

Billing 10 in Franchise: 8 Business 3 Regulalory: 6 
TYPE BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Camplaln Call Descrlptlon 

t lSs"e 
Correcllvc Aclion . 'DIS Rcgio 

P "  

04 R IF WERTS CARLA 2176882078 CLM 315199 

02 R IF CARRASOUILLO 8644769999 EG 3/5/99 
KATHLEEN 

701 04 .Being billed by Least Cor1 Rouling. -9.- NO 

701 02 .Being billed by Midmum Rale Pddno. SO 
~~ 

1 1  R IF KEEN DEBRA .-.2197632369 CMR 3/5/99 701 

01 B CHlNG OPM BENEDICT 7149797555 BLH 34/99 3/4/99 701 701 

I Tolal Reason: 4 

11 . B e i n g b i l l e d b y ~ G T E L C .  67 E: L-L' NO 

01 . Swilched lo E q U D l i l h c u l  wlhoti Racsived a bill liom Equal 701 OF 
NBI one Imp distance tall 
lolaling $152.20. 
Curlomeralaler i l w a i  a 
OCQ -11 and made 00 
Salurday when his ofice 
is dored. Curlomer 
d a l e s  Equal Ne1 said he, . 

' 

Ckt 
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,MCMILLEN JOHN 5027537566 CLM 3/9/99 403 3 

Tolal Reason: 1 
02 B IF STRAIGHTPATHS 7152579382 CMR 3/9/99 404 

FOOTWEAR 

Tolal Reason: 1 
05 R IF VlVERALLl JUDITH 8147343866 BLH 3/6/99 3/11/99 499 499 

OF 05 . Received a call lrom lelemarher'rlali Requesled wII hiiloq 
lrom TMAs Called 
cuslomer Io awlogize no 
an& 1)(1 recorder. Called 

mnliel inlo lrom 

curlomar on 

cuslomer Io apologize on m 
8"s. DO recordel. RBN. - In 

0 
(D 

TSlAngCd TSI molacled ' 7 

02 .Received rolilallan call liom Consoli NO 
. .  

.. .. 
05 .We jus1 made a call Io a cuslomer . J TMA Werl &led 499 NE 

cuslomef and used Ihe 
e x * ~ ~ I e ' s  name Jaoel. 
The cunenlmla wants 
J a w 1  an lhe accwnl. 
Checked Iha Iysbms. s 

Curlomerbr GTE lor 
l o u l t s r v m " l n l s T l o r  
lonQ alSlanUI. MS 

Tolal Reason: 1 

DNS 1 In Franchise: 0 Business 0 Regulatory: 1 , 

~ Y P E  BIR Fran CUSTOMER NAME BTN WHO R E C E I V E D  CLOSED CAL Complaln Call Oescrlpllon 
l l * * Y e  

02 R TROXEL TOM 6056656067 EG 3/9/99 3/12/99 504 504 02 .Place On DO NOT CALL liil. Fila form Curlomerrequrallo be pul 504 OF 
on ON5 lis1 per SD 

Commission. 3)9199 
enlsrsd cdrlomet in Ihe ., 
ONS iiil. 

Tolal Reason': 1 
Unauthorlzed 33 In Franchise: 8 Business 4 Regulalory: 20 
Change 
TYPE BIR Fran CUSTOMER NAME BTN W H O  RECEIVED CLOSED CAL Cornplaln Call Dencrlplion Corracllve Aslion 01s Reglo 

1 Issue P "  

I 

07 R WALSHARTS MARY 4072984014 DR 3/10/9$f a*ch 601 07 . Received a GTELD Welcome Leilei . s h y  dpr  - FL  OF 

01 R TRIAY ENRIOUEM. 3056611085 CMR . 310199 & A 601 01 . SwiIChed lo GTELD wilhoul a~lhorlzali ,y n p r - F L OF 

01 R WAHL WILLIAM H. 2063283595 EG 3/10/99 r o h f i ~ &  b,-dil& 0 1  
.Swilched(oGTELDwilhouladhorizali T n y l q f  - ' OF 

01 R IF 'WILSON KARENA. 4174243435 CMR 3/10/99 601 01 . Swilched lo GTELO wilhoul aulhorizall 

01 R KATZ MEYER 5166304136 CMR 3/10/99<rW& 601 01 - Swilchod go GTELD w'lho~l aulho~izall sqd<-Cf  ' , U  y' OF 

MW 
L C P  - 

/-@ s OL( 1 

4 



12 R 

12 R 

09 R a 

AAGIC CARPET TRAVEL 8059644741 EG 3110199 3/12/99 601 01 .Switched Io GTELD wilhoul aulhoiiisli RPMS shows GTELD I CA 
began prOvldinO service 
basad on an aleclronic 
Iransacllan racsived by 
Ihe LEC (GTE Calilomia) 
o n 7 N 9 8  lor IE iewic. 
only (2039 TCSI). GTELD 
daaclivaled s e ~ i c e  on 
7/30/98 a160 b .  

6083484400 AFB 3/9/99 12 . -Swilched'4lhoUl aulhotizalion. NOYO ,yny dQt' -, kE . OF 

Sp, y dQy, -  (2 OF 

MlSRA HARl 

THORNTON JANE 3058886639 AFB 3/11/99 f r 6 + d 6 0 2  d(Qy F OF 
OF 

OF 

FONG JOSE 2129627527 AFB 3110199 L (Tpu bp) ,'A . Swilhched 10 GTELD lmmAT6T wilhoul 

MAHONEY ROBERT F. 3135639286 AFB I 3/10199&@tA 602 03 . Swilched Io GELD wilbul aulhoiizali 

OF 

MW 

DOAN THANG 5107926324 DR 3/11/99 fr 602 08 - Swilched Io GTELO wilbul aulhorizali 

. Swilched lo GELD wilhoul aulharized. 

.Swiiched lo GTELDwilhoulavlhori2ali 

WiLLlAMS NATASSAH ,2064444720 AFB 3110199 

SPRINGER BEVERLEY 6512579404 CLM 3/11/9?-tb1 h?*ZJCgW & ~ ~ . ~ . Y d J ) ~ ' ~ ~ d ~ ~ ~ i ~ " ~ ~ ~ ~ l  

VlSCOMl KAREN 7106247343 AFB 3110199f?*A 602 

COHN JESSE 3104756102 AFB 3/12/99 - f r d s o z  
DUONG TTHVAN 4089268305 ELH 3/9/99 3/12/99 602 602 

JUAREZ DARLENE 5592241690 CMR 3110199 fr& 602 

MAHONEY ROBERT F. 3135639286 EG 3/11/99 3/12/9b 602 602 

DlUGUlD MARY R. b PHIL 01 R 
Swilched 10 GTELDbilhoul aulhoiiiali 

02 R DELGADO JOSE 

02 R IF SHAW NORMA 

02 R SANTOYO ALFRED0 

02 R I AVELARDE GERMAN 

9047610729 CMR f r  M.( A3/10/99 
OF 

3052644616 EG 

9096742580 EG 3110199 qW.5 
3055534751 CMR 3111199 f r u A 6 0 2  

8475508417 EG 

3/9/99 fr WA 602 

07 

07 

12 

02 

02 

602 

02 

02 

02 

02 

, 
-Switched lo GTELD lmrnAT&T wilhoul 

. Swilched lo GTELD wi lbv l  aulhotizali 

. Swilched wilhoul aulhorizalioo. Doer Swilched lo GELD wilhoul. 602 
o"lhoriI.ll0". cur1omer 
h a  PIC rsrlridion. Oul 
OrdsrI1Wed. Creditwas c ( < I *  - 
irrued lor $20.61 and a 
daring slalemenl has 
besnpsnemled. Have & 
TPV l a p  wilh ~uslornel 
rlalin 

OF 

. Swilched Io GTELD wilhcul aulhorizall SAYACY' - cfl OF 

. Swilched wilhoUL aulhorizallon horn A Curlorner rwilched Wilhoul 602 OF 
aulhorizalion. Sales . 
Channel. Snyder LOA 
provided. Fraud. Per 
cummer completely I ~ U ? =  
and says lh i i  really shed6 
a bad liphl on GTELD Io 
haw a Agency doing lhis 
Also 
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r 
d w 

Regulatory: 0 .. 4 In Franchise: 3 Business 
Call Deacrlptlon 

8 2  
0 W Fran CUSTOMER N A M E  BTN WHO RECEIVED CLOSED CAL ' COmplBlfl 
zern e .e r- t Itsue 
3e  (Y 

8 %  F 
nun L A G R W  MARGARET 7273923184 OR WYB 501 

04 R IF DEBUSK JERRY 9419279744 BLH X Y W  W 4 l W  501 9 1  

12 R IF JOHNSON BENNlEd 
SHEILA 

05 R IF JONES KAREN 

Unauthorlzed 31 
Change 
TYPE BIR F n n  CUSTOMER NAME 

0 9 R  

03 R 

12 R 

'I 

BESHIR MRS. 

BURGOS ROSA 

DANG BERNARD 

Tda lRearm 2 
7034979644 DR 32W99 552 

01 -Remove l r m  DNS lis1 .no r e a m  FL 

Add lo Do Not Solidl~lirl. ' 501 FL 
f- 

M 
Remow l r m  phone 
dl ramy.  Cuslomer had & 0 
m o n  orderof W21198 ul 
and ha rsguesled no1 10 ' 7 

haw hls address Indded 

. Remova from DNS Iltland phone 

12 . Ramove horn DNS llsl has 

Tdal Reason: 1 

TdalRemon: 1 
In Franchlse: 7 Business 2 Regulatory: 22 

05 . Remom lrom DNS Ilildue loTMI\ 2815761700 MEM r n Y B  : 503 

BTN WHO RECEIVED . CLOSED CAL Cornpleln 
t It.Y. 

Call Descrlpllon 

Inlhedlractay. H W w i  
i lwm publlahed. Mded lo 

VA 

TX 

Comcllr .  Actlon 01s Reglo 
P "  

2122653859 MP 
4155858731 CLM 

6 
12 R LAFORCE MARIE 7184675r150 MEM m m  q r A  602 

03 R WHITTBOID EDWARD 5618521755 MP ?f25'% F(&!Ak. 602. 
OAKS IRA 3139215361 EG Y2WW Ffwj.- 602 602 

ORTIZ RENE 2126834560 CMR 



UL K 

01 R a - 02 R IF 

0 2 R  

'- 02 R OF- 

-01 R 0 
02 R - 02 R IF 
01 R 

01 R 

02 R 

02 R 

02 B IF 

M L W S  MEL 3057516865 EG 

AESCHER WRWJ 5525970739 EO 
W U E L S  SYLWA 9544767547' CMR 

ROMEY CINDY & CURT 2083227527 CMR 

GOLDSMITH MARK 3352569376 EO 

AGWRWAL SARWAN & 6038884381 EO 
W T A  

A L L W  WILLIAM 407zn9535 EG 

OVAROITS MILDRED 9419240765 CMR 

LAI C W N S U N  5102688028 CMR 

HOFSTEDE CONN4 3525442642 EG 

MORKUNAS SHERRY & 9417757548 EG 
PETER 

NAVARRO ALEX 

C M N E  CAROL 

WILSON GEORGE 

KENNEDY GEFV\LD 

LCCHRAN W E N  

NGUYEN ANDRE N. 

CHIN SUE 

ARMIJO ANTONIO 

SOLIDA LYNN 

3059447190 EG 

4078721668 CMR 

7 2 7 ~ ~ 1 0 9  EG 

8138564257 EG 

3012298465 EO 

6264439193 CMR ' 

6169572374 CMR 

5519676528 CMR 

5017243236 EG 

. SwllchedloGTELDhomMCI*IVlo~I 

. Svllchhed Io GTELD from AT6T wl(hcvl 

. Swllched lo GTELD llorn MCI wllhoul 

- Svllhched la GTELD horn MCI 4 l h o U l  

.- Svllched lo GTELD lmrn AT6T wllhoul 

- Swllched lo GTELO irorn AT&T vlhoul 

- switched lo GTELD w i h l  au~hodzaU 

. Wlched Io GTELD v lhov l  SvlhodraU 

. Wlched lo GTELD hwn MClvlhoul 

. Swllched 10 GTELD hwn Mclwlhoul 

E LD I q LW2 FL 

OF 

OF 

OF 

2 
Sn y de P Cft-. 
GTELD -.FL 
sn yA.p f - L 

7%- : O S h  . Swllched Io GTELD horn AT6TwihouI 

. SwllchedloGTELDwllhoulaulhorlzsll Sfi d<f.- FL 
-Switched to GTELD k m A T 6 T  Wilhoul 

6 s  LD 4 

OF 

EIJ-FL 602 FL & { ( - p\yl OF . svlichad IO GTELD WIVWUI suttwllsu 

. Svllched IO GTELO wllhoul rulhorlrall &&$?[ -.@& OF 

. Cuilorner r m l a c l o d  rglulalwy as $1 SnyAcf- 41 602 OF 

. Swllched from GTELD from AT6T SnuJtr - -, OF 

I, FLO' . Swllched IO GTELD horn AT61 *ilhoUI 

3 

I 
-Cuslorner llallcg he ha8 no long dirlsn Cuslmar 

m x  or Inler and Gte 

Tdal Reason: 21 
WAN WANG 4155865086 AFB 3R4189 603 

X Y W  603 

324t89 603 
3.23199 603 603 

I 05 R 

W R IF MOSELEY GERALD 7603754154 MP 
og R IF CAREY TANJA~DAV~D 5036253491 DR 

ot E IF A&A9OSCOLLISION 4253889991 EG 
Tdal Resson: 4 

03 - Swllched horn GTELD yllhwl aurnmm 

04 - S w l l c h ~ k o m  GTELDvlhouI 

09 

02 .-IC from GTELD. 

. Sjllched horn GTEU) lo OAN vllhoul 

OF 
CA 

w 
? '  603 w 



30 IOL 

U d  
0 1 6 ~  SIO N18 03N333tl OHM 

E :esppuey UJ 



12 R 

9199423667 CMR ws99 707 _- ._ WHLER JULIA 

Tdal Reason: 8 
PATEL B H A W  8109785963 DR 3/23/99 ?r25/99 799 799 

KUNDU SHOVAN 4085578717 BLH y2259 

08 R IF BLAKENEY AMY 

10 R IF HARRIS ALDENE 

02 R CALCINEF RAUL 

Other I 1  
TYPE BIR Frsn CUSTOMER NAME 

02 R HAND KATHY 

08 R IF W E L  ADAM 

03 R CHISHOLM J.P. 

0 3 '  R KENNEDY CHARLES 

MIS R IF HAMADA HlROYUKl 

4158983311 CLM my99 
6067584414 CMR W4199 

3058235803 CMR 322199 

In Franchise: 4 
BTN WHO RECEIVED 

3525439481 CMR 3/26/99 

8154984440 EO 312Y99 

6177730202 MP 312W99 

5iae96245 MP Y2SS 

8085359016 BLH 3123% 

02 . Slill being billed. Customer slales OF 

801 

Tdal Reason: 1 
899 



F 

M . Swilched I; GTELD IIM AT6TWilhwl 5592925189 MEM 3131199 4/1/99 €42 

- -_ 
W E S T W  RICHARD 6167758925 w8 4/1/99 602 

W T E  CHANDLER 7187686875 MEM 3130199 41199 602 602 
0 8 R  

G 9 R  

08 

w 

. Swilchod lo GTELD wilhoul eulblrati 

. svllchsd lo GTELD horn spdnlwllhwl 

3/29/99, 4 / 1 9  €02. M - CUiEOrner drlmr dammed bYGTE. 04 R IF MILAN REBECCA 

0 9 R  KONG RUEY-FANG 7344532989 A F B  
4176764673 CMR 

3059452146 EG 

- Swllched lo GTELO hom AT&T wllhoul 

- Swllchsd lo GTELD from AThT m‘lhw( 

. Swllchad Io GTELD hwn Bell W 

. swllchsd lo GTELD wlvlout aulhorlzaU 

- Swllchsd 10 GTELD wllhoul IulhoO1dl 

. Swilchsd lo GTELD horn Sprlnl wllnoul 

- Swllchad 19 GTELD horn AT&T wllhwl 

. FL PSC - Curlornar war changed horn 

- Swllched lo GTELD wllhwl authodraU 

GUARDIA G E N M N A  3056862862 EG 

7184092004 EG 

3056545362 CMR 

4082607249 EG 

5105221538 EG 

3056818886 CMR 

9416952481 EO 

7167585949 CMR 

7076435271 CMR 

2123491955 CMR 

3055580784 CMR 

UATAYEVA SARA 

CARBALL0 ERBlO 

NGUYEN NAMVAh 

WONG S l K W  

WILSON FRANCES 

LONG W R Y  

SCHRADER JEAN 

MEDIOS FAUSTINO 

OUINONES ELSA 

SINHAN NIRANJAN 

I 0 2 R  5- 
01 R 



.I I1 PURVIANCE FUNERAL 7578992971 BLH 4/8/99 4/8/99 501 
CHAPEL 

OZ za: 
z % ?  IF SHERMANCHUCK ' 6166376243 8LH 4/9/99 4/9/99 501 501 
= %  p EXCAVATING 
i W L  

Tolal Reason: 2 

02 R 
Tolal Reason: 1 

unauthorized 19 In Franchise: 3 Business 2 

BLACK GREGORY 2257515799 EG 4/9/99 503 

Change r- I 

TYPE EfR Fran CUSTOMER NAME BTN wno 

12 R 

09 R 

03 R IF 

12 R 

03 R IF 

' 09 R 

05 R 

09 R 

08 R 

GARCIA ANTONY 6177761887 BLH 

HOFFSTIN 7182525668 AFE 

KRYGSMAN 2097593099 MP 
ALEXANDER 

FUNG YIN 4082449603 AFB 

MAY TERRY a PARRIE 5035334803 MP 

HONG ANNAS. 5107964720 CLM 

MEROLA QMEERLY _--- 8102640333 L Y U  

NORTON ERIC 2532748294 AFB 

MCFADDEN RICHARD 5035884191 ELH 

OD . R m o v e  Irom GTELD lelemarkelinp Remove lkom GTELO 
lelemadelinp.. No . 
C U I ~ O ~ F ~  conlacl Added 
10 Do No1 wII or mail lis1 

VA 

09 . Remove liom all GTE lslsmarkeling lis Remove lrom all GTE 501 NE 
co 
0, 
0 

lelcmaiksling liils. Addcd 
c u s l o m ~  lo Ihs Do No1 
Sof id  bl M 04109199 101 

No customer Conlau. 
balh callinp.and mailing. . (D 

v 

02 . Harallinp TMA phone calls. Curlomsr 

Regulatory: 10 

. OF 

RECEIVED CLOSED CAL Complaln Call  Descrlpllon Corrocllvs Action DIS Regio 
k Issue n 

4/5/99 4/8/99 602 602 12 . Swilched 10 GTELO wllhoul wlhotizali Svilched lo 602 OF 
aulhotizalio . Snyder h 
2 LOAS. Sa 
an each sals one om 
10121198lhs olhron  
11/5/98 OW crdwirrucd'n d< r- 
baldnce account. Le11 
mersa 

Credil issued lo zero ' 



% 
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F 
602, d 02 

602 02 

602 fi-A 02 

. Swilched lo GTELD wiltmu1 aulhorizali 5 1 y d<r 

. Swilched Io GTELDwllhoul Bulhoii2ali & y a e / -  c 

. Swi l~hea  lo GTELD trom MCI wilhoul 

d BECKERMAN RAY 7182061006 EG 4/5/99 

VASQUEZ'MARIAL. 8317690110 CMR 4/6/99 

4/8/99 
O W  
Z E D  LARRANAGA EOVARDb 6516537675 EG ,,m , 32s 
8 5 2 )' 3059569589 EG 4/9/99 602 F f i  wB 02 . Swilchsd Io GTELD liom AT&T wiIMuI ZlELEWlCZ JAN 

FRE!&~AN MICHAEL 3053858302 CMR 4/8/99 602 /., O f i  Wi&$ . Swilchpd lo G E L D  wilhoul aulhorizali 

GONZALO NODA 3058a81704 EG 4f7/99 f 602 F&wB 02 ' . FL PSC . The c ~ i l o m e (  r l ~ l e s  lhal the Snqdcr- F L  
0 2  R TSE BORIS 5108325620 EG 4/5/99@ . 02 . Swirchsd lo GELD fmm Pat Bellwilho S n y d i f -  Cd 
o2 IF GOLDENSTARREALTY 616674a973 CMR .. 415199 4 2  .SvilchedloGTELDImmMCIwiI~~l GT E Lb 
02 B 

B i I I i n g 

COPY 8 PRINT CENTER 9494945005 EG 4/6/99 602. 6 L U .  . Switched lo GTELD lrom Excel WIlhOUI ii 602 

Tolal ReasoR: 19 
19 In Franchisd:' 5 Business :. 2 Regulalory: 4 

n p ~  BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complain Call Dercrlptlon COrreCliVe Adion  DIS 
t Issue 

OF 

OF 

OF 

OF 8 
OF 

OF 
? 

OF 

NE 

CA 

Regio 
n 

7402697795 DR 4/6/99 4/8/99 701 701 04 .8einp baed by HBSRearrCorl Roulin Curlomerrlaled being 701 NE JAMES CARL 
billed by H B S I W L -  

eviewcd ipmi Iran$scIion 
hiilov 1h0w1 Ihe pre lor 

aCCOUnl code 109935 and 
pia wilh 105842.Called MCI 
Worldmm Io verify Ihe 
ani. w 

04 R 

aRoulinq in enor 

OF 
Tolal Reason. 1 5ay 

12 R SUBU APARNA '-'3107915466 MEM 4/9/99 702 12 ._No1 receiving bills. Cuslomerrlales s f i y  
BYARS ALLEN 9182675004 BLH 4/6/99 4/9/99 702 702 12 . No1 being billed by GTELO Is a Cuslo No1 beinp billed by GTELO 702 OF 

k 8 CYllOmW. Wailing 
12 R 

rasdls of meellog b e w e n  
GTELD and Worldcorn 

cantad curlomsr again I 
Tuesday lor 
PlaWPronmr 

Tolal Reason: 2 
I 

HARRISON KIM 5018343908 AFB 4/8/99 706 04 . Received L 4  lald. Cvrlorner slales / I  OF 04 R 

08 B IF E'CLIPS 

12 R 

12 R 

MW / I  
3082369a60 MEM 4/6/99 706 08 . N c e d l  inlormalion on Billiog Wc ha" 

' ToIal Reason: 2 I 1  o r d e r  
CHOU CHIH-LIANG 6263095375 AFB 4/6/99 707 707 \I 0 12' ".Slill being b i l I e d ~ G T E L 0 .  Curlome Snc( d.(J 707 OF ' SHI OlNG 7819328860 MEM 4/9/99 707 OF 
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€42 08 

602 .9419220741 CMR 4/13/99 01 B IF GULFCOAST 
RESPIFVITORY SERVICE 

lason: 18 
4/1299 4/16/99 603 603 

Tdal 

09 R IF ROYAL LISA 

Tdal Reason: 1 
InFtanchise: 3 , Business 2 Regulatory: 3 

Cell Deacrlptlon 
I1 

BTN WHO RECEIVED CLOSED CAL Complain 
Billing 

Fran CUSTOMER NAME LIsSue 

4/14/99 701 TX 08 B IF HAYSCOUNN 5122682522 AF8 

APPRAISAL DISTRICT 
Tolal Reason: 1 

4/16/93 703 
PORTRAIT HOMES INC. 87787122W MEM 

WU C.VlCTOR 2059728519 MEM 

THIBODEAUX MICHAEL 3129024334 MEM 

12 . Sllll recdvIng mmthly bllls. Curlo 4/12199 4/13/99 707 707 



/--\ 

CHEHRAZI DARAB 3105444124 AF8 M Y 9 9  4 R Y W  602 2 MIS . Swilched lo GTE .S GTELD wilhwt CA 
l Y m 0  

MEYER JENNIFER 

OLIVER MICHAEL ' 

8475935516 AFB 
3056735407 DR 

12 

09 

Switched lo GTELD lrwn Amerllech 

. Switched wilhoul authcrlullon. Cud 602 

sl Y 
F 

OF 

d4 

- 1- 

12 R 

12 R 

ROWAN MICHELE 

scon  GARY 

5167958913 DR 

7187833832 DR 

12 -SwllchnddGTELDhomAT6TwiwiLhou( 

12 - swllched 10 GTELD wivlout nulMLsU 

41 52394379 MEM 

2122653859 EG 

6508332432 EG 

5107926324 EG 

5167599305 EG 

9419553050 CMR 

41 57595307 EG 

4oi6834651 EG 

sic6534919 EG 

8139208244 MEM 

08 . Srrilched lo GTELD WllhoVl nulholl2aU 

11 

02 

02 

- Swilched lo GTELD w l w  aulhoO~%V 

. Swllched to GlELD wllhoul aulhoOliU 

. Swllched lo GTELD wilhwl nvthorlIaU 

08 R 

11 R 

02 R 

SUN JIW 'MICHELLE 

BURGOS ROSA 

CHUNG YOON CHUL 

GLASSER TERRl 

TRlNH MI 

HUMBLE JACK 

SEN B H l M  

412Y99 602 Tc+i,)b 01 . Swllched homAT6T loGTELDwllhoul 

- Switched 10 GTELD Vlvlwf sulhorlzab 4/19/99 412399 602 €42 02 

4121199 602 y,( f l D  02 . %itched 10 GTELD withan aulhoOLsU 

. Swllched 10 GTELD horn AThT wllhoul 02 

12 - Curlomsr swikhad lo Sprlnt Im GTEI 
Tdal Reason: 14 

412liW 699 
IF GREGORY JAMES 

Bllllng 13 
TYPE WR &ran CUSTOMER NAME 

TdslRssson: 1 
Regulatory: 4 In Franchlse: 5 Buslness 2 

BTN WHO RECEIVED CLOSED CAL Complaln Call hac r lp l l on  
t I l l U B  

LC e NE 02 - Being billed by L e i s h  Carl Roullnp. 7404683493 EG 41222199 701 
02 R TIJRNBULL SANDY 

TdalResson: 1 
M - GTELD cui tmol  no1 balnp billad. Cul  8045375576 ME 4R1199 702 ' L C K  VA 

04 R IF DILLION GERALD 

I 

4 



e 

9152473519 LY 4/27/99 

DNS 4 
TYPE WR Fran CUSTOMER NAME 

05 R IF CACHO RAYMOND 

09 R IF MARTIN CHRIS 

05 R IF MILLER MARY 

11 R IF WERNER EDWARD J. 

Unauthorized .12 
Change 
TYPE EIR F ~ X I  CUSTOMER'NAME 

09 R 

09 R 

I 

12 R 

03 R IF 

\ 

FULLER ALAN 

WONG PETER 

HORTA OLGA 

VENEGAR RICHARD 

In Franchise: 4 
ETN WHO RECEIVED 

5407860413 AFE 4/28/99 

9379470008 AFE 4/30/99 

9724917177 EG 4/29/99 

6082536427 ELH 4/27/99 

in Franchise: 4 

ETN WHO 

2814898615 CLM 

9735861514 DR 
. .  

7184992396 AFE 

9777199286 MP 

.. .~. 
4/30/99 499 19 09 . GTELD cuslomei received TMA call ' GTELD cvrlonierraceived . TX 

TMA call lwmg lo change 
lheir plan. Received 
inlormalion back lrom all 
TMA's Spling have no1 
wnlaclea cuslomer. 
Smke wilh curlomer 
advised -0 01 our 
lelamafislerr.had. 

Tolal Reason: 1 

Business 0 Regulatory: 1 

L lSS"e 
CLOSED CAL Complaln Call Descripllon DIS Regio 

P n  
Corraclive Action 

501 05 . Remove lrom all DNS lis1 no rearon g VA 

Tolal Reason: 1 
505 08 . M~lliple allemplcs Io remove Corn NE 

505 05 . Mulliple allempls lo remove lrom Do N TX 

505 I 1  . MUll~ple Jequesl Io remove lrom DNSK NO 
Tala1 Reason: 3 
Business 0 Reguialory: 3 

RECEIVED CLOSED CAL Complaln 
t Issue 

4/27/99 602 

4/27/99 4130/99 602 602 

*kJ.- 

4/29/99 +&! 
4/29/99 602 

DIS Regio 
P n  

corresiive 4siion Call D e s c r i p t i o n  

. Svilched lo GTELD lmm 4161 vilhw I Called C U ~ ~ O ~ E I  6 spoko OF 
Wilh Mr6. Io apologize 6 let 
her know Ihal I was 
invcrligaling an how lhcy 
v~rerwilched.Thcyhave 
already swilched bsck lo 
AThT. I gave her my 
named number. I called 
mabi 

Called C U ~ ~ O ~ E I  6 spoko OF 
Wilh Mr6. Io apologize 6 let 
her know Ihal I was 
invcrligaling an how lhcy 
v~rerwilched.Thcyhave 
already swilched bsck lo 
AThT. I gave her my 
named number. I called 
mabi 

09 . Swilchsd Io GTELD IromAT6Twilhaul Suilched wilhoul 602 OF 
aulbrizalion CFeckcd 
dmrr Snyder made Ihe 
sale. Checked snapp 
oulbwnd sale. ~ e ~ i ~ ~ ~ d . . J  n j c l  t - 
rpmr lransaclion hirlov 
s h e d  p'khed 10 GTELD, 
UIYeO laler dedivaled. /v 
3/29/98, Raviey8sd bu ' 

<-  

I 2  -SwiIched lo GTELO wi lbul  aulhorizali Inq G( Qf ' f i  ' OF 

03 . SIilChed lo GTELO wilhoul aulhorhali TX 



- 
LOBOSCO ANGEL0 2128793104 LY 4126199 4130199 602 

F 
r4 

8 I. bt -QiHJ 
oii 
Z.X% 

3 2  g, 
85 W 

-e 

4/27/99 H A 2  
O U L  

. UZ H SANCHEZ RIGOBERTO 3056810633 EG 

02 R WU LINOALEE 

02 R WILLIAMS JEFFERY 

12 R LUKASZEWICZ MARY 

03 R IF SMITH CARLM. 

04 R IF OWENS PAULMRS 

04 R IF HARTWIG BILL 

Billing 10 
TYPE B/R Fran CUSTOMER NAME 

12 R LAROUCHE EMILE 

05 R IF BALDUS GARY 

04 R IF ARMSTRONG DENIS 
02 . B ARGO TEHNICAL 

PUBLiSHlNG 

I 
12 R TU'RBEl? ViNCETTA 

6264477075 EG 4/28I99&&602 

9414821606 EG 4/28/99 602 

Total Reason: 8 
8504844328 QR 4/28/99 c,, EO= (1 & & l  -_5vilched byanolheicarf&&L 

8137528631 MP 4/28/99 603 03 . Swilched 1mm GTELC by Sprinl 
L / .  

04 . Svilched lo OAN from GTELD wilhoul 3348982742 LY 4/27/99 4/30/99 603 603 

3143384624 CLM 4/29/99 603 04 - Swilche6 by snolher carrier lrom GTEL 

Tolal Reason: 4 
in Franchise: 3 Business 1 Rcgulalory: 3 

BTN WHO RECEiVEO CLOSED CAL Complaln Call Description 
I Issue 

702 
i n 4  49(Jt&+ 

I 2  . No1 recciving bilirirlalemenlr GTEL 9544547405 CLM 4/29/99 

05 . MulliPle issues Curlorner dales Ihe 2196722607 AFB 4/30/99 702 

Tolal Reason: 2 
7658253701 CLM 4130199 703 M . Duplicate billing lw 800 number. 11 

. Slill being billed Io, 800 numkr. C 5094688525 EG 4/27/99 4/29/99 703 703 02 

Tolal Reason: 2 
3133816934 AFB 4/27/99 704 12 . R ~ 4 ~ ~ l l i n g  CombinCd~lling Cvslorner 

wilhoul aullmizalion 

was lo be on gleld back in 
dec 98 Advised il foak 
like she never go1 ~vtIcl ic 

MW l I  

01s R e ~ i o  Corrcclive Aclion 
t . P "  

Tolal Reason: 1 

Tolal Reason: 1 
04 R BACA MARiA TRINIDAD 5059821079 MEM 4/30/99 107 04 - Slill beinp billed by GTELC aller bei OF 

I 

' I  



Fr 

' 1 .  In Franchise: I Business ;, Regulatory: 0 
!4 
85  

Call  Description 0 W Fran C U S T O M E R  N A M E  B T N  WHO R E C E I V E D  C L O S E D  C A L  Complain 
Z Q m  I Issue srol 
Z Q  (Y 

0 w a IF R O S E N T H e L  DAVID 5624319475 BLH 516199 502 04 . Remove tram DNS lis1 second 8 %  z 
Total Reason: 1 

Unauthorized In Franchise: 5 Business 1 Regulaloty: 10 

Change 

07 R 

04 R 

12 R IF 

07 R IF 

04 R IF 

IN0 R 

09 R 

02 R 

10 R 

4 

--L 
0, 

w 

BAGWELL,BlLLlE 7134675552 BLH 

STEWART CHRISTINA 2069230518 MEM 

GU ME1 goga6aggi9 DR 

HINULEY SHELL1 ai36593881 DR 

HUBBELL DAWN 4407488074 BLH 

NAIFEH JIM 9014769591 OR 

ALTAMIRANO MYRIAM 6612992289 DR 
S. 

NELSON CLAUDIA 7183775307 CMR 

. LUGO F A ~ O  a 7736372172 EG 
MARGARITA , 

TYPE BIR Fran C U S T O M E R  N A M E  B T N  W H O  

4 

RECEIVED C L O S E D  C A L  Complain Cal l  Descrlpllon 
t Issue 

513199 5/7/99, 602 

w w r  

5/7/99 +w &2 

5/5/99 F r a ~ A 6 0 2  

513199 5/7/99 602 602 

5 n m  602 

5/3/99 516/99 602 602 

515199 602 

5/4/99 Lo f i  uci&J 602 

514199 f,mA602 602 

07 . Sfamminpcomplainl Mr 8ilIle Ba 

04 

12 

01 

. Swilched lo GTELD wllhoul Bulhorlrall 

. Swilched lo GTELD l iom EOT wIlhouI 

.Slamming complain1 .,. ShClli Hlnkle 

04 . Switched Io GTELD wllhoul LIulhoT(m1i 

Correcllve Action D I S  Reglo 
n 

CA 
1 

Swilched wilhoul GO2 FL 
permission ... lhree limes 
This Cwlamer was only 
scllchedone lime 212199 
by her husband signing a1 
aphonemal. Receivfdlhe G.rEdb ' I 
copy 01 the poi. The 
Nilomel IIC was Changed 
10 Ixc 01 h 

IN0 .Slammed by GTELO. Curlmar 16 Ihe 
SP 

-. . 

06 .Switched lo GTELD wllhoul aulhorizali 

02 . Smlched lo G E L 0  wilbvl au1hodZall xfiy dQf Ny 602 OF 
I O  -Switched 10 GTELD wilhaut eUthOrizslI S*ilched lo GTELD wilhoul 602 OF 

avlhar(zalion. TMA. 
Snyder LOA prodded Tfl y '( 4, - 
tool sale. Cvrlomerwss - 
n e w  appmached. 

5 



- .HU CHAI a VERA 9258311246 CMR , ri! 

2zm 
8 8  (u 

o u n ~  00 Y-i? 
( 0 1  R I  ' ' CONTANT ANDRE 9549202156 CMR 

ORTIZ ANN 5174423837 EG 

PEDERGRAFT ALETHA 6613278356  CMR 

RANNEEARGER FLOYO 3525180446 CMR 

QUI TOAN 3237358726 EG 

7603282806 EG 

u 

IMAbE INCORPORATED 7408810101 L Y  

12 R IF VANNESS .JOHN 2815549345 CLM 

10 R FURTA00 MANUEL 4012321017 CMR 

01 
,e++ L. 

514199 602. 602 

,5/5/99 * A 6 0 2  I 1  

514199- 602 602 02 

'5/6/99 602  02 

514199 602. 602 02 

5/4/99 5/7/99 602 602  02 

516199 602 09 

Total Reason: 17 
5/4/99 699 12 

5/3/99 5/4/99 699  699 IO 

Ciedilr were 15 00 2r25 ,J . 
chn Chg U 3/30 128 4S 11" 
billino b 19 54 4123 br ,, I 

yd4 
billing Calls w e l t  311 ilvu 
3125. NO paymen1r lore 
made by cusl SOLAR I 

. Swilched Io GTELD wllhaul sulhaizall 

. Swiiched lo GTELD fiom ATbTwllhaul 

. Conlirmalim 01 GTELD ~LNIC. requesl 

dirccl billlng from BILL.. Firs1 bill 3.1949 was 689 OF 
1.01 cr. AHEI dedvding 
15.W chn $YE ciedil lmm 
Ihe carder plan Chg 6. 
taxes lhe balwar $ 0 1  
clcdil. 4.19-99 bill was 
14.27. Curl made no 
Paymeoli b UBI not billed 
I 

___ 

Tolal Reason: 2 

In Franchise: 3 Business 1 Regulalofy: 2 
QTN WHO RECEIVED CLOSED CAL Complaln Cal l  Dercrlpllon 

t lasue 

Billing 
TYPE BIR Fran CUSTOMER NAME Corrscllva Acllon DIS Reglo 

n 

02 . Being billed by GTELD and Mlnlmun Ral 67 €%T) - f ix NE 6166415975 CMR 5/5/99 701 
--.-----.. 

02 R IF PONTIUS KEVIN b 
BRENDA 

Tolal Reason: 1 ' (0" 0,m 
12 R MARTINEZ ERNEST d 5163788288 CLM 514199 TO7 n * 12 . SliN belng billed by GTELD n e ~ r r e  shy&< -Ny OF 

ALlCjA 

SAMS GUADALUPE P. 3108309127 DR 5/5/99 517199 707 707 I 2  - SI111 belw bllled by GTELD. Curlome Sllll belng billed by GTELD 707 OF 
Ne'er  had GTE has 
pacific sen. ~ e v l ~ v ~ d  

shovs scllvaledlo GTELD 
7124108. Nolhing found in 

billing Imm AU~UII  98 Io 
C"W"1 

12 R 

/ 

-.L DMSS. Ravlwed bw 
0-l 

w 
N 

A 

' .  . 



- 
N 

W - 

0 
N 

J 

N 

J 
W 

> 
z 
0 
I 
D 

0 

c F 
0 

I > 
r 

5 
2 
z 
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[IN(; TIMOTHY ,-7074254948 BLH 

12 R PHAM HUU 

02 R CAMPOS GABRlEL 

6192806109 BLH 

3057409686 EG 

8313755859 CMR 

01 R BALDONl ARMANOO 9544542543 CMR 

CHEN ALBERT 6265743972 EG 01 R 

WESTMAAS RICHARD 6167758925 EG 

01 R I VENTURA MODESTA 7184991461 CMR 

TON KHOA 5107974487 ' CMR 01 R 

02 R OUINTANlLV\ ILEANA 3055458491 EG 
. JOSlF HAROLD 2022447003 EG 

* HSlCH JAMESY. 6195385775 EG 

RODRIGUEZ RAOUEL 3058583477 CMR 

5113199 5114199 h6PD2 109 . SwLlcl~ad 10 GTELO lroiiiAl61 willvwl Suilched IoGlELO Con> t OF 
A161 wilhoul aulhorizslion , 
Snyder made Ihe rile. 

Represenlalive has been 
lerminaled .Credited bill 
Oul order had been 
DiocerSed due lo PIC 
dispute. Advised 
LUIlomel. He 

YLC f - 
0 

t; 
-? 

51i1199 zr: 602 12 . SwilChed Io GTELO wilhod aUlhoii2ali Swilched lo GTELD wilhoul. 602 OF 
aulhoriralion. Snyder had, ' 

m r l h  C"Sl0mW 
nemrhadSSNorDLb'. 
Signabler were dillerenl. 
Onewasbl122lFll and . 
Curlomerrlaleddido'l s i  , 

. llie other 1.7.99. 

5/11/99 02 . Swilched lo GTELD lrom AT61 wilhoul 

5110199 Y12199 602 602 02 - CA P u t .  She received P call lrom the 

LOh QjS4-s 

01 . Swilched lo GTELO lrom AThT wilhoul 5/11/99 9 602' 

5/11/99 5/14/98 602 602 01 . Swilched lo GlELD wilhaul aulhorizali 

irt-5 

+ b a n k 4  & + 
C k p  U , W )  

CCcakJ-id - h o f -  Ir& 

5110199 602 11 (----J%. BB Dallas .The sodored teller 

5/1,/99-Fm,4L-602 01 . Swilched lo GTELD wilhod aulhorkinli 

~ 1 1 / 9 9 w A  602 01 . Swilched lo GTELD w i l h o ~ l  aulhodiali 

5114199 %& 602 02 . Swilched Io GlELD wilhoul sulhorizali 

5/11/99 FpUO2 
5111199 Tfl W D 6 O 2  02 . Swlched Io GlELD wilmul aulhorizali 

. Swilched Io GTELO lromAT6T w'fhoul 

01 
NOTES 

. Swilclisd Io GTELD lmm A161 

02 

x h y d ~ f -  F L  OF 

BILL- Fir61 bill 2-25-99. 602 OF 
Billed II2.8OFsblhruAipr' 
Credit 216 chn chg CI. 0a1 
17.80. No pmls.made by 
CYSI. NO WIIS were billed. 
Narler 6°C dale 2-16.89. 
SOLAR-. 10755381 C O ~ D  . 
2.17-99 SNAP.. 

.SYlydcr - 

Curlamers~lChedlo . 602 OF 
GTELD w10 Pulhoriralion 
TMA. Snyder Fool sale 
loa b Ipv recciced. 

voico on Ipv but only 
wanled fax line chsnped 

has been 



NO RPh+S (:A 

Tolal Reason 2 .o- In Franchise: 6 Business 2 Regulalory: 6 Billing 
TYPE E/R Fran  RECEIVED CLOSED CAL Complain Call Descriplion 

l lssue 
BTN WHO Correclive Aclion DIS Regia 

. n  

HI 12 R IF HIGA HENRY 

08 R IF BROWN LONNIE 

12 R EARUA PRABlR 

8084557392 LY 12 .Being billed by MCI Ciislomer slilles 
L__ 

5/12\99 701 

Tolal Reason: 1 
5113199 707 08 .Still bfing billed by GTELO Cunome 9722784988 MEM 

3154724549 MEM 

4147618880 CMR 

3058545362 CMR 

707 n 0 I‘ 0 “ 12 .Still k ing  billed br GTELD Curlome 

NOTES 
a u k -  - 311199 

5/14/99 707 02 . 02 R 

02 R 

MOLTER JOSEPH G 

CAREALLO ERBIO 5/11/99 5/12/99 707 707 

$-A 
02 . SIill being billed. Cvrlorner s l a m  - BILL.. April 4 bill Came nul 707 OF 

wilh bal due 26.28 I hsd 
irruedauUt31oIS21 92 
6 had lollowed YD W O . 3  -7flq d{ 
i i i ~ed~1 ior11 .91  N w a l  

- 

02 R ABNEY MICHAEL & 
ANNA 

9184743398 EG 5/13/99 707 707 02 . Slill being billed by GTELO and iecei 

4158983311 EG 511 4/99 707 

Tolal Reason: 6 

02 . Slill being billed lo( &eone else’s 02 B IF KLEIN DAVID 

04 R IF RALPH SHANNON 

l 2  R : LUPUL RYAN 
. . . .  ~ 

6185853273 DR 

2086761904 AFE 

9063416249 CMR 

NO 5/16/99 

511 3199 799 /q&- , 12 NW 

511 1/99 

5/12/99 

5/14/99 799 

799 04 .Billing dispule. cLdomer 1s diSDUli ___ - 
CA 

OF 

.> 02 . Aequesling3monlhs credil being do“ 

08 . Oeing billed 001 GTELD UISID~EI. Cur 

Tola1 Reason: 5 

‘-6 IF NORDEN ELAINE -. . . & i v  HEISNER-FAHL LINDA 3103705304 EG 

DEARMAN WILLIAM T. 7134657140 CLM I ’  08 E 

Other 3BIp In Franchise: 1 Business 2 Regulalory: 0 

~ P E  E‘R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complaln Cal l  Descrlplian 
I Issue 

Correclive Aslion ’ DIS Regio 

1 
EMP R HOWELL CAROLYN 8174278139 LY Y14/99 802 

Tolal Reason: 1 

OF EMP 
cur - 

.Wants GTELD canna place o m  

R 



HILL CINDY 8167323969 CLM 

COHEN ALBERT0 3058612818 MEM 

SNELL BRUCE 9047376347 CLM 

TANGUAY DEBORAH d. 5089230537 DR 
WILLIAM 

DEL RIOGRANOE 9564259842 CMR 
REFUGIO-LAW OFFICES 

LUM SHEWW. 4157764792 EG 

PORIG0 BETTE P. 3605715089 EG 

EAEZ EVELYN 7185887031 CMR 

RINKER SUSAN 8107355446 EG 

HORIZON .--5734461872 CLM 
LABOPATORIES INC - 
JERRY FAIN MODELS 8175401000 CLM 
INC. 

919199 602 

~21199  Ft&.w!uo?, 
57 9/99 €Q2. 

5/21/99 .-&. 

91U99 w 6 0 2  

5/19/99 7 @ ~ . , ~ & 0 2  
919199 0 2 ~  

5n1/99 

5/19/99 : 602 

L 5/21/99 602: 

.. 

YlIV99 602. 602 

00 

08 

I2 

08 

01 

02 

02 

02 

02 

M 

w 

.Switched lo GTELD wllhovl aulhodmll 

. Swilchnd lo GTELD Imm AThT V i l b v l  

- Swllchad Io GTELO wllhoul auVlOrizaU 

. Swilchad 10 GTELD wllhoul aulhodzaU 

.Being billed on Pay Phone by GTELD - 

. Swllchsd lo GTELD wl lbul  avVMdrsU 

~ Srilchad Io GTELD wllhoul aulhodzaU 

. Swllched lo GTELO wlthoul rolhohall 

. Swllched la GTELD Mlhwl sulhohall 

. Swilched Io WELD wlIbuL rulhollzaU 

. Swllchad 10 GTELD wllhout aulhorlzaU 

Total Reason: 13 
In Franchlse: 8 Buslness 3 'Regulatory: 3 

BTN WHO RECEIVED ,CLOSED CAL Cornplaln Call Descriptlon 
Bililng 
P/PE B/R Fran CUSTOMER NAME 

1 Issue 

08 R 

04 R 

04 B '1, 

I 

ComcUv.AcUon . DiS Re+ 
P n  

SAN GIL MONICO 7605913760 BLH 5/18199 5/19/99 701 701 08 . Beinp billnd by AThT but mlh GTELD. Being billed by.AThT bul 701 OF 
Vilh GTELD. Curlomdr 
Mailer S e n l a  Dale is 
OYZSW. Was.bllled by s n y c k  (I- 6;((xk b & c  c 

o , q i j e  .'I & T f l P  AThTlwwDon03/2(V98. 
Sa* wa1  adlvsled oq 

calli on 0 ~ 0 8 8 s  IO b bl 
a m u s  W U S ~ ~ Q  iho 

6;( [J b  to^ - nof- ~uc/( G(dk1D 
ROBERSON CHRISTINA 9419238654 Ly 5no199 701 12 .Being b i d  by anoUwr ComDanly. Cui FL 

DIVERSIFIED LIFTING OF 5016752878 DR 
ARKANSAS 

Vi8199 921199 701 70 i  Ob .Being bllled by AThT bul Is s GTELD c Cvrlomer stales belng 701 MW 
blllnd byAT6T rhwld haw 1, J GTELD. 

Total Reason: 3 
LAYER PATRICIA 8635462747 AFB 5/19/99 703 i p c h d i . a l  &..ffalddbk$ 6&&h&$$ih&'L " so 
SUNFLOWER WINDOW 
COVERING 

9099859913 BLH Bllled lw loll X lea. . ', 703 CA 
C~rlonmr sa1d.b never ' 
requasled a Id1 I r n O  . 
numtar and ha never know 
hs had Iha number. 
Cradilsd VIeuilom(lrlor' If 

919199' 5/20/99 703 703 M .Billad lo( loll X Iw. Curlomsr dlsp 

!he mntNyre5Jnlnp 
charge lor Iha loll bss 
numberendca 

. .  

4 



24 
(D 
0 % ?  thor, I In Franchise: 3 Business Regulatory: 8 
oa 
Z E  (;e - - %  0)  .- 
2 ETN WHO RECEIVED CLOSED CAL Complaln 0 ,,I ;ran CUSTOMER NAME 
o w a  ' t Issun 

Call Descrlptlon 

u) 

09 R COFFEY DENNIS 2534720892 AFB 5,26f9&-A 602 lz(q' 00 -Swilch~dIOGTELD~lhoUlsuVlori lal l  Snyikf,- u'k OF 7 ;o' 
-~ 

BORBON JULIETA 2534719288 AFB 5/27/99 c$ &i 5 lo( 4% 09 '-SwilchsdIoGTELDfmmWorldCom ~ ~ y ~ ( ( . " '  OF 09 R 

12 R IF MABARD1 JUSTIN e0~9619508 LY 5/25/99 iff 4 31 49 12 -SwilchadloGTELDfmmAT6Twilbul J R ~  As( C& CA 

07 R FERNANDU REBECCA 4087250580 AFE 

who 

07 . Unaulbrirsd change wmplalnl ,.. R e  
ed In rlganalura of 

end Flnsl blll pan lad 
wilhObalancs. c.b - 

/--- 
YEUNG CHI b ME1 7035341437 LY Y26/99 L o p  % 602 03 -SwilchadloGTELDwllhouleuhW(rsti ~ ~ ~ y d ~ ~  v 4  OF 

925199 5/25/99 602 602 @ -SwilchadtoGTELDhomAThTwllhovl Cutlomrlr &norhas : 602 TX 

jslS 
03 R 

MIS R IF WILLET DUWAYNE 9723040941 AFE 
War besn a GTELD 
anlomdr. Rdemedlo / 
LEC rwerdlnp psribls PIC 
ntnrlcllon M-RI8. , 

,- ._ 
09 R SIPES SHARON 7404747446 DR 5/26/99 602 00 . Swllchod Io GTELD MlhouI wlhorizall 6 T  E LD- NE 

ROORIQUEZ VICENTE 3058878782 CMR 5/27/99 -&m& 602 9 I q g 02 . swiichsd IO G T E L O ~ ~ I ~ D ~ I  nuihcmti OF ' 3- 5168646713 EG 5/24/99 T,f! wb02 10 Iqg 02 .NYPUC-Curlomerwesalammed OF 
back In 

GARNER ALEERTH.& 7ie94i2118 EG 5/25/99 ?{,$.)) 602 (Q 1 qq 01 . Swllched lo GTELO Imm AThT wi lbul  _.' WAN ATHA 

7t85996224 EG 5/25199FK@>602 2 146 01 - NOTE a 
01 R 

P E R U  JOE 

GORDON NORMAN 7183438872 BLH 5/24/99 -,602 602 01 . FCC . ma name of my Lono Dirlanu, Swllched lo GTELO wilhoul 602 OF 
aulhorlrelion. Snyder 
nudo Iho sale. 
Repreranlalivs has been 
br?dnslad. Sen(- has 

Acmunl has been mdiled. 
Meilsd mpy o! Ihe LOA, ' 

Csllsd Ihe cu 

I 
02 . MA PUC . Slsmdn~: DO NOT Swilchsd lo GTELD wilhoul 602 OF 
CONTACT TH Bulhor(TBtion. Snyder ' 

GRAMMAS ALEXANDER 9786641011 6LH Y24/99 525199 602 602 02 R 

4 



c 

Docket No. 990362-Tl 
Exhibit REP-21 
Page 100 

161 54 



0 0  
N N  

W W  - 

m m  
0 0  

0 -  
N N  

w 7 J  

0 
W 

W 

- 
-n 

N 

N 

m 

(0 m 
N 
VI 

-4 * 

E 



11 R IF DWAROS HELEN& 
JAMES . 

05 B .IF MTRDESIGN 

DNS 1 
P l P E  BIR Fran CUSTOMERNAME 

09 R IF JOHNSON BRYAN 

1 I . Mlrlnlormalbn abwlmle¶. CWSlCmar CL) x3-t: VA 5405599560 CMR 6/3/99 405 

Total Reason: 4 

TOM Reason: 1 
In Franchlse: 1 Buslness 0 Regulatory: 0 

05 -Vad(ylnp GTE Tdemrkaler W e %  C - 8059643183 MEM 6/4/99 499 

BTN WHO RECEIVED CLOSED CAL Complaln Call Descriptlon 
t Issue 

CA 

I 

Cornctlve Actlon 01s Reglo 
n 

FL - M) . R a m o  horn DNS nat no rearm 8139956422 DR 6/2/99 501 

Total Reason: 1 
In Franchlse: 2 Business 3 Regulatory: 2 ,-. 

I 
Unauthorized ,&'s' 
Change .[5\tJq 

Call Dsscrlpllon C o r r a c h  Acllen DIS Raplo TYPE BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complaln 
t Issue n 

04 R KABANA CHRIS 7817293392 MEM 6/3/99TfLq&. 602 31qq 04 -S~lChadloGTELOImmAT4Twllhwl S n y c k r  - hk OF 
MERiSlER MIRLAINE 3059197446 CMR W 9 9  &+wi%dii 602 G(4gol -Swllchsdl?GTELDxllhoutaumOBaU .ykI(d~( - f"L 602 OF 

NW 

6TE L D  < b ,'/La. m B IF DISCOUNTBABYSTORE 360679ma AFE s i299  6M 04 - svllched lo GTELO rmm MCI wlllmut 

IF A ~ F I G A  6 6083396703 MEM 5/1/99 602 602 04 - S d l i h e d ~ E b $ * ( I V a ~ N l h d ~ ~ l l  /&,wLmb2 
OF Snydt, r 'FL 

6T E 9 
GLOBALSPO TlNG 4079337916 EG 02 . Swilched lo GTELD lmm MCI *Alhoul 

TUlTLE DAV16 7817698415 AFB 6m99 699 . Swllched lo MCI Woddmrnm and 

o 01 O r \  Gqlq 
OF 

? 1 12 R 
.~. ._ 

Total Reason: 1 
3 : H \ s  . In Franchise: 3 Buslness 1 Regulalory: 5 

BTN WHO RECEIVED CLOSED CAL Complaln Call Descriptlon Corracuw Actlon 01s Redo 

t Issue 

Bllllng 
TYPE B/R Fren CUSTOMER NAME 

n 

02 R MOON DELPHIA MARIA 919304374.2 EG 6 N 9 9  6l3199 701 701 02 . Curlmr chose G E  as Imp dlslanca Miadlmd Thk Exfen7 OF 
EClrsu GTELD W 

TotalReason: 1 L& *iJb- 
04 R PEREZ CARLOS 6175760126 LY 6/3/99 707 707 c4 .SIM blnp b l n k  Cuslmor datoa Lyk y ,+fl 707 OF 

12  -CurlmerrU m M n g  blnMwn no C u r l ~ r 8 t I n  rsmlvlng blll 707 t45 12 R ALIMCHANDANI' ' 3138715939 DR 6 N 9 9  6/3/99 707 707 
*mennobwerwllh 
GELD. ~evlswedrpms 
shorn adbated Io GTELD 
MIOL No ta l  d e .  
rscslved fm Ihe 1% lo 6T E 
cancel servlcs. Rsvlrmsd v m o  
bi bllnnQ lmm March 
l h w h  ",&., 

a a z  m P 

ANEESHA 
_- __ 

. .  

fa W X 8  z ,  
2 
0) 

0) 
)u 

* 

, .  

3 



M199 El10199 301 1 

07 R IF LAWRENCEAPPRAISAL 8083293900 MP 
GROUP 

12 R PATEL JlGAR 7325482688 CLM 

12 R IF ELLIS K E N T  2194822845 AFB 

12 R KUAN JENNY 6094295049 LY 

07 R STROUD SANDRA 7279376551 .AFB 

12 R NGUYEN VU 9727279999 AFB 

M E IF DOCTOR'SEOUIPMENT 9724231947 MP 

09 B IF SANDYFARMS 

TMA 3 
T(PE BIR Fran CUSTOMER NAME 

10 R GElER FATIMA 

' 1 2  R IF BUTCHER TOMMY 

BEAR JULIE K. 

DNS 1 

M p E  BIR Fran CUSTOMER NAME 

04 R LARSON A.C. 
I 

5036684525 ME 

Tolal Reason: 2 
6110199 303 

6110/99 

6/8/99 303 12 . I.YB rpenl h e  lark tmur Wng lo ob c__ NO 

OF 6/10/99 303 12 . Dldnl mmlw 380 frw mlnuloa on 6 

8110199 303 O? . 1 doo'l wan1 lhls GTE Flat Rsle Plui &TE l-3 FL 

8110199 303 12 . Pmmlrsd 60 wwkend dnutas lme l l  OF 

EJ10199 303 M .Customer qu(lSll0nhQ Mlnlmum Fws. I 1  TX 

NW 6/9/99 303 09 .Has rep namad Paler all horn 

Total Reason: 8 
In Franchlse: 2 Buslness: 0 Regulatory: 2 

8TN WHO RECEIVED CLOSED CALL Complalnt Call Deaorlpllon corncu*. A d o n  DlSP Rsrhn  

5086732751 CM w199 

- 

OF 

Tolal Reason:. 1 
9722215929 LY 618199 6/11/99 405 405 12 - P W R S E R V [ C E - O ~ M ~ M J ~ Y M ~ Y  171h Cor lomrrashsdpwr  405 TX 

1W bMlca Imm a @e 
OpPBlOIwhen hs tried lo '  
horplbl maha I 3rd d opsralordw pty call from a 

M l h w w h s l l o d o w i l h  67' [' L.'i> 
a8l-r .  Spoke Hilh 
( U S I o ~ r  Ppoloplzed lo; 
what happ 

7608736852 CM 6/11/99 405 405 01 -Curl. or(g1nally quoled .3Ymln wllh 

Tobl Reason: 2 
In Franchlse: 0 Buslness: 0 Regulalory: 0 

I BTN WHO RECEIVED CLOSED CALL Complalnl Cell Descrlptlon 
Issue 

2565744745 BLH 6/10/99 502 M '.Add Io Do No1 SollJl 11~1. Th, a11 

Tola1 Reason: 1 

CornsUvi  AcUon DlSP Repion 

. .  
so 

. .  

.. . __ 
4 



\2, 26 In Franchise: 4 Bus In e s s : Regulatory: 19 - 5 ) I  1 

HALL ROBERT 6366398038 LY 12 R 
07 R OSBORNE NANCY 2065234571 CLM 

07 R IF EUNTlNGEiECTRlCCO. 5012292479 ME 

07 R 

12 R 

LINDA 9724889229 CLM 

ANDUZE ENNA 3059198771 BW 

ARMENDARIZ RAUL 9155853222 EG 

B E T S  JOHNNIE 7736814695 CM 

02 R IF FRANKLIN PEGGl 9097630030 EG 

01 R GARDNER STEPHEN H. 2125358597 CM 

ni R CUSIMANO JAMES k 

SPERLING JOANNE 

-1 ALDERETE ANNA 

01 R LEISECA EDUARDD 

SAND02 MILES s COBOS GEORGE 

01 R IF LUKER JAt4ESS.h 
I CHARLENE 

01 R OGDEN PAGE 

8313755336 EG 

9547339856 EG 

8316759243 CM 

3052219986 EG 

3087831077 EO 

9566310720 EG 

9419215253 CM 

2126757370 CM 

RECEIVED CLOSED CALL Complalnt Call Oeicrlptlon 
I s w e  

51.999 5/8/99 602 699 EMP -Swllchad la GTELD 

cp. 
DlSP Ra&n C o r n c U r a  AsUon 

699 OF 

, 6/11/99 6 0 2 .  602 12 . UnaulMred chanp Io GTE. 

a10199 602 07 .Customer cnp they ware NlllChsd 10 E LS) ; MW 

WW99 602 07 .The cuslomer w b  has lelaphona # ( I '  OF 

5110199 6111/99 602. 602 12 ~ SwltchW to GTELD xllhout auhor(2all Swilched Io GTELO . 602 OF 
xlllw"t IUlbrtZdIIMI. 
Customar dtd no1 sign 
snyihina was out 01 the 
munlry h Ssplarnbsr 

has d u d  lo 5onlar 01 
chka. Snyder 
raprsrenlaliva has b ' . 

j-n A t  ( - 
CISdll kiusd. CY&10mel 

F L. 

5110199 6111/99 602. 602 12 ~ SwltchW to GTELD xllhout auhor(2all Swilched Io GTELO . 602 OF 
xlllw"t IUlbrtZdIIMI. 
Customar dtd no1 sign 
snyihina was out 01 the 
munlry h Ssplarnbsr 

has d u d  lo 5onlar 01 
chka. Snyder 
raprsrenlaliva has b ' . 

j-n A t  ( - 
CISdll kiusd. CY&10mel 

F L. 

CA 

OF 

OF 

OF 

OF 

OF 

OF 

OF 

FL 

OF 

5 



9 

H18 QLE9966EOL 3N3HSNVn3 3NVM LOL LOL 6610I19 6610I19 
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g? IF STIMSON HERBERT 

z s  0) WEIMER ELIZABETH 

22% *".- 
8 1  2 

a IF SALEM LUTHERAN 
CHURCH 

DNS 3 
TYPE E/R Fran CUSTOMERNAME 

08 R IF BOND SUSAN 

04 R MARINO DONNA 

04 R MARTINEZ DONNA 

Unauthorlzed 24 

Change 
TYPE 6/17 Fran CUSTOMER NAME 

02 B ONTRO 

12 R CHEUNG KWOK 

12 R ZHANG HAORAN 

I 

07 R I HOOD DAVE 

01 R BASKIN BARBARA 

Total Reason: 

Tola(Reason: 1 

9097451306 CMR 6122199 402 0 2   too many cdlls from TMA feels h a m s  

7274480900 DR , ' 5123199 405 08 . Mirinlomallon abaul ~ u c l d m l e s k  

7172926126 CLM 5/23/99 405 405 12 - Mirlnlonalbn a b u l  Pmdwldraleds 

Total Reason: 2 
in Franchise: 1 Business 0 Regulatory: 0 

8TN WHO RECEIVED CLOSED CAL Complaln 
I Issue 

9417511544 DR 6/24/99 60.5199 501 501 

7776561732 OR Y2Y99 501 

Tolal Reason: 2 

Tola1 Reason: 1 

6615368172 BLH 6/24\99 505 505 

Call Oescrlpllon 

08 . Pul on 'Do No1 Soliol LlrL' Cuslom 

04 -No rolldlallon-Do No1 Call Curbmar 

M . Mulllpla aHemp13 lo mmov0. Plears 

In Franchise: 4 Buslness 4 Regulatory: 21 

ETN WHO RECEIVED CLOSED CAL Cornplaln Call Dem-lptlon 
t l a w e  

6194867200 CMR 512999 601 02 . Racalved W e I m 4  Loner rlpned by 

3232251663 DR 

7488792945 CLM 

5/23/99 

m2I99 

12 

12 

. SwllcAed Io GTELD vllbul ihsb psml 

. Swilched lo GTELD w l l b u l  avlhorlz8U 

CA 

&TED FL . -  
PhonsxareSqla. Tape 405 NE $j 
req"s.led. . I ,  

E; 
I- 

Called wslonmr lalked lo 
Susan she addsod 

calli a day lor 8 b~llners 
wrlomr Joraph Tqior. 
Shes rmb raalvad MI 
call horn I GTE 
le1ermhIe.r and was 
addsod lo call our n 

60meUmOS I I M h S  h e  

DIS Rsglo 
n 

501 FL 

FL 

505 CA 

015 Roglo 
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F 

5i 
2 

8 s  
"d 
O W ,  5 5 Fren CUSTOMER NAME 
22z g, 
8 5  - 
O W L  
n IF PITEK ANDREWM. 

PATRICK GRACE 
PHOTOGRAPHY 

09 B 

DNS 1 

TYPE EIR Fran CUSTOMER NAME 

04 R KUMICK ALBERT 

Unauthorized 2a 
Change 
TYPE BIR Fren CUSTOMERNAME 

Tolal Reason: 
In Franchlse: 1 Business 1 Regulatory: 0 

ETN WHO,  RECEIVE0 CLOSE0 CAL Complaln Call Descrlptlon 
t l swe  

405 12 .Iwirhlorscli~acarsof'Crsmmlog 5175224443 AFB 6130199 

2073634665 DR r m 9  405 09 . . Th4A.dslnlomllm aboul pmduddral 

Tobl Reason: 2 
In Franchlse: ' 0 Business 0 Regulatory: 0 

BTN WHO RECEIVED CLOSED CAL Complaln Call Deacrlptlon 
1 Issue 

7273630426 LY 6/30/99 7W99 501 501 OI -Please ~emove wrlomr fmm GTELD 

Tobl  R e a m :  1 
In Franchlse: 7 Buslness 1 Regulatov: 23 

ETN WHO RECEIVED CLOSED CAL Complaln Csll D,eacrlpllon 

I 

L Tolal Reason: 1 
RAVINIJTHALA RAVI 2488273617 DR M9/99 602 qi.wo 12 . Swilched lo GTELD from Connsclfrea 

12 R 
09 R , FICARA JERRY 9549899535 CMR 6/29/99 6130/99 602 . Mi$ c a l k  raylnp was slammed 3-3-98. 

019 Raglo CormcI I~d Acllon 
n 

6-1- E L . .  NE 

OF 

01s R q l o  comcuv. Actlo" 
n 

CUSTOMER STATES 
SWITCHED f 0  GTELD 

TION. TMA . 
b-FOOTSALE. 

SNYDEWBIUNARER 
CUSTOMER RECEIVED 
VERIFCATION LETTER 
AND CALLED TO 
DISPUTE. LON 

601 OF 

- . .. . .. .. . 

@I29 Mn uprsl slill billing 602 OF 
Told her I wutd take ca!e 
Olpmblem6csHharback 
w k o  mmplslad. Sha raid 
mads M) paymnk. Called 

4 
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02 R 

01 R IF 

BRISSON MARILYN 4073221431 BLH 5129199 7 N 9 9 G  

NATHAN MARTIN L 3056667680 EG 

SHERMAN DARLENE K. 8144375405 EG 

OH MOONTAK -8179215349 EG 

MNGBARTELS SHELIA 7137992416 EG 

CHOUDHURY AREEFA 2815991221 EG 

SENA GEORGIANA 

RUBIN JOSEPH 

MAYOR NELSON 

MC CONNEL PAUL 

01 R j MOON EUGENE 

5168723387 EG 

3059569046 BLH 

3052643320 BLH 

8137884914 BLH 

7/2/99 Fi4A da 02 

6/29/99 602 

6/29/99 h b  602 

w30199 LOA .cwse 
6/30/99 602 

01 . Swilched Io GTELD irom MCI wllh3ul 

10 . Recalve no renicer lrom GTELD bul 

01 - Swllched lo GTELD rmm Liisilns Amed 

01 . Swllched lo GTELD wllhoul aulhodzali 

02 - ~ F a F a r a l r m r l a y e e r n w  l h a v  

01 -SlnwI had4nougholMCIRs 

6/29/99 C l h d -  ee% - Swllched lo GTELD irom AThT wllhoul 

1 3 3 0 / 9 9 s d 6 0 2  . Anachad Is B blll ~ a n l  lo m4 lndlcal 

7/Z99-9' 602 

6/29/99 W30199 602 699 

2125951192 EG Bn9/99 6 G r  602 

I 

7/1/99 04 Fj IF ' HOUSEOFTELEPHONES9154820101 DR 602 

02 

01 

01 

04 

. swllchd lo GTELD imm AThT wllhoul 

. Swllched Io GTELD imm AThT wllhoul 

. m e  above mmpleinl was mlrfilsd In E Curlomar says he war 602 OF 
Witched WIlhoUl 
auIMzaUon. T .Snyder 
-LOA pmvlda lwl sale 
Curlmer says h o d  

MII remambo, boinp --- 
sppmached. Sale War 
rlwpsd 81 h a -  SME 
DISPLITEO. CUSTOMER 
MUSTH 

8 



0 0 , -  

W J  
c 



0, 

N N  
o g  

ou 

P 

", 0 

\ 16223 



F 

KLEIN ANDREW 

DEMEL SOL 

INVALDI ROBERTO 

SUTLIFF SHANE 

HO FRENDA 

LUO YUN 

Billing 9 

TYPE B/R J ~ m n  CUSTOMERNAME 

09 R , SCHRADER NANCY 

3056727345 DR 

7074479323 CMR 

6303255023 CMR 

71a4496912 BLH 

5617366047 BLH 

7734041569 BLH 

5019636744 AFB 

5107802829 CMR 

6146500712 CMR 

-- 
. .  

A 
7/22/99 7 mu 602 

603 7/21/99 
T O ~ I  keason: 10 

7/22/99 L O A  +~J+.s 
7/22/99 7/22/99 603 603 

7/23/99 7/23/99 603 603 

Tolal Reason: 4 
In Franchise: 3 Business 0 

01 .SwllchedloGTELDwilhautaulhorf~aU -%yd<r 5 L- OF 

MW or 
01 .SwilchdIoGTELDImmMCIwilhoul :,Thy 4 4 ,  I OF 

01 . Swliched by amber wnlsr hom GTEL SOCAR: 12550156 ' 603 OF 

. Swllched by amlhar wnler hom GTEL 

u20189 ...... 02220222 
8lllV90. SNAP: Nolhlnq 
mled In Snap. DNS: 
Added 7122-W. 
FINDINGS: 7122Cdlsd . (.; I\ ; 0 - 
curl h Ulked lo Ma  
[ J o y ]  she sald war ml 
ilammsd by GTELD. She 
raid s - 

02 
culloms 

. swilched byATh1 horn GTELD. 

Regulatory: 3 
CorncUve AcUon , OIS Raglo BTN WHO RECEIVED CLOSED CAL COmPlaln Call Description 

1 ISSUB " 

w . GTELD Prapsld Calling Card pm no1 pi 7/21/99 7/21/99 705 705 5708863763 Ly 

I 

mu2 days Imm theday 
rha wiled h has rot bean 
called. Called Sild h 
recslvad pin number lor. 
CUIIO~OL They slated 

-- ---- 
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NUNEZ BERTA 3053267206 BLH 

01 R IF  P ISCIOTTA C H A R L E S P .  9419277235 CMR 

YAO JAMES 8052515715 CMR %> ROSARIO MlWl 5166715087 CMR 

IF BARON AND BARON INC7148981255 EG 
,.-. ', 

09 B IF EDDIES ALUMINUM 71793350M CLM 
SERVICES 

7/29/99 7L3W99 

d k  602 

7/28199 7/29/99 602 602 

-Fr L - u A  

7R@J99 602 

7127/99F/?4&D 602 ' 

7 n w 9  602 

Total Reason: 27 
7126199 7/27/99 603 €43 

7/27/99 8/2/99 EO3 603 

01 . Swilched lmm AT61  lo GTELD wilhovl 

01 . Swilched l o  GTELO Imm AThT wllhoul 

01 

02 

01 

. Swilched lo GTELD wllhoul su!hodzaU 

- Swilchd lo GTELO Imm AT61 wilhml 

-Sdlchod lo GTELD from Spdnl wilhoul 

IN0 
Imm 

. S18mmed away Imm GTELD. Lana, 

OQ . Switched by Spdnl lrm GTELD. 

Total Reason: 2 
In Franchise: 7 Buslness 0 Regulatory: 3 

ETN WHO RECEIVED CLOSED C A L  Complain Call Oescr lp l ion 
t ISSUB 

siilirlg 
TYPE BIR ,  ran CUSTOMER N A M E  

... 
Swilched Imm AThT Io 602 O F  
GTELD wilhoyl 01 
wlMtizalion. PIC m 
rsrlriclion. Cradil lriued. cu 
Snyder made Ine sals. (b 
Rsprarenlalivs was , P 

tarminaiad. Called -.% Y d?/ - , -,.. 
wrlonmrreached 
m r d i n p  lhal raid Tho 
number you 

S O L A R C E Z B ~ Z S ~ O ~ ~  602 FL 
11-0.90 IO 
add ..... CI4IOQZl mmp . 
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GTE Service corporation 

April 14. 1999 

Ms. Elsie Akanb) 
Division of Consumer Affairs 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

600 Htdden P8dSe 
Iwng..iX 7338 

HQEOlG33 

Complaints 2lisr :el 3:’ z:? 

V u  Facslmtle 10 
RSOiJl3-6362 

RE: Ms. Annette Cimeus 
1095 Northeast 1 45Ih Street 
North Miami, FL 33161 
Telephone: 305/945-2148 
Request Number: 2510051 
Received: March 30, 1999 

Dear Ms. Akanbi: 

GTE Long Distance (GTELD) has reviewed Ms. Cimeus’ complaint, GTELD 
takes pride in providing its customers with the finest services in the industry and 
would never knowingly allow a customer‘s service to be switched without their 
consent. 

In researching Ms. Cimeus’ complaint, our records indicate GTELD began 
providing interLATA long distance service to telephone number above on June 2, 
1998. GTELD began providing service after receiving a Long Distance Provider 
Change Form (LOA) from GTELD sales agent, Snyder Communications. 
Snyder‘s sales representative, # I  1859, generated the LOA, and purportedly, 
verified the order before submitting the LOA to GTELD for processing. The 
name of Annette Cimeus, dated May 9. 1998, is shown on the LOA for the 
number above. On January 30, 1999, GTELD received an electronic 
deactivation request from Ms. Cimeus’ local exchange company (LEC), and 
canceled the account. 

A GTELD representative attempted to contact Ms. Cimeus to discuss the 
complaint and left a message for her, requesting a return call to GTELD 
Customer Relations representative, Elizabeth Garivay, at her toll free telephone 
number, 888/483-7770. The current balance on the account is $721.51 for calls 
made during the period of Octobm29,1998 through January 2,1999. Due to the 
balance due on the account, GTELD is unable to resolve this matter without first 
speaking with Ms. Cimeus. Ms. Cimeus should contact Ms. Garivay as soon as 
possible. 

534 1 
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GTELD has very high ethical standards and guidelines and does not condone 
any unauthorized changes in a customer's service by its own employees, its 
contracted vendors, or their employees. If GTELD finds the LOA was generated 

';by one of our sales agent's employees, without the customer's consent, GTELD 
demands the sales agent take appropriate disciplinary action against the 
employee. up to and including termination. When Ms. Cimeus' complaint was 
brought to GTELD's attention, a copy of the LOA was sent to the sales agent for 
review with the sales representative who generated the LOA and service 
activation request. 

GTELD apologizes for any inconvenience Ms. Cimeus may have experienced 
due to the actions of its sales agent. GTELD prides itself on being a World-Class 
service provider and is taking steps to try to ensure its sales agents comply with 
GTELD high standards and the sales agents are held accountable for the actions 
of their employees should those standards not be met. 

GTELD added Ms. Cimeus' name and telephone number to the GTE Master I& 
Not Solicit list effective April 19, 1999. Please call me at 972i718-8948 i f  there is 
anything else I can do to assist you or Ms. Cirneus. 

Sincerely, 

- 
Jane F&e 
Manager-Regulatory Accounting and Compliance 

JFL:sar:sal 
Attachment 

c: A. Cirneus (w/o attachment) 
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To : 
From : 
cc: 
BCC : 

Subject: 
' Attachment: 

Date: 

A l l :  

Regulatory 
Susan RobinsonBCO. LDSVCS - 4  

FL PUC - ANNETTE CIMEUS (LD/SLAMMING) DUE 4/14/99 

4/14/99 9 : 5 4  AM 
h:\attach\cimeus.doc 
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please see the attached draft letter in response to the complaint filed with 
the FL Puc by Ms. Cimeus. Ms. Cimeus complained her long distance service 
provider was changed without authorization. 

Snyder generated FIVE LOAs. Please note, I found no record of the L O A ( s )  in 
ECR and have requested PSF fax them over. Regulatory, if you did not 
receive a copy either, please advise and I will fax my copy over when I 
receive them. The LOA which activated service is dated 5/9/98. 

GTELD received a LEC deactivation request and canceled the account. The 
billing system (LEC or LD?) issued f u l l  credit at that time,. totaling $14.82 
(including an over-crediting and refund included in the total credits (to 
the left) of $4.19.) However, according to PSF, Central Ticket 
Investigation (CTI) went in and re-activated the billing system to bill 
previously unbilled toll that had fallen out. (I WISH THEY WOULD STOP DOING 
THAT!) I will speak with Liz about the problem this morning as this is the 
3rd complaint we have received in 2 weeks in which CTI went in and 
re-activated the billing after the complaint was resolved and closed, 
resulting in a commission complaint and supplemental request from the 
commission. No mention was made in the Oasis email report regarding 
reimbursement of switching fees. However, I removed the clause and PSF 
indicated that no further reimbursements can be issued, given the dollar 
amount on the balance on the account, until Ms. Cimeus returns PSF's call to 
discuss the complaint. Since we did not issue any further credits (yet), I 
did not address any previous credits so as not to confuse the issue. 

PSF tried to contact Ms. Cimeus to discuss the complaint and left a message 
for her to return the call. 

LEC: OOF - Unknown / Disposition of Rep: ID# 11859 Supervisor: ID# 
21169 - No reference in Oasis closure email. However, per verbal from PSF 
and Regulatory, all Snyder FL Foot sales terminated. However, verbiage 
seemed inappropriate at this time since we are not really agreeing that the 
service was changed without authorization until PSF is able to discuss the 
complaint with Ms. Cimeus. Reference to the clause will only confuse the 
matter at this time. 

If there are any major additions or amendments to this draft letter, please 
refer the revisions to Susan Robinson for review prior to sending to the 
government agency to ensure agreement. 

Please call me if you require additional information or assistance. 

Thank you! 

. .  .. 
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TO: 

From: 
cc: 

Bcc : 
Subject: 

Attachment: 
Date : 

All: 
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Chiara Hamilton@CO.LDSVCS.4,Christi GaTy3PmPLCV.ACC,Zce 
AddicottaCO.LDSVCS.4,Larry Commons@CO.LDSVCS.4,Lee 
Swiftc3CO.LDSVCS.4,Reggie Walkerc3CO.LDSVCS.4,Sara 
Lauer@PLNPLCY.ACC 
Susan Robinson@CO.LDSVCS.4 

FL PUC - ANNETTE CIMEUS (LD/SLAMMING) DUE 4/14/99 
cimens.doc 
4/14/99 9:48 AM 

please see the attached draft letter in response to the complaint filed 
with the FL PUC by Ms. Cimeus. Ms. Cimeus complained her long distance 
service provider was changed without authorization. 

Snyder generated FIVE LOAs. 
LOA(S) in ECR and have requested PSF fax them over. Regulatory, if you 
did not receive a copy either, please advise and I will fax my copy over 
when I receive them. The LOA which activated service is dated 5/9/98. 

GTELD received a LEC deactivation request and canceled the account. The 
billing system (LEC o r  LD?) issued full credit~at that time, totaling 
$14.82 (including an over-crediting and refund included in the total 
credits (to the left) of $4.19.) However, according to PSF, Central 
Ticket Investigation (CTI) went in and re-activated the billing system 
to bill previously unbilled toll that had fallen out. (I WISH THEY - - .  
WOULD STOP DOING THAT!) I will speak with Liz about the problem this 
morning as this i.s the 3rd complaint we have received in 2 weeks in 
which CTI went in and re-activated the billing after the complaint was 
resolved and closed, resulting in a commission complaint and 
supplemental request from the commission. No mention was made in the 
Oasis email report regarding reimbursement of switching fees. However, 
I rt!moved the clause and PSF indicated that ~ ~ ~ ~ 4 X C = W t s e m e n t s  

:DOCOUnt, 
Since we 

did n & w  further credits (yet), I did m y  previous 
credits so as not to confuse the issue. 

PSF tried to contact Ms. Cimeus to discuss the complaint and left a 
message for her to return the call. 

LEC: OOF - Unknown / Disposition of Rep: ID# 11859 Supervisor: ID# 
21169 - No reference in Oasis closure email. However, per verbal from 
PSF and Regulatory, all Snyder FL Foot sales terminated. However, 
verbiage seemed inappropriate at this time since we are not really 
agreeing that the service was changed without authorization until PSF is 
able to discuss the complaint with Ms. Cimeus. Reference to the clause 
will only confuse the matter at this time. 

Please note, I found no record of the 

. - .  == . .  

If there are any major additions or amendments to this draft letter, 
please refer the revisions.to Susan Robinson for review,prior to sending 
to the government agency to ensure agreement. 

Please call me if you require additional information or gssistance. 

Thank you! 
. .  . .  .. . _. 

. . . .  . .-. . . . .. . .,.~.. .. . . 
~ ~ 



Susan Robinson-Staff Administrator/Specialist 
GTECC Executive Customer Relations 
Telephone: 972/465-4524 

Internet Email Address: robinson.susan@telops.gte.com 
Mailcode: HQK03D66 

Toll Free: 1/888-483-5227 
Fax: 972/465-4823 
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April 14, 1999 

GTE Service Corporation 

600 Hidden Ridge 
INlflg. TX 75038 

HQEOl G33 
Complaints0 list.te!.qte.com 

Via Facsimtle lo 
650141 3.6362 

Ms. Elsie Akanbi . 
Division of Consumer Affairs 
Florida-Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

RE: Ms. Annette Cimeus 
1095 Northeast 145Ih Street 
North,Miami, FL 33161 
Telephone: 3057945-21 48 
Request Number: 2510051 
Received: March 30.1999 _ -  

Dear Ms. Akanbi: 

GTE Long Distance (GTELD) has reviewed Ms. Cimeus' complaint, GTELD 
takes pride in providing its customers with the finest services in the industry and 
would never knowingly allow a customer's service to be switched without their 
consent. 

In researching Ms. Cimeus' complaint, our records indicate GTELD began 
providing interLATA long distance service to telephone number above on June 2, 
1998. GTELD began providing service after receiving a Long Distance Provider 
Change Form (LOA) from GTELD sales agent, Snyder Communications. 
Snyder's sales representative, #I  1859, generated the LOA, and purportedly, 
verified the order before submitting the LOA to GTELD for processing. The 
name of Annette Cirneus, dated May 9, 1998, is shown on the LOA for the 
number above. On January 30. 1999, GTELD received an electronic 
deactivation request from Ms. Cimeus' local exchange company (LEC), and 
canceled the account. 

A GTELD representative attempted to contact Ms. Cimeus to discuss the 
complaint and left a message for her, requesting a return call to GTELD 
Customer Relations representative,. Elizabeih Garivay, at her toll free telephone 
number, 888/483-7770. The current balance on the account is $721.51 for calls 
made during the period of October 29, 1998 through January 2,1999. Due to the 
balance due on the account, GTELD is unable to resolve this matter without first 
speaking with Ms. Cimeus. Ms. Cimeus should contact Ms. Garivay as soon as 
possible. 
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Ms. Elsie Akanbi 
April 14, 1999 
Page 2 

GTELD has very high ethical standards and guidelines and does not condone, 
any unauthorized changes in a customer's service by its own employees, its : 
contracted vendors, or their employees. If GTELD finds the LOA was generated 
by one of our sales agent's employees, without the customer's consent, GTELD 
demands the sales agent take appropriate disciplinary action against the 
employee, up to and including termination. When Ms. Cimeus' complaint was 
brought to GTELD's attention, a copy of the LOA was sent to the sales agent for 
review with the sales representative who generated the LOA and sewice 
activation request. 

GTELD apologizes for any inconvenience Ms. Cimeus may have experienced 
due to the actions of its sales agent. GTELD prides itself on being a World-Class 
service provider and is taking steps to try to ensure its sales agents comply with 
GTELD high standards and the sales agents are held accountable for the actions 
of their employees should those standards not be met. 

GTELD added Ms. Cimeus' name and telephone number to the GTE Master 00 
Not Solicit list effective April 19, 1999. Please call me at 972f718-8948 if there is 
anything else I can do to assist you or Ms. Cimeus. 

. - .  

Sincerely, 

L = = q L '  - 
Jane F.-Lee 
Manager-Regulatory Accounting and Compliance 

JFL:sar:sal 
Attachment 

c: A. Cirneus (w/o attachment) 

12545 
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November 9,1998 

QTE Communldons m -  
8885 N. M u r  E M .  
Irving. TX 7-2443 

HQEOlG33 

Vm f-k to 
8501413-6362 

Ms. Kelly Biegalski 
Division of Consumer Affairs 
Florida Public Service Commission 

' 2540 Shurnard Oak Boulevard 
.Tallahassee, FL 323994850 

RE: Mo. Martha Devarona 
1093 Southwest 2g6 Avenue 
Miami, FL 331 84 
Telephone: 3051220-3104 
Reque8t Number: 2319301 
Received: October 20,1998 

Dear Ms. Biegalski: 

GTE Long Distance (GTELD) is a service mark of GTE Communications 
Corporation (GTECC). 

GTELD has investigated the complaint listed above and is providing information on 
the resutts of this investigation. Ms. Devarona complained her long distance 
service provider was changed without authorization. 

- -  

Our records indicate G E L D  bepan providing interUTA service to the telephone 
number listed above on September 29,1998, after a GTELD sales agent 
generated a Long Distance Provider Change Form (LOA), showing the signature 
of Jose Ballerstero8, dated August 26, 1998, for the telephone number listed 
above. Marcello Devarona is listed on the LOA 88 the "Name on the Phone Bill." 
The text above the signature line of the fonn reads: 'I affirm that I am authorized 
to make long distance provider decisions for the above telephone numbetfs)." A 
copy of the LOA is attached for your review. On October 8,1998, GTELD 
received an electronic deactivation request from Ms. Devarona's local exchange 
company and canceled the account. 

contact Ms. Devarona, but left a message on her answering machine to request 
the cell be returned tdGTELD's toll free number. .GTELD issued'credlts totaling. 
$56, representing '100% reimbursement for GTELD charges. 

. .  . 

.. In response to the above complaint, a GTELD representative attempted to' 
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Ms. Kelly Biegalski 
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Page 2 

GTELD also sent a copy of the LOA to its sales agent for review with the 
salesperson that generated the service acti\iation request. Regrettably, GTELD 
is unable to investigate the matter further because the sales agent has informed 
GTELD the employee who processed the service activation request has been 
teninated from employment. Please contact me at 9721718-8948 if I may 
provide additional information or assistance. 

Sincerely, 

Jane TF F. Lee 
Section Manager- 
Regulatory Accounting and Compliance 

JFL:sarrsal 
Attachment 

c: M. Devarona 
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November 9, 1998 
RE: MARTINA DEVARONA 

bc: Distribution List 
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(All w/Attachment) 

Theresa Beaumont - HQK02D81 - Irving, TX 
Scott Booth - HQLl2A57 - Irving, TX 
Karen Cureton - HQK03D90 - Irving, TX 
Ann Fields - HQK03A09 - Irving, TX 
David Gudino - HQK03B67 - Irving, TX 
John Havens - HQK03BO1 - Irving, TX 
Kevin Snyder - HQLl4C02 - Irving. TX 
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November 9, 1998 

Ms. Kelly Biegalski 
Division of Consumer Affairs 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

6685 N. MacArthur Blvd 
IMw. TX 75039-2443 

HOE01 G33 

Vm lacwrnile lo 
85014136362 

RE: Ma. Martlna Devarona 
1093 Southwest 2grn Avenue 
Miami, FL 33184 
Telephme: 305/220-3104 
Request Number: 2319301 
Received: October 20,1998 .- 

Dear Ms. Biegalski: 

GTE Long Distance (GTELD) is a sewice mark of GTE Communications 
Corporation (GTECC). 

GTELD has investigated the complaint listed above and is providing information on 
the results of this investigation. Ms. Devarona complained her long distance 
sewice provider was changed without authorization. 

Our records indicate GTELD began providing interlATA service to the telephone 
number listed above on September 29,1998, after a GTELD sales agent 
generated a Long Distance Provider Change Form (LOA), showing the signature 
of Jose Ballersteros, dated August 26, 1998, for the telephone number listed 
above. Marcello Devamna is listed on the LOA as the "Name on the Phone Bill." 
The text above the signature line of the form reads: 'I affirm that I am authorized 
to make long distance provider decisions for the above telephone number(s)." A 
copy of the LOA is attached for your review. On October 8, 1998, GTELD 
received an electronic deactivation request from Ms. Devarona's local exchange 
company and canceled the account. 

In response to the above complaint. a GTELD representative attempted to 
contact Ms. Devarona. but left a message on her answering machine to request 
the call be returned to GELD'S toll f r e e  number. GTELD issued c W i  totaling 
$.56, representing 100% reimbursement for GTELD charges. 
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Ms. Kelly Biegalski 
November 9,1998 
Page 2 

GTELD also sent a copy of the LOA to its sales agent for review with the 
salesperson that generated the service activation request. Regrettably, GTELD 
is unable to investigate the matter further because the sales agent has informed 
GTELD the employee who processed the service activation request has been 
terminated from employment. Please contact me at 972/718-8948 If I may 
provide additional information or assistance. 

Sincerely, 

9P Jane F. Lee 

Section Manager- 
Regulatory Accounting md Compliance 

JFL:sar:sal 
Attachment 

c: M. Devarona 
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0/%0/3U r w e i v e d  l e t t e r  from customer s t a t  irig her long distance s e r v i c e  was 
lidt~g(!d w i  Lhout .author izat ion.  Please inves t iga te  t h i s  account pi'ovitle rnethotl 
r.cd 1.0 ob ta in  aul .hor izat ion according t o  Rule 25-1. 118. I lo r idc i  Admin is t ra t ive 
( i d ( > .  In dddi l ion.  the welcome l e t t e r  received by the (:u~t.omer s ta tes  wrlcome 
0 (ill' l r i r i q  D i s t a i i c r .  According t.0 our records Glt l.ong 1)istancc i s  no t  d 

( T t i  f i cd1 . rd  riame. i t  h d s  been changed t o  G1i Cmmuiiic:ations Cor(,. 

~ I ( ~ J s E  p i w i d e  a wv i l t e t i  response to  :,taff by November 4. 1998. My telephone 
iiinber i s  (8500, 413:6546: fax (850) 413-6547: email address 
I i i ( y d 1  s@pr,c.state..f 1 .us 

Reply *ereired 
... 

CON SUM ER REQUEST 

FLORIDA PUBLIC 
SERVICE 

COMMISSION 
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'RANSACTION R E P O R T  

. r .  n r m i  * i i 0 "  

. r . n . . c t i o n l * l  S D r n P I . f . d  

RESULT MODE D U R A T I O N  PGS. NO. T X  D A T E I T I M E  D E S T I N A T I O N  

1 3 7  NO". 9 1 9 : ~ s  9 L 8 5 0 4 ~ 3 6 3 6 2  0 . 0 1 ' 1 I '  0 0 3  OK NO ?m. I 

November 9,1998 

MS. Kelly Blegalakl 
Dlvlsion of Consumer Aft dm 
Florida Public Service Cornmisolon 
2640 Shumard Oak Boulevard 
Tallahassee, FL 323884850 

RE: Ms. Martha Devlrona 
lo93 Southwest 2 f l  Avenue 
Mlaml, FL 33184 
Tolophone: WW22MlW 
Roqwrt  Number: 2819301 
R.cehmd: October 20,lW 

Dear Ma. Blegaleki: 

GTE Long Dldtanoe (GTELD) is a servlco mark of QTE Communlcations 
Cocporatlon (GTECC). 

' GTELDhas lnvsalgatod the complaint listed &om irnd k proddlrig lnfo'matlon on 
the m8ub of thla Invautigetlon. Ma. Dwamna complalnsd her long d h n o e  
service prwider was changed wtthout authorization. 

Our records lndlcpte QTELD began providing InterLATA wnrke to the tsbphone 
number llsted above on September 29, le@& after a QTELD eale8 awnt 
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YO. TX DATE/TIME DESTINATION R E S U L T  MODE DURATION PCS. 

136  NOV. 9 1 9 : 1 4  415 1 6 1  5 1 6 2  0. 00' 31' 001 OK N ECH 

L 
RE: Copy of the complaint lsttsr 

WE Buslness Development a Inbgratlon 
Regulatory Accountlng & Cornpllsnce 

600 Hldden Rldge Drive 
Irvfng,  exa as 75038 

P.O. Box 162092 
Iwlng, Texas 75015-2002 

DATE SENT 
TIME SENT 
NUMBER OF PAOES 
l U C L U D l N 0  COVER SHEET) - 

Li 
To: Namm Phon. No. Fax No. 

Lldr Tong 42W261-6262 

From: Jennlfer Legner 972R184081 g72Rl84908 
Regulatory Accountlng & Complfence 
Rllallrnrla. unenqceo 
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STATE OF FLORIDA 

PUBLIC SERVICE COMMISSION 

Docket NO. 990362-Tl 
Exhibt REP-23 
Page 12 

2540 SHUMARD OAK BOULEVARD 
TALLAHASSEE, FLORIDA 32399-0850 

Date: 1Q-20-98 .- To: -I Bo R bi o mth ~JJW 
From: Kelly BiegalskiCAF Page 1 o f  2 

Please contact Consumer A f f a i r s  at [904)413-6100 i f  you have any f a x  
problems. I f  you have questions reqarding complaint, contact 
the analyst named in the right-hand corner of'the form. Thank you. 
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DURATION PGS.  RESULT N O D E  so. TX DATEITIME DESTINATION 

6 2 7  ocr. 2 0  1 6 ; 0 4  9 7 2  4 6 s  4 8 2 3  0' OD' 34. 002 OK N E C M  

- 
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STATE OF FLORIDA 

PUBLIC SERVICE COMMISSION 
2540 SHUMARD OAK BOULEVARD 

TALLAHASSEE, FLORIDA 323994850 

From: Kally FiagalekiCAF P a g B  1 Of . 2  

.Plcass c o n t a c t  Consumer Affaire at [9041413-6100 i f  you have any f # r  

t h r  analyst named i n  thm right-han! carnrr o f  'tho form. Thank you. 

' " ' 

- 
problrrnG. If you havr quontione r e  erding complaint, contact ' .~ 

. .  . . .  
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C~~retonKO. LDSVCS. 4 ,  Larry Com.ons@CO. L3SVCS. 4 ,  Xeggie 
ilal:ker?CO.LDSVCS.4,Sara Lauer@PLNpLCY.ACC Exhibit REP-23 

Docket No. 990362-Tl 

~ r o m :  Susan Robinson@CO.LDSVCS.4 Page 14 

cc: 
3cc : 

Subject: FL PUC - MARTINA DEVARONA (LD/SL(rEIMING) DUE 11/4 EXT 11/9 
~~tachment.: devarona.doc 

Date: 11/9/98 11:20 

All: 

please see the attached draft letter in response to the complaint filed with 
the FL PUC by M s .  Devarona. Ms. Devarona complained her long distance 
service provider was changed without authorization. 

Snyder generated the LOA. 

GTELD canceled service (LEC transaction request) and issued full credit. No 
mention was made of reimbursement of switching fees. David was unable to 
speak with Ms.  Devarona.and left a message on her answering machine to 
request the call be returned. According to David, there is a note on the 
voucher on the account stating that Marcello Devarona is deceased. 

. Out-oE-franchise - LEC unbown 
There are 2 LOA f o r  the Ms. Devarona’s BTN. David faxed them to your office 
on 10/22. 

Disposition of the rep is not available in Oasis at this time. 

Please note:Jane Lee advised that she was going to have your office add a 
reference to the inquiry regarding the use of GTE Long Distance as the n m e  
on our Welcome Letters. I advised Jane that I would leave it off of my 
draft as she advised that she had already provided instruction on the 
verbiage to be used. 

Please advise if, you require additional information or assistance 

Susan 

- -  

.. ., . . . .  .. 
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November 13, 1998 

Ms. Noelia Santiago 
Division of Consumer Affairs 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 32399-0850 

GTE Communleatlona 
Corpontlon 

6665 N. MacAflhur Bbd. 
Irving. rX 7503424~3 

HQEOl G33 
Via facsimile to 
85W413-E363 

RE: Ms. Audrey Roth 
8620 Southwest 1 1  8 Street 
Miami, FL 33156 - 
Telephone: 30512354765 
Request Number: 232591 I 
Received: October 26,1998 

Dear Ms. Santiago: 

GTE Long Distance (GTELD) has investigated the complaint listed above and is 
providing information on the results of this investigation. Ms. Roth complained her 
long distance service provider was changed without authorization. 

Our records inaicate GTELD began providing service to the telephone number 
listed above on September 23.1998. after a GTELD sales agent generated a 
Long Distance Provider Change Form (LOA), showing the signature of Ruth 
Wallace for Raymond Roth. dated September 7, 1998, for the telephone number 
listed above. Raymond Roth is listed on the LOA as the 'Name on the Phone 
Bill." The tea above the signature line of the form reads: 'I affirm that I am 
authorized to make long distance provider decisions for the above telephone 
number(&!! Atopy ot the LOA is attached for your review. On October 28, 
1998, Gmreceived an electronic deactivation request from Ms. Roth's local 
exchango canparty and canceled the account 

In response to the above complaint. a GTELD representative contacted Ms. 
Roth, vho indlcated she did not know anyone by the name of Ruth Wallace, the 
social security number on the LOA was not hers and she did not authocire the 
change in her long distance service provider. G E L D  issuectcredii, totaling 
$.88, representing 100% reimbursement for the G E L D  charges. 
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MS. Noelia Santiago 
November 13,1998 
Page 2 

GTELD also sent a copy of the LOA to its sales agent for review with the 
salesperson that generated the sewice activation request. Regrettably, GTELD 
is unable to investigate the matter further because the sales agent has informed 
GTELD the employee who processed the service activation request has been 
terminated from employment. Please contact me at 972/718-8948 if I may 
provide additional information or assistance. 

Sincerely, 

Jane F. Lee 
Section Manager- 
Regulatoiy Accounting and Compliance 

JFL:sacsal 
Attachment 

c: A. Roth 

>_, .... 
+'. . . . 
.. .. :  - .. . .  . 
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il/lj/93: ?.s;cr: l i z c l i - r ~ d :  GTZLD reprssentaci-"re cccczcte.' ! <s .  .._I =- - ' "  .. , ..:- ..I 

indicated she did not know anyone by the name of 2uth Wailace, tke 3CCial 
security number on the LOA was not hers and she did not authorize :he charge 
in her long discance provider. A credit in the amount of $ . E 8  was issued t 3  
the customer's account. The credit should appear within one to three billing 
cycles. NJS 

0 2 / 0 1 / 9 9 :  A closure letter will be forward to the customer by mail. 

This inquiry is closed. 

Instruckions for subscribing, unsubscribing, and finding out who is on this 
list are- available at http: //weblist.tel .gte.com/frontend/mliftii.html or by 
sending an e-mail to list-rnanager@list.tel.gte.com. 
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- - .  . .. 
-i :-i?;;..i . -,-ie.j z-srcmer, spoke with ~ s .  ~ 3 t h ,  ad.ri.se6 k?r 31 i-1 I:.? 
.above. sh? s:a:ed she d i d  not know Ruth Wallace (who f i l l e d  out  3 r d  s igne i  
the L O A ) ,  and would never s i g n  anything t o  switch her  c a r r i e r .  The SSN is  
not hers .  A l s o ,  her  husband has been deceased f o r  s e v e r a l  yea r s ,  so she 
would never have the  b i l l  put i n  h i s  name. Advised customer she  would 
receive copy of LOA and wr i t t en  response to PUC. Customer is s a t i s f i e d . .  

OOF 

David 

Adrninistrator/LD PSF - HQW01M55 
Phone: 972/718-5361 Fax: 972/?18-0236 
daVid.kernp@telops.gte.com 

--------___-_-_-______________________ --------_--__-_-_-____________________ 

--------___-_-________________________ --------______________________________ 
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? 

April 26. 1559 

Ms. Elsie Akanbi 
; Division of Consumer Affairs 
! Florida Public Service Commission 

2540 Shurnard Oak Boulevard 
Tallahassee. FL 32399-0850 

RE: Mr. Jan Zielewicz 
2500 Northeast 135'h Street, #306 
North Miami, FL 33181 
Telephone: 305/956-9589 
Request Number: 2527651 
Received: April 9, 1999 

Dear Ms. Akanbi: 

GTE Long Distance (GTELD) has reviewed Mr. Zielewicz's complaint. GTELD 
takes pride in providing its customers with the finest services in the industry and 
would never knowingly allow a customer's service to be switched without their 
consent. 

In researching Mr. Zielewicz's complaint, our records indicate GTELD began 
providing interlATA long distance service to telephone number above 07 August 
24, 1998. GTELD began providing service after receiving a Long Distance 
Provider Change Form (LOA) from GTELD sales agent, Snyder 
Communications. Snydefs sales representative, #18969, generated the LOA, 
and purportedly, verified the order before submitting the LOA lo GTELD for 
processing. The name of Jan Tielewilz, dated August 5, 1998, is shown on the 
LOA for the number above. On December 10, 1998, GTELD received an 
electronic deactivation request from Mr. Zielewicz's local exchange company 
(LEC), and canceled the account. 

A GTELD representative contacted Mr. Zielewiu. who indicated he did not 
authorize the change in his long distance service provider. GTELD issued 
credits totaling $317.87, representing 100% reimbursement for the GTELD 
charges. GTELD is prepared to reimburse Mr. Zielewicz for any other carrier 
charges he may incur as a result of this transaction. 

, :_ 
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GTELD has very high ethical standards and guidelines and does not cmdone . 
any unauthorized changes in a customer's service by its own employees, its 
contracted vendors, or their employees. If GTELD finds the LOA was generated 
by one of our sales agent's employees, without the customer's consent, GTECD 
demands the sales agent take appropriate disciplinary action against the 
employee, up to and including termination. 

When Mr. Zielewicz's complaint was brought to the attention of GTELD. a copy of 
the LOA was sent to the sales agent for review with the sales representative who 
generated the LOA and service activation request. The sales agent has informed 
GTELD the employee who generated the service activation request was 
terminated from employment on November 16, 1998. 

GTELD apologizes for any inconvenience Mr. Zielewiu may have experienced 
due to the actions of its sales agent. GTELD prides itself on being a World-Class 
service provider and is taking steps to try lo ensure its sales agents comply with 
GTELD high standards and Ihe sales agents are held accountable for the actions 
of their employees should those standards not be met. 

GTELD added Mr. Zielewicz's name and telephone number to the GTE Master 
Do Not Solicit list, effective April 19, 1999. Please call me at 972/718-8948 if 
there is anything else I can do to assist you or Mt. Zielewiu. 

Sincerely, 

. 

ane F. Lee 
Manager-Regulatory Accounting and Compliance 

JFL:sar:cmg 
Attachment 

c: J. Zielewiu (w/o attachment) 

Y 
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9 A S I S  CALL PilTNT ?AT?: 54/23;33 TI>!:: l?:SC:i 

532cia1 : l iegion: 3 2  ?hone 8 :  3053563533 
yame: ZIZLZWICZ, .JAY 
Taker. Dace: 04/33/1599 Closed Date: 04/21/1999 Call Owner: EG 

Xref :  
Add re ss  
2jOO XE 135TH ST!?SET,$306 
NORTH MIAMI FL 33181 

Subject : NEVER WANTED GTELD 

Topic : NEVER ORD GTELD DOES NOT WANT 

LOB : SNYDER 

Class : PUC/?SC 

Root Cause: FRAUDULENT 
Reg. Root Cause: 
Res/Business: RESIDENTIAL Verbal/Written WRITTEN 
Keyword: FOOT Carrier : 
Product : Major Bus : 
CBR's 
Phone # Fax# 
Cell Phone # :  Pager# 
Extra #1 . Extra #2 
Email ID 

Description: 
02 - Switched to GTELD from AT&T without authorization. cus 

Received LOA, information is as follows . . .  
NAME : JAN TIELEWILZ 
BILL NAME: JAN TIELEWILZ 
ADD: 2500 NE 135 ST, APT 306 
MIAMI, FL 33181 
PHONE : 305-956-9589 
SSN/DL# : 591-98-5965 
NHH: N / b  .., .. 

J. TIELEWILZ 
8/5/98 

SIGNED: 
DATED : . .  
CHANNEL : F 
MMN: N/A 
PLAN(s) : TOTAL CALL W/240 FREE MINUTES. 

Printer Port: LPT,I: Printed' By: ROBINSON, SUSAN 
- 
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OASIS CALL PRINT 3 A E :  C4/23/93 TI?!?: 17:55:5 

Taken a y :  DSC DS NC 4 :  PS?90400144CY Call 9 :  ?S990<30144CY 
?hone 9 :  3053569589 scecia1 : Region: OF 

same: ZIELEWICZ, JAN 
Taken Date: 04/03/1999 Closed Date: 04/21/1999 
Xref: 
Address 
2jOO NE 135TH STREET,#306 
NORTH MIAMI FL 33181 

Subject : NEVER WANTED GTELD 
Class : PUC/PSC 

Call Owner: ZG 

Topic. : NEVER ORD GTELD DOES NOT WANT ; 

LOB : SNYDER 

Root Cause: FRAUbULENT 
Reg. Root Cause: 
Res/Business: RESIDENTIAL 
Keyword: FOOT 
Product : 
CBR's 
Phone # 
Cell Phone # :  
Extra #l 
Email ID 

Verbal/Written WRITTEN 
Carrier : 
Major Bus: 

Fax# 
Pager# 
Extra #2 

Description: 
02 - Switched to GTELD from ATLT without authorization. cus 

I 6418744 8/21/98 
C 9664515 1/5/99 

4/20/99 - called customer - says Last name spelled wrong, 
apt # wrong on 1st bill/ltr. 
not his signature. 
Explained issuing full credit 
corrective action taken against rep. 

neither one of Mr/Mrs s s #  begins with 591 

* * *  call NCM and advise to pull from collections, this was a slamm and is 
being credited. 
4/22/99 called NCM and they will pull from Collection Agency. 

4/22/99 - customer in DNS as of 4/16/99 

Printer Port: LPT1: Printed By: ROBINSON, SUSAN 
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Bad 
Nmbc(s  
3 T w  

1 

r I I 

valii Numbers 

7. Equifax 
e. Soundex Check 

(i.e.. cmpare Equilax 
Name lo LOA Name) 

Legend 

Black = Snyder’s Original Field Sales 
process ing  Flow 

Red = Snydefs  Field Sales 
processing Changes Since MidMarch 

-04 sales  

lor 33 day. 

conlrrnz;~on Lcc?: 

“-.I”., _., 
Page 1 Of 1 
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August 18. 1999 

Docket No. 990362-T, 
GTE! ExhibilREP-26 Page 1 

500 t i  ._- 
INlng. T x  753% 

HQEO1 G33 

Complaints@lirt re1 p corn 

Via facsimile to 
850/4 13-6362 

Mr. Victor McKay 
Division of Consumer Affairs 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, FL 323994850 

RE: Ms. Myrtha Heusneaud-Metellus 
7341 Harbour Boulevard 
Hollywood, FL 33023 
Telephone: 954963-3381 
Request Number: 271176T 
Received: August 3,1999 

Dear Mr. McKay: 

Thank you for referring Ms. Heusneaud-Metellus' complaint to my office. In 
response to your request for information regarding why Ms. Heusneaud-Metellus' 
service was switched to GTE Long Distance (GTELD), a copy of the Letters of 

GTELD can neither confirm nor deny Ms. Heusneaud-Metellus' claim she did not 
authorize the orders that were purportedly, vgrrfied by its sales agent, Snyder 
Communications, and because of the misunderstanding, GTELD has issued 
credits totaling $41 1.25, representing 100% reimbursement for the GTELD 
charges. A GTELD representative contacted Ms. Heusneaud-Metellus to discuss 
the complaint and provided the above explanation. 

GTELD apologizes for any inconvenience Ms. Heusneaud-Metellus incurred as a 
result of this complaint. Please call me at 97Z718-8948 if there is anything else I 
can do to assist you or Ms. Heusneaud-Metellus. 

Sincerely, 

-Authorization are attached. -69; :i": 

Jane F. Lee 
Manager-Regulatory Accounting and Compliance 

JFL: tsz: sarcmg 
Attachments (2) 

c: M. Heusneaud-Metellus (w/o attachments) 
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To: REGIECR 

cc: 
BCC : 

From: Susan Robinson@GMSO.CUSV.CSRA 

Subject: F1-PSC - Myrtha H-Metellus (LD/Slamming) 8/18/99 
Attachment: h:\metellus.doc 

Date: 8/18/99 3:28 PM 

All: 

Docket No. 990362-7 
Exhibit REP-26 
Page 4 

Reviewed, edited, and forwarding draft for Travis. Rep status detail at the 
very bottom ... it just came in at 3:20. 
Thank you! 

Susan Robinson-Staff Administrator/Specialist 
GTECC Executive customer Relations 
Telephone: 972/465-4524 
Toll Free: 1/888-483-5227 
Fax: 972/465-4823 
Internet Email Address: robinson.susan@telops.gte.com 
Mailcode: HQK03D66 
**t 

All: 

(Please Note: My printer is down so I had to proofread this on my screen. 
I believe that it is okay, but sorry if a missed a mistake.) 

Please see the attached draft letter in response to the complaint filed with 
the Ca-PUC by Ms. Heusneaud-Metellus. Ms. Heusneaud-Metellus complained 
their LD service provider was changed without authorization. 

Snyder generated the LOA: 5 LOAs and her service was switched twice. 

I wrote this letter the new and improved way; consice and short. Please 
change it as you see fit. 

GTELD canceled service the first time on 5/28/98. after GTELD received an 
electronic deactivation request from Ms. Heusneaud-Metellus's LEC. GTELD 
began service again about five months later, on 10/29/98. Service was again 
canceled on 4/28/99 thru Ms. H-S's LEC. GTELD issued full credit for the 
GTELD charges. The original switch gernerated charges which were credited 
off, totaling $19.30. The second switch gernerated funds totaling $391.95. 
In total, Ms. H - S  received $411.25. 

In the draft letter I indicated that there was more than one change, but I 
don't get into details. It makes since that this might be changed. 

PSF contacted MB. Heusneaud-Metellus, who was surprised to discover that she 
had been slammed twice. She said she never auth. service. She did not 
speak great engligh. 

Out of franchise: LEC unknown / Disposition of Rep #1: 12435 - produced on 
3/27/98, switched service the first time- Termination date Unknown. Please 
not that at this time, 8/18/99, SNAP'S records are down so that we cannot 
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Lnng birbntc Provider Change Form * Residential Only - 
Forma Pam Cambior de Carnpoiiii2 de Srrvida de brgo D;5)onck. 



*'I ' Docket No. m ~ . ~ ,  - \  - *' h i b i t  REP-= 
Long Distunce Provider Change Form 
Residential Only b e  7 
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ATTACHMENT A 

Office of Public Counsel 
Subpoena 

FPSC Docket No. 990362-TI 

The information provided is customer specific information. The 
information shows the number of consumer contacts to BellSouth 
related to each carrier by name and CIC. This information is 
confidential pursuant to Section 364.183, Florida Statutes, and Rule 
25-22.006, Florida Administrative Code. 
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GTE/Snyder Direct Services 
Second Quar t e r  Business Review 

Action Items 
August 3 , 4  & 5 

Day 1 

Ann Fields -Provisioning 

Micro Analyze Pending tirneline - noticed things slipping in July, again. 

75’s - Accounting of all 8000 records. Donna to give us the “what are we getting 
paid on” today. 

What is the process for reject management between SNC and GTE? 
breakout session; Donna and Dan to breakout Tuesday at 3pm. 

Perhaps 

Contacts within the GTE Activation team? For DMSS; Matthew Murray on 
consumer side and Jeff Fugitt for business side. 

56K orders. Take ten of BTN’s from this group. Let’s understand why these orders 
didn’t have the proper indicators. Check account codes. Final report on August 
19Ih. 

Customer “touch points” at GTE being tracked and put procedures into place. End 
of August looking to have final procedures in place. 

Open firewall for SNAP. (Dan Hall) 

“Customer already exists” is one of the top reasons for rejects on both business and 
consumer. On the LD standalone side the biggest reason for reject, “incomplete 
applications”. Automation final for DMSS by August 15h. Build in edit for cross 
channel check for customers who sign up for both business and residential. Look 
at RPMS busires indicator; need a legend from Matthew Murray. 

08/05/98 I 
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George Wolfnnd - Operations 

0 Ju ly  was a turning point for Snyder however, the partnership between GTE and 
Snyder is not achieving what we need to do to make this viable. How do we reduce 
defects? 

Confirmations by in and out of franchise - Michael Lyons would like to see this. 
GW to prepare. 

What percentage of Verification letter BTN’s that we sent to GTE are getting Pic’d? 
Dan to provide analysis. 

Rasim Tugberk - Field Sales 

Portuguese rates - GTE has asked Rasim to question further the request for lower 
rates to Portugal. We need to check if the issue is “rates to Portugal” or Brazil. 
Mildred Recio, Group Manager for Hispanic markets would like this information. 
Then GTE will see what they can do for us. 

Event support - Ed urged Rasim to follow the protocol outlined in the Policies and 
Procedures manual which, when completed, would provide GTE with all the 
pertinent information that i t  needs to make a decision to support a given event. 

Prepaid calling cards - What denomination of pre-paid calling cards should we go 
with for fieid? Ten minutes. Rasim wants to move on this quickly because it will 
increase production and productivity. SNC to test in a couple of districts.’Issues: 
inventory control, trackingheporting on the success rate. SNC would like to get the 
card for around a dime a minute. (PL issue) 

Charge-backs for duplicates to be implemented at SNC in third quarter. 

When is Talk to Asia resuming in California? We have over 100 Asian reps in the 
field and the halting of selling T to A in California has had an impact on their ability 
to sell. Need update? 

08/05/98 2 
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Vilma Viola - Cnll Center Results 

Confirm how we send the language indicator to GTE; the language that it came to 
the rep in or how they want to be fulfilled. Barb followed up 8/4. Skip checking for 
me. 

Standardized Reporting - SNC to develop a standard set of reports for all inbound 
campaigns. Dan and Sandy to meet to fbrther define reporting. 

Holiday’s - check “Do not call” list of holiday’s. Michael raised issue regarding 4Lh 
of July when we not supposed to be calling and we did. There are legal 
ramifications for non compliance to this. Vilma to insure no calling is done on “do 
not call holiday’s’’. Yom Kippur was listed as a do  not call day. Snyder would like 
to challenge this. 

MiIdred Recio - Hispanic Marketing 

Define more thoroughly the “Portuguese” rate needs. Brazilian vs. Portugal. 

Request by Snyder to GTE to include our name and address on all promotional 
information. Always check with Project Manager as to which 8001888 number. to 
use, depending on the piece. 

GTE to use BB/JL as point of contact when developing marketing information. 

Ad/marketing schedules for inbound campaigns need to be communicated between 
GTE and SNC. This includes mail drop dates, samples of the direct mail pieces, and 
radio, TV and newspaper dates. 

Ju I Cheng - Asian Marketing 

Video - Chinese Sweet Rain. Get copy of this from Kate McCony. 

SNC look at Ensol staffing given events that are coming up in August. 

SNC - re-visit how to handle 1-888-7get GTE collateral. Field Sales rep id needs to 
be added to the application. How much credit does the field sales rep/otm rep get 
compensated? 

08/05/98 
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Michael Lyons - Welcome Call 

By the end of the week we will have Chinese coverage. Split lists. 
MandaridCantonese, Korean and Vietnamese coverage is what GTE would like 
coverage in. JulieRobin to discuss scheduling of these reps in a part time or shared 
arrangement. 

Michael Lyons would like a list of the top ten questions that Welcome Call 
representatives receive from new customers so GTE can prepare the proper 
responses in a handout that would be used as a training and customer and give reps 
all the tools they need to help them do their job. 

* Later discussion included broadening the call objective of the Welcome call to try 
and Pic freeze the customer (“Fraud Protection”) and sign them up for Calling Cards 
during the Welcome call. 

In language outbound calling campaign for winback on residential and business. 

Sandy K - Inbound Programs 

GTE set a requirement for new campaigns that they receive the final scripting a 
minimum of three business days prior to launch date. 

What to do with Talk to Asia orders - last two weeks and current orders; send 
through. What about the one’s being held longer that 2-3 weeks? 

Check back-up message after power goes out to make sure the messages go back up 
correctly. 

GTElField - take pictures of ads and blow them up to poster size. 

Matthew Murray - Channel Marketing 

What is the experience with the customers calling into AFNI to cancel? SNC would 
like to see a breakdown of  the “reasons for leaving” GTE. 

. AFNI - access to SNAP. 

08/05/98 4 
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Other Parking Lot Issues - 

Internal SNC “standard inbound contract” meeting with Walter Leach and GW to 
get this formatted. 
Back end SPIN results - do analysis of what’s getting submitted on Confirmation 
letter after back end spin. ( 

Monday Afternoon - 30 Day Action Plan Discussion notes 

Top two action items: 

1) Winback OTB Pilot - Addresses Chum - 
GTE Contact: Michael Lyons 
SNC Contact: Julie Carringer 

2) Pic Freeze Strategy - addresses Chum and Throughput 
GTE Contact: Michael Lyons 
SNC Contact: George Wolfand 

Tuesday’s morning discussion: Detail action plan for top two initiatives. 

Winbacks 

ID the winback plan - pre-paid card, check, etc. Determine fulfillment process once 
offer is confirmed. Offer firm by 8/10. (M. Lyons) 
SNC will staff between 10-12 reps. Approximately 30K leads per month. For 
$lO./hr.  Target live date: September 1st 
Scripts 8/5 (M. Lyons) 
Statement of Work; dedicated group not on the regular sales floor. 811 5 

(M. Lyons/G. Wolfand) 
Determine status of lead and strategy of how soon to call 
Option to discuss with Patty at MIM; weekly update to SNC DNS file 
Winbacks to be TPV’d if they do not choose to get pic frozen; not necessary to TPV 
a winback if the pic freeze. 
Reconciliation; take out of payment process; 8/15 
Tracking log on hours for billing purposes. SNC to use Kronos to log hours for 
monthly billing. 
Reporting; productivity, disposition stats by plan, end to end on winbacks. 

20743 
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Flow: Customer Disconnects; (2203’s/2206’s) - Worldcom - GTERPMS - Snyder - 
Lead List (creation of list; extraction DNC,Pic Disp, escalation’s; list strategy, contact 
strategy, contact management rules - contact customer (TPV), winback - “NEW 
ORDER” - GTE Order (Winback) - Worldcom - LEC - confirm - worldcom - 
RPMS - SNC 

Pic Restricts - Three Catepories 

1) Pic Freeze existing customers 

Incentive of pre-paid card on direct mail piece; scope 
Phone number on bill; incentive * 
Bill insert vs. Message on bill; timing, content and costs (Ed Miller) * 
PIC freeze during Welcome Call (VIP & service oriented; several things I’m going 
to do for you “Fraud protection”, get your calling cards for our special International 
customers; scripting (M. Lyons/G. Wolf) * 
O W  to existing customer base 
Direct mail to our existing customer base; TEST 

Issues: Measuring success; RPMS 

2) Pic Freeze new customers 

Pre paid card for leave behind; desigddevelop 
Determine timing issues with Pic Freeze at point of sale 
Develop real time order entry for Pic Freeze at point of sale 
Fix not receiving LEC confirm back * 
Get information from LEC’s * 
Get results from quic pic direct mail piece and automate * - Optimize leads in current quic pic process * 
Change quic pic to inboundoutbound * 
Incent field to quic pic inbound 
Quic pic during OTB call * 

4 
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3) Alternate Channels 

Viability 

Next steps: 
resolve current issue with respect to billing recotds not being sent up. 

Scope, fimctional narrative, meeting (Tues Aug 1 l t h  12 - 1 PM EST), 

i 

Other issues to add to the GTE Issues Log: 

1 )  Bundling Strategy 
2) Use Data better (fieldOTM) “Profile Analysis” down to the Team & District levels 
3) Fully document the order process reporting 
4) Retention Strategy built into pladpromo 
5 )  Pre-paid calling card incentive at point of sale. 
6) Top ten problem ILEC’s. (G. Wolfand to provide to Keith to take to vendor 

management) 

Day 3 

MIM - Lead Management Group 

Action Items 

Process change - how Snyder request leads. Used to go through Ed Boody; Snyder’s 
programmer. Now these requests will go through Matthew Murray to Patty Kirkley. 

Process change - Scrubb list been sent to FTP file from Snyder, Snyder informs 
Matthew Murray that the file was sent and Mh4 deals directly with Patty. 

Leads that are given to Snyder but aren’t contacted are re-circulated and are not subject 
to the “60 day hold”. MIM’s would like to get to a daily response file on all records 
that were contacted. 

Define what will be unique to Snyder in scrubb process. Patty would like to take that 
offline for a meeting with Keith’s group and Snyder. 

7 B. Baker - Project Manager 
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Explore Metromail list possibilities with Patty’s group within the ethnic markets and 
look at the data we have that GTE could append to their database. Leveraging in 
general. 

Customer Relations & Quality Management 

Results df the initial 300 calling survey and it will be sorted by questions, by consumer 
and business. Is there a way to cross tab current customers vs. Those that out pic’d and 
the reasons for leaving GTE? May be another group within GTE who would better be 
able to gather that data for us. 

20746 
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GTE LONG DISTANCE 
& Snyder Quarterly Review 

LONG DISTANCE FULFILLMENT 
Steve Mueller 



LD FULFILLMENT 
PRIMARY FUNCTIONS 

ACTIVATION 
SYSTEMS 
(BUSINESS OWNER) 

RPMS, AMs, PART 
PICAMS, CCAMS 
Requirements/enhancements 
SMEs 
Documentation 
Planninghmplementing 

ACTIVATION MGMT 

*PIC/ANI pending 
*Exceptions 
*Analysis, Queries, Extracts 
*Worldcorn Interfacing 
.Reconciliations (BldSls) 
*PIC/ANI User Support 

- All Sales Channels 
- All Operations Centers 

OPERATIONS 
SUPPORT (5198) 
1+, Card, Toll Free 

End-to-end oversite from 

Performance analysis 
* Get-Well Plans 
* New Initiatives 

Sales-Activation 
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MARY FUNCTI 

Single Point of Contact for end-to-end oversite &om Sales to 
Activation. Cross-functional teaming with: 

Performmce analysis of PIC & ANI Completions 

Get-Well Plans - identify process gaps and implement 
continuous process improvement (CPI) plans 

New Initiatives - as new programs roll, participate on 
implementation teams to represent the provisioning process 

*GTENS, Snyder, Marketing, Activation Mgmt, Activation Systems 

Cycle Times, % Commitments Met, First Time Yield, Age and Quantity 





Executive ReDorting 

% Commitments Met 
YO of PIC Activations within 2 days for In-Franchise GOAL: 95% 

GOAL: 95% 

a 

% of PIC Activations within 5 days for Out-of-Franchise 

Quantity of PIC’s completed for the prior week 
Aging of PIC’s completed for the prior week 
Cycle Time 



PIC Activations (In-Franchise) 
Order Originated In - Snyder 

Measurement = Order Date to PIC Activations at GTE Switch 

100% 
Goal 95% 

40% 

UCL: 100.00% 
% Of PIC Activations Within 2 Days 

Avg. Performance % w/in 2 days % w/in 3 days Cyclc Time 
Last 4 Weeks: 71.86% 88.13% 2.68 Days 

. . Current Week 69.40% 
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PIC Activations (In-Franchise) 
Order Originated In - Snyder 

Measurement = Order Date to PIC Activations at GTE Switch 

Number Of Days For PIC Activations 
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PIC Activations (Out-of-Franchise) 
Order Originated In - Snyder 

Measurement = Order Date to PIC Activation at OOF Switch 
I 

% Of PIC Activations Within 5 Days 
Goal 95% 

Snydcr Rcporting 
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80% . 
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2 ' 40% - s 
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Number Of Days For PIC Activations (Res. & Bus.) 
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PIC Activations (Out-of-Franchise) 
Order Originatcd In - Snyder 

Measurement = Order Date to PIC Activation at OOF Switch - 
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GTE MARKETING INFORMATION MANAGEMENT 

* Functional owner of marketing data warehouses 
* Information support to business units driving 

improvement in return on marketing expense and 
capital deployment 

C. Forringer - AVP 
Mktg Info Mgmt 

* Database marketing methodology driver 
* Cross SBU contact management process owner 

Patty Kirkley 
Director - Outbound 
Customer Contact 

Rob Epstein 
Director - Wireless 
Database Marketing 

-- 
Sue Templeton 

Grp.Mgr - 
DB Market 
Reporting 

James Rushton 
Director - Mktg 
Information Del 

Charles Li 
Mgr - Modeling & 
Statistical Analysis 

- 
Bart Trapp 

Market Assessment 
Grp Mgr 

List development/ Wireless database Data management * Measurement 

* Suppression lists * Decision support marketing data- ROMI calculations 
* Promotion history User support bases Program 

Contact management. Contact management - Data delivery recommendations 

management management - ManageGTE of customer behavior 

across SBU's Campaign Marketing reporting 
management tools 
Security 

- Market segmentation, 
sizing, & valuation 

- Segmentation 
~ 

implementation 
Customer valuation Product/mkt/alliance 

m o d e 1 in g 
* Response & revenue opportunity assessment 

targeting 
Market & customer 
profiling 
Competitive analysis 

- Prospecthustonier 

EB' 
'otty Kirkley, 972.718.5712 
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The database vision is simple - 
capture all customer touch points 

Usage and 
Outbound Inbound 
Telemarketing Telemarketing Surveys/ Bill 

InsertsKonsent 
lBRC 

Billing 

Reporting 

Demographic 
Overlays 
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While the database build is difficult, 
it is only one part of the equation 
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Current efforts have 
focused here 
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Process \ 
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Business value is not driven by information alone, but how GTE uses it! 
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Efforts to date have been on building the 
foundation 

Marketing Information 

Production(0utput) 
-Lists 
-Analyses 

Factory Workers 

‘fi Factory Builders (I 

\>l,h<, 
?(,-J: .... Orders (Inputs) 

- Business Issues 

-Pro blcms 

N 
0 - Idcns 3 
0 

I 3 3  5 
Patty Kirkley. 972.718.5712 

.. Data C 
- LD 
- CLEC 
. - ... T C ~ O ~ S  

ustomen* 

* must articulate what they want 
- Uses 
-Attributes 
- Feedback on Quality 

- o m 0  
2 58 
w a z  m o  

GTE Marketing Information Management 2% m 

8/5/98 5 01 



Contact management must be controlled 
central I y 

Marketing Strategy 

CLEC Telops LD Wireless Other ... 
Request Request Request Request Request 

DNS Suppression Regulatory Checks 

N 
0 
-J 
0) 
A 

ZEJ 
I illy Kirkley. 972.718.5712 

TMA 
Lead Lists 

6 

DM 
Lead Lists 

& 
GTE Marketing Information Management % ?J 

8/5/98 3 



Marketing Calendar 

+ Cross-SBU View of Marketing Initiatives 
U 

N Jane Satree is Coordinator 

+ Facilitates Planning 
)) Know about Campaigns in Advance 
N Identify and Resolve Cross-SBU Conflicts 

PaNy Kirkley. 972.118.5712 

7 

SP=O 
% $ 5  

qj rno 

GTE Marketing Information Management 
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Marketing Lists 

+ SBU Marketing Manager and MARCOMM Develop Marketing 
Campaign and Submit It for Inclusion in the Marketing Calendar 

+ Marketing User Forwards List Request Fomi to MIM 

+ If Needed, Request Is Assigned to Programmer for Overlap Analysis 

+ Potential Cross-SBU Conflicts Identified and Resolved 

+ Request Is Assigned to Internal Programmer or External Vendor for 
List Delivery Date Commitment 

a 3  
Pally Kirkley. 972.718.5712 

0 
8/5/98 



Marketing Lists 

* ;  

Pally Kirkley. 972.718.5712 

9 

v m o  58 ;sc  
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100% of leads; 100% of responses 

--- Flex Pak (HV) 
Flex Pak (other) 
Random 
Control Group 

Marketing Information 

-- 120,000 

... 200,000 - ... 
50,000 
10,000 

.. . ... 
. - _ _  . __ . - - 

- 

Em. 
Patty Kirkley, 972.718.5712 

100% of leads 
--+ TMAs, 

DMs 

7 1 OO%’of responses 

10 

. 75,000 

No add’l suppressions 

No add’l adds 

No add’l changes 

No swapping of names 

V ’  

&5! u 
3 GTE Marketing Information Management 

8/5/96 



Our future vision ‘cbuttons up” execution 
and expands our capabilities 

Fron t-line 

Links to 
Other S stems 

ICR 
CustornerLink 
Segmentation 

-. 4. .. . 

ri; 

Marketinv TnfnrmQti IdeasElypotheses 
- Triggers 
- Data Mininz 

-. 

- 
- Intelligent Agents Deskthp Reporting 

’ - Portfolio - Standard Mktg Rp tng  
Optimization - EIS 

-. _ . _ . -. 
’. __-.-. 

,.-.-__.- _ c  .“-Production(Output) n - r -  . 
I - Lists 

I, -Analyses 
I 

Factory Worlters 

Factory Builders (IT) 
-Business Issues 

E a  
Pally Kirkley. 972.718.5712 

;P- -Ideas 
\ -_-- _.-- -Problems-- .L__._.-.-._._._._._ .--- -.-__._ ‘. 

uata Lustqmers 

- CLEC 
- LD ! 

- T C I O ~ S  ‘. 
1. ‘. 

! 
! 

! 
! 
! 

I i I 

11 GTE Marketing lnformatlon Management 
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Opportunities 

+ Advance Communication/Process Improvement 

+ Response/DNS Files 
)) Consistently Sent Daily 
)) Standard Format 

+ Institutionalized Marketing Process 

m. 
Patty Kirkley, 972.718.5712 
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8/5/98 



89LOZ 
Docket No. 990362-Tl 
Exhibd REP-28 
Page 31 

c 



GTECC Customer Relations & Quality Management 
.................................... 

................ .................................... 

................ 



Hispanic Marketing Calendar 

N 
0 
-l 
-l 
0 

I I 

June 

lngoing In  lar 

July 
TAI e- 

July 30 

]age Retentio 

Aug 1 Sept 1 Oct 
% 
l l l g  I 

e E O  Round ta j l e  + 
i Sepc. 16-18 j 

i USHCC j 

1 &p/. 23-26 j 

&A County Fair 

i Sepr. 10-27 

+ 

i -  

j +-+; 

State of j c x a s  Fair + 
Sep/. $-Ocl. 18 ' 

dnd Custorncr Service 

Nov 

Espa 

NOV. 2-1 

Dec 

---+ 



Hispanic Marketing Events 

Events and Sponsorships 

TAMACC Convention 
(Texas Association of Mexican American Chambers of Commerce) 

3,000 attendees 

Houston, TX 

7th Annual CEO Roundtable 
300-400 attendees 

Washington DC 

USHCC Annual National Convention 
(United States Hispanic Chamber of Commerce) 

5,000 attendees 
N 

-4 
w 0 Kansas City Missouri 
A 

JuI. 30 - Aug. 1 

Sept. 16-18 

Sept. 23-26 



Hispanic Marketing 

Events and Sponsorships (Contd.) 

LA County Fair Sept. 10 - 27 
1.3 million a t t e n d e e s  

LA County Fairgrounds,  Pomona 

. ... 

*State Fair of Texas 

2.8 million a t t e n d e e s  

Fair Park Eas t  of Downtown Dallas 

Se Habla Espa io l  Conference 

Los Angeles ,  CA 
N 
0 
-4 
-4 
N 

Sept. 25 - Oct. I8  

NOV. 2-4 -_ _. 



ispanic Market 

Products and Programs 

Talk To the Americas - Regional LD flat rate calling p1a.n. targeting: 
Argentina Costa Rica Guatemala Paraguay 

Belize Cuba Honduras Peru 

Bolivia Dominica Jamaica Portugal" 

Brazil Dominican Republic Mexico Spain" 

Chile Ecuador Nicaragua Uruguay 

Colombia El Salvador Panama Venezuela 

150 Free Domestic & International Minutes Promotion 

- 50 minu tes  eve ry  m o n t h  for t h r e e  m o n t h s  

In Language Retention Program 

N 
0 
-I 
-4 
W In Language Collateral 



Asian Marketing Calendar 

I 
I 
I 

Ongoing Rete 

June July 1 Aug 1 Sept 1 Oct 1 Nov 

:Integrated Acquisition Integrated Acquisition 

1 / Outbound $MA - Integrajcd 

j Small Business Direct Mail I * :  i Sepc. 8 Drip 

Aug. I 1  - Seppl. 15* ' Sei/. 21-Oct. 26 */ 
J d y  23 -Dee. 31 

: _ _ _ _ _ _ _ _ _ _ - : _ _ _ _ _ . . _  

Outboubd TMA -Smal l  Business 
; f  - - - - _ _ - _ _ _ _ _ _ _ _ _ _ _  

Seppc. l j  

I :  . -  
: ! 1 KoreaToi~n/Septemberj I 

I Vietnamese Moon FestivaVOctober 1 
ion Proerarn ..nd In-Laneuake Customer S&ce 

Dec 



sian Mar eting Events 

Radio Seoul (7fh Anniversary Concerf) 
- Saturday, August I, 1998 - San Francisco, CA (7:30-9:30pm) 
- 2,000 attendees including Gov. Pete Wilson and the Mayors of San 

Francisco and Oakland 
- Public Relations ONLY (GTElogo on 2 concert banners, fullpage ad in the 

program, radio mentions 3 times/day for 30 days in July, 10x2 table at the concert) 

-- . 

Chinese-American Athletic Tournament 
Saturday, August 15, 1998 - San Jose, CA (9-5pm) 
6 0,OO O* attendees (hea vi/y Mandarin) 
Sales Opportunity (20x20 booth space by main stage, GTE sponsored events: 
Tug-0-war, Swimming, Track and Field - GTE can present medals for these events) 

Golf Tournament 
Sunday, September 27,1998 - San Jose, CA 
1 OO+ golfers - small business owners and executives (Cup w/GTE logo) 
GTE sponsored holes: 3, 6, 9, 12, 15, and 18 (GT€ banner at each of these) 
Public Relations ONLY (No sales booth) 



Oakland StreetFest 
- August 22 & 23, 1998 - Oakland, CA 
- 1 OO,OOO+ attendees (Mandarin and Cantonese) 
- Sponsorship shared with GTE W i r e l e s s  (sales &ooth) 

(CbinaTown) (9-6pm) 

KoreaTown Festival 
- September 17-20, 1998 - Los Angeles,  CA (Ardmore Park) 
- 65,000+ attendees over the  4-day event 
- Sales opportunity - SNYDER ONLY (fox20 booth, parade’s, games, music, 

food, pageanf3, etc..) 

Moon Festival 
Late Septembedearly October - LA or San Jose ,  CA (Holiday is Ocf. 5) 

LA event is late September, San J o s e  event is Oct.  3, 1998 (fZ-fZam) 

Vietnamese event 
Details will b e  forthcoming .... 



Products and Promotions 

Talk to Asia plan - targeted countries are the 15 Asian countries and France 
and Canada. 

Cambodia Malaysia Singapore  Canada* 
China Hong Kong S o u t h  Korea France* 
India Laos Taiwan 
Indonesia Philippines Thailand 
J a p a n  Russ ia  Vietnam 

240 Free  Domestic  and International Minutes 
- Customer must sign up for t h e  GTE Platinum Value Plan and an International 

Plan. 

In-Language Acquisition and Retention 
- In Language Advertising, D i r e c t  Mai l ,  Telemarketing, Collateral 

- 
2F?B 
m 6 5  

tu - In Language fulfillment, customer service 

4 
0 7 "  0 * - Languages include: Mandarin, Cantonese, Viefnamese, and Korean s;; 
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Talk to Asia 

Total Sales - 3,463 (asof7128198) 

Outbound Telemarketing efforts began 7/23/98 

. . . . . . . . . . .. ._ .. -. - . -. . , .. .. . . . . - -. - -. . - .. . -. . .. . I Sales by Snyder Channel 

i $des by Language . .  



Initial Market Response to 
Calling Plans 

1st month Asian sales for Talk to Asia were 65% better than IcP 
and 52% better than ICPll 
Learnings: 

Talk to Asia is more attractive to Asian consumers  
Asian Campaign marketing and media support sof tened t h e  Asian 

~ market 

F ir s t  Month Asian Sales by Calling Plan 
I n 

4,000 

3,000 

2,000 

1,000 

E 0 
ICP ICP I I  Talk to Asia =j m 

0 



Act i w  i t i es 

New ProductslSewices Planned 

a Sales CoIlateraI 



Asian Marketing Calendar 

k 

Ongoing l h  

June I July 
Integ 

A 
+ 

I 
ition Program and In-Langi 

Aug I Sept I Oct I Nov 
~ ~ ~~ 

ted LD Awariness 

' 1  -Scpr. 30 ~ 

*I 

: Small Busihess Acquisitiob ' Aug. 25-NOv. IO . .  

ntegrated Acquisition Inteiratcd Acquisition 

Aug. I I -&pi. 15' ' S&. 21-Ocl. 26 ' Outbound $MA - Integra&l 

J u b  23 -Dee. 31 
j Small Business Direct Mail 

! Scpr. 8 Drop 
+ i  :__________- :__. ._ . . - -  

Outboukd TMA - Srna/l Business 
i -+ _ - - - - - - - - - -  - 

S p r .  15 

'hinese Arneriian Athletic Tohrnament /Auds t  I 
la kland S tree tFes t (Chinri Tu ,4n)/Augus t I / 

i I KoreaTo,~n/Septemberl 1 
I Vietnaniese Moon FestivaYOctobcr] 

;e Customer $ervice 

Dec 



Planned 

Calling Card Rate Plan 

International Toll Free Service 

0 International Origination Calling 

Cards 
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May and June Field Sales experienced 22% and 
40% increases from April sales, due  to a lift from 
Cinco d e  Mayo marketing support. 

2Q Field Sales Results 

. .- . .- . ............. .. 

.... .......... 
~~ ~. 1 , . . . . . .  *.: . .*. . . . .  ' 

&.:.i....'. 
;<* ..,; -.,,.: . . .  .*,:, ....... ...... 

. . . .  



Cinco de Mayo (24) 

Event arketing Benefits: 

"Mirawre a 105" oios = The F2F equation 

Point of Sale 

0 Promotion Tie-In Opportunities 

Positions GTE in Hispanic Target Markets 

Hispanic Cultural Impact 

~ 

i 

N ~ r n o  
-J 
0) 

0 & 5 3  

0) "%;5 

LkZ 
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m gm_ e 
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California 
Benefits 

.... . . . .  
, .. . .  ,. , c 1  . 

,. .~ ,... <2;:.. :.”. .... -.- . . .  ..:... .... . .  

“Mirame a /os ojos”- The F2F Equation 

Personal and Face-to-Face contact 
generates the environment for a solid 
foundational relationship between GTE 
and the Hispanic high-value custom-er. 



California Cinco de Mayo 
Benefits 

._  

Point of Sale 

As one of the top growing groups of new 
immigrants, Hispanic's influence and 
market power is multiplying rapidly. 
These events provide GTE with a location 
to sell products and services by a 
company with integrity capable of 
communicating in the customer's 
language. 



California Chco de Mays 
Benefits 

Prom o tion a I Tie -in Opp o dun i fie s 

These events become a framework 
around which GTE can create value- 
added, cost sharing partnerships and 
promotional opportunities. 



California Cinco de Mayo 
Benefits 

.. ' \.,. : .... . 
, . .. 

Posifions GTE in Hispanic Targef Markefs 

Event opportunities, like the Cinco de 
Mayo weekend events ,  position GTE in 
the Hispanic community as a company 
who is sensitive to the Hispanic high-value 
customer's needs in a culturally correct 
atmosphere.  

N 
0 
-4 
(D 
0 



California Cinco de Mayo 
enefits 

. . . . . . . . 
.. . . . . . . , , i , , . :  ..., . ' . .  . .  . .  . .  

. .. . . .  . . , . . .  . i  

Hispanic Cultural lmpacf 

GTE's involvement in the Hispanic 
community is enhanced by its participation 
and affiliation with high-level Hispanic 
events (as perceived by the customer). 



ic Sales for 
ICP and ICP I1 

First month OTM sales for ICP 1 1  were 75% bet ter  than-1s t  month 
OTM sales for ICP. 
ICP I I  h a s  a c c o u n t e d  for 56% of all Hispanic sales, to date ,  with two 
(2) months  less se l l ing  activity than ICP. 

First Month OTM sales for ICP and ICP I I  % of Total Hispanic Sales (as of 7/28/98) 

-4 0 h) Spanish ICP Spanish ICP I I  
W 
N 



Hispanic 3Q and, Beyond 

Mi Familia Latinoamerica with 150 
Free Minutes Promotion 

9 Hispanic Heritage (Sept. 15th, 1998) 

Co-Sponsored Events with Snyder 

Med-Card Product Trial in Florida 

N 
0 
-l 
W w 

Snyder Sales Collateral 



Taiking Points for 3Q and Beyond 

Mi Familia Latinoamerica with 150 Free Minutes. 
- Better  rates to Mexico than ICP or ICPll 

N 
0 w 
[D 
A 

- Diversifies GTE’s Portfolio 

-150 Free Minutes offer more flexibility to the  consumer 

-150 Free Minutes can b e  used 7 days a week, 24 hours a 
day 

-150 Free  Minutes are for International and Domestic LD, 
not  just  International which is what t h e  360 Free  
Minute Promo offers 



Talking Points for 3Q and Beyond 

Hispanic Heritage 
-In the process of creating a Hook o r  promotion 

into Hispanic Heritage Month to offer 
alongside Mi Familia and I 5 0  Free Minutes 



Talking Points for 34 and Beyond 

Co-Spornsored Events with Snyder 
-Parhering with Snyder to gain access to 

event locations throughout Hispanic 
Heritage Campaign (LA County Fair, Texas 
State Fair, Funday events in Houston, and 
possibly a Florida event) 

-Looking ahead we plan on sharing cost with 
Snyder to sponsor events with access for 
Field reps. Thus increasing sales and sales 
opportunities 



Talking Points for 34 and Beyond 

MedCard Product Trial in Florida 
-November I launch 

-Test to see interest of Hispanic market for such 
a product 

-Possibly a product that will decrease churn and 
inhance product line 



Talking Points for 3Q and Beyond 

Snyder Sales Collateral 
-Currently working on a sales piece for 

consumer usage and a sales piece that 
acts more as a reference guide for the Sales 
Rep. As w e  move towards consultative 
selling. 
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. .  ---- STATUS ' .  
. . .  

. .  
.. .I . .. :, . .  . .  . 

i . . .  
.. ..: . 

. . . , . 
REDUCING..:::,.:,' -., ... , .  

. .  . C H U W  ".. . , . .  . . , I . I . .  ;:.. 

Chum Research 
Increashg PIC I PIC Freeze at Point o f  Sale I GT5 Xeculatorv to Determine ?OS 

1 CTE to Research Chum and Present Findings I 
QuicPlC Incentives 
PIC Freeze Postcard wllncentive ' I  Restrictions 

_ _ ~  - 

GTE to acquire Pre-paid Cards I Form - . 
New Plans & 
Promotions 

Informing GTE 
About Snyder 
Improve Fulfillment 
Process 

Develop New Plans Focused on Chum & 
Target Markets 
Develop New Plans Focused on Winbacks * 
Meeting w1Customer Service Centers. Meetings held with AFNI/Alpharena 
Informing the ILECs 
Integrate Fulfillment w1Provisioning 
In-language Fulfillment 

New Plans & 
Promotions 

Informing GTE 
About Snyder 
Improve Fulfillment 
Process 

Develop New Plans Focused on Chum & 
Target Markets 
Develop New Plans Focused on Winbacks * 
Meeting w1Customer Service Centers. Meetings held with AFNI/Alpharena 
Informing the ILECs 
Integrate Fulfillment w1Provisioning 
In-language Fulfillment 

Outbound Customer 
Winback Campaigns 

I Consolidate program wlQOC 
Bundling I Address Timing o f  Bundling 

* Review results o f  existing campaigns 
Develop expanded in-language Winback 

Update on POS Form 
Update on Prepaid Cards 

Image & Target 
Market Advertising 
Welcome Calling 

Funhrr information dissemination to 

campaigns 
Implement A d  Campaign (Status Update) - 

t Review results of existing program Breaking out Asian languages 

ILECs and other GTE arems. 
Changes to inform customers on free . 
minutes 
Update on changes imade to nlinilnizc 
customer confusion 

Winback Implementation for 98 and 
beyond? 

. 

. 

. Results of existinl! c a m p a i m  
Direction for future 
Results of existing program 

Straregy ana r m n g  for bdnd.ing 
I 

N 
0 m 
0 
A 

-- .. 



Profile by Segment Effects-0-f Promotions- 
Calling Card & Call Finalize Testing A T G T E  * Completed 
M e  Toll-Free Roll Out at Snyder 
Customer Usage Provide Aggregate Customer Usage Reponing requested by NPANXX, 
Reporting lnrormation to Snyder InlOut or Franchise. Language. LEC. 
Additional Target 
Markets 
Additional Media 

. Stnius of Usage Rcponing 

Discussion on Other Markets 

Discuss additional media possibilities 
including Direct Mail, Print. etc. 

h, 
0 
0 
h) 

m 





The July 15th Soccer in Hollywood retention mailing drove a 
725% increase in call volume on July 20th from the previous four 
day average. 

.... . - ..... _ _  .... _ . . . . . . . . .  ....... . . . . . . . .  . - ........ - - - -  . .  

I .  . . . . .  . .  

. .  

71 231 98 
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The Top Line ... 
Submitted Sales 

By Channel & In/Out Franchise 
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SNYDER 
DIRECT SERVICES, INC. 

i 

Monthly Update 
July, 1998 
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Consumer. Field: 
- 1 2 0 k  gross sales in July--30% increase over June! August “Run-Rate’’ 

at 130k! 
1,500 monthly producers -250 growth over June! 
New markets opened--Charlotte, Naples, Tampa, 

- 
- 

- Key Personnel Actions: - New Southern Regional Director 
- Florida Region Created 
* Newly Created National Staff Position 

- Throughput and PIC Rates Still Outstanding Issues 
- Momentum established for 503K goal-- Expect Growth Rate to 

Continue! 

Consumer - Teleservices: 
Record Seffing Results! -- 28.5k  Submits -- 20% MTM Growth. August 
“Run Rate” of 31 k 

- Increased Staffing Levels From 347 in April to 491 in July 
- Reorganized Sales Management Team 
- Increased Mix of Multi-Cultural In-Franchise Leads 
- Modified Compensation Plan To Balance in/Out Franchise Mix 
- Established Referral Program to Increase Close Ratios (Effective 

August) 
- Momentum established for 228K goal-- Expecf Growth Rate to 

Confinue! . 

- 

GTE Business:  
- “Bundle” focus 
- Restructured Bundle Compensation -- Meaningful Income Potential 
- 300 bundle sales in July-3 times as much as the previous two. months! 
- Piloting a National Recruiting Firm 

- Opening Seattle and Dallas 
Goal of getting to 100 producers ahead of plan 

20809 
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GTEISnyder Top Issues List 

IMPROWNG THE TOP UNE 
. 

. 

. 

. 

. 

. 

. 

PIC Freeze (17% OF All Submits): 
- GTE Legal to identify the LEC’s allowed methods for requesting PIC freeze 

at point of sale (e g., approved language, process, mailing address, etc.) 

Throughput (50% Loss on Gross Sales) 
- 

- 
GTE to approve concept of Positive Option Letter 
Evaluating Drivers License & Birth Date Alternatives 

Rejects (3-5% of All Submits): 
- Resolving “No Confmation fiom RPMS” (75’s) (Current fde over 

8,000) 

Incentives 
- GTE to Provide Pre-paid carddoffers to test: 

Resolving PICs that are PIC restricted, and in QOC, Welcome Calling, 
Cellular Point of Sale, Positive Option Letter 

Bundling 

IMPROWNG CHURN .. 

- GTE to provide plan and capability to sell bundled LDLocal 

GTJ3 to implement win-back program but entertain use of Snyder in 
in t en rn? 
GTE to provide feedback on chum research results. 

Incent PIC Freeze -- Only 47 of Over 900 Confirmations Have 
Churned (Only 5%)! 

CUSTOMER PROFILE 

GTE analysis of yield changes and promotional impacts 
GTE to provide customer profile information by WOut Franchise, 
State, FieldOTh4, Plaf l romo,  etc. 

2081 0 



Consum-1 Reporting Period: 7/22/98 

REV. PER CUSTOMER 

NEW ACTIVATIONS 

PROJECTED MD ACTIVATIONS 

I 
I M D  ACTIVATION GOAL ACHIEVED 

CUSTOMERS IN BILLING 

X UNCOLLECTABLE 

CUSTOMER COMPLAINTS. 

FIELD HEADCOUNT 

i7ev.nur Per cll.1om.r 

.............................................................................. 

1 i  
'Y!?. 

YO m 

q i;5w 

. . .  

I 

_. ... _. ... 

.... ._ . 

___ ........... 
-. .. - ...... - .. 

MAY JUNE 

July figures marked as Ibd will be available in mid-August, 
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Reporting Period: 7/22/98 Busine-1 

PROJECTED YTD ACTlVATlO 

Y i O  ACTlVATiON GOAL ACHIEVE 

CUSTOMERS IN BILLIN 

% UNCOLLECTABL 

CUSTOMER COMPW 

Revenue Per Customer 

f1W.W 
1W.W 
f8o.W 
$70.03 
1EQ.w 
15O.W 
54O.W 
s3o.w 

N 1zo.w g 1lO.W 
s0.w 

MAY JUN,E 
W 

-__ . ._ .. .. . . .. 
July figures marked as IW will be available in mid-August. 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . , , 



AFNl 6-week Historical Call Detail 

Sun 

Docket No. 990362-Tl 
Exhibit REP-28 
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4:15 PM 7/30/98 AFNl CALL VOCUME.XLS 

4 496 

hlandarin 811 678 547 665 770 636 206 4313 33.86% 
Vietnamese 259 223 190 191 223 170 69 1325 10.40% 

Korean 34 24 18 27 24 8 10 145 1.14% 
Spanish 1366 977 858 969 1064 542 143 5919 46.47% 
Cantonese 191 150 128 146, 166 186 68 1035 8.13% 

% of Volume 20.89% 16.11% 13.67% 15.69% 17.64% 12.11% 3.89% 

i 1 

Sat 

Fri 

Thu 

Wed 

Tue 

Mon 

500 1,000 1,500 2,000 2,500 3,000 1 

Cantonese 

Spanish 1591 9 

Korean -P 45 
Vietnamese 13215 

.Mandarin 

0 2,000 4,000 6,000 8,000 

Page 1 
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SNYDER 
Milch Gershinan 
R a s h  Tugberk 
George Wolfand 
Vilnia Viola 
Barbara Baker  
Dan Hall 
Joe Lindsay 

. .  

GTEISNYDER SECOND QUARTERLY REVIEW, 8103-05,1998 

Expected Attendees: 

POSITION 
President 
Scnior Vice Presidenr 
Vice President. Operations 
Vice President, Sales 
Director. Project Operations 
Director, Application Development 
Projects Operations Manager 

GTE 
Ted Gilniore 
Ed Miller 
Keith Magee 
Manhew Murray 
Ann Fields 
Jeff Fugin 
Sandhya Karachiwala 

POSITION 
VP and GM. Ethnicllntemational MarkeringSales 
Director. Marketing 
Director. Channel Management 
Group Mawger. Consumer Sales Performance 
Group Manager, Channel Quality Assurance 
Group Manager, Business Sales Performance 
Staff Manager, Consumer Sales Performance 

- . . - I Marketing Information Management 
I Staff AdminisPator, MeasurcmenWReponing John Womack I 

GTE 
Butch Bercher 
Todd Eliason 
Pam Jacobson 
Mildred Recio 
lo-i Cheng 
Michael Lyons 
Dianne Metcalf 
Ron Bigler 
Joe Caliro 
Donna SUI& 
Jay Hohfeler 
Steve Mueller 
Laura Northcun 
Jeff Sherman 
Patty Kirkley 

20815 

POSITION 
President, GTECC 
President, Business Markets 
President, GTE LD-Consumer 
Group Manager, Hispanic Marketing 
Group Manager. Asian Marketing 
Group Manager, Retention Marketing 
Group Manager, Small Business Marketing 
Director, Sales Performance & Program Management 
Director, Customer Relations & QualityManagement 
Staff Manager, Consumer Financial Analyst 
Director, LD Operations Support 
Group Manager, LD Operations Suppon 
Staff Manager, LD Operations Support 
Staff Manager, Small Business Financial Analyst 
Director, Direct Marketing Operations 
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August 3-5, 1998 
Irving, Texas 

Introductions 

Not shown 
- Barbara Baker 

- Dan Hall 
- JoeLindwy 
- VilrnaViola 

- lCcorgc Wolfand] MiIchGmhmm 
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Meeting Objectives  

gFOC-US ..... <li ON 
KNEEDS . . . . . . . . .  
>?. ............... 
a 3 z S - u T J "  ._).; :: ..... 

+<.j>.>;< .:-:' 
.i2jnhibitors : .<..,. :... 
:: . . . . . . . . .  . . . . . . . .  

2 
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Quality Assurance 
Ann Fields 

Topics 

2Q 
- Goalslactions 

- Issues  resolved/status 

3Q and beyond 
- G o a l s  
-Act ions  t o  m e e t  goals 

I 
20826 
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G o a l s  
- Understand Occurrences for  Pendings 
- Provisioning Timeframes 

I s s u e s  Resoived/Status 
- F i l e  of 75s Analyzed for Problem 

Determination and Root C a u s e  
- Timeframe for OOF Provisioning 

Receiving Focus 

L . B i  3Q Goals 

Pendings 

R e j e c t  Handling/Management 

Provisioning 

- Complaints 

20827 
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Proact ive  Commitment to 
Mature our internal P r o c e s s e s  

20829 
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- Define P r o c e s s  t o  Proactively Identify a n d  Manage 
Pendings from R P M S D M S S  

- Identify P r o c e s s  Gaps and Implement Improvements 
$9 - End-to-End Understanding of the  Order P r o c e s s  to  Identify 

Improvements 

- Establish S y s t e m  Edits  

- Creation of  t h e  Snyder Activations T e a m  

- Creation of t h e  Escalated Complaints Sub Team 

3Q Key Issues 

- Rejects 
- Majority due to “Customer Already E x i s t s  with 

GTELD” 

Incomplete Order Form is a Reject Reason 

- Utilization of Multiple Order  Numbers 

Customer ProfilelQuality of Customer 

3 20828 
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Proactive Commitment to 
Mature our Internal P r o c e s s e s  

20829 



Docket NO. 990362-T’ 
Exhibit REP-28 
page 88 

I 

Marketing 

Ea3 

Hispanic  segment (Mildred R e c i o )  

Asian segment (Jo-i  C h e n g )  

0 Retent ion ,  W i n b a c k ,  U p s e l l i n g  
(Michael  Lyons) 

20830 
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* May and June  Field Sales experienced 22% and 
40% increases  from April s a l e s  d u e  to a lift from 
Cinco d e  Mayo marketing support .  

April May (Cinco de June 
Mayo) Ez# 

Cinco de Mayo (2Q 

Event Marketing Benefits: I 
“Mirame a 10s ojos” - The F2F equation 

Point of Sale 

Promotion Tie-in Opportunities 

Positions GTE in Hispanic Tarqet  Markets 

Hispanic Cultural Impact 

20831 2 
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* First month  OTM sales f o r  ICP II were 75% b e t t e r  than  1st month 
OTM sales for ICP. 
ICP I I  h a s  a c c o u n t e d  f o r  56% of all Hispanic sales, to d a t e ,  w i th  two 
(2) months  less se l l ing  activity than ICP. 

. 

Firs! Month OM Sales for ICP and ICP /I X of Total HispanicSalen (as of 7/28/98) 

5.m 
4.m 
),an 
2.m 

I.Co1 

0 

Spanish ICP Spanish ICP II 

Hispanic H e r i t a g e  (Sept. ?5th, 1998) 

Co-Sponsored Events  with Snyder  

Med-Card Product  Trial in Florida 

Snyder Safes Collateral 

20832 3 
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Talk to Asia 

Total Sales - 3,463 (asof7 /~8/98)  

Outbound Telerna*etlng efforts began 7/23/98 

Sales by Snyder Channel 

- 1st  month Asian sales for Talk to Asia were  65% better than ICP 
and 52% better than ICPll 

Talk to k i a  is  more attractive to Asian consumers 
Asian Campaign marketing and media support softened the Asian 

First M o n t h  A s i a n  S a l e s  b y  Call ing Plan 

4.000 

3.000 

2,000 

1.000 

0 
ICP ICP II Talk to Asia 

! : 

4 20833 



Docket No. 990362-TI 
Exhibit REP-28 
Page 92 

3Q and Beyond 

Asian Marketing Activities 

N e w  Product s/Se rvi ces 

Sales Coil a t e r a l  

Planned 

Asian Marketing Calendar 

June 
~ 

~ 

Dee 

20834 
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Calling Card R a t e  Plan 

International Toll F r e e  Service 

international Origination Calling 

Cards 

m 

- Retention 
- Welcome Cal l s  

Finalize Contract 
Asian Languages  
Detailed Reporting - Program Enhanced - Q&A’s, F o c u s  Groups 

Winback 
- Small Bus iness  
- Consumer 
Upsell 
- Migrate ex is t ing  cus tomers  to our new Calling 

Plans 

20835 
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1 

Channel Management 
Sandhya Karachiwala, Matthew Murray 

.- e . 

@ .. : .î l Topics 
. ...: 

Performance Goals 
Current Performance 
StrategiedAct ions  
-by goal 

Other Key Actions 

I 
20836 
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Call C"-"t 

M i " . U O U  365,500 

Ykld 76% 

RCH 124.70 

Chvm 17% 

c v r t o m r r  5e"icr 72% 

! 

T>rrJ.t 

7 3  i , 0 D 0 

*ox 

Y P  

C* 

80% 

Performance Goals 

\ \ 

Reduce churn 

\ 
Improve customer sewice level . \ 

20837 
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Increase Activations 

2Q Program Launches 
j i  

- May C e l e b r a t i o n  Sweepstakes 
- Talk to Asia 
- Summer Sweepstakes 
- Sales Contests 

- D e s c r i p t i o n  
- Rolled out end of April 
- Promoted Cinco D e  Mayo & Mother’s D a y  

- Supported by Radio, Collateral, T-shirts, Trinkets and 
Special  Events  

S t r e n q t h s  
- Rol led  out within short window of time. 
- Increased field s a l e s  significantly, e.g., 30-35%. 
- Surrounded by a theme v a l u e d  by the Hispanic  community. 

Areas of Improvement 
- Allot more time for sweepstakes rollouts. 
- Reporting requirements m o r e  defined. 
- Process of submitting sweepstakes field entries. 

20838 
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Talk to Asia 

an that was rolled out July i 
- ~ ~ r g e t ~ d  specifically to the Asian community 

- Supported by Television, Radio, and Print Media 

. Reduced rates to 13 Asian  countries 

Strenqths 
- Rolled out within short window of time 
- Large volume of sales from the field 
- D u a l  training of Small Business & Residential 

- Flexibility on holding orders 
* Areas of Improvement 

- Testing completed before rollout 
- Better definition of reporting requirements 

- Training - Consultative Sale 

G i E  * Scripting to be completed at least 3 days before rollout 

Summer Sweepstakes 

- Description 
- "Soccer In Hollywood", was ro l led out on Ju ly  7 
- Promoted acquis i t ion and re ten t ion  

- Suppor ted by Radio, Flyers, T-shirts, and Banners 
Strenqths 
- Met timeline guidelines for  sweepstakes rollout 
- Opened sweepstakes to  outbound telema&eting 
- Promoted to current customers as well 

- Field entries simplified o n  the LOA 

Areas of Improvement 
- Better definition of reporting requirements 
- Lines being automatically disconnected - resolved 

- Timing 
- Training 

m.2 

4 
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- D e s c r i p t i o n  

Created to  e n c o u r a g e  acquis i t ions i n  f ie ld  TM dur ing June 
Reward was an a l l  wea the r  jacket  

Supported by f lyers d is t r ibuted to  TM representat ives 

* 

* Telemarketing 
- Required to  meet 100% of weekly objective 

- 3 jackets were winners each week for 4 weeks 
- High participation 

-Field 
- West Coast Region currently administrating the contest 
- Other regions used the jackets to increase producers 

- High participation. 

Increase A c t i v a t i o n s  

Strategy 
- Better trained reps in strategic market s  
- M o r e  GTE sales support 

2Q Actions 
- Buddy Bonus  -f 
- Monthly “stretch” bonus 

5 20840 
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3Q Field support Plan 
M i  Familia a n d  Med-Card rollout 

- J o i n t  mini-marketing plans by  Region 
' - Access to more venues(Regiona1 Fairs) 

- Quarterly performance awards - Incentive based advanced learning 

- Non-cash sales incentives 

GTE visibility and access 
- Field visits - (roadshows, co-training, monthly manager's 

conference calls) 
Chann<:l communications 
- Sales Planner for Managers 
- Sales Associate's Consultative booklet m 

anne ComCmhunlca:lons_ 

for managers 

w 

. .  . . . .  . . ., <. . :  . . .. 

Pmfcsrional and 
Coozi!lla.tivc 

. Selling Handbook 

. . ' . . 5 : ' :  .: . . forasso.ck!e . .  
. .. 

20841 
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Help From Our Partner 

Field sales 
- LLGrassroots” competitive information 
-Quantitative and qualitative plans and 

promotions feedback 
- Event support  lead time 
- Field event summary reports 
- Demographic producer profile by region 
- Salesltraining obsetvation opportunities 

20842 7 
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Activations 
3Q TMA support plan 
- Training materials checkpoint  

- Standardize call monitoring evaluat ions  
- GTE visibility 

* P r a c t i c e  call s e s s i o n s  

Non-cash incent ives  
- “Caught in the Act” for outstanding call awards 

- Quarterly performance awards 

- Bannerslposters reinforcing GTE value 

Quarterly rep f o c u s  groups 
Poster sized ad s l i cks  

TM 
-Who’s  trained on what? 

* by plans and promos 

by market (Bus iness ,  Residential)  
by channel  (16, OB, Fie ld)  

by segment  

- Demograptiiic producer  profile 
- Co-training opportunit ies  

! 

20843 
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Strategy 

2Q Actions 
- Retain a t  Point of Sale 

- In-franchise l i s t  prioritization 
- U S  W e s t  escalation 
3Q Actions  
- PIC AddlRemove initiatives 

Calling cards  available f o r  Positive 
Confirmation letters 

m - RejectslPendings resources 

Strategy 
- F r e e  minutes  reductions 
- Upsell programs 
- C r o s s  sell to bus iness  o w n e r s  
2Q Act ions  

3Q 

- Talk to Asia 240 free  minutes  

- Mi Familia 150 f r e e  minutes  
- High Value Customer outbound calling 
- M o r e  c r o s s  sell emphasis  in training 

20844 
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Reduce Churn 

Strategy 

2Q Actions  

3Q Act ions  

- Retention programs 

-Welcome Calls  

- “Save the Sale” advanced training 
- Customer exit survey 

Improve Customer 

Strategy 

2Q Actions  
- Performance monitoring 

-Additional r e p s  added 
- Billing s t a t e m e n t  modified 
- Rated # 2 by surveys 

- Monthly customer satisfaction survey 
- Standardize unescalated complaints 

3Q Actions 

process 
Em 

10 20845 



Other Actions 

Integrated launch p r o c e s s  
Joint 1999 planning 
Revisit reconciliation p r o c e s s  
Standard inbound calling SOW 
Snyder visibility 
- D a t a G a t e  W e b s i t e  
- W h o  is S n y d e r  B r i e f  
- Snyder Quality P r o c e s s  Brief  

2Q created platform f o r  growth 
3Q a c c e l e r a t e d  g r o w t h  and ref inement  
Growth Strategy 
- Invest in most  product ive  m a r k e t s  first 
- Maximize safes support opportunit ies  
- Reward and r e c o g n i z e  t h e  eagles 
- B e  respons ive  to partners  needs 
- Channel r e s o u r c e s  m a n a g e d  by segment 

20846 11 
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Achieving Results 

e The Top Line 
Field Sales 

)ill Telemarketing 

e Reduce Time Intervals 
o Reducing "Defects" - Improving Throughput 
e Reducing Churn 

nrno 
$ $ 5  & 

W .& $ 8  
e Maintaining Customer Profile - (RCM) 

N 
0 

a, a 2 'I 



Docket No. 990362-71 
Exhibit REP-28 
Page 107 

. . . 
a, 
G 
4 
*l+ 

m 
a, 

\ 

\ 

\ 
\ 
1 
- 



/ 

\ 

/ 

\ 

Docket No. 990362-Tl 
Exhibit REP-28 
Page 108 

0 
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2Q Summary, 

0 Poor earnings 
- draw 
- higher - _  commissions 
- recruiting bonuses 

e Low throughput 
- confirmation letters 

- cell phones 
- SSN #'s 

e Producer base growth: 
overcoming excessive 
tu  rn over 

- pay on submits 
- increased payout 
- 2 level "Buddy Bonus" 

e Low LEC confirm areas of 
Northeast 

- restructure NE 

- Grow the sunbelt 
compensation plan 

12 
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Q3 & Q4 GTE Submits Projection 

120,000 

100,000 

80,000 

60,000 

113,000 117,000 11  7,000 

83,000 

66.000 

c24.ooo) (14,000) 

[21,000) (35.000) 

40,000 

20,000 

I"  

0 N 
0 JUL AUG SEP 

13.ooo 

(22,0001 

20,000 

(2.ooo) 

OCT NOV DEC 

20 
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3Q Strategy 
mQ--.*. . . .  .........:I..*....‘,% I ~ ~ ” ~ ~ ~ ~ ~ = ~ ~ ~ : ~ ~ ~ ~ . : : ~ . : ~ > c y ,  .:& .,:.L;:: ’: ,,._ ::,. ...... ,.....- 

” . . .  ....... .*-.-‘&2* . . . . . . .  

Continued emphasis on exponential growth: 

- open n’ew markets; more hir ing locations 
- im-plement National Staff resource 

- Submanagement development 
- job Fairs 

grow producer base to 2,000 EOS 

E Continued emphasis on productivity and retention 

N 
0 
cn 
-4 

m 

Productivity Bonus  
$1, $2 & $ 3  

e 25% increased “Buddy Bonus” 

Increased MGMT payout 
$lOOk DSM b o n u s  plan 

0 TC quarterly productivity b o n u s  
Book more events (i.e. State Fairs) 24 



vm . ., ".w"u ...., rll .,,..., .j , . , .  - 
.Y. ..EL." ~ ._ ._ . . , ... . . I  

.. ~. 

3 0  Issues 
. .  ...... i.' .. I.' .. ,. ...,... .. . ..* -..- 

Throughput (45% - 50°% V s  goal of 60% +) 
- Alternate name 

e training the field to capture 100% early positive indications 
0 ID verification (prepaid card opportunity) 

identify markets and reps 
open new locations 

- Duplicates on the rise 

LEC confirms below expectation (62% Vs 70% goal) 
- toll restricts 
- pick freeze 
- no response from RPMS 

- rates 
- promotion 

w Product competitiveness 



Summary 

4 Significant 2nd QTR Progress 

I July - “Turning the corner” 

. . ,~ ,. . . .. . . , . ,  . . . ~  
..,e 

Exponential 2nd half growth 

I Must solve throughput & PIC role “NOW” 

26 
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AGENDA 

N 
0 
W 
2 

e 

0 

e 
e 
e 

. . . . .  .._* ., .~ .... .,7.:. Y . .  . . . . . . . . . . . . .  I..&. ........--... 

SALES RESULTS 
STAFFING 
SUBMITTED SALES 
PICRESULTS 

I JULY TREND 
I SALES BY LANGUAGE 

ACCOMPLISHMENTS 
CHALLENGES 
3RD QUARTER GOALS 
3RD QUARTER STRATEGIES 
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RESULTS 
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INCREASED STAFFING LEVELS FROM 347 IN APRIL TO 491 BY JULY 31. 
3,,,o 

h) # 2% 
8102 q? 

29 k 3  

1 IMPACT OF NEW MANAGEMENT STRUCTURE, NEW COMPENSATION 
IMPROVED LEAD MIX AND INCREASED STAFFING LEVELS E'LAN, -4 N 
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PIC % AND PIC RESULTS 
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QUARTERLY PIC PERFORMANCE OF 55K WAS 89% OF GOAL (62.7K). 

AS OF 8/10/98, WILL REMOVE LOW PRODUCING NPAs. PRIMARILY 

a - 5  2 P g  EXCEEDED JULY SUBMIT GOAL BUT DUE TO 7 - I O  DAY PIC LAG, PIC ’ 

AVERAGE 73% OF SUBMITTED ORDERS PIC’d -- FLAT FROM Ql.  

SPANISH NY & IL. GOAL: 73% -80% PIC RATE 

:gz 
W X J z  

rno 

30 g i  
RESULTS FALL SHORT OF GOAL. (APPROX 81% JULY PLAN) 
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ACCOMPLISHMENTS 
" , w d - . .  ,... ..... ( *  ................... 
.I..&.. \..... . . . . . . . . . . . . . . .  --. -... . . . .  

0 

0 

9 

9 

e 
0 

. _. . . . . . .  , .~ ..... ~ .... ?.* -... . . . . . . . . . .  __ .. _1 ..;_ *td=!iL ........ . . ._- ._ .I  

REORGANIZED SALES TEAM TO CREATE NEW 
OPPORTUNITIES AND STIMULATE TALENT. 
GAINED AGREEMENT TO LET SNYDER CALL MULTI- 
CULTURAL IN-FRANCHISE PROSPECTS (BEGAN 7/13/98). 
MODIFIED COMPENSATION PLAN TO BALANCE IN10UT 
FRANCHISE MIX AND ADD NEW INCENTIVE TO ACHIEVE 
HIGHER PAYMENT LEVELS. (EFFECTIVE 6/26) 
INCREASED STAFFING LEVELS FROM 347 IN APRIL TO 491 
BY JULY 31. 
STARTED TO UTILIZE METRO MAIL DATABASE. 
ESTABLISHED REFERRAL PROGRAM TO INCREASE CLOSE 
RATIOS. (EFFECTIVE JULY) 

33 



CHALLENGES 
0 INBOUND CAMPAIGNS NEED TO BE SWITCHED FROM A “FLEX” 

ENVIRONMENT TO A DEDICATED “INBOUND ONLY” ENVIRONMENT. 
IMPLEMENTATION TARGET DATE: 8/10/98. 

0 BETTER CONSISTENCYl SCRIPT ADHERENCE 
I BETTER REPORTING 
I BETTER CALL “WHISPER” PROMPTING 

a PIC %’s HAVE-NOT INCREASED AS EXPECTED 
m TELESERVICES WILL ELIMINATE NPA’s WITH LEoa THAN P R. .TES 

FROM OUR CALL LISTS. GOAL TO MOVE FROM 73% TO 80% PIC RATE. (10% 
IMPROVEMENT) 

0 SIMPLIFY THE 2 WEEK SCRUB PROCESS. 
NEW 60 CYCLE TO BE PUT IN PLACE STARTING SEPTEMBER 1. 

SNYDER SURNAME TABLE TO CAPTURE RECORDS NOT TAGGED IN THE 
BTN SCRUB. 

U STILL NEED AGREEMENT TO SCRUB GTE IN-FRANCHISE BASE AGAINST 

N 

E2 -J I NEED THE “TEMPORARY SUPPRESSION” LEADS TO BE RELEASED AS THEIR $g[ --- 

8 

-J 60 DAY WINDOW BECOMES AVAILABLE. (APPROX. 200,000 P R O S P E ~ S )  gz?z 
;& 



Reducing Defects 



1. PIC Freeze at Pont of Sale 

Signed LOA R 
Signed PIC Freeze 

Document 
Snyder E l e ~ l m n l ~  

PIC Request 
PIC Freeze ReJecl GTE 

woiiacm 
LEC (2166) 

Confirmalion 

2. PIC Freeze Cellular At Point of Sale 
3. Post Card Call-In by Customer 

LEC 

Cell Call Made 
aI Polnl of Sale 

or Post Card 
Call4o by 
Curlomer 

Snyder 
QUICPiC 

[& Real.Tlme 
OrdsiEnIry) 

'1 I 

GTE 

4. PIC Freeze Reject Resolution (QuicPIC) 

Signed LOA 

5. PIC Freeze a t  Welcome Call 

Signed LOA 

6. PIC Freeze at QOC 
N 
0 
W Signed LOA 
-4 
W 

Snyder Elecrronlc 
PIC Request 

Confirmalion 

Connrmatlo" 
(PIC Frozen) 

Snyder 

Coofirmalion 

WorldCom 

Confirmalion 

PIC Frasze Reject Snyder 
(2166) QuicPlC 

GTE 
WorldCom 

LEC 

Snyder 

R Snyder 
QuicPlC 

GTE Welcome Calling 
Conlirmallon Eleclronlc 

PIC Requeit  ' WoddCom Snyder 
LEC 

Confirmalion 

... ._ 

Snyder 
Quality Outboud 
Calling (QOC) Electronic Order 

PIC Frozen 

LEC 

Cahrmallon 
[Frozen) 

GTE 

Confirmalion 

Confirmalion 

PIC Freeze 
Document From 

Customer 

') I 

LEC 



bp)o 

o m  
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Confirmation % 
8 0 O/o 

7 5 O/O 
70% E 

r=, 65 O/o 

E: 0 6 0 %  
5 5 O/O 

5 0 O/O 
45  y o  
4 0 %  

\ Goal 
\ / 

I 
1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 l I l I 1 1 1 1 ~ 1 ~  

1 3 5 7 9 11 1 3  1 5  17 19 21 2 3  2 5  

W e e k  



2 a 
0 
N 

I 

%O 
%O 1 

%OZ 
-I %OE 2- 
1 g %OP 
"5 %05 

%09 
U 

s %OL 
%08 

%06 
%OO 1 

. .  

%O 

%Z 

%P 

%9 

%8 

%O 1 

%Z 1 

%P 1 
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a 
0 
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Maintaining Customer Profile 

. .  . ' : '  . . .  ' . I  I . .  ,. ' . . . . ,, ,, . . ,. ., , .;,:.t C.;'j.. ' j  ... : , .. . . . . . . ..:. . . . . i .. . . ,.. :;...si .,., k? . l.i 

N 
0 m 
W m 

48 
i 



.:: 
L' 

a, 
k 
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Quality Checkpoints 

,... :.*.l ,.. <.... . J..;,..L- ".-....> .,k. --C. . . ~ . t 2 , ~ . X L W . ~ # 2 $ ~  

Field Order Processing 
I , L!;;y . :::.,,&...,', . ->& .. .- "... .... L .,. . . . . .  , - i--l 

BTN Dups 
SSN Dups. 

*Driver's License t I i  J PladPromos 

LOA Review *Cellular TPV 
*SSNI 

Snyder 
District Order 
Office Validation 

. sn& LOA 

\ ,  
*Date of Birth 
.Alternate Name Point of Sale TDEC 

N 
0 
W 
W 
a, 

SPIN 

. .  . 

Name and Address. 
Verification 

Metrohiaihrospect . .  :Database ~ 

. . I  ..!,, :.>,~: :, :_, ;., 

. .  

Quality Outbound 
Calling 

Allernate Name. If  Supplied 

Verification Letters 
Positivemegative) 

*Rep Compensation 

\ 
PIC Disputes 

* LEC Reject Reponing 

*Customer Complaints 

*Escalations 

o a$ m u  

s.,g 
!23? 

5 

- E %  

? 

\ 
Snyder. 

Back-End 
Reporting Re-SPIN 



Process Overview 

-. ,,._ ...... ~~. ae<.3:.; ... :,, ~ : ~ ~ ~ ~ ~ ~ ~ : . ' , ~ . , : . ~ ~ ~ .  ' 

*-. .... - ... .- .- 

Total Field Orders 4 3  - 4/10 
Snyder Front-End Edits 
Social Security -' Equifax 
Dialer Spin 
&gabw @tion Letter 
bkgabe Qtm Letter PLdirg 
Wiity Wmrd 'Calling 
Wity Qttxwixi Calling - pending 

' .  SubrrittedtoGTE . .  .......... 

. . . .  . . .  

. . . . . . . .  

Snyder -GTE 
... ._, . ~ . ~ .  . ...........- ,̂*... . , . . . . . . . . . . . .  .i _._._?E?.- 

. . . . . .  

. . .  . . . . . .  

h, 
0 
a3 
a, 
(D 

17998 100% 
1800 10% 
1292 7% 
1136 6% 
176 1% 
532 3% 

3453 19% 
763' 4%' 

- Snyder Front- Social a: 49%: End Edits , Security - 
10% Equifax 

RSubrnitted ODialer Spin 

Negative 

6% 

Option Letter 
1% 

i?;; 

el:$ 

F 

' \ Negative 

Pending 

Quality , Option Letter ; gi 5 
Outbound ' 

Calling 
19% 3% &? W 

i 

i p Quality 
Outbound 
Calling - 
Pending 

4% 
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Process Overview 
S SN Verification 

Name-No 
Match 
2 4 '/o 

SSN Good 
33% 

E q u ifa x-N o t 
On File 
41 O h  

Same Rep 
Duplicate 

1 Yo 

mSSN Good 0 Different Rep-Duplicate 
0 Same Rep Duplicate 
IINarne-No Match 

OEquifax-Not On File 



Process Overview 
Quality Outbound Calling 

~ Statistics From April 28th 

Wrong Contact 
Changed Mind 3% Disputed Sale 

3% 

Does not remember 

1 Generic 3-Tone A 
4 % 

I 

8% i 

- 12% 

N :  
0 
0) 
W 
h) 

24% 
\ 

qoL 

31.63% 
23.74% 
11.73% 
9.97% 
8.23% 
4.49% 
2.75% 
3.01 % 
1.59% 
1.68% 
0.48% 
0.28% 
0.26% 
0.11% 
0.03% 
0.03% 

mSent to NOL 

" Still At Dialer 

0QOC Confirmed 

OWrong Number 

"Generic 3-Tone 

mDoes not remember order 

"Changed Mind 

OWrong Contact 

,Disputed Sale 

"Disconnect or Changed Number 

UBusiness 

OLanguage Barrier 

"Operator connected to 3-tone 

I 

,Question on Plans 2 PO gg 

g c z  
New Number & 

E 

, I 2  BPrewously Submitted to GTE 

'I 



I 

CY 
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+ Implementation of Verification Letter 
+ Automatic 100% QC Process 
+ Rolled out SNAP Complaint Module 
+ Developed Reporting for the Quality Control Process 
+ Development & Implementation of Cellular Verification 

+ Tested Cellular Verification Process (NY,CHI) 
+ Began Development of Driver License Verification 

Process (Mi n i-Verif i catio n) 

Process (Expected Q3) 
N 
0 

(D 
.h 

m 

56 



Q3 Initiatives 
(Zero Tolerance) 

, , ~ ~ . . ~  ~: .. . +::.*,,.-,--,,- _..I. .. ._. .... ~. :. ".. .t.--..&A- .. .._I._ 

+ Continued Evaluation of QC Process 
(Trending Analyses, Identify and Correct 
Weaknesses in QC Process) 

8 Re-Educate Sale Force to Think Quality First 
8 Continue Development of Procedures to 

E rad ica t e Customer Corn plaints 

57 



SNAP'S QC Module 

G r a d e  

10 
0 
W 
W 
m 

Bronze I Role 

Detailed ir 

Rep  ID 

FIN ID 

format ion  for Rep ID 1 

1 1 H i r e  D a t e  14/28/97 

11 S f i 7 R  I 
E m p l o y e e  N a m e  IRODRIGUEZ. OLGA 1 S u p e r v i s o r  - 

SouthEast Region 

Field Sales 

Title Sales Associate I M a r k e t  IHispanic a n d  Others I 
O f f i c e  C o d e  1 1  T e r m i n a t e  D a t e  15/26/96 1 
Meli ta  ID u 

!. 
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Instant Status Changes 

QOC S t a t u s  for R e p  ID # 1 

Rep ID 1 1 Employee Name [RODRIGUEZ. OLGA 1 

s t a t u s  Standard -- I Reason IManagernent Authorization 

C o m m e n t s :  This  is comments soVince can see _. 1 

s u p e rvi s or -1 D i s t r i c t  IMrarni 

Rep S t a t u s :  
Reason for Chan3.e: IPoor Quality Produnion kd 



G 
k 
0 
c, a, 

-* 
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QC Reporting 

* QC Complaint TOP 20 (waiteu'point system) 

* QC Complaint TOP 20 (percentage ofgross production) 

* Rep Y-T-D Complaint History 

* QC Complaint by District 

* Complaint Summary (by month) 

N 
0 co 
0 
0 
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GTE Long Distance 
Ethnidlntemational Markets 

VP and GM 
972-465-51 a4 

Ed Miller 
Director 

Marketing 
972-465-4635 

Keith Magee 
Director 

Channel Management 
972-465-5199 

G w  M a r a p e (  
Hi-k Mu*& 
8724654610 

saks pcrbrmance Anahlsl 
9724654673  9724654657 9724654628 

20903 
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Page 162 Keiih M a w  

Director-Channel Management 
E h l c  Markets 

GTE Communlcationa 
Corporsticn 

6665 N. MacArlhur Blvd 
HQK03W2 
I*, TX 750342443 
972 465-5184 
Fax: 972 465-4870 

6665 N. MacAnhur Blvd. 
P.O. Box 15ZSS. -14 
Irving. TX 750152239 
972 465-5199 
Fax: 972 465-4867 hlrnagee@cc.gte.com 

~. . .. . . . . 

Edward A. Miller 
Direaor 
lnternalioml8 Elhnic Markers 

Matthew W. Murray 
Group Manager 
C b w @  Mawgemen1 
EUnic Conwrner Markets 

GTE Communications 
Corporation 

6665 N. MacArthur Rlvd 

GTE Communications 
Corporation 

6665 N. MacAnhur Blvd 
HQKo3AO7 
P.O. Box 152239 
Mq. TX 75015-2239 Fax: 972 465-4867 

m a n ~ w . - ~ . g t e . m  972 465-4656 

~~~ 

PO. k X  1 & 3  H 3 K W 1 3  
Irving. TX 750152239 
972 465-5198 

ed.mille&cc.gie.com Fax: 972 465-4867 

.- -___ . . . . . . . - 

Jeff Fugin 
Group Manager 
Smail &ainess &rwd Management 
ElhnidnlemalioMl Markets 

GTE Communications 
Corpodon 

€665 N. MacAnhur Blvd 
HOKo3829 
P.O. Box 152239 
IMng. TX 75015-2239 Fax: 972 465-4939 

ieH.fugin@cc.gie,cm 972 465-4627 
- _- 

6665 N. M h U r  Blvd.. HOKME21 
P.O. BOX 152239 
Irving. TX 75939-2443 

972  ax: 465-4642 972 4654939 m'chad.wxecc.gie.com 

. . .. - . . - . - . .. . 
. - . . . -. . . 

JO-( Cheng 
Group Mandger-Ethnic 
8 International Marketing 

M l M d  Reclo 
Group Manager-Ethnic 
a lnternathl M e t i n g  

GTE Communicatlona 
C w p o ~ O n  

6665 N. MacARhur Blvd. 
PO. rn 15zt39. H3K03804 
INing. Tx 750152239 
972 465-4610 
Fax: 972 465-4867 

GTE Communicatlona 
C wpo ra 1 I o n 

6565 N. MacArthur Blvd. 
PO. Box 152239. KKcr3aa 
Irving. TX 750152239 
972 465-4626 
Fax: 972 465-4867 

~ -. . . 
Dlanm, M e t c a n  
Group Manager-Ethnlc 
8 In te rMmI  Markebng 

GTE Communicatlone 
Corporstlon 

6665 N. MacAnhur Blvd. 
PO. Box 152239. H3Km818 
Irving. TX 750152239 
972 465-4624 

dianne.meical~cc.gte.can Fax: 972 465-4867 
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SALES OBJECTIVES FOR 

ETHNIC MARKETING PROJECT 



EIP-I 

SUBMlTlED 8Y 

Pamela S. Jacobson 

APPROVED BY 

Clarence F. Bercher 

1998 GTE EXECUTIVE INCENTIVE PLAN 
: O m  WO513LN (1197) 
?el S5180 

DATE 

DATE 

NAME 

Pamela S. Jacobson 

APPROVEOBY 

Kent B. Foster 

TITLE 

President-Consumer Markets 

DATE 

Docket No. 
Exhibii REP-29 

BELOW 
EXPECTATIONS 

-. 
Page 1 

COMPONENT 

GTE Telephone Operations I 

AT MINIMUM 
EXPECTATIONS 

LOCATION 

Irvrig, TX 
I 

ABOVE 
EXPECTATIONS EXCELLENT EXTRAORDINARY 

SIGNATURE 

PARTICIPANT EVALUATION OF OVERALL ACHIEVEMENTS VERSUS OBJECTIVES 

DATE 

CHECK ONE 

MEETS 
EXPECTATIONS 

I 



FIP-1 

NAME 

Pamela S. Jacobson 

TITLE 
President-Consumer Markets 

COMPONENT 

GTE Telephone Operations 
~~w NO. W362-Tl  

Page 2 
~xhibit REP-29 

LOCATION 
Irving, TX 

NAME ( Immed;kle Supew~svirorl 

Clarence F. Bercher 

AT MINIMUM 
EXPECTATIONS 

(50-74% 
of Norm) 

BELOW 
EXPECTATIONS I MEETS ABOVE 

EXPECTATIONS EXPECTATIONS EXCELLENT EXTRAORDINARY 

of Norm) of Norm) of Norm) of Norm) 
(165-200% (75.104% (1 05-1 34% (135.164% 

TITLE 

President-GTE Communications Gorp. 

NAME ( N e n H ~ h ~ h a r l e v o l o I S " ~ p e n ~ " 1  BELOW AT MINIMUM 

Kent B. Foster (50-7.!?. 
(No Payment) of Norm) 

EXPECTATIONS EXPECTATIONS 

TITLE 

President-GTE Corporation % 

COMMENTS 

MEETS ABOVE 
EXPECTATIONS EXPECTATIONS EXCELLENT EXTRAORDINARY 

(75104% (105-134% (1 35-1 64% (165-200% 
01 Norm) of Norm) 01 Norm) of Norm) 

% % % % 

HUMAN RESOURCES REVIEW AND COMMENTS 

NOTE: A//  ratings shouid be in increments of 5%, 



0 
0 a 
rn 



PART II: TEAM OBJECTIVES (--%) 
EiP-I 

NAME: Pamela S. Jacobson 
Docket No. 990362-Tl 
Exhibit REP-29 
Page 4 

1998 OBJECTIVES 

GTE Communications Corooration 

1, GTECC Customers in Service 
(000's) 

2. GTECC Customer 
Satisfaction 

3. Incurred Cost 
(Excludes Capacity) 

4. Uncollectibles 

Consumer M arkets 

CLEC 

* Gross customer acquisitions 
In Franchise . Near Out of Franchise 

* Average churnlmonth 

Customers in billing 

Average revenue/ 
customerlmonth 

Total revenue 
(Excludes Ethnic) 

Average cost per acquisition 

1997 RESULTS 

N/A 

NIA 

NIA 

NIA 

8,560 
8,560 
0 

NIA 

NIA 

NIA 

NIA 

NIA 

1998 TARGET 

3.OM 

76 

$890 

2.4% 

572,161 

2% 

513.9 

$68-$72 

$169.2 

$289 

1998 RESULTS 

2.8M 

76 

$656M 

4.47. 

85.2K 

74.7K 

Non-Zero Bills 
$23 (J) 
$68 (D) 

$26M 

$228 

1998 RESULTS NARRATIVE 

... 



PART II: TEAM OBJECTIVES (--"A) 

1998 OBJECTIVES 

Consumer Mark et% (continued) 

Lona Distance 
* Gross customer acquisitions 

8 Average churn per month 

* Customers in billing 

Average revenue/customer/ 
month 

Total revenue 

Average cost per acquisition .- 

a Operating income 
(managerial) 

Ethnic Market2 
Gross customer acquisitions 
(000's) 

Average churn per month 

Customers in billing 
(000's) 

Average revenue/customer/ 
month 

Total revenue 

Average cost per acquisition 

Contribution margin 

1997 RESULTS 

2.5M 

9.8% 

1.5M 

$17.33 

$237M 

$46 

N/A 

NIA 

N/A 

N/A 

NIA 

N/A 

N/A 

NIA 

1998 TARGET 

2.4M 

8.4% 

1.9M 

$21.50 

$41 5 M  

$49 

($61 M) 

836K 

5.1% 

590K 

$75.30 

$207M 

$76.53 

$(41M) 

NAME: Pamela S. Jacobson 
EIP-1 Docket No. SWJ~Z-TI 

Exhibit REP-% 
Page 5 

I 

1998 RESULTS 

2.6M 

7.5% 

2.1M 

$18.60 

$415M 

$38/CUSt 

TED 

611K 

17.9% 

189K 

$22.91 

$26.7M 

$89.47 

($71.5)M 

1998 RESULTS NARRATIVE 



PART II: TEAM OBJECTIVES (--%) 

1998 OBJECTIVES 

Consumer Markets (continued) 

Card Services 

Total revenue 

Operating margin 

Incurred Costs.  Consumer 
Markets 

'Target restated to show 
total managerial costs 

1997 RESULTS 

$28.9M 

$ 1.8M 

NIA 

1990 TARGET 

6 46.8M 

6 6.OM 

$383.9M * 

EIP-I 
NAME Pamela S.'Jacobson 

1998 RESULTS 

$48.6M 

$ 14.9M 

6329.9M 

1998 RESULTS NARRATIVE 

Docket No. 990352.TI 
Exhibit REP-29 
Page 6 



PART 111: WORK PLAN OBJECTIVES (--Yo) 

1998 OBJECTIVES 
(LIST IN ORDER OF P R l O R l m  

1. Provide distinctly superior 
customer experience 

Define desired experience 

Measure customer satisfaction 

2. Support the GTE Data Plan. 

- Achieve sales target 

Maintain effective distribution 
c h a n n e I s 

997 RESULTS ,998TARGET 

blonthl 
neasu.-; 
xginning 2Q98 

$40M (all 
segments) 

NAME Pamela S. Jacobson 
EIP-I 

1998 RESULTS 

:omDlete 

Complete 

$4M 

Docket No, 990362-Tl 
Exhibf REP-29 
Page 7 

1998 RESULTS NARRATIVE 
(INCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE) 

Through customer surveyslmarket analysis, specific 
customer experience defined and tested within a 
control pod in Niagara. Results demonstrated higher 
close ratios with greater add-on sales ratios. 

Customer satisfaction surveys implemented 2Q98. 
Sales scores began high and remained there 
throughout the year. Repair scores were very low 
initially due primarily to customer order backlog in first 
4 months of the year. Repair scores improved 
dramatically as a more stable systems environment 
and new processes were put into place. Quarterly 
reviews of the data were presented to many internal 
functions (Marketing, EA, IT, etc.). Teams targeting 
key areas for improvemsnt were formed to ensure 
issues were addressed. 



PART Ill: WORK PLAN OBJECTIVES (--%) 

1998 RESULTS 1998 OBJECTIVES 
(LIST IN ORDER OF PRlORlM 

3. Improve the efficiency and 
effectiveness of the service 
fulfillment process 

1998 RESLLTS NARRATIVE 
(IhCLJOE DESCRIPTION OF REV SED TA7GET F APPXAE-E) 

4. Develop the Service Dev. Platform 
to ensure we have scalability to 
deliver: 

Achieve lT/DP budget. 

Process transactions in targeted 
time frame. 

For the period of 3/98 thru 
12/98, less than 20 hours down- 
time per rep. 

1997 RESULTS 

N/A 

N/A 

NAME: Pamela S. Jacobson 
EIP-1 

Docket No. 990362.~1 
Exhibh REP-% 
Page a 

1998 TARGET 

* No significant 
order backlogs 
exist 

* Process/sys- 
terns are 
enhanced to 
handle 
maximum 
customer 
acquisition 
levels required 

* Customer 
experience fully 
meets 
expectation 

Cons 140 Min 
Cons $300 

$112M 

Consumer 
order: 46 
minutes 

' 20 
(Avg. 1.75 
hrs/rep./mo.) 

Call Center operations consistently performed at very high 
levels always reflecting the segments business strategy: 

Excellent penetration of add-on product sales, 
especially during promotional periods 
Bill analysis suggests most customers (85%) 
are sold appropriate packages 

1. Close rates averaging 30%+ 
2. 

3. 

I -  

. Tremendous effort and analysis conducted to truly 
understand throughput capacity to ensure positive 
customer experience. Once known, focus turned to 
balancing front-end sales order activity with back 
office capabilities. Unique partnership formed with 
Marketing requiring mutual understanding of functions 
and trust to execute lo plan. Well attended weekly 
meetings ensured expectations were clear. 

Cons TED Min 
Cons $TED 

30 

* Significant progress made in understanding the 
requirements of the CLEC business model. 

In July 1998, Dream Team effort launched to 
determine how step function improvements could be 
made to the platform. 

In September 1998, implementation of Dream Team 
recommendations initiated, which will result in a 
significant reduction of Consumer order processing 
time. 

* 

* 
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1998 OBJECTIVES 
(LIST IN ORDER OF PR lORlM 

5. Reduce our capacity costs from 
81 . I %  to 80% of revenue by: 

Analyzing trafficlservices to 
lower costs. 

-Shifting minutes of use onto GNI. 

6. Develop new, innovative 
approaches to engage customers. 

7. Drive distribution costs and 
effectiveness through: 

- Adding new channels 

Positioning cost per gross add 
or as a % of sales expense 
to revenues for: 

Consumer Markets 

997 RESULTS 

WA 

,998 TARGET 

30% of Revenue 

I Customer 
buying 
behavior and 
channel 
economics 
are well 
understood 

New 
channels 
drive approxi- 
mately 10% 
of total 
customer 
acquisition in 
1998 

3pen 18 New 
Sales Channels 

cons $289 

1998 RESULTS 

71.1% 

Comolete 

Opened 23 New 
Sales Channels 

Cons $320 

998 RESULTS NARRATIVE 
INCLUDE DESCRIPTION OF AEVISEDTARGET IF APPLICABLE) 

Segment position identified following qualitative and 
Juantitative research; position now being pursued GTE- 
Nide in all Consumer-facing units (more than a number). 

The following engagement techniques developed and 
:ested in 1998: 

- Sports Events (Le., Tampa Bay Devil Rays) 
- Multi-Dwelling Units 
- Office Depot 
- Direct Response Print 
. Compaq 
- CD NOW 
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1998 OBJECTIVES 
(LIST IN ORDER OF PRIORITY) 

8. Standardizdintegrate all key 
processes in Consumer Markets 

Market analysis 

- Customer segmentation/list 
management 

Competitive Analysis 

- Offer rationalization/ 
development 

0 Go to market planning 

- Advlpromo development 

* Distribution channel 
development/ 
management 

* Performance 
reportinglreview 

1997 RESULTS 1998 TARGEl 

b All current 
processes 
assessed ~ 

1Q98 

B Standardiza- 
tionfintegra- 
tion opportun- 
ities identified 
and imple- 
mented 2Q98 

b Organiza- 
tional impli- 
cations 
assessed/ 
changes 
implemented 
12/1/98 

Docket No. WMZ-TI 
Exhibit REP-29 NAME: Pamela S. Jacobson 

1998 RESULTS 

. Complete 

- Complete 

Complete by 
12/31/98 

Page 10 

1998 RESULTS NARRATIVE 
JINCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE) 

-. .., 
Assessment of marketina/channel activities for 
Consumer Markets subsiantially completed during Q1 
and Q2. 

Reconstituted plan initiated in late Q3 to incorporate 
Small Business into integratiodrationalization process. 

Implementation of adjusted marketing/channel plans 
in Q4 to position for 1999. 

Integrated structural changes implemented Q4 for 
General Markets: 

* Single Marketing Organization 
* Single LD Sales 8, Operations 
* Single CLEC Sales 8. Operations 
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1998 RESULTS NARRATIVE 
(INCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE) 
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3 n g o i n g 

3ngoing 

1998 OBJECTIVES 
(LIST IN ORDER OF PRlORlW) 

* Employee family needs assessed and nurtured on an 
individual basis 

Monthly Breakfast meetings provide forum for open 
communication and Q&A 

9. Create a fun, challenging work 
climate which assists evely 
employee in achieving their 
professional and personal goals 
and commitments 

* Desired work climate 
defined 

Development plan in place 
for 100% of employees 

Participation in work and 
family balance programs 
encouraged 

Candid, frequent 
communications to all 
employees 

- Workforce diversity valued 
and fostered 

- Leadership and outstanding 
performance regularly 
recognized, rewarded and 
celebrated 

997 RESULTS 998 TARGET 

1130198 

711 I98 

k g o i n g  

3ngoing 

3ngoing 

3ngoing 

General Markets "culture," within context of GTECC 
culture, defined 

All employees provided with formalized feedback bi- 
annually; plans developed with clear deliverables 

- 

3ngoing 

3ngoing 

* All possible opportunities sought to ensure proper 
treatment and representation 

Written and verbal recognition provided on ongoing 
basis, as well as Individual Excellence Awards and 
CLA nominations 

* 

I 
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1998 OBJECTIVES 
(LIST IN ORDER OF PRIORIPI) 

10. Implement the "Six C model, 
relative to GTECC culture, 
presented at the GTECC 
Leadership 1998 Kickoff 
Meeting. 

1997 RESULTS 1998TARGET 

mplement the 
;TECC culture 
)Ian and 
naintain an 
)vera11 employee 
satisfaction 
:core (as 
neasured by the 
2TE Viewpoints 
survey) greater 
han 74% 

1998 RESULTS 

'Ian 
mplemented, 
xeral l  employee 
satisfaction of 
78% YTD 

1998 RESULTS NARRATIVE 
(INCLUDE DESCRIPTION OF REVISED TARGET IFAPPLICABLE) 
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During the second half of 1998, the following events/activities were managed with the Consumer Markets group: 

1. 

2. 

3. 

4. 

Supported the GTUBell Atlantic merger efforts, specifically relating to Long Distance, Card Services and CLEC activities. 

Began renegotiations efforts for the distribution contract with Snyder Communications, after completing an assessment of the financial performance of 
the ethnic segment. Final results of renegotiation are expected to yield a significantly scaled-down contract with more flexibility and favorable terms for 
GTECC. 

Sewed as lead GTECC executive on team in renegotiation of contract with Teletech, which resulted in favorable pricing terms for GTECC (both 1998 and 
beyond) as well as more advantageous terms and conditions for GTECC. 

Assumed responsibility for Small Business Markets during Q4, including both LD and CLEC bundle. The Small Business organization effectively 
combined into Consumer to create the General Markets organization. Developed and executed plan to clean up the Small Business backlog in 
Alpharetta. Began process to thoroughly assess and restage the Small Business bundled offer. 
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VP-Regulatory R Governmental Affairs President-Consumer Markets 
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COMPONENT 

GTE Telephone Operations GTE Communications Corporation 

LOCATION 

Irving, TX 

SUBMITTED BY 

Chrislopher D. Owens 

APPROMD BY 

Clarence F. Bercher 

APPROMD BY 

Kent B. Foster 

PARTICIPANT EVALUATION OF OVERALL ACHIEVEMENTS VERSUS OBJECTIVES 

DATE 

DATE 

DATE 

BELOW 
EXPECTATIONS 

CHECK Oi4E 

AT MINIMUM MEETS ABOVE 
EXPECTATIONS EXPECTATIONS EXPECTATIONS EXCELLENT EXTWORDiNARY 
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;LN(mT 

C ( X I M N N  

opher D. Owens GTE Telephone Operations 

lDCAllON 

lming 'resident-Regulalory and Governmental AKair; 

W E  PLAN OBJECTIVES 

CIPANT EVALUATION OF OVERALL ACHIEVEMENTS VERSUS OBJECTiVES 

EXTRAORDINARY 
ABOVE MEETS 

EXCELLENT 
BELOW AT MINIMUM WPECTATIONS EXPECTATIONS EXPECTATlONS EXPECTATIONS 

: K O N E  

QATE 
N R E  



0 
-1 
r? 

0 f i  
5 
y? 

s 

s 

s 

- 

s 

s 

- -. . . - . . . . . . . . . . . . ...._~ . . .  . . . - .. .. . . . . . .. . _ _  . . . . , . . . -. . . .. . . , .. . . .  





w N 

m .. 



EIP-I 
PART 111 : WORK PLAN OBJECTIVES (20%) 

NAME: Christopher D. Owens 

Dccket No. 990362-TI 
Exhitd REP-29 
Page 20 

1997 OBJECTIVES MILESTONE 1 DATE 
I 

Interconnection 
Develop and execute plans to 
achieve terms and conditions 
acceptable to GTE in local 
competition and interconnection 
forums, such as arbitration 
proceedings, intercompany 
agreement negotiations, rate 
rebalancing filings, cost and pricing 
proceedings, and legal actions. 

.- . 

MEASURESOF 
ACHIEVEMENT 

Plans are prepared and 
aggressively pursued to 
achieve results consistent 
with GTE policy and 
positions. 

1997 RESULTS ACHiEVED 

Plans have been developed and implemented to achieve GTE's 
:ost and pricing objectives, rate rebalancing and 
nterconnection arrangements. All categories of regulatory 
?lings have been designed to further rate rebalancing 
'equirements, the need for a competitively neutral USF 
nechanism and to support GTE's legal actions emulating out of 
nappropriate decisions by state and federal regulators. As of 
p a r  end, GTE will have filed andlor participated in the 
following: 

295 Interconnection Contracts Approved 
425 Interconnection Contracts Negotiations 
38 Arbitration Cases 
47 Universal Service Cases 
43 Cost and Pricing Cases 
18 Depreciation Cases 
3 Mega Cases (End-to-End Pricing 8 USF) 

In all instances, GTE aggressively pursued GTE objectives. 

-- ... 
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1997 OBJECTIVES 

3. Revenue Manaoement and 
Enhancement 
Achieve regulatory approval in tariff, 
contract. and earnings review 
proceedings which enhance GTEs 
market position and increase its' 
shareholders' value by successfully 
managing rate and service filings. 

.... - 

AILESTONE 
)ATE 

Ingoing 

MEASURES OF 
ACHIEVEMENT 

Tariffs and contracts are filed 
on schedule and approved. 
Favorable regulatory orders 
are received which enhance 
GTEs market position and 
exceed budget targets. 

1997 RESULTS ACHIEVED 

Economic Life Depreciation filings were used as a means of 
managing earnings and accelerating capital recovery. Of the 18 
cases filed in 1997, the pending cases request increased capital 
recovery of $148M with decisions expected lhis year, orders 
received this year are valued at $65.4M. Informal earnings 
review in Illinois is underway. The Company has a plan to 
manage earnings via economic depreciation and competitively 
targeted rate reductions depending on posilions taken by 
Commission Staff. Earnings potentially at risk are 
approximately $44M. Oregon earning review will be addressed 
as a part of Mega Case filing scheduled for 12/17/97. 

Numerous informal earnings discussions have taken place in 
various other states, however, to date Commission action has 
been forestalled. 

Hawaii - rate case order awarding GTE a $23.6M rate increase. 
Also the Company was allowed to increase rates by an 
additional $1.4M to cover its rural service plan. 

California - Obtained favorable PBOP decision which allows the 
Company to coliect approximately $30M per year to cover these 
expenses. 

Kentucky and Minnesota - Earnings investigations were 
completed without any significant impact on GTE earnings. 

The Company's earnings and revenue streams have been 
effectively protected from potentially accelerated erosion 
through interconnection negotiations. arbitration presentations, 
pricing and costing and USF filings, as well as, court actions. 
These filings are extensive and impact the Company's ability to 
maintain and grow its filture regulatory revenues which currently 
are approximate $148 system wide. 
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1997 OBJECTIVES 

NAME: Christopher D. Owens 

MILESTONE 
DATE 

Docket No. 990362-TI 
Exhibit REP-29 
Page 22 

commilmenl to the Regulatory and 
Governmental Affairs Leadership 
Atlributes (5%). 

MEASURES OF 
ACHIEVEMENT 

Emphasis on Employee 
Management and 
Development 

Developmental Plan 
established and executed 
for each employee. 

* Utilization of WorkIFamily 
Balance Programs when 
appropriate. 

Frequent candid 
communications 

- Enhanced diversity and 
organizational renewal. 

1997 RESULTS ACHIEVED 

Complete - Developmental Pian established for all Reguiatory 
& Governmental Affairs employees. Developmental Plans 
incorporated into all staffing decisions. 

Complete - 20% of Regulatory & Governmental Affairs 
employees participated in some Work and Family Program. 
Forty (40%) of director groups have one or more employees 
participating. 

* Complete - Comprehensive Regulatory 8 Governmental 
Affairs Leadership Meeting held February 1997. Completed 
one-day visits with Regulalory & Governmental Affairs in 
approximately 75% of remote locations (total 22) by June 1, 
1997. 

- Complete 
(A) Women - 49% of employees 
( E )  Minorities - 14% of employees 
(C) Minimal external hiring accomplished 
(D) Implemented structured inteyview process for 

director level and above positions to enhance 
quality of individuals hired 
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NAME: Christopher D. Owen3 OR OTHER UNANTICIPATED 1997 EVENTS 

Reoulatorv & Governmental Affairs 

Moved transitional interconnection program management ofice to a permanent organization within Carrier Markets on June 15, 1997. This transfer was made one 
year ahead of schedule due to the ongoing workload and the fact that the team was functioning smoothly and had set the proper processes in place to manage the 
work effort on a business-as-usual basis going forward. 

Set up, In FebruaryiMarch time frame, a new program management office to oversee and manage anticipated regulatory filings resulting from the interconnection 
negotialionslarbitration activities and FCC positions on universal service, access reform, and cost and pricing matters. This cost and pricing PMO was charlered 
wilh policy, planning and.overall management of such matters. .This PMO was fully operational in late March and recenlly was merged with the permanent 
regulatoly organization. This merger was two years ahead of the plan, due to then evolution of GTEs new integrated structure and the fact that a solid platform for 
managing lhe work activities had been established in the PMO. 
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OR OTHER UNANTICIPATED 1997 EVENTS 

'Assumed resDonsibilities of President-Consumer Markets in GTE Communications CorDora tion fGT ECC) on June 5.1997: 

GeneraIiBusiness Accomolishments 

* 
* 
* 

Designed and staffed Consumer Markets Organization 
Successfully transitioned the activities of CLEC Planning Teams into formal GTECC organization 
Recommended and participated in a comprehensive analysis of GTECC's Accountability qssignments and Decision Making Authorities 

Resulted in significant clarification of roles and responsibilities within GTECC Leadership Team 

Process ImDrovemenls 

* Led the development and implementation of several disciplined performance management processes to maintain focus on market _- _. launch readiness and 
post launch performance 

* - 
. 

Daily Status Calls with key cross-functional Launch Team Leaders (August-December 1997) 
Weekly Ma&& Launch meetings "Operation Launch" (July-December 1997) 
Weekly Consumer Markets Performance Reviews (November-December 1997) 
Monthly Executive Meetings with GTE Nehvork Services 

Initiated an extensive analysis of the Service Fulfillment Process * 
* 
* 

Identified redundancies behvcen Consumer Salesand Service Delivery 
Eliminated or delayed significant cost requirements 
Clarified roles and responsibilities 

Market Entrv 

Co-initiated and helped lead a Comprehenslve Assessment of Operational Readiness (Platform and Workforce) prior to launch . Resulted In redesign of Launch Schedule and aggressiveness of marketing approaches 
I 

4 c p , , : , , h v ~  * Implemented a Market Trial and Controlled Launch approach to test market plans and operational readiness prior to aggressive customerecpmhum 

Market Entry Velocity 
9 Original Plan - 14 states 

Actual - 2 states 

. Customer Acquisitions 
Original Plan - 202K 

9 OUtlook - 14K 
Actual - 10K 
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Markel Enlry cont'd) 

. Initiated the development of several unplanned marketing approaches to enhance acquisition potential 
* Outbound Calling 

Direct N 
Information Center (Le., Manned Kiosk) 

Call Center 

Successfully transitioned Call Center responsibilities from Service Delivery to Consumer Sales 
Initiated comprehensive review of contract with Teletech - 

* Identified numerous contractual disadvantages and began development of plan to correct 

Incurred Cos1 Management 

. 
* 

Severely constrained staKing in Consumer Markets organization to better align costs with expected revenues 
ldentifiediinitiated implementation of numerous cost reduction opportunities within current Call Center model 

Mentoring 

Provided informal career counseling to approximately 12 employees outside of Consumer Markets 
Mentlium 100 Program participant - mentored high potential female executive from Texas Instruments * 

.- .- 

Associate Develoament Program (ADP) 

Participated in 1997 ADP Orientation Session 
Initiated and hosted a reception for all Dallas-based Associates and the GTECC Leadership Team . 

Emolovee Focus 

Docket No. 990362-Tl 
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6 Initiated monthly Consumer Markets Breakfast and Information Session to enhance communication 
Initiated a standard recognition across organlzatlon to express appreciation to employees achieving milestone service anniversary dates 

Recognition includes call from President and lunchldinner for employeelspouse and supervisor 




