
Ameren Exhibit 7.0 

ILLINOIS COMMERCE COMMISSION 

DOCKET No. 12-   

 

 

DIRECT TESTIMONY 

OF 

STAN E. OGDEN 

 

 

 

Submitted on Behalf Of 

AMEREN ILLINOIS COMPANY 

d/b/a Ameren Illinois 

 

 

 

 

January 3, 2012 



Ameren Exhibit 7.0 

TABLE OF CONTENTS 

 Page No. 

I. INTRODUCTION ...................................................................................................1 

A. Witness Identification .......................................................................................1 

B. Purpose, Scope and Identification of Exhibits ................................................2 

II. CUSTOMER SERVICE OPERATIONS ..............................................................3 

III. AIC CUSTOMER CAPITAL COSTS AND OPERATING EXPENSES ........10 

IV. CONCLUSION ......................................................................................................21 

APPENDIX ....................................................................................................................22 

 

 



Ameren Exhibit 7.0 
Page 1 of 22 

ILLINOIS COMMERCE COMMISSION 1 

DOCKET No. 12-   2 

DIRECT TESTIMONY OF  3 

STAN E. OGDEN 4 

Submitted on Behalf of 5 

Ameren Illinois 6 

I. INTRODUCTION 7 

A. Witness Identification 8 

Q. Please state your name and business address. 9 

A. My name is Stan E. Ogden.  My business address is 300 Liberty Street, Peoria, 10 

Illinois. 11 

Q. By whom are you employed and in what capacity? 12 

A. I am employed by Ameren Illinois Company d/b/a Ameren Illinois (AIC or 13 

Company) as Vice President, Customer Service and Metering Operations. 14 

Q. Please describe your educational background and relevant work experience. 15 

A. See my Statement of Qualifications, attached as an Appendix to this testimony. 16 

Q. What are your current responsibilities as Vice President, Customer Service 17 

and Metering Operations? 18 

A. As Vice President, Customer Service and Metering Operations, I am responsible 19 

for overseeing the statewide activities of Ameren Illinois’ contact centers, credit and 20 

collections functions, customer billing, and the maintenance of relationships with key 21 

accounts.  Employees performing these functions are primarily located in our Peoria, 22 
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Decatur, and Pawnee offices.  In addition, I oversee the Company’s energy efficiency 23 

activities, and effective January 1, 2012, I assumed responsibility for overseeing the 24 

administrative activities of Metering, including derivation of usage for billing purposes, 25 

and the deployment of metering technologies.  Expenses related to the community and 26 

public relations activities, which were assigned to me during 2011, are included in the 27 

customer service and informational expenses. 28 

Q. What other positions and duties in customer service have you had during 29 

your tenure at AIC and the Illinois legacy utilities? 30 

A. I have held various positions during my tenure with the Company and its legacy 31 

companies, including positions in sales, customer service, economic development, rates, 32 

and marketing.  Prior to Ameren Corporation’s acquisition of Central Illinois Light 33 

Company (CILCO), as Business Manager – Major Accounts, I oversaw the Company’s 34 

competitive retail sales activities.  These activities included working with the largest 35 

energy consumers in the state.  For nearly ten years following the Ameren acquisition of 36 

CILCO, my focus has been on customer service operations and the integration of the 37 

three legacy companies that comprise Ameren Illinois. 38 

B. Purpose, Scope and Identification of Exhibits 39 

Q. What is the purpose of your direct testimony in this proceeding? 40 

A. The purpose of my direct testimony is to give a general overview of AIC's electric 41 

customer service operations, in support of AIC's performance-based formula rate (PBR) 42 

tariff, Rate MAP-P – Modernization Action Plan Pricing.  My testimony also covers 43 

customer-related costs included in AIC's PBR revenue requirement, including the 44 

Company's customer-related electric operating expenses for 2010 and electric plant 45 



Ameren Exhibit 7.0 
Page 3 of 22 

additions for 2010-2012.  The customer service operations costs include the Company's 46 

uncollectibles expense and meter reading expenses.  I also discuss how AIC ensures that 47 

its customer-related costs are reasonable and prudent based on the procedures and 48 

controls that AIC has in place. 49 

Q. Please summarize the conclusions of your direct testimony? 50 

A. In brief, the main conclusions of my direct testimony are: 51 

 Ameren Illinois manages the numerous activities of the customer service and 52 

metering operations in a manner that ensures that operation and maintenance 53 

(O&M) expenses and capital costs are prudent and reasonable. 54 

 In addition to managing costs, Ameren Illinois engages in a variety of customer 55 

initiatives that improve and enhance the customer experience and customer 56 

satisfaction. 57 

 Ameren Illinois’s customer account and customer service plant costs and O&M 58 

expenses included in the revenue requirement are necessary, reasonable, and 59 

prudently undertaken and incurred to provide customer service that our 60 

customers expect and to enhance the customer service experience. 61 

Q. Are you sponsoring any exhibits with your direct testimony? 62 

A. No, I’m not. 63 

II. CUSTOMER SERVICE OPERATIONS 64 

Q. Please describe AIC's service territories. 65 

A. AIC is a combination electric and natural gas public utility whose service territory 66 

is located in central and southern Illinois and consists of the former service territories of 67 

its three predecessor companies – Central Illinois Light Company d/b/a AmerenCILCO, 68 

Central Illinois Public Service Company d/b/a AmerenCIPS, and Illinois Power 69 

Company d/b/a AmerenIP.  On October 1, 2010, AIC was formed when AmerenCILCO 70 

and AmerenIP were merged into AmerenCIPS.  In conjunction with the merger, the 71 
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newly formed company changed its name to Ameren Illinois Company and began doing 72 

business as Ameren Illinois.  Although as one company AIC has a single set of electric 73 

and gas tariffs on file with the Illinois Commerce Commission (ICC or Commission) 74 

under which all of its customers receive service, the Company has established three 75 

separate Rate Zones that correspond to the former service territories of its three 76 

predecessor or legacy companies. 77 

Q. How many retail electric customers are served by AIC? 78 

A. The Company provides electric delivery service to approximately 1.2 million 79 

electric customers.  Although the Company does not own any electric power plants, it 80 

does provide “bundled” electric service to a majority of its customers.  In order to provide 81 

these bundled services, AIC obtains the necessary energy supplies through purchases on 82 

the open market based on the results of the annual competitive procurement bidding 83 

process conducted by the Illinois Power Agency and passes the costs of these purchases 84 

directly through to its customers. 85 

Q. What functions and activities are included in AIC's customer account and 86 

service operations? 87 

A. AIC’s customer account and service operations include the Customer Contact 88 

Centers (or call centers), Customer Account Administration, Credit and Collections, 89 

Billing and Revenue Protection, Key Accounts, Energy Efficiency, Community and 90 

Public Relations, and Meter Reading. 91 

 These functions provide various points of interaction between the Company and 92 

its customers.  The Customer Contact Centers respond to inquiries from customers or 93 

potential customers (applicants for service) regarding their service, including billing 94 
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questions, outage reporting, general information and data sharing, and questions 95 

regarding the Company’s service offerings, rates, tariffs, etc.  Customers (or potential 96 

customers) are also able to request service or modify existing service by contacting one 97 

of our Call Center representatives. 98 

 The Credit and Collections function is responsible for implementing credit 99 

policies in accordance with the Illinois Administrative Code with the goal to minimize 100 

uncollectibles expenses.  When deemed appropriate, customer deposits are required of 101 

and secured from customers who have been determined to be at risk of payment default.  102 

The management of orders to the field resources for non-payment disconnection and 103 

reconnections are duties of the Credit and Collections function. 104 

 Billing and Revenue Protection is responsible for ensuring that energy theft and 105 

meter tampering is minimized throughout the Ameren Illinois service territory.  These 106 

activities can be costly to the Company and its customers and may also pose a danger to 107 

the customers, employees, and the general public. 108 

 The Key Accounts Area is responsible for building and maintaining working 109 

relationships with the Company’s largest (or key) electric delivery services customers.  110 

This area serves as the primary point of contact for the Company’s electric customers 111 

whose monthly demand exceeds 1,000 kW (essentially any legal entity that has an 112 

individual customer account that meets this criterion).  The Company’s Key Account 113 

Executives act as liaisons between the Company and the customers.  As such, Key 114 

Account Executives are responsible for explaining rates, addressing billing questions, 115 

voltage or service reliability, and metering issues, and assisting customers in their 116 
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expansion projects to ensure that their electricity needs are fulfilled for the account 117 

exceeding the 1 mw criteria and any of the entity’s associated accounts. 118 

 Community and Public Relations communicates with the media on events that are 119 

of significant importance and/or may have a significant impact on our customers, and 120 

also coordinates with local governmental agencies and local ESDAs during emergency 121 

events that result in large or widespread outages.  It is this area that also develops and 122 

administers the Company’s charitable contributions.  In addition, they develop and 123 

manage customer messages including bill messages, bill inserts, and brochures, as well as 124 

web content regarding Ameren Illinois. 125 

 AIC’s Energy Efficiency Area provides energy efficiency programs, measures, 126 

and trusted advice to help customers use electricity wisely and efficiently and to help 127 

them reduce their electricity bills.  This function is also responsible for ensuring that the 128 

Company meets legislatively-mandated requirements and energy reduction targets as 129 

specified in the Public Utilities Act (220 ILCS 5/8-103) through the implementation of 130 

measures and programs that are specified in the Company’s Energy Efficiency and 131 

Demand Response Plan. 132 

 Metering Administrative activities include translating metering reads into 133 

consumption numbers that are subsequently used to bill our customers for their use of our 134 

delivery system and for any Company-supplied power and energy.  The deployment of 135 

metering technology is also included within Metering Administration. 136 

Q. What actions has Ameren Illinois undertaken to improve its customer 137 

account and service operations? 138 
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A. During 2010, Ameren Illinois undertook several initiatives to improve customer 139 

service, increase efficiencies, and enhance customer interactions with the Company.  AIC 140 

introduced three web portals to enhance communications and information and data 141 

sharing with realtors, housing authorities, and energy efficiency contractors.  These 142 

portals provide the user with the ability to access specified information about an account. 143 

The Realtor Portal allows a customer’s realtor (with information the customer provides to 144 

the realtor such as account number) to log-in to the portal and access the customer’s 145 

consumption history, and immediately obtain up to 24 months of usage history, if 146 

available, and annual budget billing amounts for the account in question.  With this new 147 

market driven portal we offer our realtor business partners several benefits, including no 148 

forms to fill out, therefore no delays – and instant access to the customer’s electric 149 

consumption.  With the ability to save and print their documents, this promotes a faster 150 

turnaround for sales and eliminates the need for phone calls. 151 

The Housing Authority Portal, much like the Realtor Portal, provides Housing 152 

Authority business partners the ability to access information for all rate zones with a click 153 

of their mouse.  If available, they may retrieve up to 24 months of electric consumption 154 

history, and multiple requests can be completed in a short session. 155 

The Energy Efficiency Contractors Portal provides energy efficiency contractors 156 

the capability to complete their requests in an efficient manner, without having to rely 157 

upon multiple faxes and/or mailed-in requests.  This portal offers easy enrollment and 158 

access to multiple account numbers within minutes.  By eliminating the need for phone 159 

calls, paperwork, and multiple requests, these business partners are able to access the 160 

requested usage history on their own schedules. 161 
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Improvements that were made to outage and Symon alerts provide members of 162 

AIC’s customer service team (e.g., contact center employees) with information on a 24-163 

hour basis regarding outages, number of calls waiting to be answered, longest hold times, 164 

etc., via electronic message boards.  This information assists supervisory personnel in 165 

determining appropriate staffing levels, keeps contact center representatives aware of the 166 

status of customer call activity, and ultimately leads to improved response times during 167 

outages and/or peak call periods. 168 

The Company further improved communications with its electric customers by 169 

initiating three proactive calling campaigns in which 1) all commercial customers 170 

impacted by a service outage lasting longer than 15 minutes are contacted the following 171 

morning to advise them of the cause of the outage; 2) residential customers who contact 172 

us regarding a service outage (unrelated to major storms or major emergency events) are 173 

proactively and automatically notified whenever the estimated restoration time (ERT) 174 

that was provided to them during their initial call is modified by more than one hour and 175 

also advised of the cause of the outage (if known at the time the automated call is 176 

placed); and 3) customers are proactively telephoned and advised of the status of their 177 

service requests relating to voltage complaints, tree-related problems, flickering lights, 178 

service bracket problems, and so forth.  These campaigns, which provide customers with 179 

desired or needed information, have been well accepted by our customers and have 180 

reduced costs in many instances by removing the need for an employee to manually call 181 

back a customer or to respond to a call from a customer seeking additional information as 182 

to the cause of an outage, estimates of when service will be restored, and the outcome of 183 

their service-related requests. 184 
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One enhancement that resulted from the October 2010 merger of the three legacy 185 

companies was the combining and issuing of one monthly bill for those customers who 186 

previously had received two bills due to their receiving electric and natural gas service 187 

from two legacy companies.  Not only do these customers now receive one monthly bill, 188 

depicting both their electric and natural gas usage and charges, they are able to submit 189 

one payment instead of two. 190 

Q. What procedures are in place to identify and plan for necessary customer 191 

account and service projects? 192 

A. The Company identifies and plans for necessary account and service projects in a 193 

variety of ways.  Many of the projects are identified based upon regulatory and legislative 194 

requirements, customer need and feedback, employee feedback and input, various task 195 

forces established to study a potential aspect of operations, management review of 196 

existing operations, and special studies, including the engagement of consultants.  197 

Planning for projects is accomplished through similar methods, including the use of 198 

special teams and consultants, the annual budgeting process, and obtaining customer 199 

input through the use of surveys.  Annually, the Company establishes “key performance 200 

indicators” (KPIs) as a means of identifying and monitoring those activities that are key 201 

to successful customer service, operations, and financial results. 202 

 As described in more detail in the testimony of Ameren Illinois witnesses Mr. 203 

Pate and Mr. Getz, Ameren Illinois annually prepares and submits for approval its budget 204 

and forecasts to the Controller’s function and Ameren Illinois’ management.  Once 205 

Ameren Illinois management has reviewed and approved a budget, including dollars and 206 

activities, it is then presented to the Board of Directors for their review and approval.  207 
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Potential customer account and service projects that have been identified are included as 208 

part of this process, and if determined to be a prudent and reasonable investment, dollars 209 

are included in the budget to fund it. 210 

Q. What controls are in place to ensure that customer account and service 211 

project costs are reasonable and prudent? 212 

A. The Company uses various controls and tools to ensure that its customer account 213 

and service project costs are reasonable and prudent including, but are not necessarily 214 

limited to, the budget approval process which I previously described; procurement 215 

policies and procedures to ensure that products and services are prudently and 216 

competitively acquired through the use of purchase orders and a competitive bidding 217 

process, when appropriate; supervisory oversight, approval, and review of expenditures 218 

to ensure that such expenditures are within the approved budget.  Further, the Company 219 

benchmarks various aspects of its customer service and operating costs and metrics, such 220 

as labor costs, average speed of answering customer telephone calls, average number of 221 

calls per customer, and write-offs, against prevailing market rates and with peers in our 222 

industry. 223 

III. AIC CUSTOMER CAPITAL COSTS AND OPERATING EXPENSES 224 

Q. What types of plant investment support customer account and service 225 

operations? 226 

A. The types of plant investment that support customer account and service 227 

operations primarily are information systems, software, and office space and equipment 228 

used by personnel performing these functions. 229 
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Q. Can you give an example of specific capital projects associated with customer 230 

account and service operations that AIC has proposed to include in rate base? 231 

A. Specific projects associated with customer account and service operations that we 232 

have proposed to include in the rate base are the redesign of the Company’s website and 233 

work space modifications.  Modifications made to the website enhance our ability to 234 

educate customers and to share information with them, e.g., through the incorporation of 235 

a portal for low income energy assistance.  Whereas, building and work space 236 

modifications were made to accommodate the consolidation of customer billing into one 237 

office. 238 

Q. Will the capital costs associated with these specific projects be prudently 239 

incurred and reasonable in amount? 240 

A. Yes.  The Company has in place policies and procedures to ensure that its capital 241 

expenditures are prudently incurred and reasonable in amount, including but not limited 242 

to assessing the need for a project, taking appropriate steps to ensure that the investment 243 

of capital satisfies the need, budgeting and monitoring capital expenditures, procurement 244 

procedures, and so forth.  The capital costs associated with these projects have been 245 

assessed using these procedures and are considered prudent and reasonable in amount. 246 

Q. Will these specific projects be used and useful prior to year end 2012? 247 

A. Yes.  The Company's proposed rate base only includes amounts for those projects 248 

that AIC reasonably expects will be used and useful prior to year-end 2012. 249 

Q. How are the functions and activities of AIC's customers operations 250 

accounted for? 251 
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A. My understanding is that the operational and maintenance (O&M) expenses 252 

related to the functions and activities that I have mentioned above for the most part are 253 

recorded in “Customer Accounts,” "Customer Service and Informational Expenses" and 254 

“Administrative & General” (A&G) accounts as defined in the Uniform System of 255 

Accounts. 256 

Q. Are there customer account and service operations costs reflected in the 257 

Company’s annual FERC Form 1 filings? 258 

A. Yes.  Such expenses are reflected in FERC Accounts 901 through 905, Accounts 259 

907 through 910, and in General and Intangible Plant accounts.  I will discuss in more 260 

detail those that are recorded in Accounts 901-905 and 907-910. 261 

Q. FERC Accounts 901-905 are considered Customer Accounts Expenses.  What 262 

customer-related activities are typically charged to these accounts? 263 

A. In accordance with 18 CFR Ch. I, expenses associated with Customer Accounts 264 

Expenses, FERC Accounts 901 – 905 include:  901 – Supervision, 902 – Meter Reading 265 

Expenses, 903 – Customer Records and Collection Expenses, 904 – Uncollectible 266 

Accounts, and 905 – Miscellaneous Customer Accounts Expenses.  Ameren Illinois 267 

generally charges the following types of activities to these accounts:  labor and costs 268 

related to performing general administrative support activities, meter reading, 269 

maintaining customer records, payment processing, economic analysis and strategic 270 

planning, customer billing, disconnections/reconnections due to nonpayment or unknown 271 

users, and uncollectibles.  During 2010, as reported in Company’s most recently-filed 272 

FERC Form 1, $54,323,490 was charged to these accounts. 273 
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Q. FERC Accounts 907-910 are considered Customer Service and Informational 274 

Expenses.  What customer-related activities are typically charged to these accounts? 275 

A. According to the Code of Federal Regulations, 18 CFR Ch. I, expenses associated 276 

with FERC Accounts 907-910 are defined as follows:  907 – Supervision; 908 – 277 

Customer Assistance Expenses; 909 – Informational and Instructional Advertising; and 278 

910 – Miscellaneous Customer Service and Informational Expenses.  Ameren Illinois 279 

generally charges the following types of expenses to these accounts:  cost of labor and 280 

expenses related to the administration of customer service activities, provision of 281 

instruction and informational assistance to customers, and energy efficiency.  The FERC 282 

Form 1 indicates that $37,095,881 was charged to these accounts in 2010. 283 

Q. What is the total amount of customer account and service operating expenses 284 

included in the PBR revenue requirement? 285 

A. The PBR revenue requirement includes customer account and service operating 286 

expenses, as discussed by AIC witness Mr. Stafford, in the approximate amount of $45.8 287 

million.  Mr. Stafford discusses generally the ratemaking adjustments to the FERC Form 288 

1 data to arrive at this amount. 289 

Q. What were the significant operational activities undertaken in the customer 290 

account and service areas in 2010? 291 

A. During 2010, the significant operational activities undertaken in the customer 292 

account and service areas included activities whose expenses were charged to Accounts 293 

902, 903, 904, and 908.  AIC witness Mr. Stafford discusses ratemaking adjustments that 294 

impact the amount of expense from these accounts that is included in the revenue 295 
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requirement.  Following is a recap of the significant, adjusted expense amounts included 296 

in the proposed PBR revenue requirement. 297 

 Approximately $15 million was charged to Account 902 and is included in the 298 

revenue requirement.  This amount includes costs for internal and contract meter readers 299 

for manual reads as well as costs from vendors for electronic reads associated with our 300 

automated meters. 301 

 Approximately $26 million was charged to Account 903 and included mailing 302 

costs for bills, handling of customer calls, collection agency fees and costs of internal 303 

collection efforts, costs associated with disconnect and reconnect activities, payment 304 

processing costs, and costs related to key account support. 305 

 Approximately $5.6 million of write-offs of customer bills net of any recoveries 306 

charged to Account 904 is included in the PBR revenue requirement. 307 

 The PBR revenue requirement from the remaining customer service accounts, 308 

Accounts 901, 905, 907, 908, 909, and 910 are lower amounts related to administrative 309 

functions and to customer education programs to encourage the safe and efficient use of 310 

electricity. 311 

Q. Were the customer account expenses charged to Accounts 901-905 prudently 312 

incurred and reasonable? 313 

A. Yes.  As I have discussed above, these expenses were necessary to provide 314 

customer service that our customers expect and to enhance the customer service 315 

experience.  We have in place processes to identify customer account activities and 316 

expenditures that are necessary, reasonable, and prudent.  Once identified, controls are in 317 

place to ensure that budgets are accurately developed and approved to support the 318 
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identified activities.  We track and control expenditures by reviewing them as they are 319 

incurred and comparing them against the budget to ensure that the actual costs are 320 

prudent and reasonable. 321 

Q. Were the customer account expenses charged to Accounts 907-910 prudently 322 

incurred and reasonable? 323 

A. Yes.  The costs and expenses charged to Accounts 907 – 910 are also necessary to 324 

provide customer service and enhance the customer experience.  And, as mentioned 325 

above, the necessary controls and procedures are in place to ensure that the customer 326 

account expenses are prudently incurred and reasonable. 327 

Q. What amount of uncollectibles expense is included in operating expenses in 328 

AIC's proposed PBR revenue requirement? 329 

A. As discussed by AIC witness Mr. Stafford, approximately $5.6 million of 330 

uncollectibles expense is included in the operating expenses for AIC’s proposed PBR 331 

revenue requirement. 332 

Q. How does AIC minimize and collect uncollectibles? 333 

A. Minimization and collection of uncollectibles is a continuous and long-established 334 

goal of Ameren Illinois.  The Public Utilities Act (220 ILCS 5/16-111.8(c)) sets forth six 335 

activities, at a minimum, that utilities shall pursue to minimize and collect amounts that 336 

ultimately become uncollectibles, including, but not limited to:  (1) identifying customers 337 

with late payments; (2) contacting customers in an effort to obtain payment; (3) providing 338 

delinquent customers with information about possible options, including payment plans 339 

and assistance programs; (4) serving disconnection notices; (5) implementing 340 
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disconnections based on the level of uncollectibles; and (6) pursuing collection activities 341 

based on the level of uncollectibles.  AIC’s practices and processes meet these six 342 

objectives as described below. 343 

1. AIC’s billing system identifies customers with late payment in accordance 344 

with 83 Illinois Administrative Code, Part 280.90 (83 Ill. Adm. Code 280.90 345 

or Part 280.90).  Furthermore, customer payment habits are sent to a third-346 

party vendor for internal rating.  It is this rating that determines the collection 347 

path the Company will pursue. 348 

2. Delinquent customers receive a disconnection notice via U.S. mail.  In 349 

addition, delinquent residential customers receive an automated outbound call 350 

to remind them of the impending disconnection.  Commercial customers 351 

receive manual courtesy calls based on the level of their outstanding balance.  352 

Please note that a disconnection notice is replaced by a reminder notice during 353 

the winter moratorium for residential customers.  Although no disconnection 354 

occurs during that period, efforts to solicit payment are still being made.  355 

There is a similar routine for customers whose accounts have closed.  There is 356 

a series of letters and phone calls followed by placement at a collection 357 

agency. 358 

3. Brochures outlining payment methods, payment plans and assistance 359 

programs are included with each disconnection notice sent.  Additionally, 360 

Ameren Illinois maintains a website housing this information and 361 

representatives at each Call Center are thoroughly trained on these subjects. 362 

4. Orders for disconnection are placed on all accounts where the delinquent 363 

balance is greater than $150 and every attempt is made to work 100% of those 364 

orders. 365 

5. Ameren Illinois is always working to minimize uncollectibles and therefore 366 

attempts collection efforts to the fullest extent allowed by law.  Collection 367 

policy and practices are designed with the intent of collecting all monies owed 368 

for services rendered, thereby benefitting all rate-payers. 369 

6. Ameren Illinois achieves this item in pursuing the first five items. 370 

Q. What steps has AIC undertaken to improve its credit and collection 371 

activities? 372 

A. Although much of the Company’s collection strategy is determined by the 373 

requirements of the Public Utilities Act and Part 280.90, AIC makes special efforts to 374 
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collect debt and reduce uncollectible expense throughout the year.  Some of the 375 

Company’s special efforts are described below: 376 

 Manual Outbound Calling.  During the first quarter of 2011, Ameren Illinois 377 

implemented an Outbound Calling project which made proactive collections 378 

calls to delinquent customers with account balances over $150.00.  The 379 

purpose was to reach these customers prior to the disconnect season and 380 

encourage payment arrangements.  Customers were also advised of Budget 381 

Billing and energy assistance programs during the calls. 382 

 Outbound E-mail Blast.  In March 2011, in anticipation of the heavy call 383 

volume caused by the end of the winter moratorium, Ameren Illinois 384 

partnered with Western Union for an e-mail campaign to alert customers of 385 

the end of the moratorium.  The e-mails were personalized with the customer's 386 

name, amount due, and due date, and allowed the customer to link to Western 387 

Union/SpeedPay to make payments.  The goal was to increase payments and 388 

reduce both call volume and truck rolls. 389 

 New Technology for Treasury to Detect Check Payments on Cash Only 390 

Accounts.  Ameren Illinois has always had a strict policy regarding returned 391 

payments.  Residential accounts are allowed two returns before being coded 392 

cash only and commercial accounts are allowed one return.  Although this 393 

policy has been in place for some time, the technology for remittance 394 

processing was not able to identify cash-only customers and thus check 395 

payments were received and processed.  Mid-year 2011, new technology was 396 

put in place enabling the scan lines of the bill stubs to be read which identifies 397 

the cash-only customers.  Cash-only customers' payments are now returned to 398 

the customer and a different form of payment is requested until the customer 399 

improves their payment habits.  Appropriate collection action is applied when 400 

checks are returned. 401 

 Energy Assistance Portal.  Plans for a new Energy Assistance Portal were 402 

resurrected in the third quarter of 2011.  This initiative allows for self-service 403 

among Ameren Illinois’ known energy assistance agencies.  Agencies will be 404 

able to obtain their own billing and payment information as well as make and 405 

pay pledges on-line, thus saving call times in the Credit Department.  The 406 

portal is scheduled for roll-out February 2012. 407 

 Reduced Commissions to Collection Agencies.  One of the largest expenses in 408 

Credit and Collections is commission expense paid to collection agencies.  In 409 

April 2010, a business decision was made to reduce the commission rate paid 410 

to Ameren Illinois collection agencies from 23% to 20% for all non-legal 411 

accounts.  Furthermore, in 2012 we anticipate additional savings as we have 412 

partnered with new collection agencies at a 17% commission rate. 413 
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Q. Has AIC undertaken any other initiatives related to cost recovery of its 414 

uncollectibles? 415 

A. Yes.  As I previously testified, on October 1, 2010, AIC’s legacy companies were 416 

merged to form the Ameren Illinois Company as we know it today.  Merging the three 417 

former legacy companies, AmerenCILCO, AmerenCIPS, and AmerenIP, has enabled 418 

Ameren Illinois to realize improved operational efficiency and to allow more robust 419 

collection strategies.  In particular, customer service operations were streamlined, debt 420 

collection efforts were enhanced, and field operations were streamlined. 421 

 Prior to the merger, each legacy company had its own Call Center which for the 422 

most part operated independently of the other two.  That is, each had its own set of toll-423 

free numbers and its customer service representatives were primarily dedicated to 424 

fielding calls associated with its legacy company.  Subsequent to the merger, one set of 425 

toll-free numbers was instituted throughout Ameren Illinois.  Although in separate 426 

locations, the call centers virtually became one as far as their operating practices and 427 

responding to customer inquiries.  Through this initiative and resulting virtual operation, 428 

a Customer Service Representative at any of the three call centers could handle a call 429 

from any Ameren Illinois customer.  Following the move to virtual operations for the 430 

Call Centers, the Credit and Collection Department, and the Customer Billing 431 

Department underwent similar changes.  Work and responsibilities that were once 432 

assigned by former legacy company are now being assigned by task and centralized at 433 

one location based upon the particular task, leading to greatly improved efficiency. 434 

 Since the merger, Ameren Illinois has been able to utilize methods to collect 435 

monies from customers with “old” debts that were previously considered uncollectible 436 
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because they crossed legacy companies.  The merger has allowed the Company the 437 

ability to collect the debt either prior to granting new service or by transferring monies 438 

owed to an existing account without regard to the constraints imposed by being three 439 

separate, independent legal entities, that hindered such activity prior to the merger.  To 440 

pursue collection efforts from such customers while being sensitive to the customers’ 441 

needs, the Company offered an additional payment arrangement so that the customer 442 

could maintain their monthly bill and retire the debt in installments. 443 

 As I previously mentioned, billing for customers at a single location receiving 444 

their electric and gas services from more than one legacy company was consolidated.  445 

This initiative impacted approximately 77,000 customer accounts and provided the 446 

customers with the convenience of a single bill and payment process.  Benefits realized 447 

from this endeavor included cost savings and efficiencies related to the reduced use of 448 

paper and postage, reduced time spent processing multiple payments, and a reduction in 449 

labor needed to obtain multiple meter readings since these activities are now combined.  450 

For example, instead of a meter reader from both of the legacy companies visiting a 451 

customer’s premises to read the electric and gas meters, one person and one trip could be 452 

used. 453 

The passage of SB 1918, created the opportunity for the Percent of Income 454 

Payment Plan (PIPP).  The purpose of the legislation was to provide low-income 455 

customers with affordable energy.  All four major Illinois utilities worked with the State 456 

of Illinois to create the programs and the Ameren Illinois PIPP Team was instrumental in 457 

the design and roll-out, taking a leadership role and keeping the project on schedule.  To 458 

date, there are more than 12,000 customers participating in the program with Ameren 459 
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Illinois.  Benefits to the Company include steady monthly payments from both the 460 

customer and the State.  Customers are further encouraged to make timely payments as a 461 

result of the Arrearage Reduction Program (ARP), an integral piece of the PIPP.  Dollars 462 

that could be potentially written-off are now set aside and customers earn monthly credits 463 

towards those arrears by making timely payments.  Traditionally, the winter moratorium 464 

sees a decrease in customer payments as there is no service interruption consequence for 465 

non-payment.  The PIPP is intended to change that behavior which will improve cash 466 

flow and decrease aged receivables. 467 

In addition to the program itself, dollars set aside at Ameren Illinois for the PIPP 468 

were used during the PIPP Phase 1 Extension to aid Medical Equipment Registry 469 

customers, some of whom had accumulated individual balances greater than $1,000.  A 470 

total of $1.3 million was spent, 85% of which went towards clearing those customers' 471 

electric arrearages.  Additionally, all PIPP customers were directed to their local LIHEAP 472 

agencies to discuss either traditional energy assistance benefits or the PIPP program.  The 473 

use of available assistance dollars decreased balances destined for potential write-off. 474 

Q. What additional activities has AIC undertaken regarding its billing 475 

revenues? 476 

A. The Company has implemented comprehensive processes and programs to detect 477 

and deter theft of service as an additional means of protecting revenues.  AIC recognizes 478 

that theft of energy services represents a huge revenue drain that costs utilities and their 479 

customers billions of dollars each year.  Energy theft and/or meter tampering are the 480 

illegal practices of manipulating or bypassing the electric meter to alter (reduce) the 481 
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registration of consumption to avoid paying for some or all of the service used.  It also 482 

includes illegal reconnection of disconnected electric service. 483 

Energy theft, in addition to being dangerous, is also costly; and as with any 484 

business, loss revenues and damages to property associated with theft of service are 485 

considered operating expenses, i.e., “part of the cost of doing business,” which often 486 

means that honest customers and/or shareholders end up footing the bill. 487 

A Process Alignment Team consisting of professionals representing Customer 488 

Accounts, Metering, Electric and Gas Operations, Revenue Protection, and Clerical 489 

Support was assembled to revise the Company’s policies and procedures surrounding the 490 

theft of service.  A centralized process for billing was also implemented, providing for 491 

standard charges to be applied on a timely basis to customers’ account.  If tampering has 492 

been detected, service is disconnected and all tampering-related charges must be paid 493 

before reconnection of the service is granted. 494 

Field technicians are well-trained to recognize signs of tampering, especially for 495 

electric meters, in order to stop repeat offenders.  AIC takes appropriate action to ensure 496 

utility thieves are prosecuted to the full extent of the law and to protect honest customers 497 

from harm. 498 

IV. CONCLUSION 499 

Q. Does this complete your direct testimony? 500 

A. Yes, it does.501 



Ameren Exhibit 7.0 

APPENDIX 

STATEMENT OF QUALIFICATIONS 
STAN E. OGDEN 

 I am Vice President, Customer Service and Metering Operations, for the Ameren 

Illinois Company.  I earned a bachelor’s degree in 1979, from Bradley University. 

 My utility experience began in 1982 when I joined Central Illinois Light 

Company (CILCO) and first began working within its Corporate Communications 

Department.  During my employment with Ameren Illinois Company and its predecessor 

companies, I advanced through various sales, customer service, economic development, 

rates, and marketing positions.  Prior to Ameren Corporation’s 2003 acquisition of 

CILCO, I oversaw the Company’s competitive retail sales activities throughout the state 

of Illinois.  For nearly ten years, I have devoted my career to customer service activities 

of the regulated Ameren Illinois Company including the consolidation of the operations 

of the three legacy companies. 

 On September 16, 2007, I was named Vice President, Customer Service and 

Public Relations, responsible for overseeing and directing the statewide activities of the 

customer contact centers, credit and collections, billing, and key account areas in Peoria, 

Decatur, and Pawnee for Ameren Illinois Company.  I also oversaw the community and 

public relations activities and energy efficiency activities for Ameren Illinois. 

 In my current position as Vice President, Customer Service and Metering 

Operations, I retained responsibility for overseeing many of the areas and activities which 

I previously oversaw; however, I no longer retain responsibility for overseeing and 

directing the community and public relations activities.  In addition to the responsibilities 

I retained, I am now also responsible for the administrative activities of Metering. 


