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PROCEEDINGS

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

as follows:

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

of Public Counsel. Before when we were off the record
counsel agreed that we would reserve our objections for
all matters other than those which cannot be cured at a
later time. The witness does wish to read and sign. 1Is
that it for stipulations?

Mr. Commons, could you state your full name,

please.
A, Larry Jan Commons, J-A-N,.
Q. By whom are you employed?
A. Verizon Select Services, Inc.
Q. And was that previously known as GTE

Communications Corporation?
A. Yes.
Q. How long have you worked for them, for Verizon

or GTE?
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A.

Q.
A.

Ten years.

What is your current position?

Manager, customer relations.

Could you describe what that job entails?

I manage a staff of eight employees who

investigate and resolve customer-escalated complaints

for Verizon Select Services, Inc.

Q.
Services,

A.

?’ o L o B A o

What services are offered by Verizon Select
Inc.?

Long distance service, CLEC bundled service.
Is that it?

Yes.

How long have you had that job?

Six months.

What position did you hold before that?

Manager, customer relations; same title, a

gstaff of two, working exclusively or primarily on long

distance issues.

Q.

o P 0 P O P

How long did you hold that position?
Two years,

Beginning on what date?

March 1998.

Through about March of 2000?
April-May 2000.

Is your current position a promotion over your
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prior one?

A Yes.

Q And before that what position did you hold?

A Administrator, customer relations.

Q. Is that with GTE Communications?

A. Yes.

Q. Could you describe that job?

A. Investigating and resolving customer
complaints.

Q. How long did you hold that?

A. Just over one year, March '97 'til 1998.

Q. Was that working exclusively in the area of
long distance?

A, Yes.

Q. I have to go back one more before that. What

job did you hold before that?

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

A. Yes.

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

radio/television production.
Q. When did you graduate?
A, 1987.

Q. When was GTE Long Distance formed?
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A. 1996.
Q. How long had the company been in existence

before you joined the long distance division in March of

1977

A. Just over one year.

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

A. Promotional opportunity.

Q. Let me focus just briefly on your job as an

administrator in customer relations that began in March
'97. What types of things did you investigate?

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

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

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

0. What would you do as an investigator?

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

behind-the-scenes systems investigation to determine the




10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

cause of the complaint and to make the customer

satisfied.

Q. What was the name of the vendor?

A. GTE Network Services at that time, Post-Sale
Fulfillment.

Q. Is that a GTE company?

A, Yes.

Q. So it's affiliated with the company you were

working for?

A, The corporation I work for on the ILEC side.
Q. Why do you call him a vendor?
A. We, or GTE Long Distance pays that group to

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

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

A, Yes.

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

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

would investigate, start to finish, the complaint, the
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slamming complaint, and report back to us their

findings.
Q. What would you do with their findings?
A. If the customer had written a letter to an

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

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

‘A.  Yes.

Q. And they would investigate complaints of long
distance slamming on your behalf?

A, Yes.

Q. Why would you not investigate them yourselves?

A. We do not legally have access to billing
systems, service order systems, any of the necessary
systems to do the investigation ourselves.

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

A, Yeg.

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

A. My predecessor at that time, who was the

manager, attended a weekly executive summary meeting
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where he reported week by week all customer-escalated

complaints.
Q. What's his name?
A. Ray Strait, S-T-R-A-I-T.
Q He was your immediate supervisor?
A. Yes.
Q In GTE Long Distance Company.
A, Yes, until he retired.
Q. And when was that?
A July 1998.
Q Was it his job that you took in March of '987

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

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

A. July 1998.

Q. Okay. I thought you took that job in March of
1998.

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

Q. So you started attending these meetings in

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

slamming among your duties?
A. Yes.
Q. When did you first become aware of any

problems with slamming with a company called Snyder

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

knowledge of that area?

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

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

a. No.

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

. We were peers.

o H2O0 » 0O

How did your responsibilities differ from
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12
hers?

A. Her responsibilities were for regulatory
issues, PUC, FCC, attorney general complaints. My
responsibilities were exclusively for executive and
other customer-escalated complaints, all nonregulatory.

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

A. Spring 1998.

Q. Can you be any more specific?
A. February 1998.
Q. What was the occasion of it being brought to

your attention in February 19987
A. I don't recall the specific complaint.
Q. What you do recall was a slamming complaint

related to Snyder?

A, I'm not exactly sure it was slamming.
Q. What do you recall about it?
A. That it involved a then new sales channel

known as Snyder.

Q. What was the complaint?
A. I don't recall.
Q. After February 1998 did you begin to get more

complaints related to Snyder?
A, Yes.

Q. Could you describe the occurrences that
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from then on just generally, if you started

getting more and what happened and what you did.

A,
with all
reported
done pre-

Q.

A.
vice pres

Q.

A.

Q.
position?

A,

Q.
number of
receiving

A,

Q.
it?

A,
retired,
composeite
regulator

complaint

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

those findings at weekly meetings as we had
Snyder.

Who would attend these weekly meetings?

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

What was his name?

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

Do you recall how long John Havens was in that

He's still in that position.

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

Yes.

Could you describe what was discussed about

Ray Strait, before I attended and before he

and then later myself, would present a weekly
report of all customer-escalated complaints,
y and nonregulatory, slamming and nonslamming

g, and that was the format.
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14
Q. Was it ever brought to your attention that
employees of Snyder may have been forging customer

signatures on letters of authorization?

A. Yes.

Q. When did you first become aware of that?

A. I believe it was March or April 1998.

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

A. When you say "you," do you mean me

specifically or our department?

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

A. I specifically did not take action. I
assisted Ray, because he was s8till attending the meeting
at that time -- I was not -- with compiling the weekly
report that showed slamming complaints along with all
other complaints as before.

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

A. Yes.

What was his reaction to that when you told
him?

A. He was not pleased.

Q. Did you ever have occasion to discuss with him

what type of action you should take about that, "you"




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

25

15
meaning the company?

A. Not that I recall.

Q. Other than being not pleased, do you recall
any action that Ray Strait recommended taking?

A. I don't recall because I was not invelved in
any meetings that he attended until he retired.

Q. Was his retirement related to the problems
with Snyder Communications?

A. No.

Q. You started attending these weekly meetings in
July of 1998?

A. Yes.

Q. Was the problem with Snyder discussed when you
started attending those meetings?

A, Yes.

Q. Was it ever discussed what action they should
take with regard to Snyder?

A. Not specifically.

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

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

meeting who had direct responsibility for the vendor,
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Snyder, were the ones dealing directly with Snyder. We

were not.
Q. Who were those persons?
A Ted Gilmore, Keith McGee, M-C-G-E-E.
Q. Anyone else?
A They had staffs, but I don't recall all of

their names.
Q. They were in charge of managing the

relationship with Snyder?

A. Yes.

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

A. Very minimal.

Q. Do you know whether those two persons still

are employed by GTE?

A. They are not.

Q. Do you know where they are now?

A, No.

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

A. Yes.

Q. And he's still assistant vice president of GTE
Long Distance?
A. His current title, I believe, is vice

president, Verizon Long Distance.
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Q. What services did Snyder do for GTE?

A. Ethnic marketing and sales for GTE Long
Distance.

Q. Could you describe in a little more detail

what that means?

A. It was my understanding that Snyder marketed
specifically to ethnic customers to sell long distance
on GTE's behalf in the form of face-to-face sales and
telephone sales.

Q. Does Snyder still work in any way for GTE that
you're aware of?

A. Yes.

Q. What do they do now?

A, I believe customer service, call center type
functions.
Q. Does that include telemarketing?

A. Not to my knowledge.

Q. You're aware at some point toward the end of
November of 1998 their foot sales were terminated by
GTE; is that correct?

A. Yes.

Q. Did Snyder continue to perform other marketing
type functions for GTE after that point?

MR. WOFFORD: Are you talking about in

Florida or anywhere?
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BY MR. BECK:

Q. Anywhere, anywhere in the natiomn.
A. I don't know.
Q. You do know -- correct me if I'm wrong -- that

they did both foot sales and telemarketing during 1998.

A. Yes.

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

A. Yes.

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

A. No.

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

A. I believe they marketed to ethnic customers in
waye such as fairs, setting up boothe and displays in
supermarkets, ethnic-type events, special events,
marketing.

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

A. Yes.

Q. Would they try to get people to sign letters
of authorization authorizing GTE Long Distance as their
long distance company?

A. Yes.
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Q. Do you know what they were supposed to wear at
these functions? For example, at fairs did they wear
T-shirts that said GTE on them?
A. I don't know.
MR. WOFFORD: Are you asking what they're
supposed to wear or what they actually wore?
MR. BECK: Either.

BY MR. BECK:

Q. Do you know what they were supposed to wear?
A. I do not.
0. Do you know whether they ever wore ball caps

that said GTE on them?

A, I don't know.

Q. Do you know whether they were representing
themselves as representatives of GTE?

MR. WOFFORD: Objection. I think that
calls for speculation.
THE WITNESS: I don't know.
BY MR. BECK:

Q. Wae there any discussions that you ever
attended where GTE people were concerned about the fact
that people may be getting or people may be thinking
that the Snyder employees are GTE employees?

A. No.

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

bad?

A. Not a meeting.

Q. If not at a meeting, where else?

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

Q. Do you know whether GTE Long Distance ever had

an audit conducted of Snyder?

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

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

A, No.

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

connection with forgeries of customer signatures?

A. Yes.

Q. Where was that?

A. California.

Q. Do you know why there were no problems in
California?

A. It was my understanding that California law

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

ensured that there was not a slamming problem.
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Q. Do you know whether Snyder employees use cell

phones to do that sort of third-party verification in

California?
A. I heard that they did.
Q. Could you describe what that process entailed?
A. I don't know the specific process for using

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

other states to reduce forgeries by Snyder?

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

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

Q. What happened with that idea?

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

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

A. Not that I recall.

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

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

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

Q. So you discussed this with the person at
Post-Sale Fulfillment?

A. Yes.

Q. They weren't in any position to take any

action though, were they, about that, or were they?

A, Not to take action; to have discussions with
Snyder.
Q. Was the idea that they might discuss with

Snyder having them, Snyder, implement the third-party

verification with cell phones?

A. Yes.

Q. Did anything ever come from that?

A, Not to my knowledge.

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

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

A. Not that I recall.

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

A. As I recall, yes.

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

A, No.

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

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

counsgel and ask if you've ever seen that document

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

weekly executive meetings showing Snyder complaints week

by week.
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Q. Were you the first person who started this

form or was this form in existence before you started?

A. I was asked to create this.

Q. Can you recall the time frame?

A. Spring 1998.

Q. Was the first report of this type presented on

May 2nd, 19987

A, I don't recall, meaning --

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

A. Right.

Q. And the first date as I see it is May 2nd of
1998.

A. Yes.

Q. Do you recall whether you were providing those

numbers that were used on that report?
A. I was.
Q. And this was a report that was used at the

weekly meetings that you discussed earlier?

A. Yes.

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

A, Here, July 1998.

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

A. To my knowledge, ves.

Q. That would be Ray Strait?
A. Yes.
Q. Did you design the columns or the types of

columns that were on the report?

A. Together with my director.

Q. Which is whom?

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

Q. What's his job?

A. Director, customer relations.

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

vis-a-vis you and Mr. Strait.

A, He was Mr. Strait's boss.

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

A. Yes.

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

A, Yes.

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

A. Yes.

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

A. Customer misunderstood.

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

A. I don't recall specifically which individual.

Q. But that decision would have been made in

conjunction with yourself and your director; is that

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

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

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

A, Yes.

Q. On May 2nd it lists ten fraudulent LOA's.
Just for the record, LOA stands for letter of

authorization, does it not?
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A. Yes.

0. And that's the form the customer would sign
that would authorize the change of his long distance
company to GTE Long Distance; is that right?

A. Yes.

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

a. Yes.

Q. Did you provide the inputs for that report on

fraudulent LOA's?

A. Do you mean the number?

Q. Right. Who would compile those numbers?

A. I would.

Q. So, for example, did you compile the number

that showed ten fraudulent LOA's for the week of
May 2nd, 19987

A, Yes.

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

A, Yes.

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

A. Yes.

Q. Could you describe those discussions?




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

25

28
A. I don't recall the specific discussions. We
agreed that these numbers were higher than we had seen
before.
Q. Did any of you discuss what should be done
about that?
A. Not specifically. We relied on the direct

owners, 80 to speak, of the vendor to take care of the

problem.
Q. That would be Ted Gilmore and Keith McGee?
A. Yes.
Q. Were they given this information as well?
A, Yes.
Q. How were they given this information?
A. They attended the weekly meetings where this

chart was presented.

Q. Was John Havens the senior person who attended

these weekly meetings where this chart was presented?

A, No.

Q. Who was the senior person?

A. Chris Owens.

Q. Who is Mr. Owens?

A. Former president, GTE Communications; and his

successor attended the weekly meetings after he left

that position, Pam Jacobson.

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

A, I don't recall specifically when the change in
jobs took place.

Q. When you started attending the meetings in
July of 1998, which of those two persons was attending?

A. I believe Pam was; if not immediately, shortly
after I started going to the meetings. I don't recall
the exact time frame when they changed jobs.

Q. How long did these weekly meetings go on? Do
these weekly meetings still take place?

A. The last of these meetings was held two weeks
ago, and it's my understanding that the format is being
revised to reflect the recent merger between GTE and

Bell Atlantic.

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

from July of '98 until two weeks ago?

A. Yes.

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

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

Q. Who would conduct the meeting?
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A. John Havens.

Q. The then-assistant vice president of GTE Long
Distance.

A, Yes.

Q. To your recollection, did the president of GTE

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

A, Yes.

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

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

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

A. No.

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

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

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

ever being discussed at these meetings?

MR. WOFFORD: Are you talking about
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termination of foot sales in Florida?
BY MR. BECK:
Florida in this instance.
. After it had been done, vyes.

What was the nature of those conversations?

? o ¥ 0

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

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

A, Today?

Q. Yes.
A, That's my understanding.
Q. Can you give us a time frame for when their

activities of foot sales on behalf of GTE Long Distance
were terminated? What was the sequence?

A. By sequence you mean --

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

A. I believe 80, but I don't know the time frame

for the other states.

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

A, As I recall, Florida was not the first state.
0. To your recollection, what was the first
state?
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A. I believe New York was the first state.
Q. Do you recall how much sooner or how much

earlier that was than Florida?

A, No.

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

A. I don't know.

Q. When you started attending these meetings in

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

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

Q. Anything about them.

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

Q. And by what everybody generally understood,

does that mean forgery of a customer's signature?

A. I believe so0.

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

A. Yes.

0. Did you write those notes?

A. Yes, I did.
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Q. Could you describe what the notes mean?

A. As I recall, and I'm relying on memory, these
are notes that I took onto this chart at the meeting
itself to note some sort of quality improvement action
on the part of Snyder to improve quality or reduce the

number of complaints.

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

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

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

A. Yes.

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

Mr. Commons, do you recognize this document?

A. Yes.
Q. What's the purpose of this document?
A, This wasg an earlier version of a document

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

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

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

A. I apologize for the confusion.

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

A, Fall 1998.

Q. This document didn't exist when you started
attending the meetings in July of '987

A. This document did. That one did not.

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

A. Correct.

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

A, Yes.

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

A. No, they were not.

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

A, I don't know.

Q. Is Snyder the only one of your marketing
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companies that has a special spot on this report?

A. Yes.

Q. Why is that?

A, The volume of complaints.

Q. And you'll notice one of the rows for Snyder

originating orders is unauthorized change?

A. Yes.
Q. What would be included in that?
A. Customers claiming they did not order GTE Long

Distance but received it.

Q. Let me go back to the earlier document, which
is 16307. Why did you retroactively fill in the blanks,
as it were, on this form?

A. At the direction of my director, it was felt
that to make the information easier to read, easier to

understand, taking this piece here --

Q. This piece here referring to 162717

A, This box.

Q. The right-hand box on that page?

A. Yes.

Q. Okay.

A. Creating a big picture page for it, the

information would be easier to track and monitor,.
Q. Do you recall with more specificity when the

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

again for the confusion.

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

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

A. Yes.

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

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

Q. Do you recall when you started using this

form? Did it exist when you started attending meetings
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in July of '987?
MR. WOFFORD: Objection, compound.
You've got a couple of questions in there.
BY MR. BECK:

Q. Do you recall when you started using this
form?

A. I believe that this form or something similar
to it was in place before I attended the meetings.

Q. Were you providing the numbers that would be
used in the preparation of this form even before you
started attending the meetings?

A. As I recall, yes.

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

A. I don't recall.

Q. I'm going to hand you a document. 1It's Bates
stamped number 16284, and it's customer escalation
specifics. This page has information for the weeks
ending May 9th and May 16th, 1998, does it not?

A. Yes.

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

A, Yes.

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

A. I don't know.

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

A. It appears so.

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

A. All complaints received by our department.

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

A, Yes.

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

just Florida.

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

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

A. Yes.

Q. Do you recall anybody having any reaction to

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

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

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

A. Yes.

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

A. Yes.

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

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

Q. And you're not familiar with some kind of
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major category where there would be other letters and

other sections or someplace where these are maintained?

A. No.

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

A. Yes, I am.

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

A. These weekly reports reflect category by
category the customer complaints week by week, including
customer name, phone number, and nature of the
complaint.

Q. Who prepared these reports?

A, Post-Sale Fulfillment.

Q. What was your involvement, if any, in the
preparation of these reports?

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

Q. Would that include the documents we were

looking at earlier in the deposition?
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A. Yes.

Q. This is like a source document in a sense for
the reports we've been discussing earlier?

A. Yes.

Q. When did you have any responsibility for -- 1
understand you had responsibility for reviewing these
reports then at least and making -- did you have
responsibility other than preparing the charts we talked
about earlier with respect to these customer relations
reports?

A. Not specifically, no.

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

A, Yes.

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

gsee handwritten notes on the side that say fraud?

A. Yes.

Q. Do you know who wrote those?

A, I did.

Q. Could you describe what brought you to write

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

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

electronic database to write these words.

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

A. On two of these complaints, yes.

Q. What column would you see the root cause?

A. Corrective action and disposition.

Q. Do these reports only show in some cases only

a portion of the root cause? In other words, it's being
restricted by the amount of space there is to print?

A. Yes.

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

A, Yes.

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

A. Eventually I d4id it on a weekly basis to

produce the weekly reports we reviewed earlier.
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Q. Do you recall when that started?
A. Either late spring or early summer 1998.
Q. When you said eventually, I mean, was there a

time before that where you were only doing it on
occasions?

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

Q. When was the first time you did that, to your
recollection? And by that I mean start writing comments
such as these where you say fraud.

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

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

determining fraud was the root cause of these

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

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

0. Do you have that e-mail where you forwarded
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that type of information to them?

A. I don't know if it exists in the system any
longer.
Q. Are you aware of any steps that have been

taken to retain e-mail related to this cause or this
issue?
MR. WOFFORD: Are you asking about
retaining e-mail or try to find e-mail?

BY MR. BECK:

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

have sent e-mails to the ethnic¢ marketing managers about

fraud?

A. As best I can recall, between five and ten
times.

Q. Do you recall the time frame that that was
done?

A. I believe early summer 1998.

Q. Through when?

A. Summertime, perhaps into early fall.

Q. Of 19987

A. Yes.

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

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

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

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

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

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

Q. May 9th?

A. Probably.

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

A. Yes.

Q. Now, you had access to the database that

contained this information; is that right?

A. The information on here?

Q. Yes.

a, Yes.

Q. Who else beside you would have had access to

that information?
A. Post-Sale Fulfillment.

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

access to that information?

A. Other members of my department.

Q. Could you name them?

A. Ray Strait, Karen Turner.

Q. And that's an online database?

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

each individual's computer, and only our department

utilized the system.

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

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

the top of each category where it had unauthorized

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

A, Yes.

Q. CHG for change?

A. Yes.

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

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

A. 34 complaints of unauthorized changes.

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

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

Q. Do you sBee written comments on the side of

this page, page 15753?

A. Yes.
Q. Are those your handwriting, too?
A, Yes.

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

you see that?

A. Yes.

Q. Is that shorthand for fraud also?

A, I believe so0.

Q. Let me show you page 15764. This page shows

15 unauthorized changes for a week in June; ig that
right, of '987?

A. Yes.

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

A. 602 is a complaint code used to define the

nature. It's basically a subheading within the broad
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category unauthorized change. I believe 602 is used to
mean in the database customer c¢laims he or she did not

order GTE Long Distance and is claiming slamming.

0. There's also a code 603. Do you recall what
that is?
A. As I recall, it means customer claims that he

or she was slammed away from GTE Long Distance by
another company.
Q. One of the notes that appears on cccasion is

LOA exists. Do you recall that?

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

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

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

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

customer or the customer said I don't want to see it,
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the issue would be closed.

Q. Would you close that as fraudulent or not?
A, No. We would close it as LOA exists.
Q. From that would you determine -- was there any

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

A. There was no determination made on those.

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

A. I believe BO.

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

A, Right.

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

and another regular pen or ink?

A. Yes.

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

A. I believe both of these markings are mine.

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

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

from two different days simply using a different pen on
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one day than another.

Q. Do you see one that says, "no - heart attack"?
¥} Yes.

Q. Could you describe what that meant?

A That is my handwriting. I do not recall what

heart attack means.

Q. I'd i1ike to hand you Bates stamp page 15803
and ask you to look at the handwritten statements on the
top right side of that page.

A, Yes.

Q. Could you describe what's meant by the

handwritten notes on that page?

A, I don't know. It isn't my handwriting.

Q. Do you recognize the handwriting?

A. No.

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

at the handwriting on the bottom. Is that your

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

dead for two years"?

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

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

because he was deceased.

Q. Do you recall mentioning that case to anybody?
A. Not specifically, no.
0. The next page, page 15817, has notes about the

husband dead for six years. Do you see that?

aA. Yes.

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

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

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

any of your co-workers or superiors?

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

Q. Why?

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

Q. Were you provided any other forums for making
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commentary on what you were discovering?
A, Conference calls with Snyder, yes.
Q. Did you ever mention to your superiors at any
time that you were finding cases where the purported
signature on LOA's were those of people who had been

dead for years?

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

this issue.

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

A. Yes.

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

he still employed by GTE?

A. Yes.

Q. And his position now is what?

A. Director, customer relations.

0. And you recall or do you specifically recall

mentioning instances such as that to him?

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

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

time?
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In 19987
Yes.

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

What was Kevin Snyder's position?
Vice president.
Of what?

GTE Communications, I believe consumer markets

or general markets. Actually, before Kevin was Jody

Bilney.

Again, I'm not sure of the time frame for those

two bosses of his.

Q.

And would they be at the same management level

as John Havens or was John Havens a higher level of

management?

A,
asgistant
Q.
A,
Q.
A.
Q.
in charge
and Keith

A.

Q.

Their title was vice president. His title was
vice president.

They were higher.

Technically it would appear so, yes.

But you don't know?

I don't know.

You mentioned earlier the two people who were
of managing the Snyder contract, Ted Gilmore
McGee.

Yes.

Were there others who had other types of
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responsgibilities related to Snyder that you're aware of?
A. Ted and Keith had staffs of administrators or
managers who worked directly with Snyder.
Q. Do you know whether any of those persons are

8till employed by GTE?

A, I believe at least one is.

Q. Who's that?

A. Ann Fields.

Q. She was in one of the sections of either Ted

Gilmore or Keith McGee?

A. Yes.

Q. Do you know what her job was?

A, I don't recall the title.

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

Did you ever have occasion to discuss what you
were finding with her?

A. Yes.

Q. Could you describe those conversations?

A. Those were generally in the context of
conference calls between Ann, myself, Post-Sale
Fulfillment, and Snyder. Ann facilitated the calls.

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

A, Ten or 8O.
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Q. And do you recall the time frame of those
calls?
A. As best I can recall, early summer 1998

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

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

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

Q. Would you relate what you were discovering

about the complaints concerning forgeries of customer

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

any of those conference calls?

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

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

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

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

A. I don't remember.

Q. Do you know who prepared this report?

A, No.

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

A, I don't know.

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

NID. Would you know what that means?

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

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

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

BY MR. BECK:

Q. Any territory first.

A. Have I received information about such
complaints?

Q. Yes.

A Yes.

Q. What information have you received?

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

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

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

those relating to phone marts?

A, Occasionally.

Q. Any in Florida that you recall?

A. I believe I recall one in Florida.

Q. What do you recall about that?

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

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

or she did not sign it.

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

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

disciplinary action or fired from the phone mart.
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Q. Do you recall which phone mart it was?

A. No, I don't.

Q. Do you recall the customer's name?

A, No.

Q. Do you ever recall reviewing a customer named
James Brown?

A. I don't recall that name.

Q. I'm going to show you a document Bates stamped

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

A. No, not that I can recall.

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

A. No, I would not.

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

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

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

A. Yes.

Q. Go ahead.

A, This is an e-mail to me from an employee of

I
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Post-Sale Fulfillment providing some 1998 regulatory

Snyder complaints by agency.

0. Do you recall the purpose of the e-mail?
A. No, I don't.
Q. Are you familiar with any of the other

documents in this package?

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

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

A. Yes.

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

A. Snyder slamming at any time?

Q. Well, a meeting specifically dedicated to

slamming by Snyder.

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

Snyder complaints, specifically Snyder slamming

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

Q. Do you recall other persons who attended that
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meeting?
A. Ag best I can recall, along with Karen and
myself, Liz Smith from Post-Sale Fulfillment, Jo Ann

Peters from GTE Network Services, and David Gadino from

GTE.

Q. Who is David Gadino?

A, I believe he is an attorney.

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

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

(The record was read by
the court reporter.)

MR. WOFFORD: Give me a minute here.

(Brief recess.)

MR. WOFFORD: Back on the record,

Mr. Beck, the witness has specified that a
meeting took place and that it was attended
by, among other people, inhouse counsel for at
that time GTE. After conferring with the
witness, I'm going to instruct him not to
answer questions about the substance of the
discussions in that meeting on the basis that

it contains attorney-client privileged
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material.
BY MR. BECK:

Q. Mr. Commons, I'm going to give you Bates
stamped page 17229 and ask you if you recognize that.

A. No, I do not.

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

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

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

A. I do not.

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

A. No, I don't.

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

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

Q. This chart is entitled total Wentzville calls

per day; is that right?

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

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

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

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

the name Wentzville in some time.

Q. They're no longer your call center.

A. Not to my knowledge.

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

rest of the acronym.

Q. What state is that from?

A. They are in Illinois, I believe, and in
Arizona.

Q. You mention that Snyder, I believe, at some

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

A Yes.

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

A, I don't know specifically the differences

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

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

A. Yes.

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

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

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

A. Yes, it does.

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

A. Not that I recall.

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

A, I do not recall seeing this chart.

0. The chart purports to show slamming for three
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days in April of 1998, does it not?

A. Yes.

0. I'll show you page 17447 and ask you if you've
seen that before.

A. I do not recall seeing this chart before.

Q. Do you know if this is something Ray Strait
created or not?

A, I don't know.

Q. Do you recall there ever being any discussions
about the call centers receiving increased calls about
complaints about Snyder?

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

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

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

Q. Do you know to whom those documents might have
been distributed that we just looked at concerning the

Wentzville centex?

A. I don't know. I don't know the audience for
those documents.
Q. Did you ever attend a meeting concerning a GTE

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

A. No, I am not.

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

A, Not that I recall.

Q. Earlier in your deposition we talked briefly

about the use of cell phones for third-party

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

cost that that would entail to implement that?

A, I do not recall any discussions about cost.

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

A. Liz Smith from Post-Sale Fulfillment and I

talked about that amongst ourselves.

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

A, We thought that possibly it would be.

Q. But you never communicated that elsewhere?

A, We may have brought it up on one of the
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quality calls weekly or monthly with Snyder. I don't
recall.

MR. BECK: Can we break for just like
two or three minutes? I think I'm done, but

I'd like to review my notes.

(Brief recess.)
EXAMINATION
BY MR. WOFFORD:

0. Mr. Commong, let me ask you some questions
about the document that has been marked 16307. Do you
gsee the category frauvdulent LOA on that document?

A. Yes.

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

A. Yes.

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

A. Okay.

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

A, Yes.

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

A. Yes.

Q. The customer s8till maintains that the LOA was
fraudulently filed.

A. Yes.

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

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

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

A, Right.

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

A. Correct.

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

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

a. No.
Q. So that is the last determination and final
determination by GTE as to whether there was a

fraudulent LOA or not; is that correct?

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

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

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

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

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

investigation.
A. That issue is then closed.
MR. BECK: Thank you.

(Deposition concluded at 1:05 p.m.)
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I, the undersigned, LARRY COMMONS, do
hereby certify that I have read the foregoing
deposition and that, to the best of my knowledge, said
deposition is true and accurate (with the exception of
the following corrections listed below).
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Notary Public Signature
Date

My Commission Expires:
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CERTIFICATE
STATE OF GEORGIA:
COUNTY OF COBB:

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

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

This, ?he 20th day of November, 2000.

oo O Huediof

Sharon J. Rusthell, RMR, CRR, CCR B-1179
My Commission Expires 2-17-2004
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1 A. Ten years. 1 A. 189%6.

2 Q. Ehat ls your current position? 2 Q. How long had the company been in existence

3 A. Manager, custoner relations. 3 before you loined the long distance divisionr in March of
4 Q. Could you describe what that Job entalls? 4 977

5 A. I nanage a staff of eight employees who S A, Just over one year.

6 investigate and resolve customer-escalaied complaints 6 Q. What led to your move to tha long distance

7 for Verizon Select Sarvices, Inc. 7 area?

;] Q. What services are offered by Verizon Select 8 A. Promotional opportunity.

9 Services, Inc.? 9 Q. Let na focus Just briefly on your job as an
19 A. Long distance servica, CLEC bundled sarvice. 12 adninistrator in customer relations that began in March
11 Q. Is that it? 11 *87. What tupes of things did you investigata?

12 A.  VYes. 12 A. Customer complaints =s they related to thelr
13 Q. Hou long have you had that Jjob? 13 long distance service fron GIE.

14 A.  SiX nonths. 14 Q. Could you describe tvo or thres of the main
15 Q. What position did you hold before that? 15 tupes of complaints you investigate?

18 A. Manager, customer relations; same title, a i6 A, Calling card complalnts, such as a customer
17 staff of tuwo, uorking exclusively or primerily on long 17 had ordered a calling card but had not received It yet
18 distance Issues. 18 or a custoner had a GIE Long Distance calling card that
18 Q. Hov long did you hold that position? 19 stoppad working vithout the customer's authorization to
22 A.  Tvo years. 28 have It cancaled, misinfornaticn or confusion about

21 Q. Beginning on what dats? 21 calling plans and rates.

22 A. March 1888. 22 Q. What would uou do as an investigator?

Q. Through about March of 20887 23 A. T vas the liaison with a vendor on the local
24 A.  April-May 269@. 24 GIE side. The vendor actually does the

25 Q. 1Is your current position a promotion over yowr 25 behind-the-scenas systems investlgation to determine the
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1 prior one? 1 cause of the complaint and to nake the customar

2 A. Yes. 2 satisfied.

3 Q. And before that what position did you hold? 3 Q. What was the name of the vendor?

4 A. Mninistrator, custoner relations. 4 A. GIE Network Services at that time, Post-Sale
-] Q. Is that vith GIE Commumications? 5 Fulfillment.

6 A, Yes. 6 G. Is that a GIE company?

7 Q. Could you describe that Job? 7 A. VYes.

8 A. Investigating and resolving customer a8 Q. So it*s affiliated vith the conpany yYou vare
9 complaints. 9 working for?

10 Q. How long did you hold that? 18 A. The corporation I work for on the ILEC side.
11 A, Just over one year, March *97 °til 1938. 11 Q. Why do you call him a vendor?
12 Q. #as that vorking exclusively in the area of 12 A. We, or GIE Long Distance pays that grouwp to
13 long distance? 13  investigate and do the research using systems that ve
14 A Yes, 14 don*t have access to. So for all intents and purposes,
15 Q. I have to go back one more before that. what 15 they are a vendor.
18 Jjob did wou hold befcre that? 16 Q. In that position adninistrator in custoner
17 A. Video producer, GIE Directories Corporation. 17 relations did you ever have occasion to investigate
i8 Q. Do you have a college education? 18 conplaints of slanning?
18 A, Yes. 18 A. Yes.
28 Q. what dagrees do you hold and tn vhat areas? 28 Q. Could you describe genserally vhat wou did on
21 A.  B.A. in cormmications; major, 21 those cases?
22 radlo/television production. a2 A. We, after recelving a complaint, "ve" meaning
Q. When did you graduata? 23 o department, would forward the complaint to the
24 A. 1887, 24 vendor, Post-Sale Fulfillment. Popst-Sale Fulfillmant
25 Q. When uss GIE Long Distance formed? 25 would inveatigate, start to finish, the complaint, the
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1 slamning complaint, and report back to us their i A, Yes.
2 findings. 2 Q. Betueen March of 18998 and July of 1898 wou
3 Q. that would you do with their findings? 3 were still -- were you still investigating conplaints of
4 A. If the customer had vwritten a letter to an 4 slamning among your duties?
5 exscutive, I vould prepare a response back to the 5 A, Yes.
8 customer in the form of a letter, a response letter. 6 Q. Whan did yvou First becohs avare of any
7 Q. It's not real clear to me about your 7 problems vith slamning with & corpany called Snyder
8 relationship with Network Services. Thls group is B Commumications?
8 associated with the local telephone company? ] A.  Spring 1998.
18 A. VYes. 10 Q. Can you tell us what brought about your
11 Q. And they would investipate complaints of long 1t knowledge of that area?
12 distance slamming on yow behalf? 12 A. Ve received complaints fron customers in our
13 A. Yes. 13 office, including slamming complaints, generally in the
4 Q. Why woulg wou not investigate them yourselves? 14 forn of letters or complaints that have been filed with
15 A. We do not legally have accese to billing 15 the Public Service Comnission, and it vas our
16 systens, service order systems, any of the necessary 16 responsibility to use our vendor, Post-Sale Fulfillment,
17 sysiems to do the investigation ourselves. 17 to investigate those conplalnts.
18 Q. So wou would sirply follow the investlimation 18 Q. Wers you ever the llalson vith the Fublic
18 done by Netuork Services and then deal with your oun 18 Service Commnission concerning slemming complaints?
20 conpany vith the results of that? 20 A No.
21 A Yes, 21 Q. Who vould do that?
22 Q. Would you report it to higher management. or 22 A. Karen Turher.
23 wvhat would you do? 23 4. What was her position in relation to yours?
24 A. My predecessor at that time, who vas the 24 A. Ve vers peers.
25 nanager, attended a weekly eXecUl!ve summary meating 25 Q. How did your responsibilitles differ fron
— PAGE 10 PAGE 12
[
18 12
1 where he reported veek by week all customer-escalated 1 hers?
2 complaints. 2 A.  Her responsibilities vere for regulatory
3 Q. What's his name? 3 issues, PUC. FCC, attorney genaral complalnts. My
4 A. Ray Stralt, S-T-R-A-I-T. 4 responelbilities vere exclusively for executive and
S Q. He vas your immedlata supervisor? S other customer-escalated complaints, all nonregulatory.
6 A, VYes. B Q. D¢ you recall vhen the first complaint vas
7 Q. In GIE Long Dlistance Company. 7 that concerned Snyder that you dealt with?
8 A. Yes, untll he retired. B A.  Spring 198B8.
8 Q. And vhen vas that? 8 Q. Can you be any more spec!fic?
10 A. July 1888, 16 A. February 1998.
11 Q. Was It his job that you took in March of °987 11 Q. What vas the occasion of it being brought to
12 A. I didn’t take his Job, but I assunad some of 12 your attention in February 19887
13 his responsibllities, vhich inclixied the veekly 13 A. I don't recall the specific complaint.
14 exacutive report. 14 Q. What you do recall vas a slamming complaint
15 Q. S0 In March 1988 you started attending those 15 related to Snwyder?
18 nmestings that he had attendad previously? 16 A. I'n not exactly sure It vas slamning.
17 A.  July 1888. 17 Q. What do you recall about it?
18 Q. Okay. I thought wou took that Job in March of 18 A. That it involved a then new sales channel
13 1998. 19  Known as Snuder.
28 A. I vas promoted to manager. His title vas 2f Q. What was the complaint?
21 group manager. When he retired, it was ultimately 21 A. I don't recall.
22 filled later by another person, who is my current 22 Q. After February 1838 did you begin to get more
23 supervisor. 23 complalnts related to Snuder?
24 Q. So you sterted attending these meetings in 24 A, VYes.
25 July of 1898. 25 Q. Could you describe the occwrances that
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1 happened fron then on Just generally, 1f you started 1 nmeaning the company?

2 pgetting more and vhat happened and vhat wou did. 2 A. Not that I recall.

3 A. e investigated all Snydar complaints along 3 Q. Other than baing not pleased, do you recall

4 with all other conplaints, business as usual, and 4 any action that Ray Strait recommended taking?

S reported those findings at veekly meetings as we had 5 A. I don’t recall becanse I uas not involved in
€ done pre-Snyder. 6 any mestings that he attended until he retired.

7 Q. Who would attend these veekly meetings? 7 Q. ¥as his retirenant relsied to the problens

8 A. Rsy Strait, other directors, and the assistant 8 wvith Snuder Communicatlions?

8 vice preasident for GIE Long Distance. 9 A. ¥o.
18 Q. Uhat vas his nama? 12 Q. You started sttending these veekly meetings in
11 A. John Havens, H-A-V-E-N-S. 11 July of 18987
12 Q. Do you recall hov long John Havens vas in that 12 A. VYes,
13 position? 13 Q. #as the problen vith Snuder discussed vhen you
14 A. He’s still in that position, 14" started attending those meetings?

15 Q. Diring these meetings would you discuas the 15 A.  VYes.
18 number of complaints and the type of complaints you wvers 18 Q. Wes It ever discussed vhat action they should
17 receiving related to Snyder? 17 take with regard to Snyder?

18 A.  VYes. 18 A.  Not specifically.

19 Q. Could you describe vhat was discussed about 19 Q. Why do you say not speciflcally? I don’t
28 11? 28 understand. What did you discuss about Snyder if not
21 A. Ray Strait, before I attendad and before he 21 what actions should be taken?
2 retired, and then later nyself, vould present a weakly 22 A. Our department and me specifically, ve vare
23 composite report of all customer—escalated conplaints, 23 not in a recomnending function. 4o simply reported the
24 regulatory and nonregulatory. slamning and nonsianming 24 uweekly numbers of complaints, and other pecple at the
25 complaints, and that uas the format. 25 neeting vho had direct responsibility for the vendor,

— PAGE 14 e PAGE 18
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1 Q. Wes It evar brought to your attentlon that 1 Snuder, vere the ones dealing directly with Snyder. Ue
2 eanployees of Snyder may have been forging customer 2 were not.

3 slgnatures on letters of authorization? 3 Q. Who were those peraons?

4 A, Yes. 4 A. Ted Gilmore, Keith McGee, M-C-G-E-E.

5 Q. When did you first becoma avare of that? 5 Q. Anyone elsa?

6 I belleve It uas March or April 159d. 6 A. They had staffs, but I don’t recall all of

7 Q. What did you do about It when you found that 7 their names.

8 out? a Q. They ware In charge of managing the

9 A. ¥hen you say "you,” do ¥ou nean me 9 relationship vith Snyder?

18 specifically or our department? 18 A. Yes.

11 Q. Both. Lst*s start with you specifically. 11 Q. What relaticnship did you have with those two
12 A. I spaclfically did not teke action. I 12 parsons?

13 assisted Rag. because he vas still attending the meeting 13 A. Very minimal.

14 at that time —— I vas not — with compiling the weekly 14 Q. Do uou know whether those two persons still
15 report that shoved slamsing complaints along with all 15 are enployed by GIE? ‘

16 other complainis as before. 16 A. They are not.

17 Q. What vas Ray’s reaction when you vera -- I 17 Q. Do you Knov vhere they are now?

18 assume that you told him that some of these complaints 18 A. No.

18 dealt vith forgeries of signatures. 19 G. Does John Havens vork in the Dallas area still
aa A. Yes. for GIE?
21 Q. WUhat vas his reaction to that vhen wou told 21 A. Yes.
22 him? 22 G. And he’s still assistant vice president of GIE
23 A. He vas not pleased. 23 Long Distance?
24 Q. Did uou ever have occasion to discuss with hin 24 A. His current title, I beliave, is vice

25 vhat type of action you should take about that, “you" 25 president, Verizon Long Distance.
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1 Q. What services did Snyder do for GIE? 1 Q. Do vou know vhat the¥ wers subposed to vear Bt
2 A. Ethnic marketing and sales for GIE Long 2 these functlions? For example, at fairs did they vear
3 Distance. 3 T-shirts that sald GIE on them?
1 Q. Could you describe in a little more detail 4 A. I don*t know.
§ what that means? S MR. WOFFORD: Are you asking vhat they’re
& A. 1t vas my understanding that Snyder narketed [ supposad to vear or what they actually wvere?
7 specifically to ethnic customers to sell long distance 7 MR. BECK: Either.
8 on GrE's behalf in the form of face-to-face sales and B BY MR. BECK:
8 telephone sales. 9 Q. Do vou knov what they vere supposed to vear?
18 Q. Does Snyder still work in any way for GIE that 19 A. I donot.
11  you're avare of? 11 @. Do wou knov whether they ever vore ball caps
12 A, VYes. 12 that said GIE on then?
13 Q. what do they do now? 13 A. I don’t know.
14 A. I belleve customer service, call center tupe 14 Q. Do wou know vhether they vere representing
15 functlons. 15 thenselves as representatives of GIE?
18 Q. Does that include telemarketing? 16 MR. NOFFORD: Objection. I think that
17 A. Not to my knovledge. 17 calls for speculatiaon.
18 Q. You're avare at some point tovard the end of 18 THE WITNESS: I don't Kknow.
19 Novenber of 18988 their foot sales vere tarnminated by 19 BY MR. BECK:
28 GIE; Is that correct? 28 Q. Was there anv discussions that you ever
21 A Yes. 21 attended vhere GIE people were concerned about the fFact
22 Q. Did Snyder continve to perfora other marketing 22 that peonle may be getting or people may be thioking
23 tupe functlons for GIE after that point? 23 that the Snyder employees are GIE employees?
24 MR. BOFFORD: Are you talking abowt in 24 A No.
25 Florida or anyvhere? 25 Q. Uare you evar in a meeting vhere It was
— PAGE 18 — PAGE 20
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1 BY MR. RBECK: 1 discussed that the Snuder people uere naking GIE look
2 Q. Anyvhers, anyuhere in the nation. 2 bad?
3 A. I don’t Know. 3 A. Not a meeting.
4 Q. You do knov — correct me if I'm wrong -- that 4 Q. If not at a neeting, vhere else?
S they did both foot sales and telemarketing during 1898. 5 A. I read lotters from customars where custoners
€ A.  Yes. 6 sald that.
7 Q. Md you're avare of the fool salss being 7 Q. Do ¥ou Rnow vhether BIE Long Distance ever had
8 terninated in Movember of *98. 8 an audit conducted of Snwder?
9 A. Yes. ) A. T heard mention of an audit. I don°t know the
10 Q. Do wou knov vhen or if the telenarketing 16 specifics or the time frame.
11 fimctlons were terminated? 1 Q. Were you evar involved in any neatings where
12 A. NO. 12 the results of an audit of Snyder ware dlscussed?
13 Q. Could you describe hov Snuder went about thelr 13 A. No.
14 foot sales, vhat sorts of things theu did for GIE? 14 @. Were thare any states that wou're avare of
15 A. I believe thay marketed to ethnic customers in 15 vhere you were not having problems vith Snuder in
16 vays such as fairse, setting up booths and displays in 168 connection with forgeries of custoner signatures?
17 supernarkets, ethnic-tupe events, spacial events, 17 A.  Yes.
18  nerketing. 18 Q. Whare vas that?
18 Q. And they did this in Florida as vell as other 18 A.  California.
28 states? 28 Q. Do you knov vwhy thers uere no problens In
21 A.  Yes. 21 Californla?
22 Q. Would they tru to get people to sign letters 22 A. It vas my understanding that Californla law
23 of authorization authorizing GIE lLong Distanca as their 23 requirad all sales to be verified via tape recording in
24 long distance company? 24 addition to LOA, which was a quality measure that
25 A,  Yes. 25 ensured that there vas not & slamning problenm.
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1 Q. Do you know vhether Snyder emplovees use cell 1 Q. And it vas never discussed at any of the

2 phones to do that sort of third-party verificatlon in 2 veekiw meetings that you attended?

3 California? 3 A. Not that I recall.

q A. I heard that they did. 4 Q. e mentioned briefly earller about the

5 Q. Could you describe what that procesa entalled? 5 termination of Snyder’s foot sales. That vas done in
8 A. I don"t know the specific process for using & Florida tovard the end of Novenber of 1998, vas It not?
7 those phones. 7 A. As I recall, yes.

8 Q. Was it ever discuseed that you're avare of at a Q. Were you involved in any of the discussions
9 GIE whether that type of suysten should be emploved It 8 that led up to that?

18 other states to reduce forgeries by Snyder? 18 A.  No.

11 A. Ibelieve it vas. 11 Q. Mr. Conmons, let me start asking vou a fow
12 Q. Why do you say you believe it vas? 12 .questions about some doctments if I could. What I*m
13 A. I knov that based on California having almost 13 going to do is refer to documents by Bate nunber pages.
14 no custoner complaints in regards to Snuder that 14 Thess are Bate stamps that vers put on these documents
15 enployeas of GTE vanted other states to emulate what vas 15 vhen they vere produced for us In response to requests
16 going on there as a means of quality control. 16 for productlon of documents.
17 Q. What happened with that idea? 17 Let me start by showing you a document that’s
18 A. Idon’t knov. I don*t knov if that idea 18 Bates stamped 16337, Let me hand this to you and your
19 reachad an exacutive level. 13 counsel and ask if you've ever seen that docimant
o8 Q. Was It ever discussad at the ueekly meetings 22 before.
2% that wou attended? 21 A Yes.
22 A, MNot that T recall. 22 Q. Could you describe vhat that document is?
23 Q. Did you sver have occaslon to discuss that 23 A. This i3 a document I helped prepare for the
24 with anyone at GIE? 24 veskly executive meetings showing Snyder complaints week
25 A.  With our Post-Sale Fulfillmant group., I did. 25 Dby vesk.
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1 Q. Could you descrlbe vhat brought about that 1 0. Were you the first person vho started this

2 conversation? 2 forn or vas this forn In existence before you started?
3 A. I vork hand-in-hand with Post-Sale Fuifillment K] A. I vas asked to create this.

4 on a daily basis to resolve all customar corplaints. I 4 Q. Can you recall the time frame?

§ wvorked clesely with the manager of that department dally -3 A. Spring 18a8.

6 on all issues, including Snyder, including slamping, and 6 Q. Was the first report of this type presentsd on
7 e strive to ensure every customer ls satisfied. We 7 May 2nd, 19987

8 don"t like to get complaints. Ihe fewer complaints ve 8 A. I don't recall, meaning --

8 ses, the betier as far a3 we’'re concerned. 9 Q. If yourll look at the top row, it has some
19 Q. 90 wou discussed this vith the person at 12 dates.

11 Post-Sale Fulfillmant? 11 A. Ripht.

12 A. VYes. 12 Q. And the first date as I ses it 1S May 2nd of
13 Q. They ueren’t in any position to take any 13 1888.

14 actlon though, were they, sbout that, or were they? 14 A. Yes.

15 A.  Not to take action; to have discussions with 15 Q. Do you recall whether vou were providing those
16 Snudar. 18 numbarg that vere uvsed on that report?

17 Q. Uas the idsa that they might discuss uith 17 A. I vas.

18 Snyder having them, Snyder, Implement the third-party 18 Q. And this ves a report that was used at the
19 verificstion with cell phones? 18 weskly meetings that you dlscussed eariier?

28 A. Yes. 28 A, Yes.

21 Q. Did anything ever come from that? 21 Q. You started attending those vueekly meetings in
22 A. Mot to my knovladge. 22 about -- or vhen did you start attending the veekliy

Q. Did you ever discuss this uith any of your 23 neetings?

24 superlors? 24 A. Here, July 1998.

25 A No. s Q. But you vere preparing this report prior to
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1  yowr actual attendance at the meetings, back into 1 A. VYes,
2 HMay 2nd of 1398; is that right? 2 Q. And that's the form the custoner would sign
3 A, Yes. 3 that would asuthorlize the change of his long distance
4 Q. And vould wour boss then take this report to 4 company to GIE Long Distance; is that right?
5 meetings, to your knowledge? 5 A.  VYes.
(] A. To my knovledge, yes. [ 4. Does nunber 18 reflsct the nationvide number
7 @. That would be Ray Strait? ? for GIE Long Distance?
B A, Yes. B A.  Yes.
8 Q. Did you design the columns or the types of | Q. Did you provide the inputs for that report on
18 columns that vere on the report? 19  fraudulent LOA’S?
11 A.  Together with ny director. 11 A. Do you mean the number?
12 Q. Which 1s vhom? 12 Q. Right. Who would complle those numbers?
13 A.  Jos Caliro, C-A-L-I-R-D. 13 A. I would.
14 Q. What’s hls Jab? 14 Q. So, for example, did you complle the number
15 A. Director. customer relations. 15 that showed ten frauduvlent LOA*s for the week of
16 Q. I°m trying to picture whare he Fits in 16 May 2nd, 18987
17 vis-a-vis you and Mr. Strait. 17 A, Yes.
18 A. He vas Mr. Strait’'s boss. 18 Q. And likewise the number of 20 fraodulant
19 Q. The first rov under tupe is tmauthor]zed 18 LOA’s For the veek of May Sth; is that rlght?
20 change; is that right? 28 A. VYes.
21 A Yes. e Q. Did you ever have any discissions with
22 Q. And then there's a number of subheadings under 22 M. Stralt or your director about having that nany
23 that; is that right? 23 fraudulent LOA’s?
24 A Yes. 24 A Yes.
25 Q. Okay. Is the idea that each of those 25 Q. Could you describe those discuasions?
— PAGE 26 —— PAGE 28
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1 subheadings would add vp to the total of the 1 A. I don’t recall the specific discussions. We
2 unauthorized changes? 2 agreed that these numbers vere higher than we had seen
3 A. Yes. 3 Dbefore.
4 Q. And under unauthorized change you have 4 Q. Did any of you discuss vhat should be done
§ subheadings for fraulent LOA, LOA exists, customer 5 about that?
8 nisinfornation, Snyder rep error, other; is that right? 8 A. Not specifically. We relied on the direct
7 And then there’s more rows after that. 7 ouners, so to speak, of the vandor to take care of the
8 A. Customer nisunderstood. & problen.
8 @. Whose decislion was it to make a rov that said 8 Q. That would he Ted Gilmore and Keith McGea?
18 frapdulent LOA? b1 A. Yes.
11 A. I don't recall specifically which individual. 11 Q. ¥era they given this information as uell?
12 Q. But that decision would have bean made in 12 A, Yes.
13 conjunction with yourself and your director; ts that 13 G. Hov vere they given this information?
14 right? 14 A. They attended the weekly mestings vhere this
15 A, Yes. 15 chart vas presented.
18 Q. What did you mean by fraudulent LOA? 16 Q. W¥as John Havens the senior person who attended
17 A. Meaning after the investigation by Post-Sale 17 these weekly meetings where this chart was presanted?
18 Pulfillment, at the clcsure of the complaint the 18 A. No.
18 customer maintalined that the LOA vas indeed frawdulent. 19 Q. Who vas the senlor person?
28 4. And would that be the conclusion of GIE as ) Chris Ouens.
21 well at that point? 21 Q. @ho |s Mr. Owens?
22 A.  Yes. 22 A. Former president. GIE Conmmunications; and his
23 Q. On May 2nd It lists ten fraudulent LOA’S. 23 successor attended the veekly mestings after he left
24 Just for the record., LOA stands for letier of 24 that position, Pam Jacobson.
25 authorization, does It not? 25 Q. Could you give ne the time Ffranes when
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1 Mr. Ouens ahd then Ms. Jacobson attendad those meetings? 1 terntnation of foot sales In Florida?
2 A. I don’t recall specificelly vhen the change in 2 BY MR. BECK:
3 Jobs took place. 3 @. Florida in this instance.
4 Q. When you started attending the meetings In 4 A. After it had bean done. yes.
§ July of 1888, vhich of these tvo persons was attsnding? 5 Q. What vas the nature of those conversations?
B A. I believe Pan vas; if not immediately, shortly 6 A. sSnyder is no longer naking foot sales in the
7 after I started going to the meetings. I don‘t recail 7 state of Florlda.
8 the exact time frame when they changed iobs. B Q. Just to clear this up, all foot sales have
-] Q. How long did these weekly meetings go on? Do 9 Dean terninated by Snuder natlonvide for GITE; is that
18 thess weekly neetinge still take place? 12 right?
11 A. The last of these meetings was held tuc veeks 11 A, Today?
12 ago, and [t°s my understanding that the format (s being 12 Q. VYes,
13 revised to reflect the recent marger betveen GIE and 13 A. Thet’s my understanding.
14 Bell Atlantlc. 14 @ Can you give us a tlme frame for vhen their
15 Q. Are you still attending these neetings? 15 activities of foot sales on behalf of GIE Long Distance
16 A. I vas until the last one. 16 = ware terninated? What was the saquence?
17 Q. So wou've attended these nmeetings continuously 1?7 A. By sequence yoir mean ——
18 from July of *98 until two weeks ago? i8 Q. They wers terninated in Florida at one point
19 A. Yes. 19 but other states at other points?
Q. And the norn vas that the president of &IE 29 A. T belleve s0, but I don’t knov the time frama
21 Commimications attanded these meetings, uhoever that 21 for the other states.
22 person night be? 22 @. Was Florida the Firet state, if you know?
A. Usually for at least part of the meeting. He A. As I recall, Florida vas not the first state.
24 or she dig not conduct the meeting. ed Q. To your recollection, what vas the first
25 Q. Who would conduct the mesting? 25 state?
e PAGE 38 —— PAGE 32
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1 A.  John Havens. b A. I believe New York vas the First state.
2 Q. The then-mssistant vice president of GIE Long 2 Q. Do you recall how much sooner or how mich
3 Distance. 3 earlier that was than Florida?
4 A, VYes. 4 A, Mo.
5 Q. To your recollaction, did the president of GIE 5 Q. Do you knouv vhether Florida vas next after New
8 Comumications ever ask gquestions at these mestings 6 York?
7 concerning the fraudulent LOA's listad on ihe Tepori? 7 A. I don*t know.
;] A. Yes. 8 Q. When you started attending these meetings in
] Q. Could you describe what types of questions 9 July of 1996 vere you ever questioned about the
18 vere asked? 10 frawdulent LOA’s?
11 A. As I recall, she would ask Mr. Gilmore and 11 A. Questiohed meaning vhat did this mean or vhat
12 Mr. McGee what sorts of quality control measures were 12 did the custoner say?
13 going to be put into place to ensure the mmber of 13 Q. Anuthing about then.
14 complaints reduced. 14 A. Generally, no. I think everyone in the
15 Q. Do wou ever recall talk at thess meetings 15 meating umderstood what this meant, frawdulent LOA, and
18 about terminating GTE’s relationship vith Snudar? 16 there vas generally no further discussion !n thosa
17 A. No. 17 meetings about It.
18 Q. And I guess Mr. Gilnore and Mr. McGee would 18 Q. And by vhat everybody generally inmderstood,
19  talk about quality improvements measures they uould take 19 does that mean formery of a customer's signature?
28 to try to reduca the number of fraudulent LOA‘s: is that 28 A. I believe so.
21 right? 21 Q. Do you see some handuritten notes on this
4 A. In a general sense, yes. 22 document?
23 Q. You don’t recall the terninaticn of foot sales 23 A. VYes.
24 ever belng discussed at these meetings? 24 Q. Did vou urite those notes?
25 MR. WOFFORD: Are you talking about 25 A.  Yes, Idid.
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1 Q. Could you describe what the notes mean? 1 companies that has a special spot onr this report?

2 A. As I recall. axd I’n relying on menory, these 2 A. Yes.

3 are notes that I took onto this chart at the mesting 3 Q. WUhy is that?

4 itself to note some sort of quality improvement action 4 A. The volume of complaints.

5 on the part of Snuder to improve quality or reduce the 5 Q. And you’ll notice one of the rous for Snydar
6 nmumbar of complaints. 6 originating orders is unauthorized changa?

7 Q. Do you recall vhen this chart would have 7 A.  Yes.

& been -- vhich meeting this chart related to? 8 Q. What would be included in that?

g A. This speclific chart related to complaints 9 A. Custonars claining they did not order GIE Long
18 through the veek of Octobar 19th, 1998, and would have 18 Distance but received it.

11  been presented at the weekly meeting following that 11 Q. Let me go back to the earlier documant, which
12 ueek. 12  is 16387. Why did you retroactively fill In the blanks,
13 Q. So those notes would have been nade tovard the 13 as it vere, on this forn?

14 end of October of *96. 14 A. At the direction of my director, it was felt
15 A. Yes. 15 that to make the information easier to read, easier to
18 @. I'mooing to ahov you a document Bates stamped 16 understand, taking this piece here —-

17 16271 entitled customar escalation specifics. 17 €. This piece hera referring to 162717

18 Mr. Commons, do you recognize this document ? 18 A. This box.

19 A.  VYes, 19 Q. The right-hand box on that page?

28 Q. What's the purpose of this document? 2a A, Yes.

21 A. This vas an earlier version of a document 21 Q. Okay.
22 shoving complaints veek by veek. And looking back on 22 A. Creating a big picture page for it, the
23 this nov, I reall2e that the previous document vas, even 23 {information would be aasier to track and monitor.
24 though it dates back to I belleve May 88, vas not 24 Q. Do you recall vith more specificity vhen the
25 created jn May of *98. We were actually soing 25 first document we discussed, vhich is 16387, when that
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1 retroactive with the numbers on that. 1 was creatad?

2 Q. Let’s go back to the previous document, which 2 A. I believe around September 1838. I apologlze
3 is the document — 3 agaln for the confusion.

4 A. I apologize for the confusion. 4 Q. It°s been a vhile.

5 Q. Let's get It straight. The document Bates 5 A. It has.

6 stanped 16387 that we vere discussing earlier, when do 6 Q. This nore recent document, the one that’s

7 wou recall that document being created? 7 16271, this says it vas last updated Avgust 25, 1958; Is
8 A. Fall 1888. 8 that correct?

9 Q. This document didn°t exist vhen vov started 8 A, VYes.

1 attending the meetings in July of 887 bl Q. Under the findings for the veek ending

11 A. This document did. That one did not. 11 August 1Sth, there's a number of what look like

12 Q. By this document. wou mean 16271 exiated but 12 footnotes, but correct me if it*s some other thing,

13 16337 did not? 13 wvhich say frauvdulent LOA. Can you tell me hov those

14 A. Correct. 14 relate to the chart?

15 Q. Okay. Let°s discuss this, which is Bates 15 A. For the veek ending Auguat 15th, 11 complaints
18 stamped 16271. You have a speclfic section on here for 18 wvere received by our office fron customers claining that
1? snuder originating ordars; is that right? 17 they vere slammed. The subsequent investigation of

18 A, Yes. 18 those 11 complaints showed a breakdown of four

19 Q. sSnyder uasn't the only group or company that 19 fraudulent LOA's, threa LOA’s existing but the customer
28 wvas marketing for GIE Long Distance, ls it? 20 having not revieved It, tuo still under investigation,
21 A. No, they vera not. 21 one an issue of a customer's uife, and a final one with
22 Q. Do you recall about hov many othar companies 22 another LOA existing containing information for another
23 vere narketing for GIE? 23 customer.

24 A. I don*t know. 24 Q. Do you recall when you startsd using this

25 Q. Is Snyder the only one of vour marketing 25 form? Did it exist when you started attending meetings
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1 In July of 887 1 A. Idon"t recall. If this report were presanted
2 MA. WOFFORD: Obljecticn, compound. 2 dwing the veeks reflected here, I vas not part of the
3 You've got & couple of questions in thera. 3 meating at that point.
4 BY MR. BECK: 4 MR. WOFFORD: Charlie, are you done with
5 Q. Do you recall vhen you staried using this 5 that document?
6 forn? ] MR. BECK: Yes.
7 A. I believe that this forn or something ainmilar 7 MR. WOFFORD: Let’s take a break.
8 to it vas in place bafore I attended the mesetings. 8 (Brlef receas.)
] Q. Were you providing the numbers that would be 8 BY MR. BECK:
18 usad in the preparation of this form even before you 12 Q. Mr. Commons, I vas asking you about a number
11 started attending the meetings? 1t of documents that come under & cover documant, what
12 A. As Irecall, yes. 12 appears to be -~ |t says customer escalstions with a
13 Q. To the extent wou recall, do wou recall when 13 letter € in front of It., Ses, I'm shoving you Bates
14 you started having a separate sectjon on these reports 14 page number 16257.
15 Jjust dedicated to Snyder originating orders? 15 A, VYes.
16 A. I don’t recall. 16 Q. I°'m about to start going over some that have a
17 Q. I’n going to hand you a document. It*s Bates 17 cover of B, custoner relations reports. I'n referring
16 stamped number 16284, and it's customer escalation 18 to Bates stamped page 15729. Do you see that?
18 specifics. This page has Information for the veeks 19 A. Yas.
20 ending May Sth and May 16th, 1998, does it not? 20 Q. Do these categories of documontis cone fron
2t A, Yes. 21 some larger report that has various sections, A, B, C
22 @. BHut it shows at the boitom that this was 22 and so forth?
23 printed on September 24th, 1998: is that right? 23 KA. Idon't knov. I*m not famillar specifically
24 A, Yes. 24 with those letters.
25 Q. ¥hy is there that time difference between the 25 Q. And you're not faniliar wvith some Kind of
— PARE 38 — PMGE 48
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1 time the forn vas printed and the veeks that are being 1 naior catagory vhere there vould be othar letters and
2 revieved in the report? 2 other sections or someplace where these are maintained?
3 A. 1 don’t know. 3 A No.
4 Q. Rould this report have been In existence then 4 Q. Are you familiar uith a type of documant
§ in May of 18887 5 called customer relations reports in general? Let me
[ A. It appears so. 6 let you just get an overview. Look through Bates
7 Q. The numbers that are on this report and even 7 stanped pages 15748 through 18266, 1f you would, Just to
8 the previous ones, do these involve all complaints about 8 get a fanillarity vith the types of documents that are
9 Snyder recelved by GIE Lang Distance or i{s it only the 9  here.
1# nonregulatory ones? 12 A, Yes, I an.
11 A. Al}l complaints recelved by our department. 11 Q. Could you describe what these reports are and
12 Q. So whether It vas recelved In regulatory or by 12 what they reflect?
13 directly to the conpany, it would be included In this 13 A. These veekly reporis reflect category by
14 report; is that right? 14 category the customer complaints week by week, including
15 A, Yes. 1S customer nama, phone number, and nature of the
16 Q. And it vould be for the entire nation, not 16 complaint.
17 just Florida. 17 Q. Who prepared these reports?
i8 A.  Correct. 18 A. Post-Sale Fulfillment.
13 Q. And do you see where there’s under 19 Q. WUhat vas your involvement, if any, in the
2¢ unauthorized -~ there’s unauthorized changes under 20 preparation of these reports?
21 Snuder, 49 listed for the week of May Sth and 47 for the el A. I vused the Infornation on this report together
22 wesk of May 16th; is that right? 22 with a reporting department in my building to generate
23 A, Yes. 23 uweekly Excel charts.
24 Q. Do you recall anubody having any reaction to 24 Q. Would that include the documents we were
25 the numbers of that magnitude? 25 looking at earlier in the deposition?
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1 A.  Yes. 1 @. Do you recall when that started?
2 Q. This is like a source document in a sense for 2 A. Either late spring or early summer 1998.
3 the reports va‘ve been discussing earller? 3 @. When you sald eventually, I mean. vas there a
4 A. VYes. 4 tinme before that where you wers only doing it on
S Q. When did wou have any responsibility for -~ I 5 occasions?
6 undarstand wou had respensibility for revieving these [} A. I wvas not uriting vords at the beginning of
7 reports then at least and making -- dld wou have 7 the vear bacanse there was no report in which that
8 responalbility other than preparing the charts ve talked 8 Information ves requested.
€ about earller with respect to these customer relations ] Q. When vas the first tine you did that, to your
18 reports? 18 recollection? And by that I mean start writing comnants
11 A. Not specifically, no. 11 such as these vhere you say fraud.
12 Q. To you they were just a source for compiling 12 A. As best I can recall, it was around May —
13  other reports? 13  April or May, 1958.
14 A. Yes. 14 Q. Other than the reporis we discussed earller,
15 Q. Let me shov you Bates stanped page 15243, 1S  vers there any other vay you communlcated this type of
18 which iIs one of the customer relatlons reports, I 16 information to others In the company that you vere
1? belleva, for the week ending April 25th, 1€98. Do wou 17 determnining fraud vas the root cauvse of these
18 ses handuritien notes on the side that sau fraud? 18 complaints?
18 A Yes. 19 A, VYes,
20 9. Do you know vho wrote those? e Q. Would you describe them. please.
21 A. I did. 21 A. The ethnic marketing channel managenant group
22 Q. Could you describe what brought you to write 22 headed by Kalth McGea and Ted Gilmore would on occasion
23 those conments onh the side? 23 ask for this type of information from our department,
24 A. This report includes all complaints as they 24 and ve vould forvard it to them via e-mail.
25 are received, as they close. and Post-Sale Fuliflillment 25 Q. Do you have that e-matl where you forvarded
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1 had a five-day turnaround to close nopregulatory 1 that type of Infcrmation to them?
2 complaints and a ten-day turnaround for regulatory 2 A. I don‘t knov if it exists in the susten any
3 complaints. W®e have a shared database between our group 3  longer.
4 and the Post-8ale Fulfillment group in which they update 4 Q. Are you avare of any steps that have been
5 the information, and each time they close any of thess 5 taken to retain e-nall related to this cavse or this
8 complaints they put into the body of the database a root 6 Issue?
7 cause for the complaint. I pulled information from that ? MR. OFFORD: Are you asking about
8 electronic databagse to write thesa vords. 8 retaining e-mail or try to find e-mail?
9 Q. Is a portion of the root causs shown on this 9 BY MR. BECK:
¥ report? 10 Q. Retaining It.
11 A. On tuo of these complaints, yes. 11 A Not specifically, no.
12 Q. What column would wou see the root cause? 12 Q. Do you recall about how Many times you nay
13 A. Corrective action and disposition. 13 have sent e-mails to the ethnic marksting managers about
14 Q. Do these reports onlu shou In sone cases only 14 fraud?
15 @& portion of the root cause? In other words, it’s being i5 A. As best I can recall, between five and ten
16 restricted by the amount of space there is to print? 16 tines.
17 A Yes. 17 Q. Do you recall the time frame that that vas
18 Q. So vhen you vere looking at thosa reports, you 18  done?
19 could pull up the entire root cause description. 19 A. I believe early summer 1998.
28 A. Yes. 20 Q. Through when?
21 Q. Do you recall vhen wou made these notes about 21 A. Sumnertime, perhaps Into early fall.
22 fraud on this document? Would wou do it on a recuwrring 22 Q. OF 18987
23 basis or vas it one time or uhat? 23 A. Yes.
24 A. Eventually I did It on a weekly basis to 24 @. Why do wou think it ended in early fall?
25 produce the veekly reports ve revieved earlier. 25 A. I believe the information on the expanded




the top of each category vhere it had unatthorized
change -- and I*n showing wou Bates stamp page 15753 --
this column, i1 slates at the top —- l8 1t unauthorized

change?
A. Yes.
Q. CHa for changa?
A. Yes,
Q. A that relatess, and there’s a number 34.
A. Yes.

MRBRDEREER

The customer either hasn't or couldn’t revieuv that LOA
to verify whether or not that vas his or her signature.

Q. Would further action then be required as part
of the Ilnvestigation to determine vhether it vas a
forgery or not?

A. Post-Sale FulPillment would try a mininum of
thres times to reach the custoner after obtaining that
LOA. If they fajled and absolutely couldn*t reach the
customer or the customer said I don't want to see it,
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1  reports ve looked at earlier. the full-page report gave 1 Q. Does that mean for this veek there were 34
2 enough people encugh information to vhere they felt that 2 unauthorized changes?
3 vas enough. 3 A. 34 corplaints of unauthorized changes.
4 Q. Let me shov you Bates stanp page 15747. If 4 8. And to determine vhether they vere valid
5 wou can, I*d like to relate to the date that these refer 5 complaints or not, what would you do?
6 to. Is this for the veek ended April 25, 1su87 B A. Post-Sale Fulfillment investigated aach ona of
7 A.  No. 7 these until a resolution vas reached.
8 Q. When is it for? 8 Q. Do vou see written comments on the slde of
8 A. These show complaints recelved May 4th, Sth, 9 this page, page 15753?
12 Bth, and 7th of *88, so that would have been the veek 19 A. Yes.
11  ending May -- 11 Q. Are those your handwriting, too?
12 4. May Sth? 12 A. Yes.
13 k. Probably. 13 Q. Youcll see some places Lt just says FR. Do
14 Q. And does this shov that you had 74 14 you see that?
15 unauthorized changes the veek of May 8th, 12987 15 A Yes,
16 A Yes. i S, Is ihst shorthand for fraud also?
17 Q. Nov, you had access to the database that 17 A. I believa so.
18 contained this information; 1s that right? 18 Q. Let me shov you page 15764. This page shous
19 A. The Information on hare? 19 15 unauthorized changes for a wesk in June; ig thet
2d Q. VYes. 20 right, of r88?
21 A VYes. 21 A Yes.
22 Q. Who else beside You would have had access to 22 Q. Ihe 682, does that mean it vas closed on
23 that infornation? 23 June 2nd, or wvhat does that mean?
24 A. Post-Sale Fulfillment. 24 A. is a complaint code used to define the
25 Q. Which Is in the lecal company; right? 25 nature. It's basically a subheading within the broad
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1 A. Right, i category unauthorized change. I bellieve BB2 is used to
2 Q. Who else at GIE Long Distance would have had 2 nmean in the database custoner clains he or she did not
3 access to that information? 3 order GIE Long Distance and is claining slamming.
4 A. Other members of my departmant. 4 Q. There's also a code 683. Do you recall vhat
5 Q. Could you name them? 5 that is?
] A. Ray Siralt, Reren Turner. 6 A. As Irecall, It means customer claims that he
7 Q. And that’s an online databasa? 7 or she vas slarmed avay fron GIE Long Distance by
a8 A. It’s special softvare, has to be installed on 8 another company.
8 each individual’s computer, and only our depariment ] 9. One of the notes that appears oh occasion s
19 utilized the systen. 1@ LOA exists. Do you recall that?
11 Q. But it was updated continuously more or less? 11 A. VYes.
i2 A. Daily. 12 Q. Uhat does that meanv
13 Q. Would any of your higher-ups have acceas to 13 A. That means based on the information in the
14 that database? 14 database, the customer claimed he or she vas slammed.
15 A No. 15 GIE obtained fros Snuder a copy of an LOA that vas used
16 Q. Again, just so T understand the format, on 16 to change the customer’s long distance service to GIE.
17
18
13
28
21
2
23
24
25
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the issue weuld be closed.

Q. Would you close that as fraudulent or not?

A. No. We would close it as LOA exists.

Q. Fron that vould you deternine -~ vas there any
deternination one vay or the other whether in such an
instance there vas a forgery?

A. There vas no deternination made on theose.

Q. Sere all those cases vhere the cuatonmer
claimed that they dld not authorlze the change?

A. I believe so.

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

A. Right.

Q. I’ll hand you page Bates stamp 15789. Do you
888 there appears 1o be two different types of
handuritten notes on this paga. one in a darker felt pen
and another regular pen or ink?

A,  Yes,

Q. Do wou recall who made which of thase marks on
this page?

A. I bellieve both of these markings are Rine.

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

A. Idon't know. As I recall, the notes mav be
fron two different days simply using a different pen on
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one day than another.

Q. Do you see one that says, "no - heart attack"?

Yes.

Q. Could you describe vhat that meant?

A. Thet is my handuriting. I do not recall what
heart attack means.

Q. T'd llke to hand you Bates siamp page 15883
and ask wou to Look at the handuritten statements on the
top right side of that page.

A, Yes.

Q. Could vou describe what*s meant by the
handwritten notes on that page?

A. Idon*t know. It isn't my handwriting.

Q. Do ¥ou recogni2e the handwriting?

A, No.

Q. I'll hand you page 15816 and ask you to look
at the handwriting on the botton. Is that yowr
handwriting?

A, Yes.

Q. Do you vhere 1t says, "I believe husband
dead for two years"?

A.  Yes.

Q9. Do wou recall uhy you nade that note?

A. Bssed on the information in the database after
Post-Sale Fulfillmant talked to the customer, in this

BPRERBNBERY
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1 case Mrs. Hunter. the customer mainiained the LOA vas

2 fraudulent with her late huaband’s alleged signature on
2 it, vhich, according to her, he could not have signed

4 becausa he wes decessed.

5 Q. Do wou recall mentloning that case tc anubody?
[} A. WNot spsciflcally, no.

7 Q. The next pege, paga 15817, has notes about the
8 husband dead for six years. Do you see that?

9 A. Yes.

12 Q. And vould the explanation be sinilar to the
11 one you just gave except in this case the purportied

12 signature is that of a person vho had been dead for slx
13  years?

14 A. Yas.

15 Q. Yov don°t recall mentioning cases llke that to
16 any of your co-workers or superlors?

17 A. My co-vorkers and myself did discuss [ssues
18 like this. It %as not discussed as a rule in the veekly
19 executive meetings.
b Q. why?
21 A. Our role vas not to managa the vendor, to
22 nanage Snyder. We relied on the repcirts to show the
23 number of alleged fraudulent LOA'S. ¥e were not glven
24 that nesting as a forun to make commentiary such as that.
25 Q. Were you provided any other forums for making

— PAGE 52
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1 comnentary on What you were discovering?

2 A. Conference calls vith Snyder, yes.

3 Q. Did wou ever mention to your superiors at any
4 time that you were finding casses where the purportad

S signatura on LOA’S vere those of peopla vho had bean

€ dead for years?

7 A, Yes.

8 Q. To vhom did wou say that?

-] A. Our director, Joe Caliro, was involved vith
1@ this issve.
i1 Q. And he vas up tuo levels above you in
12  managenent?

13 A. VYes.

14 Q. I'nsorry. You probably told me esrlier. Is
15 he atill emploved by GTE?

16 A. Yes.

Q. And his posttion now 18 what?

A. Director, customer relations.

@. And you recall or do wou specifically recall
mentioning instances such as that to hin?

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

@. Do you knov who Joe Caliro reported to at that
tine?
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1 A.  In 18987 1 4. And do you recall the time frame of those

2 Q. Yes. 2 calls?

3 A. I'nnot sure. I believe Kevin Snyder, no 3 A. As best I can recall, sarly surmer 1998

4 relation. 4 through about tho end of 1998. I was no! on every call.
5 Q. What vas Kevin Snyder’s position? 5 Q. What vas the topic of those calls? Generally
8 A.  Vice president. 6 fraud. Snyder?

7 Q. OFf vhat? 7 A. Corplaints as they related specifically to

8 A. GIE Commmlicatjons, I balieve consumer nmarkets 8 Snyder, both slamming and nonslamning.

& or general markets. Actually, before Kevin vas Jody 9 Q. Would you relate what you were discovering

13 Bllney. Again, I'n not sure of the time frame for thosa 18 about the complaints concerning forgeriss of customsr
11 tuo bosses of his. 11 signatures?

12 Q. And vould they be at the sams management level 12 A. Together vith Post-Sale Fulfillment, I would.
13 a8 John Havens or was John Havens a highet level of 13 Q. What vas Ms. Fields' reaction to those

14 management? 14 disclosures?

15 A, Thelr titie was vice preslident. His title vas 15 A. She vas as concerned ue vare.

16 assistant vice president. 16 @. Do you recall any actions baing taken during
17 Q. Thew vere higher. 17 any of those conference calls?

18 A. Technically It would appear S0, Ves, 18 A. I recall Snuder assuring us on both the veekly
18 Q. But you don’t knou? 19 quality calls and the monthly quality calls that they
A. I don°t know. vere taking measures to ellminate the problenm.

21 Q. You menticned earller the two people who Were 21 Q. I'n going to show you a number of documants
22 in charge of nanaging the Snyder contract, Ted Gilmore 22 that are Bates stamped 1663% through 16745. They appear
23 and Kelth McGee. 23 to be titled GTE LD slamming complaints. I vant to Just
24 A. Yes. 24 generally ask wou if vou're faniliar with thesa forms.
25 Q. Werae there others who had other typss of 25 A. I have seen this. I don't recall for vhat
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1 responsibilities related to Snyder that wou’'re aware of? 1 purpose it was created.

2 A. Ted and Keith had staffs of adainistrators or 2 Q. Were you Involved at &ll in the creation of
3 nmanagers who worked directly with Snyder. 3 this report or swply any of the data in the report?

4 Q. Do you knov whether any of those persons are 4 k. I don i renenbar.

5 still employed by GTE? 5 0. Do you Rnow who prepared this report?

[ A. T believe at least one is. B A.  MNo.

7 Q. ®ho's that? 7 Q. Do you know to vhom It might have been

B A. A Fields. 8 distributed?

9 Q. She vas In one of the sections of elther Ted 9 A. I don’t Know.

1§ &ilmore or Kelth McGee? 16 @. One of the columns on the report is listed as
11 A. VYes. 11 NID. Would wou know what that means?

12 Q. Do wou knov vhat her Jjob vas? 12 A. T don’t renanber uhat MID stands for.

13 A. I don’t recall the title. 13 . Have you ever recelved any slamning complaints
14 Q. Do you recall vhat the Jjob entailed, thoush? 14 that relate to actions taken at phone merts in GIE"S
15 A.  Quality. 15 territories?

16 Q. DId wou ever have occasion to discuss what you 18 MR. WOFFCRD: You naan any terrlitory or

17 were finding vith her? 17 in Florida?

18 A.  Yes. 1B BY MR. BECK:

18 Q. Could you describe those conversations? 19 Q. Any territory first.

20 A. Those vere generally in the context of 20 A. Have I received information abott such

21 conference calls betuesn Ann, myself, Poat-Sale 21 complalnts?

22 Fulfillment, end Snyder. Ann facilitated the calis. 22 Q. VYes.

23 Q. Do you recall about how many such conference 23 A Yes.

24 calls you participated in? 24 Q. What infornation have wou recelved?

] A. Ten or so. 25 A. Information that a customar in an area vhere
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1 6IE has a phone mart slleging that he or she vas slanmed 1 Post-Sale Fulfillment providing scme 1888 regulatory
2 Dy the phone mart. 2 Snyder complaints by agency.
3 Q. Did you ever have occasion to -- again, those 3 Q. Do you recall the purpose of the e-nall?
4 wvould be investigated by Post-Sale Fulfillment of tha q A. Mo, I don°t.
5 local telephone company; 1s that right? 5 Q. Are you familiar vith any of the other
B A Yes. 6 documents in this package?
7 Q. Have you aver had occasion to review any of 7 A. I don’t recall seeing 17286. It appears it
8 those relating to phone marts? 8 could posslbly contain Infermation fron the
9 A. Occasionally, 9 aforementioned e-mail. I do not recall these pages.
18 Q. Aw in Florida that ywou recall? 1@ Q. You're referring to 17207 reflecting a Snuder
11 A. I believe I recall one in Florida. 11 nmeeting about slamming?
12 Q. What do wou recall about that? 12 A.  Yes.
13 A. As best I can recall, a customer in Florida 13 Q. Do you recall any meetings that you night have
14 clalmed thst he or she never ordered GIE Long Distance 14 attended relating to Snuder and slanming specifically?
15  and vei was chanped 1o GIE Long Distante regardless. 15 A. Snyder slammlng at any time?
16 When Pogt-Sale Fulflllment did their investigation, they 16 Q. Well, a meeting specifically dadicated to
17 obtalned an LOA submitted to GIE Dy a GIE phone mart 17 slanming by Snyder.
18 vith a customar‘s signature. The customer maintained he 18 A. I recall one such neating.
19 or she did not slgn it. 19 Q. Could you describe that?
28 Q. Okay. That did not Involve Snyder, did it? 2f A. It uas a meating held in fail 1898 to address
21 A.  No. 21 Snuder complaints, speciflically Snyder slanning
22 Q. Do you recall vhat dieposition vas nade of 22 complatnts, and to raise avareness of the issue.
23 that complaint? 23 Q. Who called the meeting; do wou recall?
24 A. I believe the employee vas either put on 24 A. Aa I recall, Karen Iurner.
25 disciplinary actlion or flred from the phone nmart. 25 Q. Do you recall other persons vho attended that
= PAGE 58 e PAGE
1 Q. Do wov recall which phone mart it was? 1 nmeating?
2 A. No, I don't. : 2 A. As best I can recall, along with Keren and
3 Q. Do you recall the customer's nane? 3 myself, Liz snith fron Post-Sale Fulfillment, Jo Ann
4 A.  MNo. 4 Peters fron GIE Netuork Services, and David Gadino fron
S Q. Do You ever recall reviewing a customer named 5 GIE.
6 Janes Brown? 6 Q. V¥ho is David &adino?
7 A. I don't recall that name. 1 A. I believe he is an attorney.
8 Q. I'nsoing to shov you a documant Bates stamped a Q. Could you describe vhat vas discussad at that
9 16867. It's entitled GIE Commmications Corporation 9 meeting?
18 customer complaints involving Snyder Commmications, 18 MR. NOFFORD: Before vou do, let ma go
11 Inc. HKawve you ever saen that form bafora? 11 over -- can you read back his previous
12 A. No. not that I can recall. 12 ansvear?
13 Q. So vou would not knou the purpose of this 13 (Ihe record vas read by
14 report, would you? 14 the court reporter.)
18 A. No. I vould not. 15 MR. WOFFORD: Give me & ninuie here.
ie @. I°ll show you a series of documentis that are 16 (Brief recass.)
17 Hates stamped 1720@ through 17216 and ask you whether 17 MR. WOFFORD: Back on the record,
18 you’ve ssen thesa documents before. 18 Mr. Beck. the witness has specified that a
19 A. The first five pages I do not recall. This, I 19 meeting took place and that it was attendsd
20 recall. It’s an e-mail to me. 2 by, among other people, inhouse counsel for at
21 Q. And you’re referring to a Bates stanped page 2t that time GTE. After conferring with the
22 17285; is that right? 22 vitness, I'm going to instruct him not to
23 A. Yes. 23 ansver guestions about the substance of the
24 Q. Go ahead. 24 discussions in that meeting on the basis that
25 A. This is an e-nsll to ne from an emplovee of 25 it contains attorney-client privileged
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1 naterial. 1 or Snyder. I believe all three have been involved at

2 BY MR. HECK: 2 some point in performing some call center functions.

3 Q. Mr, Commons, I*n going to 9ive uou Bates 3 Q. A does call center genericelly refer 1o the
4 stanped page 17228 and ask you If you recognize that. 4 place uhere people call for questions relsted to their
5 A, No. I do not. S bill and so forth?

-] 0. I'ngoing to hand you page 17436 and ask you 5] A.  Yes.

7 if wou recognize that. 7 Q. Now. this chart shovs -- let me ask wou, what
:] A. I don’t recall this speciflc interoffice memo. 8 does the chart show?

9 althougsh ny nene 18 on It &5 one of the distribution 9 A. 1 did not create this chart. As best I

18  list pecple. 18 recall, my previous Ranager. Ray Strait. created this
11 Q. Do you recall the purpose of the mamo? You 11 chart. I don*t knovw for vwhat purpose or for vhat

12 don*t recall it at all? i2 pmeoting or for vhat awdience. It appears to show month
13 k. I do not, 13 by nonth the volume of calls per day received by the

14 Q. Okay. I'm going to hand you page 17437 and 14 Wentzville center beginning in Auvgust 1897 and running
15 ask you If you recall that report. 15  until April *98§.

18 A. Mo, T don't. 16 4. Does It show you that the numbers lncreasad
17 Q. I°ngoing to shov you a chart on page 17445 17 shortly after Snyder started selling?

18 and ask if you've ever seen that befors. i8 A. Yes, it does.

19 A. I bellieve I recall seeing this at one point. 19 Q. You had no connecticon with Ray Strait creating
o Q. This chart is entitled total Wentzville calls 2 this chart?
21 per day; Is that right? a2l A. Not that I recall.
22 A.  VYes, 22 Q. I'm going to show Uou page 17446 and ask you
23 Q. What is Mentzville? 23 if you recognize that.
24 A.  Wentzville i1s a clty -- I forget the state 24 A. I do not recall seeing this chart.
25 it’s in -- that at one point, I bellsve —- I°n not 25 Q. The chart purports to shov alamnlng for three
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1 sure -- functioned in a call center functionality for 1 days In April of 1888, does it not?

2 GTE Long Distance, meaning they received calls fron 2 A.  Yes.

3 customer’s aboyt an array of 1Ssues. 3 Q. I°ll show you page 17447 and ask you if you've
4 Q. Would that be the number you call uhen vou 4 seen that befors.

5 receive your bill from GIE Long Distance that says If 5 A. I do not recall seeing this chart before.

€ vou have any questions call us? B Q. Do you know if this 1s something Ray Stralt

7 A. It’s possible. I don’t recall specifically 7 created or not?

B what Wentzville's specific duties vere. I have not seen 8 A. I don"t know.

8 the name Wentzvills in sone tine. g Q. Do you recall there ever being any discusaions
19 Q. They're no longer your call center. 1 about the call centers recelving Increased calls about
1 A. Not to my knowledge. 11 complaints about Snuder?
12 Q. Where is that functlon being parforned nov? 12 A. I don’t racall any specific conversations. no.
13 A. AFNI, Andersen Financial —- I don’t knou the 13 Q. Did you ever have any discussions with Ray
14 rest of the acronum. 14 Stralt concerning the matters that are shovh on these
15 Q. #hat state 1s that fron? 15 documents; In other words. calls to the Hentzville
18 A. They are ln Illinols, I believe, and In 16 center?
17 Arizona. 17 A. I did not have any discussions of that sort
18 Q. You mention that Snuyder, T believe, at some 18 wlth Nr. Strait, no.
18 point vas also doing call canter functions for GYE Long 18 Q. Do you know to vhom thosa documants alght have
2@ Distance; is that right? 20 been distributed that we just looked at concerning the
21 A VYes, 21 Wentzville center?
22 Q. Uould that be the same function that vas 22 A, Idon't know. I don’t know the audience for
23 performed by Wentzville here? 23 those documents.

24 A. I don’t know specifically the differences 24 Q. Did you ever attend a meeting concerning a GIE
25 betveen the call center fmctions for Mentzvlilie, AFNI, 25 quarterly reviae -- let me back up. Llet me shou you
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1 document page 28574, which Is entitled results, GIE 1 conciusively vhether the LOA vas fraudulent or not.
2 quarterly reviev, May 7th through Bth, 1998, and ask If 2 With me so far?
3 wou're Fanmiliar with that quarterly review. 3 A, Ves.
4 A. No, I an not. 4 Q. The customer still maintains that the LOA vas
] @. Dld you sver attend any meetings revieving 5 fraudulently filad.
6 Snyder’s performance on a quarterly basis? ] A. VYes,
7 A. HNot that I recall. 7 Q. Is in that situation that complaint recorded
g @. Earlier in your deposition ve talked briefly 8 a fraudulent LOA?
§ about the use of cell phones for third-party 9 A. For purposes of this report, ves, it Is.
18 wverificatlon. 19 Q. So therefore, an I correct in thinking that
11 A VYes. 11  the complaints recorded as fraudulent LOA on this report
12 9. Do wou recall any discussions concerning the 12 16387 and others llke it are not affirnative
13 cost that that would entail to |mplement that? 13 deternminations by GIE of fraudulent LOA*a?
14 A. T do not recall any discussions sbout cost. 14 A. Right.
15 Q. Do you recall anv discussions —— I mean. you 15 Q. That’s the customer’s opinton of what
18 had eome discusaions on whether that would be 16 happened, not necessarily GIE's opinion; correct?
17 Irmplemented nationuide Instead of Just in Californla; is 17 A, Correct.
18 that right? 18 MR. WOFFORD: TIhat's all the questions I
19 A. Liz snith fron Post-Sale Fulfillment and I 18 have.
20 talked about that amongst owrselves. 2i tDiscussion off the record.)
21 Q. That that night be a vay to decrease slamning 21 o oo
22 by Snyder? 22 FURTHER EXAMINATION
23 A. Ue thought that possibly it would bae. 23 BY MR. BECK:
24 Q. But you never communicated that slsewhers? 24 Q. I do vant to follow Up oh that. Once a
25 A. ¥We may have brought it up onh one of the 25 complaint is put In the fraudulent LOA category there.
—— PAGE 88 —— PAGE 68
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1 tvalitiy calls weekly or monthly with Smyder. I dont 1 18 there Purther investigation done past the point where
2 recall. 2 your attorney questioned vou?
3 MR. BECK: Can we break for just Like 3 A No.
4 tvo or three minutes? I think I’m done, but [ Q. So that is the last determination and final
5 I'd like to reviev my notes. 5 determination by GTE as to vhether there vas a
8 {Brief recess.) € frauwdulent LDA or not; is that correct?
7 --- 7 A. Correct.
8 EXAMTNATION 8 Q. There’s no further action tsken beyond that.
9 BY MR. SOFFORD: 9 A. Ihe customers final vord beling that is not my
18 Q. Wr. Commons, let me ask you some questions 12 signaiure, it would be recorded in this column as
11 about the document that has been narked 16387. Do you 11 frawduient LOA, believing tha custoner to be telling the
12 ses the category frawiulent LOA on that document? 12 truth vhen he or she savs I did not sign that document
13 A Yes, 13 and taking the customer's word for it.
id Q. We’ve spent some time discussing that category 14 Q. And GIE contemplates no further investigation
15 today, haven't we? 15 beyond that et that point; is that right?
16 A.  Yes. 16 A. They may vant to knov if the salesperson at
17 Q. Let me ask you a hypothetical and then try and 17 Snyder uho subnitted that document had had previous
18 relate it to this category; all right? 18 complaints lodged against hin or her.
19 A,  Okay. 18 Q. Right. But as far as tha substance of that
28 Q. Let’s assuma that a customar complains to GIE 28 customer®s complaint, that’s the end of GIE's
21 that he did not order GIE Long Distance but vas 21 investipation.
22 nevertheless svitched to GIE Long Distance. Hith me so 22 A. That issue 1s then closed.
23 far? 23 MR. BECK: Thank You.
24 A Yes, 24 --—
25 Q. GIE investigates, is unable to determine 25 (Daposition concludad at 1:05 p.n.}
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