BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

Initiation of Show Cause Proceeding )

Against GTE Communications ) Docket No. 990362-TI
Corpotation. for Apparent Violation ) Filed: March 5, 2001
of Rule 25-4.118, F.A.C., Local, )

Local Toll, of Toll Provider )

Selection. )

)
REBUTTAL TESTIMONY
OF

R. EARL POUCHER

On Behalf of the Citizens of the State of Florida

conFBERIASSIFIED

Jack Shreve
Public Counsel

Office of Public Counsel

c¢/o The Florida Legislature
111 West Madison Street
Room 812

Tallahassee, FL 32399-1400

(850) 488-9330

Attorney for the Citizens
of the State of Florida

DOCUMENT NUMBER- DATE

02885 MAR-SB

FP5C-RECORES /REPORTING



10
11
12
13
14
15
16
17
18

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

DOCKET NO. 990362-TL

Please state your name, business address and title.

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

Are you the same R. Earl Poucher who filed direct testimony in this docket on
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 fraudﬂﬁﬁﬁm@qimw@s Mr.
02885 ¥AR-Sa

FPSC-RECORDS/REPORTING




10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26

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, Mr. 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 Staff’s 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 or 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 Mr. Owens and Mr, Caliro do not dispute that the staff’s 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,
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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.

1 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. 1 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 furnished to Public Counsel by Verizon, including over 20,000 pages of
documents. We determined that the files contained 445 Florida slamming complaints,
61 of which 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 fully 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-18, 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?

1 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
carriers 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
Counse! 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 fraudulent. 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 of Mr. Caliro’s testimony, he states that “Snyder apparently
did forge some LOAs and VSSI management did begin to learn about this problem
in February”, but he concludes that this doesn’t constitute willful stamming by VSSL
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 concluston 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 5 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 T have stated, Verizon did not complete full investigations to determine that a
fraud 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 of these complaints were pure errors where the wrong telephone number

was entered on the LOA, Tknow, 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 oniy
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 bill/ltr. Neither one of
Mr/Mrs SS# begins with 591. not his signature.” I assumed that this was fraudulent
and a forgery.
Did Verizon investigate customer complaints to determine the root cause?
The only complete investigations that the company furnished 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 fully aware it could not trust the
validity of the 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 better job of contacting 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 $411.25, representing 100% 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 of the process.” (Page 77 L16-L18) Mr. Caliro
stated that Snyder was responsible for determining fraud and for prosecuting the
individuals. (Page 79, L16-Page 80, 1.12) 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, L11)

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 of the 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?

Mr. 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 refund all of the revenue included
in a slamming complaint received from a regulatory agency and to simply rerate the
calls on all other complaints received directly from customers that did not come from
regulatory agencies. Therefore, it would appear to the PSC Staff that 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 carrier 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 unauthonzed 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

13
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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 fraud” that was being investigated by the company.
Customers were switched with a promise of up to 360 free minutes. After using the
free minutes, customers were free to switch to another carrier. The cost of switching
carriers 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 from 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 1s a “must read” document, Exhibit REP-28, that is titled
"Strategic Partners - GTE/Snyder”. 1 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 forgenes, 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 of the marketing organization, so that was a problem for the organization.

If Verizon 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
constderation 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 GTE/Snyder 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 fraud 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.

17




10
1
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26

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 furnished 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?

After further 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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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. Caliro, I would assume that the company is liable for any willful violation
of PSC 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 1 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 fully, 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 fully aware of the full facts in this case, it can more
readily understand that a $209,000 fine that would absolve Verizon from any further

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

20




$5,225,000 for the 209 violations that the company does not contest.
Q. Does this conclude your rebuttal testimony?

A Yes it does.
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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.

Anything 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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What constitutes fraud?

Switching a customer without authorization.
Signing an LLOA 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
customer signs up.
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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 forgery of customer’s name]

Fraud

[Records suppott customer’s complaint through fraud]

Total Forgeries and Fraud

Percent Forgery or Fraud
[% of Total Slamming Complaints Verified as Forgery or Fraud]

Miscellaneous

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

Percent Miscellaneous
[%» of investigated complaints not verified as Forgery or Fraud]

445

64

381

129

112

241

63.3%

140

36.8%




E
§8
ié Source |Name Slammed |Forgery Fraud Misc.
N Box D |Abad, Rodolfo Yes
8a8 Box B |Abbatiello, Thomas Yes
Box D |Abramovici, Lidya Yes
Box A |Acord, Maralyn Yes
Box E |Agnacian, George Yes
Aguilar, San Juanita Yes
PSC |Albouy, Gisilla Yes
Box D |Aldred, Timothy Yes
Box D |Alejandro, Jose & Celina Yes
D Algor, Nelson & Maureen Yes(PSC)
Box F |Allen, Frances Yes
D Allman, William Yes
Box F |Alvarez, Celia Yes
Box D |Alvey, Judy Yes
Box F |Anastase, Gallus Yes
PSC |Anderson, Arthur Yes(PSC)
E Anderson, Carol : Yes
D Anderson, Diane Yes
D Anderson, Greg Yes
C Aredi, Alex & Eva yes
D Armijo, Antonio Yes
PSC |Auerbach, Ernie Yes
D Austin, Beatrice Yes
Box C |Avila, Rolando Yes
Box E |Babl, Robert Yes
Box D |Babouri, Maurice Yes
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Source

Name

Slammed

Forgery

Fraud

Misc.

Bacchus, Rabiah

Yes

Docket No. 990362-Tl
Exhibit REP-20

Page 3

Baker, Lee A. (Agnhes)

Yes

Barbauri, Maurice

Yes

Box A

Barker, Anthony

Yes

Box A

Barr, Wanda A.

Yes

Beaucage, Donald

Yes(PSC)

Box A

Beaudin, Marie J.

Yes

Box C

Becker, John

Yes

Box F

Belio, Fermin

Yes

Box C

Benitez, Maria

Yes

Box C

Benoit, Judith

yes

Box C

Bernal, maria L. & Julio

Yes

Box C

Betancourt, Pascacia

Box D

Bilco, Arthur

Yes

PSC

Black, Keith

Yes(PSC)

Box C

Blanchard, Richard B.

Yes(PSC)

Box C

Blanco, Juan

Yes

Box C

Blanco, Maria & Roberto

Yes

Box D

Blue Water Piumbing Co.

yes

Box C

Bolter, Sam & Goldie

Yes

Boul, Dan

YES

Box A

Bourg, Marilyn

Yes

Box E

Brannan, Calvin

Yes

Box C

Braswell, Willie & Debbie

Yes

PSC

Briceno, Ramon A.

Yes(PSC)

Box E

Brown, Alice

YES
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Name

Siammed

Forgery

Fraud

Mise.

Brown, James

Yes
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Brumby, Ed & Chia

YES

Bruneau, Roger

Yes

Buckingham, Doris

YES

Buckley, H

Yes(PSC)

Buffington, Patricia

Yes

Bulnes, Evaristo

Yes

Buol, Dan

Yes

Caballero, Hector

Yes

Cabrera, Rene

Yes(PSC)

Calcines, Raul

yes

Callejas, Oscar

Yes

Camejo, Rolando

Yes

Cao, Liz

Yes

Carballo, Erbio

YES

Cardenas, Darwin

Yes

Cardinal, Gisselle

YES

Carvelli, John

YES

Cass, Alexander & Irene

YES

Castillo, Elsa

YES

Castillo, Leticia

Yes

Castillo, Luis

YES

Cervera, Sergio

YES

Charite, Herbert

Yes

Chavarrea, Clara

yes

Cheung, Danielle

Yes

i
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Source  Name Slammed  Forgery Fraud Misc.

D Chiusano, Anthony Yes

Docket No. 990362-T!

Exhibit REP-20

Page 5

Box C |Cifuentes, Maria Yes

Box E |Cimeus, Annette ' Yes

Box E |Cintron, Angel YES

Box E |Clouser, Tim Yes

Box D |Coleman, Kenneth Yes

Box E |Colella, Joseph Yes

PSC  |Collejas, Oscar Yes(PSC)

Box D |Colon, Raul : Yes

Box D |Columbo, Juan Jose Yes

Box E |Compel, Joseph Yes

PSC |Conboy, Anthony Yes(PSC)

Box E |Condon, Daniel J. YES

Box F |Contreras, Domitilia Yes

Box A |Cook, Luther . Yes

D Cordell, Diana - Yes

Box E |Cortina, Armando Yes

Box E |Croiter, Elias YES

Box C [Crosman, Melissa Yes

Box A {Croxton, Fred Yes

Box F {Cuevas, Lopez YES

Box E |Currlin, Henriette yes

Box E |Curry, David Yes(PSC)

Box D |Dam+B1987es, Dora Yes

Box C |Daley, James R. Yes

Box C |Dauray, Joseph Yes
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P
g 2 Source  Name Slammed Fraud Misc.
ezsé Box C (Davalos, Gloria yes
% g ‘% Davarona, Martina Yes(PSC)
SHOES Box C |Davis, Benita Yes(PSC)
Box D |Davis, Diane Yes
PSC |Davis, John Yes(PSC)
Box D |Davis, Paul Yes(PSC)
Box D |De Cespedes, Pedro Yes
|Box E |Debono, Thomas YES
Box E |Degenhart, William YES
Box D |Delahoz, Janice Yes
Box C |Delgado, Armando Yes
D Deigado, Dorothy Yes
Box E |Delgado, Francisco YES
Box E |Delgado, Jose YES
Box D |Dempsey, Mark Yes
D Detwiler, Flores and Charles Yes
Box D |Devarona, Martina Yes
Box D |Dexter, Elizabeth A. Yes(PSC)
Box D |Diego, Herman Yes
Box C |Dieguez; Manuel Yes
Box C |Dominguez, Orlando & Anabel Yes
Box C |Driver, Noel Yes(PSC)
Box C |Dubbs, Gus Yes
PSC |Ebenger, John Yes(PSC)
Box D |Edsall, Walter Yes
PSC |Eliis, Janifer Yes(PSC)
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Source

Name

Slammed

Forgery

Fraud

Misc,

Box D

Errol, Charles

Yes

Docket No. 990362-T1
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Box D

Escoto, Angel

Yes

Box D

Factor, Edward

Yes

Box D

Falk, Myrna Lee

Yes

Box D

Farrell, Raymond

Yes

Box D

Fatolitis, Jennifer

YES

Box D

Fazio, Chris

Yes

Box D

Felix, Gilbert & Barbara

Yes

Box D

Fenelus, Marc

Yes

Box E

Ferdinand, Betty

Yes

Box A

Fernandez, Alberto

Yes

Box D

Fernandez, Margarita

Yes

Box D

Ficca, Gail and Phillip Fidda

Yes

Box D

Figueira, Georgio & Georgina

Yes

Box A

Filerino, John

Yes

PSC

First Southeast insurance

Yes(PSC)

Box D

Fisher, Jim & Barbara

Yes

Box D

Fitzgerald, Debbie

Yes ;

Box &

Fjare, Peder

Yes

Box D

Flint, Harry

Yes

Box D

Flores, Julio & Charles Detwiler

Yes

Box C

Floyd, Patrick

Yes

Box A

Fontaine, Louise

YES

Box F

Fook Yuen, Chan

YES

Box D

Fornes, Randy

Yes

Box D

Forrest, Ralph & Audry

Yes

Box D

Franceus, Nicole

Yes
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Source

Name

Slammed

Forgery

Fraud

Mise,

Box D

Francillon, Nancy

Yes

Box D

Frankel, Joe

yes

Box D

Freeman, Michael

Yes

Box A

Freeman, Walter D.

Box D

Fresin, Nadine

Yés

Box E

Fuentes, Maria C.

Yes

Box F

Gabidia, Pedro

Yes

Box F

Gaby, Dieugrand

Yes

Box C

Gandara, Mirta

Yes(PSC)

Box E

Gans, Eli

Yes

Box E

Garcia, Edward

Yes

E

Garcia, Fabian

Yes

PSC

Garcia, Jose

Yes(PSC)

Box F

Garza, Elazar

Yes

Box C

Gaynor, Leo E. & Alice

Yes

Box C

Gerace, Vincent

Yes

PSC

Gerardi, Carmela

Yes(PSC)

Box C

Glasser, Terri

Yes

Box D

Kasper, Martin L.

Yes

Box C

Goldman, Jason

Yes(PSC)

Box C

Goldsmith, Mark

Yes(PSC)

Box F

Gonzales, Juan Antonio

Yes

Box C

Gonzalez, Carmen

Yes

Box C

Gonzalez, Edelia

Yes

Box C

Gonzalez, Jose

Yes(PSC)

Box C

Gonzalez, Juan

Yes(PSC)

Box F

Gonzalez, Rogilio

Yes
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Source

Name

Slammed

Forgery

Fraud

Misc,

Box C

Gonzalo, Noda

Yes

Docket No. 990362-Tt
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Box C

Graf, David & Linda

Yes(PSC)

Box C

Graulich, James

Yes(PSC) -

Box C

Grigg, Lindell

YES

Box C

Grossman, Herman

Yes(PSC)

Box C

Guami, Lucinda (Guani ?)

Yes(PSC)

PSC

Gumpf, Rache!

Yes(PSC)

PSC

Guillermo, Grenier

Yes(PSC)

Box C

Guif Coast Respiratory Service

Yes

Box F

Guo, Yi

Yes

PSC

Hack, Nizam

Yes(PSC)

Box D

Hardy, Thomas E.

Yes

Box A

Heltmann, Luis

PSC

Hernandez, Carol

Yes(PSC)

PSC

Hernandez, Santiago

Yes(PSC)

Box D

Herrera, Milagros

Yes

Box D

Herrera, Luis

Yes

Box E

Heusneaud-Metellus, Myrtha

Yes

Box C

Higgins, Ronald

Yes

G

Hochman, Robert

yes

Box C

Hofstede, Donna

yes

PSC

Holton, Don

Yes(PSC)

G

Home Companions

Yes

Box F

Hosfman, Cathy

Yes

Box E

Hurtado, Jorge

Yes

PSC

Impact Promotions

Yes(PSC)

Box D

Intrevado, Concettina

Yes
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Name

Slammed

Forgery

Fraud

Misc.

Box F

Ishaq, Khalid

Yes

Box C

lvie, Mary Barbara (Harvey Glen)

Yes(PSC)
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Box C

Jackman, Kirk

Yes

Box C

Jackson, Johnny

Yes

Box D

James, Dora

Yes

Box C

Jerome, JoAnn & Lewis

Yes

Box A

Jocelyn, Vinette

G

Johnson, Myrielle

yes

Box C

Jones, Howard

Yes(PSC)

Box F

Juarez, Juana

Yes

PSC

Kelly, Charles

Yes(PSC)

Box E

Kennedy, Gerald

Yes

Box A

Ketchum, Frank

Yes

Box E

Kile, Gordon

Yes

Box E

Kinky, Cynthia

Yes(PSC)

Box E

Kirkland, Dewey

Yes

Box E

Knighton, Robert

Yes

Box E

Korros, David

Yes

Box E

Kousourou, George S.

Yes

|PSC

Krieger, Dayle

Yes(PSC)

PSC

Labrit, Mario

Yes(PSC)

Box A

Lafleur, Ronald L.

Yes

PSC

Laliberte, Suzan

Yes(PSC)

Box D

Lam, Shuiwah

Yes

Box D

Lamar, Donald

Yes

Box D

L.aroche, Roland

Yes

Box D

Larsson, Sievert
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Source  Name Slammed  Forgery Fraud Misc.

Box E |Lavalle, Louis & lrene Corrillo Yes

Box D |Lax, George Yes

Docket No. 990362-Ti
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Box D |Lazar, Ronnie Yes(PSC)

Box D |Lee, Randall & Arlaene Yes(PSC)

Box F |Lennon, Sherri Yes

Box D |[Leon, Carmen Yes

Box E |Leon, Jose J. & Cariota Yes

Box E |Levine, Carol Yes

Box E |Lewis, Daisy Yes

Box E |Liberman, David Yes

Box E |Long, Mary Yes

Box E |Longuera, Manuel Yes

Box F |Lopez, Blanca Yes

Box D (Lopez, Ligia Yes

Box E jLopez, Manuel Quinones Yes

Box D [Lopez, Peter Yes

C Losteorto, E. Yes

Box D |Lowry, Paul & Alice : |Yes

Box F iLu, Richard Yes

Box D {Lucas, George Yes

Box E |Luker, James & Charlene Yes(PSC)

PSC |Lundquist, Robert ' Yes(PSC)

Box C |[Mac.Neill, Joseph Yes

Box D |Maciaf, Daphney (Macias ?) Yes

Box C |Maclean, Donald

PSC |Madak, Andrew Yes(PSC)

Box D |Maharaj, Gloria Yes

Page 10 of 18




Source  Name Slammed  Forgery Fraud Misc.

Box D [Maiville, John Yes

Box D [Malek, Sandra Yes

Docket No. 990362-TI
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D Marmol, Gisela Yes

D Marple, Ruth Yes

D Marguez, C Yes

Box D |Marquez, Edwardo Yes

Box D Martinez, Carlos : Yes

Box E |Martone, Anne Yes

Box D [Maslowski, Kevin Yes

Box F [Massipe, Daisy : Yes

Box D |Mathena, Shalon Yes

Box E [Mathiew, Roland Yes

Box E (May, John & Brenda Yes

Box E |Mayor, Nelson Yes

Box D |[Mederos, Nestor & Iraida Yes

Box D {Medina, William Yes

Box D Mendez, Paul Yes

PSC Menendez, Ramon Yes(PSC)

Box D [Merkel, Teresa Yes

D Michaud, Juselle Yes

Box D [Miller, Belle Yes

Box D [Miller, Frank & Rosemary _ Yes

Box D [Mills, Roberta - Yes

Box D {Miranda, Carlos Yes

Box D [Miron, Elia Yes

Box D Molnar, Roger _ Yes

Box D [Mondi, Frank & Nealie Yes(PSC)
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g
% g Source  Name Slammed  Forgery Fraud Misc.
§§§ Box D [Monrce, Marty Yes(PSC)
Sdd Box D |Montaivo, Orlando Yes
Box F |Montano, Joel Mateo Yes
Box D |Montoya, Juan Yes
Box D |Moore, Eric Yes
Box D |Moore, Herbert Yes
Box D {Morales, Leyia ' Yes
Box F |Moralez, Leticia Yes
Moriarty, Edward Yes
Box E iMorrison, Leroy & Marjorie Yes
Box E [Moser, Anthony Yes :
Box D [Mountrakis, George Yes
Box F |Moya, Erasmo Yes
Box A |Murray, Debra & Martin Yes
Box D [Murray, Elizabeth J. Yes
PSC |Naples Auto Exchange
Box E [Napoilitano, William F. & Monica Yes
Box F [Naser, Jad yes
Box C |Nelson, Christine yes
Box E |Nelson, David Yes
PSC [Nemore, David Yes{PSC)
PSC |Nesselt, Rich Yes(PSC)
Box E Nieto, Fabianna Yes
Box A [Nieves, Abraham
Box E |Nurhusen, Daniel Yes
Box D |Oberlin, Darrell | Yes
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% Source  Name Slammed = Forgery Fraud Misc. -
— & Box E_|O'Connor, Marie Yes
13 PSC |Odam, Jorge Yes(PSC)
- 85F PSC |O'Keefe, John Yes(PSC)
- Box A |Oritz, Alycia M. Yes
Box F |Orozco, Juan Luis yes
PSC |Ortega, Nicolas Yes(PSC)
Box F |Paez, Rene & Mary ' yes
PSC |Pagan, Oscar Yes(PSC)
PSC |Palacio, Cris Yes(PSC)
T PSC  |Pallot, Ann & Norman Yes(PSC)
Box D |Paloge, Conrad Yes
Box F |Pelaiz, Flor yes
E Pelayo, S. _ Yes
PSC [|Perry, J. Henry Yes(PSC)
o Box D |Peter, Beverly Yes
PSC |Peters, Marie Yes(PSC) -
PSC |Piedra, Alfonso Yes(PSC)
Box E |Piedra, Juan Yes
Box E |Pierre, Charles Yes
Box E |Poehling, John (Dreschler, Margaret) Yes
Box D |Polk, Donald L. Yes
C Proctor, Trevor yes
Box F |Quezada, Vivian yes
Box E |Quick, David Yes
Box E |Quintanilla, lleana Yes
E Quintela, Edward Yes
C Quintero, Claudia Yes
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Source

Name

Slammed

Forgery

Fraud

Mise.

Box E

Quintiana, Jorge

Yes(PSC)

Docket No. 990362-T|
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Box C

Rebholz, Rod

yes

PSC

Reaveley, Peter

Yes(PSC)

PSC

Revuelta, Angelica

Yes(PSC)

PSC

Reinhardt, Robert

Yes(PSC)

PSC

Renaut, Theresa

Yes(PSC)

Box F

Rios, Josefina

yes

Box F

Rivera, Mayra

yes

Box F

Robersos, Leanna

yes

PSC

Robertson, James

Yes(PSC)

PSC

Rodriguez, Angel

Yes(PSC)

PSC

Rodrigue, Josefina

Yes(PSC)

Box C

Rodriguez, Nathaniel & April Gentile

Yes(PSC)

PSC

Rodriguez, Raquel

Yes(PSC)

Box D

Rogers, Doub

Yes

PSC

Rosenthal, Allen

Yes(PSC)

Box D

Rosell, Terry

Yes

Box C

Roth, Audrey

yes

Box E

Roucher, Jerry

Yes(PSC)

Box E

Ruibal, Luis & Thelma

Yes

Box E

Ryan, Robert G.

Yes

Box E

|Saks, Eugene

Yes

Box F

Saldana, Misael

yes

Box &

Samuel, Marie

Yes

Box E

Samuels, Sylvia

Yes
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Source

Name

Slammed

Forgery

Fraud

Misc.

PSC

Sanchez, Dionisia

Yes(PSC)

Box E

Sanchez, Eugene

Yes

Docket No. 990362-
Exhibit REP.20 2 "

Page 18

PSC

Sanchez, Joe

Yes(PSC)

!

Box E

Sanchez, Marie

Yes

G

Sanchez, Rigoberto

Yes

Box E

Santa, Victor

Yes

PSC

Santiago, Manuel

Yes(PSC)

PSC

Santoyo, Alfredo

Yes(PSC)

Box C

Sarmiento, Dalia

Yes

Box E

Sastre, Domingo

Yes(PSC)

C

Savadel, Dan

Yes

Box E

Savage, Robert & Mary

Yes

Box F

Serna, Mel

yes

Box E

Shaw, Michael

Yes

Box E

Sherlock Machine Company

Yes

Box E

Siegel, Howard

Yes -

PSC

Silva, Sergio

Yes(PSC)

Box E

Silvano, Daniel

Yes

Box E

Silverio, Pelayo

yes

Box E

Simmon, Mariann

yes

Box E

Simon, Helen

yés

Box C

Simpson, Marne

) Yes

C

Simpson, Tony

yes

Box E

Sinhan, Niranjan

Yes

Box E

Sisselman, Murray

Yes

G

Slaughter, M.

Yes

PSC

Smith Chemicals

Yes
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j9eyoIN ‘UBLUNG

3 Xog

SO A

op|Y 'zaiens

JSd

SOA

pleuoq 'uijdisg

3 Xog

SOA

PIOJIID "8UNS

SOA

uose 'sajiig

SoA

2IUUO) ‘OqUBIS

V Xog

SaA

usAa1g ‘ybnequels

3 xog

S9A

SUIP(EISD) § JUSDUIA MIBIS

d

(DSd)SSA

UIASY YOE]S

a

SO\

SBpavIop 0108

d

(DSd)seA

eyusH ‘Isousdg

08d

saA

LIS {0008

3

SaA

pjoleH ‘UBlWISYIWS

3 xog

SOA

PIEZ "Yjiug

3 x0g

(DSd)seA

pieyoly ‘Upus

08d

SO A

SEIPO 'Yuus

g xog

SOA

A9 'ynusg

3 xog

ST

pnedyg

Kragiog

PIWWE[S

JWEBN

321I10G

1) 3bed

0z-d3y Yauxa
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Source

Name

Slammed

Forgery

Fraud

Misec.

PSC

Tootle, Nick

Yes(PSC)

PSC

Tovar, Rafael

Yes(PSC)
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Box F

Tran, Tan C.

Yes

Box F

Tsang, Betly

Yes

PSC

Twigg, David

Yes(PSC)

PSC

Usher, ‘Paul

Yes(PSC)

PSC

Vaughn, Mary

Yes(PSC)

Box F

Vargas, Santiago

Yes

Box A

Viadero, Jorge

Yes

PSC |

Walker, Paul

Yes(PSC)

Box E

Walker, Timothy

Yes

PSC

Wayne Frier Homes

Yes(PSC)

PSC

Webb, Willis

Yes(PSC)

Box E

Wehking, Michael

Yes

Box E

Williams, Ann

Yes

Box E

Williams, Jeffery

Yes

Williams, Melton

Yes

Box F

Williams, Reanae

Yes

Box C

Wilson, Andria

Yes

Box C

Wilson, Frances

Yes(PSC)

Box C

Wilson, George

Yes

Box C

Witzke, Ralph

Yes

Box C

Zaichick, Gerald

Yes

Box &

Zamdra, Marisel

Yes

Zamora, Marisela

Yes(PSC)

Box C

Zerivitz, Elliott

Yes

Page 17 of 18




8
]
% Ly Source Name Slammed  Forgery Fraud Misc.
~ i3y PSC |Zimmerman, Ellen Yes(PSC)
o one Box E {Zielewicz, Jan Yes
Box E {Zock, Mouhamad Yes
Box E iZuniga, Jaime Yes

Page 18 of 18
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VERIZON FRADULENT SLAMS




T
]
g 5 FLORES, DAVID 9155844188 Mart 4127198 602 . Silel Cust was switched lo GTELD wilhout I/ ; Tig, P
' aulhorizalion.
2 I KRUEGER, C.G. 5524302895  Phyll 4130/98 602  Fax Sitel Cusi swilched to GTELD without
E 2% authorlzation,
8RS FRIGENIOQ, ANTONIO - 3055341296  Davl 4127198 602 Fax Silel Cust was swilched lo GTELD wihoul <
cula ;
. authorizalion, <
05 R KIMBRELL, LEON 3346754260 Phyl 4127/98  4/30/98 602 Fax Site! Cuslt was swilched lo GTELD without Advised cust Least Cost 599 Tl.t'\)
authorizalion. routing is resefiar and is -
separale [rofm any -
company. Thay only use
GTELD netwark are nol  °
part of GTE. Clisl advised ,
conlacled FCC,
N J
05 R TAVERAS, MIRYA 7188921164  Davl 4127198 602 Fax Sitsf Custwas swiiched to GTELD withowt " ~=5 ¢ /e
. authorization, i R
05 R IF sUXTON, THOMAS . 8138691784  Mar 4/27/58 602 Fax Silel Cust was swilched lo GTELD wlthout
authorizallon,
05 R JUSTICE, ERIC 7405933726  Belt 4/30/98 602 Fax Silel Cust swilched lo GTELD withoul
authorization,
MIS R IF WALCH, MARTY 8137267745  Betl 4/30/88 511798 602 Fax Sliel Cusl swllched 1o GTELD without Rpms shows CLEC
authorization, accounl. Refered lo
Jennifer by fax,
i1 R ROBIN, MICHAEL 7138741007 Cavl 4/30/98 602 Fax Susan Cust was swilched to-GTELD without / / 1”';‘1 ' #; 10 ] -f‘...-—-"
. Robinsan permission, V. ATt 16 ' )
L) V ¢
02 R IF STUBBS, GEHREN 7022663182  Davi 4130/98  4/30/98 602 Email Karan Cuslwas swilched lo GTELD withoul . Nelscapad deactiionof 602
. Curslon /HOT  authorlzallon, . ank, Qrder {0 swilch back
lo orginal carrer, Credit
Issued. i
41 R PULIDO, MARTHA 6262808559  Davl 51198 602 Fax CA Cus{Rel Cusl told Ima lo sand Information in e
writling because didn't understand . ‘, Coge T
English very well, tma signad cusl up |‘ L5t T A Y ST
anyway. . T /
02 R ALIZADEH, JANET T Q733769178 Davl 4730/98 602 Fax Karon Cusl was switched 1o GTELD wilhoul
Curalon authorization,
02 R SPRINGER, STEPHEN R. 7036074912 Davi 4/30/98 602 Fax Karen Cusl swliched to GTELD wIthoul
Curalon authorization,
02 R RAJA, ABDUL - 8167655065 Davi 4730/98 602 Fax Karea Cust swnlchad to GTELD wilhout
_ Curaton authorization,
02 R ; ALl MIR S, 4192257741  Davi 4/30/98 602 Fax Karen Cust swilched to GTELD withou!
.o Curglon authorizalion,
02 R RAFFERTY, J 9999999999  Davl 4/30/38 602 Fax Karen Cust swilchad lo GTELD wlilhout
Curalon authorizalion,
02 R IF INGERSOLL, JIM 5628643309 Davi 4130/98 662 Fax Karen Cust swilched 1o GTELD without
] = Curelon aulhorizalion, !
11 R 1 POLAK, DOUGLAS 2128758502 Davi 4/29/98 602 Fax Karen Cust swilched to GTELD without / H,ﬂ i ‘/
Curelon authorizalion. \ ek
02 R LAZARUS, CECILIA A, 7186570278 Davl 4/27/38 602 Tel Susan Cus! was swilched lo GTELD withoul ‘_'./ a0
: e Robinson/Cusl  aulhorizalion, \ D A = 2

: ; '1‘ : C e, '
\ . /C'..} [ l' '.f.l.".( p ‘,If.r h r}.‘lf_r,lr




=
o™~
g
g&
S bi
Z
030“3
05 R
05 R
05 R
05 R
05 R
05 R IF
05 R
05 R
o7 R IF
05 R
o7 R
05 R
05 R
Ms R !

ONTRERAS, MARCELA 5154880117

CHEN, ANDREW 7184630938
CHEN, JYUN H. 2032884837
ELLIOTT, KEN 9152354436
NASIBA, ABDUL-GHANI 6094011265
MARTINEZ, CARLOS 3053628487
NO NAME PROVIDED 2127372335
NO NAME PROVIDED 7702707048
MIEVES, DANIELLA 5165612097
NGUYEN, JOSEPH 5628033870
PITTS, PAULA 4045243833
KAISER, PAULO 2125017229
ROBBINS, HEID! 5625946556
FLORIDO, LIBRADA 3058581805
MORRIS, HOWARD B167447555

MONTROS, JACQUELINE 3057591887

MONTEZ, MAYRA

MIXOU, GLORIA 019670713

3058892021

Davl
Belt
Mar

Phylt

Dail

Mart

Phyil
Phyl
Eliza
Bett

Phyll

Belt

Phylt

Dell

Mart

Mar

Phyll .

Bell

5/6/98

5/6/198

514/G8

5/6/98

5/6/98

5/4/98

5/6/98

5ig/o8

5/6/98

514198 ‘

5/5/98

514198

3/4/98

5/6/98

5/6/98

57198

5/5/98

5/6/98

602
602
602

5/7/98 602

602

602

602
602

602

662

602

602-

5/4/38 602

602

602

602

£02

51158 602

Lunmans/Laller
Sitel

Email Xavier

Castro/Snyder
Silel

Sital

Fax Snyder

Snyder

Snyder

Snyder

Fax Snyder

Snydar

Fax Snyder

Fax Ray
Slreit'Survey

Snyder

Lamry
Commonsialine

Larry
Commons/HOT

Snyder

Sitet

Cus! was swilched lo GTELD wilhoul
authorizalion,

Cus! swiiched lo GTELD without
authorization,

Cust was swilched lo GTELD withcul ¢+«
authorlzallon.

Cust switched lo GTELD wilhoul
authorization, '

Cust switched lo GTELD without
aulhedzation.

Cust was swilched lo GTELD without
authorizallon. Name on accounf s Ana
Hemandez.

Cust swilched to GTELD wilhout
authorizalion.

Cusl switched to GTELD without
authorizatlon.

Cust switched to GTELD without
authorization.

Cust was swlilched lo GTELD wilhout
authorization.

Cusl switched lo GTELD without
authorization. Cust wanls lo know who
did it

Cust was swilched to GTELD withoul
authorizalion. Cust wanls somelhing
dona about it

Cust swilched to GTELD without
authorizatlon, SUIl has soma lines that
have not besn changed back, wanls
contract showing that cust has GTE lines.

Switched withou! authorization,

Cust was swilchad lo GTELD withoul
authorizalion. Recalved fulfiliment letter
and naver agreed 1o swilch.

Cuat was swilched lo GTELD without
authorization,

Cust swilched [0 GTELD without
authorlzalion.

Cust switched {0 GTELD without
aulhorizallon.

5, b

!
‘/%—’.{'4”\..-

‘Q’?u. L '(l\

15748

1S undiiy

Advised cust Least Cosl 699 °
Routing switchad the cusl -

and cuel would have to

conlacd them, Gave cusl

Ihair In,

. T F
AR LI (W

Lz
AR AN
erT\,.rj\ c'.’\. g
e / 1 LN
0o
s T OO0

e e

Lot Lris-s

Leh Cyindse

Snydoer has loa. NO ssno¢ 602

dir. Calledeustloh [ A g fopjge <
message, s :
Only name on accounlls 699

Califonla Westam

Financlal Investmenis.

Emaliad Ray strall, Lamy

Commons and Connia ‘

Swain,
- A " ERLET !
coste Tramegt b T
»
TS
fef e

Not GTELD issue, Refered 502
cuflof Least Cos!

Routing, lhey had made

ihe changa.
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v
05
05
05
05

05

05
05

INQ

05

06

05

MIS

05

0s

-
!‘,‘| .

o |

(ARTINEZ. LEWIS

NEDERVELD, FARRAH

. THOMAS, AUDREY

ZAMORA, GILBERTC
WOODLAND, SABAT
WILSON, CARLA
WILLIAMS, JOYCE
WiLLENKEN. -

CHRISTOPHER
O'NEAL, MICHAEL

VARGAS, CARLOS
MROALES, MARIA

TALARICO, PETER

'SHARP, MARIE

SANCHEZ, JOSE

SAMPSON, JOSEPH

SAEED, ASAD

ROSA-RAMIREZ,
CARMEN

WANG, SHELIN

GUTIERREZ, GLORIA

3058872109

6163533347

5102843858

2098751039

‘9544381916

2025268588
2813674588
2128747601

3057565039

2135840306
5034927843

2194850804

2025466549

8138800250
7189192685
3146476962
7186397025

6262844358

2815869820

Phyli

Mar
Belt
Man
Mart
Ellza
Ellza
Phyll

Ellza

Dell
Dell

Bett

Mar

Davl

Dell

Davl

Dell

Deli

Marl

515198

5/6198
5/6/98
5/6/98
5/5/98

5/5/38

5/6/98 -

5/6/98

S/6/98

5/6/98

5/6/98

514138

S6/98

5/7/98

5/5/98

§/4/98

5/6/98

5/6/98

5/5/98

602

602
602
602
602
602
602
602

602

602
602

515/98 602

602

602

602

5/4/98 602

602

602

602

‘t

Snydar
Snyder
Snyder
Snyder
Snyder
Snyder .
Sltel

Snydar

Snyder
Sitel

Ema¥ Ray Strall

Snyder

Bob
Robinson/Regulat
ory Altalrs

Snyder

Fax Karen
Curelon

Snydar

Snyder

Snyder

Cus! switched lo GTELD without

authgrization. Cust Spanlsh speaking,
was conlacled by Spanlsh speaking rep.

Cust switched lo GTELD without
authorization.

Cust switched o GTELD without
authorizalion.

Cust switched lo GTELD without
authorizatlon.

Cust switched to GTELD without
authorization.

Cust swilched to GTELD without
authorzation,

Cusl switched to GTELD wilhoul
authorzation.

Cust swilched ¢ GTELD without
aulhorization,

Cust swilched lo GTELD without
authorizallon. Cusl wants credil for
charge to change back to previous
carier.,

Cusl swilched to GTELD wllhout
authorzation.

Cust swilched 1o GTELD without
authorzallon,

Cust swilched o GTELD without
authorzatlen,

Cus! swilched o GTELD without
authorzalon,

Follow up on cust switched without
authorizatlon.

Cusl switched lo GTELD without

authorization, Cust wants to ba called

back and Informed why swilched,

Cust was swilched lo GTELD without

authorization.
Cust swliched 1o GTELD withow!

aulhorizatlon, Cus! wants to be crediled

for calls.

Cus! swilched lo GTELD without
aulhorizalion.

Cusl switched lo GTELD withaul
aulhorization.

/ f
-%‘J‘?’.'.'._/\'

“fr\'c”- Ly .4‘[\

C‘J_a,-f'f AL r.f.({ ¢,

-Q-?( (¢ ]\

joa TS

lssusd $5 craditlo cust. 602
The cust nevar had
GTELD.

t
"IC)‘Z'- VAN

1 — -

This IKS BEIG sctount, 699
; nol & GTELD issua,

1
t
3

HES R '.-\.:".'\'

Orae™ w3
TICI I
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05

05

05

05

05

05

05

0s

05

03

05

035
02

02
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0

BRAHIM, JOHN

MARTINDALE, LARYSSA

KANHUN, CHAN
HERBIG, MARK

ZINN, REINALDO

HSU, TONY

GUZMAN, MERCEDES

JACKSON, ROSE LEE
KWAN, POK

LOPEZ, JOSE CARLOS
MARQUES, PRIMITIVO
CURZ

MANDARA, ANNETTE

MALDONADQ, FRANK

LIM, WILLIAM

LEAK, D.

GERSTNER, RENEE

GUTIEREZZ, NADA
HARTWEG, LARRY

CHAN, WAl C.

6144789643

7188594949

7185077844

7856281432

- 3052524658

6262823148

4078854365

BOITTAGLT2
9163876945
3018689109
8054968923
44024;37589

9155321378

6264457635

2152235502

8133600402

7185337368
3103720153

7184921199

Davi
Efiza
Phyll
Dell

Mart

Mart

Mart

Mart
Dell

Bet
Eliza
Phyll

Eilza

Dell

Elza

Mar

Mart
Davl

Davi

514198
S/6/98
5/4/98
S/6/38

5/6/98

5/4/98

§/6/98

5/6/58

5/6/98

5/6/98

5/6/98

5/6/98

5/6/98

5/98

5/6/98

5/8/98

5/6/98

§/6/98

5/6/98

5/4198 602

602

602

602

602

602

802

602

602

602

602

602

602

602

602

5/8/98 602

602

602

602

Karen
wurelon
Snydar
Fax Snayder
Sitel
Ray Strail/

inlemet

Emall Xavier
Castro/Snyder

Snyder

Sital

Snyder

Snydar

Snyder

Snyder

Snydar

Snydar

Snyder

Larry Commons

Sitel
Karen Curelon

Karan Curelon

Cus! switched lo GTELD without
authorizalion,

Cusl swilched o GTELD without
authorization.

Cusl was swilched lo GTELD withoul
authenzalion,

Cusl switched lo GTELD without
authorizalion.

Cusl was swilched lo GTELD without

authordzalion. Was loid by Flavio ext 2944

was laken care of, now cust has
recalved a bill.

Cusl was swilched to GTELD without
authordzation.

Cust swilchad to GTELD without

authorization March 29, Cust has already

swllched back (o prefered camier, but
lost sorne rewards and polnts.

Cus! switchad o GTELD wilhout
aulhorization.

Cus! swilched o GTELD without
autherization,

Cust swilched to GTELD without

authorzalion. Cust wants bilf re-raled.

Cus! swilchad 1o GTELD wilhout
authorization,

Cust switched lo GTELD wilhout
aulhorization.

Cust switched o GTELD withoul
aulhorizalion.

Cusl swilched lo GTELD without
authorzatlon. Cust wanls ¢redit on
upcoming GTELD blll,

Cust swilchad to GTELD withoul
authorizallon,

Cusilomer dalms changed lo GTELD
without authodzation,

Cust swilched 1o GTELD without
aulhorization,

Cusl was swillched lo GTELD without
authorizallon, Wanls credil for calls,

Cusl was swilched lo GTELD withoui

This Is a BFIC sccount,
not 8 GTELD issue.

“R’?’bf/\ -c/\
Fr

Fr
£

Cugt Mesue
loan L1

(L At /
/]G\éz.v( ¢

16750

[ef e

fe

SSNon LOA was 602
cusiomar's 50ns; was

probably trying lo change

his servica (Bus not Res).

Had cuslomer call har LEC

t0 have servics swilched .

back-z?_._;
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a

MIS 8

05

o7

R

Billing

TYPE B/R

08
04

08
02

02
04
02
08

EM

03

R
R

R

MIS R

MIS R

08

JAVIS, JOE
WHITMARSH, DAVID
HERMAN, MICHAEL E.
0 OBRYNE-BERERLY,
) DEBORAH L,
& MARINO, BARBARA
HADDAD, OONNA V.

If  SCHIFFER, DOUGLAS J.
NILL BROTHERS
SPORTING GOCDS

IF HANLEY, JOSEPH

20

Fran CUSTOMER NAME

IF SHIELDS, JUNE

IF LANGLEY'S WRECKER
SERVICE

IF  FLOWER, EARL

IF MAY, EDWARD S,

IE DUNCAN, JOE

IF J.O, KAISER,INC

IF RC COMMUNICATIONS
PENDLETON, SYLVIA
LEONG, JEANETTE
FINLEY, MARGARET N.

IF Tandy, Maron

IF LINEHAN, DAVID

|
COPPOLA, NICHOLAS

7188983660  Bell
7342692723 Davl
2025443035 Davi
5407863805 Davl
51689686180 Dawvi
61535680362 Davl
3108211895 Mar
9133844242 Dell
8135866501 Mar
In Franchlse:

BTN WHO
9035576000 Belt
61854438109 Phyl
4028874427 Phyl
5035461284 Davi
41592572982 Davl
6059282744 Phyl
8183528509  Davl
9042614524  Delf
8174394402, Dell
8432724103 Phyl
5026924122
94131629415 Dav!
9724819219 Eliz

5/14/198
5/11/98
5/15/98
5/15/98

5/11/98

5/15/98

5/14/98

5/13/98

5/13/98

15

RECEIVED
5/14/98

5/11/98-

5/11/88
5/14/98

5/13/98

5/13/38
5/15r98

5/13/98
5/15/98

5398

5/13/88

5/13/98

311/98

602
602
€02
602

602
602
5/14/98 802

602

Tolal Reason:

603

Tolal Reason:

Buslnass:

602

e Swilched lo GTELD wilhoul aulhorization. = 2.
naran Cutelon  Swilched lo GTELD wilhoul autherization.
Karen Curalon  Swilched lo GTELD withoul authorfzation.  F [2_
Karen Curelon Swilched lo GTELD withcul aulhorization,
Karen Curelon  Cust swilched to GTELD wilhout A Lyige < ’
authorizalion. Le 7L ST o
Karen Curelon  Swilched lo GTELD withou! authorization,
Naw ln 615/333-2838. .
Larry Commons  Swilched lo GTELD wilhoul aulhorizalion,  CLEC Accounl.
/Latler Forwardad 1o Ray Strail.
Silel Swilchad 1o GTELD without aulhorization. .
§13/438-9300, 913/764-1488,
913/345-8655.
33
Rober Swiiched FROM GTELD by another camer.
TaylorOT )
1
5 Regufafory: 6

CLOSED CALL Source

- 701
701

101
704

701

701
701

Total Raason:

769

799

5/14/98 799

5/13/98 799

5/13/98 798

799

Complaint Issue : Carraclive Actlon

Rey StralVSurvey Balng billed by MCI,

NE Cusl Rel

MW Cusl Re!
NW Cusl Ral

NE Cusl Ral

VA Cust Rel

Karan Cureion
7

Ray Slrail

Robar Taylor

Jamas Badder

Customer wrole
letler to GTE
South

Karan Curalon

Ray Strait/
Inlernet

Baing bllled by Inlagralal.

Blfed by QAN,
Plc line monthly charge by Hold Bliting who
Is blilng for Amarilel. Cust has GTELD. i

Belng bllled by OAN for Minimum Rate
Prcing.

Being bllled by LODS, wants adjustmant.
Cust belng bllled by other carrier.

Belng bliled for old in doesn't have any

longer. John Havaen's sister-In-law, !

Blted by GTELD for long distanca rales on
local call,

Bsing bllled for FX access overseas charge. Ovamighled ell copies of
Wanls to know what [ [s. bifls 10 Barbara/Cusi Ret
Io handla from her and.

Cuslomer balng billed for 800 charges by Sent 1o VA Cuslomer
anolher company Relalions

Bllled for calis didn't make fo Conneclicu!  This Is not, nor has aver

and New York, baan, 8 GTELD cust
undes Lhis BTN, This is
net 3 GTELD issye.

Belng billed lor calls on account that dida't
make,.

© pIse

808

L7899

799

15754
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e
g5
. O
£% IF  DOBLER, CARL 3104779862  Chd 5126198
A aa
DNS © A In Franchise: O
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED
3 R Milter, Richard "303-745-5292 5/28/98
rants
Unauth Chg 16 In Franchlse: 5
B/R Fran CUSTOMER NAME BTN WHO  RECEIVED
m COMPEL, JOSEPH 3052614428  Davl 5/29/98
A
@ R CYPRESS, LORI 2129795445  Davl 5/20/98
0t R CHAN, SAUMAN -‘?—?< 7185750698  Dell 528098
08 R VELASCO QX 2135872395 Elz 5/20/98
07 R TOLEDO, JESUS -@)@osasmsss Chd 5/20/98
6¢ R IF  HEINRICHS, BRUCE Q% 9159477196~ Davl 5727198
04 R IF  CAVE ERNEST .y 9413779504 Eliz 5727198
1R - LEUNG, Y. 3022344023 Dav 5/20/98
5 R JF  MAHARAJ, GLORIA 8139137016  Oavl 5/28/38
01 R - HAAS, KARL 2152955074  Davl 5/20198
R DELUCA, GERALDINE 7189412835  Davi 5/27198
Sg;z R SALERNO, THOMAS 7184579273 Davi 5/29/98
‘62/ R IF  REISBERG,RUDOLPH 8137258804  Davi 5/28/98
0t B CELPA HEALTH CENTER 9999999998  Davl 5/29/98
92 B IF  USEPPERSON 8138864479 Dav! 5/28/98
f UNDERWRT CO.
03 R TAUBEL, STUART 2127693605  Mar 5/27/98
Bllling 8 In Franchise: 5
" TYPE BIR Fran CUSTOMER NAME BTN WHO

{

Total Reason:

499 Robert Taylor

Tota! Reason: 1
Buslness: 0
CLOSED CALL Source
5/28/98 504

execullve
cuslomar
relzlions (Kem

Pitts)

Tolal Reason: 13

603 Larry Commaons
1HOT
Tolal Reason: 1
Buslness: 1

RECEIVED CLOSED CALL Source

Cuslomer called  Cuslomer has recelved mulllple TMA calls

Complaint lssue

Customer has recelved 43 Welcome Lellers
from GTELD. Three lo five each waek.
We are killing this customer with kindness.

Regulafory: 0

" g |
" 504

Complalnt Issue Correctiva Action

Send e-mall lo Edward
Boddy, Michasl Lyons,
Carcle Bonllia,
Eligl.Glover, Informed
itham 1hal cuslomer wants
written nolification irom
Snyder lhat W has been

from Snyder and wanls them to stop
Immediately (he [s a very ill cancer patient

and doesn't wan! to be disturbed) them Lhal cuslomer

{sken care of.
Total Reason: 1 .
Buslness: 2 Regulatory: 10
CLOSED CALL Source Complaint lasue Carrective Acllon oisp
801 Karen Curelon  Recalved fulfillmant lster, didn't order el
areLD. Lok eyests
601 Karen Curefon  Racaeived fulfilisent letler. Dldn't choose
‘ GTELD. “1@(
Total Reason: 2 : ~
602  RaySkail/ Swiiched lo GTELD withoul authodzaton. I -
Intamel Wanls lo be radmbursed for switching fea,
602  Wantzvils Switched to GTELD withou! authodzation. .00 A—
Servica Bursau :
602 Ray Strgit/ Swilched 10 GTELD without aulhorizalion, F& !
Inlamai
602 GTE Securlty Swiltched to GTELD without authodzation. c ir d\’
602 FU Cust Rel Swilched 1o GTELD without aulhorization. trrop
602  KarenCurelon  Swilched 1o GTELD without authorization. ,24.;:,5:@_7- .,E,‘.A_h\ 0
602 Keran Curslon  Swilched o GTELD without autherization.
602 Keren Curslon  Swilched to GTELD withoul authorization.
602  SussnRobinson Swilched to GTELD withoul aulhorization, [~ ).
602  KarenCureton  Switched to GTELD without authortzation. } .o /— .
602 Karen Curelon  Swilchad lo GTELD without authorization,
802 Karen Curelon  Swilched o GTELD without permission. .
602 Karen Curelon  Switched lo GTELD without authorization.

Switched away from GTELD without
authorizatlon,

Regulatory: 2

Correcilve Actlion DISP

15758




=
:
b
{_‘-'&J Fran
5%
o
g5
10 R
Unauth Chg
TYPE BIR Fran
07 R
07 R
97 R
07 R
07 R
07 R IF
064 R IF
o7 R IF
07 R
P9 R
P R
,aﬁ R IF
05" B
07 B
/
02 R IF

2 In Franchise: ©
CUSTOMER NAME BTN WHO  RECEIVED
NEGRIN, DCUGLAS 9146272240 Belt B/M17/38 ]
PEREZ, LORENZO 3059948112 Dawi 6/16/98

15 in Franchise: 5
CUSTOMER NAME BTN WHO  RECEIVED
HO, DAN & JUDY 4089060485 Marl 6/16/98
AGGARWAL, SARWAN 6038884361  Mart 6/15/98
VASQUES, VICTOR  M2134653279  Efiz 6/15/98
PENSO, HILDA Q}( 9544573856  Chol 6/16/98
PINA, GUADALUPE Q_Xsmggagm Bett 6/16/98
MARTINEX, ARMANDO 9724242165 Mart 6/16/98
HOLLAND, REUEL 5019963739  Del! 6/15/98
JONES, JESSE Q_}L 5413490551  Dell /15/88
REICHELT, FRANK 3026537353 Dell 6/17/58
ARNOLD, BERNADETTE qfouggesz Mar 6/15/98
TRAN, THAI 7439371127 Davl £/16/58
BARABOLAK, ROMAN 8135220945  Davl 817198
TAYLOR MORGAN INC 9043780422  Chol
BRISON AIRCRAFT 5722419152 Dell 6/15/98
SEGARINIL CAROLJ. 5734429327  Davl

0 Regulatory: 1

Complaint lasue

Called by GTELD rep 4 times In 1 day. Add

to DNS lisl, Theresa Worthy has been
contacled.

Conltacled by Monlca Arlas, rep selling
GTELD, cust Is on DSN list,

2 Regufatory: 3

Tota! Reason:
Business:
CLOSEC CALL Source
502 Larry Commons
Total Reason: 1
599 Karan Curelon
Total Reason; 1
Business:
CLOSED CALL Source
601 Larry Commons
fLelar
601 Larry Commons
Tolal Reason: 2
602 Lamy Commans
{ LeHar
602 Lary Commons
/Lelar
602 Larry Commons
[ Letler
602 Ray Stralt
602 MW Cusi Rel
602 Larry Commans
1LeaHar
602 Ray Slrall
602 Uk Smith/HOT
602 Karen Curston
602 Karen Curelon

6/15/98 6/16/98 602

602

Silal

Lemy Commons
/Letar

Tolal Reason: 12
6/15/98 6/16/98 659

Total Reason:

Customar/

1

Complaint 1ssue

Ordared GTELD, wan!s to cancal, said
naver was switchad from AT&T. Wanls
bllling and sarvice stopped.

Rsceived fulfillment latler, wrole, *Plaase
unda anylhing you did. Not Interesled.”

Switched lo GTELD withou! autherdzallon.

Swilched to GTELD without authodzation,

Switched to GTELD without authorizalion.

Switched lo GTELD withou! authorization,
Swilched lo GTELD without authorlzalion,

Switched lo GTELD without authadzalion,

Swilched to GTELD without authorization,
Ray Slralt will Issue $10 chack to cust for
plc change charges. Wanls 1o know how
gol swilched,

Swilched to GTELD without aulhorization,
Swilched to GTELD withoul authorization,
Switched 1o GTELD without authorizalion,
Swilched lo GTELD without authorizalion,

Swilched lo GTELD withoul authorization,
wanls credit. Add to DNS/ONM list,
threalsned lo conlac! atiomey.

Switched lo GTELD withoul authorzation,
Copy of letler senl lo Missourd PSC. Cusl
had requesled to be changed lo AT&T.

Corrective Acllon

Corrective Actlon

EARTT A

ol

A4 f'f )-\.” 5 .

Lo#—

pep crre”
rt;o. trror-

Cusl changed back to

" pisp

602

camier of cholca. Advised |

cust now has Least Cost
Roullng. Advised cust
sboul pic rasirction.

Thls was an FY), cust
copled Phylls
Flowars/PSF on her latler
Iha Missourd PSC. Copy
soni 1o Karen Curalon.

. 689

15766




b
g
e
2
TE®
i
o4&
Vs R IF
02 R IF
08 B |F
08 B IF
08 R IF
07 R
04 R I+
TMA
TYPE B/R Fran
07 R IF
08 R F
Unauth Chg
“TYPE B/R Fran
07 R
or R |
07 R
07 R

OHREY, ANN 5056308021  Mar 5/25/98
LIVINGSTON, JEFF 9728222861  Mari 6/26/98
KELLY, SHERRY 5129928115  Mart’ §/25/98
KEHOE, CAROL 2082453070 Mart 6/26/98
HINSHAW, THERION 5734427765  Davl 6/24/98
JIM'S CAN-AM 2194792469  Chrl 6/23/98
SPECIALITIES =
BUTTON UP GRAPHIC 3178670387  Mar 6/23/98
OESIGN
CYPERT, WILLIAM 5018437424  Mart 6/23/98
SMITH-MICHAEL, 7168811432  Chd 6/23/98
SHARMAINE
HERRINGTON, ARTHUR 9156512636  Belt /23198

2 In Franchlse: 2
CUSTOMER NAME BTN WHO  RECEIVED
GALLAGHER, GREGORY 4256403828  Eliz 6/23/98
HINOSTROZA, VICTOR 9727905843 BaX 6/23/98

22 In Franchise: 6
CUSTOMER NAME BTN WHO  RECEIVED
ANDERSON, MARV[W 4092333620  Dell B8/24/98
WILCOX, RODNEY 7122661048  Dell 6/25/98
ROACH, EUGENE H.Q'}( 5055236338  Mar 8/23/98

6/23/98

LERMA, JESUS 5)\2( 9158513484  Ellz

301 M CustRel  Dldn't recelve 50% discount originally
staled when signed up, wanls {0 gel credits
when relum back o New Mexlco,

301 Larry Commons  Nol belng blilfed rates signed up for,

301 Shel Promised .08/min 24 hours a day, 360 free
instate minutes weekend calliing and 1000
free stata to state minules.

301 NW Cust Rel Signed up for .14/min, belng charged

Z7fmin.

301 Susan Robinson  Not receiving fres minules as promised, has
to call each month 1o gel credit.

30t Ray Strait Dida't receive {ree minutes or quoled rales.

01 Ray Slralt /HOT  Didn't recelve credits was promised.

Tolal Reason: 14
303 Susan Prinsler/  Wants to know the rates for the caliing card

Cust Rel Is using. o
6/25/98 303 Donna Hegdahl  Hasn't recelved welcome letler with plan,  Cusl'slec has order
wants to know when It will come, whan pending from ancther ki
calling cands will come and when toll free  carler. Donna Hegdahl
numbar will bs werking, witt conted! cus! and
advisa need lo conlacl
0 focal lec to resclve,
§/25/68 302 TXMNM Cust Ral  Wanls to know If cust can still get frea Al ATST calls afler 1/12
minutes for 3 months., have beon ¢rodiled,

Adviead cusl. Carotyn
Sarior decided re-slart

promo for cusl,
Totat Reason: 3
Buslness: 0 Regulatory: 0
CLOSED CALL Source Camplalnt tssue Corrective Acllen
404 Ray Strall Rep didn't tell cust was switching carrers, o
only told was signing up for free minulas,
Tolal Reason: 1
405 Ray Stralt Cus! quoled comparable rates to Penu, bul
was charged $1.70/min. Wants credit for '
calls mada, Has swilched carrars.
Tolal Reason: ¢
Buslness: 1 Regulatory; - 12
CLOSED CALL Source Complalnt Issue Corrective Action
601 Larry Commons  Cust racelved fulliiment letter, dign't ] Ve S
flLeHer - requast change. G f"f' Ay S
601 Larry Commons  Racelved fufillment letter, didn't order
GTELD,
Tolal Reason: 2 i
602 Lerry Commons  Swilched lo GTELD without authorization, .
fLetler F.’? oo

602 Larry Commons  Swilched to GTELD wilhout authorizalion.
RPMS shows Snyder sale. L C 7

- 101

- 303

DIsp

DISP

15768
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*_7
§a |
dn.
2l
28
=
858
Unauth Chg
TYPE B/R. Fran
07 R IF
07 R
07 R
03 R
07 R
02 R IF
02 R IF
07 B IF
o7 B IF
Biliing
TYPE B/R Fran
04 R IF
08 R IF
08 R IF
8 R IF
05 R.
02 R IF

Tolal Reason:

§

Add lo DNS list. Cusl was swilched lo

RODELA, RODOLFO 7036400862  Davi 712198 501 . Cusi Rel
GTELD without aulhorization, Has now
swilched lo carrier of choice wan!s lo be
added to ONS list. Do not contact cust.

Total Reason: 1

LENZ,K MARY 5175314264 Davl 712798 502 Karen Curelon  Add 1o DNS list, cust feals hamrassed,
Remaove from list and send letler that has
been done.

. Tolal Reason: 1 .

9 et In Franchise: 5 Business: 2 Regulatory: 2 )
CUSTOMER NAME 8TN ) WHQ RECEIVED CLOSED CALL Source Complalnt Issua Corractive Aclion '
YOUN, CHRISTINE 8157588214 Mart 7/2/%98 602 Ray Slrall Swliched to GTELD without authordzalion. o,

Ray Striat committed that cust wouldn't
. recaive any billing.
MONTGOMERY, LINDA /7737228068  Chd 7/2/98 602 Karen Cureton  Swilched lo GTELD withou! authodzation.
}( Chack o see Il custwil recelve billIf S 77
cradit. :
TROSEN, JUDITH Q/?é 7088487115 Dav! 8/30/58 602 Lamy Commons  Switched to GTELD without authorizallon, L o _/l,—
. Cus! also wrote lo FCC, '
RAYMOND, CHARLES 2129774002  Belt 6/30/98 7/1/98 602 Exec CustRal  Swiiched lo GTELD withoul authorizatlon,  Issuad cradil. This Is
recabvad blll. closing slalament. Rpms
shows cusl with ocg,
Culled cust advised of
crodit and tha! TMA has |
bean deall with. Larry
. Comrno_r_ls will sand
HIDALGO, OLIVIA Q}{ 7188560425  Mar 7/2/98 602 Larry Commons  Swilched to GTELD without authorization. F Ko
CORAM, ROBERT 8138373840  Davl 8/28/38 602 Karan Curelon  Swliched to GTELD without aulhorizalion. ;
LEWIS, DAISY 8135955202  Davl 6/28/98 602 Karsn Curelon  Swiiched to GTELD without authordzation.
TRAIL NURSERIES 7172525187  Elz £/29/98 602 Larry Commons  Swilched lo GTELD wilhout authorzation.
Tolal Reasen; 8
T E PITMAN FUNERAL 31432768600  Mar 7/2/38 603 Larry Commans  Customar changed from GTELD withou!
HOME authorzation by Sprint; PIC restrcled; can'l
dial LD, 2nd Yme happened,
Total Reason; 1

14 inFranchise: 8 Business: 0 Regulatory: 5
CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Source Complaint [ssus Correclive Aclon
HARRI{S, MICHAEL & 2174328054 Elx 711198 701 NE Cust Re! Balng biltad by OAN,

LINDA .
FORBES, JOHN 2088837758 Ellz 772198 701 Larmy Commons  Belng bllled by USBL. Cust has GTELD,
OREBAUGH, RICHARD 5408792101  Mad 6/30/98 701 Lamy Commons  Baing bllled by OAN.
GARRISON, KENNETH 7042893830  Eliz 6/30/98 701 Lerry Commons  Balng billed by OAN.
HYLTON, JONAS 5094489716 Elz 6/30/98 701 Sital - Belng bllled by US Wast. Wants GTELD.
Slte! has placed 2 orders lor cusl. Wanls
credil for calls. o
- DALEY, JAMES 60655482425  Davl 712198 701 Karen Curelon  Belng bllled by Worldcom Neltwork
. Services, Inc.

DIsP

602

FL

pIsp

15771
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<
N

Bllling

TYPE B/IR Fran

4 R

IF

SALAN, FRANCES

KARBER, MURIEL {MRS.) 2813515355

HUFF, MARY
FIERRC, YLOANDA

HART, THOMAS

MULACK, KEVIN &
CAROL '

CARRILLO, MIGUEL
SUMAN, MICHAEL

HADDAD, HIKMAT
SERNIOTT, 8, A, TONY

BALLOON FAIR INC.

CITY AUTO PARTS &
ELEC

10
CUSTOMER NAME
MALINOWSKI, JOE

ALLEN, MARY L.

MIERS, JAMES

WAGNER, TONY (MRS.)

2104322196 Davl
Davl
7138959750 Davi
9155617128 Davl
9039833666 Oavi
2562333634 Davl
7139215103 Dawvi
3057592521  Dawl
7145500999 Chri
50365664967 Mar
5036618987 Mar
2563965418 Mar
In Franchlse:
BTN WHC
3099652105 Chn
3304356751 Elz
8155382556 Mar
4198368218 Chot

7/6/58

776198

7/6/98
7/6/98

7/6/98

7/8/38

T/6/98
777198

716/98 .
7/9/38

719198

718/88

8
RECEIVED

79198

(NN

- T07138

1
’,

Xy

i

Fia/98

oy
7110/58

7/10/98 502

602

602
602

7110/98 602

602

602
602

Total Reason:

603
603

603

603

Total Reasen:

Business:

:n Curelon

TX PUC/Susan
Rpbinson

Karan Curslon
KAREN
CURETON

Karan Curslon

BeHar Butiness
Bursau

Karen Curalon
FLPSC

]

Ca Aclion Line
LOCRAarmry
Commaont
LOCRAarry
Commons

LDCRXaren
Curelon

4

Cuslomer Slammed

Custlomer alleges that the long dislance
carrier was swilched to GTE
Communications Corp, withouf proper
authorzation,

Cuslomear slammed

Cuslomer Stammed

Cuslomer Slammed

Son had signed an LOA, Son s only 16
years old.

Customar Slammed

Cuslomer long distance was switched
without his knowledge.

Slammed away from GTE LD .
Customer has besn changed from GTELD
without authorization, can't dlal LD
Customer has been changed from GTELD
withoul authorization, can't dlai LD,

AL PUC called lo advise customer had
been "slammad® fro tha second ime and
wants changed back lo GTELD,

Regulatory: 2

CLOSED CALL Source

701

701

701

704

NE Cust
RaVEdna
Davidson

NE Cusl Rel -
Edna Davidson

NE Cust Rel

Larry Commons

Complalnt tssue

Cust blllad by OAN for Minlmum Rata
Prcing. He I3 not racslving free calls
premised by GTELD.

Cuslomer has requested GTELD bul s
blilad by OAN who says this Is GTE's fault

as they have canceled service months ago.

OAN Is biliing for MInimum Rate Pricing.

Current June 16 blll Includes calls billed by
QAN bllling for MRP that need lo be
re-raled 1o GTELD rates and credit Issued.
Has two "monlhly service charges” by QAN
on her bill for a total of $10.80. The long
distanca calls themselves appear lo be
billing correclly by GTELD,

LOA was mailed by cusl
and order entered as
inbound By Silel. Out
order issved. Cusl didn't
recaive bill dua 1o
addrass. Final Four

NCAA. Ordar submitted by

anolher cusl, was

Misdirect « Nol GTELD,
GTELD has naver
provided servics 1o this

cusiomer, No cusiomar
contact,

Olider
Fr
L_ (‘\715_.-

Corraclive Actlon

659

DisP

15782




K
§ If
g
5 b
Zxreq IF
8%
2L£P
0w o .
o8 R IF
DNS
TYPE B/R Fran
o4 R
94 R IF
10 R
Unauth Chg
TYPE BIR Fran
05 R IF
04 R
05 R
o4 R IF
05 R !IF‘
od R IF
0T R IF

WINNINGHAM, ARLEEN 6269192916 Mar
SEMMI MOTORS 3104776739 Chol
WU, CHIHSIEN 3104785178 Mart

3 In Franchlse:
CUSTOMER NAME BTN WHO
SHIRLEY, LOIS 3192333690  Mar
HARMEYER, CRAIG 2194840334  Chol
SANSONE, ANNETTE | 9416270982  Eliz

11 in Franchisa:
CUSTOMER NAME BTN WHO
CHEN, RAYMOND ﬁ 3103785167 Chif
TARANGO, ANA X 9155089124  Chii
BELLO, BARBARA 2127241209 Marl
BELLEZZA, JO ,,Q);( 9413836089  Chd
SHIPMAN, KENNY 9408885153  Chol
HARPER, ELTON 9016286150  Yvon
KATZ, IRIS 7602511008 Chrl

7120198

7/20/98

7/21/98

1

' RECEIVED

7124198
7/23/98

T122/98 -

5
RECEIVED
7/20/98

7121/98
7/23/98

7/23/98

7124198

7/21/98

7/20/98

AD2

7/24/98 402

L0 Cusi Rel - Agent keeps calling harassing him, Cust
Lary Commons  has already changed to GTELD, buthe
: kaeps calling him and threalened 1o have
r hlz service disonnected stared cursing
L him.
Tolal Reason: 2 '

- 405 Larry Commons  Quoled rale to Talwan/China around
.29/min, 50% off intemational calls after 60
free minutes of intematlonal cails were to
recelve for 6 months.,

Tolal Reason: 1
Buslness: 0 Regulalory: 1
CLOSED CALL Source Complaint lsste
501 MW Cusl Rl Add to DNS sl only,
Tolal Reason: 1
502 NE Cusi Rel Add 1o DNS list, cust was called at 8:30
a.m., after lelllng rep wasn'l allowed lo call
unUi 9:00 a.m., rep hung up, Plaase chack
to see I really was GTELD.
Tolal Raason; 1
599 Sitel Claims contacted by a rep named Carlos
Muno, Cust s on the DNS st as of
Ar21798.
Tolal Reason: 1
Buslness: 0 Regulatory: 4
CLOSED CALL Source Complalnt Issue
‘602 cce Cuslomer clalms to have besn stammed by /
GTELD 5
602 TXMNM Cust Ref
602 Sllel Swilchad to GTELD without aulhorzalion,
Belng charged $4.10 lor Inlemallonal [}
Calling Plan. Cust doesn't maks '
Intemalional calls.
602 FL Cusi Rel Swilched to GTELD without aulhorzation,
Signed a maller for free Uckals for socoar
and sald Il never staled would change Id
carrler. Maller was for father, Nicholas,
941-972-1072.
602 Sllal Swilched from GTELD without parmission
1o Willte!, Willtel told cust his Jocal
company GTE authorized lhe swilch, Sent
cust pic reslriction form.
602 TX/NM Cusl Rel  Swilched to GTELD withow! authordzatlon, |
Ctaims carrier of cholca [axed form to cust
with husband's signalure.
602 LD CustRel - Cuslomer swilched without permission

Cust Rel -
~dm de 51 Jean

Larry Commons

received a call offerlng GTE (LD?). Can you
Idenlity from whera and why call so lale,
Seeg leter or more delalls.

Switched to GTELD wilhoul authorization, AtH—RFTS1=> 144 L

E-malled Debbie Marquis, 402

was unable lo locals any
history. Sanl ONS
request. Cusl sald didn't
wanl o ba bolhered, not

Corrective Actlon

Corractive Action

Oh LESTS
=

olle

DISP

Dise

16793




o1
8
g &
b
ow -
Z X
aE T
oulo
T
Billing
TYPE BIR
03 R
04 R
04 R
04 R
04 R
04 R -
03 R
08 R
02 R
‘08 R
08 R
03 R
08 R
02 R
02 R
02 R

Fran-
IF

IF
IF

WHITTLE, RICHARD 7275398735
KILE, GORDON 7277865739
SAVAGE, ROBERT 5612728043
GARCIA, MARIA §155905068

. 20

CUSTOMER NAME BTN
TOMPKINSG, DW 8153243073
PORTER, DAVID 7405983708
MILHOUS, NICK & 5153823724
BRIGITEE

AHMED, SYED 3105429642
BOSINGHAM, RONALD 2177328477
RHODE, ERMA 6188632288
HARTKE, LECNARD 2478953142
REEVES, LARRY & 4253564215
BEVERLY

MILLER, GEORGE 717_.2352704
BAILEY, RACHEL 2066342722

FREDERICKS, ELLEN R... 8133603773

DICKENS, CHARLES T. 8175455113
BENGIN, SLAVKO 7148423412
SCHWEMLER, RICK 7603262483
HEFNER, MARION 5184735331
PEREZ, RICKY 9566181372

Eliz 7/24198
Eliz 7237198
Eliz 7/21/98
Eliz 7/21/98

In Franchlse: 13

WHO  RECEIVED
Mar 7/22/98
Dell 7/23/88
Mart 7124198
Yven 722798
Chol 7124/98
Dell 7123/98
Mar 7i132/98:
Yvon 1/20/98
Ellz 7/23/98
Chrd 7123198
Yvon 7120198
Mar 7120198
Chrl 7123/38
Ellz 7/21/98
Eliz Ti24/98
Ellz 7/22/38

602
7124198 602

602
602

an Curelon
Jten Curelon

Karsn Curelon
Karen Curelon

Tolal Reason: {1
2 Regulatory: B
CLOSED CALL Source

Business:

701

701

701

701

701
701

701

T01

701

TXMNM Cust Rel

NE Cust Ral

MW Cust Rel

CA Cusl Ral

MNE Cusl Rel
NE Cust Real

NE Cusl Ref

Goodwill -
Donna Crays

NE Cus! Ret

Tolal Reason: 9

- 788

" 799

- 799

799

788
788

799

Karen Curelon /
Inlamel

Cuslomar lsHer
LD CR - Larry

Commons

Karen Curalon /
Infemet

Karen Curelon
Karan Curelon

Karen Curelon

Swilched to GTELD wilhoul authordzation.
Switched 1o GTELD wilhoul aulhorization.

Swilched to GTELD without authorizatlon.
Swilched to GTELD withoul autherlization.

Complalnt 1ssue
Belng bitled by NBCWorldcom. Problem
has been corrected In switch to GTELD.
Billed by QAN (or Minlmum Rate Pricing
sinca February 1998. Suppose o hava
GTELD for Interata.

Bllled by AT&T. Didn'l racalve iree minutes:

Quoted .10/min for In state, .14/min out of
state Id servica,

Bllied by AOL long distance. Cust has
offered $8.00 credit, was lold was mistake.
Cust wants credit for all AQL calls and
adjusted 1o GTELD rales.

Bllled by CAN/MRP,

Bllled by OAN/MInImum Rats Pricing.
Should hava GTELD. Referred by IL-ICC.

Belng bllled by CAN/MInimum Rate Pricing.

CAN has [ssued a credit, therslors no
adjustmenls are needed.

Unsuccessful In gettng her bllling corrected

tirough the Bllling Dept. She's a GTELD
customer bul.her blll, for the past three
manths, |3 showing OAN,

Blled by Wiltel. Cusl has had GTELD
Interlata and Intralala.

Several calls on 7/4 blll which cust doasn't
recognlze. Sald nurmber was to an AT&T
wireless pager in Oregon, Cust doesnl
know anyona In Oregon.

bifed for unanswered calls. See more
delalls In customar’s latier.

Relocaled from Euless, TX 1o Texarkana,

AR servics should have been disconnecled,

bul still recalving a blll for $.60.

Over charged on long distanca calls.

Dispuling calls on phone bill.

Upsel because Id services were
disconnecled lor non-pay,

Belng bitled for GTELD and doesn’t have
GTELD for id service,

Misdirect - Rpms shows
CLEC account. Nol

GTE L‘%ﬁ
FE

Carrecliva Action

[

. Disp

15794
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(A

2 IF JARSON RCBERT & '9099400210 DLK 824198 405 02 - Not recelving benefils promised lor s £ et = CA
w DORQTHY Sl =
‘E © Tolal Reason: &
g % th Chg 18 In Franchise: 6 Buslness 1 Regulatory: 13
WO up Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complaln Call Descrlption Corrscilve Action "I Regio
tissue P n
03 R COHEN JAY(,,”_‘L‘-/ 2154829011 MP 820/88 "Ly 602 03 .- Swilched lo GTELD without authodzeti 1y dLi” S - 4 . OF
43 R SHMUELI MR. <t 9545842757 MP 872588 {0 602 ‘0 - Swilthed lo GTELD without authorzall Sht{ é{Uf - ‘2_ , OF
91 R CHEN‘ktBER’rf 3 52557-43012-—9{:&4—-——-3:‘23!9&——_:—-—662——' cr - Swilched fo GTELD wilhout authorfzatl Sy 1 ¢ OF
D R T_cc BJARNASCN _SI UR 2535293545 DLK 8/28/98 _/\ 602 . 61 « Swilched lo GTELD wilhout authorzati S 4 ‘{' 2 fs OF
SLSU  CCE0L e d A INF O
01 R IF FCCAGNACIAN GEORGE ~¥ 9413716236 DLK B/28/98 f-) 602 01 - Swliched lo GTELD without aulhodzall - Say 4 ¢¢ (- I FL
02 R FL ANDERSON CAROL 9544346846 OLK 8/28/98 = 4.4 ¢ 602 82 - Swiiched to GTELD withoul authorizall \{ 2 OF
02 R IFcA PEKAR MICHAEL & 5525977:17; DLK+4, 824198 602 02 - Swiichad lo GTELD without authorizal ATELTY £ ) 3% CA
DESRA Qin e d v oy ~TE A LB
10 R W7 BELKHOLM DANA-JOEL 7063205332 DLK 8/24/98 602 10 - Switched lo GTELD without authordzel.  Shy d ey -q. _7_ {g A JOF
02 R CH BINA JAMES ‘ —™£148536540 DLK 8/24/98 602 02 - Swilched to GTELD withoul aulhorizall ;-‘ 3 # 100 \OF
02 R (AT BORRELLO MIK Monws:& DLK 8/24/98 602 02 - Swhched lo GTELD wilhout sulhorizall §,‘ U( , 3 _ lf( e
02 R . MEDERQOS NEST 3059333908 DLK sa4ss Pk 602 02 - Swilched to GTELD without authorizall et £ ~ 17 (Q A0 o
0z R z . PALLOTT NORMAN & 3055885214 DLK 8/25/98 c::. 602 02 - Swilched to GTELD withoul suthorizall Sy | :( Ao ‘ OF
~ ANNE _ '~
g1 R F .’.’-MANZELLA ANTHONY  $419234163 DLK W28/98 Ty s N 502 01 - Bwilched (o GTELD without authorizal S""‘Wtcr— FL
g2 R Tl CAMPBELL JOY ..o~ 8042689301 DLK . 8724198 602 02 - Swilched lo GTELD wilhout authorizell &r £ 1> AT I Y OF
02 R 'FL' GARCIA FABIAN J-;(u 3058654536 DLK =, 8/24/98 602 02 - Swilched lo GTELD withou! aulhorzali
‘ — o 5% Total Reason: 15 Sh ydaooo G (FL)
02 R IF\UJ’PORTZEN ROBERT §087424837 DLK B/28/95 603 02 - Swllched from GTELD wilhout suthoriza A = ™ 2 = / * NO
Tolal Reason: 1 T ¢z
07 R IF WAGNER GEORGE 8146622551 MP B/28/38 699 o7 - Repealedly syiiched from GTELD C\‘I [:L’D.- NE
07 B IF BOB KISLING AUTO 2095621373 MEM B/25/98 699 07 - Recelved loltar irom GTELD stallng sw . — CA
PARTS ATzl
Tolal Reason: 2
Billing 13 In Franchise: 8 Buslness 0 Regulatory: 3 ]
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL C;:;‘npialn Call Description Corrective Actlon DIS  Reglo
s3uUo P n
05 R IF  LEIDY GLEN & SUE 3307223496 LY 8/24/98 701 08 - Belng billed by OAN [or Minknum Rale ctel - NE
04 R IF  OVERBAY CLEON §424481637 CMR B/25/98 701 04 - Being blled by QAN lor Minlmum Rate r : NO
pd R IF GORMAN LINDA 3302392922 DR 8/24/98 701 04 - Belng billed by Talco for LD Whoigsal y2 : NE
04 R MAZALIC DANIEL H. 7406583947 CMR 8/26/98 701 04 - Cuslomar Is nol belng billad by GTELD 7 NE
02 R STEVENS LOUISE 7153562988 DLK B/24/38 701 02 - Being billed from OAN for Minimum Ral g0 NO
W c Tolal Reason: 5 _ - :
05 R . l{ PATEL AMRUTBHA! 9723129214 CMR 8r28/98 702 a5 - Has nol rocsived 2 bill. Thers was a ! . OF
; Tolal Reason: 1 -
02 R TAYLOR'S WAX 774263521 DLK 826138 703 02 - MI PSC ; Major billing problems. The QF
COMPANY ’ ’ .

——, .

15833




07

07

06

od

02
02
a2
Q2
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s B s R ¢ R

i1GBY KELLY

MIRANDA CARLOS

WILSON BERNICE

WANG QIAO-LING
(DIANA)

LEE YEN CHUN

GOROSTOLA ._>§mWi/,

GRIFFIN JOHN

mc LIAN SONG

GUTIERREZ MARIA
FOUKE LOIS
KOOKQO'S NEST
REVUELTA ANGELICA

ROSENTHAL ALLEN &
RITA

SASTRE DOMINGO
SIEGEL HOWARD
PATERSON LISA
SMITHERMAN HAROLD

or EX atrse
mp E R aravsos

or B - wage
LY gX . eiase
CLM

EX.

2106580292
9419545620
7735681365
9204679012

7148706930 8/31/98
3055416551 LY W.x ' 8/31/98

3056619645 EG 9/1/98

. O

7184584471 CLM 8/31/98
A
3055554299 omme. 9/3/98
4195476037 CLM 9/3/98
5072475251 EG 9/1/98
2052610456 DLK 9/2/98
3059373612 OLK §/4/98
3052671146 DLK B/31/98
3059487015 DLK 911198
3058552489 DLK 8/31/98
3055760057 DLK $/1/98

g/8/98

9/4/98

9/3/98

9/8/98

Lo change . minAe
802 07 - SWildned 10 GTELD withodl autherizali wh L& 14 w . OF
602 1" a.rruf 03 - Swilched lo GTELD without aulhorizall Sh Yder ¥- 2 R
602 lm\?c.L/ or - Swilched lo GTELD withau! authodzali erﬁ Qﬁ er M _ &«ﬂ "QF
602 WNa F*O nr 08 - ms:_ﬂoa sacond line (920/467-2013) | m OF
| liae, ot 6 nydee -5 %
602 602 3 « Swilched lo GTELD wilhoul authorizall Customar swliched 1o 602 QF m.w
GTELD wilhoul parmission —
Gipe b AP & was billed by GTE for m:, der
OX\( ¢4 L:A.?\/\/b\*\; two monihs, Roquested A {1
[eo credlt Issued (rom blfling
(Anlla Yor chamges plus . ]
refund of $5.28 for N * )
swilching fes that
cuslormer requasis
602 802 07 + Swilched io GTELD wilhout authorizatl Cuslomer still doesni know 502 Om
; wha could have signed m. A &
Qr loa. He raquast copy of x ¢
loa to verily signatura. | u
602 602 . Custorner was transisred lo us by CUSTOMER STATES .mou FL
UNAUTHORIZED
B ﬁr CHANGE TO GTELD. He
was oul of town, Custamer w m .
doas nol wanl GTELD, P r_ el <
Was very upsel'thal GTE *
hires Snyder end allows » .
this 1o happen, He slated M ) _ AJ
ha will bad mouth GTE and
1 &
602 602 08 - Swllched to GTELD withou! authorzall Customer 2_._.5% without 602  OF
g parmission by Snyder & m m
cuslomer has fecy. billol O J£r
.22, O order naver I 4 n J
Issvad. § issued O order C b
with Michella (AFNI) & cr. T N#\
l_.. Tor 1.28,
st=
602 07 .m&\ %o»M lo mxﬂmro wlthaul aulhorizall fm.:A der (¢ = = OF
602 07 - Swiched lo GTELD wihaut sulnorizatl 1o | A~ @ NE A
'
602 602 06 o

602 LoA Lyis4s 02

602 Lia AL 02

602 L oA AxfSTS 02

602 £t end. L ofr 02

mONHuOL. E_.Vd..u 02

602 02
‘ \Dé.rk . _‘4&}

- Cuslomer service was stammed. @ *ﬂ ~ \/\nlnllll@@mlu??{ PWMU..
I- b. 2.

- Swilichad 1o GTELD wilhoul authorzati

- Silched 1o GTELD withou! nc__:aﬁwl_

- Received a bill for $1.60 rom GTE o
- Swilched 1o GTELD wilhou! authorzali
« Swilched to GTELD without consent, R

- Swilched lo GTELD wilhoul authorizali

OF ==

mi%w

m:; der 17- N 3
71—

Snyder §- 3 oF




=
i e tores .
e ¢ wift> — ok b Lt o (1 ‘
@ AEESE CHAQ HUA 7175845378 DLK 947198 01 . Swulched lo GTELD withou! authorzali gm{ dcr } - J. OF
% % BENOIT JUDITH A 9547256688 DLK 9/4/98 'TCVI‘JM GL 02 - Swliched lo GTELD without authorzall 'Sﬂ ‘_( 6( € r [ (] QF
w a
TEL BAKER LEE & AGNES ~4078450625 DLK a/3t/o8 602 framd LA 02 - Swikched lo GTELD wiihoul consent. R S Ry 0( £ 5 - ( %. OF
E D
é O ABLE DENISE A 7858233850 DLK a/31/98 602 L.C R 1% - Switthed to GTELD without suthorizall L__g g : OF
02 R- SILVANO DANIEL 9413696217 DLK 8/31/28 80254 ( ~ wrix 882¥) - Swilched o GTELD without authorizali +Q ( ﬂ/ OF
.-4-—-_-—-_- \ .
02 R + .PALACIO CRIS 3052380853 DLK 8/31/98 602 friad . AL 04 02 - -Swikched lo GTELD without authorizall iH_M - - OF
02 R LAVALLE LOUIS - 9549433693 DLK B/31/98 602fraiyd . LOA 02 - Swiched lo GTELD without aulhorizall Sny der OF
o1 R IF . FITZGERALD SHELDA 9725176523 DLK 9/4/98 602 01 - Swilched 1o GTELD without aulhorizail Q4 (e .TX
02 R IF  FITZGERALD ESTER 5724911529 DLK 8/1/98 BO2ALLEC e A e e -(}\ X
02 R m&y&& 3053819844 DLK 9/1/98 WlﬁudoLmkM - Switched to GTELD without aulharizati and{f 14 |3 oF
02 R FISCHER ALLEN 7186431718 DUK 9/2/98 602frmied, L O A 02 “Swichedlo GTELD witavteunericat Sy ¢l¢ ¢ (¢ /.S OF
) Total Reason: 32
07 R IF §'& G Services 8068946425 MP 9/2/38 603 07 - Swilched from GTELD withoul suthoriza . X
03 B IF HUNT'S MAINTENANCE & 2157852333 MP 8/31/98 603 03
witched fram GTELD wilhoul authorize NO
——7 " EXCAVATING
] } Tolal Reason; 2
Bllling 15 : In Franchise: 11 Business 3 Regulatory: 2 .
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complain Call Description " Correcllve Acllon DIS Reglo
) LIssue P "
1
08 R. GUILLEN SANDRA 9044478481 EG 9/3/98 701 08 - Being billed by ATAT. We roceived a OF
04 R |F JABLECK! REBA 3347742811 LY 9/3/98 701 07 - Bilted by OAN, Chose GTE asInlar an c( _[,{ l A SO
94 R IF WILLIAMS DAVID 7607704113 EG 9/1/98 701 04 - Billad by US Biiting. Swilch rafecl i S CA
08 R IF PATTERSON LYNN 6164837191 EG 8/31/98 701 08 - Being billed by MCL. Cust swilchad t " ‘ NE
02 R IF MYERS KATHY 8123543567 DLK -9/1198 701 02 - Being billed by MCL. Has been lold it NO
0f R IF SHEBBY TERRY 5178738033 DLK 9/1/98 704 01 - Baing billad by QAN for Minlmum Rate H ) . NE
04 B BECKY'S VIDEQ 7403326024 LY ar1/98 701 04 - Inledtala biling by MCI/HBS/Natlonal S NE
04 B IF BENSON WELDING 5175693344 EG 9/1/98 701 04 - Baing billod by ATAT. Swiiched lo GT ‘ L C R NE
J Tolal Reason. 8 .
08 R IF WHITE LINDA 4095843538 MP 8/31/98 759 08 ' - Billed for BOOK¥ calls thal arent cus X
08 R TRAN TAM 7607249845 OR 8/31/98 798 o8 - Being billed for GTELD services. Dls S“q OF
07 R IF HERD KELLY 9404849049 LY 9/1/98 794 o7 ~Wanls lo know how much charged for C(J'ﬂ—( ;k TX

15842




i
g3 .
g & IF MCPHEARSON 4173341463 DR 9/11/98 303 07 -Ordarsd 8007 gnd wants to know whan § f’\m» i MW
2z g . HEADHUNTER mﬂ )
£3% ENTERTAINMENT
8&§ .
add | Tolal Reason 6 ©
v s . DIAZ RICARDO 2127953676 LY 9/8/88 ma.._.:wm 399 399 o « Received Jelter A/27/98 sialing chose Was sble |0 siop the . 389 OF <+
process of swilching o
. cusiomar, Recaived copy wnn
of loa's & advised —— ~
cusiomarol |he signed - "+ -
Ioa's. Sald he hadn’l !
signed anything lo
authorize swilching of his
long distance. Advised
67 R PATEL OILLIP 3519900810 DR 9/8/58 359 07  -Wants GTE Intamational Plan X2. Cus ,m: Y mﬁ.ﬁs\ OF
04 R ¥ ANDREWS JACKIE 8059879634 ME ' 9/11/98 399 04 . Discount calling plan removed. Racel Q(TN _«P CA
\\ Total Reason @ ~ .
TMA 3 R_ ) In Franchise: 1 Business: &~ Regulatory: 0
TYPE B/R Fron CUSTOMER NAME BIN WHO  RECEIVED CLOSED CALL Complain call Description Cotrectlve Acllen DISP m-opu
Hssue o
07 R KUU VINH 9706671239 LY 9/11/93 401 a7 < Treatad rudsly by customer sarvice, rM:DC \A\h r OF
ﬁ N
W12
Total Reason
or R IF ESTRADA JOSEPH 2194649596 MP 8/11/98 403 o7 - Raps #1¢ harrassing cust and using pr —_——— NO
Tolal Reason @
07 R CAIGA MYRA 4106761532 DR 9/10i58 405 07 . Was lold calls weuld be .07/mln siafe - m”: Cm nho *\.mu LS 0F
i
ya Tolal Dmmwo% Nt 2\%
Unauth Chg 12 & in Franchise: 2 Business: Regulatory: 8 !
TYPE B/R Ffran CUSTOMER NAME BTN WHO RECEIVED  CLOSED CAL Complaoln €all Description Cotractive Acllon Disp m.o—o
tlssue ’
03 R GORDON ROBERT 2124771694 MP 5/9/98 602 03 . Swilched lo GTELD wilhoul authorizati \ OF
07 R ANG MICHAEL 4152024609 LY 9/9/98 602 07 - Switched lo GTELO without authodzat Q4 A . 5 oF
_ _ T e
05 R | SANDMAN DAVID 71682372113 OLK 9/9/98 §02 FEAUD 05  -Customercaliediato Snyder and spok m:; de v \mv.? AL
02 R WHITAKER DOUGLAS v 3123833831 DLK 9/8/98 602 L 04 kiSHS 02 - Swiched lo GTELD without authodzal mps der §S-13 oF
02 R BEANE DAVID Y 7186276527 OLK 9/8/s8 g2 FPiwD @ - Switched to GTELD without aulhorizali ,M:L das S -7 o?h‘n.é_/
g2 R (GHAN BICKFONG) 7184455527 DLK 9/11/98 502 02 - Swilchedlo GTELD withowtautharizati Sy oLt e (- (F OF
02 R GERALD KEVINT 7183996998 OLK 9/11/98 602 02 . Swilchad lo GTELD withoul svthorizali e i OF
02 R IF MEDSOURCE INC. 5026516825 DLK §/8/58 602 02 - Swilched o GTELD withoul aulhodzali g SO
\‘\:lll..ll.lfllln./ ﬁ\ - . Lt
02 A LEKHAWIWAT 3059478003 OLK 9/11/98 §02 02 - Swichedlo GTELD withoul aumorzall S RUA d e Y- |C oF

HATHAKOSOL




=
3
. q \ T
g LAZAR RONMIE 9544574201 DLK weigs FLAUD 602 02 - Switched lo GTELD wilhout aulhorizall .Shu( der J-. 30oF
, L - i
%gﬂ . MARTIN HEATHER v 7184930790 DLK ' 9/8/98 'ﬁe ,\«UD 602 02  -Swlichsd 1o GTELD without authad zatl ‘Shk{ 6(—('1 < l ,? OFGML
%% g Total Reason -
8& & I MULLER PATTY 8123671447 DR 9/9/98 599 07 - Always gelling changed to a dilfarent ﬁ{k ( [l\ NO
. yd Tolal Reason ® ] '
ﬁBHHng ) /r ‘ In Franchise: 3 Business: 0 Regulatory: 2
TYPE 8/R Fron CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAUWL Complain Call Dascription Correcllve Aclloh DISF :wio o
| lssue ' : <
v
08 R HANSON FRANK 5414463394 DR 9/10/98 702 03 - Hasn'l recelved any bills Irom GTELD, —_——— CF -~
Tolal Rea @ : .
04 R ROBICHAUD JCHN 7158358929 AFB 9/8/98 706 04 < Mr. Robichaud relared lo Long dista Recards siill show 706 PS8
77 cusiomar PICCd (o
a © GTELD bulonly receiving . .
charges lor Primary Carrier {A
Charge tor 3.50. Advised qﬁle
cuslomer will cradit him for
the charge and make sure
sarvice is cancalled. Senl
EM
Totfal Reasen 0
08 R REED BILL §727129555 MP 9/11/98 799 06 + Has paid bill bul stlifls getling n 8'5
, . (‘Uu\kd. f
o8 R BELLVER RAFAEL 3052614180 CL 9/9/68 759 08 - Bifled lof a previous blll, Billed $ gn\,{ dQ_ r E;H& OF
0 08 - Belng blliad by GTE lor long dist . :
o8 R NOISEUX GEORGETTE 3059407398 LY a/10/98 798 eing blifed by or long distance Sh\-f C(C {ftbf( i of s OF
08 R IF BURKETT JERRI 9159283608 EG 9/8/98 799 08 + Ovarcherged repealedly fof long dista ‘1L( r T
o) .R ARMAD SYED 8102324354 ©CR 9/9/98 799 08 - Raceived nollcs ol ‘toli block wamin gn%d{ '/’{OI(LHEOE—L' “oF
02 R ‘IF KLEMME STANLEYH 5734454882 OLK 8/11/98 789 0z - Baing bdilled for cally to Hawail that q_k_ { ()g__ MW
02 R IF HOAG CHARLENE 2133720048 DLK 4/4/38 798 02 - Being billed for lang distance calls FL
h Tolal Reason m
( Other 7 v ] In Franchise: 2 Business: 0 Regulalory: 1 ' T
I yvee B/m Jran  CUSTOMER NAME BIN WHO  RECEIVED  CLOSED CAWL Complain Call Description Cotraclive Actlon DISP  Reslo
‘ {hisue
07 R POTTEPALEM SIVA 7025484822 EG 8/10/98 801 07 - Colled B38/483-1143 Ihras limes and S nyder PN or
INO R IF CRANLEY COLLEEN 9725381381 CL 9/8/98 &01 INQ - Unkngwn concern, Recoived 8-mailiro ™
- Total Reason@
07 R ! AOWE JOHN 9724020288 MP 9/8/98 299 a7 ~Remove GTELD from account and issue OF
e o .
07 R ‘FAULCONER PHILLIP 8048450250 LY 9/0/98 B9% 07 - Bisconlinug long dislance service angd q_R( ()k OF




4

Pogs)

UQIDY BA[]I8LI0]

voiBey  gsia
40
40
MA
VA ——
v Y Ka3 6
40 '
30
40
40
40 o PO R ¢ }Ng
Woog-p YRS
40
o f-b 2YPHS
o €% mphug
o 0)-3 Ivphig
40
40 CIC"L. J)PHUS
o TChH=)e vy g
w b tbh-S
oA :Lq 10U
h) -5
h suaid pus GTALD U
A 771 US uljs oll pousBe md'xo;sn!:
L 9de) 0] veIs[) YBPAUS Nyl
‘9pew 92§ ‘uolezyoy|ne
40 NOUIA PAIMG

uondjiasaq fes

04) 16[19] UOJOR RaneBou, peaed0y -

N8 00| 315 01 1LY Wal) peyDims -
KeZUOYINe 1N (T3 LD O) POLDIMS -
- QOURIE | A0]0U4 SISWNSUOD) 0) JEReT -
Avedwoo suoyd 319 (681 ¥L Amr‘-
NBZHOINE [NOY)is Q131D ©F POLDIIMS -

N8 NOYIM L5 O} LRLY W) paIpms «

T T~ '7) AVY }WS woy) pejen “g13LD AQ peiLwels s -
( QJ - } /!B w hu%) esados sojes & Aenuep w Agp oug -

HEZPOYINE tNOUIIM GILO ©f POLIIImE -
9ZUOYIAR N0 0TILD OF PAUDIIMS -
1512 Wosj §8/£27L POIBP D4 O} JONET -
ETPOYINE |ACKH| (131D O) POUDIPMS -
NEZPOYINE INCUI(# 713 LD) OF POLDIMG -
I9ZHOUINE N0 GT3LD O3 POUIIMS -
TTRZHOYINE INOYIM (13LD O PARIIMG =
N1RZUOYINR iNCUIIM 01310 O POLIIMG -
REZ|IOUINE INoUlim QYLD O POLDIIMS -

NEZPOLINE 1A0U)M QTLO 0) PIUNMS -

anss[}
ulgldwoD YD QIS0OTD  Q3AI303dH 'OHM NLE
4 :AJO]EjﬂBBH 0 §sauisng Ll tBsiyduBlq u)
1 uoseay |elaL 5
20 669 B6/55/6 W1Q 8255742508
Y2 lUOSEaY [BI0L

20 209 86/% 1/ 20 9924992508
al 209 865116 MIQ  LEETCRSTLE
o z09 86/71/5 M0 69LiZL60YS
10 209 8617116 Y10 §922998295
z0 209 86/51/6 W1 0Lr9688s0e
20 209 867416 M0 8944264195
pue

20 209 PV e M0 16LTIEYELE
" 209 86/ 4/6 W1 Zh06199026
2 slsidor Yo7 oesius M0 151095+¥56
20 —f o posLOYIL _ssmuse WIQ 8rIZrZGLYG
‘o 36 o 07 Of*"’?ﬂge/ms 10 £6€198LL07
20 S LSy B0 dBFuenus WG 9568YL¥S6
20 520501 UYL sersiie ¥1Q 9Ge8LLE84L
20 S cepvy A e 8smLis %10 8929€6950€
10 209 8siLLs 93 B118PESTLT
20 2095 I5Mhe YorusiLue + KO AT 6656258508
50 20055142 OTesmis (D Ma 0118609842
20 209 26/81/6 93 £9rr99c8Ie
s0 g 209 8616 96/516 ¥Q §ZOLFOCIOE

NETHOYINE INCYIM (131D OF PAUIIIMS -

AL

| TP

INVN HINOLSND uedd H/g IdAl

g1
QY39 AIHDIVE
'S
94039 NOBNOSNOA
ALlvd 3mod
38S3r SHvQY
N3HD 337

ALYV JOUNOW
NYd AUMOT

Q3U4INIM SDDHD

(VNVIQ)
ONITOVIO ONVYM

JLLIIENIH NUUND
~ H-zI ¢7) He3sor
NHOP WASYYVH
ASIWIHL LINVNIY
_WOSSON8 X3NLYIVY
3 AUVIN AZWHAS
3NIY IONIYY

AHYW 11308VH
311138 NOSNHOP
843H GNYISONIN

¥ I3VdAYY S3A3I

3l
4
3

A
=
$2.

A s

Bugig
Yy 0
b= AL
Y0t
] L0
H 10
¥ Z0
H ZO
‘d

L
PNy
E

h owo
1ade

4!

1Z abed

FARERRIEILLE

1-Z9E066 "ON 19400

r o o el :r\\n:_

\al

20



;_Ujauth Cl.d

Docket No. 990362-T]
Exhibit REP-21
Page 22

07
07

07

07

07

02
02
02

02
02
02
02

11
02
02

02

R

R

R
R

R
R
R
R
R
R
R
R
R
R

R

4

i

4| inFranchise: 6 Business: . " ‘Regulatory: 237 P ‘“’} ) . '
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Complaint Call Descriplion 3 O orractlve Actlon DiSP  Reglh
Issue .
POSVAR CHARLES 7147721044 AFBﬁ,QHZJ% 602 07 - Swilched lo GTELD without authorizat GTELD - OF
TRASK MICHAEL 9155857478 LY [ X 8r24/98 602-{rand. Logp © - Swichedto GTELD withoul authorizal Sn;(g(gr (q“'l(n) OF
MARTENS BRUCE - 4058683311 ME EX 9/21/98  9/23/98 602 6802 o7 - | jusl recabved a phone call froma v Cuslomer recelved a 602 OF
‘QW ( negativg option leller_but
' 0 he was nol swilched. The
i order was cancelled due ! '
L Ofr a dispuled sale. The ,%\n L'(-Qr
slgnature looks like a \j
forgery. | do nolknow al .
thls Gme Il tha rep had ha
ABEND ZACH 7182533983 LY EX Q/22/98 . 502 "erl LO‘]{'(ST - $wilchad lo GTELD without authorizall .Snl‘{ CCU/ (g - O.) o
OVERTURE DEBORAHM 2122061116 MP @ 9121198 602 LOA €3y S 07 - From e deskol iz Smilh)...... OF
GEBBIE ANNA 2129951642 CL 9/21/98  9/24/98 602 . 502 07 -SHE SAID SHENEVER SIGNEDUP  Customer slammed by 602 OF
B‘X _Q, auch FOR GTE Snydar, Requesled
Investigation from Snyd
Lo,ﬂ; Catied customer & 'gllg Ly
apoloplzed, 1alsolathar
know Lhal because she
had & PIC Resllcl on her (q/f ¢ )
line sha had nol been
swilched, The
HENRY TIMC so76575441 EG B X 923198 602 ok LOA 07 swiched o GTELD whhowt auiorizall Sy der (q-20 ) or
ROSALES JOSE 3058547208 CL B}( 9r22/98 802 {1 and LA OT - Swichedio GTELD withaul subhorzal -Sﬂu((,( er (4-14 ) OF
"~ 0.5 ’
02 R ) FCOIDMAN JASON 3055471644 DLK or23/98 Lo LA[S4.5 602 02 - Swiched lo GTELD without autnorizall STy ey ( q- q ) FLor
" CHIUSANO ANTHONY 5614987502 DLK orzajes A r axnd £9%gs 02 - Swilched to GTELD withaul authortzal _—Sﬁ-q-gﬂ_q ;o oF
VIGIL MANUEL 3052643055 DLK on21/98%> 602 L0t ey St S02 - Cuslomerls being billed for sarvices  Spp-er (b 7F ) FL  oF
IF ) CASS ALEXANDER 9413884161 DLK I3BFLAUD 602 02 - Swiched lo GTELD wikout autrarzal Sy der (4-10) FL ®=
- BRUMBY EDA&CHIA 5613358581 DLK o198 didn ' pepat Jgo%i\"‘g;b_z/ - Unautholrzed change of Long Distancs 5hq~d4( (4- lS) L OF
. ia .
rr MARTONE ANNED 9547641443 DLK 9/23/98 Lok exist Seo2 - Switched lo GTELD wilhoul suthorzall Ly FL- OF
¢ BLACK LEONARD 7185834234 DLK gugs F¢ AUD s02 02 - Switched 1o GTELD witroul aurorizali Spyf (e ((- ,.4) N OF
MOORE HERBERT 3057588040 DLK onsie T PD so2 92 -Swiched lo GTELO winoulautnodzal  ——— Sny fer” .. OF
MULLEN STEVE PH.D. 8172058860 DLK or21/98 TLAUD 602 mrg—ryrHsTT 11 - Beller Business Bureau - Lellortkom S N OoF
oy al leeot nL{ er ‘
‘-1 ABOELLA EDMOND 5617456824 DLK 92598 Lok £.vistSe02 70z - Swilened lo GTELD witout authorizall S o] ¢ (q_ [L) FL oOF
JACKMAN KIRK 3052555934 DLK or21i98 T @ AYUD 602 02 -Unauthorized change of ong dislance G y dur (5. -9 ) FL ©F
DOMINGUEZ ORLANDC 3052265452 DLK 912598 ¢ ¢ AU D 602 02 - Switched lo GTELD wilhoul aulhorizaug\qd{r (’4 ’\\3) -F( " oF

15878




-Ti

15879

% 5 GISSELE CARDINAL 9544570032 DLK 923198 1€ A\ UD 02 02 - Swilched to GTELO without avthorizal Sy [ <1 (- 2 3) OF
gi GIBSON ANTHONY 7184692876 DLK sr298 TRAULD 602 92 - Swiched o GTELO without authorizal SNy ¢/ (4[4 ) NY  oF
[%¢] b
¥Ea -IF  ENSIGN MARY & 9064843292 DLK 921198 602 02 - Upselwin snauortied charges jom & g LD OF
Bk S ROBERT -
 owWo . ;
TOOTLE NICK 3055699532 DLK 9/22/98F((?-\UD 602 02 - Switched lo GTELD withou! authorizall Sy y der (’i"‘) i ) = OF
Total Reason; 24 )
02 R IF  SMITH JENNIFER 6065485089 DLK 9/24/98 603 02 - Swilched from GTELD without authariza ¢ $0
Total Reason; 1 " 9,
07 R ARREDONDO TOMAS 5613683428 ME Ef 9/24/98 BQQ—F{M LOA- 67 - Received ‘negalive option' letter di S}“{ b{{r‘ OoF
07 R GILL MARTIN 3055541981 cL )( 9/22/98 699 699‘9-\‘“4 o7 - Received ‘negallve oplion’ feller, M Customer slammed by 658 OF
E Snyder, Callad cusiomer”
Lok & spoka wiMes. | fold her |
was Invastigating lha
Inguiry & would get back
whar, Sha lold me that
sha had racv. a latler
which | asked her If sh .
) could  ———— ém( der
07 R RICHARDSON HENRY 3018391066 MP E% 9/23/38 639 —f‘:/u.»,r[ LO,.'dfor' - Recelved Welcome' to GTELD letler m Sm( dU (q._ g ) MD OF
11 R RANDALLE YOLANDE 55615856838 DLK 9/24/98 Ff A up 699 11 - Receivad ‘nagalive option'feller da . gn({ du.. F L OF
11 R IF WILLIAMS ANITA 9419247381 DLK 9r24/98 Fﬁ Ao D ss _ 1 - Recaived negalive oplior letter cu Shqder F Lo R
02 R LEVINE NORMAN 7182581525 DLK 9124198 F £ 4 JD 539 602 02 - Received 2 negalve option lellers ac Syl Lr (Q-l) N\' 602 OF
92 R MOSER ANTHONY 9544731475 DLK 92338 £ A D 9 02 - Received ‘negallvs oplion’ letter. D “"“"Shqdll’ FL. OF
.02 R LIBOU BERNARD 7187635469 DLK 9/23/98L 07 it S 699 02 - Recsivad nagalie opfion letter 3oy ———— Sny 4 {1 N)/ OF
92 R IF  MOORE DENISE & 9099430346 DLK 9/23/98 699 02 - Swilched 1o MCl wilhoul authorizalio ' c CA
DUKE \-——__-_.__. A Q HE :
Total Reason: 9 -“‘_-—“7 5
Billing 19 J In Franchise: 9 Business: 1 Regulatory: 3 LT
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Complalnt Caif Description @ Corrective Actlon "DISP  Reglon
Issue .
09 R JIF  SWANN ARRYBELLA 8044538541 AFB 8123198 701 08 - Being billed by OAN for saveral manth GTrELD VA
08 R IF  SANDERS WILLIAM 3346776221 CM 9/23/58 701 08 - Billed by OANMMRP, I recelved a call /" SO
SCOTT ‘
C4 IF  RADEL CHERYL 6167771579 CM 9/23/98 701 04 - Belng bitled by GANP'MRP, Swilched In " NE
08 R CORNELISON 2565876954 CL 9/24/38 701 09 - Belng billed by DAN_ Recelved phone i 50
KENNETH .
07 R IF  DUTT LISA 2196226069 CL 9/24/98 701 07 - Baing billsd by ATAT and GTELD, Swit T

NO




= , -

' JOOKSEY JUUE 7732383607 CMRE){ 10/1/98 501 r“”’%sI1EmWMHMm&wm fanc(U’ q ?

§ K' HARRELL THOMAS C. 4077881805 ODLK 10/1/98 801 i1 I:—I - Received fax from Snyder Florida Dep * .

o - ;

SE o . Total Reason: 2 , '

85 ‘; 1F BRISENDINE LYNN 8066373887 MP 8/28/98 602 07 - Plaase Invesligale why/mhow this custo 6([ I L

- =

éﬁ E’ GUNDLACH JENS 2063286352 CLM 9/30/98 602 07 - Switched lo GTELD wilhout authorizali .. = -

07 R DALAL SARYU 2106956872 LY EX 920/98L o4 ¢xist 5602 o7 T K- swiched 1o GTELD wieutauthoizall iy (LLY~ §-2 (¢

08 R NOEL ANDRE 7185266077 CMR @ 9/28/98 602 502 frw,LpaMY Callag becausa he racelved a bitto ny dey q- H 602

03 R IF  PARKER ROSSI. 9413492387 MP <K 9/28/38 602 \fer .. foHCV 03 - Lelter irom cusiomor addressad to Cha LTELTD

07 R MQORE ERIC 3056611622 MEM EX 9/28/98 602-4raudk Lo A1 L Leter fom Customer: “Ive been 'SL Spuder 8-2 %

05 R IF  MCBRIDE ART 8139712356 CMR /29198 602 602 05 - Swilched to GTELD without authorizall 6GTE 602

07 R JUAN ROMEO 0250373304 LY EX 6130198 602 LOA tyistS 077k Swiiched lo GTELD without suthorizat Sn,_“{@ r 1-29

05 R BERRY TOM 6105448152 MEM (). 9/20/98 802 602 -@makosp A.Swltched o GTELD wilhout authorizall  § ny def A-1S 602

07 R IF  LAMBERT VIVIAN 9413493464 MEM EX 9229198 GOZWQTF'L: Switched 1o GTELD withoul authodzall - Y dor- <- 2? Z

05 R IF THOMAS TRUMAN & 9416789838 CLM 6/28/98 802 602 05 - This cuslomar calfed and claims thal Called cusiomer & 602

LINDA apologlized for the swithch:

! called GTEEA (Sally)
wicuslomer confonlinalo |
have him swilhched back {'\1 1
I6 sprnl. Sally swilichod . .
customer back per his
requesl. | spologized
agaln,

02.__R BONO THOMAS 5617462453 DOLK 10/1/98 602 02 FLanalved fax [rom Karen Cureton Flor -— .

4 ) 1 : . .

02 OPtn ?)UICL DAVlD 3052328467 DLK 10/1/98 SOZ-LY@LL[IL 02 'F[_-Recalvod fax from Karen Curelon Flor an AQ( i - 3 '
022 R SHAW MICHAEL 4076788310 DLK 9/28/98 -prm&k_ 602 OZFL-,Cuslomer Is being bliled for unauthor Sh(_{ L{Qf q..- 4 ((,
02 R CALLEJAS OSCARB 3052217171 DLK 5/29/98 602 _ﬁw ,L 02 |-Switched o GTELD wilhout suthorizall an day "(_. ) -7
02 R IF  STILES JASON 8138480955 DLK 9/129/98 602 024 ﬁvild’md 10 GTELD wilhout autherizall
02 SOUTH DAL MABRY 8168316955 DLK 10/1/98 602 O 2 pROEREr) DRI e Gttt et srmmma 0

e FINANCIAL CONS ING ; o

M HACK NIZAM 3052527754 DLK 9129/98 soz_ﬁ wkak 02 L. Switched to GTELD without suthorizatl SI\V{ A&7 q 2
02 R GENTILE APRIL 3056549150 DLK gr28/98 LA (5T S 602 02 F J.EL PSC - Stales lhal sho was switched S!]L( der q- | (¢
10 _&.,‘__.lF‘ HADIL YASAR 5734427034 DLK 10/1/98 502 4).1& 1( 10 M (- Swilched withoul authorization by GTE e LTy

CE_:L/) AMOS ELAINE 3128423075 DLK 9/29/98 wzi§§§§¥i1¢L,wmmmcmwmmmwmmm ﬂ%d&f ET-(Q
0z R HERNANDEZ SANTIAGO 5618839484 DLK 9/29/98 602"

|

A

OZF L Swilched o GTELD withoul authorizat!

N ftevee ¢ bmg A denai

e e ey
P

15886




15887

4
& X : A LoA »-isds .
§ & K ‘SAHALIS GEQRGIA 7182521026 DLK 9/29/93-:”‘-’ 602 02 NYY- Switchos 1o GTELD withou! aulhorizal SIIL( o{.(i’ C( - OF
d ..
%g:: 0 GONZALEZ HOMERQM, 3055950184 DLK 9/20/98 602 02 [ - Switened 1o GTELD withou! suthorizal 5‘“‘( det* 4-10 ©F
328 s ‘ -
BEE  IF MASLOWSKI KEVINJ. 8139962828 OLK 6/28/98 602 02F L . 5L PSC - Stales that his long distanc e e FL
(ue KD MAY JOHN 3054487867 DLK grzgfga'-pmbuk 602 02 ] - Swiicned 1o GTELO winout autmarizatl - SNy A1 G~ OF
S s, o o
62 R MOORE ERI] \Eﬂt(l% )3055511522 OLK . 9r29/98 602 02 FL~Swilhced to GTELD without sulhorzal Sﬂ‘{ der g2 oF
02 R )} FORREST RALPH& 4078765576 DLK  _ 9/29/98 602 02 £ - Swilched lo GTELD without authorzali o O OF
( " AUDREY o FL Shy dy” q4-20
( -.e.%’-R_ - FRANKEL JOE 5614873878 DLK 10/1/98 L()‘\’ 24 5"*’-602 02 + Recelvad fax [rom Karen Curelon Flor S‘]L‘t ‘l'Q( CI,. 2 CT OF
(02 R_/) GONZALEZ JOSE 3058544180 DLK sorziss Lok 415t o 02 1 [Switched to GTELD withou! authorizatl Snyder (- C{ OF
07 8 IF  WAUSAUTITLE 7153553121 MEM , 9/30/98 602 07 -Switched to GTELD withoul aythorizall TE L™ NO
COMPANY : - P OTE LT
02 8 IF RADIATION SERVICES 8136853796 OLK 9/26/38 602, o2 ? @- Cuslomar's long dislance ser e FL
INC. —_—
11 B IF STORM STAN 8157587426 DLK 9729/98 602 11 :rLSwllched 1o GTELD wilhout authorlzall e NO
Total Reason: 33 ' ' 1
05 R IF  CALLAHAN MARY ANN 7158823814 AFB a/29/88 . 603 05 . - Swilched from GIELD hy Minimum (AT ELD . o
. Rale P .
02 R IF  SALE ERIC & ANNALEE 6167517170 DLK 9/30/98 603 M 02 -Swiiched from GTELD fo Wilel, Cusio : : NE
07 B IF  REFLECTIONSHAIR 6182436556 EG 10/2/98 603 B 07 - Swilched from GTELD wilhoul suthoriza : ) NO
STUDIO — T .
Total Reason: 3 ‘ '
W52 ,
05 R @ voce RoBERT T A 155503592 CLM 10/1/98 699 05T Krocstved nagatve'optiontetir. 0 Spy 4?37 2 (- oF
05 R () GUZMAN HILOAF.F 2 Abazaee54 AFB 10/1/98 699 05| -Recelved fax from Snyder. Sh y der Q—- j,d( OF
a7 R RICH DOUGLAS{ 6% 2127212570 LY 10/1/08 695 07 Recelved ‘negative option’ lettar. D S OF
Qf' ISt s N‘f Ny AL, 1
. Tolal Reason: 3
Billing : 16 In Franchlse: 10 Buslness 3 Regulatory: 3
TYPE B/IR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CALL Colmpraln Call Description Corrective Aclion DISP  Region
tlasue : .
08 R ¥  ALICUBEN KURT 8089503764 EG 9/30/98 701 08 -Was billag by MCISprnt for a call{ G E L - HI
08 R IF QCKSE CELIA & LOREN 5093343272 CMR 9/28/98 701 701 08 ‘E_e_d_s_!QF_E_MﬂEE_"f_E’ gal customear on fl . 701 NW
64 R IF  JENKINS SHAVONNA 6186626010 EG 10/2/98 701 04 - Being billed by OAN for Minkmum Rale 1" Kk NO
11 R NICHOLS WILLIAM A, 6158322028 DLX 9/30/198 701 171 Named by Willsl Customer responded i OF
11 R IF  BARRETT JOHN 2179876921 DLK 10/2/98 701 1t NO

1 I‘ Being billed by OAN far Minimum Rale
{ THOMAS ]_/ A



W
m 4 In Franchise: 3 Business
mm. Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAEL Complaln
] W {issue
Zr ﬁqm_
.mm @ IF BIGGS MICHAEL 3096636029 MP 10/6/98 502 03
o
SWE ' yr FINCHUM JAN 2127392140 DR 10/7/98 107198 502 502 09
Total Reason: 2
05 R ALEXANDER 7275848104 AFB 10/7/98 503 05
JACQUELYN e _
04 R IF  DELANEY DAN mommd_._mm_m AFB 10/8/58 503 04
. . . Tolal Reason; 2
Unauth Chg 33 In Franchise: 6 Business 1
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CALL Complaln
tissue
07 R TOMPKINS RONALD WX.:mimommo LY 10/9/98 ﬂﬁ D so 7l o7
07 R FRIED DAVID WIX 3052743415 LY toieoe 7 AW D s FL o
04 R IF  GIANONE FRANK _.m\wm 9419558065 CMR 10/5/98 10/t2/98 601 501 ﬂ —\ 04
Fo b
07 R LEONARD STEPHEN w\ﬁ 2128776712 DR 10/6/98  10/8/08 601 601 7_/# o7
. . Ny >
v L
05 R DESANTIS THOMAS @ 9544311059 CMR 107498 - = ﬂmres«fa ﬂ L os
o z -
07 R IF  PEREZ ADOLFOA. m% 54192320541 DR 10791 601 f\ L o7
| /T Tolal Reason: 6
08 R ZORRILLA JORGE m 4078895087 LY 1076/98" %2 4 ...,\_w.ﬁ.umom ﬂ.r 08
07 R PARABOQ ZOBENA ﬁ/.uommsmos LY 10/8/98 ﬂm fud 02 ﬂ L o7

Regutatory: 0

Call Gescription

- Requastad no lurther solicilalion cal

- Placa on Do Nol Sollcit lisl. Elded

- Placa on Do Not Solicit list. Receiv

- Roquesls name laken off O.«mrc.

Regulalory: 14

Call Description

- Recelvad negative oplion loltar, Swi

e

« Recolvad nagallve oplion falter. Cus

= Recalved confirmalion lalter 10/2, M

- Received welcorna leter from Snyder.

- Recelved negative oplion leter [rom

- Received a nagaliva oplion laller, D

- Swilched 1o GTELD withoul authorizati

- Swilched to GTELD wilhoul authorizali

Correcllive Acllon DISP  Raglon

e e NO

Wants to be placed on Do - 502 NO
Nol Solicil llsl. Faxad B

customar number lodo nol {1 A* " F
solicll isl and e-mailed all {7, (1™,

15897

TMA'S to add tha do'no &
solicit list, "o S ive-C
Wogold . . R
\_a::\ Gt so
RN LS
Correclive Actlon OISP  Reglon

Shqder Sr. s) OF

I . h fe OF
10/5 Courlesy call 8:05pm mov FL
lo Mrs. She sald does't

want anyone bot ATAT, =

Gave {olf frae number, J fi J m? f
Pullad RPMS and no i . ;
records for Iransaclion (no ENS \
history PIC stalus or v
master record. 1077 0
Recalved mass

Swithcad withoul . 601 QF
sulhorizalion, Reviewed « .
rpms lransacilon shows ERALY _nf.n r
Snyder made lhe sale and .

aclivaled lo GTELD.
8/12/88. The accounl was
deaclivaled from GTELD
9730/98, | e-mailed Snyder

for clardficallo 5

a. <

Sy (e
Sity der 722 or
m.i%ﬁm?..ﬂ.omo




Docket No. 990362-T1

Exhibit REP-21

07

05
or
03
05
07

If  3COFIELD ALLEN 3344931197 DR 10/9/98 602

TN FENAl EX sotesatart EG 1000198 7705+ . 602

TN FALK JOE _\/ 3056664320 AFB 10/5¢ 802
A A% e

& ° A& CoA—

R KUSKO ANOREA 2022445222 CLM 10/6/98 1) §02
_\V%. rov”

R LAMARTINIERE o_mc<>am:8§ﬁ CLM 1098 Ly 602

R HUGHES ANNMARIE E /7187467845 EG 10r098 LA e02

R MARTIN ROBERT E K7189651777 Mp 10798 LG~ 602.

R ORTIZ MARIA 77, 7148219289 MEM 1os/98 (' A o0z

R SARABIA JOSE L. W.\A 3052318128 DR 10/7198 M\e% 8 602

¢

L oA

COUSINS JR. 5163330663 DLK SE%JS

CASTILLO ELSA 3056237338 DLK 10/898-{yzn_ o 602

_CHAN ERIC 9084689640, DLK 1orere8 /. 0-A— 602

CONLON MARGARET 5166616221 DLK 1008 LOA- 602

GAYNOR LEQE, 5616836509 DLK 1omes A OA ez

CORBIN-RHOOMS ADA 7182411081 DLK Aeemm[ﬁ:&gr@om

KORROS DAVID 3056516319 DLK ormes—Fra ek 602

FALK MYBNALFE 3056664320 DEXK 10/8/98 602

PAGAN ALEX 3052323746 DLK Aoaambﬁtrqr 602

RUIBAL LUIS 9549212226 DLK 10/9/98 M\OJ}.\ 602

momm\csmr ‘ﬂ:
Dec-

602 FL o5

NN
N

o7

03

602 Qbﬂom
502 T_\ 07

02
02
02
02
02
c2
02
02
02

02

- Swilched lo GTELD withoul aulhorizall
« Switched lo GTELD wilhout authonzatl

- He rocolved a letlar thanklng him for

- Swilched lo GTELD wilhcul authorizall

- Switched 1o GTELD wilhout authorizatl
- Swilched 1o GTELD wilhout suthorizall
- Swilehed to GTELD withoul sutherizall
- Her sarvics was swlichad lo GTELD fro

- Swilched {o GTELD wilhout authorizall

- Swilched 1o GTELD wilhoul authonzall
« Swilched 10 GTELD wilhoul authorzall
= Swiiched to GTELD without authorzatl
- Swilched lo GTELD without suthorzall
- Swilched to GTELD without authordzatl
- Switchad [o GTELD wilhout authorizatl
- Swilched lo GTELD wilhou! aulherizall
- Swilched lo GTELD wilhout aulhorizali
- Swilched to GTELD wilhout authorizall

- Swilchad to GTELD wilhoul aylhorizall

LeR

SO

Snder G- |5 oF
NO RECORDS IN RPMS |, 602 ‘OF
for this cuslomar: Nor em  *
"I able To pul up anything In ~
S0OLAR/OMAR for the. * .
customerl Nothing in w n (ﬁ 4N \
SORCES eilher. o
Customerswiiched by 602  OF
Snydar wilhoul suthor,

ecv, LOA lom Snyder m.: &N r-
with a differont customar - 4

name howevet, lhe
numbet was lhe sama.
Calied cuslomer saveral
{imos & lafl saveral
messages with my name

Snyder e
Syder G-

Shyder S+
AZ der g-(3 so2

Swilched without 02
authorizalion. Reviewed

6
roms {ransaction history w v.fﬂ l o.w -

Q- )4

shows activeled lo GTELD'
9/28/08. Cuslomer had
staled ha which nol 1o be
conlacied and lo have Ihis
clearad withln 72hrs, |
called hl

w?ﬁ der - ‘_O
Shyder Q-1F
S der . 4 30

Smyder  9-16
Snyder  4- (3
Swydec 2-¢
Spider q- |

A0
.M::TQ\. 7.5

9 1¢

OF
OF
OF
OF
QF

OF

15898




iy
(o]
i - ek
25 APOLITANO WILLIAM F 4073482049 DLK 1078108 T F e\ 602 . 02 - Switched to GTELD wilhoul suthorizaii
G4
i . .
ZX& +  JOHNSON LORETTA 7086813269 DLK 1998 LA 602 I 1t - Swiches to GTELD without authorizat
28 e - f -
m m n_m. PIVAWER ISIDOR 7188245358 DLK 10/9/98 h o7 802 N /_ , 11 - Swliched lo GTELD wilhoul authorizali
~02 Ry HELLER SUSANNA 7183839280 OLK soiares [ (> %ﬂ 602 Z/\ 02 . Swilched lo GTELD wilhout authorlzatl
T Total Reason: 25 . .
05 R IF S$CHRODT ROGER & 3094622647 CMR 10/5/98 603 H —l 05 - Cuslomer clalms his wﬁ&nm was swilc
NANCY . ~ o ATE
03 B IF RETAIL MERCHANTS 9155972143 MP 10/7/98 603 |,M. /\W 03 - Swilched frem GTELD wilhoul authoriza
CREDIT ASSN. . a1 €
. from
Tolal Reason: 2 ;
Billing 22 tn Franchisen 14 Business 2 Regulatory: 3
TYPE B/R Fran CUSTOMER NAME ‘BTN WHO  RECEIVED CLOSED CALL Complain Call Description
tlasue
04 R IF  BEHM RODNEY 6187244174 DR 10/9/98 701 04 - Baing bitled by Natlonal Billing Exch
07 R IF CRUZ VALERIE 4175892110 CLM 10/8/98 701 a7 - Belng E__on_,un ATAT. Keith Mark
08 R CHETAL ARADHNA 4252049199 MEM 1o/6/98 701 8 .N)! 08 - Nol recelving bills from GTE, Cuslom
04 R IF JACKSON RICKEY L. 9158843202 MEM 10/7/98 701 04 - Belng billsd by AT&T. Requested GTEL
EMP R IF LAMB VICKY B174883542 AFB 10/5/98 701 l_l X EMP «Vicky wanls GTELD [or both of her
8 R IF THOMAS DOROTHY 21247925416 MEM 1078/98 701 08 - Belng bllled by CAN, Wa recslvad an
04 B IF RODNEY BEHM FRONT mumﬂm«wmqm DR 10/9/98 701 04 - Balng bllled by Nallonal Billing Exch
WHEEL - T e
o Tolal Reason: 7
08 R IF ARVIN PAUL 7658623003 LY 10/6/98  10/9/98 799 799 08 - Wanls lo know abaul the Unlversal Ser
08 R BASS DONNA 7578750638 DR 10/8/98  10/9/98 786G 799 08 - Conlinues o recelva slalemenls. Thi
08 R IF BAUTISTA TED 5269158778 AFB 10/8/95 799 08 - Slill being blled by GTELD  Mrs. Te
08 R IF RICE RUEBEN 9723152988 MEM 10/8/98 789 08 - Has 1 minule calls charged on calling
08 R ! CHEN WENJIE 4082538366 MEM 10/8/98 799 08 - Never received promised "Iransfer cr

Snder 4-2. o
Shy Ay Q-4 o

_mznrm,\ <~ 3 OF

o
3)]
Swder q- )¢ &
GTELD & wo
GretD-
Corrective Actlon .c._w_u Reglon
GTELT " No
o . MW
Snder - oF
CGTELD - X
e - X
& 50
t T NO

Explelned fees lo it 799 NO
cuslomer sald ha
spprecialed ms calling,

Continua lo recalve a 799 OF
stalement no longer has

thls phone number.: | .

reviewed rpms Iransaction

hislory shows customer f ;“.l
moved wlth a lcsl code \_c_\.__. RTRIS

2202 7122/68. No order

was genaraled thou solar to

hava ser !

. CA
TX
OF




&
g -
§$ 2 In Franchise: 0 Business Regulatory: 2 .
gy Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complain Call Description Correcilve Actlon oIS
o= & tissue ' P
x 8 w
g2£ @ . :
QWe § i SMITH PERRIN §042807798 DLK 10/14/98 599 11 . Solicited by GTELD after baing placed —_
11 R : £l ZAVITZ JOHN 4078845645 DLK 10/14/58 559 11 - Solicited by GTELD atter belng placad )
Tolal Reason: 2 ' :
Unauth Chg 32 In Franchise: 8 Business 0 Regulatory: 18 _ _
TYPE B/IR Fran CUSTOMER NAME BTN WHQ  RECEIVED CLOSED CAL  Complaln Call Dascription Corrsctive Action - Dis
tlssue ] .p
07 R DAVIS MYRA 3138617865 MP E}/\ 10/14/98 ‘Qu,u.dL 601 ot - Received 'nagalive optlon® lettar. S \Sh k{ de ¥ ’{ ~( S
07 R FORMAN MIKE 4077886708 OR E Y orzesLog  Ekf. DS 07  .Received negallvs oplion'ietier. N (. hqc(u")
05 R ZURER ROBERT 7186430878 DR @ 10/15198—9”&}\ 601 05 - Received 'negallva oplion' lstlar. N - 'Sﬁ Y d{(
07_R JANSSEN MARK 2058196733 EG g A 101598 dOA- ot 07 -Recoved negatvecplonioter. 0 (S dev )
2 COOPER ROBERT !\\ﬂ 7184546604 DLK 10/16/98 601 Lok &xiSFs o2 - Rpcalved 'negative opllon’ laltier. D CSH‘-{ /(_Qr
. . b .
02 R FRATTA ANTHONY N, \(|7162355646 DLK 10114798 601 (aSt . Aick i/ ;ﬁqﬁfne$§lfva1ptxjn-uenarwel §uq G(U( 1 -_, p
Total Reason: 6 . '
07 R SCHWARTZ 40B37B8781 MP 10/13/98 802 07 - Switchod lo GTELD without authortzall ™ [ =
. P
07 R ROSZEL SAMUEL 3052528729 AFBE.X 1013788 ho L D%—ew O -Swiched o GTELD wiboslauroteall 50" Lo [ O~ l
07 R ST. JAMES JAMES A, 5737753028 MEM 10/14/98 602 a? - Swilched to GTELD without suthorizal e
07 R IF MORRIS DREW 9416228364 LY 10/13/88 602 or - Switched [0 GTELD withoul suthorfzali é—q‘ E L >
07 R HAYES ZOLA 3132729308 AFB E 10715/98 Lo LirSTn2 O7 - Swilched 1o GTELD withoutsutherizsll  Seq ({4 - 2 O
" v . ’ . k :
07 R MEHTA DR.JAYESHM. 513793748 LY EF 1onsi9afy { Wik 6025 “fricked 07 - Swiiched lo GTELD withoul suthorizel Shy der Q-23
11 R IF  BULL WW. “.- 8157723610 DLK 10/14/98 602 11 -Swiliched lo GTELD without authorizett .
0 R IF TULL ROGER & DEBRA )3506794140 DLK 10/13/98 602 02 -Long distance sarvics stopped working (O L = (O
| ‘ SRR
2 R ﬂsmcg KEVIN F [— 4073320469 DLK 10/13/98 602 FF AUT> 02 -Switched to GTELD withoul authorizall & ny d—& r~ q-2 g
: 02, R VITAGLIANO JOSEPH ¢1:3057569429 DLK 10114138 602 info on L4 402 * swifched to GTELD without sulhoczal Snt( dw Q-|s
1R BETANCOURT JAIRO{/] 3058632650 DLK  10/16/98 §02 FL AULD 11 . Swiiched to GTELD without aulhorizal Shy deve -
% MILLER FRANKP, T-] 3056617028 DLK 10114198 602 . JJ U 02 . Switched to GTELD without suthodzat anfd-g( q__ 3
02 R‘_) | BEAUCAGE DONALD F [}073211053 DLK 10/12/98 602 'Fg AU VL) 02 - Customer states thal he was swilched Sn u{' d o C?-;_ 13
@ MALEK THOMAS | 3052555771 DLK  10/15/98 602 T AUT2"02 - Swiiched to GTELD without authorizall 5',1\_( dey -2 7
\3_2_: - ,1 DAVALOS FILIBERTO-FBOSMHBQO DLK 10/15/98 602 'F-E W’D c2 - Swilched lo GTELD wilhoul authodzali Sh(.('d &y %- . \ <£

Reglo

OF
OF

Reglo

OF
CF
OF
OF
OF
OF

15910




g - \
%gj L/ IVIE MARY BARBARA[H.3057584023 OLK  sorizige AU D 02 02 - Customerstales alshewas swiched Sy e (O
irg FORNES RANDY |- 4073443997 DK 10114198 F £ k) 602 02 - Switched 1o GTELD without sutborizall Gy 6{'{\’ -3 _
SES O BAJAJ SURINBER NN 7163345675 OLK 10/16/98 N o tain+f 02 - Switched o GTELD without authorizall O] Lj deyr €2 =
LD BABOUR! MAURICE é;)osgwsuz DLK 101698 FL ué?gz 02 - Swiched lo GTELD witoulauthorizatt Spy et R— 2 C
02 R FIGUEIRA GREGORIO}-[9548221071 DLK 10/16/98 ’F' 7(1-)-‘&32 02 - Swilched lo GTELD without aulhorzat S\nul.b.},gr C{h g{
0z R IF PEPPITONI FRANK p} 9417276389 DLK 10/12/98 602 02 - - Customer recanlly swilchad hislongd |4 o A&y {1 ("i"'; ’
<§:}\ zmmwmonmm€?4mmnnzom sordis T 4OV 802 02 - Swilched lo GTELD withoul suthorizall Shqﬁer (0ﬁ1
b .
Teolal Reason: 22 —_
04 R IF HUR JUNGIM 4097645934 AFB 10/13/98 603 04 - Swilched from GTELD wihoulauthoriza T £77_ }
Tolal Reason: 1 o
04 R IF WILLIS NORMA 562&893778 LY "\j‘(. 10/14/98 685 o4 - Signed up lor 380 frea minules of lon
o7 IF ONER MAE 9416868205 MP 10/13/98 695 07 -When dials 700 tesl number fo find cu AT £UD
o7 IF BURDICK JANICE 4257757191 EG 10/16/98 699 07 - Wanls |o swilch Inlerfata long distan !;’ '
Tolal Reason: 3
Billing 24 In Franchise: 14 Business 1 Regulatory: 2
TYPE B/R Fran CUSTOMER NAME BTN WHO REGELIVED CLOSED CAL C;J{zflzln Call Description " Gorreclive Actlon ' 2‘,5
INO—R——IFPRUSSWWWWMTHQB 701 701 _—NE—TR3va already investigaled this comp THe Tnqury Pas Boen 01
““VERDNITA . - '__\
ottt 1. T
No cuslemer contact. .
04 R IF- WEBSTER LARRY 6168612753 LY 10/14/98 701 04  -Being blfled by OAN for Minlmum Rste (
08 R F KING WILLIAM 3347921372 MP 10/12/88 701 08 - Belng billed by LISB] slthough she Is I
98 R IF  NGUYEN ANDY 2814996632 DR 10/16/98 701 08 - Being billsd by ATST, Was switched b "
04 R IF JOHNSON KATHY 6062932143 EG 10/14/98 701 o4 - Being bllled by Sprint. Cuslomer say I
04 R IF SWARTZ ROGER 6166469789 MEM 10/13/98 701 04 - Boing billed by OAN for Minlmum Rale H
04 R MCFADDEN TRACY 7275389362 LY 10/13/98 701 04 - Boing blllad by ATAT when has GTELO . 7
%8 R SLAUGENHOUPT JAMES 7273922883 DR 1or1498 (ol [« L 7@y OA A/ 08 -Beingbiied by OAN Servces inc, N __anda,
06 R F IQLE KENNETH & JEAN 2174359261 AFB 10/13/98 701 04 - Being billed by QAN for Minlmum Rele 6\T E L D
02 R IF RUSSELL JASON& - [ 8144678653 OLK 1015/98 701 02 -Being billsd by OAN for Minimum Rale Ny :

VERONICA

X

CA
FL
Nw

Reglo
n

NE

NE
SO
TX
SO
NE
FL

FL

NO

NE

15911




Regio
n

VA

s

FL
QF

HI

Reglo

OF

Reglo
n

OF
FL

OF
E

o

wl—l .
m q
G b 5 ’ In Franchlse: 4 Business Regulatory:  0Q
M .mnu ™  Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL  Complaln Cali Descriptlen Corrective Aclion DIS
m 28 Lissue p
aGd : .
- - IF, BUSKILL SALES CO. 5409631001 CMR 10/23/98 401 04 - Received a calt [rom someone saying | :
- Tolal Reason: 1 0
09 R JF MARTIN CLEO 8188907905 E€G 10/23/88 402 09 - Receiving hreataning harassing call _— ﬁ p re c.‘_.oocr.u ]
- ’ Caadtemer
05 R IF MODLIN GAIL 8132530882 OR 10/23/88 402 05 - Receiving harrassing phone calls Irom Q:._: mAltU
Total Reason: 2 .
07 R XIE XIAPING 2137376628 MEM 10/22/98 405 405 07 - Was lold by represenlative would gat -~ 405
Total Reason: 1 '
pd R IF LM ADAMP, 8089349433 AFB 10/22/98 498 04 - Recalved distrublng phone calt from G 9 .—lml,_l U
0 : Total Reason: 1
DNS 1 In Franchise: 0O Businaess 0 Regulalory: 1 )
TYPE B/IR Fran CUSTCMER NAME BTN WHO RECEIVED CLOSED CAL  Complaln Call Description Corractive Aclon ois
tissua ) p
02 R HUGHES HOWARD DALES027530208 DLK 10/22/98 504 *\/\/ 02 - Add lo GTE's Masler Do Not Soliclt LI . PSS S0 S
. Total Reason: 1
Unauth Chg 33 In Franchlse: & Buslhess ¢ Regulatory: 18 _
TYPE B/IR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complaln Call Description Corrective Actlon Dis
tlssue P
: . -, ) ) .
05 R JEFFERSON MICHAEL 3138629012 MEM 7 forzores fef errof got 05 - Recslved Waicoms Letiar _:m Soyonr S PR VO
o7 R POMERANCE WILMA  §547226824 EG W% orvsrbroi A g0t 07 - Recelved & latler to switch ber fong m ny mhm S (CRIE Yol
04_R ' IF  PLESKACH KL cerassooss OR EN torziee Lok oist$o1 04 - Recelved Welcome Latier from Snyder Sh " A o 4
02 R op ..c)OL%_m MWZZm 7187629521 DLK 10/22/98 601 T dme _(h‘_ 02 + Recelved Istiar thanking for switchl . .
02 R DEVARONA MARTINA P. 3052203104 DLK 10/21/98 601 ,m,o.ﬁ W [ 02  -Rocslved laltar stating long dlsiznce \ N Q;A n.Q. r u
/l- .u}- 4 - s
. Tolal Reason: 5 4 & &l 3 A\ . .
g4 R BATES KEVIN 5038158034 MEM 10/19/98 602 602 04 - Never ordered GTELD. Problem since QAJmlA\wU §02
7 R PATEL TARUN 4156730930 AFB 10/22/98 l@xﬁ\vf 602 or - Swilchad lo GTELD witbou! authorizall L ]
ma / A Shyole i

§-2(

156920
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Page 32

(]
»

"/;\‘Ot
N'.N‘.
o

02 R
02 R
02 R
0z R
2 R
2 R

v B s

b o B« B « R+ I ¢ B v

p el

P

T

o

3ILCO ARTHUR

BETZ MICHAEL
SANDER JUDY

v/ 0413519203

£ 2143216015
=7 7187689812

WILSON THEODOREE%EM‘ISBIMOBG

DELGADC ARMANDO E'/§054424224
GENDZIER NATHANT::X 7188754798
FRANSES GARCIA E-/. 2124275018

YUE TIAN-LI

' SPENCER MARK
CORTINA ARMANDO
CIFUENTES MARIA

BROWN CAROLE
HODGE GLORIA

REZOLA FRANCISCO
FLORES RAYMOND

WALCOTT VIOLA

LEON JOSE J. &
CARLOTAP,

JA YIMIN

FRANCEUS NICOLE

WITZKE RALPH
VU THUA

GOODFRIEND ROBERT
SAMUEL MARIE L.
RAFIECK MOHAMED

6104496051
. 7188430626
3058547469
3052645435
2815570234
7087992444
056667409
8302786414

¢
2

7188544591
3052276698

4024710238
5613694714
9547230664
9722767023
7137290623
3058939872
‘T 184562412

CL 10/15/98  10/26/98

602 2 04
Ea-g‘f“% 8 602 602 0s
ME 98 802 04
AF dvld.é;sa 602 o4
o T 102108 g02. 602 5
MP F 10/19/98 602 03
MP [ 10/20/98 602 o7
MEM ¢ ¢fiomdent ke’ A C"‘Sé;‘ back
R F 102398 602 o7
DK [~ 10r19198 = )
DLK 10/23/98 'F‘I".’J.'M(ksoz Floz
ok tomeres LI QL jeiS e, TTK o2
DLK 10123698 3G — «602_/C p’ yss s BT
DLK 1021588 Fr o Cksoz EL o
DK 10/19/98 P\n one 602 uﬁfc}«ma%
DLK 1022188 [y ol 602 N\{ 02
DK 1072098 Fva,lukso-z =/
DLK 10723198 Fyrame' < 602 N g B2
DLK 10r20/98  Fyiala 0602 F [_p2
DLK 10/19/98 1 (AN F [ o2
oLk toMees. - K o
DLK 1011998 (@ p ¢(1OF qghﬁ‘m
DK 102098 Tvona (602 =
DLK 10r22/98 m\ ck__soz’

, Tolal Reason: 27

M

- Received lelter indicaling thay were

" . Swilched lo GTELD without authorizal

- Swilched o GTELD without aulhorlzali

- Slales ha was slammed by GTELD.

- Switched lo GTELD wilhout authorizall
- GTELD provislonlng - Slatas on 1‘Uf9|'9
- Swilched lo GTELD without autherizatl
- Swilched to GTELD withoul suthorizatl
- Swilched 1o GTELD wllhout authorizell
- FL PSC - Swllched [rom MCl lo GTE

- Swilched 1o GTELD wilthoul authorzali
- TX PUC - Carrier was swiichad lo GTE
- Swilched lo GTELD wlthout authorizali
- Swliched o GTELD wilhou! authorizall
- TX PUC - Camier was switched lo GTE

CTXPUCT T Was-mmitohod-to-G HE— =t rryameatfor—{p e 34—

- Recelvod lalter welcoming lo GTELD.

- Swiiched lo GTELD wilhoul autherdzall

- Swilched 1o GTELD without suthorizall

- Swilched lo GTELD withoul aulhorizall

- FL PSC - Cuslomer sald that hls long

- TX PUG - Carriar was swilched 1o GTE
ms swilched to GTE

- Switched lo GTELD withoul aulhorizatl

- Switched lo GTELD withou! authodzall

e ——————

Snyder. Signed LOA
Wﬁﬁqxnknown person.

Mrs, relumed my calt &
was vary upsel wilhe leller
Ihal sha recv. slaling that
sha had recenlly selecled,
GTELD & thal this was nol
3 tue slalement, She

Sy der’ [0~ (Ssoz
Sht(LLU" -2
Shyder - &-2
Shy der € -2 Tooz

Sn do 4-2.9

Sn der (0- %
Shqd{r J-(s .
Shyder . [o-

Snyder §-25
ano({f g-1{¢

.Shu\a{{l’f q- 2'.7-
Shyder G- 23

Shyder (o (¢
S'%qdcr 5-23

il 4 4
Sny der “_5,’[%

Shyder. 33
S/wdu e
Snyders 7.3
g”l‘{d(l’ q_!’Y

FL

OF
OF
FL

OF
OF
OF
OF
OF
OF
OF
>
OF
oF
OF

OFf
OF

OF
OF
OF
™
OF
CF
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-

=
o
@0
2 i
§2 ZIMMERLI PATTIE 9408552713 DLK 102798 | ?{ 504 02 . Add Io On Not Snlicit Lisl  Tha PUC
2K o CAMARA DAWN M. 0413531355 DLK 10/29/98 E (0«1 alﬁf?d 1t . On Do Nol Soficit kst and claims was
e () e —————
328 Lews oy 9047780170 DLK  1o2ee8 - [ s0s 11 OnDoNet Soficil lisl_claims was co
oue Telal Reason: 3
Jnauth Chg 36 In Franchise: 5 . Business 3 Regulatory: 25
YPE BR Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL  Complaln _ Call Description
. L Issue
M R TARBET ROBERT M. JR 8306936598 MEM 10/26/98 601 07 - Refurn my long dislanca servica
02 _R CONDON DANIEL J. 3052334284 DLK 10/26/98 'F [ 601 "[L)r;u‘[(_ 02 - FL PSC - Cuslomer stales thal his lon
e
Total Reason: 2
03 R _ CURRAN BARRY £ / 4076797326 LY 10/27/98 FL. 602 \ﬁq J,\(I . - Swilched lo GTELD without authonizali
05 R GONZALES ENRIGUE/&'JUSE.’HSOZA& DR 10/30/58 602 nar r_(-ﬁ‘fl_.":'} 05 - Swilched lo GTELD withoul aulthodzali
04 R HAWTHORNE CHERY(Y(9095870061 AFB 10/27/98 0,7‘0(" 602 I,OA L¥I5]5 04 - Swilched to GTELD wilhou! authorizall
05 R STACK VINCENT ) 4073326855 OLK 1042798 10/25/98 50% I 05 « Cuslomer swilched withoul authenizali
= 7 _F L
s
s R JACOBS SHELLY O 9725528161 CLM 10/29/98 TX 602 602 05 - Switched lo GTELD wilhout gulhodizali
fa <‘{E‘- . 'E"( f )
frat oL (LA " e
! ' e I L
05 R MORRIS ADRIENNE C."- 9\égmsso CMR 10127198 602 ‘Fﬁa’t\JD 05 - Switched lo GTELD wilhout aulhodzall
07 R DESROCHES MICHAE 9238345 MEM 10/29/98 F1_ 602164 CyiSiD0r - Swilched lo GTELD withoul authorizall
05 R CARBONELL INEIDA %549624279 OLK 10/30/98 F: [ 602 602 Fr :utr‘ﬁs - Whila speaking wilh Georpina Figueira
N wr —
¢7 R %ﬁ A 5 5254031555 OR 10/29/98 Q7A(- 602 Yk Al 07 - Swilched to GTELD without authorizati
02 R L;; (,; DRIVER NQEL F(ﬁ.'-kl 1305&3939857 DLK 10/29/98 =l 602 02 - Swilched lo GTELD wilhoul authorizall
02 -R ALLEN OSWALDT‘.‘U-J 7182304037 DLK 10/30/98 N\{ 602 02 - Swilched to GTELD wilhou! aulhorizsti
02 R FUENTES JOSE {’qu 183852635 DLK 10/30/98 . 602 02 - Swilched lo GTELD wilhou! aulhorizall
02 ALEJANCRO CELINP\' AR 3?:’:2585715 DK 10/28/98 [" 602 02 - Swilched o GTELD wilhoul authorzali
02 . -R DELAHOZ JANICE l' 2 3055956623 DLK 10/26/98 F l/ 602 ¥}- . FL" 02 - FL PSC - Unaulharized change cf fong
02 R BELCHER BRUCE ﬁfw 5}432591050 DLK 10530198 602 0z - Swilchad to GTELD withowt authorizali

—— et ey ()F
— ().F
——————— OF
Correclive Action oIS Regio
P n
GTELD TX
Shqd <~ Q- {p OF
Snyder: 1o-[ or
"7 OF
Snydr =2 ca
Snyder LOA cuslomer did | 6§02 OF
nol sign end did nol
aulhorize switch lo GTELD,
ssued credil for §3. L
i;suediul Odr;??aﬁ?,QO Sn "( 5({ v
Cusiomor satisted =14
Snyder Sala. Célled ) B0 OF
customer & apologized for *
her baing swilched, | tol ’ =
'h:r blhﬂal ?]usl 'ce;‘?&l'lo.d S”L( d{ I
wou]d be lnvos.!lgaling 4 .
oo 10 * 3
Infs could hava happened -
W ' OF
Sny der 3-12- OF
Shydey (o2 o
Saqder 4- l(( o7
Snyder .o | o
Skyder q-22.  °F
Sayder oY oF
Swdr jo-5 OF
Snyder 4. jg OF
OF
S der O (¢
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=
Y
L
¥
355
RES
Oouwao
Coz r)D
'
02 R
2 R
02 R IF
02 R
‘oz R
11 R
02 R
(T2 RZIF
%z R
%3 R
02 B
02 B
07 B8 IF
Billing

TYPE B/IR Fran

04 R IF
0d R IF

—

2 LLC\
KNIGHTON ROBERT | '3042515206
MARTINEZ CARLOS ™~ 4083786710
ROTH AUDREY 3052350765
SAKS EUGENE 416762954
LARSON SIEVERT VAt 0544287735
GALLO ROBERT THii28385856

LABRIT MARIO 3052794062
NEMORE DAVID 2. £ 9412628715
KENWORTHY PETER 5085925329
SIMPSON TONY 7278233037

WALKER PAUL Frps.¢ 6545255617 DLK
WALSH JOHN Ty i J 413533025 DL
GUILLERMO GRENIER 3053885459 OLK
Tl

GROSSMAN HERMANTYG4T1a82265 DLK
WARD LUCILLE ™, ¢ 9339257147 DLK
SANTOS HECTOR& 1052487815 DLK
ANDREA

8LUE WATER PLUMBING 3052538031 DLK
COMPANY

NEW ENGLAND 9415372700 OLK
FINANCIAL

ESPIRIT TRAVEL CORP, 3108295060 MP

23 In Franchise:

CUSTOMER NAME BTN .. WHO
MILLARD THAD 3199866154 LY

MONAHAN PATRICK

DLK
DLK
DLK
DLK
DLK
DLK
DLK
DLK
DLK

DLK

6152445380 MEM

10/28/98
10/29/98
10/26/98
10/27/98
10/29/98
10/30/98
10/26/98
10/29/98
10/27798

10130198
10/30/58
10/30/8
10/25/98
10/30/28
10/26/98
$0126/98

10/26/98

16/26/98

10/26198

16

10/30/98
10725198

FL s
F Lo 602
FL- 602
L 602
[FL. 02

NY eo2
F"i 602
FL_ 602

10/27/98 602

W

602
602
602
602
602
602

L
FL
FL
FL

FL
MI—
FL 602

1 0
F 1 e02

Total Reason:
603

Tolal Reason:
Business

RECEIVED CLOSED CAL

701
701

02
,  m

F]’ au C‘k 02
.- 02
02

01,

-Fr WS A\. 2

02
602 02

i e o2

v

Flcw ¢ L 02
vaAJ\ 02

02 - FL PSC - Cuslomar slales thal her lan
[\fﬂ nwi~ /
33
o7 - l'was slammad and | still can’l call
1
2 Regulatory: 3
Complain Call Dascription
tlssue
04 - Baing bitled for Minlmum Rala Priging
04 - Customer Is 1o have GTELD (or Inlera

- Switched 1o GTELD withoul authorizat
- Swilehad 10 GTELD withoul authorizali
- FL PSC - Customer long distance servi
- Swilched {0 GTELD without authorizali
- Switched 10 GTELD withoul authorizati
- Swilched 10. GTELD withaul auihorizali
- FL PSC - Cuslomer stales (hal her lon
- Swilched 1o GTELD wilhout authorizati

- inlerfala swilched to GTELD withou! a

- Swilched to GTELD wilhaul aulhorizali

- Swilchad lo GTELD without authorizati
- Swilchad lo GTELD wilhou! authorzall

- FL PSC - long dislance service was sw

" . Swilchad lo GTELD wilhoul authorizati

- Swilched 1o GTELD wilhoul authorizati

- FL PSC - Plgase removo customar

- FLPSC - Cuslomaer stales thal the bus

LEC. Ne cuslomer

0 be ra-raled by the

GTEeELT> .

Shyder

o (o

Styder €17

Shyd<r
Sny der

Shydet” -2+
Sy der

jo-13

(G- 1%

9- (¢

Snyder €|

&TELD

Corractlva Actlon

DS
p

ATELD- .

¥

Regio
n

MW
NE

15930




[= T -]
o~

TMA

TYPE B/R Fran

07 R
81T R
07 R

07 R IF
05 IF
o7

07

02 R
\02 R IF
Unauth Chg

TYPE B/R Fran

04
i

07

07

o v Docket No. 990362-TI

Exhibit REP-21

Page 35

-EVI MARA
Ll — !
f:\’ AL [SUAN
NO-NAME-FROV{-DED-

HOSSAIN ASHFAQ

9
CUSTOMER NAME

CORCORAN JOSEPHINE 7278631622

GODSEY JAMES

HARRIS ARNOLD
ROSS YVONNE

CHANDLER J.P.
XU YUING
CRABTREE JANE

CARTER LORENE
GODSEY JAMES

23
CUSTOMER NAME

GARLOCK DOUGLAS P

MCGEE GECORGE &
SARAH

PENDLETCON BRIAN &
DENISE

CORNELIUS TINA

( 55%;74 6621

9099296520 CLM

3302531718 DR
9087901401 DR

11/8/98

11/12/38
11110/98

In Franchlse: 4

BTN WHO

LY

2059219568 CLM

5032840351
8139320133

3103763507
8047470974
7278234802

2057215853
2059219969

DLK
DLK

RECEIVED

v 11/12/88

11/9/98

11/12/98
1119/98

11/13/98
11110/98

11/9/98

11/10/08
11/10/98

In Franchlse: 6

BTN WHO

9417532067
9549388458

LY
DLK

417278579 AFB

MEM

RECEIVED CLOSED CAL

03

303
303

Total Reason:
Business

CLOSED CAL

401

401

Tolal Reason:
404

404

Total Reason:
405

405
405

Total Raason:
499

499

Tolal Reason:
Business

111398 F £ A D601
/ g Lt _BO1
111098 £ 7 L p b

Total Reason:

1419198 Fp L (3 602

1see T 0 L0 D602

3

0

2

1

Explalned direclory assisd,

calls. Customer had

racy. conficting inlo &

was confused. Cuslomer 7
jostmls. for

calls from billing.

Cuslomer salisfied.

(\ ‘I.

msm S}’\‘_( CLL(’-

1= aud 3 St &
"‘\r\ }‘r’ N
~ Quoled .10/min for domosl\)cf_l:/o S.Jl /f‘t( ‘"

R} 04 - Cuslomar queslins whether shs is bain
c8 - Regquasls wallen conlirmalion via e-m
Regulatory: 2
Complzain Call Dascription
tlssus
07 - Ruds and discourteous rep. Add fo DN
o7 - Ofarad 380 Fres Minules of kong disl
o7 -Was mislead by reprasenlalive, Custo
o7 « Lled 1o by a GTE Long Distencs sollc!
05 - Pmmlud 10/min rale for calls from
o7
07 - She was offared ‘7 cents a minute an
SRUACAIES1S
02 = Door-lo-door salos parson e {0 hom
499 02 - Door-lo-door salos parson 1o hem
-.._,-—-\____‘__/
Regulatory: 8
Complaln Call Description
tissue

.\.fbnp‘.- f‘
‘F 4 ;"‘j

- Racalved lsller welcomlng o GTELD.

- Racel\?d Istlsr thanking fof selectin
(_'J;f S -U

Saguee d
- Cuslomar latler daled 10/18/98 addres

- Cuslomar Lallar daled 10/23/98 sent |

*Correctlva Aetlon DIs

Grel

it

Y
~ -~
t

SayALr”
S—K “Y fLe v 4399
Corraclive Action d:s

P

CA

15944

OF
OF

Reglo

FL

sO

OF
FL

CA
OF
FL

Ragle
n

SnL( CLQV‘ [0 20 FL
OF

——
SEIA L
Say der 1014
Sy der

FL

{-2( °F




07
05

o7
07
05
0s

02
02
02

Docket No. §90362-Tl

Exhibit REP-21
. Page 36

A

A 0 m xm

A o

gz_,/

OONALDSON CHARLIE 7184995721
MARTIN MARY 7178542513
KATHERINE

AXELROD NEIL Q‘I./- 5613911906
ROCHLIN SANDRA 9413874377
WESOTSKI BARBARA 2129245448
PHILLIPS CYNTHIA 7183859057
BERGMAN FRANK 7182531313
SIERERA JUAN 3052217213
GALAN FRANSISCO 3055457420
PALCA-ALTIERI NELSON 4073449588
BANKS LAWRENCEYV, 3138838483
SCHUSTER GAYLEP. 7186983730
PAASCH ALVIN 6086474015
DL N-3¢

AREDT ALEX 3052513050

DRESCHLER MARGARET

:wllchud lo GTELD withou! aulhorizall CF
02 R IF DAVIS PAUL 09413666120
i1 B SPRING VALLEY BIBLE 5803551001
CHURCH
07 R WILLET KAREN 4252278002
05 R WAGENVOORDT DAVID 7277268247

MP
MEM

CLM
EG
AF8
LY

DR
éLM
AFB
MEM

DLK
OLK
DLK

LK

9415131864 DLK

DLK
DLK

CMR
AFB

-/ ,V_P’

1110198 14/10/98 < 602
1112198 =F Jr 3[>-602

ass F ol Deoz
11110198 7 ¢ Lg * [ 602
1419188 1 3 | 4 sigr 602

1110/98  11/13/98
Fef enty”
1

1113198 T4 f. [ 602
1118198 FF [ 602

1111798 | n+ ovigts602
1110798 1,0 & 2+7{4 t $602

t1igms T+ Doz

11110198 F f 23 T s02

602

2 o7
602 05
602 o7

M ™

w M o
M

N

go2 = o7

F'I-' 05
F‘L_ 05

602 \{

14/41/98 11/11/98 602
11/13/98 602 Ft’ 0z
11713/58
|
111198 TF L0 e02 =i
11/9/98 11/13/58 €02, 699 11

Tolzl Reason: 19

14/10/98 699
11112/93 699

., Total Reason:

CK

07
05

602

:fsslslanl Ally Ganeral Charfle Donald

« Switched to GTELD wilhau! suthorizall

« From the desk of Liz Smilh :...,....
- Swilched lo GTELD without suthorzalt

- Cancel the foliowing order, The cust

- Swilched 1o GTELD wilhaul euthorizal!

- Swilchad lo GTELD without authorizal
- Plaase sand ma writlsn Inlormation as
- Swliched 1o GTELD withoul authorlzall
= Swllchad lo GTELD without aulhodzall

- M1 PSC . customer dispules a possible
- Swilched 1o GTELD without authorizall
- Inlartala switched lo GTELD withoul &

- Swilched lo GTELD withoul authorizall

FRAUBULENT SNYDER OF
She A7 602 NE

; 602 OF
Sny der -3 R
Swydar 1074 O
Cusiomer swliched without 602  OF

authorization, Copy of loa
. showed 8 name of Vindra
"Surrey cusfomar says
hes had telophona numbar
since 1985 & doesat know
snyena by thal name.

S A
Sent copy of ioa lo

(o—ti‘

Sn A-Lr' q‘(s OF
Sﬂ‘{dtr m‘soz oF
Snyder q 3 OF
Snder  q-19

_ el 2r7 OF
Snydr Jo- | ©F
: 602 NO
Rouling. No customer
conlaci. R
Sayd<r S710 or

kot Snuz’\.k_/?_,z/°

= Switched to GTELD wilhout euthorizall

- OK Comp. Commlsslon - Alleges thal th

- Swilched lo GTELD afler a promotions

- Swilched to or from GTELD. Wa receiv

W ) o
‘ﬁI_SDlRECT: The 699 OF
cusiomer's anl sccounl *
coda shows Loasl Cos!

Baullng _THISTs nol a
GTELD lssue. No
customer conlact.”

o OF
6{7\ oL —\-'3 FL

16945




39

Fran CUSTOMER NAME

B
g5 Cho
65
e,
£ o
58
IF
[ 02 R
ViF
h R
02 R
g7. R
a7
04 R
07 R
MIS R
45 R
04 =4
03 R
0f R
05 R

RYAN ROBERT
BRINKLEY ANNE
GRAF DAVID & LINDA
REBHOLZ RQD%f ¢!
ALGOR NELSON

DUQUE GUILLERMO
FARANDA CHARLES

YOUNG DIANNE
BINGGEL! CORKY

ELLIOTT LAWRENCE

GARCIA RENE
CAROENS VIVIAN

ABRAMS RICHARD DR,

LEE HONG
SANCHEZ MAX

In Franchise: 7

BTN

4076710093

4257881528
3055965450

. "
0319257113

9547265424

- 3015813378

5158895956

7275444676
7816484878

5809240662

5618522331
2538476385
4145271333
6264482272
9548237281

WHO

CR
DR
DLK
DLK
DLK

LY
ClM

CMR
MEM

MEM

CMR
CMR
DR

MEM
CLM

Business

RECEIVED CLOSED CAL

1117198 Ty dd 601
1117198 .0k €yis15601
111998 FLAVD eot
11mes FLACD 6ot
11720098 04 -~m+s 601

Tolal Reason:

11118/98 602

1o o, ,J 602.
vd\ ~

11117198 502
11698 Ey ., A 602

11/19/98 11/20/98 602

1111898 T~V A s02
ssi7i9 CLost - did
11120198 602
111888 FY T A= 502

Hiaes o

)

1 Regulatory: 17
Complain Call Daseriptlon
tissue
q = q 09 FLRacaived walcome lalter and calling ¢
)} 06 -Recetved a letier from GTELD stating
FL.b2  -Racelved » malling sddressed to Batty
FL ¢ons. M - . Received welcoma latter for selacting
F L_ a2 - Racaived lsller walcoming to GTELD.
S
602 o7 - Swliched to GTELD without suthorizall

502 N\( 07 - Swilched 1o GTELD withoul his aulhor

6502 o4 « Swilchad 10 GTELD withoul authorizall
o7 « Change made lo GTELD by Snyder
withou

602 - MIS - Switched lo GTELD wilhoul autherzall

El—os

- Swilchad to GTELD withoul sutherizatl

SrlEvTUH 0s - Switched o GTELD without suthorizat
03 -Switched to GTELD without aulhorizal

C,A. 07 - Switched lo GTELD without authorizal

6502 F LDS - Swiiched lo GTELD wilhou! authprizall

DIS

Corteclive Actlon” . * Regio
\S:gk OF
NW

Snuyd-ev 8 3 < oor
S: FL
._ASD‘.W OF
&TelT> 602 OF
Regue story 602 OF
o Snyder. Redv, LOA '
st;,aled o718, Customar O Y 5({ r

ratumed my call & | lold
him that 1 had a signed
LOA dated 10/15.°
Cuslomar slalad thal he

fo-2 1

did not slg
ATEVD 602 FL
Shy der~ ©F
1 8. Swillched by 602 OF
CR. Forwarded lo Rod
n wholasale
markels. Misdirect,
Sﬂt(c(-{/" Q-1 or
Shyder 3 1q o
S\qau« Jo-2 q°F
602 OF

Snyder sala,
call hislory lm Shyder.,
Called cuslomaria lotnim

know Lhal | wes -
investigating & would let ‘S}L L ( 5( L
him know how Lhis
happenad. Cusiomer .

didn't care how It happened q (‘S’
ha jusl wanted

15952




R JCHREIMER CAROL 7084482310 CLM 11/16/98 mo,m

Docket No. 980362-Tt

! o7 - Swilched lo GTELD wilhou! her permiss  Requesisd call hislory OF
invasligation from ali
~N TMAs, Called cuslomer & *°
o el massage on recorder
w wimy name number &
m % limas, Requested ord. *
B o Info from Off Line. Order
<& shows 1his |s a_Comg
woao Sales 103 sat
P M
04 R LAREISSA LEONARD 5613928897 LY 1120098 T ctec e\ 602 Egp. 04 -Switched lo GTELD wilhout suthorizall S R dey mT* (o oF i
07 R LEAL MERCEDES 3053246777 AFB 1116098 iyt 602 EL 07 -Swikched o GTELD without her author m.:x der” Q- - o 8
03 R IF  STARR FRANCES 5026514992 LY 1474998 © [ A¢ v meoﬁgzﬁ 03 - Switched o GTELD without authorizll S Y k.m\. [ 0-2 7 so
% ~ i 29 e .
@ SUN YU-CHI 75092351321 MEMCS ‘hhaﬁw\mmll..wo hh..nmomm._ $i s (CJP\ 04 Swilched to GTELD without authodzall W:I R .mk\) m.\ \h\ OF
07 R IF  WENDELS DECOR 2199822293 CMR  11/16/98 g0z (M€ 07 -Stammed loGTE Long Distanca. This . o f T NO
SHOPPE i ST ETL 2
04 R INTREVADO 9544561264 LY 14/47/98 602 602 = 04 - Swilchad fo GTELD withou! suthorizati 602 OF
CONCETTINA FriwA [~ Snydar 6 ~0=
Qa \Nmuﬁo»mm_%-moé%o 2257556950 DLK 11/16/98 802 02 -{APSC:Shestatedthellongdian T EL T2~ | . OF
R DAURAY JOSEPH 5618337721 DLK 111798 Fropuc\ 602 FL. 02 - Swiiched to GTELD withoul sulhorize M..ZA& e A‘. 24 oF
02 R NESSELT RICH 3052514966 DLK 1118798 f\._‘ ﬁC.rmrlmom FL-02  -Swilched to GTELD wilhout euthorizal m:x uﬁh\u\. g ﬁ\ TQ OF
0z R VON PAULUS HEDY 3056654538 DLK 111168/08 T rou A 802 602 L2  -FLPSC: Unauthodzed changs of long M:; dev  fo-fdqse  OF
04 R IF  MINER JAMESE. 21968352072 DLK 1117198 602 01 - Swiiched lo GTELD for intralata witha GTE LTy —- NO
02 R SMITH RICHARDW. 8544564241 DLK 11998 70 AU D 602 Loz -Swiiched to GTELD without suthortzall S’y y ders l0-20 ©F
. [l .
o1 Roovek et {her Kim 2025460097 DLK 11120198 602 POt - Switched lo GTELD wihout suthorizal M:A Ay 2~ :a OF :
01 R . VILLAREAL MAUMIC. 9155924405 DLK 11798 FRAUD 602 A\x 01 - Swilched 1o GTELD withoul consen. C vnf der 2~ - of _
oﬂ- R ANGLIN MICHAEL M. 65156544570 DLK 11/16/98 602 01 « GTE pul ma on thelr long distance ser 91__1 = PIU . OF _
T/ 702 RV KINKY CYNTHIA 9547815760 DLK 111998 FL AL 602 ﬂ [ 02 - Switched lo GTELD wilhout aulhorizal g y of\«\ & - l.w\ OF _
02 R KAVANAUGH JOHN 3138736793 DOLK 11/16/98 uh:ﬁ?r_rl/ 602 \.L.H\ou - M| PSC - Cuslomer wrola conceming I OF
10 R BHATT HARISH 2175290223 DLK 11718196 73qnk A 662 HE I~ | 10 -Swiched o GTELD wihoul sutbortzsl Sh ydey q- 3 o
Luf
01 R MERCADQ ADRIAN 9157517227 DLK 111898 147y A_r 602 X 01 - 4/8/8 Complalnt with FCC on wzi der 2 1{| OF
02 B IF HGHDESERT SALES INC8188322860 DLK 11/18/98 602 02 - Swiiched lo GTELD without authorizati — CA
| ATells
Tolal Reason: 31 ' .
05 R iF  DONALDADCOCK 3004622227 CMR  11/16/98 603 05 -Son David called seld falbor had boon f NO
A, S
Tolal Reason: 1 —E ; 5
04 R HARRIS RUBY 3606091065 AFB  11/18/98 699 WHot  -SonsinedwporoTeLD cusiomer STy o [-1(,  ©oF
S <! ! _ :
bay Sar Sl b el Sha(ders Ly el —_—



[
o
2
g8
[« QTT
Zxg
5%
LR
DLIJO.“
05 R
05 R
07 R
02 R
02
82 R
702 RN
02 R
02 R
‘702 R
<
M2 R
(92 R
02 R
02 R
02 R
07 R
Billing
TYPE BIR
03 R

.Chy

19
Fran CUSTOMER NAME

LEE SANG

1F.’ JENDRYE!K THOMASJ
cet

CHAUVIN JOSEPH
GARCIA DORA
KAUFMAN WILLIAM
ODAM JORGE
BLAINE R.
HITMORE HEIDY .
CLEARY ALBERT
RYAN ROBERT
FRAME JENNIFER L.

" AGUILAR JOSEPH
GUERRERO MIGUEL
HERSHBERG LEONARD
MURPHY CHARLES
MICHAUD JUSELLE
JARE PENDER J.

FORTENBERRY JAMES
W

IF VANDEHEY GREG

lran

IF SCHNEIDER ARNOLD

9
CUSTOMER NAME

In Franchise: 4

BTN

6503557455
-9413879381

3133724345

5617801380
9402435584
3054121154
7185875090
5616424162
2128561225
4076710093
2152266738
7185518560
7183674097
7186482484
7182565380
3058915386
7275445108

6263581435

5036486312

In Franchlss:
RECEIVED CLOSED CAL

BTN

7155452089

WHO

LY
DLK

CMR
CMR
MEM
DLK
DLK
DLK
DLK
DLK
DLK
DOLK
DLK
DLKV
DLk
DLK
BLH

DLK

CMR

WHO

CMR

Business
RECEIVED CLOSED CAL

L
11/24/98 * r)" ;"’ 601
601

11124198 ﬁ(_&o
olal Reason:

11/23/98 FY 41 [ 602
11724198 FL AL‘_D~502
11241083 s
11raes FLAYD g2
1123198 Lauwd s
11723198 aeel 602
1172508 Lrre | 602

1nvediiio miggy £

141/25/98 602-
11/25/98 —anuh
11/25/98 _F}-r; ik s02
112509877 602
11/25/98 ot o 602
11723198 602
11423168 11123/98 602
11/25/98 602
Tolal Reason:
11123198 603
Total Reason:
4 Buslness

11/24/98 701

L Regulalory: 14
Complaln Cazll Description
tIssue
C-’ﬁr o7 - Raceived walcoma leller from John
F:L_d .o+ i, - Recalvad lellar natifylng that long ¢
f.“) Jtpu|f$ q
MX 05 - Switched to GTELD withoul suthorizat
FL-05  -Switched lo GTELD withoul suthorizatl

B5h8 T " AL suiicned 1o GTELD without aulhorzal

Fl o

N \{ .
“ mg;

- Switchad lo GTELD wilhou! authorizali
- Swilched lo GTELD withou! authorzell
- Switched la GTELD without sulhorzall
+ Swiiched to GTELD without authorizet!
- Swiiched to GTELD wilhoul authorlzall

Corractive Acl'lgn DIs
‘P

Snuder 1042
- Srgeler™
Shqgu_(" Ct-.'l(n
Sy dar -1y
AT },- 602
and{r [0-2<
stu,r [o-]

({ H 4’
@:@-Snt(our

{_| 02 = Switched lo GTELD without suthordzall C‘\T =T -
[FL-P2 - Swiched lo GTELD on bointnes. Cus Sy (¢ dar [o- 20
NY 02 - Suliched lo GTELD withaul suthorizal Sn Y der C{.__ [ O
NN 02 -Swichad to GTELD withoutauthorizel  S'p y der 4- 7
N 1 02  -Swilched to GTELD 10/12 withoul aulho S‘n (( thr‘ ’O-- ﬁ
L0z -Switched lo GTELD withaut sutrorizall S Y Aoy (- }
602 02 - Swiiched lo GTELD wilhoul sutharizell  MISOIRECT; 602
“¥iows e 1s f CLEC®
custorner, Ndva GTELD
Issva, No cuslomer
conlact,
+ [\ 82 - Swiched 1o GTELD wi izat
{:‘- _L/G wiched 1o GTELD without sulhoriza ’:.GT = "j_
16
07 - Swiiched from GTELD lo MCI
Worldcom w
y
1 Regulatory: 4
Complaln Cali Description Correclve Acllen DIS
tlssue P

03 - Being bllled by OAN. Cuslomar has sw
S——

RATETTS

Reglo

. A

CA

NW

Reglo

NO

al

15958




=
N NIE GUOJUN
[{a]
o}
g5
, L
[« Q1T
2o
3%
25 &
owa
04 R IF PRINCE TERRY &
ROBERT
MIS R \F NEWMAN JAMES
N
TMA gl (4: '

TYPE B/R "Fran CUSTOMER NAME

¢ R IF SCHEYTT BONNIE

Cuslomer was calledon OF
10-14 from GTELD &'was
given B0O-483-8734 1o sign.

4357972743 LY 12/8/98 12/9/88 303 J3 07 - Every time e customar calls 800/483

this numbar he gals 8A  , e—————
answering machina & thed

Il doesn1 glve him encugh

lime lo laave a message. *

Sal

15864

C—

9098458398 MEM 12/9/98 303 04 -Custamer clalms baing transforred fo 6\“'— Ef'-__ P CA

Total Reason: 6

“MIS—R—"" VO FH™

DNS 1
TYPE B/IR Fran CUSTOMER NAME

04 R PHAN SUSAN

Unauth Chg

TYPE B'R Fran CUSTOMER NAME

o7 R ! PELLECHIA CAREN

03 R CURIALE MARK

3 ) >

5019285112 CMR 12/10/98 12/10/98 399 399 07 - Dalayls plan aclivation. Cuslomerc 12110 Ihls lsra mlsdtreci‘-ill 393 MW
Fne © Is 8 LEC plan. We hava
- no reLED—rd;HFUTE LD,
| . Tolzi Reason: 1
In Franchise: 1 Business -0 Regulatory: O
BTN WHO  RECEIVED CLOSED CAL  Complaln Call Description Corrective Actlon ; DIS  Reglo
tssus T op Q0
5174238478 LY 12/11/98 401 o7 - Represantalive was rude and threalene . . NE
. Tolal Reason: 1 '
— 196439300 BEH———— /89812698 ——d05— e~ 405 OF
acled he
nd adviged fo
Brd C. No
Omer contact.
Total Reason: 1 ' 2«
In Franchlse: 0 Business 0 Regulatery: 0
BTN WHO  RECEIVED CLOSED CAL  Complain Call Descriplion Correctlve Aclion DIS  Reglo
tissue : P n
9104983187 LY 12/11/98 502 04 - Recalves 20 calls a day from GTELD ._.__...._-————‘ OF
Total Reason: 1§ . .
In Franchlse; 2 Business 0 Regulatory: 11 ’
BTN WHO RECEIVED CLOSED CAL  Complaln Call Description Correclive Actlon DIS  Regle
tIssue . P n

NY o
N" 03

12/8/98 FﬁNDsm
Total Reason: 1

12/8/98 Fﬁ,’b‘\) 02

5152426840 MEM - Recelvad 8 waicome laller from

Snyder Jo 2q o

§0878606489 MP - Swilched {0 GTELD wilhcul suthorzati S‘nk‘[i‘lf- |’2 N 2__ OF




Docket No. 990362-Ti
Exhibit REP-21

Page 41

07
05
o7
07
07
o7
/02
/02
Vet

D T ®» »® P W W W ;W MWD DN DDA D

7

g7 R IF

Bllling
TYPE B/IR Fran

04 R IF
04 B F

CMR

ROSS J. L. {MRS.) 2122882306 12/7/98  {12/8/98 602 32 o7 - Swilchod withoul aulhorizallon - We 127 Courlasy call 4:50pm OF
FEAD. M e et

Will wall [oc my call back. Si‘l L{ )

§£EFG$ETS :onﬁrmed ¢ L{ E r

e L e PR

. Cmar his-
POLLACK LYNN 3059451370 AFB 12m98 LOA € Yls%rz\.ps L o7 " -Swiched 1o GTELD wihoul suthorizall ) Al ler (07 G oF
GIL EUELIQ . 3058560178 DR 12/9/98 F Z"i L)-&U’{ F[___ 05 - Cuslomer contaclad Snyder S n l‘(d‘( r { Q-—l' 1_ OF
FELARCA SCNNY 5628625441 AFB 12/8/98 My l’\(f 'b‘oz C, 7gr 07 - Swilched to GTELD from MCI withoul S pq &(“(.F ][..| (0 CA
BELKAS MOURAD 2122438731 DR 1298 F (AUD- s02 Ny o - Swilched to GTELD wihool sulharzall Sny dev |0 - (r OF
XU JINSHOU 2483755959 EG 12/11/98 M2%Cﬁj; 07 -Swiched lo GTELD wiraulaurorizat - SpydLyr 2~ C]  OF
LORENZO ENRIQUE 3055598689 AFB 12110138 T -Oksoz 'F‘{__ 07 - Switched o GTELD withaut authorizall S ngder A-13 oF
CLOUSER TIM 6419259077 DLK 12/10/98 w&m FFL- 02 -Swilched to GTELD without aulhorizet SM( ¢ K OF
SARMIENTO DALIA 3052587913 DK 12/11/98 LG\ 602 = | 02 - Swikhed lo GTELD without suthorizst Snul ACr 10~ fuf OF
MAYES WANDA » __Z?:'S:SZ‘ITB-I‘Z DLK 12/9/38 LN 602 T L. élnsum- Has contacted tha Commission's S ny L(Q'r l ‘__ l q OF
WEI NANCY - 7187603360 DLK . 12/11/98 -{—\ﬂuw’ksoz NY 02 -Swiiched o GTELD wihout sunorizatl -~ S p g dar [0.25 of
SAFUTO VINCENTF. 5610682134 DLK 12/9/98 'L_Q'r_ 602 Fi_ 1 = FL Depl of Agriculture & Consumer Ser ’? ' L OF
VILLAREAL JESUS 8473953346 DLK 12/90/98 < yLLl 602 e [. 02 -Switched lo GTELD wilhoul suthorizetl S'nt(.o{{;i" H—- 12. ©F
ABRAMOVICI LIDYA 3056821555 DLK 1211079 T 602 \:L’oz - Swilched o GTELD without aulhc.srlzaﬂ an d Y 1O - I 2. CF
RACSA RUEL 7186986985 DLX 1 2/&/98"8'%(& 502 N 02 - Swlichad lo GTELD without authorizall gm{ ‘( r -10 -( OF
KALLIOINEN EDWIN 3135321469 DLK 12111498 ~EﬂLLL 602 I\,\i 02 - Swiched 1o GTELD without euthorizatlo Sh'-( l{r -7 _ \3 O OF
PAULLAY P, 7184343728 DLK 12/8/98 —FﬂULFKGOZ N\( 02 - Swilchad lo GTELD wilhoul aulhorzali S‘m‘( d_Qr }0 - l l OF
LAROCHE ERROL 7182841867 DLK 12/11/98 _PmM &02 H\{ 02 - Swiched lo GTELD withau! authorizal S‘ng{ der G-16 OF
Tolal Reason: 1%
GUTHRIE DON 6085433516 C}flR 12/10/98 603 603 07 - Switched from GTELD withoul suthoriza AT TS 603 NO
: Tolaf Reason: 1 )

M}{ ,q -/In Franchise: 9 Buslness 3 Regulatory: 3 '
CUSTOMER'NAME BTN WHO  RECEIVED CLOSED CAL Clo;':ftliiln Call Deseription Corrective ..A'cilon gls :eglo
LAWSON DAVIDH. 5027652616 MEM pmss LES Tt b mct“,&(-f—:RequesledGTELD In July bl kaeps ST ELD 0
FLYING J CAMPGROUND 6085835111 DR 12/11/98 701 04 - Beiag bliled by Least Cost Rouling o l C ,‘\’- : NO

Tolal Reason: 2 T

15965




990362-T

EG ﬂ\ E_Wm T.QU 602 ﬁ Z/« o7 mz__o:.a 1o GTELD wilhout authorizall W :: \g r s c \ N

15972

= JHANMUGAN RAVI 9197870218 DR 12/1/98 405 05 - Was not lold needad o make 525 worlh h y Lee OF
g H. Tolal Reason: 1
Zo & HAMM PHYLLIS 8509326160 CMR 12/3/98 499 o7 - Recelvad a call st 7:15 a.m. 12/03/88 ——et” OF
m...w. m, . Tolal Reason: 1
odd 45 In Franchise: 12 Business 5 Regulalory: 33
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complaln Call Description Correcliva Action DIS  Reglo
tlssue . P n
o7 SLLLIVAN JOE RICHARD 2538526092 CMR 12/1/98  12/4/98 601 601 P/\C \mﬁ W:_ . Cancal ardar lor GTELD. Rodollo need  12/01/08 - Qut erder 501 OF
r o Q~ e’ ’ Issued In.Solar by Lynn .
e N - Y et B Hunter alfective dala Is
CaREL .._n\Q}W\ 4 Arlires L TS0 11/28/98. 12/ Senl oul m,.H. {¢
. R i ordar Information to ]
m.rw :,w e v y S 'e o _T:.\, .‘..f PR 7N\ Rodolie. 12/3 Pulted . ( e
~ . N . RPMS5 and showed
' 200&/GTELD confirmed
55 apg . 1130/68. Showed PIC |
oy e 17 < W0 Y L
01 R_D. 7 CONCEPCION JORGE 3054084634 o:ﬂmﬂ $2/4708 601 FL- o1 -Recolved Welcome Letter did not auih Shy Loy T-2 (or
02 12.\} BARELL RONNY 7187611112 DLK a@‘ 601 ZK 02 -Recolved welcome letter thankingcust 5] Y Ay (- (F oF
o2 GUTIERREZ JOSE 9549667463 DLK Ab@u\ 601 _nﬁ\ @ 02 - Recelved letlar slaling has been swil . M.:.A Hh\. ﬂmﬂu OF /- [
) Total Reason: )
JUSKOW o><_um@- 2128886069 CMR-C. :mOwwm Shel 802 mS m ZJ\Y  Swliched to GTELD withou! aulhorizsll M.:Lm 2F \o\:ms OF
03 JONES RAY 9048729157 ﬂm:u \rﬂ@@m Side. | 602 hﬂ L )3 -Swichadto GTELD winoutsuthorizal - S f £ - 4 OF
07 ZISKIND ROBERT A\w.w%o.rmw& ﬁmm :aoam Y hrrtﬁ%m (N 4 u 07 - Swlichod fo GTELD without euthorizall Ty :aﬁf\ :, 27 OF
04 IF  KROTEC ANNP 8413778842 LY L ._T%wm .c. hmom 602 Cﬂrw._ - Switched lo GTELO wihout sulhorizall - Sp e (g [ .- [ 802 FL
\ 5
03 FRANKEL FRED A. 2126667036 LY M _\ J 0/98 127298 602 602 03 - Swilched lo GTELD withaul authodzall Switchad wilhaut 602 OF
pE O@ suthorzalion, Recalved
topy of loa from Snydor, W ﬂ
Shows signalure of Fred
m% ge - Frankel. Per Rick Oenelas h Q L
Mr Frankel has boan
D\ decessod for years now. Z ﬁ~
Ms. Frankel i¢ In har 8Q's &
doasnl m
04 CHAN JOYCE 9085951871 LY 11/30/98° 12/4/98 602 602 04 - Swilched lo GTELD wiihout aulhorizatl panding copy of loatape 6502  CA
from zacson
04 R STRADERMAN LESLIE 5405641741 MEM “m\mtmm 802 od - Switched lo GTELO without sulhorizall Qﬂ. m.m\“_.u.\ . VA
03 R ROSE EARLR 9413795043 MEMF £ 2 12/08 g e L 502 ([FLY o3 -swiched o GTELO wihout authoszall - S 4 ler G- q FL
a7 RABINOWITZ SANDERS 5163544711 OF




e
AN
L O
Sy
=9
x4 o
2L
Ol o

02 R

02 R

i1 R

R
02 R
02 R

CHEN HONG YU 4104651826

GARCIA DORA 5617901380
GANS EU 9547208435
BEAUBRUN ANNE MARIET182765560

TWIGG DAVIDK
CHAVARRIA CLARA
ESTRADA MANUELA

3052792590
3058647429

SAVADEL DAN

ESTRADA MANUELA™ ™ 7732743317

5413588817
3052741402
9549686797
3058936305
3053851837
3058714577
2129662405
7182582249
3056929937
9565818083
g7 2-4+7?s49
5629237328

ALVEY JUDY
DELGADO FRANCISCO
WILSON ANDRIA
ZERIVITZ ELLIOT
DUARTE JOSE

USHER PAUL

CHAN CHEUK
KORMAN JACK
MACIAF DAPHNEY
MARISCAL JESUS
SUZEWSKI ELIZABETH
MITTLEMAN RICHARD P.

SHAFER NEOMA 2143397605
DAVIS JOHN 3056694400
RODRIGUEZ JOSEFINA 3055585774

77327§1¥47_DLK

9413633165,

'J/;_D
EG F[ "11730/08  12/4/98 602
(oL bime

DLK | | 12!3!3
12/1/58

DLKF [ | 1214198
ok FE b

ok 5274198
12108
DLk (ML Foraves

DLK 12/1/98
DLK 12/2/98
BLK Y & H508
oLk FH 42308
ok FE_ 122198
DLK 12/3/98
otk PR 12318
DLK ¢ffeid2riies
DLK r/}&wgs
DLK ‘P}szga
DLK [ QF 4558
DLK 12/2/98
BLH 12/3/98

12/1/98

12/3/98

pux L0 ‘1‘1293‘/53 =

DLK 12/3/98

DLK ﬁﬁ 12/4/98

502

602
602

602
602
602
602

602

602
602
602
602
602

6C2
602 .

602
602
602

602

602

602-
602

602

2 ).,[‘b )37

602

« Swilchad to GTELD wilhout authorizali

[=L. 02 -Swiiched io GTELD without autharizal

F [ 02  -Swiched to GTELD wilhoul aulharizat

N Y( (JO*' . Swl ffT‘E’LD wilhoul sulhordzail
C

r’ L 02 - Swliched To GTELD without sulhorizal

F l/ 02 - Swiiched lo GTELD wlilhoul aulborizall

I[ E ]m -Swl!t‘hod Io GTELD wlithaut nulhodzal[

F L/ 02 - Swllched m GTELD wilhout authorizall
11 - Swilched lo GTELD withoul autherized

FL 02 - Swilchad 1o GTELD wilhout suthorzall
F 02 - Swilch;:nd lo GTELD wihout authorizatl
F-L_ 02 -Swiched to GTELD without authorizall
F L. 02 -Swichedto GTELD without authorizal
FL 02 -switched o GTELD without suthorizat
F [ 02 - swiched lo GTELD without suthorizsl
N# 02 - Swiiched to GTELD without permission
02 « Swilchad 1o GTELD withoul authorizall

L. 02  -Swiiched lo GTELD wilhout suthorizal

™

02 - Swilched lo GTELD withoul authorizali

- Swllched 1o GTELD without authorizall
02 - Swilched 1o GTELD without auihorizet!
[ } '\ D2

FL =
FL’ 02

- Swliched to GTELD wihoul autherzall

« Swlichad 1o GTELD wilhout authorizall

- Swilched to GTELD wilboul authorzatl 5 0{
Ny dr

Cuslomers long dislance OF
sorvice switched wio 5, .
aulhorization. Cuslomer .
has changed servica lo N (f 6( (/"

camer of choice. |ssued
O order lo disconnect
bliing from GTELD. Credil
had already baen glven on
Novb

Snt{d-&l’" q-14
A= Snyder T ‘(-IIOF
Saqder &-3]

(Z._‘/

Snyder qQ-24 or
Spyder 4-20 °F
S‘ntu(u’ -5 ©oF
Shydev -5 R
et OF
Sayder (0-25 g
an dar 222 o
Snyder. =10 o
Snu{ dar . |05 o
Sayder. (-3 OF
Shyder, - |- oF
Shyder. | oljrz QO OF
Snqdr ¢-20 ©F
S). o(-f.r [0~ ©OF
fnqa{&( §-S  of
GIELTD T
MISDIRECT. Thislsa 602 CA

LEC lasue. Thisls a%la
Shy dar [o--—ﬁ( oF
Sn dLy q OF
OF

’-!--22_

15973
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o
o™
o]
@& . JBERMAN DAVID crgzsazzs ok T Cizrms 502 ﬁA\% - Switched lo GTELD without authorzall ~O ) Y der O~ R
N - 0 . y” = _
2u I - JURADO HUMBERTO .m_ummfmum OLK jA.L 2/3/98 §02: '—JA 02 ° - Swilched to GTELD wilhout authorizall S 1y Y &.ﬁﬁ. &, - \ 4\1 JOF
2 M o IF TERECK SOLUTIONS 7194849270 LY 12/1/98 602 p\om - Swilched lo GTELD wilhout autherizatl Cuslomer swilchad lo gteld SO
SE 7 . —L . by Nomx; rapresentalive
ouwao ’ I erfor, Gpoka wil .
. cuslomar advised of
' findings. Cuslomer 94’%
\\\ . satisfied. e
02 B PLUMBING SERVICES BY 7277348804 DLK w2ass [ s02 ?\ 02
vilch ELD withoul aulhorizatl Fi '
GUS . .
02 B IF MALIBUACCEPTANCE 9724240402 DLK  12/3/98 602 T Y 02 -Swichedto GTELD without authortzall GTELD- 16
CORP .
02TR A+ CREATIONS 8303792871 DLK  12/3/98 602 02 -Swilched lo GTELD withou! suthorzal rnxm OF
02 8 ! COMMERCIAL EQUIPMENT 2812405510 OLK 12/3/98 602 (A . —_— ' 02
Eﬂb withoul authorzatl OF ..\ﬁ k— /\xf\\__r\ﬂ %
ENTERPRISE
, Total Reason: 40
07 R IF  SYKES ROBERTL 8068946277 MP 12/3/98 603 07 . - Swilched from GTELD to MCI. I had th GTE LD X
~ Total Reason: 1
Biiling 16 In Franchlse: 7 Buslness 1 Regulatory: 5 .
TYPE B/IR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complain Call Description Corractlve Actlon 0I1S  Raglo
tissue P n
. ] o
04 R IF  SMALLEY SANDRAL. 5174631972 EG 12378 701 04 -Bolng bitied by OAN lor Minkmum Rate  (S\] £ LAY : NE
02 R MELVIN CHARLENE 8103055934 DLK 12/1/98 701 Z.H.\\ 02 - Boing bliled by Ameritech [ar intrala H OF
92 R IF  JARRAD ARTHURT 5176516837 MEM 12/2/98 701 MI.02  -Being bllled by OAN. Cuslomer has GT At . NE
02 R IF  SMITH DANIELT 9725301437 DLK 12/2/98 701 J\X 02 - 8Billed by Ne'work Opaminr Sardras f 1 . TX
01 R KIRKLAND SONYA 4043775762 DLK 1211798 701 a \»\ 01 - Belng billed by Wiltsl for long dista [ OF
02 R tF MARKWORTH KENNY 3088843415 MP 12/2/98 701 Z “S - Belng billed by NQOS recslved a call i1 : MW
04 B IF LLOYD & LOETA'S 8158482202 LY 12/4/98 701 04 - Baing billed by OAN for Minimum Rala Iy, ’ O NO
ANTIQUES
Tolal Reason: 7 . :
08 R H BIBB NICOLE m._omu“uommm CMR 12/2/98 702 03 « Nol recelving phona blll, Recalving /! . OF
08 R SHAMESS GENE 507271126 EG 1272/98 702 08 - Did not recelve 2 bllling slalament d ) OF
0a R LIUJ CHANGQL 4197561641 EG 12/2/98 702 fAnsl g i 08 - Has nol recafvad a phone blll slace S W»DI mﬁ\ﬁ ﬂ\ 5 OF
’ Total Reason: 3
08 R WANG YIBING 6265781346 MEM 12/2/98 799 vy \'oo8 - Being billed by GTELD. Has swilched m,b £ Qh.\msw\ OF
fic; Ay

15974
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DNS
TYPE B/IR Fran

11 R

Unauth Chg
TYPE B/R Fran

o7
08
07
o7
07

0 m AW O

- 09
02
11
10.
02
.01

- B« i B - B+ B

LEYARE JOSEPH

KANE CHUCK

1
CUSTOMER NAME

ANSELL DONNA .

31
CUSTOMER NAME

BARNA MARK
GONZALEZ HONORIO
HABER KENNETH
MARTINEZ NELDA
SCHWARTZ KENNETHL

BUTT NIXON
FINKS EDITH

FABBIE RON

DAVID GEORGETTE
CALDERON SANDRA
BRUNEAU ROGER

4012458191 CMR 12015198 12117/98 404
Tolal Reason:
3104570021 LY 12/16/98 405
Tolal Reason:

In Franchise: O Businass
BTN WHO  RECEIVED CLOSED CAL
8605844458 DLK 12/17/98 599
. . Tolal Reason:.

In Franchlse: 2 Business
BTN WHO  RECEIVED CLOSED CAL
7178281769 MP 12/15/98 - 602

6022768870 MP

3019260461 LY 121898 F ¢ AODsoz
0566319673 CLM 12118198 T-{ 4+ 602
2127446629° DR 12/18/98 FrMLSUZ
4074220034 DR 12116198 Ty g P50
3138346547 DLK 12/14/98 Fr o Asoz
7086147969 DLK 12/18/98 602
7184628516 DLK 12/16/98 Ty Mb}\soz

3314422318 DLK 1217198 | 9} s

9549424789 DLK

1215!950,—_,‘5{‘ . 5{3{);& G}"ZLU" 08
602 -g:# 07 HDSwilched lo GTELD wilboul authorizall

12/14/98 ,F(sz

- Misinlormed about long distance callt

- Snyder representalive offered rates T

Regulatory: 1

Call Descriplion

- On Do Not Soliclt list and was conlac

Regulatory: 23

Call Deseription

- Swilched 1o GTELD wlilhout avthorizall

- Swilched lo GTELD withoul sulhorzal

- Swilched to GTELD withaut aulhodzatl
- DO NOT CONTACT cuslomer,

Swllchad fo

- Swilchad to GTELD without authorizall

- Ml PSC - Cuslomaer was slammad by

- Swilched lo GTELD whhout authorizal
- Swilched lo GTELD withoul authorizel!
- Swilchad 1o GTELD wilhoul authorizell
- FCC - Enclosed copy of GTE clamming

12115 Courtesy call OF
2:45pm 10 Me, Mr said . ..
oy an o arin, 271 (C €
Told him would disconnec
85 $00n as possible.
Pulled RPIMS and
2004/GTELC conflirmed
12/%/98. No talling ca
Sty dty w o
Corraclive Actlon DIS  Regio
P n
I E— OF
Corractive Action GIs Reglo
3 n
GTE LD NE
Sa Y Aer OF
S gLy~ sz OF
S hy L™ o
Shydeyr o
Y’ ydey” o
SY\ "( d't r‘ 602 OF
misdirect— oF
Smyder -
Sm,( ALl o
Sh ed e

15881




¢8651

— e ——
CN )
40 ‘,(')T) hu{s ;

17 'epedxoe o] Jay
paysenber ¢ elleudin/INGY
o} ‘p10.Q pepjugng
A Yy hlig‘ 'GT3LO 01 POId
U JBWOTSIS OLLO-E5L-000
BISOAIAS INAINOS (155
’ g 86/8Z/01 poReULOIS|p
ALBUDALOIPUOM J6<f
40 €09 Q13LOMI0U §jIROSND
40 -/'c??z’h 7S
4 =19
40 A })7 }\-U S
o we | A¥his
i ===
40 NP hy S
40 HYPhys
10 - Ay hu 5
10 L Arphs
40 e Arphug
40 Ay hug
40 209 J2phug
40 A7) hy S
40 A ?‘.}T\'\ NC
40 A 3*).7 h i
40 A¥Y hug
pe joye) g 1dy ‘eweu
" ugplew sJeyiow Buam
AT ua.se(deN g sem
3 TSIy JOU S5 paseaoesp
) §] UBSNS [pneigy
. Y01 CuoiezZUOyINe
i ))7 v g oy G310
) 0] payzims sem sopeg
Ele] ' goueisiq Buoy rewoisng

RZPOYINE INOYIPA Q131D WOl POLIIMS -

10
ueaq gAY | Jevki5ed eyj o - 904 - 10
o WO [|BW-R PRAEOSY "J8PIC |BoUET) - 80

NezpoyIng jnoyim Q131D & pﬂu:n.lmsj :l z0
fieZpoyIng oy Q131D 0f POWIIMS-'—[:LZO
Hezpoyine jncyips Q3L of PG'-PIIMS"']i 4]
Ms sem 9djates eove|sip Duo - D84 jﬂ_:] z0

REZHOYINE InBylm T3LO o) pwanms’-’[___i 70
o0y
JDQUWRAGH Ul 313 LD W) pmuMsJ\ N 0

[EZPOUIAE Jnoylm QTALD OF peupn:ms?]:l 0
HeZpoIng noyiy 03LY o pewms <] =} 20
Nezpouine Inoyi 01319 o1 pomuh\ﬂ 70
HEZUOWINE 1NOKIM GIILD Of PoLoIME ™ | J 0
HeZPOYINE Jnou|IM GIZLS Of POPIIMG N z0
NEZHOUINE 1NOYI 0IILO 01 PAYAIMG- - 0L
NBZUOYINE INOYIiM 0T LD OF PAPDIMG -
NeZVOYINe JAouiM 01319 01 pawalmg <] Az
fIEZPOYINE 1Ny G131 O) pmm!ms»—! _:1 0

0

JIBZUCYING JNOy) (T3LO 0] PRYIIMG h No;

HezueyIng Jnoypm G319 ol pauaums*] :] z0

£ uosesY g0l

£0

EU:YMM:!—_

0681724
96ivLiZt

N

PRATOF

£09 86/211724
u0sesy (B0

2o\ AL
209
209 Y oL,
209 \Y AL
209
ZOQ\OW
209"y -
209y YA
Zog™Y¥w S A s
209" YTV )4 ssim
209 Y2V ) esizires
209 o gAY YT semirz
SDF(E!M ¥ 041 semizy
ZOQ\FW'{A 86144721

20T ssriLrs

zow}w J;J,_' 86/LL12}

£09
8z

B6/OLZY

ge/LLTE
861411
86124121
86/¥11Z1
Be/LLT}

09

86/LL
ge/LLTL
BO/LLZ)

40y 209 g6/LZY 861
okl

g4v
#a

W12

b Ale:
A0
Aia
AG
. lel

Aa
A1a
A0
A0
A1Q
A
»a
Aa
Aa
Ha
plal

b alel

eYBrSY8SIL
2852268011

ELFI9EESOE

6755L¥6508
LYOS L1621 ¥6
Z9eea96re6
15008671 YS
8¥ai9sgLTL

OSEGYTTIE
8CT885S50E
£B189Z8S0E
066+Z£650C
0LZTRLEYSSE
L208085E12
109804EL¥8
19ZT8YYELL
§1/9€28G0€
PBLEECYPSE
1689529842

S9rS1esrsb

ONILYIH Lidaivw dl
¥1037 NOSNIBOY

3SOrNYNr N30

HYMAINHS WY
TIAANAM T ONY TN
HNVHL IONOW
FI0UYD ZAANYNEIH
HOAIYL "3L1008d

AVF DVSSH ZLW
A9HOT YNVILNIND
TFONY ZANSAOY
™IS 10908
LH38Y3H AMUVLYL
T NIAVZ

¥ IVHENHOVE 131v¢)3 4 )

YWI3HL l-'JJ.SéI_;WR 180
0410Q0Y QvaY
HYI8YY SNHOOVE
YAON Z3aNWy38

‘8
CHYHDIY JYYHONYIA

gt abed

12-d3Y Nayx3

|L-Z9€066 ©N 134300

r o r o e ooy e e oo or X

L0
L0



=
[ ]
]
2] OLDACRE BRAD
i+
g%, IF SAUNOOKE KATHLEEN
23 o POTTS BO
£58
1

TYPE B/R Fran CUSTOMER NAME

04 R IF  HOFFMAN BOB & GALE

Unauth Chg 10

TYPE B/R Fran CUSTOMER NAME

04 R THAW MORT

07 R LOPEZ MARIO

08 R BROCK JOE

03 R BATTAGLIA JOHN

07 R MAGNASCO

] ALEJANDRO

07 R ZYBLUT CHESTER

07 R UFFER MICHAEL
!

INQ R IF  PATEL VIHANG C.

C B/ CFP L%GLESLI&ANCY

IF KENISTON CHRIS

) [ [ v D\Na
2564985402 DR 12/22/98 301 08 - Did nal gel free 1000 minules ol long
6062525873 EG 12/24/98 o 07 - Customar callad in says billing Is na
© 9046350943 DLK 12121798 301 02 « Baing billed al & higher rale than qu

Tolal Reason: 4
_ Business O
RECEIVED CLOSED CAL

Regulalory: 0 -

Complaln
tIssue

In Franchlse: 1

BTN WHO Call Description

9416781915 MEM 1272298 12/23/98 405 04

ref a(rih *’l’

-Quolad .06/min for Synday, Salwdaye
(4 = ey co-{‘ﬁl;,_

Total Reason: 1

In Franchise: 3 Buslness { Regulatory: ©Q
BTN WHO  RECEIVED CLOSED CAL  Complain Call Description
tissue .
Lo 1A Lot ‘f‘f s '
3236562928 CMR 12722/98 . - Recalved lallas from John Havens stat
| 9563994938 AFB 12/22/98 W WJP:\N daag ong dlslanco servica.
lal Reason: 2
2103334347 CLM 12/22/98 | p A ,@/ﬂ st 08 - Swliched to GTELD withoul aulhodzall
2147201444 MP 12/21/98 602 03 - Swiiched 1o GTELD wilhoul autherizall
4072926768 AFB 1222088 Ty f) J\soz 11_—_ l/or - Swilched to GTELD wilhoul authorizeti
9419925901 EG 12122198 Trowuw A, 602 602 Fl_or - Switched to GTELD without sulhortzed
7488020272 MEM 12/22/98  12/23/98 ;(ﬁ 602 o7 - Swilched to GTELD wilhout suthorizal!
L J’i’ S
9416467043 DR 1212298 L Ok ¥ 602 F ‘/ ING - Swilchad lo GTELD withoul authorizati
| Tolat Reason: 6 ’
5019415864 DR 12/24/98 603 04 - Cuslomer slammed wanls GTELD on
Inter -
9417472482 MEM 12/21/98 603 603 07

-Wanis GTELD bul AOL advised lhe
el Y
Total Reason: 2

.- ouland siynad by the
" same parson. Olhar nams

Snyd<r
dT,E LD
;-

Correctlive Actlon

12.22-08. Conlacled
cuslomer. lalgrmed thal
Marty would call back with
dolails. 12-23-88. Spoke

I customar, NolInformed

lhat §.08/min doas not
partaln lo out of slate calls
whars she calls mo

" Correclive Aclion

Syder”
Shqdu-
Sy gl
&TeE

Shyder
Sny ey

Swilched without
authorization. LOA fillad

In houshold plven was
Lyonal. MrUHer stales

na ona named Lyone! lives
thera. Tha plc was
blocked dua 10 a

SHL{c(JaF

Dis

‘P

405

DIS
P

601

602

Setet

603

OF
S0

" oF

Regio

FL

Sy

Regle

n

CF
OF

Sny ey

FL

MW

FL

15986




BURR SHARON

E
1

¢

' d ROBLES ESMAIL
X

IET

¥e g

o

TMA 2

TYPE B/R Fran CUSTOMER NAME

04 R IF
04 R IF  PHILLIPS LOUISE
DNS 1

TYPE B/R Fran CUSTOMER NAME

04 R [F MHIRE ANGELA

Unauth Chg 15
TYPE B/IR Fran CUSTOMER NAME

03 R MADDEN MARTHA
. WARD
:}n. ALLEN ROSE Cpeil
o 5 p- 4
.03 R KASPER MARTIN

5624398696 LY
4087787545 LY

In Franchise; 2

BTN WHO

BENITEZ RAUL & JUANA 9038394896 MEM

9099258415 AFB

In Franchise: 1

BTN WHO

7033699469 MEM

In Franchlse: 1

BTN WHO

04164262368 MP

7187286571 DLK

3055951012 MEM

12/29/98
12/30/98

30%

12/30098 303

Total Reason:
Business

RECEIVED CLOSED CAL

12731198 401
Total Raason:
12129/58 405
Tolal Reascn;

Business

RECEIVED CLOSED CAL

12/30/98 502

Tolal Reason:
Buslness
RECEIVED CLOSED CAL

-
1228098 [r &M m.rde

12128/98 .ﬂﬁ?m{me

Total Reason:

12/28/98 Jmaimmr 602 602 ﬁ ~\ou

Tymads

2

0

1
0

.—
0

2

o4 - Wanlts informalion ea GTELD rales and %Al m F\..‘—U
303 04 « Wanls explainalion of discounls given Wanls axuapm:or ofrales 303
piven. Spoke wilh
customer sald he wanled
1o verify lha rate they
gave him of 8§ cenls lor /£
- local long distanca & 107
canls for regional kang
- dislanca. | advised lhat
Regulatory: 0 . .
0032»_: Cali Description Corrective Aclion 018
tissue " P
04 - Raul called in complaint aboul a rep \\ 7 (M:L_ .
o4 - Was not teld nol lo make calls for 38
Regulatory: O
Complaln Call Description Correclive Action DIS
tissuo : P
o
o7 - Doas not want 1o ba soliciled by GTEL /W @/dﬂﬁ.mﬁ
Regulatory: 8 -
Complaln Call Descrlption Corractive Action oIS
tlssue P
Tu r 03 - Recalvad welcoma lettar, Did nol sul IM;? y hﬁ.ﬁ '
A 505 .
2 /* 117 ©*/_ Received welcoma lsttar . Naver auth fM,: ..A krﬁ.ﬂn
- Swilched to GTELD without authorlzall 602

Sala mads by Snyder with
no match SSN. mnu '
slopped salling GTELD
11-13-08 and Snyder no
longar makas lacs 1o face
sales In Flodda. Flnal bill
Is coming back lo me.
Message left on
cuslomar's voice

CA
CA

Regio

TX

CA

Reglo

VA

Reglo

OF

OF

OF

15992

Sy ey
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Page 49

o7

07
03

02

R

IF

o)

02
02
02
02
02

Bill

TYPE B/R Fran

04
04

W,

R

ing

R
R

iF

CUTCLIFF L.5.

SORIANO MARTIN

. 9084543056 MEM

2094673326 CMR

I B
12/28/98 ._M_G:_wm‘m Wom 2 Z _U\ou - Swilched lo GTELD wilhoul aulhorizali

12/28/98 ._Na.:m% 602 602

AUID (e

O.? 07 - Swilched lo GTELD wilRout authorzsll

VELEZ AMELIA 3052582540 LY ._N\w.o...wm\ﬁh m‘C 0\ 602 .ﬂ r o7 - Switchad lo GTELD without suthorizall

GOBERMAN OIZWrmm 9414856572 MP 12/29/98 602 602 03 « Swiichad to GTELD withoul n:":umnu-_

A.

DEXTER ELIZABETH 94192209187 DLK 12728/98 .#HR N»C w €02 . ﬂ 02 - Swilched 1o GTELD wilbout uchmnn—_

WATKINS WILLIE Q. 6196131369 DLXK 12728/98 602 O\ 02 - Swilched lo GTELD withoul authorzall

AVILA ROLANDO 3052272184 DLK 12/30/98 ﬂm\‘é D602 FFl 02 -Swiched o GTELD wilhoul eulhorzalt

SANDERS MAE B 3138351966 DLK 12720098 FLAUD 602 M 02 - Switched lo GTELD wiibout authorzall

MONTOYA JUAN 55615882920 DLK 12/28/98 .ﬂn\m,\j_ D s02 = r 02 - Swiichsd lo GTELD without authorizall

SACKOWITZ B, 2122425424 DLK 12/28/58 ‘mm\nc . 602 4 02 - Switched 1o GTELD wilhoul suthodzatl

NAREPECHA PETER 7189792136 DLK ASemmjm &C 0. s02 Zi 02 - Switched lo GTELD wilhou! authorizatl

SCHWARTZ KENNETH L 2127445528 DLK Jemmam.mh EU 502 2 & 02 - Swilchad to GTELD withoul authorzatl

Tolal Reason: 13
6 In Franchise: 4 Buslness 2 Regulatory: 4

CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL owmwﬁ: Call Descriptlon

CARPENTER ERIC 9417452360 CMR 1220198 701 04 - Baing biled by OAN on both lelephons

BEECHER MARY 7278236652 AFB 12/28/98 701 04 - Being bifled for Minimum Rats Pricing
. Total Reason: 2

CAM BETTYL. 3104410186 DLK 12/20/98 12/29/98 799 79% 02 - Dispullng charges far GTE Baslc servi

Sale made withoul OF
authorizalion. $20.67

credil issued by billing.

Cuslomor slates thal 7@, .Wb rﬁ m&:m .*\‘

nor sha evarsignad oM
anylhing with GTE. Has - muw
changed back lo lhelr ral
carrer, Final-bill will ba —
senl back lo me
12/20 Callad cuslomar :m 602 OF
answer @ 10:10am, Senl ’
mo"_na_r _ﬂ_ __“a d n fil Wz \
Olar: slordintile.
ninmm,,o;mm ahd E.“a 4 ‘UL .
by Snyder. Seni request
1o Snyder for LOA.
PIC/ANL Is active. _u..___a_.._.
Snydes oF
602 OF
GTELD
Snyder FL
GTELD o
Sh OF
/w n L x U OF
Shydey oF
Snydey oF
Corractiva Actlen DIS Reglo
P n
GTE LD . FL
.: . FL
MISDIRECT. Cusiomer's 799 CA

ispula is wilh GTE Basic
Service charges which is
her local LEC and should
be forwarded to the Jocal .
LEC for Invesligalion and
resolulion. No customer
contacl In Franchisa




L~

LY £ 1/5/99 1/6/99

=
m I GUILLEN CAROL 9096551074 MEM 117199 503 07 - Dftended thal lelemarketsr spoks 1o ¢ T CA
m. ' Total Reason: 1 ' R :
mw IF EBY SANDY 5088355501 EG 1/6/99 599 WE 02 - Nonputlished number given to GTE el @. F..WL\O» el u ~NO
Z
3 mm : TotslReason: 1 P9 ., . Foy)
9£ m. Chg 30 In Franchlse: 3 Busingss 0 Regulatory: 14 . %
_qD_.M._ui Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL OMU__.:u_u_: Call Description Carraclive Actlon DIS  Reglo w
ssue . P n
- 0 - .
DENTICE MARY C. 4146711581 EG jﬁz 799 601 C..: m @ 1 - Received walcome leller did not aulh MPIL.&. ‘ OF
02 R ANDERSON GREG 9545223462 mo._nmﬁdﬁw 601 FL 02 -Recoivedieller wecoming GTELD. S J_Ab . l-2¢ o
||\ (/1on /- \ % \\\!\\\.\ Total Reason; 2
05 R N\\\mIO_-OZ JENNIFER 2122495215 MP 174799 1/6/99 602 502 ' 05 - Ms. Sholom says sha naver raquesled MMWMMMMMﬂMwMMmZH 602 QF
FRAUD (R3I Y (N J\ p N 4 REQUEST TO SNYDER .lm,:: Ly
, - FOR AUTHORIZATION
SENT LOAFAXED TO .
CUSTOMER
‘ % QH I p FRAUDULENT
07 R _\ FIORENTINO PATRICK 3056660094 _\\_,N_mz_ 1/6/99 502 602 1( 07 - Swilched to GTELD wilboul euthorizall fmufm*m—\ - _Ao.\ 602 OF
07 R TELLERIA NORMAN-JR, 3053877846 CLM 1/5/99 602 602 07" . Swilched to GTELD im_yo:,.u:__zomnm: : mﬂﬁwnau_ﬂ. mom_._am_oa 602 CF
: . call hislory from Sayder.
H\ 0] \_ﬂ m...ﬂ..uwﬁ u m. 1\\v a NH_.\ Requesied O ord from m hA
; AFNI/Michallo, Issued cr,
m\m Tm\w. = Called cuslomer & leit : I rﬁ.g\
massaga on recorder w/my Ll _r
name number & limes. —
03 R 1 DELORENZO JUDITH 2127816164 MP ﬂm im_\vmm 602 24 03 - Swiiched to GTELD without authorzali _m:ﬁf\ 2-] or
03 R |~ HERNANDEZ IVAN 4072924477 MP FR AU Drige 602 =L 03 -Swilched lo GTELO withoul authorizal Sy der - X or
07 R L CASTRO MAURICIO 9549690318 CMRfr aud\177/58 502 [Fl. o7 -Swichedlo GTELO wihoutauthotzatt  SAyALy [0 -2 oF
‘o4 R +NGUYEN DINH 4084361658 CMRG .0 N/6/199 602 602 Dp 04 - Swliched lo GTELD without suthorizall .UJE % o -G 802 OF
07 R -BARRIS MICHAEL 3059475869 602 602 o7 » Swilched to GTELD wilhoul authorizall Swilched without 602 OF

sulhodzatlon. Snyder sale
on 8-23. Issuad 8
d!sconnect order & bill senl
lo ma since cusiomar *
doesnl wanl Ihe refund &
doesnl wanl 1o be

conlacled. rﬂbxk&;\. ”@I
-9
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e+ B » B« B> R + |

Fd
LOGAN WILLIAM
v

[/ MARTINEZ MARIAM
L~"COLOMBO JUAN JOSE

l/MALHOTF’.A VINEET
IF L~ LUNA TRINIDAD

{/fé)NG LAYAN &
JEFFREY

FABBIE RON (MRS.)

CHAU ALBERT
BENITEZ MARIA

BATTISTA DANIEL &
CECILIA

HERMO JOSEPH
ALLARD EDWARD
FERDINAND BETTY

THIVIERGE CLEMENT
MONASTERIO LEONOR

MAHER OLGAF,
MIRON ELIA

9378645996 MP 1/4/99 602
Lo
3052269912 LY urfs'*'ﬁmg 602

3052671328 e Frasoass (_FL) 502

7325493819 MEM {ﬁ o 15199 602
8188342612, LY od'Cance( ‘6oz
OTETS6343 CMR ., 1509 1793 602
Similar
(one # )
7086147957 EGF{C 74/99 602
soe2637122 Lo A~ i 602"
9547244246 EG W 602.
3056828639 EG Wﬁ. 602
9082770571 EG —W : 802
5089942933 E£G g{’UQ’Igg 602
NSTIBNY ECrp 1y Y99 UEEI 602
4544567695 EG ﬁﬁkqggg 502
\
7182684607 EG Fﬂl‘%@e 602
9149481568 Ecﬂﬁk)sge-‘ §02
3056384202 EG 602

PLREP

FL
F

o7

o7
02

GTELD.

CUSTOMER CLAIMS ', - OF
CHANGED TQ GTELD

WIO AUTHORIZATION

CONFIRMED RECORDS

SHOWS WHOLESALE :
ACCOUNT CUSTOMER !

- Unkngwn complainl, We received a

5()

REFBEED TO CONTACT -
%@- HAS .9 C )
CMERMED SALE WITH

MR: LOGAN BD AND
TAPE IF CUSTOMER
CHOOSES TO HE

- Switched to GTELD wilhout aulhorizali -Sn l{ de v [ 0 ""_2 (ﬁ OF
Snyder q-9 o

- Cuslomer claims was slammad by

602 o7 - Swilched lo GTELD wilhoul authorizati Sn 2 Y- 602 OF
NJ Yy |

CH

60

2 FL_O

o7
7

- Swilched lo GTELD without suthorizali n Y 4 u - CA

= Swilched lo GTELD withoul authorizati - 01/05/09 — (LH) Spoke wilh 602 QF
Rudoifo at Snyder he will S
fax LOA. [CMR] Callad
resldenca and lelt my # " t{d.,(f‘
with wile 2:45pm. She [ 2 - 1
doesn't speak English very
well 50 she will have .
husband call me. No blll ha

I: L 11 <)L Commperr Commission « i) . OF
Unauthorized ‘
602 QOf} 02 -swichedtoGTEW withoutsutmorzai Sy ™ [} g 602 OF
FL_ 02 - Swilched 10 GTELD wilhout authorzall \S}\ d Ly q-- '-7. o QF
N \l 02 -Swilched lo GTELD wilhoul authorizall S yder [0-]5 ©F
N 3 0z -Swiched to GTELD without authodzatl S p y der -] OF
M;\— 10 - Atlomey General - Long Dislance serv \th(d&r, ,0 B , ( QF
602 02 - FLPSC - Customer's service was CUslomer Long Distance 602  OF
servl ilched 1
=i GTECO without
aulborzallon, Verified S 6{
Ch [ of Sals- Snyder. «
eotons agou oA Y ALY
s8rvic wilh LOA
dal? 6/20/96. Cuslomer
had Pre rostcli
602 ’FL, 02 - FL PSC - Cuslomer stales thal the Sn L{ d&r‘ ({ .-3_5,50‘2 CF
N* 02 - NY PSC - GTE slammed the account S’n(‘(d{r G', D_ { OF
from b !
N\\ 02 « Swilched fo GTELD wilboul authorizali Sn‘.(d{r H_ ‘S— OF
u2 - Swilched 1o GTELD wilhoul authorizali OF

Shyder 1020

16000
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04
07
07

07
o7
o7
o7
07
o8

04
o7
o7
07
o7
04
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Page 52

;‘1

BROWN BARCLAY

NORTON NANCY J.
RUST MARCIAL.
LUNA JORGE

CORREA CONSUELO
SCHWARTZ ISIDORE
CHUI PAUL
SWARTZ EMERY
TRANG XUAN
URBANIAK MAREK

SMITH ROBERT
EMANUEL PHILIP
CHUONG BENSON
WITHEE VICTCR
ROJAS AUGUSTO
RESSER JAMES

7186271603

B1386857624

. 4072495977

3547410293

3053808924
3056522358
2546665301
3057585030
4082931283
7168150367

5019652812
2122836826
4082595172
J055566931
4017208649
mommmmm&mo.

LY ﬁ:t(r“f

1/18/92  1/20/99 601 1
LY 1119199 601
onﬁn\p Léaaw 601

1125/99 601 601

O_.Kmﬂ v:._m\mw

(,05
Total mmm% 4 201

CMR 118199
MEM Fraudy/19/99 602-
DR \Ewm:a%_u\ﬂm 602,

\ENEWM 602
DR Th\ﬂmrw 502:
o;m\TN \»@!W\ 1121199 602,

602

(03
™

DR 1721199

AFB

DR 120199 To¢ gux_ g 602

DR 119199 Ty qun O\ 602

DR 120189 Ty g1y m( 602 602
.CLM 1/20/99 602 602

tnoee Lok eyisd S h

07

07

07

o7
07
07
08

04
robobl

.07

07
07
o7

04

- Leller daled 12/1/98 from customer ad

- Received welcome lstler, Did nol aul
- Received welcome lelter Oclober 24 1

- Letter daled $2/12/98 rom The Law Of

- slamming suspension of phone service
- Swilched 1o GTELD withoulauthorzati
« Swilched 10 GTELD without authoerizali
« Swilchad lo GTELD wilhout aulhordzali
- Switchad 1o GTELD without authorizali

- Swilched 16 GTELD wilhoul aulhorizall

../

wilhoul aulhorizali
+ Swilched o GTELD withoul authorzall
- Swilched 1o GTELD withoul mc.:o;ur:
- Swilched 1o GTELD withoul aulhprizali

- Swilched lo GTELD wilhoul authorizati

d irorm GTELD iu:cc_ aulhoriza

" Cuslomer swilched withou! OF
aulhorizalion. Cuslomer
has complained previously’
aboul this. Never

an:nmncm_oam:mzﬂ MJ: —A “A. F

was sent 1o cuslomer.

slill aclive with GTELD. \*..-

Has
GrELD — ph am Ly
Stlam
SNYDER SALE, FRAUD. * 601 OF .
sted-e hislory :
Irom Snyder. Requasted
on.a._.oau,_"z_..sgn__n .ﬁu.n.. N.)

Previously cusiomer was A
r —-FL¢
& Issued cr. for $74.85.

Callad Mr. Luna te e8]
. apologize for the switch ' o
lo let him know that I had _ w
cance, N .
S (i che A ¥
G E SU =. Rl
m. nyder o

,Mbﬂp.&.ﬁa\llm QF
nyder -~ L. OF

Snydar - C & oF

1720 Pulled RPMS and 602 OF
2004/GTELD confirmed

11/11/98 and 2206/GTELD,

1211/98  PIC/ANI m n I a
deaclivaled. Pulled MSOS

and issyes creditlor | .r
$64.02, Pulled DMSS and 2 q
was sold by Snyder. Sent

for LOA. Sent re

GTeLD
Sy der - OF
d PLA OF

Sayder -
Shydey = OF
%;&Q\ OF
mﬁ.\o F\In HI
,mllﬁ‘ - 704!
.m.—n:z:)nnr




e
o™
8
Y PUNNEO DAVID
g &
Zc¢n
3%
8L E
ouwa
03 R GEOQRGE CYNTHIA
04 R IF  PECHAUER JOHN &
JANICE
o7 R LUPUL RYAN
04 R IF  HUANG SHUCHIUNG
07 R KRELL LOUIS
o7 R HOLLAND DAVID
07 R GUO x_wwm_
g%% BrdE PATRICIA
R SANCHEZ MARIE
R

o h ANDERSON MARY L.
Aiv MORGAN VINCENT

02 R

DOREN KONSTANTIN
’ EBENGER JOHN

GRANADOS JESUS M.

5802372959

7188576561

8084226405

2086761804
3102146930
5166983134

7188769523

6152924671
7189791486
3052746699
7737623810
7188567324
8474730958
2122426817
3058291130

1720009

MEM 1120199 602

\
MP 111999 m.nﬁafmom
MEM 12099  1/21/99  60Z
AF8 1/19/99 :
AFB 1121198 gcgrmom
MEM if1oi9e /21199 602
MEM 120198 1/21/99

ﬁ { nbr%/

AFB
EG ﬂnévnag
EG 1121199 \.ES.FQF%N
EG TEAODB20199 Comaiw .
EGF LAV PR0199 602

E K (21199 802
oMMMw ke 602

CMR 1121199 - ?F mfmow

602

602

602

602 AL |

602
602

MIS

Q3
04

o7
04

o7

o7

A\.m
1119/99 ..__.%h\ Q%u R

02
02

. Swilched 1o GTELD without autharizali

. Swilched lo GTELD wilhoul avthorizali

- Swilched wilhoul aulhorizalion lo GTE

. Swilched o GTELD wilhout wc5o;.~m=
. Swilched 10 GTELD wilhoul autherizati

- Swilched to GTELD without authorizall

. Swilched to GTELD wilhoul aulhorizali

- Swilched lo GTELD withoul authorizali
. Swilched 1o GTELD withoul authorizati
- Switched lo GTELD without aulhorizali
. Swilched lo GTELD wilhoul aulhosizall
. Swilched lo GTELD wilhoul aulhodzali
. Swhiched 1o GTELD wilhoul aulhorizali
. Swilched 1o GTELD withou! authorizati

. Swilched 1o GTELD withau! aulhorizati

Snyder—, mes

Complaint aboul §5 66 per ) OF
month charge on his locat
phone dift. Phone bill 5

shows ?;.MHHHM_..O
Switched b LCR
Relerred ¢ «l\o

1-800-780.7858. And 1o
Rod Davis In wholesale

markals. ' w

Q

‘w::x.mw\ NY . o @
1--20-89. Received . 802 HI

business reply card from
Silel, Cuslomer signed vp -
for interisiand plan thal

35 gnlered inlo OMSS by

Siel._~Informed, .
omer, Mention of _:.u
jogged his memory.

C %np\f

&T NP..U\ NW
Shyder— Q= @

Switched withoul 602 OFf
sulborzalion, Raep has
several disputed sales. .

wuﬁﬂuﬁ%,ﬁf:?.
:ES. 02.5 Bmaom:o::a
e s N @
Ficld sales .
Styder —
MY
ma. The account was -
cipsed and 3 2206 2
Shyder— N o
Shyder — z L OF
Snyder - m. L or
MJ My k.m_‘ - OF

w:c,mﬁl\ Zﬂv OF
Shyder - &L - OF
w:ka\\ mou

Swilched withoul
authasizalion by Soyder.
Name ol person in
household on LOA was
Jetia bul only ofher
person In house was Linda,
Final bill will be senl 1o




Bill

TYPE B/IR Fran CUSTOMER NAME

08
MIS

08

08

07
08

=

o

[{e]

[»]

-
2
o
=]
2
- WD
25,
3<
Ouwao
"
ing

s ]

IF
IF

IF

2 INT

A

FELLOWS PLACEMENT 4158930232 EG 11221€9 . 602 02 - Swilched 1o GTELD wilhou! authorizali éTrE L"'D -0
INC. P R — ‘ 0
. Total Reason: 28
ZAREMBA DOROTHY © 7182514906 DR 119199 FR AUD sg9 o7 Swilched to GTELD Gustomer slales S ny a(.-,uf' o= N9 OF
IOR D 120099 /24799 699 699 04 - Recei i . 898 H
V C. 2 .
’ ilel, Lust ignod o
islang plan thal | -~
was enlered into DMSS by O
Sitel. informed o
customer, Menlion of Lhis R
jogged Ris memary. —
Tolal Reason: 2 ’
19 In Franchise; & Business 0 Regulatory; 2
BTN WHO | RECEIVED CLOSED CcAL  Complaln Call Description Corrective Action BIS  Regio
tlssue : P n
oter Qarrier o dar
WANG DASHENG 6062711850 AFB 1/20/9% 701 o8 - Being billed by IXC Communicalioas S 3 50
A
DAVIS JUDITH 8147344035 CLM 1/19/99 701 701 MIS - Baing bilied by ADL and other tong dis MISDIRECT - Nof a 701 NE
CusTomer is with ;nolher
carmer & wanted us lo find
oul why she was being
charged by OAN.
Confimed w/GTEEA &
Woridcom.
YAN YONG 5107391406 LY 1/19/6%  1/24/89 T 701 08 - 560 palng bllled by GTELD, Cusloma SUill being billed by GTELD. 701 CF
RPMS shows cuslomer
moved service qn 9-22.
(/J ¢ 6!}’\ QJW Reviewed bill nocafls S;L, d_Q r
i m coming thru. Tred 1o call \1
nNo 0 G\/Zuf local lec & thay wouldnt
discuss anything wilh me.
Wanl ahead issved credil -
MC CONAHAY KIP 3197282631 MEM 1/119/99 701 70 08 -Being billed by olher carriers. Mrs. @T E L 701 MW
Tolal Reason: 4 5
CLINE LISA 9185978973 LY 1122/99 707 o7 - §1i% belng billad for Primary carrie w e S0
FREEMAN KELLY 3178234082 BWH 121199 112199 707 707 03 - S1ill baing blllad for GTELD, Moved E-malled Jackie Harper o 707 OF
(/u issua Oul order and have
1] " ,LM__ final bil senl 1o ma and
z % no O £\ nave GTELD disconnected
. . and calling cards , g

deaclivaled. Conlacted
cusiomer, She slaled has
swilched lo MC1
Cuslomer nol

e

(




.|
&
g .
&S the 36
2% , VR Fran CUSTOMER NAME
E35'%
358 open on2-8
MALLEOLO MARY
C_l R BAILEY COREY
07 R BAKER CLAUDIA
07 R WITHAM JOHN
05 R ELDRIDGE
o7 R ERISTOFF ANDREW
03 R FLOWERS ROBERT A.
07 R MATOS VENUS
04 R FOGUA ALISSA
04 R MONTEMAYOR ERMINI
07 B IF  HAMMONDS CHET

STINE CLIFFORD

In Franchise; 2

BTN

5164839540
3056622017

4158315309

7732757095

6175229095

2127447158
4073543709
4073443751
2125885832

2146376515
5023954080
4075748879

Buslness
RECEIVED OrOmmD. CAL

Y

WHO

EG ﬂﬁinwmm ; % 601
oMr | oAl stS 601

Total Reason:

CLM 1126199 Ty &»}.8@
i
CLM 1728099 ..dn_d\;mfmo.w
CLM 1/25/99 i
AFB 1126199 \_H-\nku_./mow
MP 1/28/99 ?ufsn.
AFB 127199 oz 602
MEM 1725099 1128/99 %8.
W
CLM 1smg QUJIT - @S&u
AF8 1/28/99 602

EG i/ Q 1/26/99 602
FLHOY .

Regulatory: 26

Complain
lissue

602

602

602

02

o7

05

Q7
03
or

0P

A mings
602 04

602

o7
02

Call Ommn:n:o:

- Received walcomne leliar. Swilched to

- Received welcoma laller. Swilched o

- Switched 1o GTELD wilhout authorizall

- Swilched lo GTELD without permisslon

- Was atmost stammed bul he had a

- Swlichod 1o GYELD withoul authorzsll 3} Y der - NVY\.
- Swilched lo GTELD without authorizall ,m.:x_ der - F LY
- Swilched lo GTELD wilhaut authorizall M: rﬁ &ﬁ\ - ﬂ N\t

- Cuslomer clalms has bean slammed by

- Cuslomer signad conlract has now cha

- Switehed lo GTELD wilhout aulhorzali .\m @

- $wilched lo GTELD wilhout aulhorizall

Correclive >n:m: DIS Regio

P n

_@E%Q\_ Z,A
Shyder = py

This _-m Snyder Sale evan 602
though % find the

sale. Raquested call }
history from Snydaer Silel O x

& TSI Call history

relumad from Snyder-thay

claim this is not In thelr

dalabase. Spoke with LIZ

OF
OF

OF

16016

Snyder Sale. Requested 602 OF
call history from Snyder.*
Called cusiomer & let

massaga on recordar thall

EuSQ.ws.ocEg \l
investpaling, |1efl Mx Y %.m Y
Hir

mas3648 wiry nama

number & Umes. Recv.

signed LOA [

FRAUD. SNYDER SALE. 602 OF
Almost slammed.
Customer upset. Hs had
PIC freaze which
pravented swilch, Per
WoridocomyJD rejecled al
LEG 1/12/%9.Clslomar -,
relumed my call & ha said
Lhat ha naver signed anyth

migmhs\
MA-

OF
OF
OF
OF

Snyde!
A

Customar awliched without 602
suthorization. Signature
and part filled out by
Snydar look like thay wera
done by lhe sama pearson,
$SN does hol malch.
AN! has bean deaclivated.
Custmer aclually called

N (
A S,NACI*\\MOMVFQ“
not Sh Amwx S0
?&hﬁ\ l. 602 O©F

-
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- 02
02

02
02

Page 56

)

CHIN SUE

CARRERA JUﬁ;N
CRINMAN LEONID
BISAILLON JESSICA
CUTCLIFF L. 8.
DEMPSEY MARK
NGUYEN RY VAN
DURAN MARCIA
WILLIAMS ANN

6169572374

2127329083
7189342726
5089952199
9084643036
3526841270
6109759593

. 6175474581

9544285284

GEBRENEGUS SEFORA 6264031856

MATUSEWICZ CHESTER 2127445265

SAFUTO VINCENT F.

BRODEUR EMILY
RODRIGUEZ VICTCR
CHARLES ERROL
ZAMORA MARISELA
SANCHEZ EUGENE

LAROCHE ROLAND
SIMON HELEN

5619682134

5174820899
8158721981
9544369756
305552.5060
3052555537

5617343726

' 547303153

1/25/59 ﬁ:’g/&’g I%02

CMR

EG 'Fﬁﬂ'f)z%; 602

MR L OAmekac [S+ S s02.
cMRF KWBAD 602
EG 12699 Tf cu,uksoz :
$127199 602.

cmr L.O ﬁnszﬁ&[fﬁté 602 .

CMR

g6 FR Mz 602

"CMR Fﬂ 602

CMR 126099 F-r gw,g\soz
CMR'FﬁJfgsEg = 602

EG 12599 1126099 602
T o
EG 12198 §r oan A 602

ec T/ Aiolbe 602

oMr L O Amnsists g

EG 126199 Fr guugh 602

EG 12808 1obes . 2
ru‘_k

EG 129 T dix A 502
CMR 1/25/99 -F o [L 602

02

02

- MI PSC .« Harrassing fong distance car

- Swilched lo GTELD withou! alwlhon'zali
- Switched to GTELD withoul suthorizali
- Swilched to GTELD wilhoul authorizall
- Swilched lo GTELD wilhoul authorizall

Swilched to GTELD wilhout aulhorizall

602

602

602

o1

02

02
02
o2
02
02

02
02

- PA PUC - Cuslomer claims he did not ¢
- Swilchad 1o GTELD wilhout authorzall
- FL PSC - Unauthorized thange of long
- Swilchad o GTELD withoul autharizall

"~ Swilched lo GTELD wilhout suthorizall

- Wanls lo bs compansaled for (hls unay

- Keaps getiing swilched fo GTELD wilho
- Swilched 1o GTELD withoul aulhorizall
- Swilched lo GTELD withou! suthorizall
- Swilched 1o GTELD withaut sutharizatl
- Swilchad to GTELD withoul authorzali

- Swilched o GTELD without authorizall

- FL. PSC - Cuslomer stalas hal she

SOLAR - Install order . QF
A Sugder
-23-98. rdar
completed 01-2%-99 ) “%6 C
itk -t pidaes MM
1-10-89 wilh amounl due
$.98. Crogh was lssusd
Snydev - N ;i/
Sn der - OF
ander MA
Shyder - }\LT
STELD— FlL &
S) h y Aer - [ 24
ﬂq der = MA oF
Sayder- FL  oF
Shyder—Ch- &
OF
Shyder - NY
Customer requosiling 602 OF
compansatlon for
unauthoriz Sales
= Chennel- Snydar, LOA, - )
Fraud. Expiai L
cuslomer LD service was =
navar swilched - Process
was stoppad 8l Snyder and
navar wen! thr
Sﬂ"(der M- oF
Sny Ar = K sz or
S ny c{ef FL OF
Shy d{r - FL oF
Customer LD service was - 602 OF
swilhed lo GTELD without
authorizglior” 5ales -
Channef: Snyder kDA - r"L v
provided >
Shy dér—Fl- o

anmp Bl o

16017




A
[{u]
b4 -
m.m 3ROWN ALICE
$Z'e
8& ¥
Oowo
JACOBS STANLEY E.
DR.
02 R TOVAR RAFAEL
07 B QUEST DIAGNOSTICS
02 R If ' DAMSCHRODER
MICHELLE
Biiling 14
TYPE B/R Fran CUSTOMER NAME

td R I POYNTER BONNIE

EMP R SEGURA MICHAEL

09 R LARSEN L.R.

07 R CHEN PETER

02 R WODA ANDREA

ta B BANK AND TRUST
ISABELLA

CHUE TRISTAN
AGNICH JACKIE

g4 R IF

JOHNSON MICHAEL

9416954897 CMR 1725/99 ._Bu__.mo m 2 02 - FL PSC - Customer slales thal he was
3052331550 CMR 1/27/99 MHﬂ n»\CrL/mcm i1 - Swilched to GTELD wilhout autherizatl
3052552351 EG 1/26/99 .T@.‘Q nFmS 02 - Switched lo GTELD wilhoul authodzati
o
3135622637 DR 1/28/99 mom‘ o7 - Switched lo GTELD without authordzati
Totat Reason; 33
6168433792 CMR 1/25/99 603 02 gsat with unauthorzed swil
Tolal Reason: 1 :
In Franchise: 5 Business 1 Regulatory: 2
8TN WHO  RECEIVED CLOSED CAL  Complaln Call Description
tissue
6065615886 AFB 1126199 701 04 - $1ill balng billed by Excal. Cuslome
Total Reason: 1
2146920044 MEM 172599 707 707 EMP . Canceled GTELD on his second line at
3607698793 DR inmee st dide't re alye E\_ﬂg_ being billad by GTELD. Liz |
. oW Sany R
4154605285 MEM 1126099 MO MO “7078vTOLy ™ 07 - Sl being biled by GTELD. Swilche
auTbengoed
7278485075 CMR 1/26/95 707 02 - Siill belng billed by GTELD. Cuslome
5175612401 MEM 1/27/99 .wo.w 08 - §lil balng bl*ed by GTELD. Fromth
TdélGeagths 75 feo— ot
8602423188 OR 1129/99 mv«o.so 799 pesh We recsived 8
21836564585 MEM 1/26/88  1/27/8% 799 799 M!S - Belng charged $3.50 and does nol
9403829785 CMR 1/26/9% 789 799 04 - Was told would gel free calls in 872@

Recaived LOA : OF
information is ak follows...

Nams; Olvib Quarier m;:. m\m.ﬁm -
B Nm:  Alice Brown ~ I

Addr.

8 Pelican Dr ,

Everglades ~ ﬂ ~\1_

Clty FL 34130 Phone: :
941/69548 0

W,J%mﬁ \Th\ OF
m.ZtE - BL o
cretD om
n NE

Correclive Action DIS Reglo
P n
T NAHOl S0
" . 707 OF
Ny de v oF
S nydep” - 07 OF

&l — FL
_.?moh . busings <

Snyder | oF

Customar does nol hava 799 MW
GTELD. The $3.50 is the
inlerstala subscriber line
charge shich I charged 1o
all customars whather or
not they hava long

[

distenca. It covers the
cost of recelving lang
distan

&1 m._\.U 799 TX

16018




=
[}
& I
S5
@ g
S8
23L
8E R
Own
08 R IF
05 R IF
05 R IF
11 R
DNS

TYPE B/IR Fran

05

Urnauth Chg
TYPE B/R Fran

0l

04

03

05
05

R

R
R

R IF
RJ

HONOLULU MEDICAL
GROUP
DENT JIM

PATIL RAJESH
VERITSKY JOHN
PECK VERNON

HETRICK LARRY

ZHANG DIANA

1
CUSTOMER NAME  *

BRENNER HOWARD

32
CUSTOMER NAME

GOUDAS STEFANQOS

KAUFMAN MICHAEL

HAJEK MAX & SUZANNE 7078332235

URDANETA ALBERTO
MELLO JOSE

o pereslund” T Fuew

02

R

PUSKIN JERCME

MD

8085372211 MP 2/1/99 402 04 + Wilhin lhe past 2 days iha cuslemer 7
6062042625 MEM 2/4/39 402 402 INO - Conlacled by GTE lalemarkster. He '7
Tolal Reason:
5083935277 CLM 2/3/199 405 $ W | I’\ﬁ Was&(advlsad 80 froe n%ﬂfas ware {or Sf\ G(-Q ‘/—
7177552833 OR 2/5/35 405 08 - Sold plan that dossn’t exlst. On Dec /Phq;l_e }{ art—
7602456408 DR 215199 405 05 - - Quloed .08/min nalional rate wilh a W E \S
6109662144 CLM 2/3/99 405 405 05 - Quoled .08/min by a GTELD TSI}e 12299 ger
DMS8. Requesled call
islory from TS1ngrid.
5138720880 EG 2/5/9% 405 © 11 -CGuoled free hour par rponth was for ca S
AT SRR nyder
Tolal Reason: 0 &) —_— 5
In Franchise: 0 Business 0O Regulatory: ©
BTN WHO  RECEIVED CLOSED CAL  Complaln Call Description Corrective Action
' tissue
6142944329 AFB 2/1/99 505 o5 - He had requesled to ba put on a DNS |
Total Reason; 1
In Franchise: 4 Business 1 Regulatory: 21
BTN WHO RECEIVED CLOSED CAL Complaln Call Description Correcliva Aclion
tlasue
9549876888 MP ?{Z WZ}E?Q 24199 601 602 FL'OJ - Recelved welcome letter did not auth Snyder fraudulent loa
account
nnecled
7186468599 MEM g#%%Q 2/5/99 B0 04 - Recalved lallar walcoming to GTELD. Swilchad wilhout
‘Fle D N \{ authorzelion wanls
§ reimburseme iz
. ~swiiching 1g8. Snyde‘r“\
" senl lraudulda| LOA, 7
Cuslomer has switched
back and final bifl will be
sonlt lo me. CQ30H560
issuad lo close accounl. *
MP 2/3/99 601 Cr{}\, 03 - Recelved welcorne letler did nol auth w E S——r
2126745925 DR 214199 ‘ﬁ"M a‘k 601 Y 05 - Letlar sent 1o Snyder addrassed ta Ed Sn \_jz(( r
5085966920 AFB 214199 I-I{/ ‘YW{.&MQ 6& P.«[ Dr 05 - Changed ming aboul switching to an d _( .
2022348088 EG 22138 T KU D 601, shy D o -Roceiagelcomoator Didciaut & ny dev
3012994159 EG 2/4/98 215/88% 601 601 02 - Raceived welcoma letler. Did nel aul Cuslomar stales thal he ,

did not aulhorize swilch lo
_G¥ELD, Sales - Channel -
Sile!

402

405

oIS

ols
602

601

+ 601

GFELD

Hi

50

OF
NE
CA
NE

16023

CF

Reglo
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Ragle

OF
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OF
OF
OF
OF
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16025

= .
§ \DLER 1SAAC 7187630149 EG 2599 ‘Fﬂ;’\‘U.D 602 I\)Y 02 . Swilched lo GTELD wilhoul authorizati Sm d 'as OF
§$ ' PERESCHIA ESTHER 55098964415 EG 2599 SHfo 602, Qﬂ.. 02 - Swilched to GTELD without suthorizati S‘n Y Jl oy OF
S 3 HIEN VU 4082593841 EG 215199 FL AU Doz Cf} o2 - swiched 1o GTELD withou! sulhorizat L‘ dey OF
% g g AUSTIN BEATRICE 9544303062 EG 2/4199 Fﬁ,{.-u_D 602 F ]_ 902 -FLPSC- Unaulhorized change of long Sn l.( 0( C Y oF
sad WALKER TIMOTHY 3058217762 EG 2/4:99_‘05,‘_( ok 602 [Fl 02  -FLPSC-Cusiomer stales Ihat s lon OF

w - OCHOTORENA MARGOT 3052255712 EG 2/4/99 ‘F,ZrH) i F L 02 - FLPSC -tong dislance service was sw -'Snk{b(@(_ OF
Tolal Reason: 22 )
07 R IF  MEIER RICHARD 9722720680 MP 2/4/39 603 o7 S: Rep said GTELD wasn't golng lo bable TX
3\ Total Reason: 1 C“)H_C < W 9 /LLC'J -
Billing 25 /’ In Franchise; 7 Buslness 3 Regulatory: 6
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL  Complaln Cali Description Correctiva Actlon - OIS  Regio
; ! tlssue P n
08 R IF  VICKERY MARY 6063465016 MEM 2/5/89 701 08 - Being billed by Qwesl_Cindy ~GTELD S0
02 R LEON JESSIE 6264477486 EG 2/2/99 701 daet fogher -%e%qua slomer sta S’n ﬁ{'(_ OF
39/}(\ . IF  CHILDERS FLORA 6182526218 CMR 2/3/99 701 T 11 -Belng bilted by OAN far Minimum Rate 6\—(—'\% L,‘]g NO
08 8 IF MEDICUS SYSTEMS INC B046422312 DR 2/5/8% 701 08 - Being billed by EYC. Please assign a il VA
Total Reason: 4
12 R () o0F HASHM! SHERAZ 9723879641 DR 2/3/99 TUZ 1% o only recisved J bill, Swilched }? g_r [ Sn Y 0( L ) OF
- Tolal Reason: _{ N : ————
12 R KILBRIDE PAUL 7816475136 MEM 2/2/9% 151 04 704 12 - Belng billed separately lor GTELD ra AFNI rop loid cuslomer ha 704 OF .
could 38l up comblned
billing wilh his_ local Belt
Allanllc sarvice, Wa .
cannol provide a comblned
bill with Bl Allankic onti
wa Qel a billing an
collaclions agroemant wit
08 R O'CONNELL TiM 2063867562 MEM 2/5/99 704 08 - Hasnl' recelved a GTELD bilt In four ———— OF
' Tolal Reason: 2
12 R HUSAIN SYED 4042641287 AFB 2/3/99 707 12 - $iill belng billgd bz GTELD Statad ‘{ Sﬂ Li: 1’ OF
12 R HERNANDEZ LEONARDO 8013222597 DR 213199 707 Adress= r a\ﬁ 12
Sili baing billed by GTELD. Cancele OF —ns Yo
.08 R ! BONIFANT RICKY 5316801041 DR /)99 707 08 - Slill belng billed by GTELD, Custome }‘(Ob[[ hQ;'I’ OF
12 R DING T 4082810818 AFS 2/3/99 707 2 - Slill being biliad by GTELD, Termina S\ [ OF
0 AYeler .
s L
f‘r’ N e oOwUU/— '
[ -
29




oA

&
S &
Z M -
EE%
K=
838
=
02 R
08 B8
12 R 13
04 R_.__
N
te R
./
EMP R
04 R IF
02 R IF
R
02 R !
08 B IF

¥

CAQ JUN

LE GEORGE
CHU CUFF
MARMAL GISELA
WICK ALAND.

CAQ KE

COLLINS CHARLOTTE
FERRAREN WINNIFRED

ROTH MICHAEL J.

RIVERA JOHN
DACE STELLA
LONDON LISA
KOMPAS HEATHER
CERAMIC TILE

3237349238

9082792151
5169235288
3058542795

" 4147602884

4088629620

8883304804
7735837458

8175404866
7032216118
7602469578
7088625907
4144667058

4158924548

CLM

AFB

CLM
CMR
MEM

MP

CLM
MEM

MP

DR
EG
EG
CMR
CLM

213199

2/3r99
2/3/99
2/3/99

2/2/99

2/3/99

2/4/99
212199

212199

2/5/99
215199
2/5199
24138
272199

707 7 12 - SHlt being billed by GTELD. Swilcha Requasied O ord. from OF
W, AFNUMichella.” issued cr. *
lor $4.35. | sent e.mail o
n cusiomer 10 lak him know n L{ 5{‘{1'
what | had done. ((91
ooy &
707 po 0 - §1ill being billed by GTELD. Cancele Sh Y g(e,r' QF 8
707 po¥ 0" A4 - Siill being bitled by GTELD, Cancele Sh Y a N OF -
707 FJE @ 02 - - $0 being hilled by GTELD, Stat N p ot
TRAUPL 5ena swes Spyder- O
5/99 707 707 08 - Receiving 3 CBSS bill out of MSOS bu  Cuslomer being bitled for , 707 OF
“¢aks (hrough GBSS, :
Should be billed lhrough_*
B -Med Bus. GL '
acaived a 2010 trom m‘?- S
LEC wilhout servica type AL S
codes. RPMS sends -~ b U\_S AN
reqguas! wilhoul service
typa tg AFNIL AFNliss -
Total Reasen: __9 ‘
24/98 799 799 12 - Mislake In phane bill daled January 2 Cuslomer unclear and 799 TX
unhappy aboul the fact |
OL’\.SW @ ‘GA..,GJ\‘_ ~—Ihal the 80 Irae minulas S { ‘
. e based onTrslincalls | !
Yot~ Clear Lt o A7 et Dhy AL’
& : ,_';QmﬂML
‘(g L M snrtta nyder Cuslomer
.rckp Educatlon
709 f\U\ 6\ 04 - Slill being billog for BBBII3D-AB04, OF
213199 799 799 04 - Separate bllled by GTELD four months _ Swilched wi 799 OF
aulhgrzation. Cuslomer
OL{H‘D,MJ’ O’V\_Qav] ') WA recalved a call lrom :
GTELD bul M Forraren S AL 6{ iIYe
M F Lo ho_f- sialad he wanled 1o (
] recaiva a brochura or
. literatura befora choosing
‘“{"D 6{’ Jrat TT'/{/LA GTELD, The'Snyder rep
¢ . / /J _'( conneglad him la TPV (
. bl - O LS
AN Le OB "™ e nave hod GTELD, GoF iSice

since J

4@ tleCl o
19! AR L) -'B’éing{:ﬂlg-fr;%.!elephona that
190 (L0 ¢ T C-ChokebsWhhindd el i Rhame
79(-_"1) N C\l:) .02 )L-Ul?ayn%“ﬂy ngnlcharga from

799 799 08

- Being billed for inlemational calls.

- Being billed lor calling card calls.

FUSDIRETT

Total Reason; 9

STELD oF
H

VA

,,M_,LS__{) ,f/c?(_'(‘“f CA

S : OF

SeASZ OF

ling cwyd calls on bill are 799 CA
LEC carg calls. Called .
r & lel massage H

wimy name number &

limas.
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02

Swilched lo GTELD wilhout aulhorzall

02

o
o™
&
g
2
2
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Exhibit REP-21

R

R

G

02

o7

B

R

X

IF

AEYES JR. ROQUES. 6302509609 CMR 2/9/99 ‘FK,{\)D 602
RADIATION SERVICES 8136853796 EG 2011/99  211/99 602
INC.

SMITH IRENE 3525284205 EG 2/12/99 502
RAMOS GILBERT 305531570 CMR 21089 FLAUD e02
CROITER ELIAS 5616370030 CMR 2/11/99 502
TAKACS RENEE D 4122571288 EG 2/9/99 602
CAMPILLO DULCEM 3052077286 EG . 2/9/99 Fﬁ;{’LLD 602
BUCCELLATO GARY 4144538453 CMR 211199 F L AD602
ALBERT ELIZABETH 3025396580 CMR 2/9/99 21193 : 602
CLAIRE Tva

JEW VICKY 4155858192 EG 211199 FLAVP s02
KOSIER LEONARD 4142811721 EG 2112198 FLAVD s02
LOPEZ PETER 4073818451 EG 211199 F/Z'rh) 602
BASL ROBERT 3052537397 EG 21299 F(aro\ 502
ALEXANDER ROBERT G 8136715692 CMR 2/9/38 602

HUNTSINGER PENELOPE

OF
GRIGG LINDELL 3523364872
MACNEILL JOSEPH G, 3059497656
COASTAL INSURANCE 9549661977
MACISSAC JORN 7149831920.

C’)O./

2639228350 EGTq ﬂkznzrgg

EG 2/11/99 802
CMR 240099 | 0\10 LN 602
£G 2/12/99 602
Telal Reason: 35
MEM 212/99 699

el

602

602
602

ot - Swilched 1o GTELD withoul authorizail
02 - Swilched lo GTELD without authorizall
02 - Switchad lo GTELD wilhout autherizall
02 « Swilched lo GTELD without aulhorizali
02 - Swilchad to GTELD wlthoul autherizali
o1 - Swlichad lo GTELD wilhout authorizati
o1 - Swlichad lo GTELD wilbout sutherizatl

02 - Swiiched lo GTELD without suthorizall
o1 - Swilched e GTELD withoul suthorizati

02 - Swilched to GTELD without authorizatl
02 - Switched 1o GTELD whhoul authorizall
02 - Swilched to GTELD wilhout authorzall

02 - Swlichad lo GTELD withoul authorzall
01 - Swlichad to GTELD withou! aulhorizali
602

02 - Switched lo GTELD wilhoul authodzall
01 - Swilched lo GTELD wihtout suthorizalt
02 - Swilched lo GTELD withoul aulhorizatl

n
o7 - Swilched to GTELD., Can you have

Snyder =1 o

‘Cuslomer stalés that they = 602 FL
have submilled & pic
rasldcl lo reslnel carrier lo

GTELD. They have baen w 55 -I—- —

swithed lo gther carriars
and {hat ts why Lhey
submitted plc restrcl,
Verified wilh Shirey/Ofc

FL-
o

Snyder— Ft.  or~
Gretd — L. o
LR —~ - oF
-S’H\M'U-—. r:L_ OF

Name; Clalre Atbert 6062  GF

Blll Nm: Clalre Albart

Addr. 6 Ocean

i Spyder = MO

Dover DE 19904 Phona:”
3I02/539-8580 SSN:

ande( = Qﬁ OF
an‘d{f’f WI-  or
Snyder - FL. oF

OF

Shyder - FL
@—E"L'D "‘FL_ FL
Snyder — wp- ™
creELD—FlL_ o
Snydev -~ FL- or

&6t

39

N

16032




Docket No. 990362-T

LeIPE I

TMA

S FANCHER NATALIE
& |
Bw ° PAUDA JESSE
< g
@& F  HOUSTON HOUSE BED.&
wse ennthed lo

BREAKFAST

7

TYPE B/R Fran CUSTOMER NAME ©

i2
05

02

07
08
04
08

Unauth Chg
TYPE B/IR Fran

o7
12
o7
03

m Ao ;D

IF
iF

COLE DAMON
LANGFORD MARCIA

FRANK JOHN

SCHRETTNER CHERYL

OREGON CITY SCHOOL
BISTRICT

LOMBARDO STEPHAN
BLIMPIES

24
CUSTOMER NAME

LEE CHING

YUAN JIAN
SABATINO LYNN
POMPILIO JOANNE M.

Tolal Rzason:

7605682626 DR 2/19/99 303 . 04 -Wanls lo know Il will have 8 4.9% lax g\ﬁ ol ﬂ.dU‘ CA
Tolal Reason: 1 .%uunﬁ.ﬂm.. Cex ,\ ) OL,}NMNT P i ‘
8066378385 AFB 21899 399 08" T+ Ghvan Easy Savinge Plan butwams XA S ny Aoy T
8306726940 BLH 2/117/909  2/19/99 399 359 FQ @ 0 r+ D4 -S_.wu not told abat tha $100 Early Tar
399 ™ . / {ectan .
ATST on OT/10/98. Was
cailed on 02/11/89 and .
informed would ba charged .W
$100 oady termination d
{ea, Customer staled 9\.~|.m\f
didn't sign contract. Was *
nol informed aboul the
fas, Debbie
Total Reason: 2
In Franchise:s & Business 1 Regulatory: 1
BTN WHO RECEIVED CLOSED CAL Complain Call Descriptlon Correctlve Action OIS Regio
tlssue - P n
4254819266 CLM 2/17199 401 12 - Received phone call from a GTE repres J NW
8055543135 AFB 2117199 401 08 - Recalved call from reprasenlative cla i CA
Tolal Reason: 2 .
5156284766 EG 2/16/99 404 02 . Telemarkeler called and slaled would  ~ _ A E? MW
Total Reason: 1 '
6109664759 MEM 2/16/99 405 o7 . Did not properly explaln the Easy Sav \ﬂtm Mn NE
5036572524 AFB 2/17/99 405 08 - Was sold a plan that Is nol avallable &\ﬂ mﬂ\m ) OF
$096525504 MEM 2/18/99 405 04 - Raceived conflicling Informatlan chan i . CA
4175465114 AFB 2/16/99 405 08 - Was Informad hal could comblne all a MW
Tolal Reason: 4
In Franchlse: 5, Business 1 Regulatory: 16 "
BTN WHO RECEIVED CLOSED CAL  Complain Call Description Corrective Action DIS  Regic
: tlssue P n
9164970978 CLM 217199 ﬁ“ﬁ \aU 602 o7 - $witchad lo GTELD without authorzall ,m. >£. Rmﬁl. ﬂ.b\ OF
5107916289 MEM 21718 (e g op 5}0&8%% W At i@@ iched to GTELD without suthorizall S qder—~ eyl 602 OF
9148340783 AFB 21689 FL 4D 602 07 - Swilched to GTELD without authorizall S’ Ny dar -~ N Afu OF
8476927383 . DR 03 - Swilchad 1o GTELD without authorizati OF

2117199 WN NTQb 602 -

Snyder- T

16038




5 . Ot 0{%“ ! S?L GLQI' "C'f—l-
§ : ZHANG SCOTT 4087471840 CLM 216198 SON 602 ) 07 - Swilched 1o GTELO withou! authorizall  Called cuslormer noans. OF
§ N ) no recorder.  Requesled
R call history from Snyder. |
o w did not get response from
Zr @ Snyder, 2nd requested
E 2 2 call hislgry from Sayder,
WED Calied customer ng ans.
auo L OA (—WQ %! _S‘—f-_{‘ na recocder. Recv.e |
12 R SHA YUFEN 4082535592 AFB 2118/99 12 - Swiched lo GTELD wilhaut authorzet S'n der~C -}1— oF
R SAUNDERS RICHARD & 4012746506 CLM 2/18/99 602 09 - Swilched lo GTELD wilhoul authorizall OF
* LAURIE pIGd “sas ‘e sIL l{&@f‘ E .
02 R GEORGE CYNTHIA 7188576561 EG 21690 FLAUD €B Lot ) o2 . swiched 1o GTELD without suthorzal Sh Yder - NL oF
--'——..--—c'2 R IF-_ _FICCA PHILLIP 8136542830 EG 2/18/99 €02 M_IS 02 - Swilched 1o GTELD withou! aulhorizall C. L.E C/ L, FL
"I V
02 R *- CHE CAVAN 4157312409 EG 216099 T AJ D 602 02 - Swilched to GTELD wilhout authorizall S\“{ dev - C OF
1
02 R . DIEGO HERNAN 3052280887 EG 2/16/99 ‘Fiau,(ak 602 02 - Swilched lo GTELD without authorizel Si’l der — FL— OF
7] ) )
Mn AN HAMMOND ANITA 9194932717 EG 2/16/99 602 02 - Swilchad Alo GTELD without authorzall C.C\T E‘ LD_, C/
02 R-. ESCOTO ANGEL 3056674231 EG 2118/99 ‘Frmak 602 02 - Swikched to GTELD without suthorizell  Sh ¢ d ¢y — r_’ _ OF
o
02 R.°  MONTALVO ORLANDO 3055589502 EG 2116099 Traun ok 60z 02 -Swilched 1o GTELD withoul authorizali | <5’ Ay der - Bl oF
10 —R' q’\Cﬂ TORREZ DANIEL 7732817520 €G 2116/99 ° &soz |10 - Swiched o GTELD wibout autherzall 'y d&r’ —~ IL_ OF
@Of%&ﬁi 'NERGARET 6088384772 EG 218099 - —-me0r [ E ooz switched 1o GTELD without authorzat
0 « IF SMITH GARY 8139777523 EG 2/16/99 602 02 - Swilched to GTELD without authorizall C.-\T E;-L"r) rl_’ FL
(®2_R_D  ANTOINE JOAN 7189417961 EG 2116/99 §02 'f— JZHCD o2 - Swiched o GTELO witou suhorzati S m{ dep— N \1 OF
@ - MATHIEW ROLAND 6549661531 EG 2/18/9% 602 'F“Z,'J'\’DD 02 - Swilched to GTELD wilhout authorizall n\‘{ “(Q v~ r OF
02 R . MENDEZ PAUL 3052741736 EG 2/19!99WJ\ 602 02 - Swilched to GTELD wilbaut authorlzatl 'STL d(r _ F‘ L' OF
02 R - SCHAIN LINDA 5147412080 EG 2/16/99 'quk 602 02 -Swliched to GTELC withou! suthorizal \Snu( 4r- N OF
02 R, IF  MALER ALEX 8056926762 EG 2/17/99 602 02 - Swilched lo GTELD without aulhorizal C‘T ELD — ,fq— CA
02 8 . JAMES T.JESSER 9494947084 EG 2/18/89 502 02 - Swilched To GTELD withaut aulhorizall _ )?q, CA
‘ LANDSCAPE ARCHITECT ‘ e -
. Tolat Reason: 23
12 R GANDH! ABHILASH 7324222651 AFB 2/17/99 699 12 - Changed mind, Goesnlwant lo be swi S‘M{ 5( (- N OF
Tolal Reason: 1 '
Billing ] 14 In Franchise: 7 Business 1 Regulatory: 7 :
1YPE BIR Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL  Cecmplain Cali Descriptlon Corractive Action  *. DIS  Regle
tIssue . P "
. 701 04 - Being billed by AT&T. Cusi tal ' t” OF
04 R HOANG MAI 9167236461 DR 2/19/99 0 eing billad by usiomer stale S ’U'{ AQr _,C

e resmet”
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Exhibit REP-21

Docket No. 990362-T1
Page 68

TMA
TYPE B/R Fran

09 R IF
04

02 R IF
04 B iF
01 B IF
04 R IF
'DNS

TYPE 8/R Fran
\\y( R IF
Unauth Chg

TYPE B/R Fran

sOLDSTEIN JAN

6
CUSTOMER NAME

BROWN MICKEY

WILLIAMS BETTY
WORTMAN RAY

ACCENT RESUME
SERVICE

COLUMBIA SCHOOL OF
BROADCASTING

COOP TRISH

1
CUSTOMER NAME

JACKSON PERRY D.

52
CUSTOMER NAME

05 R_ DURAN LISA
of R ) | ROJAS AUGUSTO
{ . nen 3-4

07 R IGLESIA JOSE

i2 R LAM DAVID

12 R LIV JINGSONG

7148425658 DR

AF\J\\f 2
| ‘Lf QV‘!’O‘(

GTEWD - CH

2/23/99  2/26/99 399 MIS - All time has been used on pra-pald ca Cousiomer sald whenwent & CA
to use the pre-paid card
4 reachad a recording no
mora lime available. Never
usad tha card. Talked lo e
the cusiomaer sha advised
recelved the pre pay card
somatime last year neve
Tolal Reason: 2 .
InFranchise: 5 Business 2 Regulalory; 2
BTN WHO  RECEIVED CLOSED CAL Complaln Call Descripllon Corractive Action DI Reglo
: tissue : P n
9192863200 MEM 2025199 : 401 401 09 - Receviad rude Ireatment Irom call cen &T ELA-) 401 SO
Total Reason: 1 == =
5594397515 DR '+ 2126199 402 04 - Gatling harassing calls from GTELD. ———, OF
9092423285 EG 2/25/98 402 C p( L'_( 02 - Continues to recelve calls from GTE | z CA
5734426184 MP 2122199 402 04 - Customer having lrouble wilh GTE calt :BS C/ . Mw
Tolal Reason: 3 ‘
8085247000 EG 212599 404 .+ 01 - Conlacled by telaphona solicilor clai @ . q HI
«f( A :
Total Reason:
"3603545361 CLM 2/24/99 405 04 - Sold 3 plan for .09/min and GTELD is @ . . NW
Tolal Reason: 1 ' ' -
In Franchlse; 1 Business 0 Regulatory: 1 _
BTN WHGC RECEIVED CLOSED CAL  Cemplain Call Description . Corractive Actlon DIS-  Regio
tlssue p n
8439324632 EG 2/23/99 599 10 - Receiving calls from lalephana solicl i FL
Tolat Reason: 1
In Franchise; 6 Business 0 Regufatory: 36
BTN WHO RECEIVED CLOSED CAL Complaln Call Deseriptlon Correclive Aclion DIS  Regic
{issue ] n
4082262915 AFB 2123199 FY - Received welcome letter In Vialnameose \Sn L( d(r - C -H . CF
4017288649 CMR 2/24/99 D ] - Received welcome lstlar o GTELD SH.L{ ﬂ( or - :E L QF
Total Reason -
3056666810 CLM 2/25/99 L(ﬂ'\ U{‘ { - Swilched to GTELD wilhout autharizati 5[‘[ l{ L( QV’ — L_ OF
4082456335 MP 223199 ’P-y A Aﬁ 12 - Switched lo GTELO wilhoul authorizali Sﬂt{ der _ (_F\ QF
5107421131 MEM 2/24/99 - Swilched to GTELD wilhau! authodizali 602 ‘ oF

16043




i
[y
2
g%
N
S
§=9
xL o
8e ¥
ada .
04 R
12 R
07 R IF
2 R
12 R
08 R
07 R
02 R
01 R
- =4
2 RA:
/8 R )"
kﬁﬁ:"n .
92 R

GUTIERREZ OSCAR
GREEN GARY
WADE GREGORY

3055541424
7149637081
9404839607

STEVONOVICH LEON & 7278430357

SIGMUND

SCHILLINGER MARLENE. 8048623073

OLIVEIRA LEILANI
PADILLA CESAR
RAPTAKIS JOHN
ANDRES PAUL
PEARSON JCOHN
HITT MEL

DUNN JOHN
SUINN HORICE
HORN HARQOLD

BAKAMIS WILLIAM &
GRETCHEN

TEMPLER DAVID

FRIZZELL GAIL
REATH RICHARD A

HAAS BRADFORD &
CAROL

JIMENEZ JUAN
ERISTOFF ANDREW

8082615692
6194706983
2125359638
9545256555
8315830557
5168970228
5163782149
2539523324
7183387398
2063246164

3059198893

3059315031
7184476083

5014749391-

9549642982
2127447158

AFB
CLM
MP

MEM

BLH

OR
AFB
AFB
MP
AFB
CMR
EG
EG
CMR
CMR

CMR

EG

EG

EG
EG

212399 Ty ¢
2/25/99
2/25/99
2/25/98

GTELD

223199 F 1 zeus, ck 602 12
2124098 Q. ¢ | 1B 12
212309 2025199 602 699 MIS
212299 502 602 04
2124199  2/26/89 602 639 12
2124199 602 o1
22508 (g LB 12
2124199 F\,MG 12
2/26/99 'F;M 08
2124199 ‘F,,-Mok 602 o7

0z

.602 T:Z‘A’U b— o1
sz FLAUD o2
802 'Fﬁ_/JrUD,m

2122199 2!24/99 kSOZ 602

222199 T M ¢

2/26/99
2/24188
2123199

2124199
2123199

L

602 02

602 -{:,Z WD 3”?

602 A UJD o

602 A’ﬁ o

502 .F/Q’)I(UD 01
602 F‘LMDm

- Switched.to GTELD withoul aulhorizali

" - Swilched lo GTELD wilhout authorizati

« Swilched wilhou! aultherizalion to GTE

- Cuslomer advised was slammed by

- Swilched lo GTELD wilhout aulhorizati

- Swilched lo GTELD withoul authorizatl
- Swifched fo GTELD wilthout authorizat!
- Switched 10 GTELD wilhoul aulhorizali
- Swilched 1o GTELD wilhoul authorizall
« Swilched lo GTELD withou! authorizati
- Swilched (o GTELD withgul authorizati
~ Swilched lo GTELD wilhoul aulhorizali
- Swilched lo GTELD wilhoul avthorizall
- Switched lo GTELD withoul suthorizali

- WA UTC - Cusl says he was slammed

- FL PSC - Customer was changed from

- Swilched to GTELD wilhout aulherizall

- Swilchad 10 GTELD without sulhorizati

- Swilched la GTELRF&/40/97 fipm Sprint
/.

- Swilched to GTELD without aulhcrizali

« Switched 1o GTELD withoul authorizali

Saqder -

Myder - Fu or
Siyder - Cpr o

Misdirec] Cuslomer was 699 X
for a rasalier ol

.AQLno GTELD

ATED - FLo R

Swilched to GTELD withoyl 699 OF
authodzation from MCI,

Cuslomer Iried 1o cancal : A
but still being bitled, G\T E'—u)

e

Jackle Harper Issued out
order. Cuslomar had
credll amounl so issued
$2.83 debil 1o zero
account.

GTELD — Hz’(u*
Snyder- CH or

Sayder - NY oF
SM{A-{Y - FL oI
Snyder— CH OF
Shydir = N Yv OF
Snyder = NY v oF

om“((, LJ& o7
OF

Recmved LCA Inlormallon 602 OF
Is as follows... Name:
Brenda Bums Bill Nmy
Bessle wilia Addr:

907 28lh Av  Apl A .
Seallls WA 98118 Phone

206-324-6164 LL} ‘A"
SSN/DLY: 535.08.5972

Spydar — F L.V oF
Sny deg f-FL.v' oF
Siyder — N Vv

Bric_ A

._-—..-
- iy

_;nt(r: F}_ I o
— . /
Sflt{dif :’\'J b/

Sm{r{'ﬂ/’
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= —
A
g5
L -
o W
Zr o .
éaa". IF-
o —_————
02 -R -
7o,
02_R
02 R’
(o1 RD
e
/b’1- R ’.
T RX
'0.1 ] R
\_____{)
A2 R
02 R CIF
Q1. R ’
02 R .*
N
02 R
<701 R
- 01 .R2
o
02 R .
/01 ‘p. .
01 R

JAURLEY CARINAS
REINHARDT ROBERT
BAYNE RICHARDE.
ROY pAUL

BROWN J. B,
RUELAS SALVADOR
MORALES RONNIE
MILDER HARRY
KLEIN MADALENA

9544289742
4073458789
2028325562
5083365323
8132473213
8175234174
5048784517
3053851702
7183873831

SCHWARTZ JENNIFER A.3056720079

KASPER JOHN C.
COSTO NANCY
CANONICA AGNES
SIMMON MARIANN
LYNCH JAMES F.

BASILE JEAN-FRANTZ
BARR WILLIAM
LOCHRAN RAJEEY
BURLEY BARBARA
CAMACHO PEDRO
ROBERTSON JAMES
ABBATIELLO THOMAS
MERAT JACQUES
STEWART PATRICIA

4072778204

_ 5164850709

4078568290
5613916257
3604663792

5613685760
5613648499
3012298465
7184536464
3055567269
4073334791
3052555098
9417926063
6177201530

EG

EG

CMR
CMR
EG

CMR
CMR
CMR
CMR
CMR

EG
EG
EG
CMR
EG

CMR
CMR
EG

EG

CMR
CMR
CMR
CMR
CMR

602 d.,{/LA 01

2/24/9% , - Swilched to GTELD wilhcul autherizali
2/26/99 602 -szu- 0& 02 - Received welcoma leller Irem GTELO.
2124199 602 Fl’ﬂ-&ﬁL 01 - Racelved thank you fefler for choosin

2124/99 602 Ty A ot - Swiched 1o GTELD withou authorizat
2/24/9% ' 602 02 « Swilched lo GTELD withoul aulhcrizall
225199 o(\ 602, 02 .- Swilched lo GTELD withoul authosizall
2/24/99 602 '[':r MJL o1 - Swilched 10 GTELD withoul authorizalti
2122199 _FVD-/‘& ; 602 02 - FL. PSC - Cuslomer ks gelling a Primar
2/22/99 TAOUA NEO2 02 - NY PSC - Cuslomer swilched wilhou

2/25/8% B02. mﬂk ot - Switched 1o GTELD wilhout authorizall
2125059 602 Trzua AL 0t -Swilched to GTELD withoul authorizali
2/24/99 602 Woa - Switched lo GTELD wilhout aulhorizall
2/24/99 602 W 01 - Recelved w:;,loomu laller Irom GTELD
2/25/99 602 WOLGZ - Switched 10 GTELD without authorzall
2/26/9%  2/26/99 602 602 M ,502 - Switched lo GTELD without authodzall

L=

223199 "r—w/zu»to( 602 01

22299 Tyom. Mes02

2/26/99
2/24/99
2/24/99

02
2/22/99 'F‘ya,u&,a‘\ 602

2/24/39

2123199 wcﬂsoz

2/24/199

2
2

602 1

Frowhs
Traud-o
602 ’X;)’DL*-!LN

Tolal Reason: 48

602 ’mewL:
; ‘[-”mpukn

602

- Swilched to GTELD without authorizali
« FL PSC - Cuslomer swiichad wllhoul au
- Switched lo GTELD wilhou! aulhorizall
- Swilched 1o GTELD without aulhorizall
- Switched lo GTELD withoul authorizall
- Fl. PSC - Customer was changed from
- Swilched 1o GTELD without authorzall
- Swilched 10 GTELD without authorizali

- Receivad welcome letlar Io GTELD.

Sngder— F [
Snyder - L/

Shyder -FL . o
Snyder - F Ly OF
Srqder — D W/ OF
Snyder = MAV
GTE(D— )

Snyder - T X V OF

Snyder = LA OF

SM{ der - F_L—-V/IOF
Shy der - ch/g::
Sayder— -FL-

Sny dev - F LY o
Suydder - N;) v/ OF
Snydec — &1LV oF
Sngher - FLV O

Customner states half - 602 NW
reglonal calls was swilched

withoul suthorization, This .
Isa \/\,”1(‘
1ECT ’

Shyder - FL- /OF
Snydee ~ FLov' oF
Snyder - D O
Snqdar - uY v/ /%
Snder - FL O
Snyder— L/

/ OF

L

SMyder = pA/ >

.
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=
(]
. O
o ul
ZE -~
335
x.-m
EEL
12 R
04 R
06 R
10 R
02 R
Other

TYPE BIR Fran

08 R
12 R
04 R
12 R.
2 R
12

02 B

FANG SHENG

CASTILLO JORGE

SMITH NORMA
YEARY RONALD
CLEMONS NANCY C.
SMITH ZAID

7 .-
CUSTOMER NAME

KIRSCHBERG MORRIS J

WOOTEN MICHAEL
MILAN REBECCA

MADHAVAN
SREEKUMAR

G!BBS KRISTI
NAHAR SANJAY

R R WEBB SPRAYING
SERVICE INC

4082624635

4156736283

3603415334 -

5028890972
6064362082
0413428183

BTN

2107364381

5124528582
5628676567
7164245718

4054474891
8474190906
7275465758

BLH

BLH

OR
ClM
CMR
EG

CLM

DR
MP
MEM

DR
DR
EG

2425/99

2/23/99

2/23/89
2/24/99
2/23199
2/23/99

— J In Franchise: 1
WHO

RECEIVED

2125199

2/23/99
2/25/9%
2/23/99

2/23/99
2/24/9%
2/25/99

2/25/98 707 i7 12 - Sl being billed by GTELD. Cancele
. LIS
o "0 o der
2125199 707 T07 12 - 5lill belng billed by GTELD., Swilche
~ (Lt ( \
ho G ordley
Total Reason: 6 l ..{ L
799 'F\ Being billed e roneouslybyGTELD H
799 o] - Being bllled for S0Z/889-0972. have
799 10 - Calling card calls made by dauthers'
799 02 < Being billed by GTELD on 941/342-8183
Tolal Reason: 4
Business 1 Regulalory: 1
CLOSED CaAL  Complaln Call Descriplion
tissue
801 08 - Has pendlng account owed GTE bul
Total Reason: 1
B99 - Cancel GTELO. Ordered Ihrough the
899 :FE’L(M.Ol\ - Wanls GTELD remaoved from dill wanls
899 12 - Discontinued GTELD 10 days ago bul
LECAJR¥ .
- .
8949 12 Cance GYELD. Gol a call trom

T |
849 P{C ldh.‘g’-f < GTELD canceled Called customer

Tolal Reason:

6

02

- GTELD relused la provids long distanc

Slill being billed by GTELD, OF
RPMS shows canceled

through another LD S

company 12/23/98 bul .

was slill being billad tha “&( C(C!

primary carmer charge and
had & cradited amount,
Solar had out order lor
0212319 ’ ’

Still being billad by GTELD. 707
Slaled swilched 1o ATAT
In tha middie of March.
Rpms show cuslomer
active wilh GTELD 8/28/98
daaclivaled 11/24/68.
Jackle Harper Issuad Oul
order, Called customer la

\an Aer — wkt

ﬂbbﬂm&ff
AT -

H

Corraclive :Acﬂon

STeLD
Srydar
S'\b{iﬂ/ 899
T ELD .
Snyder =1 (

ey e w

Ceb

OF

Sy du

CH

Regio
OF

OF
ca
OF

oF
OF
FL

16047
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12
07
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02
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Page 72

Ral

!

.EDERMAN WILLIAM = 9413770249
FARMER FRANKIE § 5735820514
ELSTE RAINER 3059403857

LECHADORES CHESTER 2133854121

KLEIBOEKER JOHN 5032634762
ALLEN RANDI 9087660418
KAYS RICHARD 5096879864
WALLACE GLORIA 3232816997
TURCOTTE KARA 4017651454
KWOK WAI-LLEONG 7704582260
ROGERS CLIFTON 7033217562

SAUNDERS RICHARD & 4012746906
LAURIE

CASTILLO LUIS 3052487117

pt(gl\-!E STﬁ‘JLEY E 5624317358

FERNANDEZ MARYLYN 2128615312

GOMEZ-MARTINEZ 7183812411
NELLIE
MORALES LEYLA 3058293218

AFB

AF8
AF8
AFB

CLM

MP
AFB

DR
AFB
Cw

MP
EG

CMR
CMR
EG

CMR

CMR

3/2/99 801
Tolal Reason: 1
312/99 602

vu99 Lo A RIS
3289 Ssder %d“

313199 602

315/99 ?’:W-&.UL 602

31789 4593 802

602

399 [ kA &S

31199 Fy g pA892
313199 —ﬁ’ML 0@2

3299 wﬂksoz
315199 Fyziu A 802

31199 oy o\ 602
3r2/99 f ﬂ 4U wz

3/2/99 3/2/99 6L602

3/2/99

e o
314/59 ﬁz w D

602

Ch
N

12

12

"{'Jﬁna&

602

04

03

04
Dista

04

07

- Received welcoma leler 1o GTELD. Di

- Swilched lo GTELD wilhout authorizati
~ Swilched to GTELD wilhout authorizali

« Swilched 1o GTELD wilhou! aulhorizali

* - Swilched 1o GTELD wilhout authorizati

« Swilchad 1o GTELD without authorzaté

- Says he was slammed by GTE Long

« Switched lo GTELD wilhout aulhorizatl
- Switched to GTELD wilhaut authorizall

- Switched to GTELD withoul aulhorizali

- Swilched 1o GTELD withou! authorizati
- Swilched lo GTELD withou! autharizali

- FL PSC - Their long dislance service

- Swilched 10 GTELD without authorizati

- Swilched lo GTELD withoul authorizatl

- Swilched to GTELD wilhoul aulharizali

- Swilched o GTELD withoul aythorizali

ire fe 5 2

16051

FL

- OF

soqdet” oF

Snyder - Co o
Requesled call history 602 O I

from TMAs, Called
customet 1o lat her know
ihat 1 was Invesligating &
would let her know whan |
recv. Info. Per
Wordcom/Chris customer
wianolher as of 2/4/99,
Cuslomer swile

Shydr - /UT oF

GTCH2

Sitel lape sel ingicalas -602
cuslomer aulharized the

swilch, Tma lollowing | T
preper policy and Q\ [ ml

procedurgs.

Sayder - Cﬁ* oF
Shydrs £ L OF

Cuslomer gave his current * 602 OF
Instead of the- # that had
been swilched. | S\
resaaiched & foynd # thal ﬂ L(d’€ f
had been swilched,
Belinda found sale & sent . S
cusiomar 19 apologize %
explain lhat h
Sh <y VA
At Qen .o
Air)

voica fils. Called

(S "

d "Q; I QF

S n “t dexy cA

Cuslomer LD service was, *- 602  OF
swilched wilhout

sylholrzation, S3les
channel - Snyder, LOA -
proviced - Fraud. Credil

Sﬂj&ir
has been Issued , )

M- Tee — Shygrer
FL- PSc/-f— O
m}z(uf
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Biliing

TYPE B/R Fran CUSTOMER NAME
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02

01

Page 73

N

;'I

IF

duu-}& W Mine— -
INDA VIRGINIA J. 9203613812 EG 3!3:’9M 602 02 - Swilched lo GTELD wilhout authorizati CU‘_‘: p ‘S C. 7 . ¢ ‘%
MCDONALD J.w. 7074642527 EG 32/99 602 02 ' - Swilched lo GTELD without aulhorizai @ A - £ C_' — L‘ W
ZHOU LIANSHENG (JOE] 2485854873 CMR J35/9 f\akg M 02 - Switched lo GTELD withoul authorizali JOF
Qusfsthaigd MI -/7scC —gm{dm
NELSON NANCY 2128741557 EG 3/3/99 Fﬂ,{’d,}}oz ] 02 - Switched lo GTELD without aulhorizati ]y P 5 C - g ny AQ o OF uN_,
NGUYEN HANK T, 7147766328 EG 3/2/99 u.ﬁ\? az[{»u,wl/a, 02 -Swiched o GTELD wiboul surbarizat O Py ¢ — Sn ¥ devor @
NOEL JEAN-CLAUDE 2123271047 CMR 602 01 - Switched 1o GTELD withoul aulhorizall FCC UY — S A \{ d 38 OF Y
MERKEL TERESA 8133215758 EG 3!2!99 33/99 602 602 02 - Swiiched lo GTELD without avthorizali  ACCORDING 602  FL
CUSTOMER AND
RPMS/QGMF CUSTOMER
WITCHED TO
CLECN JAN 98 - JUL 8. FL !)) L
CUSTOMER
STATES HE HAS BEEN - .
' swircreo more HAT - LY (S D }':7(;-(]'
ONCE FOR THIS / e
ACCOUNT. pl.EASE
FIND AND CREDIT.
HARMONY LANTERN 2063241433 EG M 602 0t - Swiichad to GTELD withow! authorizati —FCC Ld A, SA ﬂ( r’
. Total Reason: 24 .
V/ANG JOSEPH 6263516224 DR 3/2/99 315199 659 699 12 - Deceived into swilching lo GTELD by € Cuslomer slates deceived 699
v-a into swilching to GTELD by
, Q F j a g Chingse language sale. B e
Ly Raviewed DMSs shows C
™A Nghe ’ Snyder made iho sale
2/7199. Requested Sm d{ r
! L W clarification of the sale. k{ ’
Recsived the 1apa had
{ranslaled. The ,
Total Reason: 1
18 in Franchise: 8 Business 3 Regulatory: 6 .
BTN WHO  RECEIVED CLOSED CAL  Complaln Call Descripllon Correclive Action - 'DIS  Regio
tissue P g
WERTS CARLA 2176882078 CLM 3/5/99 701 04 -Being billed by Least Cos! Routing. C%]’E_L/J_D o MO
CARRASQUILLO 8544769999 EG 3/5/99 701 02 - Being billad by Minlmum Rale Pddng.___\g C_’ - = e ’ S0
KATHLEEN .
I - M “y
KEEN DEBRA .. 2197632369 CMR 35199 701 i1 -Beingbiledby OANand GTELD. [ N —~ U E LY wo
CHING OPM BENEDICT 7148767555 BLH 3/4/09 34589 701 701 0t - Swilched 1o Equal Nel withou! aulhari Raceived a bill from Equal 701 QF
. - Nl ona long distance call -~
lolaiing $152.20. 3
Cuslomer slates il was a i’
800 call and made on
Salurday when his office
is closed, Cuslomer
slales Equal Net said he . 3
SR

Total Reason: 4




=
g
o
o
0 .,.41
-
[=)]
858
08 R
i0 B
08 R
i2 R
MIS R v
03 R IF
A_.m R
03 R IF
02 R IF
02 R F
|
g4 B IF

‘EAGER SHARCN

SIMPSON SHARON

DCAN LOC

NOISEUX GEORGETTE

9404472115

4082656876

5047856735

3059407398

BURNETT'S INS. AGENCYJ605326181

LOPEZ SANDRA

PAPUGA JORN

TURNER ROBERT
HE YE

GROSS LINDA
CAROTHERS SHERR!

2109234850

.r__c FRANK GUANGXIN ﬁm._mv.ﬁma‘_m

7277856967

9414927193
6503178177

8139914577
9417469262

HARTLEY MRS BERNELL 3348973020

VIP PUBLICATIONS

4173320847

MpP

MP

BLH

MP
EG

AFB
DR

DR

MP
BLH

MP
CMR
EG

AFB

/599

/3599

313199

3/4199
3/4/99

32/59
31299

312198

3/5/98
299

315199
3/2/99
3/5/8%

/5458

704

704

Total Reason: 2
3/5/98 707 707

707
707

Tolal Reason: 3

799 .*nmxnx\o»kwﬁf;Om

3/5/99 789 799

3/4/99 788 759

799
3/4198 799 7599

799
789
799

799

EMP
b

12 . Wanls combinad billing of cell phone
e —

- Combined bllling and change name on

12 « S1ill belng billed by GTELD. Changed
e

08 - Being &%M%oq C:WL P.mog_

10 - WA Altomey General - Enclosed a bill

- Receiyad bt frormGTELD"

12 - Billed for calls thal did nel connecl

—

ﬁ MIS \. - Nol respensitie lor $42.12 In calling

-

03 - Quoled rate of .14/min 1o Canada from

12 - Made 2 payments vla bank’s onlins pay

03 - Being charged long distance rales for
& 02

02 - Being billed for calls did nol make

04 - Promigéd nw:.:n nua surcharga le¥ w.

N

AT EVD oF
wesST oF

SIill being billed by GTELD. 707 OF
RPMS s 3
anolhar catrier on-

16053

was wrillen by AFNI,

dgctigics

. Fabruary shows credil

Jackia Harper _mmcnm
order, Credile:

01/02/89, No ol order
S Yday

4.01

OF
- . OF

\%%qummmmwyﬂﬁ*Ndwhwx\\ OF

Cuslomer stales billed for 799 OF
calfs (hal did not connect.
Billed for one call thats a .

local call. Reviewed bvl .
Vi gler

billing for the month of

already Issuad for $8.24
leaving a balancs o

Cuslomar slales nol 799 FL
responsibla for cc calls .
lolaling $42.12. Reviewed '
solar Eoo_.mnuwéiu 3 i
{(zalling card issued by the
8% wide; Tlslomer not
service by GTELD, |
e-mailed tha cusiomer to
advisad and

G = P\v FL

Made 2 paymen!s via 799 OF
bank's onling payment -

systam $67 and $31 quile

along limeago Those2 ~\ m >
paymants show up on % m

bank slalemenl but GTE

keaps asking lor lhe

manay. Advised custorner

via lelephone an

mmwﬂﬂ.mmlﬁiMme\. FL

- Son made $00 calis 1ofalling $642,83 m r \% .mA.\H. FL
\p h\\\\ maq mmuﬂwlfd S0

I . MW
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B

R

DNS
TYPE B/R Fran CUSTOMER NAME

IF

IF

MCMILLEN JOHN

STRAIGHT PATHS
FOOTWEAR

VIVERALLI JUDITH

1

02 R TROXEL TOM
.Unauthorlzed 33
Change

TYPE B/IR Fran CUSTOMER NAME

07
o
01
01
01

b S B v B ¢ B ¢

WALSHARTS MARY
KATZ MEYER
TRIAY ENRIQUE M.
WAHL WILLIAM H,

"WILSON KAREN A.

5027537568 CLM 3/9/99 . 403 3 05 + Received 8 call from Lelemarker'stali
. Total Reason: 1
7152579382 CMR 3/9/99 404 02 - Received solitallon call from Consoli
Tolal Reason: 1
8147343866 BLH 3/8/09  3M1/99 499 499 05 - We Jusi made & cail fo a customer - J
Tolal Reason; 1
In Franchise: 0 Business 0 Regulatory: 1
8TN WHO  RECEIVED CLOSED CAL  Complaln Call Description
tissue
6056656067 EG 3/8/99  3/12/93 504 504 02 - Place on DO NCT CALL list, Fila form
Tolal Reason: 1
In Franchise: 8 Business 4 Regulatory: 20
8TN WHO RECEIVED CLOSED CAL Complaln Call Descriptlion
tIssue
4072984014 DR 3.'10-"99"{} M 601 07 - Received a GTELD Welcome Leller
5166304136 CMR 3/10/99 ’(FM ak 601 at - Swilched go GTELD wiltout authorizall
3056511085 CMR - 3110199 Lo A 601 01 - Swilched lo GTELD wilhout authorizali
2063283595 EG 31099 HMHMLﬁi Odﬁ | 01 . Swiched o GTELD without authorizali
4174243435 CMR 3M10/99 601 - Switched to GTELD wilhout authorizall

Regquested call hislory
Irom TMAs. Called
cuslomar Lo apologize ho
ans, no recordet, Called
cuslomer 1o apologize on
ans. no recordet. Recv.
contact info from
TSIngrid TS1 conlacied ©
cuslomar on

- TMA Wes! called
cusiomer and used tha
ex-wifa's nama Janel.
The currenl wifa wanls
Janel ol \he accounl,
Checkad the systems.
Cuslomer has GTE for

JW_
ong gistance.

499

OF
e8]
u
Q
0
-

NO

NE

NTE

Corrsclive Aclion Dts Regio
P n
Cuslomer requrstio be pul 504 OF
on DNS lisl per SO
commission. 3/9/99
enlered cuslomet in lha -
DNS list. ’
Corrective Aclion .DIS Reglo
P n
Shy Aer ~ FL o
S‘fft( d<r — NY o
Sayder — F L. OF
§n (lar ~lh o
L,(;EZ — MW
M3 Sou!



= AAGIC CARPET TRAVEL 8059644741 EG I10/99 312199 BOY 01 « §wilched 10 GTELD withoul authorizati RPMS shows GTELD \ CA
g . . began providing servica -
- based on an efecironic —
§ o Iransaction received by 6\'\ EL:D
S E-J the LEC (GTE Calilornia)
Zro on 71298 for IE service . CP(
== only {2008 TCSI}. GTELD
x8a deaclivaled servica on
ada 7/30/98 also b
Tolal Reason: 6
12 R MISRA HAR! 5083484400 AFB 3/9/99 r’a.bx 02 . 12 . -Swilched wilhoul authorizalion. Neva Sn A_Qr - (A)I OF
12 R WILLIAMS NATASSAH 2064444720 AFB a0 (LI hdp'f/(/“«/ff[é - Swilched to GTELD without authorized. S h c( 2y~ C JB oF
09 R THORNTON JANE 3058886639 AFB 3/111’99 -FrdMOL_G()? 0 . Swilched to GTELD without authorizali ?n i.{r - F L_ OF
F 110/ . Swilhched lo GTELD from ATAT wilh
R FONG JOSE 2120627527 AFB o9 L oA (Tgbgj j”f*"') cu s [T -Swilhchedlo rom ATAT without S ¢ A{f N i’J OF
R MAHONEY ROBERTF. 3135639285 AFB 1 3/10/99 —ﬁ'a,u 602 03 - Swilched to GTELD wilhoul authorizali S n d or - M J:.- OF
R DOAN THANG “ 5107926324 CR 311199 "F‘rx}v\ﬂk' 602 ,ge}\a\ 08 - Swilched lo GTELD without authorizali '-JR A{‘ — Q H OF
05 R SPRINGER BEVERLEY 6512579404 CLM 10910l A Zulegoe 4o Jeorde v B é&r&éaf &t Lottt S’W A{r - M N MW
07 R - VISCOMI KAREN 7186247343 AFB IN0/99 { ! M!"k 602 07 - Swilchad lo GTELD from ATAT withoul .gﬂ&{ -{( — }\J QF
07. R IF  COHN JESSE 3104756102 AFB 312108  Faea A_s02 07 - Swilched to GTELD wilhoul aulhorizali ngder — fﬂ(‘ CA
i2 R . DUONG THUAN 4089268305 BLH 3999 3/112/99 602, 602 12 - Swilched wilhout authorization. Does Swilched to GTELD withoul- 602 OF
A\‘ : authorizatlon, Cuslomer
r oA has PIC resliction, Oul S‘ c{ .
ordes ssued. Creditwas . J N\ Y £y —
issued lor $20.61 and a
closing slalement has G A"
been peneraled. Have
TPV lapa with cuslomer
slalin o
02 JUAREZ DARLENE 5592241690 CMR 3110/99 ‘F rw{gL. 602 02 - Swilched lo GTELD wilhout authorizall SI\L( l{(lf — Q H OF
02 R MAKONEY ROBERTF. 3135635286 EG 3M1/09 3 2!9.‘:-1 602 602 02 - Swilched wilhout autherizatlon from A Customar swilched withoul 602 QF
// authorizalion. Sales a
Channel - Snyder LOA
provided « Fraud. Per M :T:‘
cuslomer complately frau —
and says this really sheds =
a bad light on GTELD lo *
have a Agency deing Lhis.
Alsa
M R DIUGUID MARY R. & PHIL 9047610729 CMR "F( AL gk 3/10/99 602 gﬂL{ A{r - F'L- o
Switchad 16 GTELD}vilhoul authorizali OF
02 R DELGADO JOSE 3052644616 EG 3/9/99 "Frow»tk 602 02 - Swilched lo GTELD without authorizall S}\ A.Q( - FL- oF
02 R IF  SHAW NORMA 9096742580 EG oo [ A ik S .02 -Swilhead 1o GTELD without aulhorizall Sh‘( der -Q p( CA
02 R SANTOYQO ALFREDO 3055534751 CMR 371189 “FI"BMOL 602 02 - Swilchad to GTELD wilhout authorizali S RL{ A{r 0 F L OF
62 R AVELARDE GERMAN 8475508417 EG 3/11/99 &£02 02 - Swilched tp GTELD wilhoyl aulhorizall | —_— — OF

50 A‘ / .Slamm A NU .L./OA- R
S0t = s Ly

16059




Ly

Wm.

. O

gy

25 ¥

ouw o
02 B
sl
02 R IF
04 B 1F
05 R
02 R IF
Billing

TYPE B/R Fran

04 R IF
01 R IF
12 R IF
08 R
i2 R
12 R _L

OCHA PHILLIP
WANG HUI
MANDEVILLE WILLIAM
BUSER JOHN & DAWN
INDEPENDENCE

COMMUNITY BANK
HILLTOP GROCERY
NAKUTIN BOB

STEVE GAGE MARINA

mhmmzm‘.pc KENNETH

9544502694
734 mmmo.ﬁ.ﬂm
5163546229
7186287943
7188598888

"5014971722

3602681523

4173358167

50899328489

SCANTLAND MARIANNE 2815544269

19
CUSTOMER NAME

BARTON MARJORIE
FORD HENRY W,

KIM RAYUNG

LiU BE!
HANRAHAN JOHN

AVILLA KATHY

In Franchise: 6

BTN

5172798790
2194320881

6182627475
3306787063
6106900840

3603805232

AFB

CLM
CMR

WHO

CLM
EG

DR
CLM
CLM

BLH

3/12/99 orf,wfﬁz

3/10/99 _\.E} mom

310199 .P&.t&r.

311099 Yoy A_ 602
3/10/99 > 602
\ﬂ\aﬁ.m(

310199 602

Tolal Reason: 23

2/9/89  3/91/99 603 603

3M10/99 603
[ Total Reason: 2
3299 699
3/11/98 698

Tolat Reason; 2
Business 1

._Qc».( Po:-ﬁcru.nnﬁ

u . Swilghed 1o GTE/GTELD wilhoul authori

02 « Switched lo GTELD withoul aulhorizali
01 - Swilched 1o GTELD wilhout authorizati
3] . Swilched lo GTELD without aulharizali
02 . Swilched lo GTELD wilhout aulhorizali
10 - Swilched to GTELD wilhoul aulherizati
02 - Swilched from GTELD wilhoul authorizl
04 - Swiiched from GTELD by MCL. Wants
GT
05 « Cancel order for GTELD. Received

wilched ta GTELD from AT&T bul
nmwa.p_.n.\ﬁ The duy wher

Regulatory: 3

RECEIVED CLOSED CAL  Complain Call Descriptlon
' : tissue
3/10/99 T 04 - Being billed by HBS on behall of ACH.
3/10/99 701 01 - Being billed by OAN Services for Mini
yUARS
Tolal Reason: 2
3114199 706 12 - Billing for calls 1o Korea are nol co
3M12/99 706 08 - Requesling lemlzed bl for August.
379199 708 706 12 - Explain why a bill Is being sent wilh
Tolal Reason: 3
3/10/99 707 12 - Slill receiving bills from GTELD and

A m:: der — HH L - oF
Sayder = M oF
Snqder— AL oF .
Shy der= Ni ofF 8

OF <o

Shtder - ?_. v

R —GT e
TELD - 603 Nw
CGTE-LEC
%\ P e
. .mfpin:..ﬁl ?Cm.\ OF
X
Shy der — 1K
Corrective Actlon U,_w Regio
P n
GTeELCD NE
I . . NO
/i NO
Snyder — CF{ o
OOF Customar Is not - 708 QF
wiGTELD. O #1118671
order processed on 3/1/99
for TSCI 2510 -
wmn.ﬂnzmu%.a n.,_m._“o@.:wmh.ma [ 3 mJ_AJ m\v
2067 inew billing party
selacted GTELD [ollowed
by 9996 3/1/89 ANI
deaclivaled.
Snyder = WA
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Page 78

o

e |

05
05
05

02

R

R

GOLOBAY MIKE

§724847831 MEM

IF HUYNH HIEN VAN 7148976763 MEM
ROBINSON GENEVIEVE 7045661331 MEM
IF . KELL MARY 4257128014 AFB
IF KINGERY KENNY& 5152593442 CLM
KATHY
_TRAN THAI 4089843942 CMR
off%ﬂ% mowmo 7182847944 EG
HALL RUSSELL 9413490227 CMR

Cor Ry F

02

04

02

09

R

B

R

IF

1F

!

MILLER BELLEW

5619655092 BLH

THE TRAVELIN' TAX MAN 8133915963 MEM

BELICH & DEMARCO INC 4408353679 CMR

BARRERA SAMUEL &
FEDENCIA

9564871370 AFB

3/15/99

3/15/9%

3/115/99 602, 2 04 - Swilched lo GTELD wilhoul authorizali

47199 602 602 07 = - Swilched lo GTELD withoul authorizali

ANYN

19/99

arei9sp A 02

37198 mpa\

10199 S| a‘ix_.\?o&\ %&m
602 o

| ve w_.m:&/ Qou\q

602 - Swilchad 10 GTELD withou! aulhorizati

- Swilchad 10 GTELD withoul aulhcrizall

02 . Swilchad o GTELD Irom MCl wilhout
% &ﬂ%g ﬂ NS;A_ . Swithed withoul authorized stil bei
3716/89 602 15 R *ﬁv - Swilched 1o GTELD withoul authroziali
31598 3/198/99 Qﬁmom 602 o2 - Switched to GTELD wilhoul authorizali
3/18/98 602 04 - Swilched ta GYELD wilhout authorizlio
3/47/99 602 02 - Switched to GTELD withoul authorzati
Total Reason: 13
3/15/99  I/19/99 603 106 09 - Swilched 1o another carrier ATAT Ir

« Swilched lo GTELD wilhout permission,

CF

cLEC

Customar swilched by
GTELD without 0o
aulharizalion on
§72-4B4.7831. Abill was
crealed as & result of an
order senl lhrough PaRT
ar
originaled by CLEC_Ahe
cusiomar says id

Customer wrola leitar fo 602 CA
PUC and copied GTE and

ATAT slaling he had been

switched without e
authorization. The tape - . =
ThpIedty Ensot [dr "

s Indicale a

slef6r Hian Van Huynh.
NoSSNwasglv  ~ _ .
H
S ny der- o
S ny dor— WA ww
(S TELD- TA  ww
.M:ik&_\,\ m,,bl OF
Syl - VY o
-ty A\ M
Dnyded - LT
Swilched 1o GTELD without 602  OF
aulhorization lrom
ATATIMCL Qut order S
Issued 12/30/88, Credil -3 kb / % e
Issuad for $23.17 was . /
senl lo uncoliectables for
wiile-off, Customer \n\‘
exlremely upset said just
forgel abou
GTELD —FL. *®
S e . OF
Long distance ot swilched 106  TX

over to GTELD due lo Pic
restect line through
e local Lec no toll

.A..ns Atr \\_NA

16067

)




5

o

81—

g8 4

G

z“‘,‘?’_ Fran CUSTOMER NAME

g‘;ﬁ @

2ER

O u o LAGROW MARGARET
064 R IF  DEBUSK JERRY
12 R IF  JOHNSON BENNIE &

SHEILA

05 R IF  JONES KAREN
Unauthorlzed 31
Change

TYPE B/R Fran CUSTOMER NAME

09 R BESHIR MRS,

02 R BURGOS ROSA

12 R DANG BERNARD

12 R LAFORCE MARIE

03 R WHITTBOID EDWARD
OAKS IRA
ORTIZ RENE

In Franchise: 3 Business Regulalory: O
BTN WHO  RECEIVED CLOSED CAL ~ Complain Call Description
tlssue
7273923184 DR 25/98 501 04 - Remova from DNS list 'na reasen
9419279744 BLH 2393 v24/99 501 501 04 - Remova from DNS !ist and phona
Tolal Reason: 2
7034979644 DR 28/99 . 502 12 - Remove from ONS list has
Total Reason: 1 .
2815761700 MEM 325099 ¢ 503 05 - Remove from DNS lisl dua to TMA
' Total Reason: 1
In Franchise: 7 Businass 2 Regulatory: 22
BTN WHO  RECEIVED - CLOSED CAL  Cemplain Call Description
tissue
7187457099 CLM 32399 ’Fl' L~ ‘k 502 - 602 09 - Swilched to GTELD without authorizalf
2122653858 MP 3299 Fr oM alﬁz 03 - $witched ta GTELD without authorlzatl
4155858731 CLM 322/99 Wﬁ?g ?2\ 6§02 12 - Switched 1o GTELD without authorlzatl
risdeTsas0 MEM 3oz or*en 12 - Swithched to GTELD without authorizal
5618521755 MP 425/%9 F (md!:. 602. 03 - Switched to GTELD from ATAT wilhout
3139215361 EG V899 Typud 602 602 09 - Swiiched lo GTELD without suthorizal
2126834560 CMR 25199 ) 02 - Switched o GTELD without aulharlzatl

F my\)\&OZ'

Snyder- f\f\/’

' DI

Comrsctive Action Reglo
©P n
’ FL
Add lo Do Nat Solicitlist. 501 FL
Ramave from phone .
directory. Customer had &
move order of 12/21/08
and he tequested nolto .
have his address Induded
In the di . However
itwas published. Added to
VA
; TX
Corrsctive Actlon DS Reglo
P n

knorw that  had recy. & am
Investigating. Customer
slated the! she did not sign
anything nor did she give
sulhor. (o anyo

Snyder Sale, RecfUasted™, 602 OF
call history Ir nyder.
Called cusiomer N

Sﬂb ey~ N OF

e 2

,Q

s

Reguasted .
NOREC/Jackla Harper.
Calied cuslomer & told him
that { had recv. a aignad
LOA. Nothis SS# no one
In housahot -

Sl"\{AQK’ N\/ OF
S\’Th{(-{&‘(" FL OF

Snyder- J\ﬂ'_m OF

S

LF
A \
. l./
.-'/'

16072
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02

MLUAMS MEL
AESCHER DORIAN
SAMUELS SYLVIA
ROMEY CINDY & CURT
GOLDSMITH MARK
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Page 80

4 X

KANTA
R ALLMAN WILLIAM
OVARDITS MILDRED
R LAl CHAN SUN
R HOFSTEDE DONNA

MORKUNAS SHERRY &
PETER

R NAVARRO ALEX
LEVINE CAROL
R WILSON GEORGE
R IF -KENNEDY GERALD
R LOCHRAN RAJEEV
R NGUYEN ANDRE N.
R CHIN SUE

R ARMIJO ANTONIO
8

\F SOLIDA LYNN

Ry KWAN WANG
R fF  MOSELEY GERALD
R IF  CAREY TANJA & DAVID
B - I AZA 90'S COLLISION

AGGARWAL SARWAN 2.

3057516885
5625970739

8544787547

2083227527
3052569376
6038884361

4072779535
9419240765
5102688026
3525442642
9417757548

3059447190
4076721666
7275417709
8138584257
3012298465
6264439183
6168572374
5619676528

5017243234

4155865086
7603734158
5026253491
4253859991

EG
EG
CMR
CMR
EG
EG

EG
CMR
CMR
EG
EG

EG
CMR
EG
EG
EG

CMR -
CMR.

CMR
£5

AFB
MP
DR
EG

24789 ‘Frwun)\-eoz
32499 Fy Mak.eo C{d
W80 ¢ p w D 602 M

32289

a2m9 Fri Mz}\ 802

2299 .FmtkﬁoQ

voves FR M Pe2  s02
323099 802 602
M24099 LO} teiSTRR ’fffﬂ
322199 602

wsw F() Mf) 802,

w290 T2 ) Doz

25099 msoz

23799 602 602
e 602 602 ..
w220 Framd. 602 2

anves Lot exirted2

v24198 Fymun As02
V24199 LO& oy ¢ §07
24159 2499 BO2  BO2
Total Reason: 27
24169 603
2389 603
24159 603
v23/99 603 603

Total Reason: 4

02 - Swiiched 1o GTELD from ATET without
02 - Swilched to GTELD irom MC! without
02 - Swilched o GTELD from ATAT without

01 - Swilched lo GTELD trom MC) without
02 - Swithched to GTELD from MCI without
o1 = Swilched lo GTELD from ATAT wiihout

02 - Swilched 1o GTELD from AT&T without
az - Swilched 1o GTELD withoul authorizati
02 - Swilched to GTELD without authorizall
02 - Swilched 1o GTELD from MCI wilhout
0z = Swliched Yo GTELD from MC| withaul

01 + Switched to GTELD from ATAT without

02 - Swilched 1o GTELD without authorizatl - 5n

02 - Switchad 1o GTELD from AT&T wilhout

02 - Swilched (o GTELD from ATAT wilhout
01 ~ Swilched lo GTELD wilhout authorizalf
o1 - Switchad to GTELD without authorlzall
02 « Cuslomoer recontacied regulatory as sl
o2 - Swliched from GTELD from ATAT
withoul

02 -Customer slaling he has no fong gislan

03 - Swiiched from GTELD without authcrize
04 - Switched by Excel from GTELD without

09 - Switched trom GTELD lo OAN withoul

02 - Suiched EUSEIIC rom GTELD.

PR TN
OF "'ﬁ;J
CA

Sn u[-tY’ FL

OF

GTELD _ ._Fl'joz FL

18073

Snyder-Cf OF
@TC LD —¥L &
8]
Sayder -F L "
GTELT=F L 0&7
da(—F_ OF
E L D — F [ 602 FL
D F% 502 FL_OF
Sy det- OF
€r --7—- ﬂ OF
Shyfer— MT_ @2 o
Snyder - - OF
Cum:iar F[‘ 602 MW
tlammed
cyslomaer was ITamg
AR Eical Tor htr and Gla
Telops for intra prior
changed o 288 interfinira.
a3 of 122 charnged lo
54824n
OF
CA
NW
803 Nw
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e
o™
L0
o w
4
€55
SER
oOwao
12 R
08 R
10 R
02 R
Other

TYPE B/R Fran

02

o8

- 03
03’
MIS

XD m o A

IF

KAHLER JULIA

PATEL BHAVNA

KUNDU SHOVAN

BLAKENEY AMY
HARRIS ALDENE
CALCINEF RAUL

11
CUSTOMER NAME

HAND KATHY

HAZEL ADAM
CHISHOLM J.P.
KENNEDY CHARLES
HAMADA HIROYUKI

9199423867 CMR /2309
8109783963 DR 2399
4085578717 BLH 22199
4158983311 CLM 2599
5067584414 CMR 324189
3058235803 CMR 3/22/99
In Franchise: 4

BTN WHO  RECEIVED
3525439481 CMR W26/99
8154088440 EG an5ies
6477730202 MP 3726/99
5104806245 MP 32399
8085369016 BLH 323199

707

Tetal Reason:

3/26/99 799

anr499 789

:‘;'-;;(99

‘79

firoo

Total Reasbn:
" Business

CLOSED CAL

801

Tolal Reason:

899

899

899

25/09 899

02 - Slili being billed. Customer states OF
R s
8
758 12 - Charged for ng answers would ke cr Customer slates belng 798 OF
charged lor no answer
calls would ltks credit
Raviswad customer bilting o~ .. WD
from January through ekl ;{bﬂ M~
March, This accounthas- ~ (7 3, Q
the Talk {o Afaa plan with QO
Ires mins ondhe weekend. A
Thee ’
799 . 12 - Bilted before GTELD servica was In pl Bliled batore GTELD 799 oF
service was In place.
. RPMS showed a PIC .-
? \Q { € Sin el AQ(U({/L resiriction, The bllllng was -
creatad before the sarvice WJL?/JM
was sctivated.” lssyed . b
credit Called customer.
and advised.
08 - Bllled by GTELD for Cenmark calls |s 6\ j CA
, TELD
10 - Baing billed for somaecne's calls. El . S0
W()\ 02 - Being bllled for someons elsa's calls. 61’%9/ K\/ OF
5 ; .
0 Regulatory: 3 S ﬂ"‘{_ﬁ‘-{'\/", F L
Compiain Call Description Corrective Actlon DI$  Reglo
tissue : P n
02 - Other concarn, Plaasa confirm In s G\TE LD — F L CF
i / .
08 - | am faxing a copy of 2 fetler from M / o % NO
03 - Calted for clardfication of bill rec OF
03 - Raceived Incorrect Wil frem PIN. Cu ——— OF
898 @ - Calls to Japan caller cannot be hear MISDIRECT. Calls to 899 M

Japan callar cannol be
heard connacling line ¢an
ba heard, RPMS ghows
CIC code of 9101 GTELD
for domestic end GTE
Hewallan Tal for
international, E-malled
cusiomer and advise
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IF

——

MICQ PAUL

WESTMAAS RICHARD
SANTE CHANDLER

MILAN REBECCA

SHADDOX ART (SR}
KONG RUEY-FANG
DANIEL JAMES H,

0 P el et ET“‘E
GUARDIA GENEVENA
KATAYEVA SARA
CARBALLO ERBIO
NGUYEN NAM VAN
WONG SIK LAM
WILSON FRANCES

LONG MARY
SCHRADER JEAN
MEDIOS FAUSTING
QUINONES ELSA
SINHAN NIRANJAN

6167758925 AFB
7187686875 MEM

5628676587

3603733614
7344532989
4176784873
3059452148
3058582862
7184032004
30565453682
4082607249
5105221538
3055816886

8416952481
7187685949
7076435271

2123491955

3055580784

5502926189 MEM

MP

CLM 50n4,~{,rgf;fn ed / Gto'goz St nu(g(;{

AFB
CMR
EG
EG
EG
CMR
EG
EG
CMR
EG
CMR
CMR
CMR
CMR

V399 4189 602 o4
L an

411199 802° 08
W3IN99 4199 602 602 o8

Mgm 602. BG o4

'+

o4
31199 LOA’C%)W(‘S'{"{ 08
411199 602 02
wuw [ 0A- 10257 S 02
e FP AUD 602 02
anne TR A 302
30/99 2
i@’,‘?ﬂﬁz

morgs-ﬁfay-

3126/99 _‘é}mw&eoz
F LA Bn
Lok Ogpsts

roomme 2 0@_6 Y
F{d *U‘QZ 02

Pl

4/1/99
329199
33089
V399

A/2/39

- Swilched 1o GTELD from ATAT without

~ Switched o GTELD without aulhorlzat
- Swiiched 1o GTELD from Sprint without

. - Customer ciaims slammed by GTE.

- Swithced 1o GTELD without authorizath
- Swilched to GTELD without authorizati
- Switched to GTELD from ATAT without
- Swilched lo GTELD from ATAT without
- Swilched lo GTELD kom Bell South

- Swilched to GTELD without aulhorizati
- Swiiched lo GTELD withoul awthorizall
- Switched to GTELD from Sprint wiihout
- Switched 1o GTELD from AT&T wlithout

- FL PSC - Customar was changed from

- Swilched 1o GTELD without authorlzetl
- FCC - Latler rom customer dated 4/28
- Swilchad to GTELD without aulhorizall
- Swilched lo GTELD from ATAT without

- Swilched 1o GTELD without autharizali

Switched without 6

aulhorization, Snydar
submitted Q fiaudulent..
LOA. Face o {ace sales
In ¥
2 lape verification.

Nelther the signed LOA or |
tha tape was that of Paul
Amileo. The T

OF

Sy ¢

~-CA

Grewy — g o

Customar swikched lo
GTELD withoul
suthorization. Recelved a
call rom someons
reprassnling GTELD asking
him to switth. The
customer was switched
2.22-98 by Snyder. Q
Apparently he was nol
aware of {

602

ST\\{C(Q/(

OF

VY

Customaer changed wio 802 CA
authorization to GTELD ' e
cuatomer afil billing o ,S ny c{ ( f

GTELD Ordar issved to
remove afl gssociation with
GTE Cuslomer contacted

A

MDEQ" WA o

Sayqder - NI

GT LD
Snydef -
Saqde! ” FL .
Sy JQ*’ NY
Y dﬂ(’
sm{p_r "‘L,L\

Snydaf ~ CA

Snu{du’ - B

Snx{d{r:,f

Syder - C
Sidey - NY

\SRL{ det - I

OF
MW

16082




16098

Z 1t PURVIANCE FUNERAL 75768992971 BLH 4/8/99 478199 501 A no - Remove Irom GTELD lelemarkeling Remove lrom GTELD VA
] CHAPEL lefernarkeling - No .
§ & customer conlacl Added
o 1o Do Mot call or mad lisi .
o w
) E w IF SHERMAN CHUCK 6166376243 BLH 415199 4/9/99 501 501 09 - Remove Irom all GTE tetemarksling lis Remova from all GTE 501 NE
é &2 EXCAVATING lelemarketing lisls. Added
Ww G- cuslomer Lo the Do Not
Solicil list on 04409199 fos
balk caling.and maiking.
No customer contacl. ~
Tolal Reason: 2
g2 R BLACK GREGORY 2257515798 EG 4/9/98 503 02 - Harassing THA phona calls. Customer OF
Tolal Reason: 1
Unauthorized 19 In Franchise: 3 Business 2 Regulatory: 10
Change -
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Cornplaln Call Description Correclive Action DIS  Regio
tssue n
12 R GARCIA ANTONY 6177761887 BLH 415189 4/8/99 602 602 i2 - Swilched to GTELD without aulharizali Swilched lo G wihoy!t 602 OF
. aufhorzatiod. Sayderh
¥ 2L0OAs. Sake supppwtor
LD A— e K l 'S +'S an each sale ‘ong on 5
10/21/88 lha other on
115198, Out order ssued— T\ 5(*{ r—
Credit issued lo zero 4 )
batance account. Lel s ’f A
messa
5 HOFFSTIN 7182525668 AFB 418199 602 TR AUD 00 - swichedto GTELD witkouwtauthorizal S MY A — Nj OF
03 R (F KRYGSMAN 2097503099 MP 4/8/99 602 03 - Swilched fo GTELD lrom ATAT without - CA
ALEXANDER Sikl—~ C A
12 R FUNG YIN 4082449603 AFB 41914 602 Fram A 12 -Swilched o GTELD from AT&T withaut SnL{ der- C 7‘\‘ OF
p3 R IF MAY TERRY & PARRIE 5035334803 MP 418/99 602. 03 - Switched fo GTELD without authorizali .éZFELD - 0O & NW
0o R MONG ANNAS, 5107964720 CLM 419/98 602{ 0k egistS - Swichedo GTELD rommctwiront Sy del —~ C OF
N Q e
05 R _MEROLA KIMBERLY 8102640333 LY\ 419193 6021ep ¢i rof o 2 8ties RIS Il R Snyder = (AT ) o
09 R |  NORTON ERIC 2532748294 AFB 416199 CaaST4802¢ g (o £ (2398 -esgitfched o GTELD withau! authorizat Su{ ders - LA OF
08 R MCFADDEN RICHARD 5035884191 BLH 418199 4/9/99  602. 899 08 - Swilched io GTELD withaut autharizali  Swilched o GTELD without 893 OF

aulhorization. Received
lelles rom Rena Taguchi
Dieeclor LD Smalt
Business. " LEller was sen!
THTEITIhE cuslomer
taqueslad his 888 number
be disconnecled. Closed
wailing '

a1 LD




; S oeagen o MU
P

R TR ¢ .
SN . _ i Sngder ~ C oF
m. 4UN DALE 9164461708 CMR tm_.mm.\... 602 62 . Swilchéd to GTELD wilthoul authorizati rﬁ .
2 .
Ll
.wa.m.% f = L .
HE & _
8% g |
ouw 9
)]
o
(o]
=

6
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[(=]
-]
@
o
[
o
R
R
02 R
02 B
02 B
Billing

TYPE B/IR Fran

04 R
12 R
12 R
04 R
08
12 R
12

T

:n'

BECKERMAN RAY
VASQUEZ MARIA L,

7182061006 EG
8317680110 CMR

LARRANAGA EDUARDO 6516537675 EG

ZIELEWICZ JAN
FREEMAN MICHAEL
GONZALO NODA
TSE BORIS

GOLDEN STAR REALTY
COPY & PRINT CENTER

19
CUSTOMER NAME

JAMES CARL

SUBU APARNA
BYARS ALLEN

HARRISON KIM
E'CLIPS

CHOU CHIH-LIANG
SHI QING

3059569589 EG
3053858302 CMR
3058881704 EG
5108325620 EG
61667468973 CMR
9494945005 EG

In Franchise:"
RECEIVED

BTN WHO

7402897795 DR

" ~5107915466 MEM

§182675004 BLH

5018343908 AFB
3082369860 MEM

6263095375 AFB
7819328860 MEM

4/5/99
4/6/99
4/8/99
4/9199
4/8/99
4771/99
415199
4/5/99
476159

5

4/8/99

4/9/99
4/6/99

4/8/99
4/8/99

4/6/39
419199

-
Gad por

502
e_\ Gk 602
§02
602
602
602

602

602,

Tolal Reason:
Business -
CLOSED CAL
4/8/99 101
Tolal Reason:
702

4/9/95 702
Total Reason:
706

708

* Tolal Reason:
707

707

WA o

Saqder =¥

- Swilched 1o GTELD wilhoul aulhorizati

‘FYKU& J\ 02 - Swilched lo GTELD withoul suthorizali Sﬂ y ‘( ef- C
PM aL 02 - Swilched to GTELD from MCI withoul Sn q d{-r —
Fr f'l’UD 02 - Swilched lo GTELD from ATAT without Say der ~ F L
Lo ,{" LAr( S o‘; - Swilched lo GTELD without authorizall Sn L{ d ¢ r - F L
}fﬂH’UB 02 - FLPSC.The cusiomer slales that the 3 Ay ﬁ{'( 7 - F L‘.
M 02 - Switched lo GTELD from Pac Bell witho Sﬁ L( d{r = 07{
02 - Swilched o GTELD omMChwithowt (3T £ LD
602 p2. - Swilched lo GTELD from Excal withoul Ji 602
19
2 Regulatory: 4 g
Complain Call Description Correclive Aclion oIS
tlssue
701 04 - Being billed by HBS east Cost Routin -~ Cuslomer slated being 701
billed by HBS/Least Cosl
N Rouling in engr,
"‘ReTne—w'?e_ﬁms Iransaction
hislory shows lhe pre for
account cods 109935 and
pra wilh 105842 Called MCI
Worldcom (o verity the
ani-w
!
s M Submeded ado(/l_u-w,,_
n
% 12 + Nol receiving bills. Cusigmer stales \S’u‘( d QA"
\‘_"——._—-—-D B
702 12 - Net! being billad by GTELD s a cuslo Nol being billed by GTEl:D 702
Is a cuslomer, Waiting )
rasults of meating between
_GTELD and Worldcom.
Wailing lor PaRT lo go
" Ihrough RPMS Will
contact cuslomer again
Tuesday lor
Plans/Promos.
2
o4 - Received bill 1alg. Cuslomer s1ales /1
08 + Needs information on Billing  We hav '
2 "0 tr Or‘{ C(—
707 Y1O 32 . siill being bilied by GTELD. Custome S ny du 707
12 - Slill being hilled by GTELC. Cusfome g{M
no "o order S Y

9_‘
16100

Regio

NE

el A

OF
OF

g#clal

OF
Mw

oF
OF
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08 R

iz R

02 R
02 R

p2 R’

08 R
09 R

1z R

ZHEN QiAN 2083780829 DR

OBERG JOAN MARIE . 8478643611 LY

CHEN GANG 5124169528 LY

BARR WANDA A. 0415940927 EG

’ IRVIN JAMES 5707757911 EG

DAVILA MARIAH. q;umfmumu CMR

9725396996 LY
3349487998 MEM

IF PETERS ALLAN
_ SPENCE GEENA

STEMMLER WILLIAM 9017551810 LY

416199

4/6/99

416199

4/9/99
417199

475199

418199
4/5/99

4/8/99

4/8/89 707 7 12 . 5lill being billed by GTELD. Cuslome
I I
he "0" order
4jei0a 707 707 08 - Sll being bilied by GTELD. Custome
4/8/99 707 707 12 « Still being billed by GTELD. Cuslome
i 1t
ho @) order

. Slill receiving 2 .80 or .20 cenl bil

707 ﬂwm }\C LNU

4/8/99 707 . §1ill being billed by GTELD. Tried!

707 02 . S1ill being billed. Cuslomer stales
Total Reason: °

799 08 . Sk receiving Iree minutes. Custom
4/8/99 799 799 09 - Received bill atter fling for bankr

799 12 . No! receiving correct promo/planirale

Cuslomer stales slill being QF
billed by GTELD. Service
was cancelted. Reviewed
rpms Iransaclion history
shaws cancel by the let
1/10/9%. Reviewed solar an
oul order was crealed
4/6/95. The bvl bill was

m); Y QA@\

slill being billed by Tqr QF
GTELD.Reviewed
cuslomer account. RPMS
shows deaclivation on 3-§

An order in solar issued
on 3-4 to disconlinue
service. A final bill has
generaled of &6 cenls & ,
have issued

16101

4T B

slill being billed by GTELD. 707 OF
APMS shows
2206{swilched 10 occ) on
12-24, Recenl order in
sysiem on 3-23 lo
disconnect lha secvices,
Issued a credit 15.30 &
responded 10 cusiomer
viain response advi

rm/.:i L&L)

Shyder”

No aclion due lo 707 OF
disconnecl order issved on

3/4/99 & -0- balance on

bitt, Advised cuslomer

deactivelion done on

3/4/99 said he had been -

Irylng since October 98.

Apologized & advised all

has baen lak

GTeELD oF

1! T

Cuslomer filed bankruplcy 799 QF
7-98 but accoun! was not*
closed unlil 12-58. We do
nol know where the
bankruplcy notice was » °
sont in 98, 1.am advised
nol lo ctal the cuslomer. |
cannol delarmine where or

hq\o?mﬁw@d o

Ir

ifele s Av



5 ACMAHON FINE ART 5052679102 BLH 4112199 41599 503 0s - Remove from telemarketing fisls rude Remove from g TX
m telamarketing llsts

= rudanass. Added to Do

o4 Not Soticlt list for both

T calling and maliing. No call

Z o history found from any

..m = uw ielemarkating agencles.

5 .m & No customer contact.

ouwuo

Total Reason:  * .

Unauthorized 18 In Franchise: 3 Buslness 2 Regulatory: 13

Change ) .

TYPE &R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complaln Call Description Cormective Actlon DI - Reglo

‘ . tissue : P a
9 R CORSO SAMJ. 7278677260 BLH , 4/14/99 602. 6¢ - Switched 1o GTELD without suthorizat Q/A. LD~ FL =
09 R DAl RICHARD & 3012942329 AFB 416/59 602 Tr amA 08 - Swiched o GTELD trom ATET withoul . fm.. ( OF
BRIGITTA . . | :meﬁ\.»AHV
R SMITH RAY 5018347816 MP 412199 41299 802 602 MIS - Swilched lo GTELD trom SW Madirected call Customer 602 OF
Bal/ATAT w —yWITEY Wip-aUthatization
10 GTELD nl
Jetter and dxplanatitn who
' they need lo contact or
g write
ba bysitkr ordered
03 R HAMMERSHAIMB EDGAR 6103255507 MP 41y 602 S n m er —~ o
Swliched 1o GTELD from ATAT without OF ‘ i .“D..
& EJN mrSms,P WT U ;
= or -

@ 0P Y eHio ANITAL. 3305673933 EG 414199 o2 VL &C 02 - Swiiched lo GTELD withoul authorzatl /m_i der— O OF
0w R CARVELLI JOHN 3052872180 EG 4116/99 602 .Tm n.Faﬂ 02 - Switched to GTELD from AT&T without M.:L L - *H OF
oz H BLANCO JUAN 3055586988 EG 4/15/99 602 \Eﬁh}% 02 - FL PSC - Unauthorized change of long rm A Lb ﬂ - ﬂ\n N\ 602 OF

‘or H BLANCHARD RICHARD 4078558810 CMR 4/15/99 602 ﬂ _\&rm/ 02 - FL PSC- Customer slates that she IMJDL &,h [ - mr OF
oz R IF  FIRSTCHRISTIAN 5058854546 CMR 445099 602 02 %aos_oaz says GTELD RURS \ -

CHURCH switche feq3s — L C
02 H GANDARA MIRTA 3055411711 EG 4{15/99 602 \Wjﬁ\r m/. 02 . FL PUC - Cuslomer slales thal he was ,M7 %.NA‘ - m _-\ OF

‘10 R CRAIG ELIZABETH 3012188867 CMR 412/99 602 .Tﬁ Pc.bf. 10 - Swilched lo GTELD without authoriza < :M der - MD OF
02 R ZUNIGA JAMIE 3055454811 EG 41299 602 = 02 - Swiiched to STELD without authoriziat .u:.i% (- FL OF
@ R SHAFER NEOMA 2143397605 CMR 41200 411599 602 vCaf noww@_.mg_ga 1o GTELD withoutau S Ry der - TX .602 OF
iz R . HERNANDEZ JESUS 3053648852 CMR 4116/99 602 ﬁ (oA m( 02 - Swiiched fo GTELD from ATAT without mzx dar — EL oF
0z R QUINONES LOPEZ 3055983976 CMR 41399 602 02 - Swilched to GTELD from ATAT without OF

MANUEL *V—\?rm,. Sy dar - FL
1 R SMITH RAY ~-5018347816 EG 413/99  41M1Vee 602 602 10 . Swilched to GTE whheul sulhorizalon Swilched o GTE without 602 OF

16110




i
§ Q OLY TRINITY 4077238323 CLM 4/14/98 602 08 + Switched (o GTELD without authotlzati Requested O ord. from € OF
S S.J EPISCORAL SCHOOL NOREC/Jackle Harper &
Z2rqg lssued a cr. for $37.32. C. .
T = © Callad cuslomer & spoke -
.§ % o to Gali 1o lat her know that -\T £ (— )
3 = nu: ord. had been cancelled &
cr. lasued, Customer L
thanked me. Cuslomer . F
satish )
0z B GULF COAST .9419220741 CMR 4113799 602 02 « Switched lo GTELD rom ATAT wilhout — L _ . FL
RESPIRATORY SERVICE GTEWD -
Total Reason: 18
09 R IF ROYAL LISA 7033311403 BLH 4M3/59  4/16/99 603 603 o0 - Swilched from GTELD without authorlza  Switched from GTELD 603 VA
wilhoul authorization.
Cusldiner is now aclive -
1 with GTELD for both fines.
witched aw,
. _pdvised cuslomer
would have lo contact
MCI for §15 swilching feas
Incurred : 3
Total Reason:. 1 .
Billing 11 In Franchise: 3 Business 2 Reguiatory: 3
TYPE BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complain Call Description Corrective Actlon DIS  Regio
; tissue P n
oa B IF  HAYSCOUNTY 5122682522 AFB 4114199 701 08 - Belng bllled @;lo’mer'smwhe L b
APPRAISAL DISTRICT
Total Reason: 1 .
o8 B PORTRAIT HOMES INC, 8778712200 MEM 4/16/99 703 08 - Not being billed ‘or 800 number, Cus e —— OF
. . Tolal Reason; 1 Wy g{{ ' .
o8 R WU C.VIGTOR 2059728519 MEM  .4116/%9 707 no . s%@l‘nq 63 by GTELD. Customs ‘Sm{ der - A L- OF
08 R THIBODEAUX MICHAEL 3129024334 MEM C4112/99 AM4i99 707 707 08 - Sl baing bliled. Cuslomer slates Customer says ha was 707 OF
I — twiiched without
y " p( authorizatlon tn De¢ 88 on
2 lina that was -
n O O 0 ( 6}/- disconrecied In Novembar S-nb( AE {
98, The LOA was signed
and filed out by someane I L
claiming 1o be Lauren
Thibodeaux, The form
2 R , TIAN YONGCHANG -B472026650 LY AM2/99  A13ye9 707 707 12 - Sbll receiving monthly blils. Cuslo stilt receiving manthly blll;:" 707 CF
T n Raviewed RPMS. St -
shows aclive on GTELD, |
O 0 O{ d'@r Reviewsd bil no ndication Ay A € T
‘ of calls on last 3 bills,
Celled customer local lec - T— L_,
thay verlfied she swilched -
P to oce on 2-5
}Open o Y-TF .
@ R PEREZ ETHEL 3052584528 EG 4/15/99 02 FL PBCA Cuslomer stales that hefshe OF

il

g

Sm( der — FI—-

16111




E [ CHEHRAZ! DARAB
3
IS
i
2 g MEYER JENNIFER
f.',‘ =
gg 2 OUVER MICHAEL
Ll a
12 R ROWAN MICHELE
12 R SCOTT GARY
08 R SUN JIYU 'MICHELLE'
11 R BURGOS ROSA
02 R CHUNG YOON CHUL
02 R DOAN_THANG

o7 LN %EYT\R%RTIN

IF GLASSER TERRI

R TRINH MA!
"R HUMBLE JACK
02 R SEN BHIMA
D/ M IF  GREGORY JAMES
Billing 13
TYPE B/R Fran CUSTOMER NAME
02 R TURNBULL SANDY
6¢ R IF  DILLION GERALD

3105444124 AFB 423199 472399 602 2 :,::gn - Swilched lo GTE & GTELD without
8475935516 AFB 4722199 Tﬁ A"%&p T 12 Swiiched to GTELD from Amerilech
3055735407 DR 4720/99 W%Q‘jaM ;k 602 08 - Swilched without autherization. Cus!
5167958913 DR e T ‘w\‘%tn 12 - Swiiched 1o GTELD trom ATAT without
7187833832 DR A/19/93 422939 602 602 12 - Swilched lo GTELD without aulhorizall -
Troud
4152384378 MEM 4721199 ‘F! Mgé o8 - Swilched lo GTELD without authorizat
2122653859 EG 4123199 F(d«‘-* o(soz 1 - Swilched lo GTELD without authorizall
6508332432 EG 4121783 ‘F( A A602 © 02 - Swhched o GTELD without authorizati
5107926324 EG 421199 T dUL _ckeoz 02 - Swilched lo GTELD without suthorizatt
5167599605 EG 412399 602 FLAID 01 - Swiicned from ATAT to GTELD without
$419553050 CMR 4/19/59 4299 602 602 02 - Swilched to GTELD without authorizat
4157595307 EG 42399 2 £ AUD o1 - swiiched 10 GTELD trom Sprint without
4016834651 EG 4721199 802 47 A D02 - Swiiched o GTELD without authorizatl -
5106534818 EG 420/99 ‘F { M MZ 02 - Switched 1o GTELD from ATAT without
Total Reason: 14
£139208244 MEM 4724199 B64S 12 - Customar swilchad 1o Sprint from GTEL
Total Reason: i
In Frenchise: 5 Buslness 2 Regulatory: 4
BTH WHO RECEINED CLOSED CAL  Coemplain Call Dascription
tlssyue
7404643493 EG 4/22/99 701 02 - Belng billed by Leasts Cosl Roullng.
: Total Reason: 1 ‘
8045375576 AFB 4121199 702 04 - GTELD customer not baing billed. Cus

GTELD cuslomer,

Snyder - T
Cualomer slales swithed 602
without suthorization.

" Wanls to know why how
and expects oompanuuon
fot his time. Reviewed
rpis shows acthaled 1o
GTELD 10/20/98
deactivaled 3/19/99. .
Chacked dmss shows §

SM( der - N_Y

Cusiomer stales swlkhed 602
withoul subhortiztion. No .
ong In his household
raquested GTELD.
Reviewed rpmy transaclion
shows activaled to
GTELD 9/98 later
danctivated 9/14/98 dus to
& pic rastriclton on t

Snyder = CA

S‘nq dar- N
Stedler -2 4

Snyder- CA
Snyder— N
UI(Q(UJ‘ I E 2
Shyde? - CA

Mydel ~ .
Snyder ~CA

CLEC_

Comsctive Action o DIsS

LC P
Lk

OF
OF

?ﬂ%d{r
Fi

OF
OF

Sy der

VI

OF
OF

Reglo
n

NE

VA

16116
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DNS 4
TYPE B/R Fran CUSTOMER NAME

05 R IF  CACHO RAYMOND
pg R IF MARTIN CHRIS

05 R IF MILLER MARY

11 R iF WERNER EDWARD J.
Unauthorized 12
Change

TYPE B/R Fran CUSTOMERNAME

09 R FULLER ALAN

09 R WONG PETER

12 R HORTA OLGA

03 R IF  VENEGAR RICHARD
!

9152473519 LY

4127199

In Franchisa; 4

BTN WHO

5407860413 AFB

9379470008 AFB
9724917177 EG
6082536427 BLH

RECEIVED

4/28/99

4130/99
4/29/99
4127199

In Franchise: 4

BTN WHO

2814898615 CLM

9735861514 DR

7184992396 AFB
9722199286 MP

RECEIVED

4127199

4127199

4/29/99
4129199

4/20/89 459

Tolal Reason:
Business
CLOSED CAL

501

Total Reason:
505

505
505

Tolal Reason:
Business

CLOSED CAL

§02

4/30/99  BO2

Traud

Tty

602

15 oa - GTELD customer recaived TMA csll
i
0 Regulatory: 1
Complaln Call Descriptlon
tissue
05 « Remove Irom all DNS lisl no reason g
]
[¢:] - Multiple atlernples lo remove lrom
05 - Mulliple atiempis to remova from Da N
1% - Mylliple request lo remove from DNS/T
3 .
0 Regulatory: 3
Complaln Call Description
tlssue
o8 - Switched te GTELD irom AT&T wilhoul 1
602 [o}:] - Switchad 1o GTELD from ATAT wilhoul
12 - Swilched lo GTELD without aulhorizali
03 - Switched lo GTELOD wilhaut autharizati

5:\\{5({(’ NB' oF

GTELD customer received | TX
TMA call Irying 10 change

their plan. Received .
inlarmabion back from a¥

TMA's stating have not

contacied customer.

Spoke wilth customer

advised none ol pur

lelamarketers-had.

16123

Correclive Action DS

Regio
P n
VA
. NE
™
NO
Correclive Aclion DIs Regio
P n
Callad cuslomer & spoka OF

with Mrs. to apologize & let
her kngw thal | was
invesligaling on how they .
were swilched, They have
already swilched back 1o
ATAT. | gave her my
name & numper. | called
mobi

GTE
(AJI ¥ Q, lC JJ -
Swilched withoul 602 OF
sulhenizalion Chrecked

dmss Snyder made the
sale. Checked snapp

oulbound sale. Reviewed - n ‘jb‘( Y —
mms lransaclion hislory
h)

showed pickad lo GTELD,
2/13/29 laler declivated »

3/29/99. Reviewed bv

TX

GTELD -
%




=

o

&

g

S i

Zﬂ:g

2253,

Bas
. U2 [ad
02 R
g2 R
12 R
03 R
04 R
04 R
Billing

TYPE BIR Fran

12 R

05 R

04

0z - B
12 R
04 R

IF

LOBOSCO ANGELO 2128793104 LY 4126/93 4130199 602 2 (0 -Long dislance service provider was ch
- Lok Lpixts
SANCHEZ RIGOBERTO 3056810633 EG 4127199 Hmz 02 - Swilched o GTELD withou autharizali
WU LINDA LEE " 6264477075 EG 4!28!99%0&602 02 - Switched to GTELD fram ABN Tetecom'
wi
WILLIAMS JEFFERY 9414821606 EG 4/28/99 602 02 - Swilched lo GTELD withoul aulhorizali
Total Reason: 8
LUKASZEWICZ MARY 8504344328 OR 42899 (3, oy BOBC LS M_\z_ - Switched by anather carfés rom QYTEL
; -
SMITH CARL M. 8137528631 MP 4/28/99 603 03 - Switched from GTELD by Sprint
OWENS PAULMRS 3348982742 LY 4/27/99  4/30/99 603 603 04 - Switched ta OAN from GTELD wilhout
HARTWIG BILL 3143384624 CEM 4/29/99 - 663 04 - Swilched by anolher cartier from GTEL
Votal Reason; 4
10 in Franchise: 3 Busingss 1 Regulalory: 3
CUSTOMER NAME 8TN WHO  RECEIVED CLOSED CAL  Complaln Call Description
tissue au/
LARQUCHE EMILE 9544547405 CLM 4/28/3% 702 12
BALDUS GARY 2196722607 AFB 4/30/39 702 05 - Mulliple issues. Customer stalas tha
Tolal Reasgn: 2
ARMSTRONG DENIS 7658253701 CLM 4130199 703 04 - Duplicate billing for 800 number. Ir
ARGO TEHNICAL 5094688525 EG 4127/99  4/20/99 703 703 92 - Sl being biled for 800 number. ¢
PUBLISHING ' -
Total Reason: 2
TURBETT VINCETTA 3133816934 AFB 4127199 704 12 - Roquesting combined bifling Customer
Tolal Reason: 1
BACA MARIA TRINIDAD 5058821079 MEM 4130/99 707 04 - Stillbeing billed by GTELD afier bei

Tolal Reason; 1

long dislance service of
changed lrom alf 10 gteld
wilthout aulhorization
Received copy ol loa from
SNyder Form shows 2
name of Balina Grullon

Snt(de Q-
S Y
.Sm( def — F‘L  OF
Skyder @A O
GTELD - F
Shyder + &TF LD
&T = LD FL

swilched lo oan lrom gleld 603 SO
wilhout autharization.

SPake wilh cuslomer .
advised she was on glck‘é\.ﬂ[ F L D
as of 4-9." She said sha =0 5e

was lo be on gleld back in

dec 88 Advised il look

like she never gol swilche

16124

" MW

Cerreclive Aclion IS Regio
H . P n

- Njo'l\receiving bilis/stalements. GTEL 5 i L{ def - C;{ NJ‘\D’A OF

oty Dus

cuslomer and ancther o

STELD « AN
&CTELD

customar slili being biled
for 877 svcs orders

shows where customer
callad and order issued bul
order gol cancelled - f

chacking a5.lo why. credil

has bean issued lo
/o OF

Sm{ Aey

'NO

703 OF

OF

\’\Mt\\ﬂlCL (-PJU“”"G[LJJ'
Suwrche , fo GRLD 6

(,J(_o

CLSTIY S Cpvpo!
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Unauthorized

Change
TYPE B/R Fran CUSTOMER NAME

07

04
12
o7

04
INQ

09

02
10

s}

LleLgy

1
fran CUSTOMER NAME

IF ROSENTHAL OAVID

PAGWELL BILLIE

STEWART CHRISTINA
\F GU MEi .
IF HINKLEY SHELL!

F HUBBELL DAWN
"NAIFEH JIM

ALTAMIRAND MYRIAM
S.

NELSON CLAUDIA

. LUGO FABIO &
MARGARITA

e D%]

In Franchisa: i

BTN

5624319475

7134675552

2069230518
2098689919
8136593881

4407488074
9014769591

6612992289

7183775307
7736372172

WHO

8LH

In Franchise: 5

WHO

BLH

MEM
DR
DR

BLH
DR

BR

CMR
€6

Business @

Regulatory: 0

RECEIVED CLOSED CAL  Complain Cail Description Correctlve Action DIS  Regio
Lissue I
5/6/99 502 04 - Remove from DNS list 'secood CIA
Total Reason: 1
Business 1 Regulatory: 10
RECEIVED CLOSED CAL  Complain Call Description Correclive Aclien DI$  Rrgie
{Issue n
513199 517193 602 602 o7 - Slamming camplainl  Ms. Billie Ba Switched XS GTELD wiltiosy 602 OF
wak authorizplion. Snyder
made th
The name _
ara lhal of 1he prewous S\l
customer, Advised the L{C (r
cuslomer. She lell she
was a victim and therr f ><
should
S/T89 W ABGZ 04 - Switched 1o GTELD wilhoul authorizali S’\ L{G{Q r - U\)'I&- (F
515199 1 au 602 12 - Swilched to GTELD from EOT wiihoul S!\L( ﬁ{ of -}.1\— CA
513199 57/99 602 602 07 - Slamming complainl ... Shelli Hinkle Swilched without 602 FL
permission.,.three limes
This cuslomer was only
swilched pne lime 2/12/99
by her hughand signing al D
a phonemal. Received the éT Ei-
copy of the pos, The
cusiomer Ixc was changed
loxc af h
5/7/99 502 04 - Swilched to GTELD withoul sutharizali 6T LD -"’5 e l NE
5/3/99 5/6/99 602 602 INQ - Slammed by GTELD. Cusiomer is the  Starmmed by GTELD : 502 ‘SF
Sp Checked all syslems
nathing found. ’B ! l t
5/5/99 602 06 - Swilched fo GTELD withow uthorizal GTeLD— — A - ’OF
FyS s
sums LO & LIS 60 02 - Switched o GTELO wihout authorizal Sﬂ\{ der - Ny oF
10 - Swilched (o GTELD withaut authorizatl Swilched lo GTELD withou! 602 CF

54198 140 A0z 602

authorizalion. TMA.
Snyder LOA provided
fool sale. Customer was
never spproached,

Sﬂw(ef -
IL
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=+

[o)]
@
o
1)
o

=
aND

°p

ALZ

0 »¢

09

12
10

s

Billing
TYPE BIR Fran

02

12

4

n

celol

R

IF

HU CHAI & VERA

i on 5~ (:}'
CONTANT ANDRE
ORTIZ ANN
PEDERGRAFT ALETHA
RANNEBARGER FLOYD
BUI TOAN

BRANDES ALAINE

IMAGE INCORPORATED

VAN NESS JOHN
FURTADO MANUEL

/7]

CUSTOMER NAME

PONTIUS KEVIN &
BRENDA

MARTINEZ ERNEST &
ALICIA .

SALAS GUADALUPE P.

§258311246

9549202156

6174423837

6613278356
3525180446
3237358726
7603282805

7408810101

2815549345
4012321017

BTN

6166413975

5163788288

3108309127

CMR

CMR
EG
CMR
CMR
EG
EG

Ly

CLM
CMR

WHO

CMR

CLM

DR

‘5.'4!99 L e ‘k &mﬁ-gj--s
51599 :F';CUACLGOZ
*5/6/99 602.
514198 602"
stai99 Tk, 602
5/4129 51198  602.
5/6/99 602
Total Reason: 17
5/4199 699
5/3/99 514199 699
Tolal Reason: 2
Business 1

in Franchise: 3
RECEIVED CLOSED CAL

5/5/99

514159

5/5/99

701
Total Reason:
T07
57199 707

1

oo

f«f’yk Qa 00
s;/\u,mﬁ 4

Swilched lo GTELD wilhoul authongati BILL-- Firsl fult 1. 16456 G
$34.45 April bill 9 54
Credils wera $5 00 2/25 |
thn chg o 3/30 $29 45 by
billing & $9 54 412] by
billing. Calls were 3/1 thru
3725, No payments ware

hqd(f -
C A
1

made by cusl SOLAR
=
602 01 - Swilched lo GTELD wilhoul authorlzall Sn L{ A{r - % g: -
11 - Swilched to GTELD without autharizatl Sﬂ ﬂ_d or - },(—,{- OF
02 - Swilched o GTELD from ATAT wibout (57 £ LD~ Q OF
602 02 - Swilched 1o GTELD withoul aulhorlzali 6‘\1— E E:D F:EQZ bF
602 02 - GTELD prices loo high for calls 16 Vi Shqd(r"CLﬁﬁm --OFf
602 “02 - $witched 1o GTELD wilhout sutharizati Thi oS D THix GOC/}B(\
Lrisdirect fo GTE CLEC Y
08 - Switched to GTELD from ATAT wilhoul T ' NE
&reltd — OHio
12 - Conlirmation of GTELD servica reques! 6"{‘ ELlD - "{ X >
699 10 - AG R - Receiving direct billing from BILL.- First bl 3.19-99 was 699 OF
5.01 ¢r, After deducling
$5.00 chn sve credit from —
the carer plan chg &
1axes the bat was $.01
credil, 4-39-99 bil was
$4.27, Cust made no
payments & was not billed
(
Regulatory: 2
Complaln Call Description Corraclive Actlon DIS  Reglo
tIssue
02 -Belng billed by GTELD and Minlmun Ra é TeECD — M ne
AN
"o ] Or W
NO T2 st being bited by GTELD neverre Sh Y 5{@( - N l:{ OF
707 - §lill being billed by GTELD. Custome Slill being billed by GTELD 707  OF

Never had GTE has
Pacific Bell. Reviewed
rpeos Iransacilon hislory
shows activaled to GTELD
7124198, Nothing found in
OMSS. Reviewed bvt
billing trom August 93 1o
current

Sh%d{r"

e O

C_

fﬁ't Ser m'q_L/

i




ﬂ.
o~
% . .
mm 3 In Franchise: 1 Business . Regulatory:
o .
S . “ran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL  Complain Call Description
w-m M. Mv. {issue
£
M o mn E EARTHY THING 7603220290 LY 513159 401 na - Rude or abusive TMA Rep  Cuslomer
Tola! Reason: 1
iz R ABRAMS MARTIN 7148473753 DR 5/11/99  5/14/93 405 405 §2 . - Misinformation aboul produclsiservice
- o
Hrat =M. o@f
n%&.\ (JT
1]
. 55537376 EG 511199 405 405 02 - RATES/PRODUCTS AND SVCS
02 R ANDHA MOHAMMED™ 30 N
Tolal Reason: 2
Unauthorized /w«m _& In Franchise: 1 Business 0 Regulalory: 13
Change
NAME BTN WHO RECEIVED .CLOSED CAL Complain Call Description
TYPE B/R Fran CUSTOMERNA e
12 R WOOD GREG 5024918582 MEM 5/11/99 601 . 12 - Recelved fulfiiment felter bul chose
Tolal Reason: 1
o1 R BELLO AIDE 3055565002 BLH 51199 5/13/99 Hﬁ 502 07 - Switched o GTELD wilhaul autharizal
AH.W LA
&< gl
" Qg gEINE BILLES
BANIK JOACHIM 4145680906 MEM 5/13/99 602 12 -BeicTWGTELD from AT&T without
ROSALES FRANCISCO 8473979419 DR 5111199 m__:%\\m._\dwgmow 09 . Swilched 1o GTELD {rom Sprint without
! . ) ) o
2 R MALLON WENDY ~ 7732989648 D_U.E 5/13/99 602 12 - Swilched to GTELD wilhou! authorizali

b/ el L [ 4723198, Reviewed solar

Caorrective Action

Dis Regio
n
o
I CA
Cuslomer slales . 405 NE
misinformation aboul
producls/servicelrales. .
EFEE
Snyder aig Sitel made a
is cuslomer.  ° \ﬁrﬁﬂ.ﬂhg\l

Snyder 4/27/39 and Sitel

orders shows two C ard

6T E VU.Sm oF

Corraclive Aclion Dis Regio

GTE _\U — ). = oF

Swilched 1o GTELD withoul 602
aulhorizalion. Snyder
sale. Represonlative
terminaled. Cut order
issuad. Bili was credited
Cuslomer said she never
signed anylhing.

OF
u_“_f der —
AH.\\!

Swyder - WL
Customer slales was = 602

swilched withoul
authodzation Reviewed

dmss shows Snyder made N\’ Q& -
a sale 3/1/99. E-mailed . mﬁ .A ¢ v

snyder lor clarificalian of . ~

OF
OF

sale_Par rpms accounl
aclivaled 10 GTELD
3/5/99. Ani deaclivale

OF

16139
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RS
02 R

ot R
o1 R

02 R

02 ﬁ_R

ONG TIMOTHY

PHAM HUU

non =AY
GONZALEZ HDELIA

CAMPOS GABRIEL

BALDONI ARMANDO
CHEN ALBERT

WESTMAAS RICHARD
VENTURA MODESTA
TON KHOA
QUINTANILLA ILEANA
JOSIF HAROLD

HSICH JAMES Y,
RODRIGUEZ RAQUEL

~7074254948 BLH

6192806109 BLH

1057409686
8313755858

9544542543
£265743972

6167758925
7184891461

5107974487 °

3055458491
2022447003

6195385775
3058583477

EG
CMR

CMR
EG

EG
CMR
CMR
EG
EG

EG
CMR

513/99  5/14/99

%J«ocoz

5M1/09  5/14/89 aizﬁ 602
5/11/99 FKJ{'U 802
SM0/99  S12099 602 602
LOKk Lx(st3
s11700 LOK W soz
5/41/99  5/14/99 602 602

dby taanked 54

ug

02

02

01

01

Clanged — nef™ masi B

((QP Q!rh"]

5/10/99 602
501 1/99%& 602

511199 Frmec A 602
5/14/99 ch 602
5/11/99 ‘Fﬂ;“'@aoz

sriss T W-D 602

511/99 ‘F_ﬂ A\.DSOZ

02

01
NOTES

02

02

- Swilched o GTELD o ATET wallyint

- Swifched lo GTELD withoul authorizati

« Swilched lo GTELD from AT&T withoy!

. CA PUC - She received a call from the

+ Swilched lo GTELD frem ATAT without

« Swilched lp GTELD wilhoul aulhorizali

. Swilched la GTELD wilhout aulhorizat Sﬂ Y de{’

- Swilched 1o GTELD withoul authorizali

- Swilched to GTELD wilhout authorizali

- Swilched 1o GTELD lrom ATAT

- Swilched to GTELD from AT& T without

. the other 1.7.89,

Shydee - (,uash e
- Swilched 1o GTELD wilhout aulhorizati SAqu(’ M

Shyder - FL_

Swilched 1o GTELD lrom 3
ATLT wilhout aulhonzalion |

Snyder made the sale,
Represenlalive has baan Sn L{AE [/

OF

terminated. . Crediled bill
Cul grder had been
processed due 1o PIC
dispute. Advised
tustomear. He

-

Swilched lo GTELD without® 602
sulhorization. Snyder had |
A§ for the cuslomer
neilher had SSN or DLA.
Signalures were diffarant,
One was for 12/21/91 and .

ngﬁ-

Snyder - EL_

BILL-- First bill 2.25-99. 602

Bitled $12.80 Feb thru Apr*
Snyder -

Credit 2116 chn chg ¢r. Bal

Customer stated dida'l 5

OF
OF

$7.80. No pmls.made by
cust, No calls were billed.
Masiar sve dale 2-16-99.

SOLAR.- 10755381 comp

2:17-99. SNAP-.
Snyder- FL oF
Cuslomar swilched 1o 602 QF

GTELD wip aulhorization
TMA- Snydar Foot sale
loa & lpv received.
Cuslomer slates it is his =
voice on 1pv bul only
wanled Tax Jine changed
over rol maink Jull credil
has been

Snyder —
C -

oF
5ny d er -Cﬁ‘f OF
S’m‘( s - OF

OF
. OF

16140
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pocket No.

Billing

LAAIS LLAYNE

TYPE B/R Fran CUSTOMZﬁ\AME

9008864680 CMR

WHQO

5710/99

In Franchise: 6
RECEIVED CLOSED CaAl

12 R IF  MiGA HENRY 80B4557392 LY 512199
08 R IF  BROWN LONNIE 9722784988 MEM 5/13/99
i2 R BARUA PRABIR 3154724549 MEM 5/11/99
02 R MOLTER JOSEPHG. 4447618880 CMR 5/14/99
02 R CARBALLO ERBIO 3058545362 CMR 5/11/99
02 R ABNEY MICHAEL & 9184743398 EG 5/13/99
ANNA
gz B8 IF  KLEIN DAVID 4158983311 EG 5/14/99
04 R IF  RALPH SHANNON £185853273 DR 5/14/99
3 R "N LUPUL RYAN 2086761904 AFB 5/13/99
t‘-ur"ﬁ IF  NORDEN ELAINE 9063416248 CMR 5/11/99
- 02,..._.8'_)].:/_ HEISNER-FAHL LINDA 3103705304 EG 5/12/99
08 B T DEARMAN WILLIAM T, 7134657140 CLM 5114799
Other x (O in Franchise: 1
TYPE B'R Fran CUSTOMER NAME BTN WHO  RECEIVED
HOWELL CAROLYMN 8174278139 LY 5114199

EMPR‘

16142

511199 603 3 in - CAAG - ILappears kil tus lull g |y NO RPMS CA
ccocamonacoem - Pulled
hills. amer has
ver hau G EL
MISDIRECT -Rel 1h LEC L /
¥ lo cable & Wireléss is
Total Reason: 2
Business 2 Regulalory: 6 :
Complain Calil Description Correclive Action CIS  Reglo
Flssue n
701 12 .Being billed by MCI Cuslomer slafes —-——""""'—'—_ HI
roodl el 2
Tolal Reason: 1
a7 08 - $till being billed by GTELD Cuslome 6T E [:D X
o -—
707 " M 12 - 51 being billed by GTELD Cuslome Sn ‘( d ef N Y CF
O ¢
707 wremmmnrene—mnee NOTES &’r E L‘D "'(,U { CF
51299 707 707 02 « Stilt being bitled. Customer slales BILL-- April 4 bill came oul 707 QF
? gk —_— : wilh bal due 26.28 | had
issued a cr 4113 for 521.82 ° 3
AL & had followed up 5/10 & \gnﬁfr{{f -
issued cf lor $1.93 Now al
zerg bal SOLAR-- =0
12082973 comp 9-16.98 [ ~/
Masier sve dale 9.1 =
707 707 02 - Slill being billed by GTELD and recei 6T E L D - C{%J
e
1
| ke
707 02 - §lill being billed lor someone else's a’r E LD L / CA
R PR
Total Reason: 6
798 04 - Billing dispule. Cuslomer is dispuli . __ NC
. ‘_.‘-_-'____' :
799 MS . 2 %LD. Cuslome = LD Nw
704 I 02 - Reing Billod By Cusiomer slat TIE'L, — fk,{:[ CF
@—(5/ 02 - Requesting 3 monihs credit being dou CA
79% o8 __-—t'].'e'igg_b_il_led nol GTELD cusiomer. Cus _OF
Tolal Reason; 5
Business 2 Regulatory: 0
CLOSED CAL  Complaln Cali Descriplion Corrective Action * DiS  Ragio
tissue n
802 EMP - Wants GTELD canngl place order, OF
Cus c‘\’TE L—D

Total Reason: 1




s
g _
(4]
&g
o ul
prali'
B
=
82
02 R
i0 R
02 R
02 R
pd B
09 B
Billing

TYPE B/R Fran

08 R

2 R
08 B

04

Page 98

_ SANGIL MONICO

HILL CINDY 6167323868
COHEN ALBERTO 3058612818
SNELL BRUCE 9047376347

TANGUAY DEBORAH & 5089230537
WILLIAM

DEL RIOGRANDE 9564259842
REFUGIO-LAW OFFICES
LUM SHEW W. 4157764792
PORIGO BETTE P, 3605715089
BAEZ EVELYN 7185887031
RINKER SUSAN 8107355446
HORIZON - ~5734481872
LABORATORIES INC « o
: JE(}:?RY FAINMODELS 8175401000
INC.

W 1S

CUSTOMER NAME BTN

7605913760

ROBERSON CHRISTINA 9415236654

DIVERSIFIED LIFTING OF 5016752678
ARKANSAS

LAYER PATRICIA 8435462747
SUNFLOWER WINDOW | 90998598913
COVERING

ClM
MEM
CLM
DR

CMR

EG
EG
CMR
EG
CcM

ClM

BLH

LY
DR

AFB
8LH

5/19/99
5/21/99
5M9/59
5/21199

5/18/99

5/19/99
519139
5/21/19%
5/19/99
bos21/99

5198

»

InFranchise: 8
WHO

RECEIVED

518199

5/20/99
5/18/99

5/16/89

5/19/99

602 .

F}fh#\&ksoz‘_
602
-Wﬁoz :

WW?

Traw Asoz
\502
Frawtenz
- 602

602

602

Total Reason: 13

Buslhess
.CLOSED CAL
519/589 701

701

5/21/99 701
Tolaf Reason;
703

703

5120198

e - Swilched lo GTELD without authodzatl
08 - Swilched lo GTELD from ATAT without
12 - Swiiched 1o GTELD without authorizatl
08 - Swilched 1o GTELD without aulhorzall
01 - Belng billed on Pay Phone by GTELD
. A ——————
02 - Swilched lo GTELD wilbout authorizall
02 -Swilched lo GTELD without authorizall
02 - Swilched fo GTELD without sutharizali
02 - Swilched o GTELD without authorizall
04 - Swilched to GTELD wilhout authorzall
602 08 - Swliched o GTELD without authorizall
3 ‘Regulatory: 3
Complaln Call Description
t1ssueg
701 2.} - Being billed by ATAT bul with GTELD,
b f'[ A bcfore
aohve W { grerP
6:’( led bmi Aol — not owr
2 ~ Being billé&] by another company, Cus
T01 s

’ (P LNL’A-,(J %;r!g{w{éﬂ r%ﬁ;?fé,ﬁa,y et Ao 7

703

04

- Belng biffed by ATAT bulls s GTELD ¢

foct 4 sq4d

- Billed lor 1ol ¥ {fae. Cuslomer disp

Bsc_ s !

GTELY =, "o

Shb( der - FL or
STELD- NG oF
OF

Shyder = MA
SI\L{ AQ-.(I - ‘Tx OF

Shqder = Cfc or
Snyeler - WHR or
Sagdec- NY o or
GTELD = AL N
LCR .“—' ',L( O MW
Gre LD ~ ppe o
Corrective Actlon . DIS Regle
Baing billed by AT&T 80t 701 OF

wilh GTELD. Cuslomers
Master Servics Date is
QU25/9%, Was bllfed by
ATAT for calls on 03/28/85,
Service was aclivaled on
03/30/89 causing lhe
calls on 03/08/99 to ba bl

Sh Y o [

16147

[hs AR/ — howy bagC bJ( dE1D
Grelh =
Cuslomer stales belng 704 Mw
bllled by AT&T should have

GTELD.

S0

Billed foriofi#lee.  ,°* 703 CA
Customer said ha naver
requesied & ol Ireg
number and he never knew

he had the numbat, //
Credited the cuslomer lor *

ihe monthly recurring
charge for the toll free
number and ¢a




0;;
2 P -
R & thor. 1 157 |2 in Franchise: 3 Business Regulalory: 8
i —
2o 2 e
g3 ® F CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL Complain Call Dascription Corraclive Actlon DiS  Regio
2c g ran tlssue ) n o
Owo 'y
-
pg R COFFEY DENNIS 2534720892 AFB 5/‘26/99‘6/5&,&0& g0z |- (qq’ 00 - Swilched lo GTELD withoul sulhorizatl Sﬂ'-fd £ (»J”A" OF e
09 R BORBON JULIETA 2534719288 AFB seres [0 <y éset S [0[4F Wlho ", Switched 1o GTELD from WorldCom S hy A ¢r- /L(D OF
12 R IF  MABARD! JUSTIN B059619508 LY sow0s LOA  oveod1S  3[8R 12 swicnedto GTELD from ATAT withour S Y der— CA
B 5124199 ,5i27/99 602 602 o7 - Unauthorized change complaint ... Re Sioned Loa deled /9188 - 602 OF
o7 FERNANDEZ REBECCA 4087250580 AF -61{“& mcygd In glganatura of
Rebecca Oul order Issued
. __,._{&Q—/—— CTP V ) <t LG?‘& ad Flnal bltl gengsglad . p(
: 31 q C{ with 0 balanca. Se d({ "—-—’“‘_______._-..
s+ S - -
g1 R YEUNG CH! & ME| 7035341437 LY sizeie | oA Btz 03 - Swiched to GTELD wilhoul suthorizati S ;Nd,q (- Vi OF
FB 5/25199 525199 602 602 - Swilched to GTELD from ATAT without  Cuslomer is nol nor has (802 TX
MIS R IF  WILLETT DUWAYNE 0723040841 A sver been a GTELD
. customer. Referedla """
. . LEC regarding passible Plc
f resliction on-fils,
09 R SIPES SHARON 7404747446 DR 5/26/99 502 e + Swilched 1o GTELD withoul suthodzatl 6"- E LD OH NE
02 R RODRIQUEZ VICENTE 3058878782 CMR  5/27/99 802 G|4F 02 -Swichedo GTELD without aulhorizat Sn%d{( - L OF
%2 R OP “}:A?&Aép é-lile Cd 5168646712 EG 5124199 -Ff *\JD&OZ |0 lq% g:dd « NY PUC - Customer was slammed d{r - N (- OF
n
01 R GARNER ALBERTH.& 7189412118 EG 5/25/99 T:[ AJD ez (o [4 o1 -Swiched lo GTELD from ATAT withou S‘M(d or-N OF
S WANATHA ( :
(ot R PEREZ JOE 7185996224 EG sesoo LA Dsoz 2| A% o - NOTE SRL{ AR ]\]3 OF
‘ 7183438872 BLH 5124199 7/99 602 602 ot - FCC - The name of my Long Distanca Switched lo GTELD withou! 602 OF
G GORDON NORMAN % OL . authorizalion, Snyder
q {q% r;ade the sala. " S A -
apresanlalive has baan
lerminated. Service has R k{ { r
baen discontinued.
. Account has been crediled. N
‘ - Mailed copy of the LOA,
Calied tha cu
02 R GRAMMAS ALEXANDER 9786641011 BLH 524199 5725009 602 602 02 - MAPUC- Siamming: DONOT Switched 1o GTELD without 602 OF

CONTACT TH

2144

authorization. Snyder
mads lha sals. The
cuslomer slaled sho nove
adihorized the sale
rapresanialive was rude
hung up on {he tustomer
than called back. Servica
has baaa

Haud_ .
D ﬁqf{ﬂ( d

)JUO_(




LOPEZ LIGIA 3058843475 EG \ﬁJﬂCMmho\oo 602 # / / 02  -FLPSC-Cuslomer slates (hal she rmﬁi nﬁ.mm “ ~\ OF
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—

Wa W iF MIDDLEBURY PRODUCE 2198252177 BLH 5/24/99  5/25/39 602 B 01 « FCC - cuslomer slammad and
Zrd ING crammad.
BET
x 8 9
(=]
L
Total Reason: 15
Billing \d\ \ 2~ In Franchise: 3 Buslness 1 Regulatory: 4
TYPE BIR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complain Call Description
tiasue
o4 R IF SMITH JAMES 8132373927 CWM . 524199 527199 701 701 04 - This custormer ts a litle old man who
Tolal Reason: 1
o8 B F MITHCELL CORP OF 5177252172 MEM 5127158 702 702 o8 . Customer |s on 105482 and Iralfic Is
OWO0SsSs0
Tolal Reason: 1 _
o8 R SMITH J. KEVIN 6192679197 AFB 528193 707 08 . Siill belng billed, Customer states
12 R HOFENER TAMARA 3353647040 DR 5/25/59 707 - Sill being bitod 3 GTELD wsa_
L " ft
i2 R MOLLER KARINA 2063439078 DR 5/26/99 o1 no O 9 2 Sl %.«m@_a by uslome
12 R YU DINGAN 5087534455 AFB 5/26/99 527193 707 12 - 5till baing blllad by GTELD, Cuslome
n i
| no O of %Q\
12 R RAVER ANGELA 4408950928 MEM 5125199 707 12 - Still balng bitted by GTELD, Cuslome
0z R BEITELSCHEES SUSAN 7403635890 BLH S24/09 /2589 707 707 02 - OHPUC - Has a charge on her bill sin
Lround :
02 R | MILAGROS HERRERA 9549212434 EG 524199 707 .~ 02 - FL PSC - Customer slales that he/she
02 R FLOWER JOHN 3037768081 EG 5/24/99 707 92 -COPUC - Nulsanca false bifing from

Cuslamer slammadam .
crammed. Z_mo_rmn._. -

NO

%7

3% nol n_s_..b&
s.E..oc_ autharizatlon by
GTELD ihe customer has
beon with GTELD since
1697 and has m Pl

16155

Corraclve Action DIS Reglo

n

Called customer to lal him 701 FL

know Lhat | was

Invastigating & he

axplainad thal ha couldn'l v m_\\@
make Iha call dlrecl so he G,

dialed 0 & reached a GTE

operator wha told him 1o

dial 00 & ha reached an o

AT&T oper

GTELD 12
. _
H OF i
WOfrelcss Of
Shyder - (A O ”
Out order never generated 707 OF
{o Alnl for oul to ba _mmcoa
due 1o NORC 10
report/systme failure. mr:hh k?
CTELD el
Sl belng charged lor 707 NE
Intarnational calfing.
Requested to discontinue
Intemalional Calling plan in
Oclober 1998, Credit I
issued, Plan removed
Trorm the account,
Advised Lho customar. *
Shny der.- ﬂ L or
JEUDRERE OF



1t 'R IF DWARDS HELEN & 5406599560 CMR 6/3/99 405 11 -Misinformation sbout retes. Customer (1) S e

JAMES
Total Reason: 4 .
05 B IF  MTROESIGN 5059643183 MEM 6/4199 499 05 -Verying GTE Telamarkeler quoles. € —————— &
Total Reason: 1 . !
DNS 1 In Franchise: 1 Business 0 Regulatory: 0O
TYPE B/R Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL  Complaln Call Description Corrective Actlon DIS  Regio
' . tlssue n
03 R IF  JOHNSON BRYAN 8139956422 DR 6/2/99 501 08 - Remove from DNS llst no rasson —_— FL
Total Reason; 1 . J
Unauthorized P4 5 In Franchise: 2 Business 3 Regulatory: 2 ‘
Change 1= N ®\ '
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL Complain Call Description Corrective Actlon 0}S  Reglo
; . tlasue ' n
C KABANA CHRIS 7817293392 MEM 6/3/99 ?{‘d,qok 602 3’ A 04 - Switchedto GTELD from ATAT without Sh L(p‘({r - /‘(ﬂ' oF
01 R MERISIER MIRLAINE 3059197446 CMR sree 0% L4 ( Saﬂ'zs 602 C,( 8 01 -Swithed o GTELD without authorizet \SM.{ d‘?( == F'-L_ 602  OF
04 B IF  DISCOUNT BABY STGRE 3606738328 AFB 6/2/59 - 802 04 - Swilched lo GTELD from MCI without NW

L oy
5 6T E —D . _::_ b /f“‘. B
IN IF ALFIGA 0 6083396703 MEM 671199 §02 602 04 - Swiiched W GTELD without authorzats /‘&WL%LGOZ N

EG

02 8 GLOBAL EXPORTING 4075337916 Gut. snige . 602 02 - Swilthed lo GTELD from MG without : OF
0peN on C"?H’ st - éﬁ{,@dﬂ.i&g_}}qu o Sn%duf FL

: ~—Total Reason: ¥y
2 R TUTTLE DAVID 7817608415 AFB 6/2/99 699 12 -SwichedloMCl Woddoommand T = [T OF
. ) o Tolal Reason: 1
Billing . 2 - M\S . InFranchilse: 3 Buslness 1 Regulatory: 5
TYPE B/R Fran CUSTOMER NAME BTN WHO  RECEIVED CLOSED CAL  Complain Call Descriptlon Corractive Action DIS  Regle
‘ . . tissue n

5 ' a— Q/
02 R MOON DELPHIA MARIA 9133043747 EG 6/2/99  6/3/89 701 Y01 02 - Customer chosa GTE as long distence ¢~ Miscirect This Ex:emaN 701 OF
. EC lssua. Mot GTELD

Total Reason: 1 L()]Al‘ Meisto—
o4

04 R PEREZ CARLOS 6175760126 LY 6/3/99 707 707 . SUM belng biled. Customer states \S"l'f der™ o o

12 R ALIMCHANDANY - 3138715928 DR 62199 6/3199 70T 707 12 - Customer s} recebving bill whaen no Customar st recalving bl 707 NE
ANEESHA when no longer wilh
. g GTELD. Reviewed pms
shows acthvated to GTELD

87798, No tesi codes -
racatved from the lec to G\TE Ls>
cancel service, Reviswed
bvt blillag from March
. trough

z04 affied
12-d 3% naa

c3l9L
11-29€066 N #1200



"

28

g b
Z2x 3
855

2L R
[=RIvE.H
07 R
12 R
12 R
12 R
67T R
12 R
64 B
08 B
TMA
TYPE BIR
10 R
‘12 R
61 R
DNS

TYPE B/R Fran

04

R

!

Fran

FENG FRANK

LAWRENCE APPRAISAL

GROUP

PATEL JIGAR

ELLIS KENT

KUAN JENNY
STROUD SANDRA
NGUYEN VU
DOCTOR'S EQUIFMENT
SANDY FARMS

3
CUSTOMER NAME

GEIER FATIMA

BUTCHER TOMMY

BEAR JULIEK.

1
CUSTOMER NAME

LARSON A.C.

5036266179 ME B/7/99  6/10/93 01 1 12 - Nolrecelving lree minutes. Cusiomer Cuslomer not recaiving NW
Iroa minules. Ha signad
up for the free minules
proma £-29-98 which will —--.
not relslct fras minutes d [
unti the st full bHL That -
wiil happen nsxt bill cycle.
| did msk when h
Total Reason: 2
8083293900 MP 610/99 303 07 -Walta minute. Who confirmed whal he 6’7 B Q:D HI
. l ) ) ° 5
© 7325482688 CLM 6/10/99 303 fep didtH f’ ’Lo ssin e no s e $h y Lor of
2194822845 AFB 6/8/99 03 12 « I'va spont Lhe last hour rying lo ch ' ' NO
6094295049 LY ' 6/10/98 303 12 . Didntrecalve 360 free minutes on fi ) OF
7279376551 AFB 6/10/99 303 07 -3dontwanl this GTE Fiat Rale Plus CTE LD FL
9727279965 AFB 6/10/99 303 12 - Promised 60 weekend minutas frea I OF
9724231947 MP 6/10/99 303 04 - Customer quastioning Minlmum Feas. i >
5036684525 ME 6/9/99 303 09 - Has rep namad Pelar call from NW
Total Reason: 38
In Franchise; 2 Business: 0 Regulatory: 2
BTN WHO  RECEIVED CLOSED CALL Complaint Call Description | Corrective Action DISP  Region
lssue
FL AL CLEMNT Lok
5086732751 CM 8/7/99 404 ( - Decailul or Iraudulent tacties by M~ St o 9(,( —~ OF
Total Reason: ~ 1 ’
§722215929 LY 899  &/11/99 405 405 12 - PQOR SERVICE - On Monday Mey 17th  Customer recelved poor 405 TX
169 sorvica from a gte
oparalor when he tled lo
make a 3rd pty call from a
hospltal & operator did e T
not know wha! (6 do wilh d'( 1= L D
customer. Spoke with _ |
cuslomar apologized for
whal happ
: | P
7608736852 CM 6/11/99 403 405 01 - Cusl, orlginally queted .35/min with - 7 H05
Tolal Reason: 2
InFranchisa: 0O Business: @ Regulatory: 0 .
BTN WHOQ  RECEIVED CLOSED CALL Complaint Call Descriptlon Corrective Action DISP Reglon
Issue
2565744745 BLH £§/10/99 502 o4 ‘- Add 1o Do Not Solicli list. The cust SO
Tolal Reason: 1

16167
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o7
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26

Fran CUSTOMER NAME

TITEL DALE

HALL ROBERT
OSBORNE NANCY -

IF  BUNTING ELECTRIC CO.

LINDA
ANDUZE ENNA

non G6-22-

-~ 0 Pe
0t R w P ARMENDARIZ RAUL
e BETTS JOHNNIE

02
01
01

R
R
R

IF FRANKLUN PEGGI

GARDNER STEPHENH.

CUSIMANG JAMES A.
SPERLING JOANNE
ALDERETE ANNA

R LEISECA EDUARDO

R, SANDOZ MILES

y COBOS GEORGE

R IF LUKER JAMESS.&
| CHARLENE

R OGDEN PAGE

In Franchise: 4

BTN

8176858907

6366398038
2085234571

5012292479
9724889229
3059198771

9155853222
7738814695

9047630030
2125358597
8313755338
9547339856
8316759243
3052219988
3087831077
9566310720
9419215253

2126757370

WHO

BLH

LY
CLM

ME
CLM
BLH

EG
CM

EG
CM
EG
EG
CM
EG
EG
EG
CM

CM

Buslness:

RECEIVED CLOSED CALL Complaint

issue
6/8/99  6/8/99 602 659 EMP
. 611799 802" 602 12
619199 | O’Jﬁt -?/\?FS - joz o7
&/10/99 602 07
8/2/99 602 o7
&10/99 6/11/99 602, 602 12

alqy FLAD

s 3|31~ 02_ aoz T’-ﬂ
som9 | 4 Q602

§/8/99 602 602 02
&9 q ( A 802 Lok existSos
smee 2 144 802 Traw
es 4 ag 602 FLAUD o
B8s  [o M«g 602 [oA Lap3FsSoz
&799 4% 602 Frowd o
6/11/99 s02]_ghetros TR
sogs  §[A 602 sz o
6/7/99 Q(q% 2 ’F},&Mpk a1
67199

\?‘lch 602 WOL o1

Regulatory:

19 1
Y

Call Description

- Swilched lo GTELD wilhout authorzatl

- Unaulhodzed change lo GTE.

« Unauthorized change complaint ... |

= Customer says they wera swilched 1o
- The customer who has lslephone #

- Swilched {o GTELD without authorizall

ThEs I3 1o report GTE they swilched SHL{ der— T}( 602
602 Fﬂ W D - IL Commerce Commlaslon -

Unauthorized

- CA PUC - Cuslomer ddalm phone

- Swilched 1o GTELD wilhout authordzall
- ==saxsacxzzus=xxzzzz= NOTES:
« Swilched 10 GTELD from MCI wiihout

+ CA PUC - Cuslomer queslions changs
- Switched 1o GTELD from ATAT wilhout

- FCC Complaint. Recelved from Karan

-1 Georga Cobos I8 fillng a complaln &T = L'D W 602

- Swilchad to GTELD withou! authorizall

- Swilched to GTELD from ATAT withoul _Sn Y 0{ e — N \j

Corractlve Action

Swilchad 1o GTELD

uthorization,
Sltel procassed a tast file
‘ customers )

lalaphane number, The

cusiomar had voluntesred
his phone number io be -
used by the lesling
departmant Tor new

&T E T“e‘.{af)d'soz OF

Snyder sals. Requestsad

call hislory from Snyder. S

STELD

"

Swilched 1o GTELD
without aulhorzation,
Cuslomer did not sign
anything was oul of 1ha
country In Seplember.
Crodit lasuad. Customer
has relumed to carmier of
cholce, Snyder
repraseniaiive hes b

) DISP  Reglon
635 OF
©
[{a]
-
o
~
802 OF
Ryder - WA
MW
OF
602 OF

jhu(c(Q {
FL

of
Shydar - I.L-eoz or
CTELD-C &
Snyder - 1J oF

Snyder-Q OF

Shydei- FL  oF

Saqder - C A OF

Snyder— T L OF

SFU-U(U” NE %2 OF

OF

Snydee- FLo T
OF
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=
m1 HELMER RICHARD 2318734754 MEM §/14/9  6/17/99 602 2 07
™
3
zx 8
$8%
g% &
Owa
10 R STEWART LINDA 2069230518 EG 6/14/99  6/15/99 mS Qw/ 10
— " n o @(2% |
02 _\ ¢ JUNG MILLIE & RUFUS 4157518567 EG " oenTRe 602 ._HN }C\U 02
‘m u LEUNG BING PUI 7182751963 EG 6/16/99 802 .T&%Cuv
o R \ MANSOUR CORA 4154353824 CMR 6/17/99 602. 01
02 m.w FENELUS MARC 5615956850 CMR 6/15/99 602 _.o} ,@fh\._mm 02
ﬁd\m SCULLIN PHILLIP 2143513627 CLM 6/15/99  6/21/99 08

Billing
TYPE BIR

Fran

!

Bt F@\%ﬁ

. Unauthorized change complalnt ... Rl

. WA AG - Naver ordered or purchased -

- Swliched Io GTELD from ATAT wilhoul
- Swiiched 1o GTELD from AT&T without
- Swilched to GTELD from AT&T withaut
- Switehed to GTELD from ATAT without

. Swilchad lo GTELD wilhout authorizall

2 I Pm ..T
hon . - .
WILLIAM HODGES TH G 9194805508 ( BLH 6/18/99 602 09 - Swiichod lo GTELD without euthorizatl
INC.
Total Reason: 10
CHINEN CAREY 8086723364 BLH 6/16/99 603 12 - Switched by MCI from GTELD.
. CustomeT™
Total Reason: 1
15 In Franchise: 6 Buslness 1 Regulatory: 2
CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Complaln Call Descriptlon
tlssue
HUNTER KIM & DWAYNE 3608058162 CLM 6/17/199 704 08 - Billed by ATAT 1s wilh GTELD andls
T HOWELL CONCRETE 9058998383 LY 6/17/99 701 . 04 - Being billad by HBS is with GTELD,
CUTTING
Total Reason: 2
O'BRIEN LEONARD & 3146732246 EG 6/18/99 703 02 - 80D billing problam. Customer slales

‘DORIS

Cuslomar reports belng QOF
swilched withoul
suthorzalion. Cuslomer
recaivad a welcom letler
and a card whan their area
coda changad. The
cuslomer had GTELD but .
deaclivated some lime
ago. The C8 was co

KTEe LD
Anp\% \

16177

Custorner swilched o
GTELD without
authodzallon. TMA-
SNYDER LOA provided -
foot sale Parson signlry

Sayder - m#
m,xAmm_\ tu 602 OF

5
My

BFEIS oF
Syder -FL o
Snyder sale. Requasted OF

call hlslory from
Snyder.Recalved LOAs
from Snyder & cusiomer's
#was entarad with another
cuslomar's name. Called
cuslomar 1o explain that he
had bean swilched in erfor
beca :

GTE S \Fnia

u::iﬁ -

X

HI
Corroclive Actlon ; cis Regio
: n
Q\ﬁ C LD NW
{f . CA
MW

MO



F

o

8_

§.§'. if  STIMSON HERBERT

[« BT} .

Zra

%3-2 o WEIMER ELIZABETH

X @
OWa & SALEM LUTHERAN
CHURCH

DNS 3
TYPE B/R Fran CUSTOMER NAME
08 R IF  BOND SUSAN
04 R MARINO DONNA
04 R MARTINEZ DONNA
Unauthorized 24
Change

TYPE BIR Fran CUSTOMER NAME

02

12
12

02
01

B

ONTRO

CHEUNG KWOK
ZHANG HAORAN

HOOD DAVE
BASKIN BARBARA

9092451306 CMR

7274480300 DR

7472926126 CLM

6122199

6/23/99
6/23/99

in Franchise: 1

8TN WHO

8417511544 DR

7278561732 OR

6615368172 BLH

RECEIVED

6/24/99

8/25/99

6/24/99

In Franchisa: 4

BTN WHO

6194867200 CMR

DR
CLM

3232251683
2488792845

7182303016
3052521896

CMR
CMR

RECEIVED CLOSED CAL

6/25/99

6/23/99
8/22/99

6/21/99
6/22/99

Tolal Reason:

402 02
Total Reason: 1

405 09

405 405 12

Total Reason; 2

Businass 0
CLOSED CAL Complain
tlssue
6/25/98 501 501 08
501 04
Total Reason: 2
505 505 o4

Tolal Reason: 1
Buslnass 4

Complaln
tlssue
601 02
Total Reason: 1
802 1 dlg g 12
602- 602 12

T

- Too many calls from TMA fee!s harras

- Misinformalion aboul producls/rates/s

- Misinfarmalion about products/ratesss

Regulatory: 0

Call Description

- Put on ‘Do Nol Soficit List' Custom

- Né: sollcitation-Do Not Call Customar

- Multlpla attempls o ramove. Pleass

Regulatory: 21

Call Description

- Recalved Walcoma Letler signed by

- Swiliched 1o GTELD without their permi .

- Swilched to GTELD wilhout authorzatl

- NY PUC - Cusiomer complains that

- Swilched lo GTELD withoul suthordzatl

CA
STELD.  ®
Phaneware Sale, Tape 405 NE
requesied. - f
Corrective .lAcHon. l DI Reglo

Called customer talked to 501 FL
Susan she advised .
somelimaes receives five

calls a day for & businass

tuslomet Josaph Taylor.

Shas only recalved one

call from a GTE

lelamarketer and was

edvisad lo call our n

FL
805 CA
Corrective Action DIs Raglo

' C:'AV' OF
nyder-CA—  oF

Customer's PIC wa stif 602 OF
PIC'd 10 GTE sinca 4/68

whean ha was slammed by

Snyder, ANl was

desctivated 488 It L{d v —
hawever sinca PIC was

sllit PIC o GTE i

appsars thal a possible /L{ :f:_

Clean up anlicated his

_‘S'Msler,,——'_j\jy oF
Snqdar - FLTT

16185




BOCKSTAEL ERIC 3138246468 CMR 6/24/59 .

L 2A Hu 01 - Swilched to GTELD from MGl without _.V)S.A m,.h r )

Docket No. 090362-T1
E;.

Exhibit REP-21
Page 108

F -

e

OF
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RECEIVED CLOSED CAL

0
(%]
§ bl
&2 g". 2 In Franchise: 1
]
Za ?_ Fran CUSTOMER NAME BTN WHO
98 o
BE S
.‘0 ﬂ IF  PITEK ANDREW M. 6175224443 AFB 6/30/99
09 B PATRICK GRACE 2073634665 DR 712199
PHOTOGRAPHY
DNS 1 In Franchise: 0

BTN WHO

TYPE BIR Fran CUSTOMER NAME

RECEIVED CLOSED CAL

6/30/99

04 R KUMICK ALBERT 7273630426 LY
Uﬁauthorized 28 In Franchise: 7
Change

TYPE B/IR Fran CUSTOMER NAME BTN WHOC
' I v
. oy OFG(,\ YO

o1 5)

LEGENDRE RON 9548452038 EG

2488273617 DR
6549898535 CMR

RAVINUTHALA RAVI
FICARA JERRY

iz R
08 R

- RECEIVED CLOSED CAL

6/29/99

6/28/99
6/29/99

Total Reason:

Business

Total Reason:

405
405

Business

299

Tolal Reason:

501

Business

601

Total Reason:
802
6/30/99 602

’Z;wﬁg D

1 Regulatory: 0
Complaln Call Description
tlasuve
12 - { wish 1o reciify 3 cass of ‘Cramming
09 . - TMA-misinformalion about productsirat
2 .
) Regulatory: 0
Complain Call Deacriptlon
t1ssue
501 o4 - Pleasa removae customer from GTELD
1
1 Regulatory: 23
Complain Csali Description
tissue

€01 1 - Cuslomer slales thay recelved a

“Troamdy,

602 09

ros

- Swilched to GTELD from Conneciires

- Mrs called saylng was slammed 3-3-98.

Corrsctlve Actlon DIs Raglo

AT E CD NE

OF

-
.

Corractive Actlon DIS  Regle

Pleasa remove customar 501 FL
fom GTELD tslamarkaling

list. No cusiomer contact

necassary. Do nol solicit

st Indicales customer

already on the jisl since

11/97, Sent for call

history (o TMA's. Recalved

Corrective Action DIS  Reglo

n

CUSTOMER STATES 601 OF
SWITCHED YO GTELD
WITHOUT

THON, TMA -
SNYDER BLOA
PSBKOFVJDE - FOOT SALE.

E WAS DISPTUED @
SNYDER/BRAN AFTER
CUSTOMER RECEIVED
VERIFCATION LETTER
AND CALLED TO
DISPUTE. LON

L

Snyder -~ M=,

8/28 Mrs upsel still biting. 602 OF
Told her | would take care

of problem & calf her back

when complaled. Sha said

mads no paymenls, Callad

Norac/Jackle lo issue

Shqder = FL

0 CooTRe 9 o

16194
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Docket No. 890362-T

3 Exhibit REP-21

v

1100 LOK ¥ _.mo\m.m.
qgwlgaf 602

711198
6/28/99

5702068367 CMR

ORI ANICIA 3054410268 LY

NOGUCH! SHIZUE 6612553744 CLM
mw/ CINTRON ANGEL 7275287918 EG
% DAVIES DEBRA 3058955515 EG
B DEMOSTHENES MARIEK

Ag his was an Inlemal

01 R IF
01 R

04 R

0i R

o1 R IF

UPPENA PETERL -

ALONGE ANDRE
AMBER MARIE

ARROYO RAUL
GIANONE FRANK

PADINHA DESAREE
BOHNEY KENNETHL.

602 - NE

6086232458 BLH

9413530648 BLH
5617342983 BLH

7184628893 BLH
9419558065 BLH

3052336884 EG
3103163165 BLH

6/30/99

7/1199
6/30/99

6/25/99
6/29/99

802

Traudh. 602

6/28/99  6&/29/99 602

7498 602 699

712/99 .nww»% WPN

Ty s hos

7/2/99 602 602

Frawd-

6/30/99 \.TA:»L(%

6/28/99

7/4198 602 602

o7 - Slamming complalnt .., | Just faxed /W.:n& %b V- m . QF
07 .mﬂmaa.m:o complalnt ...Wa Jusl recelve _m:rﬂ %h-\ - O. .}\ OF
02 - FLPSC- Cuslomer slates that ha was (XT E. LD —[FLr

6
9.mz__o:&_oo._.mroﬁaaz.ﬁigs ,m;zz % \,\ W h.\ om w
602 10 -PA >wa?o< Ganeral - Enclosed s a ¢ m

.aﬂin nol oz.ﬁw:x -
sarved on GTECC a
misdirect lotier 1o tha PA
AG should not bs required.
However Ragulalory If . ﬂ h
you da want lo send ona 5
snd il you require ECR's 2

01 - FCC - Dacember 2 1005 FCC MISDIRECT JHela , 699  NO
Common Car GTEL . The
cuslomer was swilched ﬁ {
fro b H.
and DAN._No cuslomer
contact.

01 - Swiiched 1o GTELD without authorizatl

F[ 2 o©F

)] -1 recaived # calling cand from a phon _ recalved a calling card 602 OF
from a phone co, called
' GTE. Snyder mada sale,
Service disconlinued, Ma -
Credit lisusd, Customer MY R ef
staled she did noj sign

snyling. Would nol verlfy - .mH ﬁ.l.
partlst security number.

01 - Swiiched lo GTELD from ATAT without fmnzcmﬁhﬁ - Z.(

[+]] - Switched to GTELD from AT&T wilhout Switched to GTELD Irom 602 FL
ATAT withgut authodzation.
Snyder mada the sale.
Reprasenialive has been
lerminaled. Servica was .mr y kh r -
discontinuad. Credit
Issusd. Customer stated - ﬁ
sha doesn't know anyona ﬁ‘ -
named g

Shyder= Fl-  oF

02 . Swilched lo GTELD from AT&T wilhout  Switched to GTELD from 602 CA
ATAT withoul suthorization.
Cuslomer had Network
Services and ATAT va_oa

01/08/98 when tha
cuslomer bacame .ﬂnrmn Q’J E ru -
customer, On 01/

CH

01 - Fabruary 22 1009 Federal
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Exhibit REP-21

Page 112

02 R
p1 R IF
01 R !
}
04 B IF

BRISSON MARILYN 4073221431 BLH

NATHAN MARTINL 3056667680 EG
SHERMAN DARLENE K. 8144375405 EG
OH MOONTAK ~ 8179215349 EG
LANGBARTELS SHEUIA 7137992416 EG
CHOUDHURY AREEF A, 2815991221 EG
SENA GEORGIANA 5168723387 EG
RUBIN JOSEPH 3050569046 BLH

3052643320 BLH
8137884914 BLH

MAYOR NELSON
MC CONNEL PAUL

2125951192 EG

MOON EUGENE

- HOUSE OF TELEPHONES 9154820101 DR

6/29/99 Tr299__ 602 2

Frowwa

mes Aok ‘&02
8/29/99 802
6/29/99 Ffu,qoL 602
saoio9 L-OA bgjsﬂ?s
6/30/99 602

6729199 (L gt GP7el a“%;
02

6/30/99 7/2/99 0(602 &

A
712199% 602

6/29/99 6/30/99 602 699

8/29/99  6/30/99 iZ 602

711/99 602

[s] ] - Swilched 1o GTELD frorm MC! wilhout
10 - Rocelve no servicas from GTELD but
[} - Swilched 1o GTELD from Lifsline Amar

ot - Swliched lo GTELD wilhout suthorizall

02 = TX PUGC - For almosl 2 year now | hav
01 -Sin¢e | had enough of MCIAE x
01 - Swilched lo GTELD from ATAT without '

1 - Attached is a blll sant lo me indicat

02 - Swilched 10 GTELD from ATAT without
)| - Switched o GTELD from ATAT without

[o}] - The above complainl was misfilad in E

04 - Mr. Le Vrier owner of House of Telap

Swilched lo GTELD from .
ML withou! authorizalion,
Service has been
discontinued. Customer
has slready recelved a
reflund check.. Snyder

'Sﬂtm’er :
mssobese o+ [/

lerminated 10 days belor

CF

16198

\SHL{AQ( - F/—- OF
e o PA
Shyde¢~TX ©F
Snyde.~FK oF
GrE DTk o
SRL{A{(" NY a7
Swilched lo GTELD wilhoul 602 OF

sulborization. Order
issued lo disconlinus
GTELD, Credit issue.
Snyder mada the sale,

Repressntatives Sn U[d'e A

lerminated when Snyder L
siopped faol sales In that —_
orea. Advised the

Snyder - F Lo o
Switched 10 GTELD from 689 FL
lhorizalion.

MISDIRECT < Not a

TELD JasUe. Customer 6\{" %] L-D

has not been saniced by
GTELD since 03/02/07.
Cuslomer's bl shows that
the cuslomer was switched
saver

Cuslomar says he was 602

swilched without
avtherizalion, THA. Snyder
-LOA provided, foot sele, .~
Customer says PBTDES

not ramambac being
spproached, Sale was
slopped at ima- SALE
DISPUTED. CUSTOMER
MUST H

Gred- TR =

CF

NY

i




=
g
wm _ CHRISTEL CHRISTIAN
s 5
Z2r D
3
843
Oul o
[ SIOLOW BOB
12 R TAYLOR DARLA
04 R IF  PARROTT TRACIE
DNS )
{YPE B/R Fran CUSTOMERNAME
09 R IF  SANTOS VIVIAN
g R MAZIARZ ADOLPH
Unauthorized 7
Change

TYPE BIR Fran CUSTOMER NAME

05 R CASTELLANO
GERALDINE

12 R NGUYEN TIN

09 R ELLIS JACK

08 R ALPER SEYMOUR

o1 R JASIN MARY

7033923626 LY 7/6/99 7/9/198 402 2 o4 . Liz please asslgn lo your group. Th Custorne! racslving VA
\:QE&O: e " .
Reprasenletives asking lo -
~ Individual named muEé.MZ : “.P I
P Seni out fg relory 1o el - I~
\\\\.\\ TMA's. Enydar rasbonded QQ,\ m_hﬁ [
o siating ‘cuslom - . L o
e both times May 18 & Rﬁuﬁ.‘ IR € b m
\\\\ . ..~ D N S
. 7148935805 EG* % 402 INQ / - Toomany calls fasls harassed by TMA . ' CA
Tolal Reason: 2 . . &, A
719/99 405 12 - Misinformalion aboul rates. Customer w:g .A ¢ r \&?ﬁ
8138701774 AF 1789 405 04 - Misintormation sbout rates{eas/send ) - \Qrm-q.
. ar ettt Lol
. Tolal Reason: 2 -
In Franchise: 1 Business: 0 Regulatory: 0
BTN WHO  RECEIVED CLOSED CALL Complaint Call Description Corractive Action DISP Regic
1ssue ' : 0
mm.mmomc:u cL 717198 501 501 09 - Add 1o DNS list. Customer slates the 501 CA
Total Reason: 1
7278631678 CL 7/8/99 - 503 0 - Add to DNS list dus io hang up calls, . FL
Tota! Reason: 1
In Franchise: 0 Business: 1 Regulatory: 2
BTN WHO RECEIVED CLOSED CALL Complalnt Cali Description Correctiva Action DISP  Reglo
lssue
n
7188961262 BL 71999 .j\&k.ﬁ 602 05 - Swiichad to GTELD wilhout permission. ,mrcim—\ - Z Cv OF
3023680298 AF neiee Fr FEL/%M 12 - Switched lo GTELD from AT&T without a .M:L%hﬂ - U“ OF
7405935807 BL 7799 T9/89 602 602 o9 - Swilched to GTELD withoul authorizall  Switched to GTELD withoul 602 NE
. -~ puthorization. Customer
971& CunShmdd ner 740-693-3807.~
\\rTH s .ﬁnl , red at.ordar on the - ma %hq =
| A nlemet to change his long
QR “ a:._.nboamq_.._.._uo_. lo GTE an R L

typed In tha Incormsc Ofﬁo

lalophona number.
-
9544547845 ME
4257458785 BL

08

7/6/99 ._lnﬂ\h.?n_(mo» - Swilched o GTELD lrom AT&T without a M»J%C - ZZ OF
7/8/99 602 01 -Switched lo GTELD fomMClwithautsu "\ f oy ~ (1) u)\
Son S G hed "

A.\O} \ ‘m\oﬁ\* v. r.oc..m R\S _Lmk

T,Qr. 2

OF




k=
1
& IR Fran CUSTOMER NAME
Lo
223
B8FE% IF WOOD DORIS
3L
awao
DNS 2
TYPE BIR Fran CUSTOMER NAME
05 R IF  FLECKSTEIN ERV
o5 R IF GSELL GEORGEH&
GERALYN
Unauthorlzed MX f@
Change

TYPE BIR Fran CUSTOMER NAME

o7 R FOUTS RUSS
05 R LEZCANO JOSE
05 R DA MINH HUU
o7 R FERRARO RICHARD

In Franchise:

BTN WHO

2109624345 CMR

In Franchise:

" BTN WHO

3105746105 CLM

9202694564 MEM

1 Business ©
RECEIVED CLOSED CAL Compialn
tissue
7/22/99 405 o1
“Total Reason: -1
2 Buslness 0
RECEIVED CLOSED CAL Complain
tissue
722199 501 51 05
Total Reason: 1

7/23199 505 05

Total Reason: 1

In Franchise: 2 Buslness 0
—— ‘,ﬁqu WHO RECEIVED CLOSED CAL Complaln
tlssue
5034538997 BLH 7124199 602 o7
5616886453 CLM 7120499 602 502 05

5108395185 AFB
7188539649 AFB

Frauh

7122/9% 602
7/19/99 7/22/99 602 602 o7

LoA c,?v;\

Regulatory: 1

Call Deseription

- Mislnformalion aboul producis/rales/s

Regulatory: 0

Call Dascription

. Does nol wan! Telamarkeler calls. Re

- Multiple requests to remove from DNS -

Regulatory: 8

Call Description

- Swiiched to GTELD withoul authorizatl

- Swilched lo GTELD from AT&T without

=

- Switched _o GTELD from Sprint without

- Says he was swilched 1o GTELD

Lok o St

~Snyder. Recalve

Snysker—CA o

Cotrective Actlon ‘' DIS  Regle

OT E LD NO

16223

Corrective Actlon OIS Reglo

Enlered on the Do Mot 501 CA
Solicit llst for bath mailing

and calling on 07/22/99.

MiM — Telomarkaling

contact = RM = CLEC -

0844719 RM = CLEC -

06/01/92 RM -~ CLEC -

03/23/99 Sltel - 030390 -

ACl-

Corractive Action DiIS  Regle

CGTELD oF
Snyder Sala/RPMS - 602 OF
§/21/98. Requesled call
history from Snyder,
Cafied customer & le#t
message with spouss that’
| was Investiating. No
responsa frem Snyder.
Senl second request lo

m:cﬂmﬁ\ -
FL-

Snyder Sele outorder - 602 OF
issuad and credil issued on
Final BIll of $38.30. | also
called Finals spoke with
Kelly 'o hava the account
pulled back from lha  *
Collection Agancy Accenl |
Caollections. Signed Loa

mqf%ﬂ\\ cv 5




=
38 IAHMAN MOSTASIZUR 3056727345 DR 7122/99 T’ F UM 502
gEm CHIANG CH) 7074479323 CMR 7122199 Froud o502
TEG 0PN 0 ALAR 6303255023 CMR 7720199 Lok dn¥isStS
=
858 KLEIN ANDREW 7184496912 BLH r2es Trodh, g0z
0t R DEMEL SOL 5617366047 BLH 7r22/99 7122199 dksoz, 602
o1 R INVALD! ROBERTO 7734041569 BLH 7122/99 'Fi’m* 602
' Total Reason: 10
7 R IF  SUTLIFF SHANE 5019636744 AFB 7121199 603
7R HO FRENDA 5107902829 CMR rree LOA 807 545
R LUO YUN 6148500712 CMR 7/22/99 T/22/99 603 603
02 R IF  HINDMAN DEBRAJ. 4257413814 CMR 7/23/99 7/23/99 603 603
Tolal Reason: 4
Bliiing 9 in Franchlse: 3 Business 0
ME BTN WHO RECEIVED CLOSED CAL  Complaln
TYPE BIR |Fran CUSTOMERNA Tt
09 R SCHRADER NANCY 5708883763 LY 721199 T/21199 705 705

05 - Swilched lo GTELD without sulhorizal S Yy der- FL OF
o1 « Swilched lo GTELD wilthout authorizatl -S n t(d-( f- Q,?A“ OF
02 - Switched 1o GTELD from AT&T without Sh Yy Aer = T L OF —
. ] - ™
01 - Switched lo GTELD witboul subborzall Ny dar Nj i G
01 « Swilchad lo GTELD without auihorizall Switched lo GTELD wilhout 602 OF &9
authodzation. No record S& ;(_
of tha service ever belng .
swilched. (( C r.
general " Snyder made * F
tha sale\Represamtive . L
has basn terminaled.
Cuslomar staled be never
sl
o1 - Swllched lo GTELD wilhout authodzall -S RL( o{{r - r L_ oF
07 - Swilched by anathar carriar rom GTEL MW
0t -Swiiched o GTELD fomMCiwithout SRy {4 ~ Q‘A’ OF
3] - Switched by another carler from GTEL SOLAR: 12550156 T 603 OF
4/20/99...... 02220222
8/18/%0, SNAP: Nolhing
noled In Snap, DNS:
Added 7-22-00, : '
FINDINGS: 7/22 Called - - !\ ' L6
cust & talked lo Mrs
{Joycs] she sald was not
slammed by GTELD, She
sald 5
02 - Switched by ATAT from GTELD. .Ahis L alac— 603 NW
Custome he capy of the PIC

e

Regulatory: 3

Call Description

- GTELD Prepsid Calling Card pin not gi

raslrh:( 1s retainad hare in
lha ldder, IV Indicaies cust
wanls AT&T. Inlra Is now
resala.

Correclive Acllon DIS  Reaglo

GTELD prepald cafling card 7053 NE

- _pinnol gven. ven, CUSTOmar
siafes she was to expacl a

ca¥ 2 days (rom the day
she called & has nol been
called, Called Sitel &
racelved pin number lor.
cuslomer. They stated

i et e
pE—

6




Ewm\m,mﬂ 602
LOK gyist S

o
m. & IF  TAOSSTAFFING 9724388418 MP 7126/99  7/26/89 499 499 03 - Cusiomer states ha recelved a call to
g ul g
Ze e
add Total Reason: 2 .
DNS 3 In Franchise: 1 Buslness 1 mma:_maéu 2
E BTN WHO  RECEIVED CLOSED CAL  Complain Call Description
TYPE B/R Fran CUSTOMER NAM o o
11 R SOLIS BARBARA 8508934613 CMR 7/26/99 501 11 - FL Depl of Ag & Consumer Sevs - Flor
02 B KUMICK AL 7278672147 BLH , T26/99  T/29/89 501 501 02 - FL PUC - Customer slates that hais ¢
Tolal Reason: 2 _
05 R 1F PEEBLES MICHAEL B0A5261409 CLM 7126789 7/30/99 504 504 05 - 1 hope you £aa hoip ma. Hawall custo
i Total Reason: 1
Unauthorized MK %%m .V\G In Franchise: 6 Business 2 Regulatory: 24
Change _
ME BTN WHO RECEIVED CLOSED CAL  Complaln Call Description
TYPE B/IR Fran CUSTOMER NA Sl
T\m&\f
05 R GONZALES AIDA 3054470505 MEM 7/26/99  7/29/88 602 602 05 - Switched without authorization. Doas
05 _r CRUZ GUADALUPE 3055123995 MEM 7126/85 602 05 - Swilched without sulhorizalion. Chat

498 TX

\U .

Custornar swilchad wid
authorizatlon Order issuad
lo PIC freaze all numbers

lo GTELD Q\__. = L

Corractive Actlon DIS Ragio

OF
Cusiomar siales Ihatheis 501 FL
racelving calls from GTE
Long Distance. Placed on
the Do Not Soiici list.
Telemarketars do not have
the custamer on thairlead
list. Cuglomer Is nol on
Ihe GTE MIM lead

Cuslornar removed lrom 504 Hl

-~ ~gll lists including CLEC.

Ploasa viaw Qasis
commant section lor
delailed information. |
chacked MIM & he was not,
MIM'd as of 7/26/48. |
MIM'd cuslomer for both
calls & mall. Re

Correctiva Actlon DIS  Roegle

n

Cuslomer swilched without 602 ©  OF
authorizalion. Does nol
want 1o pay. Charges are

accumulated Laxes and
feas for over 8 year,
There ware maybe 5
minutes of domastic calls.
Agraed to wrile off

charges. L

...ioCr,\

602 OF

A:A dey”

Panding cuslomer
responsa. Switched
wilhout authorizalion. Has
lried to close the account
for saveral months.
Evaryonae lalls har il will be
taken care of and Il naver

16234
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@O

01

01

ERSKINE PHIL

erl onN @ -q

GIANG ANH HONG -
GAILEY WAKE

FUSNER FRIDAD.

£507288282 MP

4084417268 CMR
9046150614 BLH

4078565922 BLH

FERNANDEZ ANTONIO 3052263045 CMR
KAYE MARTIN RICHARD 5165386582 CMR

DEESE EVELYN
GREEAR ARNELLE.

AVIATION POWER &
MARINE INC.

HOGAN JANICE

3052857255 CMR
5403956166 BLH

5617326000 BLH

6177230933 BLH

ncm_oﬂ:méﬂmnau_namow
0._.2._3_3“ .
investigated siluation

Maver located LOA

Cuslomer changed lo [XC

of choica

Chy der-C A

602

7126199 7/30/99 602 802 07 . m_.m_.:_.a:o complaint ... Phil Erskine {

4)
age F LA D g2 01
7/29/99  7/30/89 602 602 o1

Frramd

- Swilched lo GTELD from NTC without
- Swilched to GTELD Irom ATAT withoul  Swilchad Ja GTELD from
AT&T withoul autharizalion.

Seivica has beon
deactivated. Credit
issued. Snyder made the
sale. Represantaliva-still
shows amployed.
Cuslomar staled she.did
not sign anythin

7128/99 ’\N »C 602" 602 01 - Switched 1o GTELD from AT&T withaul  Swilched lo GTELD from 502
ATAT without authorization.
Service nonn?wan.
Crodil lssued. S
mada the sala, n« Lo -

Representalive _ezd_: od.

1S .
7/29/99 Lo } o _mom. 01 - Swilched lo GTELD from AT&T without m, H £ N\:\ - ﬁn L
72099 | Ok ¥ mam+m Mvs ac_.dmz__ga 1o GTELD Irom Eclipse m,:g der - N u

— %amo} i LSt S 01 - Swilched la GTELD from MCI without MEA mﬁ & - a../ \m 602

7/28/99  7/29/99 602- 01 - Customer statas GTELD Is responsible Customer slales GTELD Is 602
responsible for slamming
them. RPMS shows ANI
accouni code of 109935
s(Cosi Royling. iy
MISDIRECT - Not s &\ N
GTELD jssun. Plaase

Routing for investig

- Swilchad to GTELD wilhout suthorizati Swiltchad 1o GTELD wilhout

: ..-sulhorizatiol

MISDIRECTA This is not a

A GTELD iesus. Pledse

- _lorward to Mediumv/Large

Business for :
Invesligalion/resolution.
No Cuslomar Contact.

7128099 T/28/99 602 ot

602. 602

.

1128/99 A“ __m \ﬂC Umow - B02 ol . Switched lo GTELD from AT&T without  Swilched to GTELD from 602
ATAT wilhout authorization.
Service deaclivaled.

Snyder mada the sala.

m,?;c

OF

16236

OF
OF

Swy d€v -
FL

OF

1.

CF
OF

OF
OF

CF

OF

AVAS
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01 R

0y R

08 R IF
\\I.l..!.

01 R

01 R

@.\@ ¥

ALLSTATE INSURANCE = 4089231552 BLH
COMPANY

ALFORD CHRiSTOPHER 7186930496 BLH
D.

PEARSON JOHN £315830557 BLH

7273758553 CMR
4193544293 EG
3052812424 BLH

STILES JASON
SUNKIN FRANCESCA
JOHNSTON PATRICK

JOYCE MICHAEL 7186933814 BLH

ZHENG YIQING 7184346890 CMR
TRINIDAD GINA & 3102126104 CMR
RONNIE

YODER NANCY & 9413785564 CMR

DENNIS

7126/99 n.\m.:mw 602. 602 02

(25N

7120199 ﬂw }Cwﬁ. 602 o1

7/26/99 Nﬁw@m 2 602 01
7Y

7/28/99 602 01

7728/99 602 o1

7/28/99 ﬂh*gvmﬁ 602 o1

7/29/99 7/30/99 602 602 01

Frowh

st S
s MU Uik o1
7129199 4“ o &0z o
LAY 8\% o5
st s

- CA PUC - Cuslomer states they did

- Swilched lo GTELD wilhout aulhorizat

. Swilched to GTELD from Sprint without

- Swilched 1o GTELD from ATA&T withoul
- Swithced 1o GTELD from AT&T wilhout

- Swlichad to GTELD withoul authorizat

. Swllched 1o GTELD from AT&T withoul

- Switched 1o GTELD from ATAT wilhout

- Swilched lo GTELD from NET without

- Swilched lo GTELD from ATAT without

Ca PUC - Customat 602 OF
slales they did nol order

long distance service. Sea

previous compiainl.

Service disconnecled ﬂ .
credil issued. Cuslomer ~ 7 & n&m \
slales pol his social Y
security number nothis

signalure wi a

16238

Switched lo GTELD without 602 OF
authorzation. PIC

restrclion. Cradil Issued.
Snyder made the sale. .Mlz rﬁ n&b \ -
Representalive was Z (

larminaled.
Swilched lo GTELD from 602 OF
Spdnt withoul aulhorization.

ettt SAYALr <
Q\,‘

lssued. Snyder made the
sals. Rapresentaliva has
bean tamminated.
Speclalisi who previousty
handled the ¢

gretd- T o
AT ELD = OHIO Ne

Swilched to GTELD without 602  OF
sulhorization. Service

doactivated. Credil m.
Issued. Snyder made the
sale. Represeniative has
been lerminated, ’

Swilched lo GTELD from 802 OF
AT&T without authornization.

Sefvice deaclivaled.
Credil issued. Snyder

S UL
{8 alad. Calle C fu

cusiomar. He staled he
did nol sign anything,

_.m:ﬁ;;.ﬁt( OF

.m,.bimﬁf. Qwﬂ OF

,m(_z del™- W\h FL




e

o™

8-‘

2

S 4
zx 2
8
kg
oW
gt R IF
0t R

—

02 R

Billidg
TYPE B/IR  Fran CUSTOMER NAME

NUNEZ BERTA

3053267206

YAQ JAMES 8052515715
ROSARIG MIKKI 5166715087
BARON AND BARON ING 7148981255

ORGANIC 2087623337
ALTERNATIVES INC

EDDIE'S ALUMINUM 7479335084
SERVICES

¥ |2

BTN

BLH

PISCIOTTA CHARLES P, $418277235 CMR

CMR
CMR
EG

CMR

ClM

In _Franch?se: 7
WHO

7/29/99 730499 tso;k 602 01 - Switched from ATAT to GTELD without
TRRR/GE 7729199 602 602 01 - Swilched to GTELD from AT&T wilhoul
Fr
7/28/99 §02 01 - Swilched to GTELD without authorizali
IR FRAVD 602 02  -Swiiched to GTELD from ATAT without
7128/99 602 01 - Swilched to GTELD from Sprint without
Total Reason: 27
7026199  TRISY 603 643 INQ - Slammed away from GTELD. LeMter
Irom N
7/27/89 8/2/99 603 603 0p - Switched by Sprint Irom GTELD.
R e P e
Tolat Reason: 2
Buslness 0 Regulatory: 3

RECEIVED CLOSED CaL  Complain

tissup

Call Description

Switched from ATAT lo
GTELD wilhout
aytharizalion. RIC
reslriction. Cradil Issuad.
Snydar made (he salg,
Representaliva was

teeminated. Called '-S\H Y 0(‘(’)’ -
customer reached .
FL

602 OF

16239

recarding thal sald The
numbsr you

SOLAR: C828426 comp
11-8-98 to
add.....C1418921 camp
12.7-88 1o rmv. SNAP:
rep terminaled 11-16-98.
DN3: Added T-29-81,
FINDINGS: Customer was
called re LOA & all info
was wrong. Cust raq copy |
m

602 FL

Spyder -
FL

CA -~
anp({(’Nj
= (D~ ,
Te DT a
603

OF
CA

FINDINGS = Cust had
ATAT & chn lp GTELD
3-3-88. 3-4-69 bill had
natica that Intra & Inter
was chn lo us. Apr bill
staried billing for calls eff
3-3-99. ATAT billed thru
32-86 on the March bill.
72

NW

Cuslormer switthed 1o
Sprint without parmission.
Cuslomar wants GTELD.
Requesied NOREC!ackie
Harper change customers
pra & pra to 5483 par,
customer request &
Platinum Value Plan.
Customer switched |

603 NE

Corractlve Action |

Dis Reglo




=
m IF {ENDRICK PAULS. 9418445671 DR 82799 B/6/99 403 04 - Callng party ssked cuslomer how Calling party asked 4 FL
m b customer how many bills *
o ha was now recelving
S Ui alluded 1o the fact his
Zel current cafrier may soon P o)
%
x A o § v <+
3 £ o Whan cuslomar 8nswa N
ouo caller advised cuslomer [{e]
‘He cou -~
. Total Reason: 1 :
05 R IF  KINER TIMOTHY 7174324938 MEM 8/3/99 405 405 05 - TNA complaint . Misinlomation abou (31 B LD 405 NE
g8 R IF  PAROFF JEFFREY 8054832048 MEM 8/4/99 405 08 .\8._32 le; ‘Esch ;ua everyons rm, n (H\A\r 4~ . CA
Lire wJ o~ :
05 R SHOBAR DONNA 3616045348 LY &/6/99 405 05 \ e Yoo Aoy -
o2 R IF  GESMUNDO ROBERTOP. 8188916099 EG B/4/99 405 ' ATeE LD ]
Misinformation about rales. Customer CA \N\M O \.Q 0/ . I.U @mﬂ
05 B IF HUGHES THOMAS 8089359910 CLM a/5/99 405 05 - Customar wrote: 'GTE malled me on swi %\ﬂ!m P\w Hl
Total Reason: 5
12 R IF  MOSER MICHAEL 8157476572 MEM 8/5/99 499 12 - Cuslomerwrole: 1 recently switched I . NO
, Total Reason: 1
U :m:ﬂso_._umn& 14 In Franchlse: 5 Buslness 1 Regulatory: 12
Change .
TYPE B/IR Fran CUSTOMER NAME BTN WHO RECEIVED CLOSED CAL Oo".su_m:.. Call Description Correcliva Action DIS  Regle
flssua n
12 R IF ooaoZmox,_pmrodm 5409357214 AFB 8/4199 . 602 52 - Customer wrote: ¥ note from my bl3 : _ O ﬂ . A
n o - i
e o) ﬂ “ 'DAVIS DONALD 4078413402 CMR paige (|- g 602 wn_ PP % Too umg_ga to GTELD fram MCI without ,m. awder- F L \@ ;&wm
02 R ) LAM SAM & MICHELLE- 6262797751 CMR p499 ~1-5 0 ~60f1 _A Mwa [ nﬂm . Swilched to GTELD from ATAT without ,32 4 e = g OF
5 R IF  WONG CHUCKKWAN 9095987689 EG wiares fof23 A€ 60200 4 €SS 01 - Switched to GTELD from National Bl Shyder- cA CcA
02 R .  PEREZ SANTOS 7183284743 CMR waoe % [3/4% 602 L O @XiSTE - swiched o GTELD tom sprntwibout SRy dur — N oOF
G2 R _J- DELAPENA DON& 7188243379 EG B/4/99 602 A 02 -Swiched to GTELD from ATAT. _ OF
Q BLENDA m _ z Eﬁ) Muﬁ.n\n\r Cuslomar rm- :L %Nq\ CC -
@V JF.  GRAZIANO LOUIS. 9413711077 CMR aarse {114 a4 el 0A CELST S - switcned to GTELD trom Sprntwithou rm,z der— . F r L
@ . AglILA OLGAZ. 3056384228 EG warge 2 - S~ A0zl 0F LEIS Sgp | cxmcrmammsssxes NOTES: M:.L der— FL. O
01 R o OLSON DELORES 5032574144 CMR aeies (o723 .L g0z ] - Tha firs! tima this was worked the re G LD~
%1 R * KOONTZ BARRY 4076454852 CMR w499 (\- 2.3-9f so2lpp € {ST 01 - Swilched to GTELD from Sprint without (m;?: dor h..\. OF
02 R IFT  MCLEAN LYNNA 3345081767 CMR s [ 2 \ qée 02 -SwichedPome snswork Fs0GTELD | (° N \+ [ s
! , CMR 813199 .
02 R | HEUSNEAUD-METELLUS 9549633381 602 . . S
Swiched 1o GTELD wilhaut suhocizel oF 9 \ 3}49 F g A S Ry der- FL ..
, MYRTH i _




"
.
; 3.; ADES HAVEN 9416952746 EG
2ra
-t # -
%-9 % 1F  HOOPER EARL 8126630722 MEM
a 3 g
Billing \1‘4 ](p In Franchise:

BTN WHO

TYPE B/R Fran CUSTOMER NAME

ZOOK JANIS & WAYNE 7655642384 CMR
9098205777 CLM

g3 R F

EMP R COLE BELYNDA

IF CALDWELL'S VW SALES 4172723691 DR

04 B
02 R IF  CASSIDY THOMASJ. 8136558023 CMR
c8 R ZHAD HONGXING 4068299027 DR
08 R SHAN HUA 9252530502 CLM

Corrective Action DIS

STELD .
Called customer to lel her 701
know thal | was
Invesligating & explalned
that the Smart Saver plan !
was for
Cuslomer stales that the
Public Affairs Bullatin did
not stale that & 1 apologiz

Cuslgmer slales has 703

GTELD's 800-555-2339

tha! rings at £17-272-3581,
Customar lred dlaling the

800 (rom Oklahoma

(973-445-0223) and It

wouldn't work. Reviewed

servics records shows 1ol

free non-p .

I F ]/
Customer wrole: He did 707
not chose GTELD as his
carrfer, Reviewad pms
transaction history shows
activated 1o GTELD
6/23/09 deactivaled
7711789, A lcsl code was
recolved from Ms lec
{2008). An order

/

&

. { \ "-.k g
Toim s ok .

L 9 802 BN GT - Swilched to GTELD from AT Twithout ?R Y 0{ 6T - FL

Tolal Reason: 13
8/5/99 603 12 - Custormar wrola: T was billed » send @T E L_D

Total Reason: 1 2
8 _Buslness 1 Regulatory: &

RECEIVED CLOSED CAL  Complain Call Description
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@ GTE Service Corporation

600 Hidden Pidge
lrving. TX 73028

HQEO1G33
April 14, 1899

Complaints hst =l 22 2o

Via Facsimie 1o
850/413-6362 -

Ms. Elsie Akanb';i

Division of Consumer Affairs
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

RE: Ms, Annefte Cimeus
1095 Northeast 145™ Street
North Miami, FL 33161
Tetephone: 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 interl L ATA 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, #11859, generatad 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 October 23, 1998 through January 2, 1999. Due to the
balance due on the account, GTELD is unable to resclve this matter without first
speaking with Ms. Cimeus. Ms. Cimeus should contact Ms. Garivay as sdon 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. {f 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
employae, 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 Do
Not Solicit list effective April 19, 1999. Pleass call me at 972/718-8948 if there is
anything else | can do to assist you or Ms, Cimeus.

Sincerely,

TN~

Jane F."Lee
Manager-Regulatory Accounting and Compliance

JFL:sar:sal
Atachment

c: A. Cimeus (w/o attachment)
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To: Regulatory Exhibit REP-22
From: Susan Robinson@CO.LDSVCS.4 Page 4

Cc:

Becc:

Subject: FL PUC - ANNETTE CIMEUS (LD/SLAMMING) DUE 4/14/99

Attachment: h:\attach\cimeus.doc
Dace: 4/14/99 9:54 AM

All:

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 regord of the 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 or 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 te PSF, Central Ticketl
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 Qasis 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 Qasis 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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Docket No, 990362-TI
Exhihit REP-22
: Page 10 _
To: Chiara Hamilton@CO.LDSVCS.4,Christi Gary@PLNPLUY.ACT, Sce
Addicott@Co.LDSVCS. 4, Larry Commons@CO.LDSVCS. 4, Lee
Swift@CO.LDSVCS.4,Reggie Walker@CO.LDSVCS. 4, Sara
Lauer@PLNPLCY . ACC :
From: Susan Robinson@CO.LDSVCS.4
Cc:
Becce: :
Subject: FL PUC - ANNETTE CIMEUS (LD/SLAMMING) DUE 4/14/99
Attachment : cimeas,doc
Date: 4/14/99 9:48 AM

All:

please see the attached draft letter in response to the complainprfiled
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
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
»illing system (LEC or 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 cut. (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
Qasis email report regarding reimbursement of switching fees. However,
I rumoved the clause and PSF indicated that wmdessshsrrreliu¥aements

- - 'v‘.- N - . .._.' - g N -w Fhdd . - ) .mmt’

et XX ROMBEMI ¥ Since we
I did not address any previous

o iy $ o W " v L8 B b
did ot issue any further credits (yet),
credits so as not to confuse the issgue.

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#
21168 - No reference in Oasis closure email. However, per verbal from
PSF and Regqulatory, 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 Ma. Cimeus. Reference to the clause
will only confuse the matter at this time.

3
/

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 aggistance.

Thank you!
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. . } . Docket No. 990362-Ti
Susan Robinson-Staff Administrator/Specialist Exhibit REP-22

GTECC Executive Customer Relations Page 11
Telephone: 972/465-4524

Toll Free: 1/B8B-483-5227

Fax: 972/465-4823

Internet Email Address: robinson.susan@telops.gte.com

Mailcode: HQKO3D66
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EB GTE Service Corporation

600 Hidden Ridge
irng, TX 75038

HQEQ1G33
April 14, 1999 °

Complaints @list.tel.gte.com

Via Facsimde to !
850/413-6362

Ms. Elsie Akanbi .

Division of Consumer Affairs
Florida -Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32398-0850

RE: Ms. Annette Cimeus
1095 Northeast 145" Street
North Miami, FL 33161
Telephone: 305/945-2148
Request Number: 2510051
Received: March 30, 1999

Dear Ms. Akanbi:

GTE Long Distdance (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’ compiaint, 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, #11859, 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 receivaed 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 retum 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 October 29, 1998 through January 2, 1999. Dus 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. Eisie 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 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 humber to the GTE Master Do
Not Solicit list effective April 19, 1999. Please call me at 972/718-8948 if there is
anything else | can do to assist you or Ms. Cimeus.

Sincerely,

TN~

Jane F..“Lee
Manager-Regulatery Accounting and Compliance

JFL:sar:sal
Attachment

c: A. Cimeus (w/o attachment)
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@ GTE Cotmmunlcations
Corporation

86885 N. MacArthur Bhvd.
Iving, TX 75039-2443

November 9, 1998 HQEGC1G33

Via facsimils to
850/413-6382
Ms. Kelly Biegalski -
Division of Consumet Affairs
Florida Public Service Commission
2540 Shumard Oak Boulevard
‘Tallahassee, FL 32399-0850

RE: Ms. Martina Devarona
1093 Southwest 29" Avenue
Miami, FL 33184
Telephone: 305/220-3104
Request Number: 231930l
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 results of this investigation. Ms. Devarona complained her long distance
service provider was changed without authorization.

Our records indicate GTELD began providing inter ATA 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 Bailersteros, dated August 26, 1998, for the telephone number listed
above. Marcello Devarona is listed on the LOA as the “Name on the Phone Bili."
The text above the signature line of the form reads: *} affim that | am authorized
to make long distance provider decisions for the abova telephone number{s).” A
copy of the LOA is attached for your review. On October 8, 1958, 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 retumed to' GTELD's tol free number. .GTELD issued credits totalmg
$.56, representing 100% reimbursement for GTELD charges.
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Ms. Kelly Biegalski
Novamber 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 | may
provide additional information or assistance.

Sincersly,

eV

Jane F. Lee
Section Manager-
Regulatory Accounting and Compliance

JFL:sar:sal
Attachment

c: M. Devarona

13522




Docket No. 990362-T

Exhibit REP-23

Page 3
tance Previder Changw Form - Residential On b s e TN
lF‘::mm;ﬂr::Enmbmr da Ccmq;nmu de Servitio de ur;ya Distwncin.’ —— .

TTRACT NAase/ ‘e ,
S Ll leliel UL LT L iplalellsiatelelole) 1) | ||

R L1 IKIBIRIAaelgli) | ] t_i_;zzl_ﬂmowml L] ]
e T Nl Pl Ny badt Nowre/ Apele

s L L U913 Rl uugﬁuﬂxm A

Serviem

opmem LU UL L MBI | g m]ﬁ[ma;__,;gau 1Y)
SESRRR R w3 |0 | S| Z2[2][0]-[2]( T a]Y
SERE L) - UL = LU G D~ F= L ) g~ - Ll

For varifisdfun purpears enly/sels pars use de verifcacisn: nd/er name o semaana slse in haussheld/
S5N [_lﬂﬂg} _ Lzlﬁj ~ l,ﬁ]éul 7 Y/ % nastire the siguna ot perrens on 3| heger; _m_,

dee d for the abmve Wiephera numberis. |
m gy ST g e S S ol R R I, s b P g 2 et e g

.r w\dﬂ ons 1nee provmder gy
n reier kl’ -d'l - llﬂ'ltl'! " m Jt.ﬂ' Tﬁ m -d | ﬂ'mrﬂ
dm:m":’rcﬁ.% Cwn-:enns Corparobion, GTE mumm: C-rp-r-hoq uiem the hd!m- mhr mmu u! pm!:m;;:nmcsn \erg ne

Deare aud vy aulonzado/s pere kemar dycikones acerct dal sarvitio de large l"l ‘F log n“‘r:'om "‘i%l*ﬂ‘ﬁ;"lh ane Enflenda g d‘rd

ot Un coako por ol sored IIC‘I MMGELﬂnlDl ACS Tt reamioe P —
xomen wn g pa' e servicle 38 '8 parx cmds una da g ﬁmnhm : F.Im.-...'.‘f.'.r?p%" (“r;
%l‘ Carporoton ufiling lay o] s

provewder m'| hrgl dumnciy.
de obvey mmwﬂqa " ETOVE tut

Cosxmar Slgnapre/Firmm del Climne

T S TS St e et i e e i . — s m ot e e T s o o

T T T S e e e e e

Lang Distance Ohder Form T
Forma Para Ordensr do Servicio de Larga Distonciw
Yes, swirch me to GTE Long Dislancs Sorvion. D Yes, weitch ma te Lot} Toli Sorvirs’ if cvwiluixeg In my sreq.
Si, combinma al servicio GTE Long Disknce. SI, eamiiema of srvicin local de GTZ 51 sea dlipanible en mi song,
INTERMATIONAL / INTEXNACIONAL bouumc / POMISTICO . MISCILLANFOUS / aTao
s intenational Calling Plan | {§3 MRC) [ Gasy Semings P /"'_" Min ot Pura Adprras: ,D Calllng Cond” [Limir 2 __telandi]
Pt dn Uaremint s trmarerars (53 du CY i o) Umilm 2; J:l'-lh'j-h
Ca--y&:u/lwwmwh-volh-hd-ofm o A ' ;

e T HU S .
1P 4 mmwaufuwuqr.;r_\;;_. f@ Vol Col / Unvreadn Tl g
’CJ Tulk 1 Avin (53 MAC) ¥ 2&0—4&5'_5{_({__ T i Teeh/ &8 Contecto
Hublords « Asia (31 do MR 3
: _ - (O3 0 -
L ke w)ivant $10 in menthly lang distnee cuils /Yo gurie -wm-ﬁmmtlﬂwcnhqlﬁmd-p-mn Tou ) We

Naie: Yau must sigh up for GTE Lanp Diskenta srvien in order b ke a)igibls fwr GTE Lang (iatwnca Colling Corda end G 1T Lany Tall Servies,
“Noig: Uiled fiane que oblerwr J rervicm de GTE Larvg Dicjan parg pdk reaibir !lrim é ﬂ-md-u nlakbnlens do GTE Uny Cisronca.

Mathars Moiden Nome/Apsliide MoNrna: 190 bt vand 'l' lﬂwﬂv Puqill./lnh 70 wiagom ara promeiiik ds sgunda)
’xmmmus:onur : R ' R o
IrEno wj!% IL! vepearonel_ [ | L4y cammcn |4/ {
i |0 | | momo | | Pl L L L] pam !

IEVENTIDIQJOI/LIJ oe || 13523




B R e e ik e IR E . T e A P ey O D APy ek, REL Y, 0

. nEEEalEe = - C I3 2 T T mauaw

vz _ o N n}/&: TS B D N N o Dy 3‘
el . AV | T i NOSYINIA ;;[

3
,’ L T T T T Thewew [T T TV B0 amm 2

. AR ' o 5
T | T ) T T [T ) eowom [ PP, aans 3
i

T T 7T 77 owvow [T Fij;)fb@‘lﬂ  Gidln
o ot nﬂlt‘;ﬁ: ne u::}n;qwm 4}pad ]pjnppnh'a’ Sp{pRL oD QIDIA ag)
EL T o mB, VHEMADI valim sat0dind Linant 1o parn ag a)] az{ﬁ % LMD o) ad v uon Uy i
27 =1 ‘

g Buey 3 o ep SR Ethbws)| 2p 1 by JIQia S pod oind Wity By LRIV T TSI if\‘{l_ul); Pt TTioh,
FOIAS 1L 1501 30D Ful 1pabD Buyioy asunivig Bum 3.6y sy #141Bui0 s oy sepre Un wower *aueirq Bumn 3155 .05 0 Bt iinw o), Mo,

N Ty O] ew o mpubep sliey ue 0001 § Sauropillshaads amol of / 5o eniip Ou) Quiuow e g g e, ,c w1

-

N~y
ot ' .
- o — . —
I BERLIT W 4o lio] g urs sumugn ~ 0.9) 3 sﬂm 9 O € -~
M0 p7 Wy upn] gy o 1o [T s A ‘ VT AR vy [ PR davney
gpﬂwnur q!m ") HPusimeunu] TO RO e oy
TN RO winlmy /gy Byiey () SNy 810y {504 W U /7 ey Phupsa dony 0 ooy A1t £5) Vg By fovamoncny., —
OULO / SNOINYTIIIE (W, QILUSIWOA / JsTWOa TYNOIDYNNLIN! / TYNOLLYNIIINI
BUET (W Un 3QIBUp oes 15 310 4P (090) Ol (B BuigiW g "ouzig BUBY 3,69 O121AL21 18 BusiqwR) I

OB At ame)(pas §: ,83eeg jjo) [0y of mw g Ty 3 #ihing saunjia Buoy & o sw yame w8, T

B13UDJsIq pBiey op onjatag ap Jouspup Biby busig
L0y S E.mfi Japage:um;‘!q Buo’:jl a-‘-

/’/ - Sy~ e | Y9 »p o\Dey Mo '~"‘°P"£qu”3 =P bw,uumuegg Lo Tl
L
o L‘

WO EAL Ja3eayd Uy FDYDGURS Sa.e 8D

PED 0y Lo, 97N Loyeaewlany suoydniemuuio 319 woytsmilo fueueswLes 3575 ep upitAp cun e UG Bue 310 oouvatp ot op oUiBL G sonemeo.d
oun':f]qu J er un 4Aq0y spmnd anb L egilguaiay eymwny Dpod soxf sa[3jaiey $O% Bp vl SHO0 RUOK KQURIIP HELAT M aliee ap Jbpaciard LA LuruG®
<6u },tn opord md 4nd opurgua DRUIB] Bt B ap aed B epey BIBICRLIE, gui J0uE] Bumy 310 A ‘terquin Lre BB OIhA i 108 oysen unBip o,
0pard urb opuviy weptious Bej1as8 1 u0; [ leisny rey nubel #puNitiy ofie) #p Ga1A1 PP 037238 $IUCIP soel BIBY 5 /OpomwanE AX B 27D nia e

oI Ul Buipaasd ur seiwpuo saum 10 19 Hony & QYO0 tuRNBIUML "UBHRIaE )G GBI ALW I 31 (O VO A
&5 muvomg Buo) 11y saplans Iovilve dy q&oq !u_rlt:%.q:iu u’:’;&:‘ﬂ;ﬂ:.ﬂt Dy an :s;wf&u u.:\( -,%.‘?.n 3 [As .3;,, Jo Y03 Joy auita db\u-lﬂ' .az
10 ouasd mveytp Bua! suo “lub IIUUB“.P { Muﬁh‘n ¥ 1 -‘H.‘w nd nnﬁ ai i Hotuadwoy i mauneg M-] 3 'nq.ru‘n? ;Eu'g 1
Buow oy mmy iaimt b eq Anil bmy) 1™ BUBRIAPUA | (3l oriu maoqa 5; /8 (Vo RmN mpiaard suninp Bus syol 6 pntq:!anu ot bl 4

R R v e T L R e e B W mER L
) T T T - -7 i ~TTTI=0T77 s
J .
TRIDNT.
e -2 - TSI0]%]  womal
S i f 1}
(T T T T LT T T T T T R o
- Fars A 2 PN, ik, gy = G
T VLA (1 T 4Z00IC 81 mems
s et Wil Ui R at! QR s
T T T T FAOH7E W S
S Jelliyd SN Wil

b L T ENTTTEA T W e

_ BN 8BID] ap opiaseg ap Diubdwe) 3P JBIQWEY Db BULIDg
EEENYIPEW g, oo ol : A;u,g ,nﬁu.pgsff .Euq aBunaa rapyt?u‘ g:um!!qﬁum 319

—— it
301 L Wik
cww o

vaﬁed ~ “‘3:.‘ : ON SHQH::' o
BCTOTLETLC YYYd 82 €7 SHL FE-LE-..

£z-day yayg 7 S€
1L-Z9£066 ‘0N 1a%o0g



Docket No. 990362.Ti
Exhibit REP.23
Page s
November 9, 1998

RE: MARTINA DEVARONA

bc: Distribution List
(All w/Attachment)

Theresa Beaumont - HQK02D81 - lrving, TX
Scott Booth - HQL12A57 - lrving, TX

Karen Cureton - HQKO03DS80 - Irving, TX
Ann Fislds - HQKO3A09 - lrving, TX

David Gudino - HQKO03B67 - irving, TX

John Havens - HQKO3BO1 - lrving, TX
Kevin Snyder - HQL14C02 - Irving, TX
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Docket No. 990362-T|
Exhibit REP-23
Page 6

GTE Com omn unications

6685 N. MacArthur Bivd.
Irving, TX 76039-2443

November 9, 1998 ) HQEO01G33

Via facaimile to
850/413-6362
Ms. Kelly Biegalski
Division of Consumaer Affairs
Florida Public Service Commission
2540 Shumard OCak Boulevard
Tallahassee, FL 32399-0850
RE: Ms. Martina Devarona
1093 Southwest 29" Avenue
Miami, FL 33184
Telephone: 305/220-3104
Request 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 results of this investigation. Ms. Davarona complained her long distance
service 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. Marceilo Devarona is listed on the LOA as the “Name on the Phone Bill.”
The text above the signature line of the form reads: “l affirm that | am authorized
to make long distance provider decisions for the above telephone number(s).”
copy of the LOA is attached.for your review. On October 8, 1998, GTELD
received an electronic deactivation request frorn 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 massage on her answering machine to request
the call be retumed to GTELD's toll free number. GTELD issued credits totallng_
$.56, representmg 100% reimbursement for GTELD charges.
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Docket No. 990362-T1
Exhibit REP-23
Page 7

Ms. Kelly Biegalski
November 9, 1998
Page 2

-
-

GTELD also sent a copy of the LOA to its sales agent for review with the
salasperson that generated the service activation request. Regrettably, GTELD
is unable to investigate the matter further because the sales agent has informed
GTELD the empioyee who processed the service activation request has been
terminated from employment. Please contact me at 972/718-8948 if | may
provide additional information or assistance.

Sinceraly,
Jane F. Lee
Section Manager-

Regulatory Accounting and Compliance

JFL:sar:sal
Attachment

¢. M. Devarona
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DEVARONA,  MAILLTNA CGH Commicalions Corporation 319301

HI93. S W- 2911 AVINUL | "M Bob Robinson?319301 Mk 77T 301608 7T 10720/ 1998
LT 00y 200 3104 o T T A T 1042071998
UMiami 334 ™™opwr U T T oL
T NMumbher ) 7 NOb - cateqgory
¢ Name * informal cont | out 1each . . . Infraction
MARTINA DEVARONA . __. N _RUFL_BY OTILAG. LLOFF . ] .
‘| ‘clomed by Date

LG . Y A A

Reply Received

0/20/98 received letler from customer stating her long dislance service was
ranged wilhout ‘authorization. Please investigate this accounl provide method
red to obtain authorization according to Rule 25-4.118, florida Administrative
ode.  In addition, the welcome letter received by the customer states welcome
u GIF Ltong Distance. According to our records GTE lLong Distance is not a
eriificated name. il has been changed to GT{ Communicatlions Corp.

CONSUMER REQUEST

‘lease provide a written response Lo staff by November 4. 1998. My telephone
umber is (850) 413:6546: fax (850) 413-6547: email address
hicgals@psc.state. fl.us

FLORIDA PUBLIC
SERVICE
COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FL. 32399-0850
850-413-6100

PLEASE RETURN THLS FORM
WITH REPORT OF ACTION TO:

2 ‘ _KELLY BICGALSKL. ... &5
© : 4
: DUE: G11/0401998 .. .

8

11-Z9E066 "ON 134000



NQV. -09° 98 (MON) 19467

GTE REGULATORY COMPLIANCE

TEL-97 "18 53908 Docket No. 990362-T

Exhibit REP-23
Page 10

TRANSACTION REPORT

Transmission
FTransactionis]) completed

NO., TX DATE/TIME DESTINATION

DURATION PGS.

RESULT MODE

Novembar 8, 1998

Ms. Kally Blagalski

Division of Consurner Affairs
Florida Public Servicea Commisslon
2640 Shumard Oak Boulevard
Taliahagsaa, FL 32388-0850

RE: Ms. Martina Devarona

Dear Ms. Blegalski:

1083 Southwast 26™ Avenue
Miami, FL 33184
Telephone: 305/220-3104
Request Number: 231030]
Recelved: October 20, 1908

137 NOV. 9 19:135 518504136362 o* 08" 18° 003 oK Normal
EB GTE Communicatiens
Corporation

8885 N. MacArthur Bivd,
irving, TX 7503872443

HQE01G33

Via fackimije to
850/413-83482

QGTE Long Distance (GTELD) is a service mark of GTE Communications -

Corporation (GTECC).

" GTELD has investigated the complaint listed above and is providirig information on
the rasults of this Investigation. Ms. Davarona complained her long distance
sarvice provider was changed without authorization, ‘

Our records indicate GTELD began providing interLATA service to the toiephoné

number listed above on Saptember 28, 1988, aftar a QTELD sales anent

13530




Docket No. 990362-T}

: g = - 3908 g
oL -06% GFIMON) 19.15 GTE REGULATORY COMPL I ANCE TEL 972 18 39 EXhlbltREP-za
Page 11
TRANSACTION REPORT
T.rnnsmlsslun
Transaction(s) completed
NO. TX DATE/TIME DESTINATION DURATION PGS RESULT MODE
136 NOV. 9 19:14 425 261 5262 0" 00’ 31° 002 OK N ECM

FAX MESSAGE'T

RE: Copy of the complaint [ettar

—_—

N

GTE

GTE Business Davalopment & Integration
Regulatory Accounting & Compllance
800 Hidden Rldge Drive
Irving, Texas 75038
P.0O. Box 152082
Irving, Texas 75018-2082

DATE SENT

TIME SENT

NUMBER OF PAGES
-~ {EXCLUDING COVER SHEET)

"

To: Name . PhonaNo, Fax No.
Ll_da Tong _ - 425/261-5262

From: Jennifer Legner 972/718-4081 872/718-3908
Regulatory Accounting & Compliance

Klallaada LIAEAYE OO
13531




Docketl No, 990362-Tl
Exhibit REP-23

STATE OF FLORIDA

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850

To: WQ}@I Varen Cureton Date: 1@-20-98

From: Kelly BiegalskiCAF Page 1 of 2

Please contact Consumer Affairs at (904)413-6100 if you have any fax
problems. If you have questions reqarding complaint, contact
the analyst named in the right-hand corner of ‘the form. Thank you.

13532




Dociet No. 990362-T

3CT -20° 984TUEI 16.085 GTE REGULATORY COMPLIANCE TEL:9™2 ~i8 3908 Exhibit REP.23
o Page 13
TRANSACTION REPORT

Transmission

Transactiaoni(s) comPleted

NO. TX DATE/TIME DESTINATION DURATION PGS. RESULT MoODE

627 OCT. 20 16:04 972 4563 4823 0° 00 34" 002 oK N ECM

Ze: Bob Rooingondidlil From: Kelly deqalakiCAF 10-20-95 328y p. 1 of ¢

STATE OF FLORIDA

PUBLIC SERVICE COMMISSION

2540 SHUMARD OAK BOULEVARD
TALLAHASSEE, FLORIDA 32399-0850

Ta: Wi}{mI Kwen CUI@'W] Datwe: 18-20-98

From: Kelly BiegalskiCAF Pags L of 2

Please contact Consumer Affairs at (5041413-6100 if you have any faax
problams, If you have questione ragarding complaint, contact =~ = -
the analyst named in the right-hana carnaer of ‘the form. Thank you.
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Docket No. 960362-T\
WHalxer3CQ.LDSVCS.4,S5Sara Lauer@pPLNPLCY.ACC Exhibit REP-23
From: Susan Robinson@CO.LDSVCS.d Page 14
Cc:

Begc:
Subject: FL PUC - MARTINA DEVARONA (LD/SLAMMING) DUE 11/4 EXT 11/9

Attachment: devarona.doc
Date: 11/9/98 11:20 AM

-, ~=-aza HamiltondC2.I1DSYCS.4.Chrisz: 3ary3BGA.FIMG 3H(E, Yarsn

All:

Please see the atrached draft letter in response to the complaint filed with
the FL PUC by Ms. Devarcna. Ms. Devarona complained her long distance
service provider was changed without authorization.

Snyder generated the LOA. i
1
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.
Our-of-franchise - LEC unknown

There are 2 LOA for the Ms. Devarona’‘s BTN. David faxed them to your office
on 10/22.

Disposition of the rep is not available in Qasis at this time,

Please note, "Jane Lee advised that she was gcing to have vour office add a

reference to the inquiry regarding the use of GTE Long Distance as the name

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 SO a
verbiage to be used. :

Please advise if you require additional information or assistance.

Susan
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y Docket No. S90362-Tt
St Exhibit REP-23
‘ Page 15

E GTE Communications
Corporation

6665 N. MacArthur Bivd.
irving, TX 75039-2443

November 13, 1898 HQEQ1G33

Via facsimile to
B50/413-6363

Ms. Noelia Santiago

Division of Consumer Affairs
Fiorida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0850

RE: Ms. Audrey Roth
8620 Southwest 118 Street
Miami, FL 33156 -
Telephone: 305/235-0765
Redquest Number: 2325911
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 ingicate GTELD began providing service to the telephone number
listed above on September 23, 1998, after a GTELD sales agent genarated 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 text above the signature line of the form reads: “I affirm that | 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 28,

1998, GTELD recetved an slectronic deactivation request from Ms. Roth’s local
exchange company and canceled the account.

In responsa to the above complaint, a GTELD representative contacted Ms.
Roth, who indicated 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 authorize the
change in her long distance service provider. GTELD issued credits, totalmg
$.88, representlng 100% reimbursement for the GTELD charges.

4256




Docket No. 990362-T1
Exhibit REP-23
Page 16

Ms. Noelia Santiago
November 13, 1958
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 | may
provide additionat information or assistance.

Sincerely,
Jane F. Lee
Section Manager-

Regulatory Accounting and Compliance

JFL:sarsal
Attachment

c: A. Roth
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11/13/98: Repcrt X2celived:

- indicated she did not know
security number on the LOA

in her long distance provider. A credit in the amount of $.88 was issued

Docket No, 990362-Tl

" Exhibit{ REP-23
Page 18
GTZELD reoresentartive ccncacted Ms. ZcIh, wWho

anyone by the name of Rutnh Wallace, the sccial
was not hers and she did not authorize tie change
co

the customer's account, The c¢redit should appear within one to three billing

cycles. NJS
02/01/99: A closure letter

This inguiry is closed.

will be forwaxd to the customer by mail.

Instruc}ions 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-manager@list.tel.gte.com.
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Docket No. 990362-T!
Exhibit REP-23
Page 19

<1/9/33 - Tailsd zustomer, spoke with Ms. Roth, adv}seé_her of a1l the ]
apova. Sha stat=d she did not know Ruth Wallace (who filled out and signadg
the LOA), and would never sign anything to switch her carrier. The Ssy is
not hers. Also, her husband has been deceased for several years, so she
would never have the bill put in his name. Advised customer she would

receive copy of LOA and written response to PUC. Customer is satisfied.

OOF

Administrator/LD PSF - HQOWO1MSS
Phone: 972/718-5361 Fax: 972/718-0236
david.kempetelops.gte.com
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Jocket No, 8990362-TI
Sxhibit REP-24

@ GTPage 1 n

2 da = oo
o8 S8R = 228

ang YK TIIES
HQEO1G33

Camolarts @t e 3t

April 26, 1959
Yia Facsimie 19
3504135382

Ms. Elsie Akanbi

Division of Consumer Affairs
Florida Public Service Commission
2540 Shumard Oak Baulevard
Tallahassee, FL 32359-0850

RE: Mr. Jan Zielewicz
2500 Northeast 135" Streat, #306
North dMiami, FL 33181
Telephone: 305/956-9589
Request Number: 252765l
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 1o be switched without their
consent.

In researching Mr. Zielewicz's complaint, our records indicate GTELD bigan
providing interLATA long distance service to telephone number above o1 August
24, 1998. GTELD began providing service after receiving a Long Distance
Provider Change Form (LOA) from GTELD sales agent, Snyder
Communications. Snyder's sales representative, #18969, generated the LOA,
and purportedly, verified the order before submitting the LOA to 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. Zielewicz, who indicated he did not
authorize the change in his long distance service providar. 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 ransaction.
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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 emplayees, without the customer’'s consent, GTELD
demands the saies agent take appropriats 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. Zielewicz 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 o try to ensure its saies agents comply with
GTELD high standards and the sales agents are held accountabie 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 Salicit list, effective April 19, 1999. Please call me at 972/718-8948 if
thera is anything else | can do to assist you or Mr. Zielewicz.

Sincerely,

(2. E W e

rJane F. Les
Manager-Regulatory Accounting and Compliance

JFL:sar.cmg
Attachment

c: J. Zielewicz (w/o attachment)
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EScs934 OASIS CALL PRINT DATE: 04/23/99 TIME: L7
Taken B8y: D5C 25 MC 2. 25950400144CM Call #: 2S930C400134CM
2hone #: 305956333% Special Region: OF
Name: ZIBLEWICZ, JAN -
Taken Date: 04/03/1559 Closed Date: 04/21/1399 Call Owner: EG
Xref:
Aaddress .
2500 NE 135TH STREET, 8306
NORTH MIAMI FLL 33181
Class . PUC/RSC
Subject : NEVER WANTED GTELD ‘
Topic : NEVER ORD GTELD DOES NOT WANT b
LOB : SNYQER
Root Cause: FRAUDULENT
Reg. Root Cause: ‘
Res/Business: RESIDENTIAL Verbal/Written WRITTEN
Keword - FQOQOT Carrj_er
Product: Major Bus:
CBR's
Phone # : Fax#
Cell Phone #: Pager#
Extra #1 g - Extra #2
Email ID
Description:
02 - Switched to GTELD from AT&T without authorization. Cus

* * %k END * %%

Received LOA, information is as follows...

NAME : JAN TIELEWILZ

BILL NAME: JAN TIELEWILZ

ADD: - 2500 NE 135 8T, APT 306 )
MIAMI, FL 33181

PHONE : 305-956-9589

SSN/DL#: 591-98-5965

NHH : N/A

SIGNED: J. TIELEWILZ

DATED: 8/5/98

CHANNEL : F

MMN : N/A

PLAN(s) : TOTAL CALL W/240 FREE MINUTES.

Printer Port: LPT1: Printed By: ROBINSON, SUSAN
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Page 5
cscs934 OASIS CALL DRINT DATE: $4/23/9% TIMS:-17:35:%
Taxen By: DSC PS MC 4. DS990400144CM Call #: PS290400144CM
ohone 4: 3059569589 Special Region: OF
Name: ZIELEWICZ, JAN _
Taken Date: 04/09/1999 Closed Date: 04/21/1999 Call Owner: =G
Xref:

Address

2500 NE 135TH STREET, #306

NORTH MIAMI FIL, 33181

Class : PUC/PSC

Subject . NEVER WANTED GTELD

Topic. . NEVER ORD GTELD DOES NOT WANT

LOB : SNYDER

Root Cause: FRAUDULENT

Reg. Root Cause:

Res/Business: RESIDENTIAL Verbal/Written WRITTEN
Keyword: FOOT Carrier

Product : Major Bus:

CBR's

Phone # : Fax#

Cell Phone f: Pager$#

Extra #1 3 Extra #2

Email ID

Description:

02 - Switched to GTELD from AT&T 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. neither one of Mr/Mrs ss# begins with 591.
not his signature.

Explained issuing full credit

corrective action taken against rep.

*** call NCM and advise to pull from ccllections, 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: LPTL: Printed By: ROBINSON, SUSAN
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Page 1

500 H -
Inving, TX 72038

HQEO1G33

Comglaints@list.tel gte com

August 18, 1989

Via facsimile to
850/413-6362

Mr. Victor McKay

Division of Consumer Affairs
Florida Public Service Commission
2540 Shumard Oak Boulevard
Taliahassee, FL 32399-0850

RE. Ms. Myrtha Heusneaud-Metellus
7341 Harbour Boulevard
Hollywood, FL 33023
Telephone: $54/963-3384
Request Number: 271476T
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
axAuthorization are attached.
GTELD can neither confirm nor deny Ms. Heusneaud-Metellus’ claim she did not
authorize the orders that were purportediy, verified by its sales agent, Snyder
Communications, and because of the misunderstanding, GTELD has issued
credits totaling $411.25, representing 100% reimbursement for the GTELD
charges. A GTELD representative contacted Ms. Heusneaud-Meteilus to discuss
the complaint and provided the above explanation.

GTELD apologizes for any inconvenience Ms. Hausneaud-Metellus incurred as a
result of this complaint. Please call me at 972/718-8948 if there is anything else |
can do to assist you or Ms. Heusneaud-Metellus.

Sincerely,

e

Jane F. Lee
Manager-Regulatory Accounting and Compliance

JFL:tsz:sar.cmg
Attachments (2)

¢.. M. Heusneaud-Metellus (w/o attachments)

6234




AAST LOong wistonce Provider Change Form “ gxfg:;‘gi%mm

s MR AL MET L Ly, <sE | Peee2
Pt N adng Laan hame

e M RITHIA - METAL S | g

o A AF s

Zimd B
AL SRBLAN | s

—

Servoee .\f
Acare

<y | ; AR 0 0 welf )] 2 [3@3'0531:5!

Seomen o] & -2l - BT /|

Acimorst N meeey l ' ".‘f | i l-jl__'i ‘L l 1 L_L_! "‘l : ] !'! v I |
b

NS B
o T —————

Cwsrmer SSN I i ! }'l i f-! r' ) L_I
Jm&mnlswr‘n;.nwn-rmu-nrsmccm’:f"wnﬁmb«ﬂiﬁ. - 6/"\ "’-36 h é/[%

Cuffiem that | gm Qudiarized 1o make long disence prowider decisiang fup tive obove pismhane numberil. | yaderimagd hat there may by o rervrce bee Lo,
mening this changs bt thet CTE Loag P,uun(. ! mragminn ma far ol or par> of that fee, | Wrher undersmane ™ol may deslgman oniy orc lorey d'dgecr
Drowider a1 mmy primusy mrrer for wach of fece oricws par Wisphons rumber, und e there may be o kg for thanging hack % my 0r9:na! provde. GE
ong Jiskarnce s & dvamn of GE Commynisationt Corboration. GTE Commmunamhan; Corannmian uict the fociling of ather compaRicy in promiting ix
lerwigns

Covorar Sigranq_ {0 2 M ‘ o _ Todoys Daw_ 13 C :;7"' ?g‘

4

—————

rema A il e Ll T WEeEms - e e e LA T

@ Long Distance Order Form

F ves, rwier ma e G long Dixnce Service,
Yo, swiich me v Lagal Tall Servicn if ovailgiiy in ™y oreg.

INTENANIONA 302 DOMESTC 2 00 ¥ MISOR ANEOUS
'?. i~wmatenal Cailing Pan 183 mp iy hat} 0 ceay Sewingy Bon %Hng Carg® m szg/
Counmy Q“—M ;
34 & W Tomi Cal  Codl Mg Toll-Erow (with Toba! Cai by
Ry S D

A e et e O -'—-—-—-____--—._.____ - a e e ———
“hae Yoy T g g b STE Lomg O vanpy eriey a *viar i oy digihly b STE lisng Bimrce Culling Loy, 6 0 0
Mamery Ma.cen Porme: {To bwe yad bow by pumcass wiven L Esing charge to YOUr aceaunt. )

P ID momor L Lt .
EVENT I {O[Olé{[ 1 J momor | | ]| [ j
vmncmom]? ““h” ! [?Q | OATE,

Lt T WPV, T

ENG  MaM
e - R R JOooaQaong

INTERNAL USE DTJlY o Rejoet Cody.
REP 10 ‘—’-%Lél__l__} momo (L 4 4 [ 4 1 5
QL&LQLLL‘L_LJ

.. Trark g ke sidachng GTE Divener.
Your sivices wil g\nmf?;'oh Ign bum‘:lsdm » L o otwgmd,

6257

LO-a{ . tgg

1RAGK78n7
Su/pld SL2T TS TEe 81:21 ﬁﬁm—m«pmj -
104 9820 81¢ 7L6:194 INIHVTEATNG @7 §S:01 (3nLise .01 ops



Docket No. 990362-T1

oA tong wisrance Mrovider Change Form Exhibit REP-26
L. —- , Page 3
o HERTID 100 ) M ETIBLLYS: L
Sl g wddi Namu
v BURMIE 0 L SahHE Ll
" Tyt arna bl b

me L34l BBRRIBOUR BLDL | | e HERE
<y O RIBMR L1yt L] swifIAl -z-=*|3|3|222\3;

::?:EE  IHONE NUMEER C? 5"-, %ﬁ; - B 6 3‘7
L
[

Adel'rongl Numben ‘ | | [od I R

i

Catamer S8 (‘ i ] ;‘l i I".I (‘ I ')_J
tny Saciar Seruaty s mber pletnt provide o drver's fioena mmhﬂ"..ééf- ? j/l 3/3 _5%02' -~ KK” 83/‘_ O

e®-m Mot ! g ay RonEad 1o moke long divmnce premdnr dasisons kor ‘¢ above wiepnany sumberly) | sAaanmard ihat hirp oy be ¢ fervicr fog bye
malfeg hy shonge Bul the) GF Lang Ditkercs w.il aomeenton mo for ai e port of et ke, | huptiver unditaignd thar | ~ay designale only eng o=g dirmones
£rmvder or my arimory casriee far wac of fhase servives per leitpreng Auminay, and ot teese =gy be o foe for changing back fo mry original promdes G
rang Dunce b o g '} o 'q mortiba. OTE Communleariany Cotporstan uias the farilih g of Ihe companies n providing &

. “CHIYL i 7/7 162‘/ ?_f‘;?
/4 7

----------------------------------------------

EE Long Distonce Order Form

Yei rwiich e ' GTE Long Digrancy Sedon,
Yei, vu'ich e %0 Lo Yol Seeton if avoiiabic ja oy ore,

-------------------

INTRINATONAL DOMEYTIC MSCELANEOLS
i R Cailing Plom 133 morhiy hos) 3 Eouy Savings Man . L ) Caling Card”
Coupiry Col'ud
F Taka! Cal Q Colt e Tol-Frea (woh aral Call Oty
: w]
"'] T ———— e L:! ————— D

N T A et har ST Lt Bt e sty 0 xdes me be g™ far GTE vy Diskon sa Caling Conefa
Mothary Maigtn Neme e To ba Uy e Uiy PUTDE M whert raquatling chamges 1o you? occennt )

INTERNAL USE ONLY [+ o} Rover Cochy:
R 1D § momo Lo ] L
Sur b momerl 1L vy
BVENT B ]__Ql L1 ool ||| [ 4 1]
VEURCANON® | | AN ] DAYE-
ANGLAGE EN MAN AN M kAN e S o] ] LHIL SN TAG ¥YIN Gy
PRERERENCE " D D D D D D D D D
i .
I\'bur hfl)‘;“‘“? ;wﬂi:'rh'altﬂtﬁl“ﬁm‘rh astvaesd, -
- 6259
LRl 198 .
14 AR e A
FE-TU Y QL2T TS 1ag BUSET  BEc 7 Sme e
: 66 0i- 20F
E: 9870 81( 106 7l NI 07 601 {30416



Docket No. 990362-1

Exhibit REP-26
To: REG/ECR ] Pm;;
From: Susan Robinson@GMSQ.CUSV.CSRA
Cec:
Bce:

Subject: F1-BSC - Myrtha H-Metellus (LD/Slamming) 8/18/99
Attachment: h:\metellus.doc
Date: 8/18/99 3:28 PM

All:

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: HQKQO3Dé&6

e de

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.)

Pleasze 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 10/29/58. 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-8 received $411.25,

In the draft letter I indicated that there was wmore than one change, but I
don't get into details. It makes since that this might bhe changed.

PSF contacted Mg. Heusneaud-Metellus, who was surprised teo discover that she
had been slammed twice. She said she never auth. service. She did not
speak great english. :

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, SHAP's records are down so that we'cannot
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Exhibit REP-27
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BELLSOUTH NO FAULT PIC CHANGES

SLAMMING COMPLAINTS




ATTACHMENT A

~ Office of Public Counsel
Subpoena
FPSC Docket No. 990362-T1

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.

PAGE NOs. COLUMNS LABELED

1-25 I1C; COMPANY; CIC; UPIC
(P1C, LPIC); EPSS (PIC,
LPIC); INTER; INTRA;
BOTH; LOCAL; and
TOTAL

Docket No, 990362-TI
Exhibit REP-27
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UNAUTHORIZED LPIC/PIC/LOCAL SERVICE LOG
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UNAUTHORIZED LPIC/PIC/LOCAL SERVICE LOG
AUGUST 1998
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UNAUTHORIZED LPIC/PIC/LOCAL SERVICE LOG
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UNAUTHORIZED LPIC/PIC/LOCAL SERVICE LOG
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COMMUNICATIONS, 1z

: Lomg Distance

; Quarterly Review
5 ) rving, Texas
- ~August 3-5, 1998 _
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GTE/Snyder Direct Services
Second Quarter Business Review
Action Items
August 3,4 & 5

Day I

Ann Fields - Provisioning
Micro Analyze Pending timeline - 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? Perhaps
breakout session; Donna and Dan to breakout Tuesday at 3pm.

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
19lh

Customer “touch points” at GTE being tracked and put procedures into place End
of August Iookmg 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, “incompiete
applications”. Automation final for DMSS by August 15™. Build in edit for cross
channel check for customers who sign up for both business and residential. Look
at RPMS bus/res indicator; need a legend from Matthew Murray. |

20739

08/05/98 | ' B. Baker - Project Manager




Docket No. 990362-T}
Exhibit REP-28
Page 3

George Wolfand - Operations

o July was a tuming 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?

e 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

e 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.

e 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 it needs to make a decision to support a given event.

e Pre-paid calling cards - What denomination of pre-paid calling cards should we go
with for field? 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, tracking/reporting on the success rate. SNC would like to get the
card for around a dime a minute. (PL issue)

o Charge-backs for duplicates to be implemented at SNC in third quarter.
e 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?

20740
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Viitma Viela - Call 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 further define reporting.

Holiday’s - check “Do not call” list of holiday’s. Michael raised issue regarding 4"
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.

Mildred 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 800/888 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 McCorry. -
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?
20741
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Michael Lyons - Welcome Call

e By the end of the week we will have Chinese coverage.  Split lists.
Mandarin/Cantonese, Korean and Vietnamese coverage is what GTE would like
coverage in. Julie/Robin to discuss scheduling of these reps in a part time or shared
arrangement. ;

e 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.

o 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. '

¢ Inlanguage 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
mintmum 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?

s Check back-up message after power goes out to make sure the messages go back up
correctly.

o GTE/Field - take pictures of ads and blow them up to poster size.

Matthew Murray - Channel Marketing

o 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.

o AFNI - access to SNAP.
20742
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Other Parking Lot Issues -

e Internal SNC “standard inbound contract” meeting with Walter Leach and GW to
get this formatted.

e Back end SPIN results - do analysis of what’s getting submitted on Confirmation
letter after back end spin. ; :

Mounday 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 Churn and Throughpﬁf
‘GTE Contact: Michael Lyons
SNC Contact: George Wolfand

Tuesday’s moming discussion: Detail action plan for top two initiatives.
Winbacks

e ID the winback plan - pre-paid card, check, etc. Determine fulfillment process once
offer is confirmed. Offer firm by 8/10. (M. Lyons)
o SNC will staff between 10-12 reps. Approximately 30K leads per month. For
$10./hr. Target live date: September ist
e - Scripts 8/5 (M. Lyons)
o Statement of Work; dedicated group not on the regular sales floor. 8/15
(M. Lyons/G. Wolfand)
e Determine status of lead and strategy of how soon to call
s Option to discuss with Patty at MIM; weekly update to SNC DNS file
e Winbacks to be TPV’d if they do not choose to get pic frozen; not necessary to TPV
~a winback if the pic freeze.
o Reconciliation; take out of payment process; 8/15
e Tracking log on hours for billing purposes. SNC to use Kronos to log hours for
monthly billing. ‘
s Reporting; productivity, disposition stats by plan, end to end on winbacks.
20743
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Flow: Customer Disconnects; (2203°s/2206’s) - Worldcom - GTE/RPMS - Snyder -
[ead 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 Categories

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 [’m going
to do for you “Fraud protection”, get your calling cards for our special International

customers; scripting (M. Lyons/G. Wolf) *
OTM to existing customer base
Direct mail to our existing customer base; TEST

[ssues: Measuring success; RPMS

2) Pic Freeze new customers

Pre paid card for leave behind; design/develop
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 inbound/outbound *
Incent field to quic pic inbound

- Quic pic during OTB call *

08/05/98 6 B. Baker - Project Manager
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3) Alternate Channels
e Viability

Next steps: Scope, functional narrative, meeting (Tues Aug 11" 12 - 1 PM EST),
resolve current issue with respect to billing records not being sent up.

Other issues to add to the GTE Issues Log:

1) Bundling Strategy

2) Use Data better (field/OTM) “Profile Analysis” down to the Team & District levels

3) Fully document the order process reporting

4) Retention Strategy built into plan/promo

5) Pre-paid calling card incentive at point of sale.

6) Top ten problem [LEC's. (G. Wolfand to provide to Keith to take to vendor
management)

Day 3
MIM - Lead Management Group
Action [tems

Process change - how Snyder request leéds. 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 MM 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.

20745

08/05/98 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 of the initial 300 calling sur\:fey and 1t 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

08/05/98 3 _ B. Baker - Project Manager
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LD FULFILLMENT

PRIMARY FUNCTIONS

ACTIVATION
SYSTEMS
(BUSINESS OWNER)

*RPMS, AMS, PART
PICAMS, CCAMS

= Requirements/enhancements

* SMEs

* Docurnentation

= Planning/implementing

ACTIVATION MGMT

+PIC/ANI pending
«Exceptions
+Analysis, Queries, Extracts
“Worldcom Interfacing
‘Reconciliations (Blg/Sls)
PIC/ANI User Support

- All Sales Channels

- All Operations Centers

OPERATIONS
SUPPORT (5/98)
1+, Card, Toll Free

» End-to-end oversite from
Sales-Activation

» Performance analysis

» Get-Well Plans

« New Initiatives

L1 afied

82-d 3 uaqnx3
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Onerations Support
PRIMARY FUNCTIONS

-Single Point of Contact for end-to-end oversite from Sales to
- Activation. Cross-functional teaming with:
*GTENS, Snyder, Marketing, Activation Mgmt, Activation Systems

* Performance analysis of PIC & ANI Completions

*Cycle Times, % Commitments Met, First Time Yield, Age and Quantity
» 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

7\ afied
gz-d3y papd

1 l-zgewﬁ ON 13)1300




05202

Operations Support

Key Actions

» Created the Snyder Activations Team

* Developing Subject Matter Expertise (SME) for OOF Order
Processes

» Linking Sales to Activations

» Sharing of mmformation between Snyder and GTECC
- Develop a process or protocol for working rejects

* On-going auditing (sample) of orders through the
provisioning processes to identify process breakdowns

* Assessing the measurement for OOF % Commitments Met
time 1nterval

g1 afied
8zZ-d34 1qux3
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Operations support

Executive Reporting

* % Commitments Met

» % of PIC Activations within 2 days for In-Franchise
= % of PIC Activations within 5 days for Qut-of-Franchise

» Quantity of PIC’s completed for the prior week

- Aging of PIC’s completed for the prior week
 Cycle Time

GOAL: 95%
GOAL: 95%

1 abed
gZ-d3y vax3

1L-Z296066 "ON 14000
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PIC Activations (In-Franchise)

Order Originated In - Snyder
Measurement = Qrder Date to PIC Activations at GTE Switch

100%

% Of PIC Activations Within 2 Days

UCL: 100.00%
Goal 95% X, ’]
NS R e
© 80% -
= .
E Avg. Performance] % w/in 2 days| % w/in 3 days| Cycle Time
<\-3 Last 4 Weeks: 72.86% 88.13% 2.68 Days
= 60% 4 . .| Cumrent Week: _ 69.40% 70.83% 307Days { .. _ . .oc.ic.ua.. B R Y e R LCL: 58.56%
Snyder Reporting
Began
40% T ¥ - T T 1 1 T + T T T T T T T T 1 L] T H L] T 1] T T T L) T . T
RGN R O S A R R O OO
S R G . = N L S A ~ A O S A A
Y & I ¥ I R d d d T T Y Y T T T T T TSI T ST s
T &F T T - P VI F I &FIFF FIT T T I 9 & I @ &F F & & o & o & o
Weekly
Number Of Days For PIC Activations (Res. & Bus.)
4000
@ 07/05/98 - 07/11/98 Total 2,732
I O 07/12/98 - 07/18/98 Total 1,290
3000 B QW19/98 - 07/25/98 Total 4,586
® 07/26/98 - 08/01/98 Total 3,699
3 2500
-
& 2000
@]
E 1500
E 1000
< -
500 ’ B mo
3 = —~ 858
0 = S"!: b . T ";"l T T T T Sid3 .‘EEE
oz
0 1 2 3 4 5 6 7+ L
- !
Number of Days for Activation &
28]
it
Prenared Date: 8/4/98 2:16 PM -

GTECC Proprictary

Data Source = RPMS #v3
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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

Residential
4000
G 07/05/98 - 07/11/98 Total 2,611
— B 07/12/98 - 07/18/98 Total 1,248
3000 3 0 07/19/98 - 07/25/58 Total 4,455
g i m 07/26/98 - 08/01/98 Total 3,660
& 2500
o
© 2000 3
B pe!
E 1500 el
ke
“ 1000 o
iy
500 ;{r;; : I 4
0 - & : 1 _ [ e
0 1 2 3 4 5 6 7+
Number of Days for Activation
Number Of Days For PIC Activations
Business
120
@ 07/05/98 - 07/11/98 Total 121
100 — K 07/12/98 - 07/18/98 Total 42
by @ 07/19/98 - 07/25/98 Total 131
3 i B 07/26/98 - 08/01/98 Total 39
E E
L
& ;
:
Mmoo
>3z
q o
. . T T T g
0 i 2 3 4 5 6 7+ g
Number of Days for Activation
Prepared Date: 8/4/98 12:08 PM GTECC Proprictary Data Source = RPMS #98
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PIC Activations (Out-of-Franchise)

Order Originated In - Snyder
Measurement = Order Date to PIC Activation at OOF Switch

% Of PIC Activations Within 5 Days

Goal 95%
0% Average Performance [Cycle Time Snydc];f.;;iomng
»
Tast 4 Weeks: 26.97%| 8.27 Days E
" Current Week: 33.33%| 7.57 Days
K
B e i UCL: 53.49%
Q
G nes
2 40%
--CLI22.91%
0% LCL: 0.00%
Y
§
Y
Weekly
Number Of Days For PIC Activations (Res. & Bus.)
@ 07/05/98 - 07/11/98 Total 5,959
O 07/12/98 - 07/18/98 Total 8,065
0 07/19/98 - 07/25/58 Total 6,073
W (7/26/98 - 08/01/98 Total 11,503
d
9
L
@}
2
E
Z, N B Do
. G- $
= i‘% — - 2T
;'?'5" m_l Ti—i-—uxi"i}"r-.—rﬁ—-_‘_ﬁ ‘Jr:,'i,i
o
10 11 12 13 14 15 >15 'a.?g
Number of Days for Activation 2
Prevared Date: 8/4/98 12:10 PM GTECC Proprictary Data Source = RPMS #98



§520¢

PIC Activations (Out-of-Franchise)

Order Onginated In - Snyder

Measurement = Order Date to PIC Activation at OOF Switch

Number Of Days For PIC Activations

Residential
07/05/98 - 07/11/58 Total 5,816
07/12/98 - 07/18/98 Total 7,915
07/19/98 - 07/25/98 Total 5,940
a 07/26/98 - 08/01/98 Total 11,266
e
=%
L
o
3
g
=
Z.
0-5 6 7 8
Number of Days for Activations
Number Of Days For PIC Activations
Business
90
@ 07/05/98 - 07/11/98 Total 143
W 07/12/98 - 07/18/98 Total 150
O 07/19/98 - 07/25/98 Total 133
3 M 07/26/98 - 08/01/98 Total 237
£
bt
S
E m
Z, oMo
458
=8
A
B8
g
4

Number of Days for Activations.

Prepared Date: 8/4/98 12:11 PM

GTECC Proprietary

Data Source = RPMS #98
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Marketing Information Management

Patty Kirkley

GTER

GTE Marketing Information Management
Patty Kirklay, 972.718.5712

815/98
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- GTE MARKETING INFORMATION MANAGEMENT

C. Forringer - AVP 5
Mktg Info Mgmt

-

- Functional owner of marketing data warehouses
Information support to business units driving
improvement in return on marketing expense and
capital deployment
Database marketing methodology driver

Cross SBU contact management process owner

l

l

l

|

Patty Kirkley Rob Epstein James Rushton Sug Teﬁp leton Charles Li Bart Trapp
Director - Outbound | | Director - Wireless | | Director - Mktg Dgp Ma%rk;t Mgr - Modeling & Grp Mgr
Customer Contact | | Database Marketing | [ Information Del O Statistical Analysis | | Market Assessment
List development/ « Wireless database + Data management + Measurement » Segmentation- - Market segmentation,
management management + Manage GTE of customer behavior  implementation sizing, & valuation
Suppression lists  + Decision support marketing data- ROMI calculations « Customer valuation < Product/mkt/alliance
Promotion history  * User support bases Program + Response & revenue opportunity assessment
Contact managements Contact management + Data delivery recommendations modeling - Prospect/customer
across SBU's  Campaign Marketing reporting targeting

GTER

‘atty Kirkley, 972.718.5712

management tools
Security

Market & customer
profiling

- Competitive analysis

GTE Marketing information Management

8/5/98
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The database vision is simple -
capture all customer touch points

‘Outbound  Inbound .
Usage and Telemarketing Telemarketing Surveys/ Bill

o Inseris/Consent
Bill

o \ / / /BRC
Trouble |

-ATTT Reporting \ CI‘ 0SS- SB Direct Mail

RPMS / Web Page

B S
\_
Repair \ \ Trade

Shows/GTE U. _
Demographic SFA/ Call |
Overlays - Centers
GTER | 3 GTE Marketing Information Management
Patty Kitkley, 972.718.5712 ' 8/5/98

1z abey
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While the database build is difficult,
it is only one part of the equation

Technology Process

e

Current efforts have
focused here

Organization

Business value is not driven by information alone, but how GTE uses it!

GrE] | 4

‘atty Kirkley, 972.718.5712 -

GTE Marketing infermation Management

815198
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Efforts to date have been on building the
foundation

Marketing Information

Production(Qutput) : x
- Lists -

- Analyses

Regulatory
Suppression
Contact Mgmt

Factory Builders (IT) * must articulate what they want
- Uses
bl - Attributes
2N S Orde}rs (Inputs) - Feedback on Quality
P - Business Issues -
- Ideas &
-Problems prd
@ ' 5 GTE Marketing Information Management
Paty Kirkley, 972.718.5712

8/5/98

gr-43Y wauxd
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Contact management must be controlled
centrally

CLEC Telops LD Wireless Other
Request Request Request Request =~ Request

NN /)

CAMPAIGN MANAGEMENT

Marketing Strategy DNS Suppression Regulatory Checks
TIVIA DM
Lead Lists Lead Lists
GTER _ . 6 GTE Marketing Information Management

itty Kirkley, 972.718.5712

8/5/98
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Marketing Calendar

+ Cross-SBU View of Marketing Initiatives

» Jane Satree 1s Coordinator

+ Facilitates Planning

» Know about Campaigns in Advance
» Identify and Resolve Cross-SBU Conflicts

™~ — e

21 -

ma

. , 8%

GVE] : 7 GTE Marketing Information Management §
Palty Kickley, 972.718.5712 B/5/98 =
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Marketing Lists

+ SBU Marketing Manager and MARCOMM Develop Marketmg
Campaign and Submit It for Inclusion in the Marketing Calendar

¢ Marketing User Forwards List Request Form 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

gz, abed

g7-d3d A

11-29€066 "ON 134200

GTE] . 8 GTE Marketing Information Management
Patly Kirkley, §72.718.5712 8/5/98
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Marketing Lists

Overlap
13[1 days go. days Analysis  go dalys 30 da\ys 20 Tays 10 dz‘ays ""
. - Calendar Lock ! l ‘ - Final List Specs - Handoff . CJmpaign
* Marketing Calendar - Preliminary - List Provided TM/DM Launch
Submission List Specs
GTES 9 GTE Marketing Information Management
Patly Kirkley, 972.718.5712

8/5/98

1z abed
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100% of leads; 100% of responses

M

Marketing Information

; 0
Regulatary 100% of l‘efds TMAS
Suppression z 4
Contact Mgmt DMS
‘ 100% of responses
N
O
-]
o
(4]
GTER 10

Palty Kirkley, 972.718.5712

Cell Names -Fgéﬁ_rate ROl

0 Vert. Srvcs 100,000 ] e
1Vert Sve .. _8opool
2+ Vert. Srves {w/ kids) 75,000
2+ Vert. Srvcs (w/o kids) 100,000
Flex Pak {HV) 120,000 _
Flex Pak (other) _.|.=200000)
Random 50,000
Control Group 10,000

No add’l suppressions

No add’l adds

No add’l changes

No swapping of names

GTE Marketing information Management

8/5/98
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Our future vision “puttons up” execution
and expands our capabilities

Marketing Informat Ideas/Hypotheses
- Triggers
Front-line nagement - Data Mining .
" CSR _ - Intelligent Agents Desktop Reporting
. PRy fﬁi -~ Portfolio - Standard Mktg Rptng
Tl e : Optimization - EIS
"--:\‘ ) ‘.}'}I@ - e T T it "\
i fiee =="""Producti tput ‘
Links to 4 Ly T i Egtsuc lon(Output) Data Customers
Other §¥stems - ¢ LD i
. o ' - Analyses - '
ICR T - Regulatory ~(GHne .
. \":L P Suppression - Telops ‘-.\
. CustomerLink Contact Mgmt ':
Segmentation e i
TERSE :
« ATl 3
{l\ : \.
|
,(S\ . 6 8 |
L) \
i ;
4 Wm ' ; Institutionalized ,"
\ bl v : Marketing Processes .
i i( )z Orders(lpputs) PUPTE T
Factory Builders (IT) .‘; e T g
‘.\ - Ideas T o - o
v -Problems . _.-e-eoimemimemionoe &3
e [ =4
_________ ¥
GTER 11 GTE Marketing Informatlon Management 2
Patly Kirkley, $72.718,5712

8/5/98

11-Z8€066 "ON 124200
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Opportunities

¢ Advance Communication/Process Improvement

+ Response/DNS Files

» Consistently Sent Daily
» Standard Format

¢ Institutionalized Marketing Process

GTER

12 GTE Marketing Information Management
Patly Kirkley, 972.718.5712 .

8/5/98
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GTECC Customer Relations & Quality Management

Mav 13 1998 . i GTECC Buslness , Consumer, LD,
Y ' + Internet, Wireless & Network Services,

690z

ererrasenaneaas . Joe Caliro L. | e e
D TeleTech Dzrect?r of Custonjer
: ; Relations & Quality
e Management £
<
---------- o---.-.' J-? . L
Post Sales | (;aé‘ g~ oeee ,
Fulfifiment : - hﬁ QMR :
"""""" I /]
............. (... 1 1 & ]
: ' M A N S A
:  CoreProcess | M 0° :
s Dl Ve Manager of Customer Manager of Customer Kolwal ;
SLLELLELTLLE o - Quality Int. Quallty Ext, ¥ - : :
Conlinuous Improvement Sontinueus Jmorovement Nl e S '
. Manager of Customer 56000000b0000a0a .
' / Performance ‘ '
jenship S . MARC ;
¢ _S‘L 7 Trensag!!cnal St VEYS s g '
4. Customer Resalution & Confirmalion Complaint Dala Tregking [T 06000000 ] ........ !
Manager Custormer Cuslomer Counclis R '
Relation Remele Monltoring : :
; Ints | ernal : ShopN'Check ;
Requiatory = e
Customer Commupjcations @ Y
: Marketing Input §
Channel CR Supoori 8
£
5 d h=
1. Escalated Complalnts 8 5. Volce of Cuslomer Survey
Ll_ i g
£
. I
Q
o
= 2
1]
&
E
i
E
o .
]
3 = &
1. Escalated Complaints Reduclion 2. Root Causa Complainis 3. Reported Complainis & B %
. 3 83
& m
> o
< 3
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June

July | Aug

Sept | Oct

Nov | Dec

TAMACC
July 30 < Aug. |

Ongoing In language Ret¢ntio!§1 and Custommf- Service

CEO Roundtalle
+ —*
Sept. 16-18

. USHCC
L Sepr. 23-26

LA County Faiy
L Sept. 10-27

State of Texas Fair

S

: *
Sept. 25-Oct. 18

Se Habla ESpm:‘ml
* +
Nov. 24 |

Y

¢¢ abey
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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

Kansas City Missouri

Hispanic Marketing Events

Jul. 30 - Aug. 1

Sept. 16-18

Sept. 23-26

poabey
9Z-d34 Hqux3

11-Z9£066 "ON 123200
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Hispanic Marketing Events

Events and Sponsorships (Contd.)

* LA County Fair
1.3 million attendees'

LA County Fairgrounds, Pomona

-State Fair of Texas

2.8 million attendees

Fair Park East of Downtown Dallas

» Se Habla Espanol Conference

Los Angeles, CA

Sept. 10 - 27

Sept. 25 - Oct. 18

Nov. 2-4 |

cg abed
8Z-d3Y ¥aX3

11-Z9£066 ON 18%°00



Hispanic Market

€2/0¢

Products and Programs

» Talk To the Americas - Regional LD flat rate calling plan targeting:

Argentina Costa Rica Guatemala Pafaguay
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 minutes every month for three months

- In Language Retention Program

- In Language Collateral

ot abed
gz-43d Wamx3

11-79€066 "oN 124300



Asian Marketing Calendar

June | July | Aug | Sept | Oct | Nov | Dec

Integrated LD Awarcness
July 1 -Sept, 30
f

) 4

bl

Small Busipess Acquisitiorfx

Aug. 25-Ngv. 10 :

Integrated Acquisition Intcérated Acquisitiou
*~— : * — ¢

Aug 11-Sept. 1S Sept. 21-Oct. 26 .
Outbound TMA - Integrated

July 23 1 Dec. 31

. Small Business Direct Mail
----------- R
Sept. 8 Drdp

Outbouind TMA - Small Business

+

Chinese Ameri¢an Athletic Tolrnament/August
:Dakland Strcet:f'est (C’I’r:'.'za]b:iE n)/August
E KoreaTown/September

Vietnamese ivloon chiivaUOctober

¥120¢

Ongoing Rete

ption Program iind In-Language Customer Scj:rvice

Y

/g abey
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Asian Marketing Events

* Radio Seoul (7th Anniversary Concert)

Saturday, August 1, 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 (GTE logo on 2 concert banners, full pa:qe ad in the
program, radio mentions 3 times/day for 30 days in July, 10x2 table at the concert)

e Chinese-American Athletic Tournament

Saturday, August 15, 1998 - San Jose, CA (9-5pm)
60,000+ attendees (heavily Mandarin)

Sales Opportunity (20x20 booth space by main stage, GTE sponsored events:
Tug-o-war, Swimming, Track and Field - GTE can present medals for these events)

Golf Tournament

Sunday, September 27, 1998 - San Jose, CA
100+ golfers - small business owners and executives (Cup w/GTE logo)
GTE sponsored holes: 3,6, 9,12, 15, and 18 (GTE banner at each of these)
Public Relations ONLY (No sales booth) '

g¢ 9bed
9Z-d3d 1ayx3

1L-29E066 "ON W™10d



Asian Marketing Events

 Oakland StreetFest
— August 22 & 23, 1998 - Oakland, CA (ChinaTown) (9-6pm)
- 100,000+ attendees (Mandarin and Cantonese)
— Sponsorship shared with GTE Wireless (sales booth)

* KoreaTown Festival
~- September 17-20, 1998 - Los Angeles, CA (Ardmore Park)

- 65,000+ attendees over the 4-day event
-~ Sales opportunity - SNYDER ONLY (70x20 booth, parade’s, games, music,
food, pageant’s, etc..)

s Moon Festival
— Late September/early October - LA or San Jose, CA (Holiday is Oct. 5)

- LA event is late September, San Jose event is Oct. 3, 1998 (72-72am)

- Viethamese event
— Details will be forthcoming....

9L.02

a
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Asian Market -

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 South Korea France*
India Laos Taiwan

Indonesia Philippines Thailand

Japan Russia Vietnam

s 240 Free Domestic and International Minutes

- Customer must sign up for the GTE Platinum Value Plan and an International
Plan. :

* In-Language Acquisition and Retention
- In Language Advertising, Direct Mail, Telemarketing, Collateral
- In Language fulfillment, customer service |
- Languages include: Mandarin, Cantonese, Vietnamese, and Korean

GTE

o abey
8Z-d3IY NqIux3 -
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Total- Sales - 3,463 (as of 7/28/98)

Outbound Telemarketing efforts began 7/23/98

Sales by Language

T

Sales by Snyder Channel

Field'

67%

OTM

Zt 9bey
82-d34 ¥quxg
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Initial Market Response to
Calling Plans

1st month Asian sales for Talk to Asia were 65% better than ICP
and 52% better than ICPII

Learnings:

e Talk to Asia is more attractive to Asian consumers

* Asian Campaign marketing and media support softened the Asian
market

First Month Asian Sales by Calling Plan

4,000

3,000
2,000

1,000

AT, il

ICP ICP 1l Talk to Asia

08102
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 Asian Marketing Activities

5 New Products/Services Planned

» Sales Collateral

vy abed

0Z-d3d Had
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Asian Marketing Calendar

May | June | July | Aug | Sept | Oct | Nov | Dec
| Integriated LD Awarcness '
July 1 -Sept. 30 |

Small Busifhess Acquisitiog
. Aug. 25-N<§v. 10
Int:gratcd Acqfuisition Intcgjruted Acquisi‘t’lon
Aug. 11 -Sept. 15 Sept. 21-Oct. 26
Outbound T;FMA - Integrated

July 23 -éDec. 31

+

+

4

Outbound TMA - Sma]|l Business

Chinese Ameri¢éan Athletic To:u:-nament/AugL:iSt
Oakland StrectFest (ChinaToiwu)/August :
KoreaTown/September

Vietnamese Moon Festival/October

¢8.0¢

Ongoing Retention Program and In-Language Customer §crvicc

2
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New Products/Services
_Planned

e Calling Card Rate Plan
e International Toll Free Service

* International Origination Calling
Cards

B

of abed
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11-29€066 "oN 124°ed



990362-T1

Exhibit REP-28

Docket No.
Page 47

Sjulod bumje yum buoje
SapI|S UONBIUSSaId JaWnsuoy) aluedsiy

_20?84




g840¢

 May and June Field Sales experienced 22% and
40% increases from April sales due to a lift from

Cinco de Mayo marketing support.

12,000

10,000 |

8,000

6,000.
4,000
2,000 44

2Q Field Sales Results

e
PP |

April May (Cinco de June
Mayo)

gy afeq
82-d3Y wqlyx3
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Event Marketing Benefits:

* “Mirame a los ojos - The F2F equation

Point of Sale

Promotion Tie-In Opportunities

Positions GTE in Hispanic Target Markets

Hispanic Cultural Impact

&y 2bed
g7-d3Y NaXd
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- California Cinco de Mayo

Benefits

B gDt e
- TRATENN wx-m.-&wuu\ P

SR L ',“"‘.'-".i" {,'ﬁ Wmﬂ*‘&w&mﬂ-—-& TR S OF TIRR

"‘Mirame a los ojos” - The F2F Equatiqn

Personal and Face-to-Face contact
generates the environment for a solid
foundational relationship between GTE
and the Hispanic high-value customer.

0g abed
9Z-d3y Maiuxd
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California Cinco de Ma yo
Benefits

R e e I T i e e o s
e B 0l o el oodH FRpL R AN s B =% B B ‘ 5o e e
0 R BRI e A e L AT A e R S i & et baihbinl

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.

1 afieg
gz-d3Y Naux3
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- California Cinco de Mayo
Benefits

Promotional Tie-in Opportunities

These events become a framework
around which GTE can create value-

added, cost sharing partnerships and |

promotional opportunities.

S5 4G =08 ;_.‘l.ﬁ:,:,_.',.-‘;u:;-.m-hu-n‘-- PE I e e e R
NSO S LA S A TN 5 2o FIERCNE NS F. 1 SO PP
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‘California Cinco de Mayo

Benefits

Positions GTE in Hispanic Target Markets

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.

£g abed
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- California Cinco de Mayo

Benefits

9 R T T Tt Lo
L "':‘?‘-“f':‘""-""‘!':'“"",“?"?"“:".",’"‘“-ﬂ-v—t\-"'r'r.'-*"'-‘-' S

Hispanic Cu/z‘ufa/ Impact

GTE’s involvement in the Hispanic
community is enhanced by its partlolpatlon
and affiliation with high-level Hispanic
events (as perceived by the customer).

eds.0 Sad [UESy g ey o e, e PR P B . o
C D R A b e A AR N AR L R L L e e i e e
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Hispanic Sales for
ICP and ICP Il _

First month OTM sales for ICP Il were 75% better than 1st month
OTM sales for ICP. |

« ICP Il has accounted for 56% of all Hispanic sales, to date, with two
(2) months less selling activity than ICP.
First Month OTM sales for ICP and ICP || % of Total Hispanic Sales (as of 7/28/98)
5000 1z
4000 1
3000 |
2000 fErts B
fon0 e ok
N

Spanish ICP Spanish CP [l

¢g abed

A EE RIS IELE

11-Z9£066 "ON 199200



£640¢C

Hispanic 3Q and Beyond

* Mi Familia Latinoamerica with 150
Free Minutes Promotion

* Hispanic Heritage (Sept. 15th, 1998)
* Co-Sponsored Events with Snyder
* Med-Card Product Trial in Florida

* Snyder Sales Collateral

og afied
92-d3Y X3
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Talking Points for 3Q and Beyond

Mi Familia Latinoamerica with 150 Free Minutes.
- Better rates to Mexico than ICP or ICPII

- Diversifies GTE’s Portfolio
-150 Free Minutes offer more flexibility to the consumer

-150 Free Minutes can be used 7 days a week, 24 hours a
day |

-150 Free Minutes are for International and Domestic LD,
not just International which is what the 360 Free
Minute Promo offers

GTE

26 8bey
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Talking Points for 3Q and Beyond

e Hispanic Heritage

=-In the process of creating a Hook or promotion
into Hispanic Heritage Month to offer
alongside Mi Familia and 150 Free Minutes

gg abed
82-d 3y Hayxa
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Talking Points for 3Q and Beyond

e Co-Spornsored Events with Snyder
-Partnering 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

a

65 20ed
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Talking Points for 3Q and Beyond

e MedCard Product Trial in Florida

-November 1 launch

-Test to see interest of Hispahic market for such
a product

-Possibly a product that will decrease churn and
inhance product line

0g abed
92-d3y 13
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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 we move towards consultative
selling.

19 ebed
gz-d3 vaua
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ACTION i

REDUCIY
CHURN".

= 2.1 DISCUSSION POINTS

Chum Research

GTE to Research Churn and Present Findings

Increasing PIC

PIC Freeze at Point of Sale

e GTE Regulatery to Determine POS

Updale on POS Form

Restrictions QuicPIC Incentives Form Update on Pre-paid Cards

PIC Freeze Post Card w/lncentive « GTE to acquire Pre-paid Cards
New Plans & Develop Mew Plans Focused on Chum &
Promotions Target Markets

Develop New Plans Focused on Winbacks
Informing GTE Meeting w/Customer Service Centers. o Meetings held with AFNI/Alpharetta «  Further information dissemination io
About Snyder Informing the ILECs ILECs and other GTE arems.
improve Fulfillment Integrate Fulfillment w/Pravisioning +  Changes to inferm cuslomers on free
Process : In-language Fulfillment minutes

« Updale on changes made to minimize
customer confusion

Qutbound Customer
Winback Campaigns

Review results of existing campaigns
Develop expanded in-language Winback
campaigns

s Winbaek Implementation for 98 and
beyond?

Image & Target
Market Advertising

Implement Ad Campaign (Status Update)

e Results of existing campaigns.
Direction for future

Welcome Calling

Review results of existing program
Consoclidate program w/QOC

»  Breaking out Asian languages

« Results of existing program

Bundling

«  Stratepy and fiming for bundling

Address Timing of Bungling

9 abed
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" MAINTAINING
"CUSTOMER':

-PROFILE "}

" STATUS.

:DISCUSSION POINTS

f.

Understanding
Profile by Segment

ldcnt.ify ylcld trends by market
Effects of Promotions

Calling Card & Call
Me Toll-Free

Finalize Testing AT GTE
Roll Out at Snyder

+  Completed

Customer Usage
Reporting

Provide Agpregate Customer Usage
Information to Snyder

e Reporting requested by NPANXX,

In/Out of Franchise, Lanpuage, LEC.

»." Status of Usage Reporting

Additional Target
Markets

Discussion on Other Markets

Additional Media

Discuss additional media possibilities

“including Direct Mail, Print, ete.

2080¢
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* The July 15th Soccer in Hollywood retention mailing drove a

725% increase in call volume on July 20th from the previous four
day average. |

~ Soscer n Hollywood ITM Call Connects
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The Top Line...
Submitted Sales
By Channel & In/Out Franchise
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SNYDER
DIRECT SERVICES, INC.

Monthly Update
July, 1998 o
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. Cohsumer. Field:

120k 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 Setting Results! -- 28.5k Submits -- 20% MTM Growth. August
*Run Rate” of 31k

Increased Staffing Levels From 347 in April to 481 in July
Reorganized Sales Management Team

Increased Mix of Muiti-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-- Expect Growth Rate fo
Continue! -

 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

s+ Goal of getting to 100 producers ahead of plan
Opening Seattle and Dallas

20809
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GTEISnyder Top Issues Llst

| IMPROVING THE TOP LINE

« 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 Confirmation from RPMS” (75°s) (Current file over
8,000)

» Incentives
— GTE to Provide Pre-paid cards/offers to test:

+ Resolving PICs that are PIC restricted, and in QOC, Welcome Calling,
Cellular Point of Sale, Positive Optlon Letter

*  Bundling
— GTE to provide plan and capability to sell bundled LD/Local

* IMPROVING CHURN

*  GTE to implement win-back program but entertain use of Snyder in
interim?

- GTE to provide feedback on churn 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 In/Out Franchise,
State, Field/OTM, Plan/Promo, etc.
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Reporting Period: 7/22/98

REY. PER CUSTOMER

NEW ACTIVATIONS

NEW SUBMITS

% YIELD

PROJECTED YTD ACTIVATIONS
YTO ACTIVATIONS

YTD ELAPSED

YTD ACTIVATION GOAL ACHIEVED
CHURN

CUSTOMERS IN BILLING

% UNCOLLECTABLE

% REJECTS

CUSTOMER COMPLAINTS.
SERVICE LEVEL

ABANDON RATE

Consum-~1

FIELD HEADCQUNT
TMA HEADCOUNT
CURRENT ACTIVATION DAYS

AL " A0 ; 0 s
$49.77 $22.05 52470 (0.9 C 5265 (525.07)
835,000 43594 46,568 10:00 2974 thd

: 69,505 67,361 51,057 INCOMPLETE Ibd
80% 63% 59%| i b a'«10-'§§ 8%
34833y < 304,583 35500 A2BMT 121,633 (316.932)
» - 78,096 90,162 . thd B-10-99
. 4167% 50.00% 58.33% .
: 25.54% 2467%| ¢ thd 81099 - 0.97% -25.33%
5.00% 22.70% 18.20%) 450% 3.20%
- 55,505 71,6837 15,776
1.70% TBO TBD T80 T80
8.00% 21.70% 2.60% 70.27% 5.40%
459 8 19 44 420
80% 48.2% 720% 105.74% 4%
5.00% 19.0% 9.3% L 30.01% 2%
1,400 1256 1,200 50 50
422 418 y 40
1 65 169.23% 0.5

Revenue Per Customer

HOO

1%.09

mw

0w

400,000

Aclivatlens vs. Projectad Activations

350,000

RIS R

12

300,000

250,000

200,000

150,000

300,000

50,000 -

it

10

[ Y70 ACTIVATIONS @ PROJECTED YTO ACTIVATIONS |

Days to Activale

MAY

JUNE

July figures marked as tbd will be available in mid-August.
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Reporting Period:; 712298

- IR =1y 0
. > A " ) A = f] Yo
= L] L) 0 !
REV. PER CUSTOMER $40.00 $80.00 $22.57 $11.79 thd 8-10-58 -$4.78 {$62.21)
NEW ACTIVATIONS 14,600 3,432 365 452 thd 8-10-98 87
NEW SUBMITS . . §05 786 -289|  INCOMPLETE tbd
% YIELD 50% 90% §0% 58% bd 8-10-98 2%
PROJECTED YTO ACTIVATIONS 14,600 3.432 1,430 1716 2,002 512 {1,264}
YTD ACTIVATIONS . . 1bd 8-10-9 thd 8-10-98) tbd 8-10-98§
YTO ELAPSED . " 41.67% 50.00% 56.33% .
YT0 ACTIVATION GOAL ACHIEVED * . bd 8-10-98] tbd 8-10-95) thd 8-10-98f ‘tbd 8-10-58; thd 8-10-98
CHURN 6.00% 15.00% 12.60%! o -11.00% tbd 8-10-98( " - 1.60%) 4.00%
cwmwmmmmml ' . 365| - - 6T tbd 8-10-98{ . - 272
% UNCOLLECTABLE 370% 370% TBD T80 TBD T80) T80
% REJECTS 8.00% 8.00% tbd 8-10-98) - tbd 8-10-98 thd 8-10-08] . * td 6-10-98) thd 8-10-98
CUSTOMER COMPLAINTS. TED T8O TBD TBO TBO|- ¢ ¢ . T8O T80
SERVICE LEVEL 80% 80% 92.0%| 90.0% $6.00%| 106.00% 16%
ABANOON RATE 5.00% 5.00% 8.3% ¢ T T q2s% 2.00%| 7 T24.01% 3%
FIELD HEADCOUNT 50 112 bd 81098 .©  thd 8-10-9 bd 83098  tod 8-10-88 tod 8-10-98
TMA HEADCOUNT NIA NA NA " NN WA NA NIA
CURRENT ACTIVATION DAYS TBD 78D thd 8-10-98 tbd 8-10-98 tbd 8-10-58 thd 8-10-9 tbd 8-10-98
—— _—
Revenue Per Customer
$100.00
$90.00
$80.00
$70.00
$60.00
$50.00
$40.00
$30.00
$20.00
$10.00
$0.00 .

MAY

JUNE

July figures marked as tbd will be available in mid-August.
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AFNI{ 6-week Historical Call Detail 4:15PM  7/30/88 AFNI CALL VOLUME.XLS

Mandarin
Vietnamese
Korean
Spanish
Canlonese

636 206
170 69

8 10
542 143

- DALY TOTAL /266

% of Volume

20.89%  16.11%  1367%  15.69% 17.64% 12.11%  3.89%

4313 33.86%
1325 10.40%

145 1.14%
5919 46.47%

Call Volume - by Day of Week

Sun
Sat
Fri

Thu

Tue
Mon

Wed R

496
— Y
e 1008

| - o ».:e-:-:f-z;-:-:. R 1 74]‘
é.':«_-’.r 3% TR . .":.e.--*.a', - - - ‘ ' 2661

500 1,000 1,500 2,000 2,500

3,000

Cantonese

Spanish

Korean

Vietnamese

.Mandarin

Calli Volume - by Language

5919

2,000 4,000 6,000

8,000

Page 1
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GTE/SNYDER SECOND QUARTERLY REVIEW, 8/03-05, 1998
Expected Attendees:
SNYDER POSITION
Mitch Gershinan President
Rasim Tugberk ’ Senior Vice President
George W:)lfand : Vice President, Operations
Vilma Viola Vice President , Sales
Barbara Baker R _ Director, Project Operations ‘
Dan Hall Director, Application Development
Joe Lindsay : : Projects Operations Manager
GTE ' ' POSITION
Ted Gilmore YP and GM, Ethnic/International Marketing/Sales
Ed Miller Directar, Marketing
Keith Magee Director, Channel Management
Matthew Murrdy - | Group Marnager, Consumer Sales Performance
Ann Fields Group Manager, Channel Quality Assurance
Jeff Fugitt Group Manager, Business Sales Performance
Sandhya Karachiwala Staff Manager, Consumer Sales Performance
Expected Cameo Guests:
GTE POSITION
Butch Bercher President, GTECC
Todd Eliason President, Business Markets
Pam Jacobson President, GTE LD-Consutmer
Mildred Recio Group Manager, Hispanic Marketing
Jo-i Cheng Group Manager, Asian Marketing
Michael Lyons Group Manager, Retention Marketing
Dianne Metcalf Group Manager, Small Business Marketing
Ren Bigler Director, Sales Performance & Program Management
Joe Caliro Director, Customer Relations & Quality Management
Donna Sulak ‘ Staff Manager, Consumer Financial Analyst
Jay Hohfeler Director, LD Operations Support
Steve Mueller Group Manager, LD Operations Support
Laura Northcutt Staff Manager, LD Operations Support
Jeff Sherman ) Staff Manager, Small Business Financial Analyst
Patty Kirkley Director, Direct Marketing Operations
Marketing Information Management
John Womack Staff Administrator, Measurements/Reporting

20815




0. 900362-T

Docket N

Exhibit REP-28
page 79

¥

w...w

Agend

B
as -,




Docket No. 950362-T|
Exhibit REP-28
Page 80

August 3-5, 1998
Irving, Texas

g COMSUNICAIIONS -

George Wolfan Mitch Gershman
e e e e P a8 s
[

* Not shown
— Barbara Baker
- Dan Hall
- Joe Lindsay
= Vilma Viola

A R

Rasim Tugberk | [ Nishan Aghajanian® |

* Remote cameo

L
COMMUNICATIONS, .
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GTE) SNYDIR

COMMUNICATIONS,.»
©1992,15%1 CHAALES ﬂARgDT i
“It’s bedn moved that we conduct our meetings
with the decorum befitting a Fortune 500 company.
Do I hear a second?”

GTE - SNYDER

gt COMMUNICATIONS, o,
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Lo MRS -

“Gentlemen, gentlemen! Wipe that fiscal

GTE frown off your fuces!” SNYDER. -

COMMUNICATIONS,

Agenda

CLOSED ]
. PooR

HEARINGS|I ..

© 1994 Cwam 25 GaRs0rM

Cihanpotis

. TOMAMUNICALIONS o
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Quality Assurance

Ann Fields

— Goals/actions

— Issues resolved/status

* 3Q and beyond
— Goals
— Actions to meet goals

1
H
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— Understand Occurrences for Pendings

— Provisioning Timeframes

s Issues Resolved/Status
— File of 75s Analyzed for Problem
Determination and Root Cause
-~ Timeframe for OOF Provisioning
Receiving Focus

Pendings

Reject Handling/Mlanagement

e Provisioning

Complaints

3Q Goals
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Proactive Commitment to
Mature our Internal Processes
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3Q Key Actions

Define Process to Proactively ldentify and Manage
Pendings from RPMS/DMSS

« ldentify Process Gaps and Implement Improvements
; 3
. End-to-End Understanding of the Order Process to ldentify
Improvements .

- Establish System Edits

- Creation of the Snyder Activations Team

s Creation of the Escalated Complaints Sub Team

3Q Key Issues

Rejects

— Majority due to “Customer Already Exists with
GTELD”

Incomplete Order Form is a Reject Reason

L]

Utilization of Multiple Order Numbers

Customer Profile/Quality of Customer

20828
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Proactive Commitment to
Mature our Internal Processes
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Marketing

« Hispanic segment (Mildred Recio)

« Asian segment (Jo-i Cheng)

- Retention, Winback, Upselling
(Michael Lyons)
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« May and June Field Sales experienced 22% and
40% increases from April sales due to a lift from
Cinco de Mayo marketing support.

LA

N

i
‘T i
7
5
4

April May (Cinco de June
Mayo)

de Mayo (2Q)

Event Marketing Benefits:

¢ “Mirame a los ojos” - The F2F equation

Point of Sale

¢ Promotion Tie-In Opportunifies |

Positions GTE in Hispanic Target Markets

L

Hispanic Cultural Impact

GTE]
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First month OTM sales for ICP [ were 75% better than 1s¢ month
OTM sales for ICP.

1CP Il has accounted for 56% af ali Hispanic sales, to date, with two
{2) months less selling activity than LCP. ’

Hispanic Sales for
ICP and ICP I

First Motith OTM safes for [CP and ICP I *% of Total Hispanic Sales (as of 7/28/98)

R e
K ! A namibe g
R O gl e
T =5
s

Spanish ICP Spanish [CP Il

Mi Familia Latinoamerica with 150
Free Minutes Promotion

Hispanic Heritage (Sept. 15th, 1998)
Co-Sponsored Events with Snyder
Med-Card Product Trial in Florida

Snyder Sales Collateral

20832
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Talk to Asia

Total Sales - 3,463 (as of 7/28/98)

Outbound Telemarketing efforts began 7/23/38 : ;

Sales by Snyder Channe!

Initial Market Response to
Calling Plans

* 1st month Asian sales for Talk to Asia were 65% better than ICP
and 52% better than ICPII
Leamings:
« Talk to Asia is more attractive to Asian consumers

+ Asian Campaign marketing and media support seftened the Asian
market

First Month Asian Sales by Calling Plan
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3Q and Beyond

- Asian Marketing Activities

e New Products/Services Planned

» Sales Collateral

May | June | July | Aug | Sept | Oct | Nov [ Dec

Integrated LD Awaréncua
Huly | -Sept. 30

Smsll Busihess Acquisitie

Aug. 25-Nav. 1o

Iateprated Acquisition  Intczrated Acquisition
———t ‘

Aug, [-Sep 15 Sqrt. 21-Oct. 26

Outbound THA - {ntegrased

Ay 134 PDec. 34
Small Busine Direct Mail
-

Outbornd TMA - Small Bu;y_inr_u

* -----------
SliPL 15
Lhincse Ameritan Athletic Tebrsament/August ]
Oakland StreetFest (ChinaToin)l/Avguit !

I KeorcaTon nlSeptcmbtr}
r\" Mooen Fal ileOclob:rI

Ongeing Retention Froyram and In-Lanpuape Customer Service

GTE

20834




New Products/Services
Planned

e Calling Card Rate Plan

¢ International Toll Free Service

e International Origination Calling

Cards

_Up sellm >

* Retention

— Weilcome Calls
» Finalize Contract
*« Asian Languages
s Detailed Reporting

* Program Enhanced - Q&A’s,,Fbcus Groups
¢ Winback

— Small Business
— Consumer
» Upsell

— Migrate existing customers to our new Calling

Plans @3

20835
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Channel Management
Sandhya Karachiwala, Maithew Murray

 Performance Goals

e Current Performance

. StrategieslActions
— by goal

» Other Key Actions

20836




Increase
activations

Increase
yield

Increase RCM -

Reduce churn

Improve customer service level..... . \

Docket No. 990362-TI
Exhibit REP-28
Page 95

Consumer Scorecard

Goal Current Target
Activations ags,500 731,000
Yield TE% 0%
RCM 52470 $43 )
Chum 17% (3.8
Customer Service A T2% BO%
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Increase Activations

¢ 2Q Program Launches
—-\Mz;y-Celebration Sweepstakes
— Talk to Asia |

—~ Summer Sweepstakes

-- Sales Contests

Miay Celebration
Sweepstakes

* Description
— Rolled out end of April
— Promoted Cinco De NMayo & Mother’s Day

Special Events

¢ Strengths
— Rolled out within short window of time.
- Itncreased field sales significantly, e.g., 30-35%.

¢ Areas of Improvement
— Allot more time for sweepstakes rollouts.

—~ Reporting requirements more defined.
— Process of submitting sweepstakes field entries.

— Supported by Radio, Collateral, T-shirts, Trinkets and

—~ Surrounded by a theme valued by the Hispanic community.

20838
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» Description

Talk to Asia

A new plan that was rolled out July 1
Targeted specifically to the Asian community
- Reduced rates to 13 Asian countries
Supported by Television, Radio, and Print Media

N Strengfhs

Rolled out within short window of time

Large volume of sales from the field

Dual training of Small Business & Residential
Flexibility on holding orders

« Areas of Improvement

Testing completed before rollout
Better definition of reporting requirements

— Training

» Consultative Sale

+ Scripting to be completed at least 3 days before rollout

* Description
— #Soccer In Holiywood?, was rolled out on July 7

— Promoted acquisition and retention

— Supported by Radio, Flyers, T-shirts, and Banners

¢ Strengths =

Met timeline guidelines for sweepstakes rollout
Opened sweepstiakes to outbound telemarketing
Promoted to current customers as well

- Field entries simplified on the LOA

o Areas of Improvement

I

Better definition of reporting requirements

Lines being autematically discaonnected - resolved
Timing

Training

Summer Sweepstakes

Page 97
GTE
[mg. ]
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Sales Contest

» Description
. Created to encourage acgqguisitions in field TM during June

+ Reward was an all weather jacket
» Supported by flyers distributed to TM representatives
» Telemarketing
- Required to meet 100% of weekly objective
- 3 jackets were winners each week for 4 weeks
— High participation
- Field

- West Coast Reéion currently administrating the contest

— Other regions used the jackets to increase producers
-~ High participation.

Increase Activations

 Strateqgy
— Befter trained reps in strategic markets
— More GTE sales support
e 2Q Actions
- Buddy Bonus + ,
— Monthly “stretch” bonus
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1

Increase Field
ctwatlons -

. 3Q Fleld support plan
« Mi Familia and Med-Card roflout
. Joint mini-marketing plans by Region
' _ Access to more venues(Regional Fairs)

- Non-cash sales incentives
- Quarterly performance awards
- Incentive based advanced learning
« GTE visibility and access
— Field visits

» (roadshows, co-training, monthly manager’s
conference calls)

e Channe«l communications

- Sales Planner for Managers
-~ Sales Associate’s Consultative booklet

GTE]

Channel
Communications

: mecssiciﬁa.kand
: A ' : : Consullative
Sales Planner “Selling Handbook
for managers Do  for.associales

4 DT TR LU
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" Help From Our Partner

s Field sales
~ “Grassroots” competitive information

— Quantitative and qualitative plans and
promotions feedback

— Event support lead time

- Field event summary reports

— Demaographic producer profile by region‘
— Sales/training observation opportunities

GTE

20842




Increase TNIA

e 3Q TMA support plan
— Training materials checkpoint

- Practice call sessions
-~ Standardize call monitoring evaluations
— GTE visibility

s Non-cash incentives

— ¥Caught in the Act” for outstanding call awards
- Quarterly performance awards

- Banners/posters reinforcing GTE value
+ Poster sized ad slicks
¢ Quarterly rep focus groups

Help From Our Partner

S8 A, L m I PR A B A M AN by 4 e

~ Who’s trained on what?
+« by plans and promos
* by segment
¢ by market (Business, Residential)
* by channel (1B, OB, Field)
— Demeographic producer profile
— Co-training opportunities

20843
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iy eionss Increase Sales
Throughput

e Strategy _
— Retain at Point of Sale

» 2Q Actions
— In-franchise list prioritization
— US West escalation

¢ 3Q Actions
— P1C Add/Remove initiatives

s Calling cards available for Positive
Confirmation letters

— Rejects/Pendings resources

Increase RCM

» Strateqgy
— Free minutes reductions

— Upsell programs

— Cross sell to business owners
e 201 Actions .

_ Talk to Asia 240 free minutes
¢« 3QQ

—~ Mi Familia 150 free minutes

— High Value Customer outbound calling
— More cross sell emphasis in training 13

20844




e Strategy
_ Retention programs
¢ 2Q Actions
— Welcome Calls
* 3Q Actions
—#Save the Sale” advanced training
— Customer exit survey

Improve Customer

s Strateqgy

- Performance monitoring
e 2Q Actions

- Additional reps added

— Billing statement modified
—~ Rated # 2 by surveys

¢ 3Q Actions

— Standardize unescalated complaints
process

— Monthly customer satisfaction suwéy

GTE]

20845
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DR

Other Actions

 Integrated launch process

e Joint 1999 planning

Revisit reconciliation process
Standard inbound calling SOW
Snyder visibility

— DataGate Website

- Who is Snyder Brief
— Snyder Quality Process Brief

¢ 2Q created platform for growth
¢ 3Q accelerated growth and refinement
e Growth Strategy
- Invest in most productive markets first
— Maximize sales support opportun'ities
— Reward and recognize the eagles
— Be responsive to partners needs
— Channel resources managed by segment

GTE]
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Ach1evmg Results

m;:»z:. i< h !"’k 2L e T R S I T O N

® The Top Line
® Field ..Sal_es
m Telemarketing

- @ Reduce Time Intervals

- @ Reducing “Defects” - Improving Throughput
- @ Reducing Churn

8¥80C

e Maintaining Customer Profile - (RCM)-
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8Z-d3Y Hakx3
11-Z0E066 ON 14200



Docket No. 990362-T
Exhibit REP-28

Page 107

0EE ¥8I 780°0p1 | 000°€Z1 | L8S'8E1 | 6VTEE] 8S9'6L 7€€11 80D —
00€'9ST | 918121 | €S9'%T1 LEE'G0T | pSLVOT STL'98 cpSi6e | ey —{—

208489

Amp aung Ke 1dy JBIAl qaq ue

0

\\\ 000°02
\\A\\muu 000°0¥

000°09

xu . 000°08

_ 000°001

000071

LJ\\ \\\\, 000°0%1

000091

SI[BS SS0IN)

7 000°081

000007

o b, =

T T Y A I AE AL TR

REPTEFEPTIS

s wmiae e o
T SRR T ST 52 2 i VA e e e R

SoTeS SSOID)
rour o oYl




Docket No. §90362-T1

Exhibit REP-28

Page 108

V185001 705°6L 000°S9 88611 | 0b9'PIIT 619°89 €L8'6 209D
00L'€L £SEEL 601°8S €779 987'4S 899 R0S'Z€ | [BNIVY g

20850

Anp ung ABIAL ady IBJA] qag ugp

000°0Z

000°0¥

00009

000°08

v . 000°001

000°021

000°0¥1

T A

e o AR O ORTR (50 0 6 o © R,
T I YR PSR P U AR G T T LR A Ak e L . T TR

SITING




Docket No. $950362-T!

Exhibit REP-28

g 0¢4°89 988°TS oSy Ty 69569 £61'99 €18°6¢€ 8L6'S :wool.....l.
% 00008 T8 b $ERLE pLL'8E 61E'EY L6T'ST 8L6'S BN}V smtp— w
(3s9) LAInp ung KB IAl 1dy I8N WER uep . &
+.0
—T 000°01
00002
000°0€ O
jon
=
*
000°0v =
000°0S 3
000°09
000°0L
00008
T S PR T L 1 T SR

STOTRULIJUO))




go0362-T

Exhibit REP-28

Docket No.
page 110

ST S
SRR

it

2]

TR

T T
y i Al

“mm .71&.1 ot

. #Mmhuﬁ%ﬂ. S

T3
;e Tl
et

S

A
FELALY
: 2

i mrm 3

A6 Ak
MEANS

> .,‘ LEPES LIS by
R RO Ty
Dy .ivﬂ..,.... 3 G gﬂaﬁx.ﬂ.ﬂ.hc. G -1 R R Ay . 3 ™ T A i % q

SO NSO

EREAST
R RN
: .am.n..;__nu.c...i B A

&
s v

‘ﬁdmﬂm

KX

Pales

R

._..
YR
(DRELEIHN

O AN
T
R T T
daviocTh

] 8 ?m »v.,...,“.f......,f :
R
203

.%%....wﬁﬁwﬁ
N B ATIO A
LSRR .

1

IV il

1

IR LR

AT
...Hm ;

s

u%. 5 TR

e

2 A2

S T SR
5% ,\Mﬂwﬂ : ....Jw.mmw 2

R
Al L

B e e e T T Rt , :

S L e -

20852

g e TR

T TR R A RE T £ W32 o

O DD G © T80 .......J-....
AR TI: el S Gode LAY

Areuuung
sury dog oy

ST RS S AR T




/ , | BURMMCWIPRY, [ Pl B

Docket No. 990362-T|
Exhibit REP-28
Page 111

20853

mpe ung  AejAl  ady  IBA qa g uep

007
(00¥
009
008
0001

|
NN\

ANANAN

soadoydury

BN i -
4 2l = -

0091
0081
0007

30 D@ 5 0w .. .
SIS ARNEEE R A T o T, L, T e

- Sjuno)) Epmomé
Ul do Ay,




Docket No, 990362-TI

" Exhibit REP-28

L1

20854

Page 112

MITAY 183 A -PIAl
SO[ES PRI PWRSU0 ) W 1)

TN et s e g
VTR W

JUJ “SIINAIIS JIAII(] JOPAUS




20 Summary

RO e P
I LI )

5580¢

et ot § 't

o Low throughput

— confirmation letters
— SSN #'s

— cell phones

e Poor earnings
— draw
— higher commissions
— recruiting bonuses

- Accomplishments

I R 1 T
il At Y

e Producer base growth:

overcoming excessive
turnover

— pay on submits
— increased payout

— 2 level “Buddy Bonus”

S A S R TR SN
LN Y

e Low LEC confirm areas of

Northeast

— restructure NE
compensation plan
— Grow the sunbelt

12
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30 Strategy

T I PP TS Y BT IO NI f DT L e U

el e m v

m Continued emphasis on exponential g'rowth:
grow producer base to 2,000 EOS

~ open new markets; more hiring locations
— iImplement National Staff resource

— Submanagement development
— job Fairs
R Continued emphasis on productivity and retention

— Productivity Bonus
o $1,$2 & $3
o 25% increased “Buddy Bonus”
— Increased MGMT payout
o $100k DSM bonus plan
o TC quarterly productivity bonus

— Book more events (i.e. State Fairs)

/980¢C
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8980¢

T P T S T A N T AN I B L vt

m Throughput (45% - 50% Vs goal of 60% +)
— Alternate name

e ftraining the field to capture 100% early positive indications
e |D verification (prepaid card opportunity)
— Duplicates on the rise
o identify markets and reps
e open new locations
m LEC confirms below expectation (62% Vs 70% goal)
— toll restricts

— pick freeze
— no response from RPMS

® Product competitiveness
— rates

gz abed
gz-a3y vana

11-29£086 ‘ON 19400

— promotion
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Summary

6980¢C

m Significant 2nd QTR Progress

m July - “Turning the corner”

B Exponential 2nd half growth

B Must solve throughput & PIC role “NOW”

26
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AGENDA

1 £ SRS S R B
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}.80¢C

® SALES RESULTS
B STAFFING

m SUBMITTED SALES
m PIC RESULTS

m JULY TREND
B SALES BY LANGUAGE

e ACCOMPLISHMENTS

o CHALLENGES

o 3RD QUARTER GOALS

e 3RD QUARTER STRATEGIES

28
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# OF REPRESENTATIVES
8

2OV DA 2 S e TR T

| SBL brritied HesRans At B

£

8

8

g

-G | Py raae

 INCREASED STAFFING LEVELS FROM 347 IN APRIL TO 491 BY JULY 31.
 IMPACT OF NEW MANAGEMENT STRUCTURE, NEW COMPENSATION
SLAN, IMPROVED LEAD MIX AND INCREASED STAFFING LEVELS

29
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PIC % AND PIC RESULTS

|
|
A 1150
llm
!5%2310
i &
Ezano
| E 15|,
=
iicS)1(III)
Bl . e s e - 0 + . ' ¢ + 1 +
& f "U-§<§"§<mozo
J F M A M J §,
NOJH Morth
ULHYSBIDE . Ran _g— PRen_g— FOdAchE |
—4— - )
! &ama |+ ' i -

* QUARTERLY PIC PERFORMANCE OF 55K WAS 89% OF GOAL (62.7K).
* AVERAGE 73% OF SUBMITTED ORDERS PIC'd -- FLAT FROM Q1.

- AS OF 8/10/98, WILL REMOVE LOW PRODUCING NPAs. PRIMARILY
SPANISH NY & IL. GOAL: 73% ==+80% PIC RATE

« EXCEEDED JULY SUBMIT GOAL BUT DUE TO 7 - 10 DAY PIC LAG, PIC

RESULTS FALL SHORT OF GOAL. (APPROX 81% JULY PLAN) 30
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9480¢
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ACCOMPLISHMENTS

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 IN/OUT

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.

e ESTABLISHED REFERRAL PROGRAM TO INCREASE CLOSE

RATIOS. (EFFECTIVE JULY)

33
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CHALLENGES

£1/80¢

—g s

SEETHER A Tt I s i R i)

INBOUND CAMPAIGNS NEED TO BE SWITCHED FROM A “FLEX”
ENVIRONMENT TO A DEDICATED “INBOUND ONLY” ENVIRONMENT.
IMPLEMENTATION TARGET DATE: 8/10/98.

BETTER CONSISTENCY, SCRIPT ADHERENCE
m BETTER REPORTING
m BETTER CALL “WHISPER" PROMPTING

PIC %'s HAVE-NOT INCREASED AS EXPECTED

m TELESERVICES WILL ELIMINATE NPA’s WITH LESS THAN 60% PIC RATES

FROM OUR CALL LISTS. GOAL TO MOVE FROM 73% TO 80% PIC RATE. (10%
IMPROVEMENT)

SIMPLIFY THE 2 WEEK SCRUB PROCESS.
m NEW 60 CYCLE TO BE PUT IN PLACE STARTING SEPTEMBER 1.

® STILL NEED AGREEMENT TO SCRUB GTE IN-FRANCHISE BASE AGAINST

SNYDER SURNAME TABLE TO CAPTURE RECORDS NOT TAGGED IN THE
BTN SCRUB.

m NEED THE “TEMPORARY SUPPRESSION" LEADS TO BE RELEASED A§ THEIR
60 DAY WINDOW BECOMES AVAILABLE. (APPROX. 200,000 PROSPECafS)
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Reducing Defects

ACTION —1.-
REDUCING
DEFECTS
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6.80¢

1. PIC Freeze at Pont of Sale

Signed LOA & o 5 PIC Fretere
Signed PIC Freeze Eilectronic , PIC Freeze Reject ocument From
Document Snyder PIC Request Woilggm (2166} Snyder Customer
Conlirmation Confirmalion
2. PIC Freeze Cellular At Point of Sale
3. Post Card Call-In by Customer
' ! Conflrmatlon
Snyder ') LEC {(PIC Frozen) WorldCom
. QulcPic
(& Real-Time
Cell Call Made Ordes Entry} Confirmation
alc’fg?:toéasiﬂe Electronic Order GTE
Call-ln by
Customer
4. PIC Freeze Reject Resolution {QuicPIC)
Signed LOA - Savder Electronic Wocr;lzgom PIC Freeze Reject Snyder I
Y PIC Requost e {2166} QuicPIC i
Confirmalion Canfirmation
5. PIC Freeze al Welcome Call
Snyder
Signed LCA GTE H 1 Customer
Electronle Welcome Calling )
E] fi b
Snyder PIC Requast Wofggom Confirmation & Snyder \ Lec
QuicPIC
Cenlirmalion PIC Frozen
6. PIC Freeze at QOC - , Comomar
_ ')~ LEC
Signed LOA Snyder Cofirmation
Quality Outboud {Frozen)
Calling (QOC)  Electronic Crder
GTE

Confirmalion

LEC

Cuslomar

LEC
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Quality Checkpoints
F zeld Order Processmg

e r-w'"-'\ 4_.»~-M, Lyt

s s,

Y P

«Cellular TPV

T B O A T T SN EFIT S SONY

LOA Review ® BTN Dups
SSN/ » SSN Dups.
*Driver’s License ;Z \4 * Plan/Promos
*Date of Birth LOA: | Snyder _. : Snyder
+Alternate Name BT ol Sl District TDEC Order
R Office Validation
SPIN
Venstqulfax * PIC Disputes
(SSN Venf catlon) . :
5 » LEC Reject Reporting
*Rep Compensation +Customer Complaints
Namc and Address. +Escalations
: Venﬁcation
MctroMall/Prospect
“Database ™ o
| g28
S - S k1
@ Al; nyder 320z
= anhtg g}nbound Verification Letters Re-SPIN ' ' @ Back-End ES@
~ Calling e : e- - 3
Altermate Name - f Supplied (Pomtwg/Negatwe) Reporting %



Process Overview
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s b e e

Total Field OrdersdJ3 4/10

Snyder Front—End Edits
Sccial Security - Equlfax
Dialer Spin

Negative Cption Letter

Negative Opftion Lefter Pending
Quality Qutbound Calling o

Qualty Outbound Caling - Pending |

Submﬁed to GTE

6880¢

Snyder — GTE %

17998 100%
1800 10%
120 %
1136 6%

176 1%
532 3%
53, 1%
763 4%

8846 . Snyder Front- Social
oo 49% = End Edits Security -

: 10% Equifax
Submitted
- 50% \ 7%
\\
Qualit .
-Outbourxd @ Quality \\.

) Qutbound

galh;g ) Calling

ending 19%

4%

jDialer Spin
6%

Negative
~ Option Letter
1%

m Negative

- Option Letter
Pending -
3%
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Process Overview
SSN Verification

16802

O TP ar S LG e FUA LK - o~ Lot 450 o]
I RATIH R IR C YA A sl 31
B &

BT SSN Good
Match 339/,
24%
Different Rep-
Duplicate
1%
1

Equifax-Not
~ On File Same Rep
41% Duplicate
1%
B SSN Good [IDifferent Rep-Duplicate g5
[1Same Rep Duplicate ~ [JEquifax-Not On File - %"g
B Name-No Match °°§




Process Overview
Quahty Outbound Calhng
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Statistics From April 28th

31.63%| SenttoNOL
Wrong Contact 23.74%, 1 mStill At Dialer
Changed Mind 3% Disputed Sale 11.73%| §QOC Confirmed
> | | 2 9.97% | gWrong Number |
Does not ren;eember ord?r Seng;i/oNOL 5 230, | g Generic 3Tone
i Generic 3-Tone ; 4. 49% @PDoes not remember order
i o 2.75%| mChanged Mind
| 3.01%{ gWrong Contact
1.59% | mDisputed Sale
WFOD?OT/:mb 1.68% | mDisconnect or Changed Number
0.48%,| CBusiness
! - 0.28% | olanguage Barrier
ace i:;ozﬁrmed ~ Stil ;xio/i)ia!er | 0.26%| mOperator connected to 3-tone
N 0.11% ’Question on Plans ':5': %
% 0. 03% g Prevously Submitted to .GTE -8-%
0.03%| mNew Number &
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¥680¢C
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+= &

2 Accomplishments

M Kt ing P 0y

[PV I T X

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
Process (Mini-Verification)

Tested Cellular Verification Process (NY,CHI)

Began Development of Driver License Verification
Process (Expected Q3)

z51 afied
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Q3 Initiatives

(Zero Tolerance)

Ry P e et Ny f e PN . et emem e L A8 s wemigr ) SRR R I OO
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+ Continued Evaluation of QC Process

(Trending Analyses, ldentify and Correct
Weaknesses in QC Process)

+ Re-Educate Sale Force to Think Quality First

4+ Continue Deve!opmelnt of Procedures to
Eradicate Customer Complaints
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SNAP’S QC Module

9680¢
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E Rep Detai Inform tion - Microsoft Inhrnuf Ex= e ,I__ A P E:

Detailed information for Rep ID 1

Rep ID [1 | Hire Date
FIN ID [15628 |

Employee Name [RODRIGUEZ OLGA | Supervisor
District ]Miami | | Region
Grade {Bronze |Role

Title {Sales Associats | Market
Office Code I

Melita ID ] |

l{-;-'}'-'"‘_rﬂu! L"'-Iﬁf"}' ¥

P, O T P e S e

h"\. e

[4/28/97

I

[SouthEast Region

|Field Sales

|Hispanic and Others

| Terminate Date [5/26/98
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Instant Status Changes

P ~“:‘_;--ﬂ“.ﬁ§z 34t

QOC status for Rep ID # 1 1

Rep ID {1 ] Employee Name [RODRIGUEZ. OLGA |
Supervisor | i District {Miami 1
Status [Standard | Reason IManagementAuthorizution i

CommentS' ]This is commants so Vinca can see |

gl ﬂf‘-‘i:‘-ﬁ AR

Bictal]

PR 5 S a bl 2

Change Rep Status
Rep Status: [100% GOC[H]

Reason for Change: {Poor Quality Production K]
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QC Reporting
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* QC Complaint Top 20 paied point systemy
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* QC Complaint by District
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GTE Long Distance
Ethnic/intemational Markets
Ted Gilmore
VP and GM
972-465-5184
I
| 1 .
- t
£d Miller Keith Magee ;
Director Director
Marketing Channel Management
9724654656 972-465-5199
GTE Long Distance
EthnicAnlemational Marketicrg
Ed Miker
Carecior
Marketing
972-465-5198
I T ! . I 1
Mildred Redo Jo- Cheng Cianne Metcalf Michael Lyons
Group Manager Group Manager Group Manager Group Managec
Hispanic Markets Asian Markels Small Business Mackets Cross Segment RetentionAYinb ack
9724654610 0724654526 9724654624 672-465-4642
[ : | l i ! 1
Howard Hambieton, I Emilio Cxonado Cesar Hakim Scott Nedson Maribyn Rivera
Slatf Manager Staff Manager Staff Manager Statt Manager Staff Adeministralor
Acquisiton RetentionAMinback Acquistion, Retention, Winback | | Acquistien, Retention, Winback 9724654618
972-465 0724654613 9724854611 9724654612

GTE Long Distancn
Ethnic/iniernational Channe! Management

Ketth Magee
Directoc
972-465-5199
|
[ - I ]
Matthew Mumay Anrn Fields Jeff Fugitt
Group Manager Group Manager Group Manager
Consumer Sales Quality Assurance Small Business Sales
- 724654656 972-465-4658 OT2-465-4527
I I |
Sandhya Karachiwala John Womack Shawn Bamey
Staff Manager Sales Performance Analyst Stadf Manager
9724654673 972-465-4657 9724654628

20903



ted.gidmore@cc.gle.com

J.Ted Glimore
Vica PresidentGeneral Manager
Ethric Marketng & Sales

GTE Communicstions
Corporation

6665 N. MacArthur 8Bhvd.
HQKO3002

Irving, TX 75039-2443
872 465-5184

Fax: 972 465-4870

GTE

ed.milFer@cc.gie.corﬁ

GTE]

Fax; 972 465-4939
jeff.fugitt@cc.gte.com

Edward A. Miller
Oyrector
International & Ethnic Markets

GTE Communications
Corporatian

6665 N. MacArsthur Blvg.
PO. Box 152239, HQKO3813
Irving, TX 75015-2239

972 465-5198

Fax: 972 465-4867

Joff Fugitt

Group Manager

Small Business Channel Management
Ethnic/Intemational Markets

GTE Communications
Corporation

8665 N. MacArthur Bivd.
HOK03829

P.O. Box 152239

Ining, TX 75015-2239
972 465-4627

GTE

mildred.recio@cc.gle.com

GTE]

dianne.melcait@cc.gte.com

Mikdred Roclo
Group Manager-Ethnic
& International Marketing

GTE Communications
Corporation

6665 N. MacArthur Blvd.,
PO, Bax 152233, HOKO3804
frving, TX 75015-2239

972 465-4610

Fax: 972 465-4867

GTE]

kimagee@cc.gte.com

GTE

Fax: 972 465-4867

matthew.muray@cc.gte.com
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Keith Magee
Director-Channel Management
Ethnic Markets

GTE Communicatlons
Corporation

6665 N. MacAnhur Bivd.
PO. Bax 152239, HOKO3B14
lrving, TX 75015-2239

972 465-5199

Fax: 972 465-4867

Matthew W. Murray
Group Manager

Channel Management
Ethnic Consumer Markets

GTE Communications
Corporation

6665 N. MacArthur Bivd.
HQKA3AGT

P.O. Box 152239

Irving, TX 75015-2239
972 465-4656

Dianne Matcalt
Group Manages-Ethnic
& international Marketing

GTE Communications
Corporation

6665 N. MacArthur Blvd.
P.O. Box 152239, HOKO3818
Inving, TX 75015-2239

972 465-4624

Fax: 972 4654867

GTE

Retention/Winback,
Ethnic & Intemational Markats

GTE Communications
Corporation

6665 N. MacArhur Bivd.. HOKO3B21
P.O. Box 152239

irving, TX 750392443

972 '465-4642

michael.lyons@ce.glo.com Fax: 972 465-4939

G113

joi.cheng@cc.gte.com

Jo-l Cheng
Group Manager-Ethnic
& Internationat Marketing

GTE Communications
Corporation

6665 N. MacArthur Blvd.
PO, Box 152223, HOKO3B2D
Irving, TX 75015-2239

972 465-4626

Fax: 972 465-4867

20904
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SALES OBJECTIVES FOR

ETHNIC MARKETING PROJECT




1998 GTE EXECUTIVE INCENTIVE PLAN

“orm 0005 1ALN (1/97)
el 55180

CONFIDERTIAL

EIP-1
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NAME
Pamela S. Jacobson

COMPONENT
GTE Telephone Operations

TITLE
. President-Consumer Markets

LOCATION

Irving, TX

INCENTIVE PLAN OBJECTIVES

SUBMITTED BY
Pamela S. Jacobson

DATE

APPAOVED BY
Clarence F. Bercher

DATE

APPRCVED 8Y
Kent B. Foster

DATE

PARTICIPANT EVALUATION OF OVERALL ACHIEVEMENTS VERSUS OBJECTIVES

BELOW
EXPECTATIONS

AT MINIMUM
EXPECTATICNS

MEETS
EXPECTATIONS

ABOVE

EXPECTATIONS EXCELLENT

EXTRAORDINARY

CHECK CNE

SIGNATURE

DATE




EiP-1

NAME COMPONENT
Pamela 8. Jacobson GTE Telsphone Operations
Docket No. 990362-Ti
ibit REP-29
TITLE LOCATION ?:;:“2 R
President-Consumer Markets trving, TX
MANAGEMENT EVALUATION OF INCENTIVE PLAN ACHIEVEMENTS VERSUS OBJECTIVES
NAME ( Immediata Suparvisor ) BELOW AT MINIMUM MEETS ABOVE
EXPECTATIONS EXPECTATIONS EXPECTATIONS EXPECTATIONS EXCELLENT EXTRAORDINARY
Clarence F. Bercher (50-74% (75-104% (105-134% (135-164% (165-200%
(No Payment} of Norm) of Norm) of Norm) of Norm) of Norm)
TITLE . .
President-GTE Communications Corp. % o, % o o,
COMMENTS:
NAME { Next Higher {.evai of Supervision } BELOW AT MINIMUM MEETS ABOVE
EXPECTATIONS EXPECTATIONS EXPECTATIONS EXPECTATIONS EXCELLENT EXTRACRDINARY
Kent B. Foster {50-7:4% (75-104% {105-134% {135-164% {165-200%
{No Payment) cf Norm) of Norm) of Norm) of Norm) of Norm)
TITLE )
President-GTE Corporatlon o o A % %
NEXT LEVEL SUPV COMMENTS ( Comments with respect to agreement or change in inmediale supervisor's gvaluation }
HUMAN RESOURCES REVIEW AND COMMENTS

NOTE: All ratings should be in increments of 5%.




Docket No. 890362-TI .

, EIP-1 Exhibit REP-29
PART I: COMPANY CORE OBJECTIVES (50%) NAME: Pamela S. Jacobson Page 3
1998 OBJECTIVE 1997 1998 1998 1998 RESULTS NARRATIVE

RESULTS OBJECTIVES RESULTS
1. GTECC Revenue $ 630 $1,680 $1,070
2. Operating income T ${394) $ (582) $ (470) —m T g g

2 R v".

3. Netincome ﬁmzmmmﬁ bmym m LY ,,mn

$(274) $ (400) .| $ (354)
4. Capital Expenditures

$ 260 $ 263 $ 283
5. CashFlow

$(446) $ (642) $ (663)

6. Investment
$ 280 $ 522 $ 550




PART Ii: TEAM OBJECTIVES (_ _%)

EiP-1

NAME: Pamela S. Jacobson

Docket No. 990362-T|
Exhibit REP-29
Page 4

1998 OBJECTIVES 1997 RESULTS 1998 TARGET 1998 RESULTS 1998 RESULTS NARRATIVE
1. GTECC Customers in Service | N/A 3.0M 2.8M
(O0Q0's)
2. GTECC Customer N/A 76 76
Satisfaction
N/A $890 $656M
3. Incurred Cost - PRI E § o Lhd W
{Excludes Capacity) ?\éi 3§ i A L
N/A 2.4% 4.47. o S5 R
4. Uncollectibles
s arkets
CLEC
» (Gross customer acquisitions 8,560 572,161 85.2K
» [n Franchise 8,560
« Near Out of Franchise 0
+ Average churn/month N/A 2%
+ Customers in billing N/A 513.9 74.7K
+ Average revenue/ N/A $68-$72 Non-Zero Bills
customer/month $23 ()
$68 (D)
» Total revenue N/A $169.2 $26M
(Excludes Ethnic)
« Average cost per acquisition N/A $289 $228




PART {l: TEAM OBJECTIVES (_ _%)

EiP-1 Docket No, 890362-T] °

NAME: Pamela S. Jacobson Exhibit REP-29

Page 5

1998 OBJECTIVES 1997 RESULTS 1998 TARGET 1998 RESULTS 1998 RESULTS NARRATIVE
Consumer Markets (continued)
Di ce
+ Gross customer acquisitions 2.5M 2.4M 2.6M
+ Average churn per month 9.8% 8.4% 7.5%
» Customers in billing 1.5M 1.9M 2.1M
20 L
= Average revenue/customer/ $17.33 $21.50 $18.60 £0 N gﬂ E ij Efﬁg E‘E Ai—
month A\
+ Total revenue $237M $415M $415M
« Average cost per acquisition.. .| $46 $49 $38/Cust
¢+ Operating income N/A {$61M) TBD
{managerial)
Ethnic Markets
+ Gross customer acquisitions N/A 836K 611K
(O00's)
« Average churn per month N/A 51% 17.9%
» Customers in billing N/A 590K 189K
{O00's)
~ Average revenue/customer/ N/A $75.30 $22.91
manth
« Total revenue N/A $207M $26.7M
s Average cost per acquisition N/A $76.53 $89.47 o
+ Contribution margin N/A $(41M) {$71.5)M




EIP-1 Docket No. 990362.T)

PART Il TEAM OBJECTIVES (_ _%) NAME: Pamela S. Jacobson Exhibit REP.2g
Page 5

1998 OBJECTIVES 1997 RESULTS 1988 TARGET 1998 RESULTS 1998 RESULTS NARRATIVE

Consumer Markets (continued)

Card Services
+ Total revenue $28.9M $ 46.8M $ 48.6M
» Operating margin $ 1.8M $ 6.0M $ 14.9M
FESEMTI
Incurred Costs - Consumer N/A $383.9M * $329.9M | Jeriue E
Markets e T

*Target restated to show
total managerial costs




PART [ll: WORK PLAN OBJECTIVES (_ _%}

EiP-1 Docket No. 950362-T)

NAME: Pamela S. Jacobson Exhibit REP-29

Page 7

1998 OBJECTIVES
(LIST IN ORDER OF FRICRITY)

1897 RESULTS

1998 TARGET

1898 RESULTS

1998 RESULTS NARRATIVE
{INCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE)

1. Provide distinctly superior
customer experience

» Define desired experience

» Measure customer satisfaction

2. Support the GTE Data Plan.
= Achieve sales target

* Maintain effective distribution
channels

2Q98

Monthily
measures
beginning 2Q98

$40M (all
segments)

Complete

Complete

$4M

» Through customer surveys/market 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 iow
initially due primarily to customer order backlog in first
4 months cf 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, BA, IT, etc.}. Teams targeting
key areas for improvemént were formed to ensure
issues were addressed.

CONFIDENTIAL



PART I1l: WORK PLAN OBJECTIVES (_ _%)])

EIP-1

NAME; Pamela 8. Jacobson

Docket No. 990362-Ti
Exhibit REP-29
Page 8

1998 OBJECTIVES 1997 RESULTS 1998 TARGET 1998 RESULTS 1998 RESULTS NARRATIVE
(LIST IN CRDER OF PRIORITY)} {INCLUDE DESCRIPTION OF REVISED TARGET |F APPLICABLE)
3. Improve the efficiency and N/A « No significant ) Cali Center operations consistently performed at very high
effectiveness of the service order backlogs levels always reflecting the segments business strategy:
fulfilment process exist i.  Close rates averaging 30%-+
2. Excellent penetration of add-on product sales,
* Process/sys- especially during promotional periods
tems are 3. Bill analysis suggests most customers (85%)
enhanced to are sold apprepriate packages
handle
maximum Tremendous effort and analysis conducted to truly
customer understand throughput capacity to ensure positive
acquisition customer experience. Once known, focus turned to
leveis required balancing front-end sales order activity with back
office capabilities. Unique partnership formed with
= Customer Marketing requiring mutual understanding of functions
experience fully and trust to execute to plan. Well attended weekly
meets meetings ensured expectations were clear.
expectation
4, Develop the Service Dev. Piatform Cons 140 Min Cons TBD Min Significant progress made in understanding the
to ensure we have scalability to Cans $300 Cons $TBD requirements of the CLEC business model.
“deliver;
In July 1998, Dream Team effort launched to
» Achieve |T/DP budget. $112M determine how step function improvements could be
made to the platform.
* Process transactions in targeted ¢ Consumer
time frame. order: 46 In September 1998, implementation of Dream Team
minutes recommendations initiated, which will result in a
significant reduction of Consumer order processing
* For the period of 3/98 thru « 20 30 time.
12/98, less than 20 hours down- (Avg.1.75

time per rep.

N/A -

hrs/rep./mo.)

_ CONFIDENTIAL
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PART lll: WORK PLAN OBJECTIVES {_ _%)

NAME: Pamala 8. Jacobson

Daocket No. 990362.1) -
Exhibit REP-29

Page 9

1998 CBJECTIVES
(LIST !N CRDER OF PRICRITY)

1997 AESULTS

1998 TARGET

1988 RESULTS

1998 RESULTS NARRATIVE
(INCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE}

5. Reduce our capacity costs from
81.1% to 80% of revenue by:

» Analyzing traffic/services 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

N/A

B0% of Revenue

¢ Customer
buying
behavior and
channe!
economics
are well
understood

+  New
channels
drive approxi-
mately 10%
of total
customer
acquisition in
1998

Open 18 New
Sales Channels

Cons $289

71.1%

Complete

Opened 23 New
Sales Channels

Cons $320

Segment position identified tollowing qualitative and
quantitative research; position now being pursued GTE-
wide in all Consumer-facing units {more than a number),

The following engagement techniques developed and
tested in 1998:

- Sports Events (i.e., Tampa Bay Devil Rays)

- Multi-Dwelling Units

- Office Depot

- Direct Response Print

- Compaq

- CD Now




ElP-1

PART i1l: WORK PLAN OBJECTIVES (_ _%)

NAME: Pamela S. Jacobson

Docket No. 990362-Ti
Exhibit REP-29
. Page 10

1998 OBJECTIVES 1997 RESULTS 1998 TARGET 1998 RESULTS 1998 RESULTS NARRATIVE
(LIST IN ORDER OF PRIORITY) (INCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE)
8. Standardizefintegrate all key * Al current * Complete +  Assessment of markeﬁng/channel activities for
processes in Consumer Markets processes Consumer Markets substantially completed during Q1
assessed - and Q2.
. Market analysis 1Q98
. Customer segmentation/list » Standardiza- » Complete « Reconstituted plan initiated in late Q3 to incorporate
management tion/integra- Small Business into integration/rationalization process.

. Competitive Analysis

. Offer rationalization/
development

. Go to market planning

. Adv/promo development

. Distribution channe!
development/
management

. Performance

reporting/review

" tion opportun-

ities identified
and imple-
mented 2Q98

+ Organiza-

tional impti-
cations
assessed/
changes
implemented
12/1/98

» Complete by
12/31/98

* 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 & Operations
* Single CLEC Sales & Operations

CONFIDENTIAL
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PART lll: WORK PLAN OBJECTIVES (_ _%)

Docket No. 990362-T}
Exhibit REP-29

NAME: Pamela S. Jacobson - Page 11

1998 OBJECTIVES 1997 RESULTS 1998 TARGET 1998 RESULTS 1998 RESULTS NARRATIVE
(LIST iN ORDER OF PRIORITY) (INCLUDE DESCRIPTION OF REVISED TARGET IF APPLICABLE)
9. Create a fun, challenging work

climate which assists every

employee in achieving their

professional and personal goals

and commitments

. Desired work climate « General Markets “culture,” within context of GTECC
defined 4/30/98 6/30/98 culture, defined

. Development plan in place - = All employees provided with formalized feedback bi-
for 100% of employees 7/1/98 7/1/98 annually; plans developed with clear deliverables

. Participation in work and * Employee family needs assessed and nurtured on an
family balance programs Ongoing Ongoing individual basis
encouraged '

. Candid, frequent Ongoing Ongoing » Monthiy Breakfast meetings provide forum for open
communications to all communication and Q&A
employees

. Workforce diversity valued Ongoing Ongoing » All possible opportunities sought to ensure proper
and fostered treatment and representation

. Leadership and outstanding Cngoing Ongoing »  Written and verbal recognition provided on ongoing

performance reguiarly
recognized, rewarded and
celebrated

basis, as well as Individua! Excellence Awards and
CLA nominations

- (ONFIDENTIAL




EIP-1

PART lll: WORK PLAN OBJECTIVES (_ _%)

NAME: Pamala S. Jacobson

Docket No. 990362-TI
Exhibit REP-29
Page 12

1568 OBJECTIVES
(LIST IN ORDER OF PRIORITY)

1997 RESULTS

1998 TARGET

1998 RESULTS

1898 RESULTS NARRATIVE
(INCLUDE DESCRIPTION OF REVISED TARGET {F APPLICABLE)

10. Implement the "Six C" mode!,
relative to GTECC culture,
presented at the GTECC
Leadership 1998 Kickoff
Meeting.

Implement the
GTECC culture
plan and
maintain an
overall employee
satisfaction
score (as
measured by the
GTE Viewpoints
Survey) greater
than 74%

Plan
implemented,
overall employee
satisfaction of
78% YTD

CONFIDENTIAL




N ; a
OR OTHER UNANTICIPATED 1938 EVENTS NAME: Pamela S. Jacobson Docket No. 990362-TI

Exhibit REP-29
Page 13

During the second half of 1998, the following events/activities were managed with the Consumer Markets group:
1. Supported the GTE/Bell Atlantic merger efforts, specifically relating to Long Distance, Card Services and CLEC activities.
2.  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.

3.  Served 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.

4.  Assumed responsibility for Smail Business Markets during Q4, including both LD and CLEC bundle. The Smalt 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.

CONFIDENTIAL
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' Exhibit REP-29
NAME COMPONENT Page 14
Christopher O. Owens GTE Telephone Operations and GTE Communications Corporation
TITLE LOCATION
VP-Regulatory & Governmental Affairs and President-Consumer Markets Irving, TX

NCENTIVE PLAN OBJECTIVES

SUBMITTED BY ‘ DATE
Christopher D. Owens :

APPROVED BY ' DATE
Clarence F. Bercher

APPROVED BY DATE
Kent B. Fosler

PARTICIPANT EVALUATION OF OVERALL ACHIEVEMENTS VERSUS OBJECTIVES

BELOW AT MINIMUM MEETS ABQOVE
EXPECTATIONS EXPECTATIONS EXPECTATIONS EXPECTATIONS EXCELLENT EXTRAORDINARY

CHECK OHNE 1/

N

SIGNATURE DATE
. ) /a 99

(_/\_/1.:54/
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3TE EXECUTIVE INCENTIVE PLAN Extibit REP-29

N (199) Page 15
COMPONENT

opher D. Owens GTE Telephone Operations
LOCATION

resident-Regulalory and Govemmental Affairs Irving

TIVE PLAN OBJECTIVES

IDBY } ) ’_;,'__._':‘] - "y DATE ]

:opher D. Owens 27 s T / )

o /"', ) r'___,',_z_{.......---—— —“"'""_-_"\,u____‘._ FAr ‘T//-

D BY C_.. C:_l i ’ : OATE ’

rel B. Esstman }\/\R}(_AA {bw / 2&;_97

fED BY ) DATE

1as W. While ww\ﬁ ‘ 3 3[ .—q _'_/

CIPANT EVALUATION OF QVERALL ACHIEVEMENTS VERSUS OBJECTIVES

BELOW
EXPECTATIONS

AT MINIMUM
EXPECTATIONS

MEETS
EXPECTATIONS

ABOVE
EXPECTATIONS

EXCELLENT

EXTRACRDINARY

(K ONE

TURE

DATE

 (ONFIDENTIAL
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ME
hristopher D. Owens

COMPONENT

GTE Telephone Cperations and GTE Communications Corporation

Docket No. 000362-Tl
: Exhibit REP-29

ILE

P.Regulatory & Governmental Affairs and President-Consumer Markets

LGCATION
Irving, TX

‘pPage 16

NAGEMENT EVALUATION OF INCENTIVE PLAN ACHIEVEMENTS VERSUS OBJECTIVES

AME { Immedisle Supervisor BELOW AT MINIMUM MEETS ABOVE
Narence F. Bercher EXPECTATIONS EXPECTATIONS EXPECTATIONS EXPECTATIONS EXCELLENT EXTRAORDINARY
(50-74% (75-104% (105-134% (135-184% {165-200%
{No Payment) of Normy} of Nomm) of Norm) of Norm) of Norm}
InE
resident-GTE Communications % % % % %
OMMENTS:
IAME [ Next Higher Leve! of Supenision ) BELOW AT MINIMUM MEETS ABQVE
<en{ B. Fosler EXPECTATIONS EXPECTATIONS EXPECTATIONS EXPECTATIONS EXCELLENT EXTRAQRDINARY
(50-74% (75-104% {105-134% (135-164% (165-200%
{No Payment) of Normy} of Normy} of Norm) of Norm} of Norm}
TIME.
President-GTE Corporation o, % o, % %
NEXT LEVEL SUPY COMMENTS ( Comments with respect fo agreement of change In immaezsls supenvisor's evaiustion )
HUMAN RESOURCES REVIEW AND COMMENTS
OTE: Ali ratings should be in increments of 5%. .
] BLFE. m 93

v
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Docket No, 990362-T|

PART I: COMPANY CORE OBJECTIVES (50%) NAME: All GTECC EIP Participants Exhibit REP-29
Page 17
1997 OBJECTIVE 1996 1997 1997 1997 RESULTS NARRATIVE
RESULTS OBJECTIVES RESULTS
1. GTECC Operating Income (394.1) (375.8)
2. GTECC Capital Expendilures 2546 267.4
3. GTECC Total Revenues 617.9 613.5




EIP-1
PART II: TEAM OBJECTIVES (30%)

Docket No. 990362-TI
Exhibit REP-29
Page 18

NAME: CONSUMER, BUSINESS, PRODUCT DEVELOPMENT, CARD SERVICES

1997 OBJECTIVES 1996 RESULTS 1997 TARGET 1997 RESULTS 1997 RESULTS NARRATIVE
1. Customers in Service - Residence 14,693 14,693
2. Customers in Service - Business 8,103 9,103
3. Incremental CLEC Operating ($155.5M) (5138.1M)

Income

TS

5




EIP-1

PART lli : WORK PLAN OBJECTIVES (20%)

Docket No. $90362-T|
Exhibit REP-29
Page 20

NAME: Christopher D. Owens

1857 OBJECTIVES MILESTONE MEASURES OF 1997 RESULTS ACHIEVED
DATE ACHIEVEMENT
2. Local Competition and Ongoing Plans are prepared and Plans have been developed and implemented fo achieve GTE's

Interconnection

Develop and execute plans to
achieve terms and conditions
acceptable to GTE in local
gcompetition and interconnection
forums, such as arbitration
proceedings, intercompany
agreement negotiations, rale

rebalancing filings, cost and pricing_

proceedings, and legal actions.

aggressively pursued fo
achieve results consistent
with GTE policy and
positions.

cost and pricing objectives, rate rebalancing and
interconnection arrangements. All categories of regulatory
filings have been designed to further rate rebalancing
requirements, the need for a competitively neutral USF
mechanism and to support GTE's legal actions emulating out of
inappropriate decisions by state and federal regulators. As of
year end, GTE will have filed and/or participated in the
following:

295 Interconnectlion Contracts Approved

425 Intercannection Contracts Negotiations

38 Arbitration Cases

47 Universal Service Cases

43 Cost and Pricing Cases

18 Depreciation Cases

3 Mega Cases (End-to-End Pricing & USF)

In all instances, GTE aggressively pursued GTE objectives.




EiP-1 Docket No. 990362-T1

Exhibit REP-26
PART Il - WORK PLAN OBJECTIVES (20%) Page 21

NAME: Christopher D. Owens

1997 OBJECTIVES MILESTONE MEASURES OF 1697 RESULTS ACHIEVED
DATE ACHIEVEMENT
3. Revenue Management and Ongoing Tariffs and contracls are filed | Economic Life Depreciation filings were used as a means of

Enbancement

Achieve regulatory approval in tariff,

contract, and earnings review
proceedings which enhance GTE's

on schedule and approved.
Favorable regulatory orders
are received which enhance
GTE's market position and

managing earnings and accelerating capital recovery. Of the 18
cases filed in 1997, the pending cases request increased capital
recovery of $148M wilh decisions expected this year, orders
received this year are valued at $65.4M. Informal earnings

exceed budget targets. review in illinois is underway. The Company has a plan to
manage earnings via economic depreciation and competitively
targeted rate reductions depending on positions taken by
Commissicon Staff. Eamnings potentially at risk are
approximately $44M. Oregon earning review will be addressed

as a part of Mega Case filing scheduled for 12/17/97.

market position and increase its'
shareholders' value by successfully
managing rate and service filings.

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,

-l""j-"
i

California - Obtained favorable PBOP decision which allows the
Company to collect 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 fulure regulatory revenues which currently
are approximate $14B system wide.




EIP-1 Docket No. 990362-T!

ibit REP-29
PART Il : WORK PLAN OBJECTIVES (20%) ,?;gf';?
NAME: Christopher D. Owens
1897 OBJECTIVES MILESTONE MEASURES OF 1997 RESULTS ACHIEVED
DATE - 1 ACHIEVEMENT

4, Regular demonstration of and visible | Ongoing | Emphasis on Employee

commitment to the Regulatory and Management and

Governmenta! Affairs Leadership Development

Atlributes (5%} _

+ Developmental Flan » Complete - Developmentai Plan established for all Regulatory
established and executed & Governmental Affairs employees. Developmental Plans
for each employee. incorporated into all staffing decisions.

« Utilization of Work/Family » Complete - 20% of Regulatory & Governmental Affairs

e e Balance Programs when employees participated in some Work and Family Program.
\ L8 E j %:5*3 i 4 g } ;!, appropriate. Forty (40%) of director groups have one or more employees
s Yowud | ' é ﬁ é—’q’ il participating.

+ Frequent candid + Complete - Comprehensive Regulatory & Governmental

communications. Affairs Leadership Meeting held February 1997. Cornpleted

one-day visits with Regulatory & Governmental Affairs in
approximately 75% of remote locations (total 22) by June 1,

1997,
« Enhanced diversity and + Complete
organizational renewal. (A) Women - 48% of employees

(B} Minorities - 14% of employees

(C) Minimal external hiring accomplished

(D) Implemented structured intetvigw process for
director level and above positions to enhance
quality of individuals hired
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bt REP-79
PART IV: UNSCHEDULED SPECIAL ACCOMPLISHMENTS 5:;':'55 i

CR OTHER UNANTICIPATED 1997 EVENTS NAME: Christopher D. Owens

Requlatory & Governmental Affairs

Moved transitional interconnection program management office to a permanent organization within Carrier Markets on June 15, 1897. 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.

Sel up, In February/March time frame, a new program management office to oversee and manage anticipated regulatory filings resulting from the interconnection
negotiations/arbitration activities and FCC positions on universal service, access reform, and cost and pricing matters. This cost and pricing PMOC was chartered
wilh pelicy, planning and-overall management of such matters. This PMO was fully operational in late March and recently was merged with the permanent
regulatory organization. This merger was two years ahead of the plan, due to then evolution of GTE's new integrated structure and the fact that a solid platform for
managing the work activities had been established in the PMO. ‘




PART IV: UNSCHEDULED SPECIAL ACCOMPLISHMENTS Docket No. 990362-T
CR OTHER UNANTICIPATED 1997 EVENTS NAME: Christopher D. Owens ﬁ*;‘b'ESREP 2

*Assumed responsibilities of President-Consumer Markets in GTE C_lommunications Corporation (GTECC) on June 5, 1997

General/Business Accomplishments

+ Designed and staffed Consumer Markets Organization
«  Successfully transiticned the activities of CLEC Planning Teams into formal GTECC organization
Recommended and participated in a comprehensive analysis of GTECC's Accountability Assignments and Decision Making Authorities

Resulled in significant clarification of roles and responsibilities within GTECC Leadership Team

4

Process Improvement s

Led the development and implementation of several disciplined performance management processes to maintain focus on market launch readiness and
post taunch performance :

« Daily Status Calls with key cross-functicnal Launch Team Leaders (August-December 1997)

- Weekly Market Launch meetings "Operation Launch” (July-December 1997)

«  Weekly Consumer Marketls Performance Reviews (November-December 1897)

+  Monthly Executive Meetings with GTE Network Services

+ Initiated an extensive analysis of the Service Fulfiiment Process
+ Identified redundancies betwean Consumer Sales and Service Delivery
+ Eliminated or delayed significant cost requirements
» Clarified roles and responsibilities

Market Entry

Co-initiated and helped lead a Comprehensive Assessment of Operational Readiness (Platform and Workforce) prior to launch

+ Resulted In redesign of Launch Schedule and aggressiveness of marketing approaches
Alotersstog
Implemented a Market Trial and Controlled Launch approach to test market plans and operational readiness prior o aggressive cuslomer’requﬁsuv{mln"; ~

«  Market Entry Velocily
«  Original Plan - 14 states

+ Actual - 2 stales R B gemyg x 3

_ CONFIDENTIAL

+  Customer Acquisitions R =
+  Qriginal Plan - 202K

+  Oullook - 14K
Actual - 10K
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PART IV: UNSCHEDULED SPECIAL ACCOMPLISHMENTS
OR OTHER UNANTICIPATED 1897 EVENTS

NAME: Christopher D. Owens

Market Entry cont'd)

+ Initiated the development of several unplanned markeling approaches to enhance acquisition potential
+  Qutbound Caliing '
» DirectTV :
+ Information Center (i.e,, Manned Kiosk)

Call Center
+  Successfully transitioned Call Center responsibilities from Service Delivery to Consumer Sales
+ Initiated comprehensive review of contract with Teletech

+ |dentified numerous contractual disadvantages and began development of plan to correct

Incurred Cos! Managemen

Docket No. 990362-T1
" Exhibit REP-29
Page 26

- (ONFIDENTIAL

+  Severely constrained staffing in Consumer Marketls organization to better align costs with expected revenues

+ ldentified/initiated implementation of numerous cost reduction opportunities within current Call Center model
Mentoring

+  Provided informal career counseling to approximately 12 employees outside of Consumer Markels
+  Menttium 100 Program participant - mentored high potential female executive from Texas Instruments

Assgciate Development Program (ACP)

«  Pariicipated in 1997 ADP Qrientation Sessicn
+ Initiated and hosted a reception for all Dallas-based Associates and the GTECC Leadership Team

Employee Focus

+ Initiated monthly Consumer Markets Breakfast and Information Session to enhance communication

+ Initiated a standard recognition across crganization to express appreciation to employees achieving milestone service anniversary dates

»  Recognition includes call from President and lunch/dinner for employee/spouse and supervisor







