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I. WITNESS INTRODUCTION 1 

Q1. Please state your name and business address. 2 

A. My name is Karen Cooper.  My business address is American Water, 3 

1410 Discovery Parkway, Alton, Illinois 62002. 4 

Q2. By whom are you currently employed? 5 

A. I am employed by American Water Works Service Company, Inc. 6 

(“AWWSC”) as Manager, Business Services, for AWWSC’s Customer 7 

Service Center (“CSC”). 8 

Q3. Please summarize your current responsibilities. 9 

A. As Manager, Business Services, I am responsible for management of 10 

issues and on-going client relations between CSC and operating 11 

companies, service delivery process and performance improvement 12 

initiatives, and other functions that support customer service delivery. 13 

Q4. Please describe your professional experience and education. 14 

A. I joined American Water in 1985 as a Water Quality Superintendent with 15 

Indiana-American Water Company, Inc.  Prior to joining the American 16 

Water system, I was with the Ohio Environmental Protection Agency, 17 

Division of Public Water Supplies, and also worked for an engineering firm 18 

in Massachusetts.  Since joining the American Water system, I have held 19 

positions in management with increasing responsibility.  In 1997, I was 20 

named Division Manager for the Illinois-American Water Company’s 21 
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Southern Division, which included the Alton, East St. Louis, Granite City, 22 

Belleville and Cairo service areas.  In October 2001, I accepted the 23 

position of Vice President and Manager of Ohio-American Water 24 

Company with responsibility for general management of statewide water 25 

and wastewater production, distribution, office, and call center facilities 26 

and operations.  In July 2003, I accepted my current position at the 27 

American Water CSC as Manager of Business Services.  I have a 28 

Bachelor of Science degree from the Ohio State University.  I am pursuing 29 

a Masters Degree in Business Administration from Southern Illinois 30 

University at Edwardsville. 31 

Q5. Have you previously testified before this Commission? 32 

A. Yes. 33 

II. PURPOSE OF REBUTTAL TESTIMONY 34 

Q6. What is the purpose of your testimony in this case? 35 

A. The purpose of my rebuttal testimony is to respond to ICC Staff witness 36 

David. Sackett’s (ICC Staff Exhibit 7.0) incorrect characterization of 37 

operations at the CSC, which provides, as authorized by the Commission, 38 

call handling, customer service and billing services to IAWC and other 39 

American Water affiliates. 40 

III. RESPONSE TO STAFF WITNESS MR. SACKETT 41 

Q7. What are Mr. Sackett’s concerns regarding the CSC? 42 

A. He alleges that IAWC, though AWWSC, “indirectly” provides service to 43 

American Water Resources (“AWR”).  In particular, he asserts that CSC 44 
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customer service representatives (“CSRs”) “refer” calls from IAWC 45 

ratepayers to AWR; and that the Service Company Call Center 46 

representatives (“CSR”) handle calls for AWR and have sales scripts for 47 

AWR products.  48 

Q8. Do AWWSC employees refer IAWC ratepayers to AWR as Mr. Sackett 49 

contends on page 10 of his direct testimony? 50 

A. No.  CSRs do not “refer” IAWC customers to AWR in the sense of making 51 

a marketing referral to AWR, as I discuss below.  Mr. Sackett claims that 52 

CSRs can see whether IAWC customers have an AWR Water Line 53 

Protection Program (“WLPP”).  He thus implies that the CSR may “refer” 54 

an IAWC customer to AWR based on whether or not the IAWC customer 55 

has a WLPP.  Mr. Sackett is mistaken, as he misunderstands what CSRs 56 

see on their Instant Data Access (“IDA”) screen when IAWC customers 57 

call the CSC. 58 

Q9. What is IDA? 59 

A. IDA is a tool that American Water developed to enable CSRs to efficiently 60 

access information used in handling customer calls.  The information is 61 

presented on a screen the CSR can see when the customer calls.  62 

Q10. What information does a CSR see on IDA when an IAWC customer 63 

calls? 64 

A. When a CSR is on a call with a customer, IDA presents a customer page 65 

that summarizes the current status of a customer’s account as well as 66 

information relevant to the premise location.  This snapshot identifies key 67 
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areas that the CSR should be made aware of during a call.  This facilitates 68 

quick reference for the CSRs.  Information includes balance, any past due 69 

amounts, payment agreements, collections activity, payment locations, 70 

service or outage condition alerts, and applicable fees.  The IDA landing 71 

page has a field for information regarding Customer Protection Program 72 

enrollment.  For Illinois, the Customer Protection Program field only 73 

contains an instruction to transfer calls to extension 4371, and has no 74 

premise or customer-specific information regarding AWR enrollment. 75 

Q11. When an IAWC customer calls, does the CSR know whether the 76 

customer has a WLPP? 77 

No.  When an IAWC customer calls the Service Center, the CSR has no 78 

way to know if the customer has a WLPP or other product or service from 79 

AWR.  There is no distinction in what the CSR screen displays between 80 

an IAWC customer who has AWR product and one who does not.  This 81 

can be seen in IAWC Exhibit 15.01R, which is two screen shots of the IDA 82 

system.  One shows an Illinois screen, and the other, for comparison, 83 

shows an Indiana screen.  As the exhibit shows, the Indiana screen 84 

provides information on whether the customer has an AWR product; the 85 

Illinois screen does not.  Nor do CSC procedures direct CSRs to ask 86 

IAWC customers whether they are enrolled in the WLPP or have products 87 

with AWR.  88 

Q12. Under what circumstance would a CSR transfer an IAWC customer 89 

call to the AWR call center? 90 
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A. A CSR transfers a call to AWR only if the customer inquires about service 91 

line protection.   92 

Q13. How often do such transfers happen? 93 

A. Out of 4,147,159 customer calls answered by the CSC in total in 2011, 94 

there were 2,928 transfers, or 0.06% of the total. 95 

Q14. Is it true that CSRs “refer” IAWC customers to AWR? 96 

A. No.  Mr. Sackett misleadingly implies that CSRs market AWR products 97 

and services to IAWC customers.  This does not happen.  A CSR may 98 

transfer IAWC customer calls to AWR, but this only happens when the 99 

customer inquires about service line protection, and the CSR does not 100 

know whether the IAWC customer has an AWR product unless the 101 

customer so advises the CSR.  The transferring of calls is a simple 102 

courtesy to IAWC customers who are seeking information that can be 103 

provided by someone at AWR.  104 

Q15. Do the same CSC personnel who handle calls for IAWC also handle 105 

calls for AWR, as Mr. Sackett claims? 106 

A. No.  AWR has a separate call center in a different section of the Alton 107 

facility that houses the CSC.  AWR’s call center handles AWR’s calls. 108 

Q16. Mr. Sackett refers to “Call Center Awareness Services” as being 109 

provided by AWWSC to AWR.  What are “Call Center Awareness 110 

Services”?  111 

A. From 2006 until February 2012, AWWSC CSRs could offer (but were not 112 

required) to provide information to customers from five states (not 113 
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including Illinois) about customer service line ownership and 114 

responsibilities under the Call Center Awareness Program (“CCAP”).  If 115 

the customer wanted to learn more, the customer would be transferred to 116 

AWR.  It is important to emphasize that, when this program was in place, it 117 

did not apply in any way to Illinois or IAWC customers – in other words, 118 

the CCAP information would never have been provided to IAWC 119 

customers.  AWWSC ended the program in February 2012 due to a lack 120 

of interest by customers. 121 

Q17. Mr. Sackett also claims that AWWSC’s “600 CSRs . . . provid[e] AWR 122 

with a large number of CSRs to provide referrals, while [AWR] only 123 

pays the incremental cost of a CSR’s time with the customer,” which 124 

he asserts “facilitates AWR running its business with only 70 full-125 

time employees.”  Do you agree? 126 

A. No.  Mr. Sackett’s testimony suggests that the AWWSC CSRs are 127 

somehow an adjunct labor force for AWR, which is not the case.  Let me 128 

clarify that there are 272 CSRs dedicated to the function of handling 129 

incoming customer calls rather than 600.   The implication of his testimony 130 

is that the main role of these CSRs is to provide “referrals” to AWR.  But 131 

the CSRs’ job responsibilities are handling the significant call volume from 132 

and performing billing and other services for utility customers in the states 133 

American Water subsidiaries operate in.  In fact, as I explain above, the 134 

CCAP program allowing CSRs to provide information on customer service 135 

line responsibilities (to customers other than IAWC’s) ended earlier this 136 
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year due to lack of significant activity under the program.  Moreover, as 137 

Mr. Sackett points out, the cost of transfers under the CCAP program 138 

were paid by AWR.  Thus, there is no basis to conclude AWWSC is 139 

“facilitating” AWR’s business or reducing AWR’s labor costs. 140 

Q18. Does AWR pay for AWWSC services it uses? 141 

A. Yes.  For example, AWR pays rent for the space at the Alton CSC facility 142 

that it subleases from AWWSC, pays for common area maintenance, and 143 

pays for phone and utility services.  As indicated above, AWR was also 144 

direct charged for any CCAP calls.  I would note that IAWC is direct 145 

charged for each call an IAWC customer makes to the CSC in much the 146 

same manner.  147 

Q19. Does AWR provide service line product awareness training to all new 148 

AWWSC CSRs during their initial training? 149 

A. No.  In conjunction with the termination of the CCAP, this training was 150 

ended as well.  During the training of new CSRs, an AWR employee had 151 

been brought in to briefly explain the service line program.  This training, 152 

however, was not relevant to Illinois customer calls.   Since the CCAP was 153 

not provided for Illinois, any training related to the CCAP would not relate 154 

to interactions between CSRs and Illinois customers. 155 

Q20. Please explain the process by which a CSR issues a service order 156 

when an IAWC customer calls to report a suspected leak. 157 

A. When a customer calls about a leak, the CSR will determine if the 158 

customer is experiencing a water emergency by asking questions.  If it is 159 
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determined that leak is causing immediate damage, hazard or harm, the 160 

CSR will issue an emergency service order to have a field service person 161 

go to the site to investigate, shut the water off or take other appropriate 162 

action. 163 

Q21. Is there a separate and distinct service order for customers with 164 

service line protection programs? 165 

A. Yes.  A WLPP service order is issued for IAWC customers who indicate 166 

they have a service line protection program. 167 

Q22. How does a CSR know if an IAWC customer has a service line 168 

protection? 169 

A. The CSR would not know this information unless the customer discloses it 170 

to the CSR.  In other words, the WLPP order is only issued if the customer 171 

discloses it has a service line protection program. 172 

Q23. Why would a WLPP order be issued to an IAWC customer? 173 

A. The WLPP order is in place for the convenience of the customer.  As 174 

indicated above, when an IAWC customer calls about a suspected leak, 175 

the customer must have disclosed that it has a service line protection 176 

program to the CSR for the CSR to issue a WLPP order.  As discussed in 177 

more detail by IAWC witness Mr. Suits, if the leak is on the customer side 178 

of the meter, this allows the field service representative to advise the 179 

customer to contact their service line protection program provider.  Thus, 180 

the purpose of the WLPP order is strictly customer convenience. 181 
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Q24. How many WLPP service orders were issued for IAWC customers in 182 

2010-2011? 183 

A. There were 74 WLPP service orders issued in 2010-2011, 18 of which 184 

were canceled without having been worked. 185 

Q25. Does the CSC provide IAWC customer information to AWR under any 186 

circumstances? 187 

A. No.  Any information AWR has about an IAWC customer would have to 188 

come directly from the customer or some source other than the CSC. 189 

Q26. Does this conclude your testimony? 190 

A. Yes, it does.  191 


