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I. Introduction 1 

A. Witness Identification 2 

Q. Please state your name. 3 

A. My name is Jennifer V. Montague.  4 

Q. Ms. Montague, have you already submitted direct testimony in this proceeding? 5 

A. Yes..  I submitted direct testimony as ComEd Exhibit (“Ex.”) 4.0. 6 

B. Purpose of Rebuttal Testimony 7 

Q. What is the purpose of your rebuttal testimony? 8 

A. The purpose of my rebuttal testimony is to respond to the direct testimony of certain 9 

witnesses for intervening parties insofar as that testimony relates to the customer 10 

education and outreach portion of ComEd’s AMI Plan.   11 

II. Response to City of Chicago Witness Weigert 12 

Q. Do you wish to say anything in response to the testimony of Karen Weigert on 13 

behalf of the City of Chicago? 14 

A. Yes.  First, on page 10 of her testimony (City Ex. 1.0, 10:246-48), Ms. Weigert states: 15 

The education initiatives in ComEd’s AMI Plan should have as their 16 
highest objective the effective delivery of practical instruction, analysis, 17 
and information that enables and encourages customer action to capture 18 
economic benefits as quickly as possible. 19 

Q. How do you respond? 20 

A. ComEd will provide practical information and instruction designed to help customers 21 

capture energy savings using AMI data. Once a meter is certified and active, a welcome 22 

packet will be mailed to each customer including specific, detailed instructions on how to 23 
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enroll in PTR, how to use web tools.  And, the materials will include practical energy 24 

management tips that, coupled with using the AMI data, could lead to bill savings.  25 

However, it must be remembered that ComEd cannot control if or when any particular 26 

customer takes the action would actually lead to bill savings. 27 

Q. Are there other comments of Ms. Weigert to which you would like to respond? 28 

A. Yes.  On page 10 or her testimony (City Ex. 1.0, 10:268-70), she also states: 29 

As I discussed earlier, ComEd also could help all its customers, including 30 
those still awaiting installation of a meter, by encouraging customers with 31 
suitable load profiles to take service under its RRTPP. 32 

Q. How do you respond? 33 

A. ComEd will promote RRTPP and energy efficiency tips for those customers without 34 

meters.  And energy efficiency web tools will be available to all customers whether they 35 

have a meter or not. 36 

Q. Are there other comments of Ms. Weigert to which you would like to respond? 37 

A. Yes.  On page 11 of her testimony (City Ex. 1.0, 11:279-80), she states: 38 

The proposed AMI Plan appears to lack effective alternative 39 
communication channels for the many ComEd customers who lack 40 
personal computers and broadband internet access. 41 

Q. How do you respond? 42 

A. ComEd recognizes that many customers do not have Internet access, and that information 43 

about AMI data and practical information to help customers capture energy savings needs 44 

to be delivered in both digital and printed formats.  The information about how to use the 45 

data and energy management tips that will be available through web-based tools for those 46 

customers with Internet access will also be available in printed materials such as bill 47 
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inserts and brochures for those who do not have Internet access or prefer printed pieces.  48 

Additionally, electronic material that is printable can be accessed by municipal leaders, 49 

schools, libraries, and community groups so they can make the information and 50 

instructional materials available to their constituents who may not have Internet access, 51 

and it will be part of ComEd’s outreach efforts to encourage them to do so.  52 

Q. Are there other comments of Ms. Weigert to which you would like to respond? 53 

A. Yes.  On page 12 of her testimony (City Ex. 1.0, 12:302-306), she says: 54 

Among some population groups, internet access through mobile devices 55 
may be more common than access through home computers. But, 56 
ComEd’s AMI Plan does not give adequate attention to this alternative 57 
communications channel. For example, ComEd’s proposed Plan does not 58 
disclose whether the AMI data and functions available through its 59 
proposed website will be accessible through mobile applications and 60 
devices. 61 

Q. How do you respond? 62 

A. AMI web tools will be integrated into the ComEd mobile app wherever possible, and this 63 

work is currently under development.  In addition, ComEd will implement a text-to-talk 64 

option for customers who have questions about AMI who do not have separate Internet 65 

access. 66 

Q. Are there other comments of Ms. Weigert to which you would like to respond? 67 

A. Yes.  On pages 15 and 16 of her testimony (City Ex. 1.0, 15:385–16:408), she states: 68 

To mitigate the problems associated with increased disconnections, ComEd’s Plan 69 
should be modified in at least the following ways: 70 

•  targeting customer outreach and education programs to at-risk 71 
customers’ regarding the use of AMI meter data and other means 72 
to enable energy efficiency and conservation; 73 

•  requiring enhanced communications through the ComEd call 74 
center, proactive collection calls, disconnection notices, and the 75 
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Internet to facilitate enrollment in state- sponsored customer 76 
assistance programs, including the PIPP and LIHEAP programs; 77 

•  requiring enhanced communications about the availability of 78 
ComEd customer assistance programs through the ComEd call 79 
center, proactive collection calls, disconnection notices and the 80 
Internet; 81 

• using the energy low-income and support program established 82 
pursuant to Section 16-108.5(b-10) of the Public Utilities Act to 83 
aid customers in paying past due arrearages; 84 

•  requiring ComEd to coordinate with other sources of customer 85 
education and assistance through work with stakeholders, such as 86 
the Chicago Housing Authority, local administering agencies, 87 
social service agencies and others to increase awareness of ComEd 88 
and state-sponsored assistance programs and to explore new 89 
approaches to customer assistance program planning and design; 90 

• devote a portion of section 16-108.5(b-10) funds to assistance to 91 
customers (possibly through local government human services 92 
departments) who are unable to avoid disconnection; and 93 

• requiring ComEd to notify the City of Chicago and other 94 
municipalities regarding impending disconnections on a zip code 95 
(or some more specific basis). (Such notifications must be made in 96 
compliance with State laws governing the privacy of utility 97 
customer information). 98 

Q. How do you respond? 99 

A. ComEd will add a reference to the availability of the customer assistance programs in 100 

existing outgoing collection activity communication channels.  The enhanced 101 

communication will direct customers to comed.com/care or to call ComEd’s CARE 102 

hotline at 888-806-2273, as follows: 103 

 Proactive Call – ComEd will change the call message script on the existing 104 

proactive calls to indicate the availability of customer assistance programs, 105 

including LIHEAP, PIPP, and the Residential Special Hardship Program  106 

 Written Disconnection Notice – While the current disconnection notice does 107 

mention the availability of customer assistance programs, the reference will be 108 
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modified to include the website and CARE hotline phone number for 109 

customers to use to apply for the programs. Additionally, ComEd will 110 

increase the visibility of this language on the disconnection notice.  111 

 Field Notification Call – ComEd will change the call message script on the 112 

field notification calls, which are made after the disconnection notice is 113 

mailed, to identify the availability of customer assistance programs, including 114 

LIHEAP, PIPP, and the Residential Special Hardship Program.  115 

In addition, ComEd will take the following actions to enhance communications in 116 

situations in which the customer contacts ComEd: 117 

 Phone Greeting: The Call Center and Revenue Management will work 118 

together to determine how the IVR (pre-recorded message) and CSR call 119 

scripts could be altered to make sure that this customer assistance information 120 

is provided over the phone to customers in credit distress, including 121 

information regarding the availability of LIHEAP, PIPP, and the Residential 122 

Special Hardship Program.  123 

 Web: Customer Operations will change existing web messaging to better 124 

emphasize the availability of customer assistance programs, including PIPP, 125 

LIHEAP, and the Residential Special Hardship Program.  126 

Further, ComEd Customer Assistance has engaged and will continue to engage 127 

the following organizations in discussion to develop the Customer Assistance Program 128 

guidelines (i.e., customer eligibility, program design, timing of program rollout, etc.): 129 

 DCEO 130 
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 Housing Authorities (CHA, Aurora, Rockford, Metropolitan, Kankakee) 131 

 CNT Energy 132 

Additionally, ComEd Customer Assistance has engaged and will continue to 133 

engage in the following outreach efforts in connection with the availability of assistance 134 

programs: 135 

 ComEd media awareness events have been held in Chicago and Rockford 136 

with an additional event planned in Will County in May. 137 

 In partnership with Ameren and DCEO, ComEd participated in the Housing 138 

Authority Conference held April 2012 for the purpose of providing Customer 139 

Assistance information. 140 

 Program information English/Spanish has been shared with the Chicago 141 

Housing Authority for distribution to its residents. 142 

 ComEd will be hosting a senior night in Saratoga Towers (Kendall-Grundy) 143 

with participants receiving Customer Assistance Program information, energy 144 

efficiency information, and entertainment. 145 

 Customer Assistance, Marketing, Corporate and Communications are 146 

coordinating efforts to provide Customer Assistance program and energy 147 

efficiency information to seniors through the Meals on Wheels program 148 

throughout the territory and in partnership with Illinois Dept. of Aging. 149 

 Local administering agencies (“LAAs”) will receive energy efficiency packets 150 

via a drop shipment.  Customers applying for Residential Special Hardship 151 

grants will be provided with a packet for their use.  152 
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 External Affairs will work with United Way to distribute information 153 

regarding the Non-Profit Special Hardship program. 154 

 Coordinating a conference with St Vincent De Paul, Lake County LAA and 155 

Lake County Housing authority to align efforts to get information to 156 

customers seeking assistance.   157 

 The Customer Assistance team participated in the Welcome Home 158 

Celebration for Military Veterans in May.  ComEd Helps Activated Military 159 

Personnel (“CHAMP”) program information was distributed along with 160 

giveaways for military families. 161 

Finally, ComEd will explore new approaches to customer assistance program 162 

planning and design, including assistance for customers who have been disconnected, and 163 

notification to the City of Chicago regarding impending disconnections on a zip code, or 164 

some more other specific, basis.  Any such notifications would, of course, be subject to 165 

compliance with State laws governing the privacy of utility customer information.  I 166 

would note that, additionally, disconnected customers are eligible for the Residential 167 

Special Hardship Program. 168 

Q. Are there other comments of Ms. Weigert to which you would like to respond? 169 

A. Yes.  The final comment of Ms. Weigert to which I wish to respond appears on page 17 170 

of her testimony (City Ex. 1.0, 17:422-26): 171 

Additional measurements are needed to assess the success (from a 172 
customer’s perspective) of the outreach and education tasks described in 173 
the plan ultimately approved by the Commission. In particular, the 174 
effectiveness of ComEd’s performance in achieving the following 175 
objectives should be tracked and evaluated: changes in energy use 176 
behavior and reductions in customers’ energy costs.  [Emphasis original.] 177 
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Q. How do you respond? 178 

A. The objective of the education and outreach plan is to provide information to “educate” 179 

customers and make them “aware” of the AMI data that is available for their use, along 180 

with energy management tips, but, certainly not to compel them to engage in any 181 

particular activity.  There is, of course, no guarantee that customers will in fact use the 182 

data, change their behavior and save on their bills, although ComEd would hope that they 183 

do so.  Moreover, actual customer behavior may well be determined by market factors 184 

well beyond ComEd’s control, such as the market price of electricity supply.  That being 185 

said, although ComEd could measure reduction in kWh consumption by customer by 186 

month, ComEd will not be able to tell the particular changes in behavior that led to that 187 

reduction, nor would ComEd be able to tell which behaviors are attributable to the 188 

education and outreach it delivered. 189 

III. Response to AG/AARP Witness Alexander 190 

Q. Do you wish to say anything in response to the testimony of Barbara Alexander 191 

(AARP/AG Ex. 1.0) on behalf of the Attorney General and AARP? 192 

A. Yes.  First, on pages 22 and 23 of her testimony (AARP/AG Ex. 1.0, 4:74–5:92), she 193 

states: 194 

At a minimum, I recommend that ComEd be required to conduct 195 
statistically valid separate surveys of its residential customers in Chicago 196 
specifically and in areas served outside Chicago on an annual basis to 197 
obtain the following information for low income and each of the customer 198 
groups that meet the definition of “vulnerable” customers in the HIA 199 
Report. This information should be gathered for customers whose AMI 200 
meters are activated and those without the new metering system to see if 201 
there is a difference in customer response. The following reporting 202 
requirements should be required:  203 

(1) Bill impacts associated with the costs for deployment of smart 204 
grid modernization and AMI investments for low, average, and 205 
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higher usage level customers for each of these customer groups 206 
pursuant to approved rates and surcharges; 207 

(2) Participation by such customer groups in the Company’s web 208 
portal and the results of such participation on customer usage; 209 

(3) Participation by such customer groups in the Company’s future 210 
PTR program; 211 

(4) Participation by such customer groups in the hourly pricing 212 
program; and 213 

(5) Traditional indicia of credit and collection programs, such as 214 
deposit requirements, issuance of disconnection notices, and 215 
disconnection for nonpayment.  216 

Q. What is your response? 217 

A. My response starts with a quote from Ms. Alexander’s own testimony.  On page 22, she 218 

states quite accurately (AARP/AG Exhibit 1.0, 22:495-504): 219 

In addition to low income customers, this term [“vulnerable” customers] is 220 
defined as those customers with an elderly, disabled, or very young member 221 
of the household, as well as those who rely on a language other than English. 222 
Utilities do not typically track or identify customers that meet these 223 
requirements unless, for example, the low-income household participates in a 224 
bill payment assistance program that is reflected in the utility’s customer 225 
service database. From time to time a utility’s customer service personnel 226 
may discuss the presence of household members that are elderly, very young, 227 
or disabled, but that information is typically not retained in the utility’s 228 
database in a manner that would allow such customers to be identified for any 229 
particular outreach, education, or additional services.  230 

It is true that ComEd’s customer files do not include income, age, or other 231 

“vulnerability” indicators, such as the presence of a household member with a disability 232 

or medical condition, unless the customer has indicated the presence of life support 233 

equipment or provided a medical certification.  Accordingly, in order to compile this 234 

information, surveys would have to be conducted among randomly-selected customers. A 235 

series of screening questions would have to be posed to prospective respondents to 236 

determine eligibility to complete the survey. Prospective respondents would have 237 
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identify themselves as “low income” and/or as “vulnerable” based on their responses to 238 

the screening questions. The survey would be terminated or discontinued for those 239 

customers who are not eligible to complete the survey. Using a telephone survey data 240 

collection methodology, the marketing research supplier would likely need to terminate 241 

many hundreds, and perhaps many thousands, of interviews in order to achieve 242 

statistically valid sample sizes of “low income” and “vulnerable” customers. This is 243 

inefficient and would be extremely costly. It is possible to over-sample certain 244 

geographies known to have proportionately more lower-income customers to improve the 245 

cost effectiveness of achieving statistically valid sample sizes of low-income customers. 246 

However, without some basis to pre-identify “vulnerable” customers, it may be difficult 247 

to efficiently and cost effectively achieve statistically valid sample sizes among 248 

“vulnerable” customers. Furthermore, customers could not be obligated to complete the 249 

survey, and many customers will elect to not answer questions posed on behalf of 250 

Commonwealth Edison that reveal personal information that would qualify them as 251 

eligible for the survey.  Some customers would likely find certain questions of a personal 252 

nature to be intrusive or offensive.  In short, I do not believe that ComEd should be 253 

involved in this type of survey activity. 254 

Q. Are there other comments of Ms. Alexander to which you would like to respond? 255 

A. Yes.  On page 21 of  her testimony, she states (AARP/AG Ex. 1.0, 21:475-77): 256 

I recommend that the Commission require ComEd to comply, at a 257 
minimum, with the metrics and reporting requirements already approved 258 
for the Maryland utilities.  259 

Q. How do you respond? 260 
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A. First, I would note that Mr. Harris, in his rebuttal testimony for ComEd (ComEd Ex. 7.0), 261 

fully explains why Ms. Alexander’s proposal is inappropriate as a general matter 262 

However, I have reviewed the Maryland requirements, included with Ms. Alexander’s 263 

testimony as AARP/AG Ex. 1.4, focusing on items related to education and outreach, and 264 

believe that one item demonstrates the fact that, as a package, the Maryland requirement 265 

are not suitable for Illinois and ComEd -- i.e., the number of customer referrals to energy 266 

advisors.  ComEd does not have energy advisors per se.  As part of its Commission-267 

approved Energy Efficiency and Demand Response Plan, ComEd has an “Energy 268 

Doctor” who responds to emails about energy efficiency and appears via radio and in 269 

person to promote ComEd’s energy efficiency programs.  ComEd also has two energy 270 

efficiency programs that have energy advisors employed by the program implementers 271 

and managed by ComEd.  The first is for single-family homes that are jointly served by 272 

ComEd and Nicor Gas where an energy advisor provides a detailed energy assessment 273 

and the installation of energy-saving products for a fee.  The second program is a multi- 274 

family home assessment for condominiums or apartments served by ComEd and Nicor 275 

Gas, Peoples Gas or North Shore Gas. This joint energy efficiency initiative helps 276 

property owners and tenants save money and reduce natural gas, water, and electric costs 277 

through the installation of energy-efficient showerheads, faucet aerators and compact 278 

fluorescent lights (“CFLs”) in each unit. However, in each case, participation is driven by 279 

the promotion of the program itself and not by the installation of an AMI meter. 280 

IV. Response to AG/AARP Witness Sandel 281 

Q. Do you wish to say anything in response to the testimony of Megan Sandel 282 

(AARP/AG Ex. 2.0) on behalf of the Attorney General and AARP? 283 
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A. Yes.  Again, I defer to Mr. Harris for the explanation about why Ms. Sandel’s requests 284 

are inappropriate for this proceeding. But there are also specific comments of hers that I 285 

would like to address.  First, on page 34 of her testimony (AARP/AG Ex. 2.0, 34:732-286 

37), she says: 287 

Periodic surveying of residents should take place to determine the 288 
prevalence of disease among utility customers, changes in the disease 289 
status, and the presence of increased hardship such as food insecurity and 290 
energy insecurity across the board. Surveys should also be used to 291 
determine whether there has been any widespread changes in the general 292 
population (including job status, health developments among children, or 293 
any new injuries/disabilities) to determine if cost recovery practices are 294 
appropriate for these vulnerable populations specifically. 295 

Q. How do you respond? 296 

A. To the extent that Ms. Sendel is suggesting that such surveying should be done by 297 

ComEd, I would repeat my response to Ms. Alexander’s suggestion about ComEd 298 

identifying “vulnerable” customers – that requests for personal information of the is type 299 

are liable to be regarded by many customers as intrusive and offensive.  Moreover, 300 

ComEd has no qualifications to conduct surveys concering health related issues such as 301 

disease, disability, and food insecurity – things about which public health agencies would 302 

be much more qualified to become involved with. 303 

Q. Are there other comments of Ms. Sendel to which you would like to respond? 304 

A. Yes.  On pages 37 and 38 of her testimony (AARP/AG Ex. 2.0, 37:804–38:826), she 305 

states: 306 

An approval of AMI deployment should require the development of a 307 
Customer Education Plan that focuses on AMI-enabled programs with the 308 
input of stakeholders and include specific performance requirements to 309 
measure the utility’s implementation of the approved plan, including the 310 
following requirements: 311 
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a.  Outreach and education for any specific pricing or conservation 312 
program should target groups at higher than average risk for 313 
adverse impacts, including seniors during the summer months and 314 
low-income households that rely on electricity for their primary 315 
heating fuel in wintertime. The Customer Education Plan should be 316 
coordinated with the City of Chicago’s heat health response plan, 317 
to ensure that access to adequate home cooling, or a centrally air-318 
conditioned environment, is maintained for seniors within 319 
ComEd’s service territory. This plan should include tutorials 320 
describing how new pricing programs and conservation initiatives 321 
can be helpful to such customers. Additionally, the utility’s 322 
outreach program could include replacing old, inefficient air 323 
conditioners with new energy efficient ones for vulnerable 324 
households, enrollment in energy saver plans and referrals to 325 
weatherization agencies. 326 

b.  This education and outreach should include participation and 327 
delivery of educational messages and information by local and 328 
neighborhood organizations that are most likely to interact with 329 
vulnerable customers. These organizations could include utility 330 
assistance locations, healthcare practices, legal aid and 331 
governmental offices. By having this information available, these 332 
organizations will be able to offer advice for vulnerable customers, 333 
and resources should they require assistance with the any new 334 
programs that take advantage of the AMI technology. 335 

Q. How do you respond? 336 

A. As I stated above, outreach efforts to target seniors and low income households are 337 

coordinated with low income programs.  And ComEd is partnering with neighborhood 338 

organizations via faith based organizations, community centers and DCEO’s office, CNT 339 

and local housing authorities and Meals on Wheels etc.  Education highlights also include 340 

methods such as Speakers Bureau-opportunities at senior centers, Energy Fairs, and 341 

ComEd classes at local events.  These education sessions will provide practical 342 

information about RRTP and PTR and conservation initiatives about energy efficiency 343 

and overall energy management.  In addition, the suggestion that ComEd’s education and 344 

outreach plan be coordinated with the City of Chicago’s heat health response plan is 345 
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impractical since the two plans have entirely different purposes and focuses.  The City’s 346 

response plan deals with how City agencies will respond in a heat emergency.  That has 347 

absolutely nothing to do with AMI meters or the education of ComEd customers about 348 

their energy conservation options. Similarly, the replacement of customers’ inefficient 349 

appliances is already addressed in the context of ComEd’s Energy Efficiency and On-Bill 350 

Financing programs that have already been approved by the Commission and are not at 351 

all dependent on customers’ having an AMI meter. 352 

V. Conclusion 353 

Q. Does this conclude your testimony? 354 

A. Yes, it does. 355 


