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I. INTRODUCTION 9 

A. Witness Identification 10 

Q. Please state your name and business address. 11 

A. My name is James M. Mazurek.  My business address is 161 North Clark Street, 12 

Chicago, Illinois 60601. 13 

Q. By whom are you employed and in what capacity? 14 

A. I am a Partner in Accenture’s Management Consulting practice, focusing on 15 

utilities clients. 16 

Q. Please describe your educational background and relevant work experience. 17 

A. See my Statement of Qualifications, attached as an Appendix to this direct 18 

testimony. 19 

B. Purpose, Scope and Identification of Exhibits 20 

Q. What is the purpose of your direct testimony in this proceeding? 21 
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A. The purpose of my direct testimony is to sponsor and explain the results of 22 

Ameren Illinois Company d/b/a Ameren Illinois' (Ameren Illinois or AIC) “Merger 23 

Integration and Process Optimization” study (Merger Study), attached to my testimony as 24 

Ameren Exhibit 12.1.  As explained by Ameren witness Mr. Nelson, AIC has taken steps 25 

to evaluate the effects of the merger of the Ameren Illinois Utilities into one utility, AIC.  26 

AIC retained Accenture to assist with the Merger Study, which evaluated the impact of 27 

the merger on AIC and examined potential areas for process optimization and cost 28 

savings, with Accenture focusing on the areas of energy delivery operations and customer 29 

care operations. 30 

Q. Are you sponsoring any exhibits with your direct testimony? 31 

A. Yes, I am sponsoring Ameren Exhibit 12.1, which is a report on the methodology 32 

used in and results of the Merger Study. 33 

II. METHODOLOGY OF THE MERGER STUDY 34 

Q. What were the objectives of the Merger Study? 35 

A. The overall purpose of the Merger Study was to identify opportunities for AIC to 36 

integrate operations and practices of the three legacy utilities in order to enhance 37 

operational performance, improve efficiency and increase the cost-effectiveness of AIC’s 38 

utility service.  As described in Ameren Exhibit 12.1, there were three primary objectives 39 

of the Merger Study: (1) identify and evaluate targeted merger integration opportunities 40 

that will deliver business value in 2011 – 2015; (2) develop a high-level business case for 41 

those opportunities; and (3) create an integrated and comprehensive merger integration 42 

roadmap of opportunities.  43 
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Q. Please describe the overall process by which the Merger Study was 44 

undertaken. 45 

A. The Merger Study was broken down into three distinct phases: (1) conducting an 46 

“as-is” assessment of AIC to identify areas of operational performance gaps; (2) 47 

identification of potential merger integration opportunities for AIC that address any 48 

performance gaps that were identified in the as-is assessment; (3) analysis and 49 

prioritization of a staged set of merger integration initiatives on a multi-year roadmap for 50 

AIC.  51 

Q. How was the “as-is” assessment conducted? 52 

A. The purpose of the “as-is” assessment was to establish AIC’s current operational 53 

performance levels as a basis for determining where operational performance gaps exist 54 

in the utility.  The as-is assessment for AIC was conducted by the Merger Study team 55 

through three different analysis streams: (1) cost benchmarking using publicly available 56 

information; (2) business capability assessment based on Accenture’s utilities experience; 57 

and (3) interviews with key AIC subject matter specialists to learn where operational 58 

inefficiencies  might exist. 59 

Q. How were opportunities identified? 60 

A. The Merger Study team conducted a series of opportunity identification 61 

workshops with AIC personnel to develop a set of over 100 potential opportunities to 62 

close identified utility performance gaps from the as-is assessment.  These opportunities 63 

represented areas where combination of the three legacy utilities into one utility created 64 

potential for coordination, consolidation, integration or enhancement of utility operations.  65 

The “gap analysis” that served as the input for these workshops was based on the as-is 66 
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assessment and Accenture’s view of utility leading business capabilities.  Following these 67 

opportunity identification workshops, the Merger Study team evaluated the initial 68 

opportunities and prioritized them based on a set of “business value” and 69 

“implementation complexity” criteria.  A set of nineteen Operations and Customer 70 

Service opportunities were presented to AIC’s management team for approval to the 71 

initiative shaping phase, as shown in Ameren Exhibit 12.1. 72 

Q. How were initiatives developed? 73 

A. The Merger Study team developed initiatives for eleven Operations opportunities 74 

and eight Customer Service opportunities.  Each initiative was defined at a summary 75 

level – describing the future operating practices (comprised of people, process, and 76 

technology components); complexity and risk assessment; integration requirements / 77 

dependencies; and the impacts of the initiative.  AIC’s management team assessed the 78 

trade-offs across each of these dimensions, and refined the final set of initiatives down to 79 

nine Operations initiatives and four Customer Service initiatives. 80 

The resulting initiatives were staged across a multi-year roadmap from 2011 81 

through 2015, driven by considerations that include cost to achieve, resource 82 

requirements, change management impacts, and value realization. 83 

Q. How were costs identified for each initiative? 84 

A. For each initiative, the Merger Study team estimated one-time “costs to achieve” 85 

and ongoing recurring costs.  The cost estimates were broken down into the following 86 

categories: (1) technology costs; (2) internal and external labor costs; and (3) other out-87 

of-pocket expenditures such as relocation costs, training, and software maintenance.  The 88 

technology cost estimates for each initiative were based on Accenture’s past experiences 89 
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in similar initiatives at other utilities.  The initiative labor cost estimates and other out-of-90 

pocket expenditures were jointly based on Accenture’s past experiences and AIC’s view 91 

of how projects of similar scale and complexity have been successfully executed in the 92 

past. 93 

Q. How were benefits identified for each initiative? 94 

A. For each initiative, the Merger Study team estimated benefits by: (1) first 95 

estimating “what’s possible” for each initiative assuming no constraints on 96 

implementation; and (2) subsequently isolating “what’s achievable” for each initiative by 97 

overlaying the impacts of constraints such as labor resources.  In order to determine 98 

“what’s possible” for each initiative, the Merger Study team defined value drivers 99 

enabled by each initiative, and calculated for each value driver a top-down percentage 100 

improvement range against the AIC 2012 budget baseline.  In order to determine “what’s 101 

achievable” for each initiative, the Merger Study team tailored the benefits estimate to 102 

account for a measured approach of how labor-related benefits will be realized through 103 

natural employee attrition and targeted redeployment of resources. 104 

III. RESULTS OF THE MERGER STUDY 105 

Q. Please summarize the results of the Merger Study. 106 

A. Nine Operations initiatives and four Customer Service initiatives were identified 107 

by the Merger Study team.  Additionally, AIC identified six targeted initiatives to address 108 

synergies in the rates and regulatory, gas supply, and finance areas.  These initiatives 109 

were staged across a multi-year roadmap from 2011 through 2015, and collectively yield 110 
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a 5-year NPV of $23.3 million over this time period, as explained in Ameren Exhibit 111 

12.1. 112 

Q. Please discuss the operations initiatives that AIC has selected based on the 113 

Merger Study. 114 

A. Nine operations initiatives were developed by the Merger Study team.  These 115 

initiatives cover the entire lifecycle of asset and work management, beginning with how 116 

asset-driven work is defined, all the way until how work is ultimately executed and 117 

closed out.  These initiatives enable business value for AIC by addressing performance 118 

gaps in the following areas: (1) improve asset management and long-term asset planning; 119 

(2) centralize and standardize engineering design; (3) develop a consistent contractor 120 

management strategy; (4) improve mid-term operations planning process; (5) optimize 121 

division and operating center organizational structures; (6) enhance the effectiveness of 122 

field supervisors; (7) optimize back-office support for field processes; (8) consolidate and 123 

standardize dispatch functions; and (9) optimize materials and inventory management 124 

processes. 125 

Q. Please discuss the Customer Service initiatives that AIC has selected based 126 

on the Merger Study. 127 

A. Four Customer Service initiatives were developed by the Merger Study team.  128 

These initiatives are focused on giving AIC’s customers an enhanced customer 129 

experience that is consistent across all channels and allows AIC to serve its customers in 130 

a more cost effective manner.  These initiatives enable business value for AIC by 131 

addressing performance gaps in the following areas: (1) increase usage of E-Bill; (2) 132 

improve customer self-service options; (3) isolate and re-design the most problematic 133 
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customer service business processes; and (4) improve key areas of customer service 134 

operations in key accounts and billing exceptions, and eliminate instances of dual billing. 135 

Q. What are the benefits of adopting the proposed initiatives? 136 

A. Over the time period from 2011-2015, the Merger Study initiatives will enable 137 

AIC to achieve approximately $36.7 million in gross O&M benefits and $25.0 million in 138 

gross capital benefits.  These estimated values do not reflect tax or depreciation 139 

implications on the benefits. 140 

Q. What costs will AIC need to incur to perform the selected initiatives? 141 

A. Over the time period from 2011-2015, the Merger Study initiatives will cost AIC 142 

approximately $15.5 million in O&M expenditures and $11.5 million in capital 143 

expenditures. 144 

Q. Are there other potential benefits of the merger that AIC has identified? 145 

A. With implementation of the Merger Study initiatives, it is expected that AIC’s 146 

customers will have an enhanced customer experience that is consistent regardless of 147 

which channel they use to engage with the Company.  For example, one of the initiatives 148 

will identify the root causes for repeat calls to the customer contact center, and will 149 

encourage customers to move to alternative channels (i.e., web or IVR) to resolve their 150 

issues in a more effective manner on their own terms.  Customers will continue to have 151 

the option of contacting the traditional customer service representative channel if desired. 152 

IV. CONCLUSION 153 

Q. Does this conclude your direct testimony? 154 

A. Yes, it does.155 
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APPENDIX 

STATEMENT OF QUALIFICATIONS  
JAMES M. MAZUREK 

Mr. Mazurek is a Partner in Accenture’s Management Consulting practice, focusing on 
the North American utilities market.  He has 20 years of experience working with electric 
and gas utilities, working with senior management teams on pre- and post-merger 
integration studies, enterprise transformation programs, and process re-engineering 
studies. 
 

RELEVANT PROJECT EXPERIENCE 

 Mid-Atlantic US Competitive Energy Company:  Leader of multi-year 
transformation program across 1.8 million customer regulated utility to drive 
over $400MM in savings over a 10-year period, enhance sub-par customer 
satisfaction, and position the utility for long-term rate base earnings growth 
through a broad automated metering infrastructure program 

 Midwest US Gas & Electric Utility:  Leader of Energy Delivery and Generation 
workstreams of post-merger integration program for a 1 million customer 
regulated utility with over $3B in energy delivery assets and $300MM in 
related expenditures 

 Western US Gas & Electric Utility:  Value architect of transformation program 
for 15 million customer regulated utility to drive over $200MM of savings in 
the first full year of the program and $100MM of annual savings in subsequent 
years, while driving significant customer satisfaction gains, and an increase in 
employee engagement of the company’s 20,000 employees 

 Southeastern US Vertically Integrated Energy Company:  Strategy lead on 
business transformation and post merger integration effort for energy company 
to absorb two local gas distribution companies and capture synergy savings of 
$45MM to enhance earnings contribution of energy delivery business unit 

 Canadian Gas Distribution Utility:  Led effort with 2.0 million customer gas 
distribution utility to redefine the overall operating model of its core business to 
simplify to 8 key end-to-end business processes.  Designed and optimized end-
to-end processes, defined governance and required roles and responsibilities, 
and identified key performance indicators for each process owner to run their 
respective processes.  Implemented multi-year performance improvement 
roadmaps for each process  
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PROFESSIONAL HISTORY 

Accenture LLP (2000 – present) 

Partner 

 

SEPRIL, LLC - joint venture between EPRI and Sargent & Lundy (1996-2000) 

Principal 

 

Sargent & Lundy, LLC (1991 – 1996) 

Senior Engineering Consultant 

 

United States Army / Army Reserve (1991- 1996) 

Combat Engineering Officer 

EDUCATION 

MBA, Northwestern University – Kellogg School of Management 

M.S. – Environmental Engineering, Illinois Institute of Technology 

B.S. – Mechanical Engineering, University of Notre Dame 

PROFESSIONAL CERTIFICATIONS 

Registered Professional Engineer – State of Indiana 

LEED Accredited Professional 

 


