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P ROCEETDTINGS

Thereupon,
WAYNE WEAVER,
having been first duly sworn, was examined and
testified as follows:
EXAMINATION
BY MR. BECK:
Q. Hi, good morning. My name is Charlie

Beck, and I'm with the Office of Public

Counsel.
Could you please state your name?
A, My name is Wayne Weaver.
Q. By whom are you employed?
A. By Verizon Communications, formally
GTE.

MR. WOFFORD: Charlie, I should have
mentioned this before, but can we agree
that objections to the -- all objections
except those to the form of the question
are reserved?

MR. BECK: Sure.

MR. WOFFORD: Sorry.

BY MR. BECK:
Q. What is your position with Verizon?

A, I'm a manager in the internal audit

THE MARQOTTE GROUP, INC.
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department.
Q. How long have you held that position?
A. I've been a manager for about 18

months now.

Q. What position did you hold before
that?

A. Senior auditor.

Q. How long have you worked for Verizon?

A. About four years.

Q. Do you hold any professional

designations?

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

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

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

Q. Have you been an internal auditor for

the entire four years you’‘ve been at Verizon?

A. Yes.

Q. What did you do before that?

A, I was an internal auditor with
NationsBank.

Q. About how long did you'do that?

A, Two and a half years.

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

degree?
A. In '94.
Q. I‘'d like to ask you to take a look at

the document that begins at Bates stamped page

17456 and ending at 17462.

A, Through 174627

Q. Yes.

A. Okay.

Q. Do you recognize that document?

A. Yes, I do.

Q. Could you just briefly describe what

the document is?

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

Q. Does this document summarize the
results of the internal audit that you

conducted?

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

auditor on that job.

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

working for you in that position?

A. Yes.

Q. Who was working for you?

A, Andrew Timberlake. Yamira Lajara.
MR. WOFFORD: Spell that.

THE WITNESS: It’'s Y«-a-m-i-r-a

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

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

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

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

I believe the regquest came through Karen Smith.

Q. What was the request?

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

0. Karen Smith is a lawyer?

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

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

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

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

A. Snyder was one of the focal points,
but we had other telemarketing agencies that
were doing -- or were selling long distance for
us. Snyder was just one of them, was one of
the bigger ones.

Q. Were the others audited at the same

time that Snyder was audited?

A. No.
Q. This audit was just focused on Snyder
and it’s relationship to Verizon. Is that

correct?

A, Yes.

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

Could you briefly describe what each
cf those s8ix bullets are and describe how that
was -- how that was part of the review that you
did?z

A. Okay. The sales order processing,

basically what we were looking at there was

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

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

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

accuracy. Did they have any sort of follow-up

THE MAROTTE GROUP, INC.
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processes in place?

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

A. Were they authenticating -- I'm not
sure I understand the question.

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

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

Is that where you were going with
that guestion?

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

A. Yes, they were.

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

looked at that?

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

verifier.

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

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

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

occurring and we felt was justified, satisfied

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

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

door until when it left the door.

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

A. Yes.

Q. Who is he?

A. At the time he was the engagement

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

So he was dual rules on their audit.

Q. Was he the person that you reported
to?

A. Yes.

Q. How did his responsibilities compare

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

A. Typically a manager on the job has a
more high level role on an audit. The
in-charge of the audit is there in the field.
They are doing all of the work, and they are
supervising the other staff members along with

performing the test.

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

Q. Did you help draft this letter?

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

made any changes he might make and then signed
it?

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

Q. Were there any meetings with Mr.
Parker that you know of where this letter was
discussed?

A. Yes.

Q. Could you describe what those

meetings were?

A. The meeting was we presented the

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

Q. who was present at that meeting?

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

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

A. When we delivered the hard copy.

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

A. Not with Mr. Parker.

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

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

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

A. We had -- no.

THE MAROTTE GROUP, INC.
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Q. pid you -- after the audit did you

discuss what you found with others?

A. Yes, we had discussions with other
executives.
Q. Could you name who they were and when

those discussions occurred?

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

time and our main point of contact at GTECC.

Q. He was the vice-president of finance
at GTECC?

A. Yes.

Q. And what was --

A. I believe that was his title.

Q. What was the scope of the discussion

that you had with him?

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

time frame.

Q. When you say part of the typical

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

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

going to be doing relating to Snyder Direct

Services.
Q. And what was concluded about that?
A. At that meeting it was put basically

on hold, was the conclusion of any further

follow-up work at Snyder was put on hold.

Q. Why was that?
A. The main reason is our relationship
with Snyder was changing and we didn't -- at

that point in time, no one knew if we were
going to even be able to go back in and review
Snyder again. And we would have done something

in about a year, or something like that, from

THE MAROTTE GROUP, INC.
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the time.

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

A, I know that it happened, yes.

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

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

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

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

Q. Describe that?

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

there were concerns that AFNI was holding up

THE MAROTTE GROUP, INC.
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the process.

Q. Is AFNI an acronym?

A. Yes, it is.

Q. What does it stand for?

A. I believe it’s American Financial

Network, Inc.

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

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

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

A. Yes.

Q. One of the recommendations that you
made as part of this audit was to institute
third-party verification for Snyder orders as
was already being done in Florida -- or in
California. 1Is that correct?

A, That was one of our recommendations,

THE MAROTTE GROUP, INC.
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yes.

Q. Could you describe the basis for that
recommendation?

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

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

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

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

A. Uh-huh.

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

A. Yes.

Q. What cost benefit analysis were you

referring to in your letter?

THE MAROTTE GROUP, INC.
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A. The basic cost to implement the
recommendation, what would it take to ~-- 1
believe, at the time what they were actually
doing with their field sales reps, where they
had, I believe, several cell phones that the
field sales would take with them. They would
call a third-party verifier. The third-party
verifier, they would hand the cell phone over
to the customer, and the customer would talk to
the third-party verifier where you would record
the call. Now, you’d have the cell phones, the
usage, all those kinds of things that would go
along with that. There would also be the
training and the additional paperwork. So
these are the costs that are related to
implementing that sort of recommendation.

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

A, Yes.

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

A. No.

Q. You were recommending -- were you

recommending, then, that such a cost benefit

THE MAROTTE GROUP, INC.
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analysis be undertaken?

A. Yes.

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

A. Not at this time, no.

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

A, No.

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

A. Not that I know of at this point in
time. Well, not that I know of, period.

Q. The cost would be the actual =-- you
could actually calculate a dollar cost per sale
to engage in the third-party verification like
was being done in California, couldn’t you?

MR. WOFFORD: Objection, calls for
speculation.

Go ahead and answer.

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

that information. So I don’t know that I

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

Q. But your recommendation was that such
a study be conducted to determine what that
cost would be; was it not?

A. Yes.

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

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

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

A, Could you -- I'm not sure I
understand the question.

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

A. Sure, yes.

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

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

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

A. My personal suspicions were probably
yes.

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

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

determining without contacting the customer if

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

Q. So you suspected that there were
forgeries being engaged in by Snyder, but you
didn‘t check to see if those signatures were
authentic on authorizations?

A, I don’t know how we could have.

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

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

that these two signatures matched; and we did

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

Q. Okay. So did you or did you not as
part of the audit determine whether signatures
were authentic on letters of authorization?

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

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

A. We tested whether there was a
signature on the forms, vyes.

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

MR. WOFFORD: I think you two are
talking past each other.
THE WITNESS: Maybe I can try to

explain a little bit. We are seeing a

historical document and that this

transaction occurred at a distant location
and it has been forwarded from a field
salesperson up through the ranks and it is

-- we have got a photostatic copy of it

gsitting in front of us right now when

we're doing our testing.

And what we can verify at this point

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

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

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

So with all of those constraints, we

did what we could do. For those items

THE MAROTTE GRCUP, INC.
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that we did have as concerns, those were
forwarded on to both Snyder and to our
regulatory affairs people. And the
intentions were for them to go ahead and
follow up on any of the ones that we had
questions or concerns about.
Now, if they subsequently contacted
customers and they were asking for
independent verification of their
signatures by having the customer sign
another piece of paper, I don’t know.
BY MR. BECK:

Q. Okay. In your response you mentioned
that you were on very tight time constraints, I
believe, in completing this audit?

A. Yes.

Q. Was there a pending business decision
that required those tight time constraints?

A. Yes.

0. What was the pending business
decision?

A. I think the continuing relationship
with Snyder. What our relationship was going
to be with Snyder was the decision.

Q. Does that mean whether you were going

THE MAROTTE GROUP, INC.
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to fire them or not, in plain language?

A, I believe s0, yes.

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

Is that right?

A, That was one of the pieces of their
——— YeS.
Q. Do you know who was responsible for

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

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

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

A, Not directly. They didn’t ask for my

opinion of should we terminate with Snyder or
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not.

Q. Did they do so indirectly?

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

information for them to make their decision.

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

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

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

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

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

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

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

When we started in the audit, we
wanted to make sure we looked at field sales
because that was such a problen. But because
everybody agreed it was a problem and Snyder
was doing fixes as we were in doing the audit,
they had changed their process, they were doing
massive number of things, we didn’t go out and
look at the Snyder field sales probably as much

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

kind of the thinking.

Q. The known risk being the fraudulent
sales?

A. By field sales, yes.

Q. Let me return a little bit to the

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

A. Yes.

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

A, I believe it was positive.

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

A, Yes.

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

A. Yes, the whole report we discussed at

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

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

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

it, but he asked us to discuss that with George

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

findinge, make sure that we had discussed that
with GTECC personnel.

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

A. Yes.

Q. So your discussion with Mr. Wieskopf

was somewhere around the May 1l1ith, 1998, time

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

recommendation on third-party verification?

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

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

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

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

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

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

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

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

Q. Who else attended these meetings?

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

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

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

always the ones that came to the meeting or

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

the business side?

THE MAROTTE GROUP, INC.




o ~ o e W N

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

35

A. That would have been -- 1 mean, our
key players would have been -- I believe his
name is Michael Lyons, and the other person was
Ted Gilmore.

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

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

Q. You mentioned that Mr. Parker

responded favorably to your recommendation?

A. Yes.

Q. And Mr. Wieskoptf respoﬁded favorably
to your recommendation. Is that right also?

A. Yes.

Q. Did anybody ever respond negatively

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

other than positively?
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A. Not to my knowledge.

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

a. Other than the ones that had already
been mentioned? I mean, somebody --

Q. Karen Smith?

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

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

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

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

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

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

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

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

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

A. To my knowledge, no.

Q. ﬁo you have any idea why?

A. I believe that we were ending our

relationship with Snyder. And to implement
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something of, you know, a process change

nation-wide like this, it wouldn’t just take a

-- it would take several months to get it
rolled out, get it up and working in all
locations. And I don‘t -- and from the
discussions that we had with Mr. Wieskopf in
the November, December time frame, again, we
were kind of put on hold for stuff. And
subsequent to that we found out that we were

ending our relationship with Snyder.

Q. Your recommendation was made no later

than May 11th of 19987

A. Right.

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

A. Correct.

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

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

Q. Other than what you’ve already

described, is there any other reason you
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believe that your recommendation was never
implemented, that you know of?

A. Not that I know of, no.

Q. As part of the audit, you performed

series of mystery shoppers at Snyder field

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

of that was?

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

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

A. Yes.

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

A. Yes, I did.

Q. We’ll get to that later.

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

A, There was not a follow-up audit of

Snyder, no.
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Q. But were there any other processes
other than what you’ve already discussed?

A. Not that I remember, no.

Q. pid you discuss the results of your
audit with Snyder as well?

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

Q. Let me ask you to turn. to page 6 of

the letter which is Bates stamped page 174617

A. Okay.

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

A. Uh-huh.

Q. -- that describe the results of a
substantive test of Snyder sales orders. Is

that right?

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

Q. Right, the bottom of page 5 that

leads into page 67

AI Yesl
Q. And then on page 6 you have some of
the results of those. You describe some of the
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results of some of those substantive tests. Is
that right?

A. Yes.

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

on the LOA, Social Security number, driver's

license number or date of birth. Is that
right?

A. Right.

Q. Of those field sales?

Was that -- I mean, is that a
problem? Didn’t you think that was kind of
unusual to have that kind of failure rate?

A, That high failure rate, yes, I would
have said that that was noteworthy. And again,
their processes were changing and that’s why
the identifier was -- that was supposed to be a
new fix, but their processes had only been in

-- the new processes had only been in place for

a short period of time.

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

A, 17672. Are we done with this one

here?
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Q. Yes, for now.
A, Okay. I‘'ll just keep it off to the

side, then.

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

Q. Could you state what it is?

A, It is a planning memo. It is the

document that we prepare for before we go out

and do an audit that kind of lays out the

logistics: What are we going to cover, how are

we going to do it, where are we going to be
staying, basic planning information for the
audit.

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

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

BY MR. BECK:
Q. The planning memo, does that go

through Bates stamp 176837
A. One second.

It goes through 683 is the typed

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

Q. So the Bates stamps subsequent to

17683 are, what, support for the planning memo?

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

Q. Sure.

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

Q. Is the planning memo something that

you prepared?

A. Yes, it 1is.

Q. Could you turn to Bates stamped page
176777

A, 677, yes.

Q. Could you turn your attention to the

Place where it says special note?

A. (Witness nods head.) Okay.

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

the term "big players" is in quotes?

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

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

Q. George Wieskopf, you’ve already

mentioned; he was one of the big players?

A. Yes, he was. He was our key contact
at GTECC.
Q. And you've mentioned Tom Parker who

is with the legal counsel?

A. Yes.

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

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

who internal audit reported up to, ultimately.

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

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

the audit were provided to him?
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A. I don’t rembmber.

Q. pDid you have any meetings with him?
A. Not me personally.

Q. Do you believe that if there were,

they would be with either Karen Smith or Tom

Parker, then, would have discussed this with

him?

A, Yes.

Q. Who is Larry 2ydou?

A, Larry Zydou.

Q. Zydou?

A, At the point in time, he was our
acting assisting controller, auditing. He was

the top person in auditing, and he was also an
audit director. He was fairly new to the
department, but --

Q. What role did he play in the audit?

A, Fairly minimal. I mean, he was
fairly new. He came in, I think, during the
audit, as I remember. He was put on as acting
during the middle of it. And his was more of
just a review. He knew of the audit, what the
findings were, had seen a copy of the legal

letter that was sent out.

Q. Did you ever discuss the audit with
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him?

A. Yes.

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

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

Q. What was his response to that?

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

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

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

Q. And do you recall his response?

A. Not -- not specifically, no.

Are we done with the planning memo?

Q. I think for now. I don’t want to

guarantee it, but.

A. Okay. I'l1l set it aside, then.
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Q. Let me ask you briefly about a
document Bates stamped 18274.

MR. WOFFORD: Just the one page,
Charlie?

MR. BECK: The document that goes
through -- or this is a letter that’'s
three pages long going through Bates
stamped 18276. |

BY MR. BECK:
Q. I'd like to ask you if you recognize

that document?

A. I do.

Q. Could you briefly describe what it
is?

A. Is it an audit report from an audit

of GTE Long Distance in 1997.

Q. Were you personally involved in that
audit?

A. No.

Q. That’s an audit differént than the

one you conducted on Snyder; is that right?

A. Yes.

Q. But as part of your audit at Snyder

did you review this audit?

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

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

A, Yes.

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

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

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

been made in this earlier audit of GTE Long

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

audit of Snyder, if any?

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

work back in June of 97 or even earlier that
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we used again as a reference source.

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

MR. WOFFORD: What’s the full range?

MR. BECK: I'm not sure.

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

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

A. Generally, yes.

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

A. Yes.

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

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

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

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

Q. That's 18483 and 184847
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A. Yes. Those are the two that really
go together. And then there would be -- if
there would be anything it would be B-11 dot

anything else at the top of the page here.

Q. All right.
A, And then there would be -- those
would be associate documents. But I don‘t see

that on the next set of Bates stamps, so 1
don’t know if they’re out of order or whatnot.
But these are the only two that really kind of
go together.

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

is in place for the forwarding and handling of

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

more detail what the problem is that that

addresses?

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

that complaints would come in from various

sources and there was noc central point to take
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those in, handle them and make sure that they

got resolved adequately. That was our biggest
concern, biggest problem. There were multiple
places, pecople, whatnot. I mean, there was --

Snyder had a complaint piece, GTECC had a
complaint piece, so on and so forth.

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

A. Yes. Low, medium and high.

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

A. Correct.

Q. And it says: Lack of formality may
result in either untimely resolution or lack of

correction of unethical sales practices. Is

that right?

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

track some of these things.

Q. Let me ask you to turn to page 184957
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a. Yes.

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

A, Yes.

Q. And you recognize this, this lead
memo?

A. Generally, yes.

Q. And then: The objective of this memo

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

A. Yes.

Q. And then under Source there are a
number of what look like subsections to me, 1is
that what you could describe that? Or what
would you describe that as?

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

And if you look at 18499.

Q. Yes.

a. Just as an examnple, the way we
cross~reference our -- the work papers, B-12.1
would be the summary of test work. And up at

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

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

those lists of the subpoints?

A. Yes.

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

A. Yes.

Q. B-12.2 is a log of all_complaints for

unauthorized switching on hand at Snyder?

A. Yes. '

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

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

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

A, Yes.

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

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

sample for testing.

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

listed on 12.2?

A. Correct. We took a sample of 25

items.
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Q.

Let’'s look at the sample, which is on

Bates stamped page 184997

A.

Q.

Yes.

There are a number of -- or one of

the first columns is BTN?

A.
Q.
A.

Q.

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

And there are a number of 305 area

code numbers listed there; is that right?

A.

Q.

A.
seven.
18.

Q.

A.

Q.

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

Item number 5 and then items 13 through

Okay. Seven area code 305s?

Yes.

And alsoc one item 19 in the area code

407; is that right?

A.
Q.
Florida;
A.
Q.
A.

Yes.

And all those area codes are in
are they not?

I'm not sure.

Well --

I just don’t know.
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Q. All right. Well, in any case, if we
combine 305 and 407, we have eight of those
that are in either of those area codes --

A. Yes.

Q. -- out of your 257

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

A. Yes.

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

A, Yes.

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

A, I don’t remember exactly. I don't
know if they were. I don’t remember

specifically if it was all just complaints of

slamming or complaints of any nature. I don’'t
remember.
Q. Let me ask you to direct your

attention back to 18495, that page?
A. Yes.
Q. Doesn’'t under section B-12.2 say:

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

A. Yes.

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

A. That’s what I'm thinking, yes.

Q. Okay. Let’s go back to 18499. Could

you just read across and tell me what each of
those columns mean with respect to that item,
as an example?

A. Give me just a minute, please, so I
can just make sure I'm familiar with this.

Q. Sure.

A. (Witness reviews document.)

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

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

A, I'm not 100 percent sure but I -- I
don’t know for sure, but I would say yes.

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

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

Q. Go ahead.

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

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

Q. What does that mean?

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

Q. And that’s for the complaint of
unauthorized switching that that action plan

was taken?

A. I believe s0, yes.
Q. Go ahead.
A. The action plan date was the next
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date is when that was supposed to happen oOr

when it did happen.

Audit by QA was their QA department.

Did someone take a look at it from their side?

reference

performed

bottom of

D to

what

case

Q.

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

Do you want me to continue?

In other words, I just look to the

the page for those columns A through

say what they are?

A.

Q.

A.

YBS, Sir.
Okay.

And each of the columns will tell you

they verified. AaAnd if we had -- in this

you’ll see that we had -- there was an E-1

in column A.

Q.

AI

Yes.

E-1 being that that was an exception

that we took. It says see B-12.

Field personnel did not resolve

complaint within 72-hour time line. That was

an internal metric that Snyder had that if a

complaint came through that their field sales

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

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

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

A. 18507? Yeah.

Q. And these are a log of all complaints

for unauthorized switching on hand at Snyder we

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

sure that they’'re all the same.

Q. Sure.

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

Q. What was the time frame covered by
this?

A, I don’t know for sure. I can tell
Yyou what the report shows. I don‘’t remember
specifically.

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

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

these are the complaints received by Snyder
about unauthorized switching during that period
January 1 through April 8th of 19987

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

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

aA. I believe so, yes.

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

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

A, I would assume so, yes.

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

A, 5197 I‘m sorry.

Q. Yes.

A, Okay.

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

A. Let me just familiarize myself.

Q. Please tell me what this page shows?

A, Give me just a minute, please.

Q. Sure.

A. What I believe these to be is the

actual detailed documents that support the

report starting on 500, 18500. Looking at

complaint investigation form sent to GSM and
returned from GSM with action plan.
Q. So these are a portion of the

complaints received by Snyder that --

A. Yes.

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

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

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

of the actual action plans that were sent from

THE MAROTTE GROUP, INC.




O ~ o0 U e W N

[
o W

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

25

63

the field up to Snyder headquarters personnel

for summarization in this report.

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

understand correctly what this is an example

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

dates in January, late January of 19387

A. Yes.

Q. Is that right?

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

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

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

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

Q. Well, what other complaints did you
look at? Were there others other than

unauthorized switching?

A. No. I think most of them were all
about switching. I just don’t remember
specifically about this one. If I had to

guess, I would say that’'s what specifically
this is. I just ~- it doesn’t have much on
there to give me any indications one way or the
other. I'm sorry.

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

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

Q. And in fact, the 14 means that this

is one of the items that was selected for

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

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

tested for?

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

documentation for how we did the test.

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

A. Yes.

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

A, Yes.

Q. And these are instances where there

are complaints of unauthorized switching that

Snyder received. Is that right?

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

Q. Well, again, though, let me -- let’'s

try to tie this down. These are items that you
tested for, and it’s shown on page 18499,

right?

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

Q. Right.

A, That log is a log of complaints.

Q. Complaints of unauthorized switching,
right?

A. Yes.

Q. Yes.

A. Yes. And then from there, these are

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

put into this 1log.

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

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

Q. I think it goes for three pages, if

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

MR. BECK: Through 535.

BY MR. BECK:

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

A, Give me just a second, please.

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

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

A. Correct, that’s my understanding.

Q. And these are the -- this is a log of
escalated complaints that were used as the test

to see whether all escalated complaints had

been received by Snyder. Is that right?
A. I believe there was -- just give me a
second.

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

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

test whether all escalated complaints had been
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received by Snyder?

A. Yes.

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

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

Q. And Liz Smith works for which
company?

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

Q. And this, I take it, 1is not a
complete list of all complaints; it’s only
those used for testing?

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

could be more after 4/7. I don’t know if we
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took a sample mid course or what we did. I'm

just saying this is -- I think this is what we

used for testing, yes; but I don’t know if it’'s

a complete report.

Q. Let me ask you to go through and
identify columns with me, if I could. Let'’'s
take about the tenth one down, Nadine Frezen.

It starts on 2/26 19987

A. Yes.
Q. 2/26/98 refers to what?
A, The date -- it says date received.

would assume that’'s the date the complaint was
received.
Q. And right now we’'re discussing, Jjust

for the record, Bates stamp 18533; is that

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

that follows that?

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

code; doesn’'t it?

A. Yes.

I
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Q. Next it says OOF. What does that

stand for?

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

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

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

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

Q. The LOA stands for Letter of
Authorization?

A, Yes.

Q. Do you know what the following
columns represent?

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

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

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

know for sure.

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

A, Yes, I do.

Q. And then the response under there is

either N or Y; is that correct?

A, Yes.
Q. And here we have a Y. Is that right?
A. Yes.
Q. I guess that means yes for fraud; is

that right?
A. That would be a fair assumption, yes.
Q. How was it determined on this page

whether or not there was fraud?

A, I don’'t know how they made that
determination.

Q. Who would have made it?

A, Liz Smith or somebody in her group or

whoever took the investigation.

Q. S50 these three pages, 18533 through
535 came from Liz Smith’s group and already had
on there yes or no to the column on fraud?

A, Yes. This was prepare& by her, and

we just took this document. These were
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complaints that had already come in the door.
The test that we were looking to do was to make
sure that these got forwarded to Snyder
accurately.

Q. And do you know when this document

was provided?

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

within the audit time frame.

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

A. Yes.

Q. And there are mafks at the top of the

work paper on the first page of 4/14/98. Is
that right?

A, Yes.

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

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

Q. Well, it couldn‘t be earlier than

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

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

than April 8th of '98; is that right?

A. I would think not, no.

Q. Otherwise, you wouldn’t have an April
8th entry?

A. That’'s good.

Q. But we also had a date on the first
page of April 14th, 1998, that’s handwritten.

Is that right?

A, Yes.

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

A. Correct.

Q. So isn't it fair to coﬁclude that

somewhere in the time frame April 8 to April
14th, 1998, is when this report was generated?
A. Yes.
MR. WOFFORD: Well, are you asking
when the report was generated or when it
was provided to the audit team?

BY MR. BECK:

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

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

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

a short break?

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

Q. -Can I ask you to turn to Bates stamp

page 1853672

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

Q. Could you tell me what this document
represents?

A. Okay. It’s a document prepared by

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

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

A. Yes.

Q. And does this show that 28 complaints

was sent by GTE to Snyder on March 10, 19987

A. Yes.

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

A. From reading the document, yes.

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

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

there were 20.

Q. And that’s for one day in March of
1998; is that right?

A. Yes.

Q. And it says 43 percent of the
complaints ~- of these complaints were not
received on March 10, 1998. Is that right?

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

on 3/10/98. I would assume that that’s a typo,
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meaning not.

Q. And the purpose of this test was
simply to trace one day's worth of complaints
on hand at GTE and trace to see whether they
were in Snyder’s log. Is that right?

A. Yes.

Q. And what this found is that 43
percent of the complaints were not making their
way into Snyder's log. Is that correct?

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

Q. Okay. Let me ask you to turn to

Bates stamped page 185377?

A. Okay.

Q. Do you recognize this?

A, Yes.

Q. Could you briefly describe what was

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

through and they wanted us to investigate themn.
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And that‘s the nature of this document, to
research and determine cause of small business
orders taken before signing of contract with
Snyder.

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

A, Yes.

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

A. There’'s several E-mails here. But,
yeah, it’s from -- at the top it starts: From
Karen Smith to MRS Smith, which was Mark R.
Smith. It was sent from Karen Smith to Mark
Smith.

Q. Then we get down -- this forwarding
of e-mails gets down to one that was -- let me
get to the substance of the forwarded e-mail,
if we could.

A, Okay.

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

doing business orders; is that right?

A. Let me just --
Q. Sure. Please read that e-mail, if
you would. In fact, could you also read the
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next Bates stamp as well and then we’ll discuss
them all.
A. Okay. So on the next two pages, 539

and 540, were the ones you wanted to look at?

Q. Yes, please.
A. Qkay.
Q. And I want you to describe basically

what test you did and what the event is that
you were looking at as part of the audit.

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

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

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

been sold by Snyder because they were business
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customers; and, two, they are indicating
several places that it’s slamming.

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

A, According to the memo, yes.

Q. And on page 18539 it says that: The
first 30 contacted all were slammed. Is that
right? You, being GTE.

A, That’'s what the memo says.

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

A, Well, I mean, just looking back at
some of our documentation, they sold these
customers residential plans on business lines.
Meaning that you have a B-1 line, a business
line versus an R-1 line which is a residential
line. And certain plans can be sold on an R-1
line that can’‘’t be sold on a B-1 line.

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

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

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

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

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

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

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

A. Let me glance back through this
again.

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

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

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

Q. Okay.

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

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

A, Yes.

Q. And this simply describes the results

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

A. Yes.

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

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

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

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

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

A. Can I get 187%47? It should be the
first page of that narrative.

MR. WOFFORD: It’‘’s blank.
THE WITNESS: I'm just looking at the

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

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

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

familiarize myself.

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

describe what the chart shows on page 187957?

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

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

A. According to the memo, yes. Yes.

Q. And this shows .that during the period
of January through March of 1998, 48.44 percent
of the sales Snyder sent to GTE were not
accepted. Is that right?

A. Yes.

Q. Could you generally describe what the

cause is of GTE not accepting a sale sent from
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Snyder to GTE?

A. Generally, there could be numerous
reasons for why a sale would be rejected. You
could have missing customer information. A big

one would be, like, the billing telephone
number would be wrong. I1f you miss one digit,
if a four looks like a nine, or vice versa,
that could throw off your processing because
it’s very =~- billing telephone number is the
big key field the system would go off of. If
the name and address don’t match up with the
billing telephone number, if different key
fields were off. If you left off -- you could
leave off something of what carrier code should
be processed with this. If you were switching
from AT&T to GTE, you kXnow, if you left off the
GTE PIC code, you know, you wouldn’t know which
-- from a system standpoint, you wouldn't know
which one to change it to. A simplistic
example.

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

A. Among other things, yes.

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

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

that don’t get fixed and are just never

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

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

know if they would get recycled back through or

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

the same information; are they not?

A. It looks like a summary of the

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

A. Yes.

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

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

Q. Okay. Let me switch topics a little

bit and ask you about the mystery shopper

review.

A, Where?

Q. Let’s start at page 18866.

A. I don’t think I have it. I stop at
849.
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You said 188867
MR. WOFFORD: 866 .
THE WITNESS: 88672
BY MR. BECK:
Q. It's one of them.
And is this your audit program for

the mystery, for looking at the mystery

shoppers?
A. Yes.
Q. And what you did as part of this

audit is you actually appeared at the field,
the sales events that Snyder was attending and
you reported back what you saw, basically, is
that right, what happened?

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

Q. And I’'1l1l just skip around a little

bit. Let me ask you -about the documents 18893

through 18B36.

A. Okay. I'm looking at 890.

Q. Okay. 18893 through 896.

A. Okay.

Q. Please describe your guidelines for

the mystery shopper inspection, if you would
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call it that. Is that right?

A. Yes.

Q. Or the mystery shopper guidelines?

A, Yes.

Q. And on page, the third page of those,

which is 18895, there’'s a mystery shopper

checklist explanation. Is that right?

A. Yes.

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

A, Yes.

Q. The first one is that: The Snyder

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

A, Yes, that’s what it says.

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

A. That is one of the things we were
looking for.

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

Snyder employees. Is that right?
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A. Right.
Q. And the second thing says: The sales

rep should be wearing a name tag with a GTE

name and/or logo. Is that right?
A. Yes, it is.
Q. So that’s another thing you would

look for as a mystery shopper?

A, Right.

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

A. Yes, it does.

Q. Okay. And that’s another thing that
you looked for in your mystery shopper
inspection. Is that right?

A, Generally speaking, yes. Those are

just some general guidelines that we had.

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

Q. Sorry.

A. Okay.

0. Do you recognize page 188807?

A. Give me just a second to get
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organized a little Dbit.

Q. Sure. Sure.

A. Yes.

Q. You prepared this document; did you
not?

A. Yes.

Q. And this was a mystery shopper

inspection in Chicago?

A. Yes.

Q. Did you go to Chicago just for this
purpose?

A. Yes, I did.

Q. And you -- one of the things is you
looked to see whether the representatives were
identifying themselves as a representative of
GTE Long Distance, and you answered yes. Is
that right?

A, Yes, I did.

Q. And in fact, that’s what happened?
mean, you went and looked and saw that they
represented themselves as GTE?

A. I went up and talked to this
gentleman.

Q. And he had a GTE logo on his shirt?

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

I
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on, and then he had kind of like a light
windbreaker is what I remember. But I have
written down GTE logo shirt with jacket cover.

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

A. Yeah, I believe the checklists were
all of two pages.

Q. So it’'s pages 18880 and 18881 for
your inspection of this person in Chicago. Is
that right?

A, Yes.

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

A. Yes, they did.

Q. And on 18882, we have one in Miami.

Is that right?

A, Yes.
Q. And in that case your auditor
determined that the representative -- or the

Snyder employee was identifying themselves as

representative of GTE Long Distance. Is that
right?

A. They circled yes.

Q. Ckay. And they were wearing a name
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tag with a GTE name on it. Is that correct?
A. They circled yes again to that

question.

Q. So was your answer yes to my
gquestion?

A, Yes.

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

A. Yes.

Q. And again, during this inspection,

they found that the representative identified
theméelves as representatives of GTE Long
Distance and they were wearing a name tag with
a GTE name on it. Is that correct?

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

Q. Let me ask you about Bates stamped

page 18919 through 18920,

A, 919, you said?

Q. Yes, 919 through 20.

A. Okay.

Q. Is this more backup to your audit

concerning the mystery shoppers?
A, I believe what we’re looking at here

is we’'re looking at mystery shops performed by

THE MAROTTE GROUP, INC.




@ O~ o U e W N

[
c W

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

93

another company. I think it was Wells Fargo,
but I would have to go back and look.

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

A. Yes.

Q. And you were reviewing the results of

Wells Fargo’'s mystery shopper events?

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

outside company was doing mystery shops; that’'s
where we got kind of the idea to do it
ourselves. They were doing it in different
places. The particular document you referenced
I believe was in Florida.

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

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

GTE name. Is that right?
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A,
Q.
A.
company
Q.
it not?
A.
Q.
bit.
A.
stuff?
Q.
A.
Q.
ask you
A.
Q.

A.

Which number again?

18919.

Representative wearing name tag with
name. Yes.

By company name, it means GTE; does

I believe so, yes.

All right. Let’'s change topics a

Are we done with the mystery shopper

Well, those documents.
Okay.
And the next document I'm going to

about is Bates stamped 17819.

1781972
Yes. Do you recognize that?
I've seen it before, yes. I

generally recognize it.

Q.

Is this one of the documents you

reviewed as part of your audit?

A,

manuals,

I know we looked at their training

and that’'s where this looks like this

comes from. Like I said, it does look

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

A. Yes.

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

A. Yes.

Q. And those are two things that you

checked on your mystery shopper analysis that

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

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

A, One of the tests, yes.

Q. And this is confirmed on Bates
stamped page 178457?

Do you have that one? It's coming.

A. In process.

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

A. Based on the footer, it appears so.
It appears to be from the same manual.

Q. This is the Snyder training manual?

A, The training and performance
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development manual, yes.

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

it, but I assume it means with GTE name tag

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

Snyder Direct Services, Inc.,
Consumer Field Markets, Training and
Performance Development.
Q. L.et me ask you to turn to page
18259.
A. I don't have that one. What was the

number again?

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

MR. WOFFORD: These must have gotten
out of order.

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

BY MR. BECK:

Q. Let me just ask you to look at Bates
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stamped 18259 and ask you if you recognize it?
A. I do.
Qi What is it?
MR. WOFFORD: Here, 1’'’ve got it.
THE WITNESS: It'’s a preliminary
scope that the internal audit department
and I put together when we were doing our

original planning for the audit.

BY MR. BECK:

Q. Okay.

A. Thank you.

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

that fair to say, or not?

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

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

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

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

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

A. At this point in time consumer --
GTECC was broken up into a couple different
units, and one of them was consumer mafkets,
which was primarily residential sales.
Consumer markets were closely assigned with
small businesses and residential lines.

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

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

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

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

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

A. I'll do what I can. G. Allen, I do
not know. J. Bilney would be Jody Bilney;
she was in the sales area.

Q. Of GTECC?

A. Of GTECC.

Q. Okay.

A. Ted Gilmore which was ~-- he was for,
again, he was in the sales area but he was in
-- I believe he was the head of Snyder on the
GTECC side. I think he was VP/GM was his
title.

Q. VP would be vice-president and
general manager?

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

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

Who's the last person --

Ac Ted -
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Q. Oh, I'm sorry. Go ahead, then.
A. Ted Gilmore VP/GM, LD Division,

Snyder liaison was what we had him as the

title.

Q. Okay. And LD Division is Long
Distance?

A. Yes.

Q. And he was one of the people in

charge of liaison with Snyder?

A. Yes, that’s how we had him listed.

Q. Okay. And who’s J. Havens?

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

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

work papers?

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

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

related to Snyder.

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

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

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

not sure.

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

A. No, I don't.

Q. Can you read the rest of the

handwritten notes?

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

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

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

THE WITNESS: I don’t know if we have
one. This was -- I remember, from the

work papers that this is a copy of a copy.
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I don’t know if anybody still has the
original. I don‘t know. I just know why
it was in here was because of the -~ the
subject matter was related to Snyder and
telemarketers as a whole, again, setting

us up for what the environment was like

for planning information for us.

BY MR. BECK:

this

your

Q. Now, Mr. Owens who was the author of

letter, was he provided the results of

audit?

A. I don’'t remember specifically.

Q. Okay.

A. He could have had knowledge of it,

but I don’'t know.

Q. All right. Let me ask you to turn to

the document that starts at page 20907.

A. I know I don‘t have that one.

Q. And it’'s entitled Snyder

Communications, Inc., GTE Policies and

Procedures Manual, Do you recognize the

document that begins at page 209077

A. Generally, yes. I know that we had

a couple of Snyder manuals in our work papers

that

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

A. I'11 just have to see if they have
an index up at the front. I show on 20908 that
it has 14 items listed on the table of
contents, and that would take us all the way up
to 20958, which would be the end, which would
be the last end tab is what it looks like. So
I would assume that that would probably be, if
the numbers are concurrent, that it would be --
I think that would be the end point.

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

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

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

A, Yes.

Q. This page covers their policy with

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

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

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

A. I don’'t know the specifics. I could
tell you when I did the mystery shop and when
we saw different articles around the Snyder
offices.

Q. Okay. Please do?

A. They uvsed the small GTE bug, which is
-- it‘s just the 1logo.

Q. What bug?

A. Let me use this for a second.

MR. WOFFORD: No, I don‘t think he
wants you to draw.
THE WITNESS: Ch, IT'm sorry-.

BY MR. BECK:

Q. Just describe it. There’s a bug
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that’s the GTE logo?

A, It’s our logo. It’s a little
circular, oval picture that has GTE written on
it. It’'s blue and white. That’'s just what
they call it, the GTE bug. I'm sorry.

Q. Go ahead.

A. Sorry. When we saw that, it was the
standard GTE logo that we had on there. It was
either blue or white was the standard colors.

Q. And where would Snyder use that?

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

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

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

Q. In fact, their policy says that.

That’s the first one listed under GTE branding

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

Snyder people wear a cap with a GTE logo?

A. No,

THE MAROTTE GROUP, INC.
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Q. How about shirts or advertisements,
did they have a GTE logo that you’'ve seen?

A. I did see some promotional materials
that, again, had the small GTE logo on them.

Q. Any other items listed here where you
recall seeing GTE logos?

A. The sales booths, Item J. They also
had -- they would have banners that would
list, you know, have the GTE logo on there and
say GTE Long Distance, something like that,
when they would set up their booths.

MR. BECK: Okay. That’'s it. Thank
you very much.
Do you have any?
MR. FORDHAM: No qguestions.
MR. WOFFORD: Give me just about five
minutes, and I may have a few questions.
MR. BECK: Okay. Go right ahead.
(A recess was taken at this time.)
MR. WOFFORD: Back on the record.
EXAMINATION
BY MR. WOFFOQORD:
Q. Mr. Weaver, I have a few questions.

I want to try and clarify some of your earlier

testimony.

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

A. Yes.

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

A. Yes.

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

any particular'day?

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

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

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

I'm sorry.

Q. And there’s a little asterisk next to

that legend, right?

A. Yes.

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

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

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

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

MR. WOFFORD: All right. That’s all

I've got.

MR. BECK: Let me follow up on that.
EXAMINATION
BY MR. BECK:

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

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

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

THE MAROTTE GROUP, INC.
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if this was all from 3/10 or if it included
379, 3/8, 3/7, other dates.

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

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

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

adjourned at 1:35 p.m.)

THE MAROTTE GROUP, INC.
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ERRATA S HEET

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

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

I, the undersigned, WAYNE WEAVER, do
hereby certify that I have read the foregoing
deposition, and that to the best of my
knowledge, said deposition is true and accurate
(with the exception of the following

corrections listed below).

Page____Line____should read:

Reason for change:

Page__ _Line____should read:__

Reason for change:

THE MAROTTE GROUP, INC.
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Page __ Line____should

Reason for change:

Page__  Line____should

Reason for change:
Page____Line___
Reason for change:
Page _

_Line____should

Reason for changes:_

Page____Line____should

Reason for change:
Page __

_Line____should

Reason for change:_

read: _

Page___ _Line____should
Reason for change:
Page____Line__ __

Reason for change:_

Page __ _Line____should

Reason for change:

This

My Commission Expires:

____________________ !

Notary Public.

-— T

2000.

THE MAROTTE GROUP,

INC.




W 0 < oy n ol W N

R e
O R R

15
16
17
18
19
20
21
22
23
24
25

112

CERTIUPFP I CATE

STATE OF GEORGIA:

COUNTY OF FULTON:

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

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

of said case.

Dated this day of_

,2000.

DEBORAH L. SWILLEY, CCR-B-2174.
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BXHIBITS
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25
— PAGE 2 — PASE 4
1 APPEARANCES OF COUMSEL: 1 FROCEEDINGS
2 On behalf of the Citizens of the 2 Thaereupon,
3 State of Plorida: 3 WAYNE WEAVER.
4 CHARLES J. BECK, ESQUIRE 4 having been first duly svorn. was exanined and
5 office Of The Public Counsel S5 testified as folloys:
8 The Florida Legislature 6 EXKMINATION
7 111 Uest Madison Street, Roonm 812 7 BY MA. BECK:
a Tallahasses, Florida 32399-1408 8 Q. Hi, good morning. My nane is Charlie
9 (858) 488-833@ (Telephone) 9 DBeck, and I'm vith the Office of Public
18 18 Counsel.
1 On behalf of GIECC: 1 Could you plaase state Your name?
12 M. RUSSELL WOFFORD, JR., ESQUIRE 12 A. M name |8 NHaune Weaver.
13 Alston & Bird, Llp 13 Q. By vhon are you anployed?
14 One Atlentic Center 14 A. By Verlzon Conmimications, formally
15 1281 West Peachiree Street 15 &IE.
16 Atlante, Georgia 3093424 16 MR. WOFFORD: Charlie, I should have
17 (484) BB1-7888 (Telephone) 17 mentioned this before, but can ve agree
18 18 that oblecticns to the — all oblections
19 On behalf of Florida Public Service 18 except those to the forn of the question
- Comnisslon: 28 are reserved?
21 C. LEE PORDHAM. ESQUIRE 21 MR. BECK: Sure.
22 Divislon of Legal Services & MR. WOFFORD: Sorru.
e 2548 Shunard Oak Boulevard 23 BY MR. BECK:
24 Tallshassee. Florida 32399-8863 24 Q. What is wour pesition with Verizon?
S (B58) 413-8227 {Talephone) a A. I'n a nanager in the internal audit
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1 department. 1 Q. Did you have a number of people
2 Q. Hou long have wou held that posttion? 2 vorking for wou in that position?
k<] A. I've besn a manager for mbout 18 3 A. Yes.
4 months how. ‘ 4 Q. 4ho vas working for you?
5 @. What position did wou hold bafore 5 A. Andrew Timberlake. Yamira Lalara.
6 that? (-] MR. HOFFORD: Spell that.
7 A. Senior auditor. 7 THE UTINESS: It's Y-a—n-i-T-a
8 Q. Hov long have wou workad for Verizon? 8 L-a-)-a-r-a.
9 A. About four years. 9 Lat's see. Susan Morth. I belleve
18 0. Do wou hold any professional 13 that vas it.
11 designations? 11 BY MA. BECK:
12 A. I have a naster’s degree, but no CPA, 12 G. Hov did this sudit cone about; In
13 CIA or any of those. 13 other vords, what cauvsed this audit to occuwr?
14 @. A nasters degree in business or 14 A. There vera -- it started vith a
15 accounting? 15 request from ouwr regulatory legal department.
16 A. TIt's in accounting with, I guess 16 I belleve the requast came through Karen Snith.
17 woud call it, a minor In internal awditing. 17 Q. W¥hat was tha request?
18 Q. Have you been an internal auditor for 18 A. The request basically uas ve've been
19 the entire four years you've been at Verizon? 19 getting a nunber of complaints related to
20 A, Yesa. 25 different slans fron varicus socurces, and they
21 Q. What did your do beforse that? 21 vanted ua to do sone additional investigations.
22 A. Ives an internal auditor uith 22 Q. Karen Snith is a lawyer?
Nat lonaBank . 23 A. She’s In our regulatory departmant.
24 Q. About hov long did you do that? 24 She was an AVP, I belleve, of our regulatory
25 A. TIvo and a half vears. 25 affairs. Im not aure what her exact title vas
_
— PAGE B e PAGE 8
1 Q. When did you receive your naster’s 1 at that point in tine.
2 degree? 2 Q. Was It the slamming that had been
3 A. In *®™4. 3 occwring with the use of Snyder people that
4 Q. I*d like to aek You to take a look at 4 lad to the asudit then?
S the document that bagins at Bates stamped page 5 A. Suyder vas one of the focal points.
8 17458 and ending at 17462, 6 but ve had other telemarketing agencies that
7 A. Through 174827 7 were doing —— or vers selling long distance for
8 Q. Yes. 8 us. Snuder vas just ona of tham, was one of
9 A Okay. g the bhigger ones.
19 Q. Do wou recoanize that document? 18 Q. Here the others audited at the sane
1 A. Yes, I do. 11 time that Snyder was audited?
12 Q. Could you just briefly describe what 12 A, No.
13 the document ia? 13 Q. This muxiit vas Just focused on Snyder
14 A. It i{s a legal memo that we drafted to 14 and it’s relationship to Verizon. Is that
15 Thonas Parker vho ves the mesociate general 15 carrect?
18 counsel at the time related to the Snyder 16 A. Yes.
17 Direct Services sarvice euwdit reviev that ve 17 Q. On page 17456, thare are six bullets
18 perforned back In 1808. 18 about halfway down. It says: The scope of the
18 Q. Does this documant smarize the 19 review.
22 results of the internal andit that wou 28 Could you briefly describe what each
21 conducted? 21 of thosa six bullets are and describa hou that
22 A Yes. 22 yas -- how that vas part of the reviey that you
Q. What vas your role in that andit? 23 did?
24 A. Iwvme the lead auditor. the in-charge 24 A. Okay. The sales order processing,
25 sauditor on that Jjob. 25 Dasically vhat ve were looking at there vas
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processes In place?

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

A. Were they authanticating -- I'm not
sure I understand the question.

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

A. I don*t -- I don’t think that's vhat
their departnent was thare to do. I think they
ware Juat there to nake sure thet thare vas a
valid signature, Yee. But I don’t know If they
vore looking at it to see If it vas that
person’s actual signature.

Is that where you vere going witlh
that question?

@. Yes. Let’s talk plainly about it.
¥ere they interssted in uhather sons of the
signatures on those forme uvere forgeries?

A, Yes, Lhey vere.

0. Okay. WUas that part of that revieu
or some other part of the reviey uhere you
locked at that?

19
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1 from the point whan custoner contact vas nade 1 A. Whers we looked at that vas malnly in

2 through tnnpolntmmhmxmm 2 the sales order processing. Ue vanted to nake

3 off to GIE or its affiliates, whoever that 3 eure, If It vas a signed delivery or If it vas

4 would be; that wvas the main point thare. And 4 a telephome call, that they had a third-party

5 what ve ware doing vith thoss custoner ordars, 5 verifier.

8 e vwere looking for key attributes. Na vers 8 Q. 6o shead, Dlease.

7 looking for whethar the propar documentatlon 7 A. The performance monitoring and

g vas malotainsd on file by Snyder. We vere also § neasurement. This vas really Internal metrics.

4 looking at certain dates as uell as far as hou 9 Hov meny orders did they bring in? How long

1¢ orders -- when did they start. vhen they did 1@  did It take to gather those markat orders?

11 leave Snuder, vhan did they leave d!fferent 11 Which markets theu vere coning fromn? Different

12 places. WUe were doing a time line on thesa as 12 reporting standards that Snyder vas supposad 10

13  vell. 13 report to us as GIECC, GIE, vhatever.

14 The next ona uss the sales 14 Training, vhat ve usntad to lock at

15 compensation plans. We wanted to take a high 15 here ves for human resources. ¥e wanted to

18 level overview of tha sales comp plans to make 18 make sure that -- ane of the blg concerns ihat

17 sure that there vas nothing in the sales comp 17 uas ralsed by our regulstory departnent vas if

18 plans that ves reaily Incenting the salespecple 18 someche. a sales assoclate, on the Snuder side

13 to slan custonars. 18 vas caght, that {f they had forged a

20 The next ons vss the quality control 24 customer’s signature or sade Up 8 fictitious

21 complaint resolution explanation reporting 21 customer, how were they dealt vith fron a hunan

22 processes. That vas on the back end of their 22 resources standpoint? Ware they vere fired,

order processing, vhast controls did they have 23 basically? What disciplinary action vaa taken?

24 In place to ensure ordar quallity, order 24 Ve vanted to make sure that that wes actually

25 accuracy. Did thew have any sort of follou-up 25 occurring and ve felt vas justified, satisfied
— PAGE 10 e PAGE 12

ue.

The training and busineas ethics ue
vantad to make size that in their tratning
nateriale they vere trained on vhat the
regulat ions vere, uhat were good athical sales
practices and was that covered, basically, in
the training materials.

And the last cne vas logical systen
security, vwhich this s kKind of a catchall
category to look at their sustems and how
Information flowed fron vheh it came in the
door until when it laft the door.

Q. This letter 19 signed by Mark R.
snith?

A. Yes.

Q. Who is he?

A, At the time he vas the engagenent
nanager on the Job, and he vas also acting as
director for —— ve had a3 director that had just
left. and he vas about to assume that position.
So he vas dual rules on their audit.

Q. Wss he the person that you reported
to?

A. Yes.

Q. How did his responsibilities corpare
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- '@. Did you -- after the andit did you
discuss what you found with others?

A. Yes, wa had discuesions with othar
exacutives.

Q. Could wou name vho they uere and uhen
thosa discussions occurred?

A. There uas one meeting that I vas
involved with; and that vas myself, Mark Smith
and George Wieskopf. and I*m not sure of the
1ast nama, but I think 1t°s ¥-I-E-3K-0-P-F.
He vas the vice-president of finance at the
time and our main point of contact at GIECC.

0. He vas the vice-preajdent of finance
at GTECC?

_ A, Yes.

Q. And vhat vas --

A. I belleve that vas his title.

Q. What vas the scope of the discussion
that you had vith hin?

A. This uas a meeting that ve had as
part of our typical annual planning cycle, and
it vas a follow-up for -—— I guess it vas
probably In Novenber, Dacenber of "898, that
tine frame.

Q. Mhen you say part of the tupical

BN bR hERoowmounnsnwne
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1 and contrast to uyours In the aulit?

2 A. Typically a manager on the job has a
3 nmore high level role on an audit. The

4 in—charge of the audit is there in the field.
5 Thay are doing all of the work, and they are
§ supervising the othar staff menbers along with
7 perforning the test.

-] Q. And that latter aspect vas uour Job?
a A. Yes, correct.

19 Q. Did uou help draft this letter?

11 A. I prinarily urots the letter, ues.
12 @. S0 Mr. Snith reviewed the letter and
13 nade any changes he night make and then signed
14 it?

15 A, e — I urcta ths original draft of
18 the letter. He did make eone changes; and ve
17 did discvas any and all changes befors he

18 signed it, yes.

13 9. Were thers any meetings with Mr.

28 Parker that you know of whers this lettar vas
21 discussed?

22 A. Yes.

23 Q. Could wou describe uhat those

24 nestings were?
25 A. The meeting vas ve precantad the

— PAGHE 14

results of the findings that vere contained In
this report.

Q. Who vas present at that mesting?

A. The ohe meeting that I'm recalling
vas nyself, Mark Smith and Tom Parker.

Q. Was It after this letter uas sent to
him or at the same tina It vas dellvered?

A. Hhen ue delivered the hard copy.

Q. Were thare ang othar follou-up
nestings cther than that one with Mr. Parker?

A. Mot uith M. Parker.

Q. Okay. Were there follov-up meetings
uith somsons elsa?

A. Thers vere neetings vith -- once w8
had the meeting with Tom Parker, thare wers no
nore meetinge after that. We put that —
basically bacaves of tha attorney-client
privilege at that point in time that we vare
under, ve left It uler his control and he vas
taking it from there.

Q. Did you ever —— subsequent to the
meoting vith W. Parker, did you discuss or
presant the results of your audit to any other
persons at GIE?

A. §a had -- no.

14
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anhval planning cuycla, what does that mean?

A. Throughout the year ve have -- our
audit departmnent does a risk-based mdit
approach vhere ve apeak vith the business units
and say vhat are uour riskler bases. These are
the different audit segnente that ve wvant to go
do, the different audits that we vent to go do.
We present that plan to thea., and ve discuss
vhat thay vant to include or what they vant to
throw out. And ona of the items that we did
talk about in these planning meetings during
this time frame vas vhat, Iff any, vork ve were
going to be doing relating to Sngder Direct
sSarvices.

Q. And vhat vas concluded about that?

A. At that mesting it wss put basically
on hold. vas the conclusion of any further
follov-Up uork at Snyder was put on hold.

Q. Why vas that?

A. The nain reason 18 our relationship
vith Snyder vas changing and ve didn*t — at
that point in time, no one knev | va wara
going to even be able to go back in and review
sSnyder again. And we would have done somathing
in about a year, or something Like that, fron
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17 19
1 ths time. 1 ves.
2 Q. Are you faniliar with GIE terninating 2 Q. Could you describe the basis for that
3 sSnuder vith respect to foot sales in Florida? 3 recommendation?
4 A. I Eknow that it happened. ves. 4 A. When va did the testing in
s Q. VUas your meating with M. Wieskopf 5 Californla, ve felt that the TPB procsss, how
B before or after that event? 6 they had it vorking at that point In tine vas a
7 A. Imnot sure. I don*t know exactly 7 best practice; and ve felt that they should
B uhen foot sales ended vith Snyder. 8 nirrer that in other regions.
9 Q. Hers there any other follov-ups to L) 0. How did the anount of slamning that
189 this audit other than the audit ttself and this 14 was going on in California conpare to other
11  meeting vith Mr. Uieakopf? 11 areas?
12 A. There vas an offshoot of the audit 12 A. I don*t recall the actual statistics,
13 that’s nentloned in the report, I believe, 13  but mu weneral fesling is that It was lower.
14 related to AFNI financlal. 14 I'd have to go back do that point In time to
15 Q. Describe that? 15 sea vhat the actual statistics vera.
16 A. The APNI audit vas -—- there uers 18 Q. Let ma direct your atteation to under
17 concerns raised doring the Snyder adit that 17 the first bullet on page 17488.
18 orders vare going to AFNI, they wers getting 18 A,  Uh-huh.
18 stuck kind of in vhat was called the black hole 19 Q. This says: Ne recommend that Snyder
28 at the time, and they vere not getting 28 Dbegin using this process to verify all field
21  proceesed for 38, 68, 8@ days. There vers a 21 sales based on a cost benefit analwyeis. Do wou
22 lot of processing delays. And then they would 22 see that?
shov o at GIE and for various reasons they*d 23 A.  Yes.
24 get kicked out, sohe would get processed. So 24 Q. Hhat cost benefit analysis vere you
25 there vare concerns that AFNI uas holding up 25 referring to in gour letter?
— PAGE 18 —— PAGE 28
18 28
1 the process. 1 A. The besic cost to implement the
2 Q. Is AFNI an acronyn? 2 recommandation, what uould it take to -- I
3 A.  Yes, It ls. 3 believe, at the time what they vere actually
4 4. What does it stand for? 4 doing with their field sales reps, whera they
5 A. Ibelieve {t*s American Financial 5 had. I balieve, several cell phones that the
6 MNetwork, Inc. 6 field sales would take with then. They would
7 Q. A I'm not -- hov vere orders 7 call a third-perty verifier. The third-party
8 getting held up in APNI? B wverifier, thay vould hand the cell phons over
a A. MWy basic understanding of the process 8 to the customer, and the customer uculd talk to
18 flov uas Snyder would take thair orders, pass i the third-party verifier uhere you would record
11 then electronically to AFNI vho would process 11  the call. Now, uwou'd have the cell phones, the
12 sagmant of those ordars for Snuder. or actually 12 usage, all those kinds of things that would go
13 for GIE, take those orders and change them into 13 along with that. Thare would also be tha
14 -- get then into our eystens, into the GIE i4 training and the additional papervork. S0
1S systems. So they vere a middle nan, basically, 15 these are the costs that are related to
16 between Snyder and ourselves. 16 implementing that sort of recommendation.
17 Q. Could wou turn to page 17468 of the 17 9. And that process vas only being
18 letter, vhich ls page 5 of the letter? 18 engaged In in Callfornia for Snyder sales. Is
18 A.  Yes. 18 that right?
28 Q. One of the recomandations that wou 2B A. Yes.
21 nade as part of this axiit was to institute 21 Q. Have you sesn any analyses that
22 third-party verification for Snyder orders as 22 detarnine uhat the cost of that process was?
23 uss alrexty baing done (n Flarida -- or in 23 A, MNo.
24 California. Is that cortect? 24 Q. You were reconnending —- vere you
25 A. That vas one of our recomnendations, 25 recommanding, then, that such a cost benefit
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Q. And one of the things you discoverad
in your audit vas that Snyder enployees vers
forging customer signatures; is that right?

A. I don"t think that we concluded that
they vere forged signatures. I don°t renmenber
draving those conclusions, not to that
strength. I know that vwe had some letters of
agreensnt that ve were concerned -- we had
definite concerns about that vas the name
right, vas the name wrong, vas It a spouse’s
nama or things of that nature, which I think
you could see in the testing. But I don°t
recall it vas coining the tern “forged
signatures.”

Q. Did wou suspect that there vare
signatures on -~ letters of authorizaticn were
being forged?

A. My personal suspicions vere probably
ves.

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

A. e tested to see If thare vere — If
8 custoner said John Doe, uas the signature
John Doa. We did not have any vay of
deternining without contacting tha customer If

1 analysis be undartaken?

2 A.  Yes.

3 Q. Do yous knoy what the results of that

4 recomnendation vere?

-] A. Dlot at this time, no.

6 @. Have you known at anw time uhat the

7 resuits of that are?

] A Mo,

] Q. Do wou know whathar the conpany
19 entered Into that cost bamefit analysis or
11 conpleted the analysis?

12 A. Not that I knouw of at this point In
13 time. Nall, not that I know of, period.

14 Q. The cost would be the actual -- wou
15 could actually calculats a dollar cost per sale
18 to angage in the third-party verification like
17 vas being done in California, couldn’t you?

18 MR. WOFFORD: Gbjection, calls for
18 speculation.

28 Go ahead and ansuar.
el THR WITMESS: I would assume that wou
e2 could do that. I have not seen vhat
23 Snyder:s cost etructire looks like. Even
24 during this andit, ve veren’t privy to all
25 that information. So I don’t knov that I

_
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1 could give sn opinion on that.

2 BY MR. BHCX:

3 Q. But your recommernkiation vas that such

4 a stixdy be conducted to datermine what that

5 cost vould be; vas it not?

B8 A, Yes.

7 Q. Mow, you mentioned a cost banefit

B analysis. What would be the benefif sida?

2] A. The banefit we believed would be less
10 sianning complaints, or less complaints fron
11 cuetomarr. It°s a moie sacire process, a better
12 controlled process, In our opinion, becauss you
13 don*t have the papervork having to get passed
14 aroimd.

15 Q. Did you think that third-party

iy
-]

verification vould elininate the forgeries that
you had been finding in your investigation of
Snygar?

A. Could you -- I'n not sure 1
understand the question.

Q. Uell, thare’s the banefit, you knou,
vhen you look at the coet benefit, the benafit
would be valid sales as opposed to invalid
ones; would they not?

A.  Sure, yes,
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John Doe signe his name with abig Jar a
little J. WUe couldn't tell exactly if that
signature was Mr. John Dos’s signature or not.
Wa just knev that there vss a signature on that
piece of paper. That’s all we could determine
becansa ve were not allowed to contact the
customar directly about their order. We had to
look at historical information.

9. So wyou suspectad that there uwere
forgeries being engsged In by Snyder, but you
digdn*t check to see If thoss signatures vere
suthentic on authorizations?

A. I don’t knov hov ve could have.

Q. How would you deternine —— or did wou
try to deternina vhether the signatures vere
actually that of the person whose signature it
purported to be?

A. Without contacting the customer, I
don*t think -- I cannot think of a vay ve would
ba able to authenticate that signature unless
we ask the customer to sign a piece of paper In
our presence and then ve conpared that to the
LOA. That*s the only vay that I could have
deternined. you knov, with reasonable mssurance
that these tuo signatures natched; and we did
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in tine 18 ve can verify on that sales
order, ua can see 1f |t says John Doe and
thers we can see 1f John Doe actually
slgned It, vo ses if he spelied out his
nare.

But without contacting that cuetomer
and saying can You saixl me a faxed copy of
your signature or Can you come down and
sign a plece of paper for ma so that T can
actually conpara It to this historical
signature, thare's no vag that I can
aithanticate that sigmature by the
definition that I think that you’re trying
to get at. There was no vay for us to go
about doing that.

I mean, ve had one -- one, ve had
restrictions fron both our side and froa
the Snyder side that vers saving that, wou
knou, mintmi2e customer contact at all
costs kind of things. And then there were
also restrictions fron, wou know. our side
that ve needad to get this dona vithin a
very short perlod of tine as vell.

S0 vith all of those constrainis, ve
did vhat ve could do. For those items

1  not have the ability to go back to the 1 that ve did have as concerns, those were

2 custonars. 2 forvarded on to both Snyder and to our

3 Q. Oksy. So did you or did you not as 3 regulatory affairs people. And the

4 part of the axit deternins whether signatures 4 {ntentions vare for them to go ahead and

5 yere authentic on letters of authorization? 5 Follow up oh any of the ones that we had

-] A. To the extent possible ue nade sure 6 questions or concerns about.

7 that they vere good signatures. yes. . 1 Now, 1f they subsaquently contacted

8 Q. That vas one of the itens you tested 8 custonars and they vers asking for

8 for, then? | independent verification of their

19 A. ¥e tested uhethar there vwas a 18 slgnatures by having the customer sign

11 signature on the forns, yes. 11 another plece of paper, I don*t know.

12 @. I'mpot sure ve're getting cawght up 12 BY MR. PECK:

13 In senantics or nhot. 13 Q. Okay. In yoir response you nentionad

14 MR. WOFFORD: T think you tuo are 14 that you uere on very tight time constraints, I

15 talking past each other. 15 believe, In conpleting this audit?

16 THE WITMESS: Maybe I can try to 16 A. Yes.

17 explain a llttla hit. We are seeing a 17 Q. Uas there a pending business decislon

18 historical document and that this 18 that required those tight time constraints?

19 transaction occurred at a distant location 18 A. VYes.

20 and It has been forvarded fron a field 28 Q. What was the pending business

21 salesparson up through the ranks and [t IS 21 decision?

e2 -~ ga have got a nhbtostattc copy of It 22 A. I think the continuing relationahip

2 sitting (n front of us right nov when 23 wvith Snyder. Wdhat our relationship vas going

24 Go're doing our testing. 24 to be with Snyder vas the decision.

5 And what ve can verify at this point b Q. Does that mean uhethar you vers going
— PABE 26 —— PAGE 28

to fire then or not, in plain language?

A. I belleve so, yes.

Q. And the highar-ups, the people who
capsad this audit to happen, vanted the audit
results so they could nake that deternination.

Is that right?
A. That vas one of the pleces of their
-~ yes.

Q. Do wou know who uas responsible for
naking that decision on vhether to terminate
the relationship with Snuder or not?

A. It vould have besen the GIE
conmmications corps, GIECC exscutives. That
vould have been George Wiaskopf, &s I mentioned
before. I bellave -- I'm trying to think who
the president vas at the time. I think It vas
Butch Bircher who vas the GTECC president at
that point in time. They had changed over
several times, but those would have been the
key players.

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

A. Not directly. They didn't ask for my
opinion of should ve terninata with Snyder o

KRR REEEN OO Evouwuonasawme
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not.

Q. Did they do so indirectly?

A. They vanted to know about the general
working relationship betueen Snyder and
orselves and, you know. good points, bad
points. They vanted to know those kind of
things that were, I think, additional
infornation for them to make their decision.

Q. Uhat was wour reconmendation on those
points?

A. The recommendation, as I remamber,
fron the audit departnent as a whole, not Jjust
alne Independently, was that there vare
problens vith Snydar and that, gou know,
sopething needed to be done With the
relationship, either tarninate It or downscale
it or change the way uve do bueiness with then.

Q. Uhen youv say there vere problams vith
Suyder, can you generally state uhat those
problens uere?

A. Sell. soing into the audit. ue had --
I mean, before wo even kicked off that, when
ragulatory and GIECC had brought us in to
actually prepare us for going to Snyder and
dolng some of the audit work and vhatnot, they
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upon to begin with.

Q. Agreed upon a3 a problem, You mean?

A. Yes. It vas -- it’s a knoun risk.
Axd if everybody egrees it’s a risk, vhy spend
linjted resources going after a known risk that
evarybody knovs and is trying to fix? That vas
kind of the thinking.

Q. The known risk being the fraudulent
gales?

A. DBy fleld sales, yes.

Q. Lat me return a 1little bit to the
cost benefit analysis for third-party
verification. You cormumicated that to M~.
Parker; did you not?

A. Yes.

Q. Mhat vea hls response to your
reconnendation on that?

A. T ballieve it uas positive.

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

A VYes.

Q. How abourt, did you mention that to
Mr. Wleakopf in your meeting with Rin?

A. Yes, the vhole repart we discussed at
length vith different peopla in the regulatory

Ferb R Boa~woonawmer
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had -- ua had a large meeting of different
people, a big conference call, basically.

And one of tha things that vas
discusead vas they realized that there vere --
fron the field sales standpoint, there vere
sone control vasknoeoes that vere causing
fraxiulent or inaccurate LOAe to come through
fron the salee side, and that vas kind of
agreed upon.

Snyder folke vere on the phone, GITECC
folks vare on the phone, regulatory and audit
wers all thare togsther. And this is kind of a
pre-planning meeting. So field sales vuas ons
of thoee items that vas a known problen, and
that vae one of the main focuses of the revieu
before we even reslly got started in the axiit.

When ve started in the andit, we
vanted t0 nake sure ue looked at field sales
becauss that vas such a problen. But becauss
evarybody agreed it vas a problem and Snydaer
vae doing fixes as va were in doing the audit,
they had changed thelr process, thay vere dolng
nagsive nmbar of things, ve didn*t go out and
look at the Snyder field sales probably as much
28 ve vould have done had this been not agreed
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and in the exacutive levels of GTECC. Like I
sald, George VWieskopf wvas our primary contact
at that; but the distridution on the report vas
fairly small.

Q. Let ne ask you uhat tha distribution
vas cn the report?

A. T don*t knou vhat Mr. Parker dlid with
it, but he esked Us to discuss that vith George
Wieskopf.

Q. How to distribute your audit?

A. No. He asked us to go over the
Findings, nake sure that we had discussed that
uith GIECC personnel.

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

A. Yes.

Q. So yor discussion vith M. Wieskopf
vas sonovlere around the May 1ith, 1888, time
frana?

A. Yes.

Q. And vhat was his response to tha
recommendation on third-party varification?

A. Mr. Wieskopf?

4. Yes.

M. Again, genarally agreeable and that
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A.  That would have been -- I mean, our
key plagers vould have been -- I believe his
nane 1s Micheel Lyons, and the other person uas
Ted Gilnors.

Q. MNow, besides Mr. Parker and Mr.
Wieskopf, with whon else did you discuss your
recommendat ion concerning third-party
verificat ion?

A. The recommendation vas discussed at
these meetings and before It vas finallzed In
the report that you see. And that Included the
sane, somebody from Snyder, somebody from
GTECC, somebody from -- audit vas there and
usually regulatory as vall.

Q. You mentionad that Mr. Parker
responded Favorably to your recommendation?

A, Yes.

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

A.  Yes.

Q. Did anybody ever respond negatively
to your reconmendation?

A. Mot to ny knowledge.

Q. Did anybody ever respond any vay
other than positively?

1 sounds llke a good thing to do, 1s the overail
2 opinions that I remember.
3 Q. You sald you had mestings vith
4 various regulatory people and othars concerning
5 your audit?
[ A.  We had — part of our nornal process
7 for going through an audit or a review of this
8 nature is that vhenever ve have any kind of
8 finding or concarn or vhatever it night be, an
18 obsearvation, ue will kind of leave it in draft
11  form, not the report or snything like this,
12 this is a very finalized document, we’ll go
13 discuss it vwith key personnel. And ve’ll do
14 that throughout the audit and make sure ue have
15 the finding right, make sure that ve didn’t
18 niss something or ve nisunderstood something.
17 So ve call that our clearing proceas. We will
18 clear those findings with thea.
18 And part of that, ve would have
28 weekly status meetings that vere requested not
21 only by Snuder hut also by the 9TECC folks and
22 also regulatory. Regulatory meaning Karen
23 sSaith. primarily; she was ol key contact. At
24 thoee meetings ve dlscussed our status of the
25 awdit.
e PAGH 34
1 @. Sc you had weekly meetings uhlle you
2 uere condixting the audit. 1s that right?
3 A. I think thera vere tvo meelinas,
4 that's my general recollection, becauss of the
5 short time span of this audit.
6 9. And do wou recall vas Karen Snith at
7 these neatings?
8 A. I know she uas at one of them, but
9 I'anot sure If she uas at all ar both.
18 Q. Who olse attanded thece meetings?
11 A. I'mnot sure of the exact nanes. I
12  know that, genarally speaking, the audit team
13 vas there. Thers vas Letally a representative
14 fron Snyde, a representative fron GTECC and a
15 representative fron regulatory.
ie Q. Do you knov uho the GTECC
17 reprasentatives vere at the meetings?
18 A. ot specifically. I know uho the
19 nmajor players were, but I don’t know If they're
28 alvays the ones that came to the meeting or
21 not.
22 Q. Karen Saith is a major player?
<] A. On the regulatory side, yes.
24 Q. Hou about on the non-regulatory side,
25 the business side?
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A. Not 10 my knovledge.

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

A. Other than the ones that had already
bean nentioned? I mean, somebody --

Q. Karen Snith?

A. Karen Smith. Somebody I -- Y could
speculate vho ve talked with at Saydar, but 1
knou we probably hiad that conversation with
hin, but I don’t remember it specifically. I
also remember talking vith different people In
the audit organization. I mean, we talked vith
Jolens Modean vho was the inconing
vice-president of andit. She vas the top
person in audit. Also Mark Smith and the awdit
tean as vell. But froa an outside standpoint,
I think thosa uere the key playersa.

Q. Do you know vhether Karen Snith is
still vith GIE, Verizmn?

A. Ibelleve she is. That's -- I*m not
183 percent sure.

Q. You don't knov what her pogition
would be now?

A. - No, I really don’t.
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1 Q. And I'nsorry. She vas the 1 believe that your reconnendation vas never
2 vice-presidant in regulatory? 2 Inplemanted, that you know of?

3 A. Shevas an AVP or a VP. I'm not sure 3 A-  Not that I know of. no.

4 wuhich at that point In tina. And she vas in 4 Q. As part of the audit, you performed a
§ the regulatary -- it was elther regulatory 5 series of mustery shoppers at Snyder fleld
§ compliance, regulatory affairs, something like 6 sales events. JIs that right?

7 that, but I don*t knou specifically. 7 A. Ve perforned sone, Yes.

;] @. And vhat vas har particular interest ] Q. Could you describe what the purpose
9 in the audit of Snuder? 9 of that vas?

18 A. They had a numbar of complaints that 18 A. The primary purpese of the mystery
11  had coms through, and a lot of then had 11 shops vas to pet us acquainted vith vhat vas
12 Snydar’s namé on then. And bacause of the 12 golng on at a Snuder field sales locatlion.
13 number of conplaints that had happened. sha 13 G. And by mysterv shoppers, sonsohe
14 felt that ve neadad to 00 4o an aixdit of then. 14 would appear but it would be unknoun to
1S Again, she vas kind of the driving force: 15 salespaople that you vare actually suditing?
18 herself and Ton Parkar vere working together to 16 A. Yes.
17 kind of be the driving force behind the audit. 17 Q2. . You actually conducted one of then.
i8 2. To uour knowledge, your 18 didn*t you?
19 recommendation concerning third-party 19 A. Yes, I did.
20 wverification vas never inplemented. Is that b= ] Q. We'll get to that later.
21  true? 21 Other than what wyou've already
22 A. To my knouledge, no. 22 discussed, vera there any other follou-ups to
23 Q. Do wou have any idea vhy? 23 this audit of Snyder?
24 A. 1 believe that we ware ending our 24 A. There vas not a follow-up audit of
25 relationship with Snuder. And to irplenant 25 Snyder, no.
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1 something of, ¥OU knou, a process change 1 Q. But vers there any other processes

2 nation-wide like this, it wouldn*t Just take a 2 other than vhat you’ve already discussed?

3 — it would take several months to get it 3 A. ot that I remenber, no.

4 rolled out, get It up and working in all 4 Q. Did wou discuss tha results of your

5 locations. And I don*t — and froa the 5 @it vith Snyder ss wall?

8 discussions that ue had with Mr. Uieakopf in (-] A. Yes. As part of the clearing

7 the Novembar, Docambe time frame, agaln, ve 7 process, wa were talking vith Snuwdar. Ihey

B uere Kind of put on hold for stuff. And 8 vere at those clearing neetings.

8 gubsoquent to that we found out that we vere L} Q. Let me ask you to turn to page B of
18 ending our rolationship with Snuder. 18 the letter vhich is Bates stompad page 174817
11 Q. Your reconnendation vas made no later 11 A.  Okay.

12 than May i1th of 10887 12 Q. You have a nunber of bullets on this
13 A. Right. 13 page —

14 8. Mhich is tha date of your letter to 14 A.  Uh-hub.

15 M. Packer; |s that right? 15 g. ~-- that deacribe the results of a
18 A. Correct. 18 substaative test of Snyder sales orders. Is
17 Q. And wour relationship with Snyder 17 that right?

18 foot sales vasn’t terminated for at least 18 A. Are wou talking —— page 6, I mean.
19 another six months. Isn*t that right? 19 you vare Just looking at a different page than
28 A. I don’t knou uhan it ves ternminated. 28 I vas.

21 I don't know vhen tha Snyder foot sales vas 21 Q. Right, the botton of page 5 that

22 terninated. I don°t know the exact date of 22 leads into paga B7

23  that. A Yes.

24 Q. Other than vhat you've already 24 2. Ang then on page & you have some of
25 described, is thare any othar reason You 25 the results of those. You describe some of the
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1 results of some of those substantive tests. Is 1 documents that so into It.

2 that right? 2 Q. So the Bates stamps subsequent to

3 A. Yes. 3 17683 are, vhat, support for the planning nemo?
4 4. For exanple, the fourth bullet says 4 A. Some of then, yes. Lat me just Kind
S that on 38 of 88, or 58 paicant. of tha orders 5§ of thumb through here.

& did not have one of the folloving identifiers 8 Q. Sure.

7 on the LOA, Social Security number, driver’s 7 A. They would have stopped at 17787,

8 license number or date of birth. Is that 8 That would have been the end of the supporting
9 rlaht? 9 naterials for the planning memo.

18 A. Right. 18 Q. Is the planning neno sonething that
11 Q. Of thoea field scales? 11  vou prepared?
12 ¥as that — I mean, is that a 12 A. Yes, It is.

13 problea? Didn’t you think that vas kind of 13 9. Could you turn to Bates stanped page
14 unustal to hava that kind of fallure rate? 14 176777

15 A. That high fajlure rate, yes. I would 15 A. 6877, yes.

18 have sald that that vas noteworthy. And again, 16 @. Could you turn your attention to the
17 their processes vere changing and that's why 17 place where It says special note?
18 the identifier vas —— that uas supposed to be a 18 A. (Witness nods head.) ORay.
19 new fix, but thelir processes had only been In 19 Q. Okay. You vhere It asys: 1Ihis
28 ~-- the new processes had only been in place for 28 reviev involves a nunber of big players. and
21 a ahort period of time. 21 the term "big players” Is In quotea?
2 Q. Let me ask wou to turn to page 17872, 22 A. Yes.
23 +«hich ls a different document. Q. Vhat did you mean by big plavers?
24 A. 17872. Are ve done with this ons 24 A. 1 listed the following names, those
25 here? 25 being the key players or the big plavers.
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1 4. Yes, for now. 1 nmeaning that there was -- this was a high

2 A. Okay. I’ll Just keep It off to the 2 profile mxdit and a lot of people uere

3 side, then. 3 uatching; therefore, we need toc maintaln, you
4 Q. Do wou recognize this document? 4 knov, high levels of professionaliss.

5 A.  Yes, I do. 5 Q. Gaorge Wieakopf, you’ve already

8 G. Could you state vhat it is? 6 nmentionad; he vas one of the big players?

7 A. It is a planning meno. It Is the 7 A. Yes, he wvas. He vas our key contact
8 documant that ve prapare for befors ve g§o out 8 at GIECC.

9 and do an aixdit that kind of lays out the 9 Q. And you've mentioned Tom Parker who
18 logistics: #hat are uve golng to cover, how are 18 is with the legal couneel?

11 ve going to do it, vhere are ue going to be 11 A. VYes.

12 staying, basic planning information for the 12 Q. How about Bill Eduards, what was his
13 audit. 13 role uith respect to the audit?

14 MR. WOFFORD: Charlie, Jjust 80 ve 14 A. At this point in time I think he vas
15 knou ve're talking about the sama 15 the controller of GTE, of tha GTE telaphone
16 docunment, can you give me the inclusive 16 operations at that point in time. He vas

17 Bates nunbers of the documents? 17 adninistratively internal axiit:s boss. That's
18 MR. BECK: WMe’we -- I was about to 18 wvho Internal audit reported up to, ultimately.
18 ask that. 18 Q. Was he Involved In any vay in the
2@ DY MR. BECK: 28 audit?

21 Q. The planning mero, does that go 21 A. He knev of the adit, and he had been
22 through Batea stamp 176837 22 In discuseions vith Ton Parker and Karen Saith
23 A. One sacond. to kind of get things kicked off.

] It goes through 683 is the typed 24 Q. Do you know whether the resylts of
25 document, yas. And then thers vere supporting 25 the axilt vare providad to hin?
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1 A. I don*t remamber. 1 Q. Let me ask you briefly about a

2 Q. Did you have any meetings with hin? 2 document Eates stanped 18974,

3 A. Mot me personally. 3 MR. WOFFORD: Just the one pege.

4 Q. Do wou believe that if there vere. 4 Charlie?

5 they would ba with either XKaren Snith or Ion 5 MR. BECK: The docunment that goes

§ Parker, then, would have discuesed this with 8 through -- or this is s letter that’s

7 hin? 7 three pages long going through Bates

8 A. VYes. ;] starnped 18276.

] 0. Who ls Larry Zudou? 6 BY MR, BBECK:

18 A. Larry Zydou. 13 Q. I'd like to ask you if woU recogni2e
11 Q. 2ydou? 11 that document?

12 A. At the point in time, he vas our 12 A, Ido.

13 acting asseisting controller, axiting. He vas 13 Q. Could you briefly describe what It
14 the top parson in auditing, and he was also an 14  1ls?

15 adit director. He vas fairly new to the 15 A. Is it an audit report fron an audit
18 departnant, but — 16 of &IE Long Distance in 1887,

17 Q. What role did he play in the axiit? 17 Q. Uers wou parsonally involved in thet
18 A. Fairlv nininal. I nean, he vas 18 axit?

19 fairly nsy. Hs came In, I think., awring the 19 A. Mo,

28 aodit, as I remember. He vas DUt on as acting 28 Q. That's an awdit different than the
21 during tha niddla of it. And his ves nore of 21 one you conducted on Snuyder;: |s that right?
22 Jjust arevieu. He knew of the audit, vhat the 22 A.  Yes.
findings vere, had sean a copy of the legal 23 Q. But as part of your audit at Snuder
24 letter that vas sent out. 24 did you reviev this adit?
25 Q. Did you sver discues the sudit with 25 A. e revieved the report for the
— PMGE 48 — PABE 48
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1 hin? 1 findings as part of our planning process.

2 A VYes. 2 Q. Let me ask you on the first page of

3 Q. Wbat vere your discussions with hin 3 this letter, toward the bottom, it says: In

4 about the audit? 4 our opinlon the controls addressed vithin the

5 A. Just like uith the other remaining 5 sacope of our audit are Inadequate?

6 adit dspartment menbars. Ue just talked about B A. Yes.

7 vhat ve found, vhat we did, those kind of 7 Q. Are you fanillar vith that -- that

8 things, vhat our reconmendations vere. 8 opinion that*s in the lettar?

8 Q. What vas his response to that? 9 A. That’s our tupical opinion for --
is A. I don’t rensmber specifically. But, 1¢ that*s our worst opinion for vhen ve issue a
11 you know, generally, You know, if he had a 11 report.

12  problena vith i1 he wouldn°t have let the report 12 Q. And when wou did your adit of

13 go out the door. I mean, that®s Just penerally 13 Snyder, You were aware of that opinion that had
i4 their role, so. 14 been nade In this earlier it of 8IE Long

15 Q. Did you discuss your recommendat ion 15 Distance. Is that right?

18 concarning third-party verification vith him? 18 A. T vas aware of it, yes.

17 A. I'mamre ve did. I don’t renember it 17 Q. What impact did that have on your

18 specifically; but, I mean. ue discussed the 18 =it of Snyder, 1f any?

18 whole report with hin. 19 A. I don't knov of any. I don*t know
28 Q. And do you recall his reaponsa? 28 that it had any impact, really. I knou that ve
21 A.  Not — not specifically, no. 21 looked at this audit as a reference tool to

22 Are ve done with the planning nemo? 22 help us understand the process, to halp us nake
23 Q. I think for now. I don’t vant to 23 gure that ve’re testing the right things,

24 guarantes it, but. 24 Dbecanse they had dohe a lot of the prelininary
25 A. Okay. I"ll eet it mside, then. 25 work back in June of *97 or even sarlier that
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A. Yes. Those are the tuo that really
go together. And then there vould be —— If
thers would be anuthing It vould be B-11 dot
anything else at the top of the page herse.

Q. All right.

A.  And then there would be -- thosa
would be associate documents. But I dont see
that on the naxt sat of Bates atamps, so T
don't know If they’'re ocut of order or whatnot.
BuUt these are the only two that really kind of
g0 togather.

Q. All right. At the botton of the page
undsr Findings, Condition Iseue, it states
that: 3o standardized end formalized process
1s In place for tha forvarding an! handling of
corplaints to Snydar. Do you see that?

A. Yes, I do.

Q. Could wou dascribe in a Little bit
nore detall vhat the problen is that that
addresses?

A. That ve found at that point in time?

@. Yes.

A. The basic finding that ve had vas
that ccaplaints would come in fron various
gources and there vas no central point to take
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1 wve used again as a refarence source. 1 those in, handle them and make sure that they
2 Q. Let me msk you to turn to Bates 2 got resolved adequately. That vas our biggest
2 stanped page 1B483. 3 concern, biggest problen. Thare vers multiple
) ¥R. WOFFORD: What’s the full range? 4 places, people, vhatnot. I mean, thare vas --
5 M. BECX: I'm not sure. 5 Snyder had a complaint plece, GTECC had a
B MR. WOFFORD: It begins with 18483. 8 corplaint piece. so on and so forth.
7 BY M. BBECK: 7 Q. On the top of the next page, vhich ia
B 2. Do wou recoanize the documant that’s 8 Bates stampad paged 18484, there's an area that
9 Batea stamped page 164837 9 eaus "risk high". Are thers various
18 A. Generally, yes. 18 descriptions of risk; ars thare various
i1 Q. And it sags Lead Memo at the top; 11 categories of risk that vou can ascribe to a
12 does it not? 12 practica?
13 A, Yes. 13 A. VYes. Low, madium and high.
14 Q. Can you describe generally vhat a 14 @. Okay. And tha high then is the
15 lead memo 187 iS hlghest risk?
18 A. A lead meno is our base document, our 16 A. Correct.
17 vork paper. Ii’s whers ye document our 17 Q. And it says: Lack of formality nay
18 testing, a specific piece of the testing, let’s 18 result in either untinely resolution or lack of
19 say. 19 correction of unethical sales practices. Is
28 Q. And is this part of a larger 28 that right?
21 document? I vaa wondering If wou could 21 A. Yes.
22 identify the pages that vould consist — 22 Q. And do you agree with that?
A. It has two pages. With this lead A. That is the risk of not being able to
24 neno there ors tuo pages, and 64. 24 track some of these things.
25 Q. TIhat’'s 15¢H3 and 184847 25 Q. Let me ask you to turn to page 184957

_
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A.  Yes.

Q. 7This iIs a lead neno for & section of
the axiit describad as B-12. Is that right?

A, Yes.

G. And you recognize this, this lead
Nano?

A, Generally, ues.

Q. And than: The oblective of this nenc
is to ensure that customar complaints are baing
handled properly and in a timely manner; s
that right?

A. Yes.

Q. And then inder Source there are &
number of what look like subsectiions to ne, 18
that vhat wou could describe that? ©r vhat
would you describe that as?

A. The B-12.1 through B-12.18, these are
support ing documents that support this documant
or vould be refarenced In this document.

And If you look at 18499.

Q. Yes.

A. Just as an example, the vay ve
croas-refarance o —- the vork papars, 9-12.1
would be the aummary of test work. And up at
the top of this document you'd sae handvritten
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i B-12.1. 7That would shovw that these are the tuo 1 Q. Let’s look at the sanpla, which is on
2 documents that the two are pointing tovards or 2 Bates stamped pPege 184897

3 referencing each other. 3 A, Yes.

4 Q. Okay. Okay. Let me go back again to 4 Q. There ars a nunber of -- or one of
5 thosa lists of the subpoints? 5 tha first columns s BIN?

8 A.  Yes. 8 A.  Yes.

7 Q. B-12.1 is a sumnary of test vork? 7 Q. What does BTN stand for?

8 A. VYes. ;] A. Billing telephohe number.

9 Q. B-12.2 is a log of all complaints for 8 Q. And there are a number of 385 area
18 unauthorl2ed switching on hand at Snuder? 18 code numbers listed there; is that right?
11 A. Yes. 1 A. 1 ses sbout five, yes.
12 Q. Okey. How did you deternine, you the 12 Q. Are thers six?
13 auditors, complaints of unarthorized switching 13 A. 1'd have to count them, ohe -- I got
14 on hand at Snuder? 14 saven. Item number S and then {tems 13 through
15 A. If a customar vould call in to Sayder 15 18. ’
18 &nd say that I had been slamnad or I have a 16 Q. Okay. Seven area code 38587
17 complaint or vhatnot, thewy would log it; and it 17 A, Yes.
18 uas suppcsad to make it on this log. 18 Q. And also one item 19 In the area code
19 Q. Let me backtrack again here to 19 487; is that right?
28 B-12.1, vhich le the simmary of teat scores? 28 A. Yes.
21 A, Yes. 21 Q. And all those area codes are In
ee Q. And uou referred ne earlier to page 22 Florida; are they not?
23 18499 as a place ¢here that sumnary of test 23 A.  I'm not sure.
24 vork starts. Is that right? ™ Q. Well --
25 A.  VYes. 25 A. I Just don’t know.
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1 Q. And to vhich page does that extend, 1 Q. All right. Wuell, in any casa, If ve
2 the summary of test. or B-12.17 2 combine 385 and 4¥7, ve have elght of those

3 A. T think that’s tha only one. Let ne 3 that are in sither of thcase area codes --

4 just double check. 4 A Yes.

s That's vhat it looks like. 1It's Just 5 Q. - out of your 257

& one page. (-] Now, let’s Jjust take one, just take
7 Q. WUhat would be on the next page, then, 7 the first cne, for an exanple. All right.

8 on Dates stamped page 185887 8 That's line 5 for the 3@5-6851-685137

8 A. B-12.2, vhich would be the next [:] A. Yes.

13 cross-referencad documant, vhich vould be the 18 Q. Okay. This, agaln, comes fron a

11 log of all complaints for unauthorized 11 subsection of all those conplaints that vere
12  suitching on hand at Snuder. 12 received by Snuder?

13 Q. Hov do these relate, the 12.1 and 13 A. Yes.
14 12.2? 14 Q. And are these the only complaints
15 A. I believe 12 point -- let ne Just 15 about unauthorized changing?
16 nake sure, hold on. b L] A. T don't remenmber exactly. I don°t
17 12.2, B-12.2 vas the Snuder listing 17 know if they were. I don’t remember
18 of conplaints, and that uas used to pick a 18 specifically if it vas all Just cormplaints of
18 sample for testing. 18 slamning or conplaints of any nature. I don’t
28 4. Is the sample on 12.17 28 renember.
21 A.  Yes, 21 Q. Let me ask you to direct your
22 Q. S0 12.1 is a sanpla of those that are 22 attention back to 18495, that page?
23 lieted on 12.27 23 A.  Yes.
24 A. Correct. We took a sample of 25 24 Q. Doeen't under section B-12.2 say:
25 items. 25 Log of all complaints for unauthorized
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vhat you call that?

A. It nay be request date.
the date the request got processad.

Q. 6o ahead.

A. Again. I'm not sure vhat each of the
dates actually represant at this point in time.
I’'n sure vhen ve wers doing the test we did,
but I Just don’t have anything that shows me
vhat they are, uvhat they mean today.

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

Q. ¥What does that mean?

A. Hell, looking at the original B-12.2,
looking for that item, tha action plam, what
Snyder usa going to do with It, I ssaume, is
that theu vere going to issue a vritten varning
to the rep or to someons and then they vere
going to Investigate the change at a further
date,

Q. And that's for the complaint of
tnauthorizsd suitching that that action plan
vas taken?

A. Iballewe 80, yes.

Q. &0 shead.

A. Tha action plan date uas the naxt

It nay be

1 svitching on hand at Snyder? 1 date is when that vas eupposed to happen o
2 A. Yes. 2 whah it did happen.

3 Q. So these would only be complaints for 3 Adit by QA was their QA department.

4 unauthorizad suitching. Is that right? 4 Did sonsone take & look at it fron their side?

5 A. That’s what I'm thinking, ves. 5 Step A, Test Work Steps A. If Ww

8 Q. Okay. Lest’s go back to 18483. Could 6 refersnce dovn belou: The folloving tests ware

7 you just read acroes arx tell me what each of 7 performed for the colums liated.

8 those columns mean vith respect to that itenm, 8 Do you vant me to continve?

8 a8 an exanpla? 8 Q. In other words, I juat look to the
18 A.  Give ne just a ninute, please, 80 I 18 bottonm of the page for these columns A through
11 can Just nake sura I'm faniliar vith this. 11 D to eay what they are?

12 Q. Swre. 12 A. Yes, sir.

13 A. {Vitness reviews document.) 13 G. Okay.

14 Okay. The first, it looks lika four 14 A. And each of the columns will tell wou
15 columsns vhich include BIN trans date, required 15 uhat they verified. And If ve had -- in this
18 date and rep I.D. Those are basic 16 case youcll see that we ha! -- there uas an E-1
17 identification so ve know what the key time 17 in column A.

18 frames vers, uhat the customer phone nimber vas 18 Q. Yes.

19 and vho vas the actual one processing. 19 N. E-1 being that that was an excaption
28 Q. Is the transactlon date the date that 28 that vo took. Ii says see B-12.

21 the svitch purportadly occurred or vas 21 Fleld personnal did not resolve

22 purportedly authorized? 22 complalnt within 72-hour tine line. That vas
23 A. I’m not 188 percent stre but I —— I 23 an internal metric that Snuder had that if a
24 don*t knov for sure, but I would say yes. 24 complaint came through that their fleld sales

25 Q. Hov about the required date; is that 25 personnel would have to resolve it within 72
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hours. That's what the E-1 refarenced.

A then going across, the different
tick marke are, again, down hers at the botton
on the right-hand side of that that saya:
Tested with no exceptions, blah, blah, hiah.

Q. All right. Nou, on the page of the
12-2 pages, vhich I take It are aight pages,
beginning at Bates starp 18588 through 185877

A. 195377 Yeah.

4. Axd these are a log of all complaints
for unauthorized svitching on hand al Snuder we
discussad earller. Is that right?

A. Yes.

Q. What vas the tine frane covered by --

A. WHall, Just a second. I want to make
sure that they're all the sane.

Q. Sure.

A.  Yes, it looks like they are all the
SR8,

Q. §hat vas the tine frane covered by
this?

A. I don't know for sure. I can tell
you vhat the report shovs. I don’t ramember
specifically.

Q. All right. 6o ahead and tell me what

i
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1 the report shows? 1 the field up to Snuder headquarters personnal

2 A. Up at the top there’s a narker that 2 for sunmnarization in this report.

3 says: CRC complainte (1/1 through 4/8). $o. 3 Q. This report referring to?

[ ] Q. So would that Indicate to wou that 1 A. 18581 -- I mean, 520.

5 these are the complaints received by Snudar S Q. Allright. Let e see If I

8 about umauthorized switching during that period & inderstand correctly vhat this ia an example

7 January 1 through April Bth of 18887 7 of. These sre three -- there are three 3%

B A. It could be. I mean, those are the B area code numbers listed here. Is that risht?
9 only dates that I ses. I mean. I don*t have 9 A, Yes.

18 anything that tells me ohe vay or the other. 13 Q. And all of them have transaction

11 Q. Okay. And, of course, this doesn’t 11 dates In January, late January of 19967

12  include any of the complaints recsived by GIE 12 A. Yes,

13 about slamning; thees are only the ones 13 Q. Is that right?

14 recelved by Snyder. Is that right? 14 And these are complaints that were
b1 A. I belleve 80, yas. 15 received by Snyder of wmauthorizad suitching.
i I don’t knov if there are duplicates 16 Is that right?

17 or If this I8 an independent log; I Jjust don’t 17 A. That I’a not swre of. I can tell mou
18 renanber specifically. 18 vhat's on here, but I don’t rensnber vhat

19 Q. And If ve vantad to know what 19 specifically this vas used for. It looks like
28 complaints had been received by Snuder, ve 28 this I8 -- wa send this out the door to say
21 could look at the area code of the BINs to see 21 here are your corplaints that go to wour
22 which cnes are Florida, relating to Florida. 22 region, and then it's listed by these peopie p
23 Is that right? 23 here. That’'s my understanding.

24 A. I would sssime 80, yes. 24 Q. Well, by complaints, wouldn't thai be
25 Q. Going forvard in the documents now, 25 a complaint of unauthorized suitching?
— PAGE G2 - PAGE 64
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1 leaving thosa behind, page 185197 1 A. I uould gssume. I don’t know. I

2 A. S5197 I'm sorry. 2 really don’t knou. I just don't remember

3 2. Yes. 3 specifically or not.

4 A. Okay. 4 Q. Uell, vhat other conpiaints did gou
5 Q. This is one of the supporting 5 lock at? Were thera othaers other than

6 workeheets. Is that right? 6 umauthorized svitching?

7 A. Lat ma Just fanlliari2e myself. 7 A. No. I think most of them vera all

8 Q. Please tell ne uhat this page shoua? 8 about switching. I Just don't renanber

-] A. Give me Juat a minute, please. 8 specifically about this one. If I had to

19 Q. Sure. 18 guess, I Yould say that's vhat specifically

11 A. What I believe these to be is the 11  this la. I lust -- it doean’t have much on

12 actual detalled doctments that support the 12 there to give me any indications one vay or the
13 report starting on 588, 18588. Looking at 13 other. I'n sorry.

14 conplaint investigation form sant to GSM and 14 Q. I*m Just trying to imdarstand vhat it
1§ returpad fron GSM with action plan. 15 shous myself.

16 Q. So these are a portlon of the 16 A. But if wou -- on 5189 you Can croes
17 complaints received by Snuder that —- 17 reference Item 14, which is handuritten thers;
i8 A.  Yes. 18 and you can cross reference It to page 168582 by
19 Q. -~ that you looked at as part of the 13 the BIN, billing telephcne number.

28 axdit? 28 Q. And in fact, the 14 means that this
21 A. Ibelleve s0. I’m trying to just 21 is one of the items that vas selectad for

22 find one and cross refarence it. 22 teating?

23 I balisve vhat they are -- I believe 23 A. Correct. Yes.

24 uhat they are is they are asupporting doctments - G. And ve would Find this on page 18489,
25 of the actual action plans that vere sent from 25 vhich shovs, as I understand it, the subpart
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1 portion of the complaints recelved by Snyder 1 document is?

2 abott mauthorized switching that you actually 2 A. Give ne Just a second, please.

3 teeted for? 3 It is a log of escalated complaints
4 A. Correct. And it is on there. 4 sent to Snyder by someone in the GIE Netvork

5 Q. Okay. 5 Services Post Sales Fulfillment Area, Liz

6 A. It*s Just all the supporting 6 Smith. ‘
7 documentation for how ve did the test. 7 Q. So this is a different area, or these
B Q. And Just aa one more exanple on the B are differsnt complaints than the ones ve

9 next page, vhich ls 168528. 8 lookad at earlier? These are complaints

bl ] A, Yes. 16 received by GTE as opposed to Snuder?

11 Q. This lists thres instances of vhere 11 A. Correct, that's my understanding.

12 the transaction date is in February of 1888 and 12 Q. And these are the -- this is a log of
13 it involves aithar the area code 487 or 57 13 escalated conplaints that were used as the test
14 A, Yes. 14 to see whether all escalated corplaints had

15 Q. And thesa are Iinstances vhers there 15 Dbeen recaived by Snuder. Is that right?

18 are complaints of unauthorized svitching that 16 A. Ibslieve there vas —— just give ne a
17 Snuder received. Is that right? 17 second.

18 A. Again, bassd upon vhat I see here, I 18 Looking back through what this -- can
18 think that thst's -— I guess so, yes. In not 19 you repeat the question? I'm sorry. I Just

28 18d percent sura. I'm sOITYV. 28 want to nake sure I'm ansuering the right

21 Q. Hell, agaln, though, let me —- let's 21 question.

22 try to tie this down. Theee are items that uou 2 Q. Is it correct that these are the --
23 tested for, and It°s shoun on page 18439, 23 these are escalated complaints for Snyder that
24 right? 24 vere received at GTE, and they vere used to
a5 A. HWhen we tested ve selected fron the 25 test whether all escalsted complaints had been
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1 log, vhich vas starting at 18588. 1 received by Snyder?

2 Q. Right. 2 A. VYes,

3 A. That log is a log of complaints. 3 Q. Now, these vere received by LizZ

[ @. Conmplaints of unauthorized svitching, 4 Snith's growp. 1Is that right?

§ right? 5 A. Basad on the Information -- that's

8 A Yes. 8 who wa got this fron. I don’t knou hov thay

7 Q. VYes. 7 cama In the door, but Liz Saith vas the keaper
8 A. Yes. And then fron there, these are 8 of this log.

9 the supporting detsil that make up that log. [:] Q. A Liz 8Snith worke for which

18 S0, yes. those would be the supporting logs 18 company?

11 that were sent to the fisld to the general 11 A, At that point in tine, Dy looking at
12 sales managars and that included their action 12 the source information on here, the handwritten
13 plans and vhat they vere going to do with them, 13 note says: We got this from Liz Snith, GTE

14 that would, again, be the follow-up to vhat got 14 Netuork Jervices, Post Sales Fulfillment, LD

15 put into this log. 15 Complaints.

16 Q. Okay. Let me ask wou to turn to page 16 Q. And this, I take it, is not a

17 185337 17 complete list of all complaints; 1t’s only

18 A. 18533. I think that’s in the next 18 those usad for testing?

18 set. 19 A. That, I don’t know. T don’t knov if
-] @. I think it goes for three pages, (f 28 It's a complete listing or not. I doh't Xnow
21 I'nreading it right. 21 |f it vas & shapshot or we took a couple — I
22 MR. WOFFORD: 18533 through what? 22 meah, there's -- the date s cut off —— start
23 MR. BECK: Through 53S. 23 at 2/5/88 and go through 4/7/98. S0 there
24 HY MR. BECX: 24 could be nore before that 2/5/98 date. There
= Q. I'd like to ask you vhat this 25 could be nore after 4/7. I don*t know if ue
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took a semple nid course or vhat ve did. I'm
juet saying this is — I think this 1s what ve
uvsed for testing, ves; but I don’t know If 1’8
a8 complete report.

Q. Let ne ask you to go through and
identify columns with me, If I could. Let’s
take about the tenth one doun, Madine Frezen.
It starta on 2/28 19087

A. Yes.

Q. 2/28/98 refars to vhat?

A. The dste -- it saus date received. I
would assume that’s the date the complaint was
recejved.

Q. And right now ve're discoesing, Just
for the record, Bates stamp 18533; is that
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A. Again, I could spaculate; but I don’t
knouw for aure.

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

A. Yes, I do.

Q. And then the response under there ie
sither N or ¥; is that correct?

A.  Yes.

Q. And here we have a ¥. Is thst right?

A.  VYes.

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

A. That would be a fair asstmption, yes.
Q. Hou uas it deterained on this page
vhethar or not there vas frawd?

n

Q. DNext it says OOF. What does that
stand for?

A. Out of franchlsa.

Q. 4hat does that mean?

A. It neans it is — an in-franchise
cuatomer I8 a customa that is already a GIE
local phone sarvice customar, that ls, in the
GIE franchise area. An out of franchise
custoner would nesn that GIE does not have
local sarvices or 1s not the primary ILEC in
that area. It’'s outside of our region.

Q. What does the next date, Jantary 15,
1868, mean?

A. Date signed.
that the LOA vas eignad.

Q. The LOA stands for Letter of
Authorization?

A. Yes,

Q. Do wou knov vhat the folloving
columns represent?

A.  Not really.
that’s it.

Q. Oksy. Lat me ask you about the -- do
¥ou knou vhat the event column, the Event I.D.
column neans?

T think 1t°s the date
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right? 16 A. I don't know how they nade that
A. Yes. 17 deterninatlon.
Q. And then that's the person’s hane 18 Q. Who would have nade it?
19 that follows that? 19 A. Liz Saith or somebody in her group or
20 A. Yes. 28 vhoever took the investigation.
21 Q. And that person’s telephone number? 21 Q. So these three pages, 18533 through
22 A. Yes. 22 535 came from Liz Snith*s group and already had
23 Q. It says Florida there, for 385 area 23 con there yes or no to the column on fraud?
24 code; doesn’t 1t? 24 A. Yes. This vas prepared by her, and
= A, Yes. 25 us Just tock this document. These vere
— PAGE 78 — PAGE 72

complainte that had already come In the door.
The test that ve were locking to do vas to nake
sure that these got forvarded to Snyder
accurately.

Q. And do you know vhen this documant
vas provided?

A. By Liz Saith?

Q. VYes,

A. Not a specific dats, no: but it was
uithin the audit tine frame.

Q. The last avent listed 1s, for date
received at least, is April 7, 1888. Is that
right?

A, VYes,

Q. And there are marks at the top of the
uork paper on tha first page of 4/14/84. 1Is
that right?

A. VYes.

2. So 1t vould be sonevhers in that time
frane, betwesn the 7th of April and the 14th of
Aril; would it not?

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

Q. Well, it couldn’t ba earlier than
April Tth, could 1t?
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before April 14th, wouldn’t it?

A. I would think that‘*s reasonable.
Because to ba able to Include an iten fron 4/8,
it vould have to ba panarated on that date or
after, and ve would have hag it Defora tha
auditor algnad off on It and put the date of
4/14/08 on there. That would have been -- they
vere done vith that piece of testing.

MR. BECK: Are ve okay? 1 mean, I
knov this is tedious. Do you want to take

a short break?

MR. WOFFORD:
short break.
{A recass vas taken at this time.
BY MR. BECK:

Q. Cen I ask wvou to turn to Bates stamp
page 185367

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

Q. Could you tell me vhat this document
represents?

A. Okay. It's a document prepared by
tha auditor, Susan Morth. It is test results

I°d like to take a
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1 A. Hell, I see a 4/6 In hare. There-s 1 for tracing of non-escalated complaints. sent
2 ona 4/8. Thare's a 4/7. I mean, therse could 2 to -- sent by GTECC to Snmyder.
3 be - 3 Q. So she vas seaing how well Snyder vas
4 Q. ODkay. So it couldn’t be any earlier 4 recelving non-escalated complalnts that GIE was
5 tham April Bth of "98; Is that right? 5 sending to then?
6 A. I would think not, no. B A, Yas.
7 Q. Otherwise, you wouldn’t have an April 7 0. And does this shou that 28 complaints
8 Bth entry? 8 wvas sent by GIE to Snuder on March 18, 18987
9 A. That°s good. 9 A. Yes.
10 Q. But ve also had a date on the first 18 Q. Eight of those 28 did not Involve
11 page of April 14th, 1888, that°s handeritten. 11 unauthorized svitches. Is thet right?
12 Is that right? 12 A. Fron reading the document, yes.
13 A. Yes. 13 Q. uhich neans that 28 of then did
14 Q. That’'s am muditor's mark. Is that 14 lnvolve unauthorized switches. Is that right?
1S  right? 15 A. By doing the math, yes, it looks iike
16 A. Correct. 16 there vere 28.
17 Q. So isn*t it fair to conclude that 17 9. And that*s for one day in March of
18 sonevhare {n the tine frame April B to April 18 1988; is that right?
19 14th, 1888, is vhen this report vas generated? 19 A, Yes.
e A. Yes. 20 Q. And it says 43 percent of the
21 MR. BOFFORD: Bell, are YU asking 21 complaints -- of these complaints uare not
22 uvhen the report uvas genarated or vhen it 22 received on March 18, 1888. Is that right?
23 vas provided to the audit tean? 23 A. Yes. There's a slight -- It saus:
24 BY MR. BECK: 24 Percentage of conplaints no received by Snuder
25 Q. Well, let*s do both. Tt would have 25 on 3/18/98. I would assume that that’s a tupo.
s PAGE 74 e PAGE 76
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to be gensrated on or after April 8th and on or neaning not.

Q. And the purpose of this test vas
sinply to trace one day's vorth of complaints
on hand at GIE and trace to see vhether they
vere in Snyder's leg. Is that right?

A. VYes,

Q. And vhat this found is that 43
parcent of the complaints vers not making their
vay into Snydar*s log. Is that correct?

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

Q. Okay. Let me ask you to turn to
Bates stamped page 185377
Okay .

Do wou recoani2e this?
Yes.

Q. Could wou briefly describe vhat vas
tested as reflected on that Bates stamped page?

A. As I remenber, at the point In tine
that ve vere doing the work, we vere only --
Snyder vas only contracted to do residantial
ordars, not snall business orders. And we had
gotten comumication fron Karen Snith that
there vere sone snall business orders coning
through and they vanted ve to Investigate thenm.

Ll S o
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next Bates stanp as well arnd then vwe’ll discuss
then all.

A. Okay. So on the next tvo pages,
and 548, were the onss you vanted to look at?

Q. Yes, please.

A.  Okay.

Q. And I vant you to describe basjcally
vhat test you did and vhat the event is that
YouU were looking at as part of the ait.

A. Fron reading this and just my general
recollections, vhat happenad in this tine freme
uere ve had bueiness orders coming throush
Snyder that shouldn*t have been. They
shouldn-t have been selling to business
customers.

Looking at the other informaticon In
hare, they seen to think that these customers
vere valk-in custoners and they vers -- they
had business numbers snd stuff like that. And
the cuetoners through additional follow-up. wou
know, vere -- I'R not sure axactly hov they
camna In the door.

Iheir general contention 1s that
thesa customers were., one, they shouldn't have
bean sold by Snyder because thay vere business

HERBRPEPEGEEN GO BREBoomounowne

1 And that's the nature of this document. to i1 customers; and, two, they are indicating

2 research and daternine cause of small Duminess 2 several places that 1t’s slamming.

3 orders taken before signing of contract with 3 Q. There are about 688 orders that vere

4 Snyder. 4 purportedly for bueinesses. Is that correct?

s Q. Let ne ask wou to look at that e-nail S A. According to the meno, yes.

8 that’s on Bates stamped page 18539. [} Q. And on page 18539 it says that: The

7 A. Yes. 7 first 38 contacted all vere slamned. Is that

8 Q. This is an e-nail fron Karen Saith. 8 right? You, being GIE.

9 TIs that right? 9 A. That's vhat the neno says.

18 A. There's several E-nails here. But, 19 Q. And I taske It during that time of

11 yesh, it's fron -- at the top It starts: Fron 11 these 638 business crders, Snyder uasn't even

12 Karen Snith tc MRS Saith, vhich vas Mark R. 12 suppoeed to be selling to businesses?

13 Smith. Tt vas sent from Karen Smith to Mark 13 A. Well, I mean, Just looking back at

14 Smith. 14 some of our documentation, they sold these

15 Q. Then we get doun -- this forvarding 15 customers residential plans on business linea.

16 of e-nails gets doun to one that vas -~ let ma 16 Msaning that you have a B-1 line, a business

17 get to the substance of the forvarded e-mail, 17 line versus an R-1 line uhich is a residantial

18 If va could. 18 line. And certain plans can be sold on an R-1

18 A, Okay. 15 line that caa't ba sold on a B-1 line.

20 Q. There ars roughly 688 business orders 28 Without going back into all the

21 at a time when Snwder uasn't swpposed 1o be 21 detalls of that, I don’t knov that I can

22 doing business ordars; is that right? 22 remember anyway. That, I Knou, vas one of the

23 A. Let ma Just -- 23 distinctions. Because we state that in the

24 Q. Sure. Pleass read that e-mail, If 24 lead mano on Bates stamp 1B537: Were processed

25 you would. In fact, could You also read the 25 with residential plans on bueiness lines. That
— PAGE 78 — PAGE B0

vas the defining point there.

Q. But, in fact, these yere all -- these
vere nostly slams, at least; is that correct?

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

Q. And by slan, that means the
businesses didn*t authorize any of these
changes?

A. Reading further in the e-mail, that’s
definitely vhat the resuvits conclude from this
o-nall.

Q. And you did tests to deternine the
cause of small buainess orders taksn before
signing of contract. Is that right?

A. Let ma glance back through this
agaln.

What this — just reading through
this e-nall, It*s basically documenting what we
knev of this problem is vhat ue arae doing.

It's not really anv individual test that ve're
going through other than Just interviewing
individuals. If you're looking at the scope,
It talks about I.D., uhich is Intarnal audit.
The internal awiit department intervieved
various individuals to explain the cause and
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action plan of the orders processed in the
e-nall. I.D. spoka with the following pecple.
And ve tried to get to the root caves and why
they uere rejected and any result in customer
conplaints and vhat vas basically being done
about this. This vas kind of a follow-up Just
to make sure that sonething we kneu of is
sonebody on the Snyder side, is somsbody on the
G3E side taking care of it.

Q. Okay.

A. I nmean, If you can read on -- |f you
read on through the mame. you see baslcally it
says, the bottom of that page: Basad on
conversations vith GIE and Snyder personnsl the
exact cauee of this problem is unknown and 18
likely a combination of both customer and rep
17 frad. A trexd analysie oo thesa orders vas
18 completed by Snuder vhich did not find any
19 significant trends by rep I.D. or locatlion to
28 pinpoint the problen.

21 4. There’s one other e-nail on Bates
22
23
29
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starped 18541 through 185427

A. Yes.
Q. And this sinply describes the results
25 of the 3@ test calls made vith respect to that

81
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793 is the first page. 784 is a
blank page. Do you vant to keep It in

thare?
BY MR. BECK:

Q. Yeah.

A. Okey. Give me Just a second to
faniliarlze myself.

Q. Sure.

A, Okay.

Q. What.I*d like for you to do I8
describe what the chart shows on page 187857

A. Hell, the table provides detailed
infornat ion regarding paynents that GIE has
nade to Snyder for the months of January
through March of *98.

Q. Snuder gets pald only vhen GIE
accepts one of Its sales; is that right?

A. According to the mamo, yes. Yes.

Q. And this shows that during the period
of January throush March of 1898, 48.44 percent
of the sales Snuder sent to GIE were not
accepted. Is that rignt?

A. Yes.

Q. ' Could you gensrally describe what the
canse is of GIE not accepting a sale sant fron

—
—. PAGE 82

problen with the business versus residential.
Is that right?

A.  Yes.

Q. There are a number of Florida
custoners liested thare In tha group; are there
not?

A. I see a couple, yes. Thers are
several in hare that have the Florida State
code, FL, listed on then.

4. And they all say slan or likely slan,
do they not, for Florida at leset?

A.  All the cnes listed with the Florida
Stato code have likely slan listed next to
then.

Q. Okay. Let’s mova on. Lat me ask you
to turn to Bates stamped page 18785. I'd like
to ask you about the table that's in the middle
of that page and aek you to describe vhat 1t
naans?

A. Can I get 187047 It should be the
firet page of that narrative.

MR. WOFFCRD: 1It's blank.
THE SIINESS: I'm Just looking at the

— there’s a Marrative B-2, page 2 of 6 s

vhat’s —
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Snuder to GTHE?

A. Gepsrally, thare could be numerous
reasons for vhy a sale would be rejected. You
could have nissing customer information. A big
one would be, like, ths billing telephone
nimber would be urong. IF you niss one digit,
if a four looks like a nine, or vice versa,
that could throw off your procesaing hecause
It's vary -- billing telephons number ls the
big key fleld the eysten vould sc off of. If
the name and address don’t natch up vith the
billing telephons number, 1f different key
flelds vere off. If you left off -- you could
leave off somnething of what carrier code should
be proceased with this. If you were switching
fron ALY to GfE, you know, 1f you left off the
GIE PIC code, You know, You wouldn't know vhich
-- fron a systen standpoint. you wouldn't Know
vhich one to change it to. A simplistic
exanple.

Q. So if an order comas In and has any
one of thoes problema, it won*t be accepted by
GIE. Is that right?

A. Anong other things, wes.

0. Don"t they get fixsd and resubnitted?
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1 A. There are places vhere orders vill be 1 You said 188867

2 rocycled. They will be kicked back to Snuder 2 MR. WOFFORD: 8B6.

3 or vhoever orlginatad the order and say ue 3 THE WITMESS: 8867

4 don’'t have enough Information to process this 4 BY MR. BECK:

S order. Thare could alsa be other holdups, 5 @. It’'s one of then.

€ eystenatic or othervise that could be (] And is this your sudit program for
7 contributing to that number as well. 7 the mystery, for looking at the nustery

8 Q. Is this number of 48.44 the — the 8 shoppers?

9 48.44 percent wnacceptable rate, is that the ] A Yes.

18 net nunber? In other words, that's the nunber 18 Q. And vhat you did as part of this

11 that dou’t get fixad and are Just never 11 audit 1s you actually appeared at the fleld,
12 accepted? 12 the sales events that Snyder vas attending and
13 A. It doesn’t really say. I wouldn't 13 you reported back vhat you sau, basically. Is
14 knov for aure. I mean, to say that they’ve 14 that right, what happened?

15 never been fixed or vould not be fixed, I don’t 15 A. Rlght. The mustery shops were

16 knov if they would get recyclad back throush or 18 Intendad Just to get us Faniliar with what vas
17  not. 17 happening at field events.

18 4. On puge 188837 18 Q. And I*ll Just skip arcund a little
19 A. Let me get thers. 19 Dbit. Let me ask you about the docunents 18833
28 0. Okay. 28 through 18886.

21 A, Okay. 21 A, Okay. I°n looking at 894.

22 Q. These are just othar charts shoving 2 Q. Okay. 18883 through B96.

the same infornation; are they not? 23 A. Okay.

24 A. It looke like a summary of the 24 Q. Please describe your guidslines for
25 activity. 25 the nystery shoppar Inspection, If wou would

— PAGE U8 — PAGE B8

1 Q. A it shous — at ons place It 1 call it that. Is that right?

2 describes them as GIE rejects of Snuder orders. 2 A. - Yes.

3 Is that right, one of the charts? 3 @. Or the nystery shopper guidelines?
4 A. Yes. ] A. Yes.

5 @. Does this help you in being able to 5 Q. And on page. the third page of those,
8 answer vhether this is tha amount that are 6 which is 18885, there's a mystery shopper

7 bnever, nevar accepted o not, 1f you know? 7 checklist explanation. Is that rigm?

8 A. ot Just by looking at it, no. I 8 A Yes.

9 nean, because it -- I°m Just looking at it, and ) Q. And the first part is Inage and

18 1t doesn’t say 1If these aver get reprocessed or 19 Appearance. Is that right?

11 not. I nmean, if -- for example, the January 11 A. Yes.

12  nimber of 2,789 reiects of those, did they get 12 Q. The firet one is that: TIhe Snyder
13 recycled or Is that 2888 nunber incorporated 13 sales aasociates should identify themselves as
14 into tha February number? I don’t know, you 14 apents of GIE or representatives of GIE. Is
15 know. Are there duplicates thers and is it 15 thet correct?

18 Just a billing total or vhat, or is this a 18 A. Yes, that's vhat it saus.

17 continuation of old orders dropping off and nev 17 Q. And s0 one of the things you're

18 numbers coming on? I don’*t knov. 18  looking for is to make sure the Snuder people
19 Q. Okay. Let me ewitch topics a little 19 represant thamselves as QIF and not as Snudar
28 Dbit and aek you about the mystery shopper 28 erplovess?

21 review. 21 A. That Is one of the things ue vere
22 A. Uhare? 22 looking for.

23 Q. Let’s start at page 18866. 23 Q. And In fact, it specifically states
24 A. Idon’t think I have it. I stop at 24 they should not be identifying themselves as
25 849, 25 Snyder employees. Is that right?
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1 A. Right. 1 on, and then he had kind of like a light
2 Q. And the seconi thing says: The sales 2 uindbreaker 1s vhat I remember. But I have
3 rep should be vearing a name tag vith a GIE 4 written down GIE logo shirt with Jacket cover.
4 name and/or logo. Is that right? q Q. Okay. And anyhov, this page snd —-
5 A. Yes, 1t is. 5 is It a tuo-page report of wour inspection of

] @. S50 that’'s another thing wou vould 6 this person?

7 look for as a ngstery shopper? 7 A. Yeah, I beiieve the checkliats vere

B A. Right. 8 all of two pages.

) @. And the third thing says: The sales 9 Q. So it*s pages 18888 and 18881 for
18 rep should be vearing Docker style pants with a 19 youwr inspection of this person in Chicago. Is
11 GIE logo shirt or & plain white and blue shirt 11  that right?

12 that should be appropriate for the event. Is 12 A. VYes.

13  that right? 13 Q. As part of your audit, other people
14 A. Yes, it does. 14 did these in Florida ss well; did they not?
15 Q. Ckay. And that°s another thing that 15 A. Yes, they did.

18 you looked for in yolx* mystery shopper 16 Q. And on 18882, we have ono In Miani.
17 inspection. Is that right? 17 Is that right?

18 A. Ganerally speaking, Yes. Those are 18 A.  Yes.

19 Just some general guldelines that we had. 19 Q. And in that case your aoditor
28 a Let me ask you 10 turn to page 18888. 28 deterninad that the representative — or the
21 A It°s right before this. 21 Snydar enployee vas jdentifying themselves as a
22 Q. Sorrv. 22 representative of GIE Long Distance. Is that
23 A.  Okmy. @3 right?

24 Q. Do you recognize page 188897 24 A. They circled ves.
25 A. Bive ne Just a secord to get -} Q. Okav. And they vere wearing a nane
—— PAGE B0 — PAGE 82
82 82

1 organized a little bit. 1 tag with a GIE name on it. Is that carraect?
2 Q. Sure. Sure. 2 A. They circled ves agaln to that
3 A. Yes, 3 question.

4 Q. You prepared this document; did you [ Q. So vas your ansuer yes to ny
5 not? 5 cquestion?

8 A. Yes. [ A, Yes.

7 Q. And this vas a mystery shopper 7 Q. And on page 18888, ve have another
B8 inspection In Chicago? 8 nyatery shopper In Miaml. Is that right?

) A. Yes. [ A. Yes.

18 Q. Did wou go to Chicago Just for this 18 Q. And again, during this inspection,
11  purpose? 11 they found that the representative identlfied
12 A. Yes, I did. 12 themselves as represantatives of GIE Long

13 Q. A you -- one of the things is wou 13 Distance and they vere vearing a tag with
14 looked to sae whether the reprssentatives vere 14 a GIE name on it. 1Is that correct?

1S identifying themselves as a representative of 15 A. That's houv they indicated on this

18 G&IE Long Distance, and wou ansvered yes. Is 18 sheet, yes.

17 that right? 17 Q. Let mo ask you about Bates stamped
18 A.  VYes. I did. 18 page 18912 through 18828,

18 Q. And In fact, that’s uhat happened? I 18 A. 819, you said?

28 mean, you went and looked and sav that thew 28 Q. Yes, 918 through 28.

21 represented themselves as BTE? 21 A. Ckay.

22 A. I vent b and talked to this 2 Q. Is this more backup to your audit

23 gentleman. 23 concerning the nustery shoppers?

24 Q. And he had a BTE logo on his shirt? 24 A. I balleve vhat ve're locking at here
25 A. I believe ha had a jacket — a shirt 25 Is ve're looking at mystery shops performed by
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another company. I think it vas Wells Fargo,
but I would have to oo back and look.

Q. Oh, okay. They had dons some mustery
shopping for Snydar themeelves; had they not?

A, Yes.

Q. And you vere reviewing the results of
Walls Fargo’s myetary shobper events?

A. Whoaver vae doing It. I think it vas
Wells Fargo. I would have to go back and
double check. But somebody was doing -- an
outside company vas doing mystery shops; that's
vhere we got kind of the idaa to do It
ourselves, They were doing it In different
places. The particular document you referenced
I believe vas in Florida.

And vhat ve vere looking at them for
yas to gat an ldea of vhat vas going on, vhat
other pecple vers saeing, what the other
conpany vas eseing. It vas Just general
infornation nors for our tnderstanding, again,
21  reviewing vhat would have already bheen done.

2 Q. This document Indicates that during
23 this inspection In Homestead, Florida, the
24 Snuder employee vas vearing a nane tag vwith a
25 GIE name. Is that right?
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Q. And thsir training nanual says that
they rust vear clean and appropriate GIE salee
agssociate shirt; does 1t not?

A.  Yes.

Q. And they must alvays wear a visible
GTE I.D. badge. Is that right?

A. Yes.

Q. And those are two things that you
checkad on your nyastery shopper analysis that
you did es part of your adit. Is that right?

A. Yes. ve did.

Q. A vera vou trying to see vhether
they vare doing the things that their tralning
ranval saye they're supposed to do?

A. One of the tests, ves.

Q. And this is confirned on Bates
stanpad page 178457

Do you have that one? It°’s coming.

A. In process.

Q. 1Is this again fron the training
ranual of — I’n sorry.

A. Based on the footer, It appears so.
It appears to be fron the sane manual.

Q. This Is the Snyder training manual?

A. The training and perforpance

— PAGE 84

A. ¥hich nimber again?

Q. 18919.

A. HRepressntative vearing nane tag vith
coppany name. Yes.

Q. DBy conpany name, it means GIE; does
it not?

A. I believe so, yes.

Q. All right. Leat's change topics a

bit.

A.  Ne ve done vith the nustery shopper
stufr?

Q. #ell, thoss documents.

A, Okay.

Q. And the next document I'm going to
ask you about io Bates stamped 17818.

A. 178197

4. Yes. Do wou recognize that?

A. I°'ve seen it before, yes. I
genarally recognize it.

G. Is this ona of the documents You
revieved as part of your adit?

A. I know we looked at their training
nanvals, and that's where this looks like this
comas from. Like I sald, it does look
fanilliar.
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developnent manual, yes.

Q. And again, this says the nuystery
shopper evaliates vhether the Snuder employees
are vearing an I.D. name tag. It doesn't say
It, hut I assume it means with GIE name tag
end also vearing GIE approved attire. 1Is that
right?

A.  Yes.

Snyder Direct Services, Inc.,
Consuner Fleld Markets, Iraining and
Perfornance Development.

4. Let me ask you to turn to page
18258.

A. Idon't have that one. What was the
number again?

Q. 18259, You should.

A. The first one I have is 258. 275.

@. You can look at nine. I1f you lLike.

¥R. WOFFORD: These nust have gotten
out of order.

THE WITMESS: Well. ve've got several
pulis fron different places; but I don’t

888 it generally In here.

BY MR. BECK:
Q. Let me Just ask yoU to look at Bates
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1 stamped 18258 and ask you i you recognize it? 1 Q. And there are four people this was
2 A. I do. 2 sent to. Could you identify each of those Four
3 Q. What is it? 3 people and vhat their positions vere with the
] MR. WOFFORD: Here, I've got It. 4 company?

5 THE WITNESS: Ii’e a preliminary 5 A. I'll do vhat I can. G. Allen, I do
] scope that the Internal andit departnent 6 not know. J. Bilney vould be Jody Bilney;

7 and I put together vhen we vere doing our 7 she was in the sales area.

8 original planning for tha sudit. B Q. Of GIECC?

8 BY MR. BECK: 9 A. Of GTBCC.

18 Q. Okay. 18 Q. Okay.

11 A,  Thank wou. 11 A. Ted Gilmora vhich vas -- he vas for.
12 Q. This just describes prelininerily 12 sgain, he vas In the sales area but he vas In
13 uvhat your axdit ves designed to accomplish. Is 13 — I believe he vas ihe head of Snyder on tha
14 that fair to ssy, or not? 14 GYECC side. I think he was VP/GM vas his
15 A. When wa had our initial discueslons 15 title.
16 wvith the key plagers. which would have been the 16 Q. VP uvould ba vice—presidant and
17 people I've already named, Karen Snith, George 17 general nanager?
18 Wieskopf, Ted Gilmore, vhat did ve want the 18 A. Yesh. I’ve got it listed someplace
19 audit to accomplish. Thesa vere a brain duryp 19 In ons of these other documents. In the
22 of activities that ve vould vant to take a look 28 planning nemo I know there vas a listing of
21 at uhen ve vere there. 21 uhat his exact title vas. I could find it If
22 Q. Let ne ask You to turn to page 18282 22 you'd like.
23 and 182683. Aak you If You recogni2e that 23 Q. Well, it*s not necesaary right now.
24 document? 24 \Who's the last perscn —
25 A. I do. ) A.- Ted —-

—.. PAGE 98 — PAGE 128

1 Q. Could wou describe what It is? 1 Q. Oh, I'nsorry. Go ahead, than.

2 A. It is a letter from Chris Ouans, vho 2 A. Yed Gilnore VP/GM, LD Division,

3 is the president of GIECC Constmer Markets to 3 Snyder llalson vas vhat ve had hin as the

4 four Individuals at GTECC related to business 4 title.

§ sthics/conpliance. 5 Q. Okay. And LD Divisicn is Long

g 4. Let me first ask wou about Chris 6 Distance?

7 Ouens vho vas then president of consumer 7 A. Yes.

€ narksts. What does that encompass, consunmer B Q. And he vas one of the people in

8 nmarkets? 9 charga of llaison vith Snyder?

18 A. At this point in time consumer -- 12 A. Yes, that’s hov ve had hin listed.
11 GIECC vas broken up into a couple difFferent 11 Q. Okay. And vho's J. Havens?

12 units, and one of them vas consumer markets. 12 A. John Havens, again, I think he’s in
13 wvhich vas prinarily residential sales. 13 the sales organtzation. I doubt know his axact
14 Consumar mariets vera cloeely smssigned with i4 title, but I recognize the name.

15 small busineeses and residential lines. 15 Q. Why Ia this letier in wour — first
16 Q. Is this only GIBCC? He’s the 16 of all, is this ietter in part of your audit
17 preeident of consumar markets for GIECC? 17 vork papersa?

18 A. Yes, I bolieve eo. That vas -~ it’s 18 A. Yes, 1t vas.

19 on the GIECC letierhead, and that's vhat my 19 Q. Why ls it there?

28 recollection is. 28 A. It vas planning materials to give us
21 Q. And that inclwies Long Distance, does 21 an understanding of vhat the environment vas
22 it oot, for that sagment? 22 like, give us an understanding of the

23 A. I don’t know hov LD, Long Distance, 23 regulatory concerns related to thesa issves
24 rolled up underneath this at this point In 24 related to Snyder.

25 tine, March 18, 1988. 25 Q. You see there some handuritten notes
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1 on the right alde of page 182827 i Q. Where does this document stop, at

2 A. 1Ido. 2 vhat Bates stamped page?

3 Q. Could you read them? 3 A. I*11 Just have to eee |f they have

4 A.  I'li give it my best shot. It 4 an index up at the front. I show on 20988 that
5 starts off, saus: Copy to: Thers’s some 5 1t has 14 itens listed on the table of

8 scratching that looks like a TKE slash. I'n 8 contents, and that would take us all the way up
7 not sure, it could be @ Steve or something. I'm 7 to 20958, vhich would be the end, which would
8 not sure. 8 be the last ond tab I8 vhat It looks like. %0
9 Q. Do vou know vhat the IKE would stand 8 I uould assume that that would probably be, If
® for? 1# the numbers are concurrent, that it would ba --
11 A. Mo, I don't. 11 I think that would be the end point.

12 Q. Can you read the rest of the 12 Q. Okay. ALl right. And this Is part
13 handvritten notes? 13 of your awxilt backup becauss it'e scmething wou
14 A. See note somsthing. I don't know t4d used as part of the audit or at least reviewed?
1§ what that word ie. e nead to look at. And 15 A. It is. When ve're originally doing
16 then I con’t nake out what the rest of this 16 the planning for the audit, you know, one of
17 says. I really can’t nake it out. 17 the things veo alvays request is ve ask for

18 MA. BECK: At the end of this I'n 18 policies and procedures of what are you

18 going to ssk fur a legible copy of this 19 supposed to be doing. And this is, for Snyder,
28 vith the note so I can read It. 20 one of the backup materials that ve obtained.
21 MR. WOFFORD: I can't read it either. 21 Q. Let me ask you bout Bates stanped
22 I'n not sure. 22 puage 289147

23 THE WITMESS: I don’t knou if us have 23 A, Yes,
24 one. This yas -- I remanber, fron the 24 Q. This page covers their policy with
25 work papers that this 18 a copy of a copy. 25 respact to represantation, is that right, their

— PMGE 182 —— PAGE 184
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1 I don°t knou if anybody still has the 1 representation policy?

2 original. I don't know. I just knov why 2 A. That-°s vhat it sauys on the top, yes.
3 it vas In here vas because of the -- the 3 Q. What I'd like to ssk spaciflcally

4 subject matter uas related to Snyder and 4 about 18 under the operating process on that

5 telenarketers as a vhole, again, setting 5 Dpage, there’s a bullet, seventh bullet undar

[ uve wp for vwhat the anvironment uas like 6 Snydar's responsibility. It says: Enforce a
7 for planning infornation for us. 7 dress code that inclixies usage of GIE branding.
B BY MR. BECX: 8 And then it liste a serles of ltems. And I vas
L) Q. Nov, Mr. Owens vho vas the author of 8 vondering 1f you could discuss the type of

18 this letter, vas he provided the results of 16 Dbranding that Snyder used that's shown there
11  your axdit? 11 that would shou GTE?

12 A. T don°t remenber specifically. 12 A. I doh't knov the specifics. T could
13 Q. Okay. 13 teil you vhen I did the nystery shop and vhen
14 A. He could have had knouledge of it, 14 we saw different articles around the Snuder

15 but I don*t know. 15 offices.

16 Q. All right. Let me ask You to turn to 16 Q. Okay. Pleasa do?

17 the document that starts at page 28507. 17 A. Thew used the small GIE bug, which Is
1B A. I know I don-t have that one. 18 -- it*s Just the logo.

18 Q. And it’s entitled Snuder 19 Q. Hhat bug?

28 Commmications, Inc., &TE Policies and 28 A. Let me usa this for a sacond.

21 Procedures Manual. Do wou recogni2e the 21 MR. BWOFFORD: No, I don°t think he
22 document that begins at page 299877 2 wants you to draw.

23 A. Generally, yes. I know that we had 23 THE WITNESS: O0Oh. I'R sorry.

24 @& couple of Snyder manuals in our uork papers 24 BY MR. BECK:

25 that ve used a8 reference naterial. 25 Q. Just describe it. There’s a bug
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Q. Hou aboat shirts or advertiisemants,
did they have a GTH logo that you’ve seen?

A. I did sae some promotional materials
that, again, had the snall 8IE logo on then.

Q. Any other items listed here vhere You
recall seeing &IE logos?

A. The sales booths, Item J. They also
had -- they vould have hanners that would
list, you knov, have the GIE logo on there and
say GIE Long Distance., something Like that,
vhen thay would sat wp their booths.

MR. BECK: Okay. That’s it. Thank
yYou very much.

Do you have any?

MR. FORDHAM: No questions.

MR. BOFFORD: @ive me Jjust about five

Rinutes, and I nay have a fev questions.

MR. BECK: Okay. G0 right ahead.
(A recess vas taken at this tinma.)
MR. UOFFORD: Back on the record.
EXAMIMAY IDN
BY MR. WOFFORD:

Q. MNr. Weaver, I have a fav questions.
I vant to try and clarify sons of your earlier
test imony.

REBRERBRBGSESBGBEEDBDREEBEoowvoms wmn

1 that’s the logo? 1 Can you look at the document that
2 A. Ti’s our logo. It's a little 2 that’'s bean labeled 18535, pleasae?

3 circular, oval pictire that hns GIE written on 3 A. VYes,

4 It. TIt*s blue and vhite. That’s Just what 4 Q. The first line of that document

5 they call It, the 8IE bug. I'm 8OrTy. 5 underneath the heading talks zbout the number

8 0. 6o ahead. § of complaints on hand at GIECC sent to Snyder

7 A. SOrTYy. When we saw that, it uas the 7 on March 1B, 1998, doesn’t It?

8 standard 8IE logo that we had on there. It vas 8 A. Yes.

8 either blue or vhite vas the standard colors. 9 Q. Doas that document say anything about
19 Q. And where vould Snuder use that? 18  the number of conplaints received by 6TECC on
11 A. On the I.D. badge that I remember, I 11  any partigular dey?

12 believe that there was a snall logo on that 12 A. Ti's smbiguous. It does not say that
13 badge. Theu had soma pronotional materials 13 specifically.
14 also that had the GTE logo on It as uell. 14 Q. Do you see anvthing on here that
15 Q. Did the shirt Snudsr enployess usar 1§ (ndicates to you affirmatively that any number
16 have the GIE logo on then? 18 of complaints vere received by GTECC on a
17 A. the one that I remanber froa the 17 particular dey?
18 nystery shop, yes. 1B A. It says it vas sent to Snuder on
19 Q. In fact, their policy says that. 19 3/18/98. It doesn’t show hov many, |f that vas
20 That's tha first one listed under GIE branding 20 from previous days or not. It Just shovs that
21 shirts. Is that right? 21 they sent 28 documents -- or 28 complaints,
2 A. Yes. 22 I'msory.
23 Q. Hou sbout caps, have you aver seen 23 Q. And there’s a little asteriek naxt to
24 Snyder pecple vear a cap With a 6TE logo? 24 that legend, right?
25 A Jo. - A, Yes,

___ PAGE 106 — PAGE 188

Q. And the descriptlon of the number of
documents sant to Snkier on a particular day is
furthar axplained as a dag’s vorth of
conplaints, right?

A. - For testing purposes, coama, a day’s
vorth of complaints on hand at GIE (28 on 3/28)
vas traced to Snyder:s log.

Q. And that language you've Just read
refers to the number of compleints sent to
Snyder on a particular day, right?

A. Agalh, I1°s -- they sent 2B, ad it
says it vas a day’s worth of conplaints on
hand, but it doesn°t say if It vas fron
pravious days other than 3/18/98.

MR. WOFFORD: All right. 7YThat’s all

I"ve got.
MR. BECK: Let me follow up on that.
ES(AMINAT TON
BY MR. BECK:

4. You're saving that you would
interpret a day’s uorth of complaints as
possibly including more than one day’s vorth?

A, I don't know If theu batched
corplaints and then sent then on a dailly,
weekly. monthly basis to Snyder. I don'*t know
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Purstant to Rule 38(7){e) of the Federal
Rules of Civil Procedire and/of Georgia Code
Annotated BlA-138(B) (6) e, any changes in forn
or substance ulich you dasire to nake to your
deposition testimony shall be entered upon the
depceition vith a statansnt of the reasons
given for making than.

To aseist you in making any auch
corrections, pleass use the forn balow. If
supplenental or additional pages are necessary,
please furnish sane and attach thes to this
errata sheet.

I, the undersignad, UAYME WEAVER, do
hereby certify that I have read the foregoing
deposition, and that to the best of my
knovledge, said dapoaition Is true and accurate
tuith the exception of the folloving
corrections listed below}.

Page___Line____should read:
Reason for change:
Page___Line____should read:
Reason for change:

CERTIFICATIE

STATE OF GEORGIA:
COUNTY OF FULTON:

I hereby certify that tha foregoing
feposition vas reported, as stated in the
caption, and that the questions and the
ansuers thereto vere reduced to the
written page under my direction, that the
preceding pages represent a true and
correct transcript of the testimony given
by said vitness.

I further certify that I an not of
Kitn or counsel to the parties in the casa,
an not in the regular employ of counsel
for any of said partles, nor an T in any
vay financially Interested in the result
of sald case.

Dated this day of.

REXBRPEGSENPRESEREBEon oo swmm

DEBORAH L. SWILLEY, CCR-B-2174.

109 111
1 if this vas all fron 3/18 or If it Included 1 Page__ line___ should read:
2 3/9, 38, 37, other dates. 2 Reason for change:
3 Q. Well, if wou vere saiding a veek's 3 Page___Line___ should read:
4 vorth of complaints, would you call then a 4 Reason for change:
5 day’s worth? 5 Page__ Line___ should read:
-] A. Idon°t -- egain it’s -- It saus a 6 Reascn for change:
7 day's varth of complaints ob hand. MNov, does 7 Page___Line___should read:
g that mean it’s -- on hand is, I guess, tha 8 Reasoh for change:
8 pleca that’s a little puzzling. It doesn't 8 Page___ Line____should read:
18 clarify specifically. 18 Reason for change:
11 MR. BECK: All right. That-s all. 11 Page___Line___ should read:
12 MA. WOFFORD: That’s all I've got. 12 Reason for change:
13 He vants to read. And ve'd like to 13 Page__ line_. _ should read:
14 designate the testimony as confidential. 14 Reason for change:
15 {Thersipon, the deposition vas 15 Page___Line___should read:
i8 adjourned at 1:35 p.n.} 18 Reason for change:
17 17 Page__ Line___ should read:
18 18 Reason for change:
18 19
20 28
21 21 Signature
22 22
23 23 , Notary Public.
24 24 This day of . 2008,
-] 25 My Commission Expiree:
— PAGE 118 — PAGE 112
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