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P: 614-223-3302 
F: 614.223,5955 
mf1842@att.com 

Renee Jenkins 
Public Utilities Commission of Ohio 
180 East Broad St. 
Columbus, Ohio 43215 

July 17, 2008 

Re: Case Nos. 00-1265-TP-ORD 
05-1102-TP-ORD 

Dear Ms. Jenkins: 

Enclosed is an affidavit of Ms, Cathy Pleines which should be filed in the above-
referenced cases. This affidavit is a supplement to AT&T Ohio's Request for Waiver of 
MTSS Rule 10(B) filed on May 28, 2008. Both a redacted public version and a 
confidential version are being filed in these cases. In addition, a Motion for a Protective 
Order is also being filed this same date. 

Please contact me if you have any questions. 

Very truly yours, 

cc: parties of record 
^ ^ 
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BEFORE 
THE PUBLIC UTILITIES COMMISSION OF OHIO 

In the Matter of the Amendment of the ) 
Minimum Telephone Service Standards as ) Case No. 00-1265-TP-ORD 
Set Forth in Chapter 4901:1-5 of the Ohio ) Case No. 05-1102-TP-ORD 
Administrative Code. ) 

State of Connecticut ) 
) 
) ss. 
) 

County of New Haven ) 

AFFIDAVIT OF CATHY PLEINES 

Cathy Pleines, being first duly cautioned and sworn, deposes and says as 
follows: 

1. I am famihar with the Commission's, May 14 and July 9, 2008 Entries in Case 
Nos. 00- 1265-TP-COI and 05-1102-TP-ORD, In the Matter of the 
Commission's Review of the Minimum Telephone Service Standards as Set 
Forth in Chapter 4901:1-5 of the Ohio Administrative Code, wherein the 
Commission, in part, further defined Rule 10(B), the Service Termination 
Rule. Specifically, I am familiar with the Commission's directive that all 
residential and small business access lines are to be considered as "deniable" 
for service termination purposes and any other non-access line regulated 
services will need to be treated as "non-deniable" for disconnection purposes. 
I hereby provide this affidavit in support of AT&T's Request for Waiver of 
Rule 10(B) filed on May 28, 2008. 

2. I am a Senior Business Manager in the Information Technology ("IT") 
organization of AT&T Services, Inc. In this role I serve as a liaison between 
the AT&T State and Federal regulatory groups and the IT development teams. 
I have worked in various capacities for AT&T and its predecessors for 38 



years, the last 8 of which have been in IT. I have experience as a Business 
Requirements Manager where I was responsible for developing requirements 
for the ordering and billing systems for a variety of projects. I also have 
experience in Project Management, where I was responsible for managing 
projects involving our billing and customer care systems and processes, 
including business requirement development oversight and implementation. I 
have knowledge of the processes and costs associated with implementing 
changes to AT&T's computer systems. 

3. I have been identified as an AT&T employee that understands the changes 
that would need to be made to AT&T's billing system in order to comply with 
the Commission's mandate. I understand that a billing system change must go 
through a costing phase, an evaluation phase, a design phase, actual 
programming, testing, and final release. This amounts to a significant amount 
of time, usually 12-18 months. Typically, programming work does not start, 
nor is it even scheduled, until it is known that the work effort will not be 
canceled or modified. Prudent use of resources does not allow for constant 
changes in programming work that is underway. 

4. AT&T's IT group has a development and testing process that is similar to 
processes used throughout IT organizations (including IT organizations in the 
telecommunications industry) for managing and implementing IT changes. 
The process AT&T uses for making changes in its systems is called the 
Software Development Life Cycle ("SDLC"). This is a well-defined process 
used for IT projects, which has been designed to assure the efficient, accurate 
and dependable implementation of changes to AT&T's systems. A systematic 
approach to development and testing is necessary for maintaining both 
efficiency and quality of the large volume of complex system changes 
implemented each year. Although changes are requested throughout the year, 
with respect to complex changes such as those mandated in this case, AT&T 
groups the changes together into periodic major "releases," which occur 
approximately three times a year. Bypassing the standard development 
processes or reducing development and test intervals can compromise the 
quality of the software release. AT&T believes this process is essential in 
order to maintain the overall integrity of system changes, which ultimately is 
in the interest of consumers who are impacted directly and indirectly when 
these systems do not work properly. 

5. The SDLC process involves four phases: (1) Consultation and Assessment 
("C&A"); (2) Definition and Funding ("D&F"); (3) Development and Testing 
("D&T"); and (4) Deployment. Each phase contains multiple steps or 
milestones. Ten of the most significant milestones would be: (1) the Work 
Request; (2) Resource Commitment for Definition and Funding; (3) Baselined 
Business Requirements; (4) Baselined Technical Requirements; (5) Baselined 



High Level Design; (6) Project Release Commitment; (7) Baselined Detail 
Design; (8) Software Project Approved for System Test; (9) System Test 
Complete; and (10) Software Deployed. A more detailed description of each 
of these milestones is provided as follows: 

A. Consultation and Assessment. During the Consultation and Assessment 
phase, the following milestones are completed: the Work Request; and the 
Resource Commitment for Design and Funding. 

• The Work Request: The Work Request includes a project description, 
identifies the regions impacted, indicates the kind of work, and notes 
any special testing requirements. Dtiring this phase of the SDLC 
process, a Project Manager is assigned who will coordinate all of the 
impacted groups to discuss the potential changes. Each work group 
will take action items to assess the impact of the project on their group. 
Thereafter, the work groups will coordinate to create a high level 
estimate of the amount of the work involved. The Work Request 
ensures that the outcome of the IT project matches the scope of the 
project. 

• The Resource Commitment for Definition and Funding: During 
this phase of the SDLC process, the IT organization determines if the 
initiative has the necessary priority and resources from the impacted 
work groups to design the project and to proceed to the next phase of 
the SDLC process. 

B. Definition and Funding: During the Definhion and Funding Phase, the 
following milestones are completed: 

• Baselined Business Requirements. During this part of the SDLC 
process, all work groups are coordinated to ensure that each area of the 
business understands the scope of the project and has an opportunity to 
analyze any impacts to their organization and/or products. If an 
unexpected impact is identified, plans must be made either to eliminate 
it or work around it. Baselined Technical Requirements. During this 
phase of the SDLC process AT&T defines the technical functionality 
that must exist to satisfy the Business Requirements, including what 
the software must do, and must identify any operational constraints. 
Each of the impacted groups provide input toward the goal of further 
explaining the scope of the project. Baselined High Level Design. 
This step identifies and describes the new, modified, and/or deleted 
components needed to support the Business Requirements. It will 
identify each impacted functional area and describe the impacts to data 
models, functionality changes, and/or file layouts that affect multiple 
system applications. Project Release Commitment. In this step the 
project is reviewed to ensure that there is no contradiction with other 
projects in the targeted release. A firm release date is established. 



C. Development and Testing. 
• Baselined Detail Design. During this phase of the SDLC process, 

the IT organization uses the High Level Design to determine which 
components will require a Detailed Design. Specifically, the 
designers will take the High Level Design and create a step-by-step 
process so that each application developer is working towards the 
same goal, even though the application developers work 
independently. The result will demonstrate the processing logic, 
data stmctures, data definitions, modules and sub-processes in 
sufficient detail so that each application developer can develop the 
code. 

• Software Project Approved for System Test. During this phase 
of the SDLC process, the software is modified and/or created, 
using existing code, as appropriate. Once the coding and/or new 
system applications are complete, they are approved for testing. 
Most software is developed in modules, which are simply units of 
code. The application developers must continually coordinate with 
all development groups, as well as the design leads, to ensure 
compliance with the Detailed Design. 

• System Test Complete. System testing consists of many steps and 
frequently results in further code modifications. The IT 
organization develops a test plan, and testing begins with a test 
unit. During this step, the IT organization is testing the new code 
within the containing module. The IT organization then conducts 
integration tests, system tests, performance tests, and end-to-end 
tests. These tests ensure that there is no negative impact to the 
system (including memory or data storage concerns). Central 
Processing Unit efficiency, or other products or services. 

• Software Deployed. After all testing is completed, the new code is 
prepared for production release. This includes coordination 
between the software developers and the regional data centers. 
During this phase of the SDLC process, the new code is installed 
and validated. 

6. Logical and sequential processes are imperative to be sure that even 
seemingly small changes do not disrupt the delicate balance of interrelated 
systems. Each group of workers must perform its specialized role at the 
appropriate time in the process. It is impossible to look at any one change 
without considering the varied, layered, and complicated environment in 
which AT&T's systems must function. From a software only perspective, 
AT&T's systems are extremely complex and unique. Each software release is 
the integration of many projects and thousands of changed components. All 
of these components are linked together, and must be able to function and 
communicate with each other. Each new software release links together over 
JHH'* CONFIDENTIAL*** lines of code and requires the execution of over 
***CONFIDENTIAL*** batch jobs. 



7. I have reviewed the IT costs necessary to complete the programming changes 
required to implement the revisions to the service termination rule. Due to the 
complexity of the required changes, the work request is classified as high 
complexity work, requiring nearly ***CONFIDENTIAL*** hours to 
complete. Approximately, ***CONFIDENTIAL*** hours are required for 
the Definition and Funding phase of the required work, which includes 
developing business requirements, technical requirements, and high level 
design. Design change requirements impact numerous functional areas, such 
as Customer Care, Bill Fonnat, Collections, Rating and Discounts and Service 
& Account Management. These functional areas include the IT applications 
that support ordering, billing, and collections areas of the business. 

In addition, nearly ***CONFIDENTIAL*** hours are required for 
Development and Testing work. Development means taking the business and 
technical requirements along with the high-level design and developing the 
programs to make the changes and add the new functionality identified in 
those documents. The development work effort for this project requires 
changing the services and their internal indicator for which service 
termination could result while only applying to residence and small business 
accounts. Programming changes are required for service and account 
management functions, collections, and table maintenance. Database 
conversions will need to be accomplished and tables updated wherever a 
service resides that has its internal deniability indicator changed. New fields 
will need to be added to internal tables. All these changes impact the 
Company's Customer Care functions, bill format presentation, and its 
collections functions. Finally, the Deployment Process requires ***389*** 
hours of work. This work includes moving the new functionality into the 
production environment and ensuring that there will be no problems at 
cutover. 

8. I understand that this particular project would require total man-hours of 
***CONFIDENTIAL*** The total number of Billing and Customer Care 
applications/systems affected by the new rules is approximately 
***CONFIDENTIAL*** However, as the project enters the design phase, it 
often becomes apparent that work, which was not originally anticipated during 
the analysis phase, will be required. As a resuh, the hours, dollars and 
applications cited herein may greatiy increase as the scope if further defined. 
A high end estimate considering this, the cost could reach $2,185,520. 

9. I understand that the project cannot be completed by the Commission's 
January 1, 2009, implementation date as the only remaining release date in 
2008 is October which is about to enter into a testing phase. The next 



available release date for a job with such high complexity would likely be 
June 2009, assuming that it cannot be managed through the February release 
date. 

This concludes my affidavit. The information contained in this affidavit it true and 
correct to the best of my knowledge and belief 

Cathy Pleines 
.-^ 

Sworn to and subscribed before me thisf7 th day of July, 2008. 

•7 - /7 ' ^?^ 

y Public 

PAULA DiPPOLD 
NOTARY PtmUC 

MY COMMISSION EXPIRES PTOV. 30.2012 



CERTIFICATE OF SERVICE 

I hereby certify that a copy of the foregoing was served via first class mail, postage 

prepaid, on the parties listed below on this 17th day of July, 2008. 

/ /Mary/Hyan Fenlon 

CINCINNATI BELL TELEPHONE 
COMPANY LLC 

Jouett K. Brenzel 
Cincinnati Bell Telephone Company 
221 E. Fourth Street, 103-1280 
Cincinnati OH 45202 

BULLSEYE TELECOM, INC. 
TIME WARNER TELECOM OF OHIO, 
LLC 

Sally W. Bloomfield 
BRICKER & ECKLER LLP 
100 South Third Street 
Columbus, OH 43215 

SAGE TELECOM, INC. 

Thomas J. O'Brien 
BRICKLER & ECKLER LLP 
100 South Third Street 
Columbus, OH 43215 

OHIO CABLE TELECOMMUNICATIONS 
ASSOCIATION 

Stephen M. Howard 
VORYS, SATER, SEYMOUR AND 
PEASE LLP 
52 East Gay Street 
P.O. Box 1008 
Columbus, OH 43216-1008 

VERIZON NORTH, E^C. 
OHIO TELECOM ASSOCIATION 

Thomas E. Lodge 
THOMPSON HINE LLP 
10 West Broad Street, Suite 700 
Columbus, OH 43215 

UNITED TELEPHONE COMPANY OF 
OHIO 
dba EMBARQ 

Joseph R. Stewart 
50 West Broad Street Suite 3600 
Columbus, OH 43215 



OHIO CONSUMERS' COUNSEL 

David C. Bergmann 
TeiTy L. Etter 
Ohio Consumers' Counsel 
10 West Broad Street, Suite 1800 
Columbus, OH 43215 

CITY OF CLEVELAND 

CONSUMERS FOR FAIR UTILITY 
RATES AND THE NEIGHBORHOOD 
ENVIRONMENTAL COALTION 

Joseph P. Meissner 
Director of Urban Development 
Legal Aid Society of Cleveland 
1223 West Sixth Street 
Cleveland, OH 44113 

Robert J. Triozzi 
Director of Law 
Harold A. Madorsky 
Assistant Director of Law 
City Hall, Room 106 
601 Lakeside Avenue 
Cleveland, OH 44114 

AARP OHIO 

Ron Bridges 
Associate State Director 
AARP OHIO 
17 South High Street, Suite 800 
Columbus, Ohio 43215-3467 

CITY OF COLUMBUS CITY OF TOLEDO 

Richard C. Pfeiffer, Jr. 
Columbus City Attorney 
John C. Klein 
Deputy City Attorney 
109 N. Front Street 
Columbus, OH 43215 

Kerry Bruce 
Senior Attorney 
Leslie A. Kovaeik 
Senior Attorney 
One Government Center, Suite 1710 
Toledo, OH 43604 

APPALACHIAN PEOPLE'S 
ACTION COALITION 

Michael R. Smalz 
Ohio State Legal Services Association 
555 Buttles Avenue 
Columbus, OH 43215 

CITY OF MAUMEE 

Sheilah H. McAdams 
Law Director 
Marsh & McAdams 
204 West Wayne Street 
Maumee, OH 43537 

EDGEMONT NEIGHBORHOOD 
COALITION 

Ellis Jacobs 
Advocates for Basic Legal Equality, Inc. 
333 West First Street, Suite 500B 
Dayton, OH 45402 

CITY OF NORTHWOOD 

Brian J. Ballenger 
Law Director 
Ballenger & Moore 
3401 Woodville Road, Suite C 
Toledo, OH 43619 



CITY OF PERRYSBURG 

Peter D. Gwyn 
Law Director 
300 Sycamore Ln. 
Perrysburg, OH 43551-1638 

CITY OF HOLLAND 

Paul Skaff 
Assistant Village Solicitor 
Leatherman, Witzler, Dombey & Hart 
353 Elm Street 
Perrysburg, OH 43551 

CITY OF SYLVANIA 

James E. Moan 
Law Director 
4930 Holland-Sylvania Road 
Sylvania, OH 43560 

LUCAS COUNTY 

Lance M. Keiffer 
Assistant Prosecuting Attorney 
Lucas County 
711 Adams Street, Second Floor 
Toledo, OH 43624-1680 

SPRINT NEXTEL CORPORATION 

William S. Newcomb, Jr. 
VORYS, SATER, SEYMOUR 
AND PEASE LLP 
P.O.Box 1008 
Columbus, OH 43216-1008 

WINDSTREAM OHIO and 
WINDSTREAM WESTERN RESERVE 

William A. Adams, Esq. 
Bailey Cavalieri LLC 
10 West Broad Street 
Suite 2100 
Columbus, OH 43215-3422 


