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Q. Please state your name and business address. 

A. Mark Klinefelter, 1885 North Farnsworth, Suite 8, Aurora, Illinois  60505. 

Q.   What is your occupation? 

A. I am a Business Representative employed by Local 19, International Brotherhood 

of Electrical Workers, AFL-CIO (“IBEW Local 19”). I am also employed by 

Nicor Gas, Inc., where I have worked for almost 28 years. I am currently a 

Distribution Technician for Nicor Gas. 

Q. Please identify IBEW Local 19. 

A. IBEW Local 19, whose office is located in Aurora, Illinois, is a labor union and 

the collective bargaining representative of 1,375 Nicor Gas employees in physical 

and clerical classifications. Local 19, IBEW has a collective bargaining agreement 

(“CBA”) with Nicor Gas, Inc. that is effective from 2009 until 2014. A copy of 

that agreement is attached as IBEW Exhibit 1.1. 

Q. Were the remaining IBEW Intervenor Locals identified in the IBEW 

Intervenors’ Verified Petition to Intervene?  

A. Yes, they were identified, along with IBEW Local 19, in the Verified Petition to 

Intervene filed March 4, 2011.  

      Q.   What is the position of IBEW Intervenor Locals with respect to Joint 

Applicants’ request for approval of the reorganization?  

A. The IBEW Intervenor Locals are opposed to the reorganization because Joint 

Applicants have failed to make clear-cut commitments to maintain staffing in 

Illinois following the merger. Unless Joint Applicants are willing to commit to 

maintain staffing at current levels in all bargaining unit classifications for a period 



Docket No. 07-0585 

U-05 Ex. 1.0 

 3 

of at least three years following the merger, IBEW Local 19 believes the 

Commission should not approve the merger.  

Q. Please describe, in general terms, the work performed by the physical 

bargaining unit employees of Nicor Gas. 

A. Physical employees are currently employed in approximately 51 bargaining unit 

classifications. The CBA provides for 66 negotiated physical bargaining unit 

classifications. The physical employees are the ones who are responsible 24 hours 

a day, 365 days a year for installation, maintenance, inspection and repair of the 

Nicor Gas distribution, transmission and storage systems.  

Q. Please describe, in general terms, the work performed by the clerical 

bargaining unit employees of Nicor Gas. 

A. Clerical employees are currently employed in approximately 38 bargaining unit 

classifications. The CBA provides for 47 negotiated clerical bargaining unit 

classifications. Page 53 of the CBA. Clerical employees work in a variety of 

departments, including claims, remittance, payroll, accounting and the customer 

call centers.  

Q. Please describe the work of bargaining unit employees in the call centers. 

A. There are two call centers. One is located in Naperville, Illinois and the other is 

located in Bloomington, Illinois. They are staffed by three classifications of 

clerical employees: Customer Care Specialists, Service Clerks and Senior 

Customer Care Specialists. There are approximately 200 call center employees in 

these three classifications. These employees handle all kinds of calls from 

customers—everything from turning on service and setting up new accounts, to 
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billing and payment questions, to transferring or closing out accounts and shutting 

down service. Call center employees are also responsible for handling emergency 

calls from customers concerning gas leaks, explosions and hit gas lines, among 

other things.  

Q. When a call center employee receives an emergency call, what does he or she 

do? 

A. The employee obtains the address of the problem and a contact number for 

someone on site. The employee then enters that information into the computer, 

which triggers dispatch of a physical employee to address the problem. The call 

center employee also gives the customer or person who called important 

information about how to stay safe when there is a gas emergency. 

Q. Do you believe it is important for Nicor Gas to maintain staffing at current 

levels in all of the bargaining unit classifications you have just described? 

A. Yes. If staffing declines in any of the existing bargaining unit classifications, 

Nicor’s ability to provide safe, efficient, reliable service to its customers will 

suffer as a result. Nicor Gas Vice President of Field Operations Anthony McCain, 

at least in part, acknowledged this in his testimony when he relied upon Joint 

Applicants’ commitment to retain FTEs in the service of Nicor Gas and to honor 

the CBA as “important facts that demonstrate Nicor Gas' and AGL Resources' 

shared commitment to continuing to provide safe, reliable, and cost-effective 

service to Nicor Gas customers.” JA Ex. 4.0 at lines 97-99. 
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Q. Has Local 19 attempted to obtain a commitment from Nicor Gas and AGL 

that they will maintain staffing at current levels in all bargaining unit 

classifications? 

A. Yes. Beginning in February of 2011, attorneys for IBEW Local 19 engaged in 

discussions and written communications with attorneys for Nicor and AGL in an 

effort to reach agreement on two points. First, IBEW Local 19 wanted to ensure 

that AGL would honor the existing collective bargaining agreement between 

IBEW Local 19 and Nicor Gas, Inc. Second, IBEW Local 19 wanted to ensure 

that AGL would maintain staffing at current levels in all bargaining unit 

classifications for a period of at least three years following the merger.  

Q. Was IBEW Local 19 able to obtain agreement from Joint Applicants on both 

of these points? 

A. No. Eventually, AGL did agree it would honor the CBA. However, it refused to 

commit to maintain staffing as Local 19 requested. After months of discussions 

and written communications, including a series of emails that took place near the 

end of the negotiation process and attached as IBEW Exhibit 1.2, IBEW Local 19 

concluded on August 17, 2011, that AGL would not agree to maintain staffing at 

current levels in all bargaining unit classifications for any period following the 

merger. 

Q. Have the IBEW Intervenors filed any previous testimony or participated in 

cross-examination at the evidentiary hearings in this docket and, if not, why 

not? 
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A. No. Because the IBEW Intervenors’ principal concern was obtaining a 

commitment from Joint Applicants concerning staffing and it seemed likely an 

agreement on that point would be reached outside of these proceedings, the IBEW 

Intervenors refrained from utilizing their institutional resources to submit 

testimony or to participate in the hearings. By the time it became clear that such 

an agreement would not be reached, deadlines for submitting prepared testimony 

had passed, as had the dates of the evidentiary hearings in this docket.  

Intervenors attempted to address their concerns on this issue in their Initial and 

Reply Briefs. In those briefs, Intervenors pointed out the fact that although Joint 

Applicants have made dual commitments (1) to maintain 2070 full-time 

equivalents (FTEs) in the service of Nicor Gas; and (2) to maintain 2070 FTEs 

within the State of Illinois, those dual commitments leave Joint Applicants the 

option, following the merger, to move some number of current Nicor Gas jobs out 

of the state and to replace those jobs with AGL corporate jobs, not directly 

serving Nicor Gas customers but within the state. And more specifically, it leaves 

AGL free to move the Illinois Call center work to another state or to a foreign 

country. 

Q. Do the IBEW Intervenors have concerns about that scenario? 

A. Yes. Although it is unlikely that physical bargaining unit jobs could be moved out 

of state, the numbers of those physical unit jobs could be decreased below current 

levels and those jobs could be replaced with, for example, AGL corporate jobs. If 

the number of physical bargaining unit jobs were to decrease, Nicor may be 

required to postpone needed maintenance, delay installations, extend maintenance 
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response times, reduce inspections and the like—all resulting in a reduction in the 

quality of service to Illinois gas customers. 

A greater concern is that even with the commitments it has made in this docket, 

AGL could move call center work out of the state or even out of the country and 

replace those Illinois union jobs serving Nicor Gas customers with AGL corporate 

jobs. If the call center jobs were moved out of Illinois, the 200 people currently 

employed there would presumably lose their jobs, adversely affecting the 

economy of the state. In addition, if the call center is not located in the 

geographical area served by Nicor Gas, customer service would likely suffer. 

Q. Why do you believe customer service would suffer if the call center was not 

located in the geographical area served by Nicor Gas? 

A. The fact that the call center employees live and work in the same community 

where the customers live helps them to better serve those customers. The 

employees know the neighborhoods, the geography and the street names. They 

know what the weather is on a given day.  

These things improve customer service in every interaction with a Nicor 

customer. That local familiarity is critical when an emergency arises. Precious 

seconds are saved because our call center employees know, for example, the 

spellings of street names and because they can communicate with customers in 

terms they understand. In these cases, knowing the area is a huge element in 

providing good customer service—and keeping customers and the general public 

safe. 
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Q. In response to the Proposed Order (“PO”) in this docket, did the IBEW 

Intervenors undertake research into AGL’s track record on staffing 

following previous acquisitions? 

A. Yes. Because the PO purports to rely upon “track record” evidence but there is no 

such evidence in the record as it regards staffing, the IBEW Intervenors sought to 

discover how AGL had handled staffing issues following previous acquisitions.  

Q. What did the IBEW Intervenors discover? 

A. In 2000, AGL acquired Virginia Natural Gas, which provides natural gas service 

to approximately 273,000 customers in the Hampton Roads area of southeastern 

Virginia. The very next year, AGL closed down the call center that served these 

customers and moved that work to Georgia. As reflected in the attached IBEW 

Exhibit 1.3, AGL told the 35 call center employees in Virginia that they had a 

choice: either follow the work to Georgia or lose their jobs. See VNG Plans To 

Relocate Call Center Out of State, June 8, 2001, 

http://articles.dailypress.com/2001-06-08/news/0106080010_1_virginia-natural-

gas-customer-care-center-agl-resources (attached as IBEW Exhibit 1.3). 

In 2005, AGL acquired Elizabethtown Gas in New Jersey. The following year, 

AGL outsourced Elizabethtown Gas call center work to a call center in India. 

Those jobs were among 140 call center jobs the company outsourced to India in 

2006. See AGL Resources Outsourcing 140 Jobs to India, May 31, 2006, 

http://gareport.com/story/2006/05/31/agl-resources-outsourcing-140-jobs-to-

india/ (attached as IBEW Exhibit 1.4). 

http://articles.dailypress.com/2001-06-08/news/0106080010_1_virginia-natural-gas-customer-care-center-agl-resources
http://articles.dailypress.com/2001-06-08/news/0106080010_1_virginia-natural-gas-customer-care-center-agl-resources
http://gareport.com/story/2006/05/31/agl-resources-outsourcing-140-jobs-to-india/
http://gareport.com/story/2006/05/31/agl-resources-outsourcing-140-jobs-to-india/
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As reflected in IBEW Exhibit 1.5, attached, in testimony she gave before the New 

Jersey Board of Public Utilities in 2009, Elizabethtown Vice President Connie 

McIntyre acknowledged that outsourcing the call center work resulted in an 

increase in customer complaints due to “issues related to knowledge base, voice 

quality, experience and other factors.”  Testimony of Connie McIntyre before 

New Jersey Board of Public Utilities at p. 3, March 3, 2009, 

http://www.elizabethtowngas.com/Repository/Files/ETGratecase09_McIntyreTest

imony.pdf (IBEW Exhibit 1.5). McIntyre also acknowledged that the outsourcing 

“created certain challenges” for New Jersey customers.  

In her testimony, McIntyre outlined the company’s plan to return the work to New 

Jersey in an effort to address those challenges. As reflected in IBEW Exhibit 1.6, 

attached, Elizabethtown Gas President Jodi Gidley also testified at that time that 

AGL had determined “a local customer call center, with employees who would be 

part of the local community and better able to understand its distinct needs, is a 

more suitable approach” to customer service. Testimony of Jodi Gidley before 

New Jersey Board of Public Utilities at p. 13, March 3, 2009, 

http://www.elizabethtowngas.com/Repository/Files/ETGratecase09_GidleyTesti

mony.pdf  (IBEW Exhibit 1.6). 

  Eventually, after three years of outsourcing, the call center was returned to New 

Jersey and 60 jobs were created to serve local New Jersey customers. See AGL 

Bringing Call Center Workers Back to Metro Atlanta, November 6, 2009, 

http://www.ajc.com/business/agl-bringing-call-center-188560.html (IBEW 

Exhibit 1.7 attached); Va. Natural Gas Parent Call Center Relocating to U.S., 

http://www.elizabethtowngas.com/Repository/Files/ETGratecase09_McIntyreTestimony.pdf
http://www.elizabethtowngas.com/Repository/Files/ETGratecase09_McIntyreTestimony.pdf
http://www.elizabethtowngas.com/Repository/Files/ETGratecase09_GidleyTestimony.pdf
http://www.elizabethtowngas.com/Repository/Files/ETGratecase09_GidleyTestimony.pdf
http://www.ajc.com/business/agl-bringing-call-center-188560.html
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November 15, 2009, http://hamptonroads.com/2009/11/va-natural-gas-parent-call-

center-relocating-us (IBEW Exhibit 1.8 attached). 

Q. Are you concerned that AGL may repeat this pattern of outsourcing call 

center work out of state or out of the country if the proposed reorganization 

is approved? 

A. Yes. I believe that by refusing to make a clear-cut commitment to maintain 

staffing at current levels in all bargaining unit classifications for a period of at 

least three years following the merger, Joint Applicants are attempting to retain 

the right to outsource work currently performed by Nicor Gas bargaining unit 

employees. The “dual commitment” Joint Applicants have made in this docket 

would not preclude them from doing so as long as they replaced the outsourced 

jobs with other jobs, such as AGL corporate jobs, within the state.  Further, AGL, 

although asked, has to date refused even to commit to keeping the call center in 

Illinois which suggests AGL wants to have the option to move the call center out 

of state if it chooses.   

Q. In light of these concerns, do you have a recommendation for the 

Commission? 

A. Yes. This history of acquiring a utility and then outsourcing its call center work 

either out of state or even out of the country is not a pattern that should be 

repeated here in Illinois. By refusing to make clear-cut commitments to retain all 

bargaining unit classifications, including call center classifications, of Nicor Gas 

employees working within the State of Illinois, AGL is attempting to give itself 

the ability to do just that. After all, the bargaining unit employees are the 

http://hamptonroads.com/2009/11/va-natural-gas-parent-call-center-relocating-us
http://hamptonroads.com/2009/11/va-natural-gas-parent-call-center-relocating-us
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employees that provide service to the Nicor Gas customers. The only way the 

Commission can be sure Joint Applicants will continue to provide adequate, 

reliable, efficient and safe service is to secure a commitment from them that they 

will maintain in IL the current clerical and physical bargaining unit jobs that 

service Nicor Gas customers for a period of at least three years from the merger 

date. Absent such a commitment, the reorganization should not be approved.  

Q. Does this conclude your Direct Testimony? 

A. Yes, it does. 
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