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ADMINISTRATIVE LAW JUDGES’ ORDER 

Commonwealth Edison Company (“ComEd”), in compliance with the Administrative 

Law Judges’ (“ALJs”) ruling of June 5, 2012, relating to the subject of evidence regarding utility 

employees and incentive compensation, submits this compliance filing.  The compliance filing 

consists of this introductory document, certain testimony and documentation already filed in the 

instant Docket and incorporated herein, and three Affidavits attached hereto.  ComEd states the 

following with respect to the background and contents of the compliance filing: 

1. ComEd’s first formula rate case, ICC Docket No. 11-0721, like the instant 

formula rate update and reconciliation case, was filed under Section 16-108.5 of the Public 

Utilities Act (the “Act”). 

2. The final Order (at 92), dated May 29, 2012, in Docket No. 11-0721 contained a 

ruling regarding the submission of “evidence establishing what [ComEd’s] employees did to 

achieve the statutory metrics…” relating to incentive compensation, as set forth in more detail 

therein.  The Act’s provisions regarding recovery of incentive compensation costs are set forth in 

Section 16-108.5(c)(4)(A). 
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3. On June 5, 2012, in the instant Docket, the ALJs directed ComEd to submit a 

filing in compliance with the above-referenced ruling of the May 29, 2012, Order in Docket 

No. 11-0721.  The June 5, 2012, ruling was memorialized in a Notice of [ALJs’] Ruling issued 

on June 6, 2012. 

4. The instant Docket was filed by ComEd on April 30, 2012.  The rate-setting 

portion of the Docket involves, in brief, 2011 actual costs and 2012 projected plant additions and 

depreciation.  The reconciliation portion of the Docket involves 2011 actual costs. 

5. ComEd had 5,765 employees as of December 2011, of whom 3,685 were in the 

Operations Department, 1,431 were in the Customer Operations department, and 649 were in the 

other major departments and offices.1 

6. ComEd’s April 30, 2012, filing in the instant Docket accordingly included 

testimony and documentation on the subject of ComEd’s incentive compensation plans in 2011.  

The testimony and documentation included information on, among other things: (1) the design, 

including the metrics, of ComEd’s two basic incentive compensation plans in effect in 2011 – the 

2011 Annual Incentive Plan (“AIP”) and the 2010-2012 Long-Term Incentive Program 

(“LTIP”); (2) the relation of the plans’ metrics to customer benefits; (3) the importance of the 

plans to achieving those customer benefits and some examples of results achieved; and (4) the 

plans’ costs. 

7. The 2011 AIP applied to all 5,765 ComEd employees.  The 2010-2012 LTIP 

applied to ComEd key managers and those at or above the ComEd vice president level. 

                                                 
1  The above figures are from page 1 of 48 of Schedule C-11.2 in ComEd’s filing under 83 Ill. Admin. 

Code Part 285 in the instant Docket.  The figures also are referenced in the attached Affidavits. 



 3 

8. That testimony and documentation in the April 30, 2012, filing included but was 

not limited to: 

 The Direct Testimony of Michelle Blaise (ComEd Ex. 6.0), pp. 3, 68-71. 

 The Direct Testimony of Martin Fruehe (ComEd Ex. 3.0), pp. 27-30. 

 ComEd Ex. 3.7, which consists of: (a) three schedules providing a summary, by 
FERC Account, of the 2011 AIP and 2011 LTIP costs; (b) the ComEd 2011 AIP 
informational guide for non-collective bargaining unit employees; (c) the 2011 
AIP Program Summary for employees represented by IBEW Local 15; (d) the 
2010-2012 LTIP Program Summary with 2011 Milestones; and (e) the 2011 
Restricted Stock Award Program Summary for Executives and Key Managers.2 

 The “Part 285” submission also includes the 48-page Schedule C-11.2, which sets 
forth ComEd’s head count by major department or office for each month from 
January 2008 through December 2011.  Page 1 of Schedule C-11.2 shows 
ComEd’s 5,765 employees by major department or office as of December 2011.3 

9. ComEd’s compliance filing accordingly includes this introductory document, 

incorporates the relevant testimony and documentation in the April 30, 2012, filing, and adds the 

three attached Affidavits, which are Affidavits of Joseph R. Trpik, Jr., CPA; Michelle Blaise; 

and Laura Novy. 

10. The Affidavit of Mr. Trpik includes significant information relating to the plans 

and all ComEd employees, as well as further information regarding the ComEd employees 

outside of the Operations department and the Customer Operations department, in particular. 

                                                 
2  The Restricted Stock Award Program is a deferred compensation program for key managers, and is not 

an incentive compensation program, although it is documented as part of the LTIP.  The Restricted Stock Award 
Program has no metrics, rather, it simply defers a portion of compensation.  However, the Order (at 83) in Docket 
No. 11-0721 ruled that it should be treated as in incentive compensation program on the grounds that it had been 
found to be such in ComEd’s 2010 rate case, ICC Docket No. 10-0467, and that ComEd did not prove in Docket 
No. 11-0721 that it was not the same program. 

3 In addition, the documents made available (not filed) under 83 Ill. Adm. Code § 285.150(n) consist of the 
same documents as ComEd Ex. 3.7, except they also include four schedules on incentive compensation costs for 
2011, 2010, 2009, and 2008, and they do not include the three schedules at the beginning of ComEd Ex. 3.7. 
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11. The Affidavits of Ms. Blaise and Ms. Novy include some general information and 

then focus on Operations department personnel and Customer Operations department personnel, 

respectively. 

12. The Section of the formula rate statute that governs recovery of incentive 

compensation costs, 220 ILCS 5/16-108.5(c)(4)(A), only became law late in 2011, and was not 

in force when the incentive compensation plans were designed for 2011, nor when ComEd’s 

employees performed their work in 2011, apart from the statute becoming law near the end of the 

year.  No tariff implementing that law was in effect for any portion of 2011.   

13. The 2011 plans’ metrics nonetheless are fully consistent with the later-adopted 

statutory metrics, as discussed in the April 30, 2012, filing and the Affidavit of Mr. Trpik.  Thus, 

by working in 2011 to achieve the plans’ objectives, ComEd’s employees also in effect were 

working to achieve the statutory metrics. 

14. In submitting this compliance filing, ComEd’s does not waive any right or 

contention it has or may have in or in an appeal from the May 29th Order in Docket No. 11-0721, 

including but not limited to its pending request that the Commission rehear the above-referenced 

ruling of the May 29th Order.  ComEd also does not waive any right or contention it has or may 

have in or in connection with the instant Docket. 
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Dated:  June 19, 2012. Respectfully submitted, 

COMMONWEALTH EDISON COMPANY 
 
 
By:        

One of its attorneys 
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COMMONWEALTH EDISON COMPANY 
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STATE OF ILLINOIS 

ILLINOIS COMMERCE COMMISSION 

COMMONWEALTH EDISON COMPANY 
 
Annual formula rate update and revenue 
requirement reconciliation authorized by 
Section 16-108.5 of the Public Utilities Act 

: 
: 
: 
: 
: 

No. 12-0321 

AFFIDAVIT OF JOSEPH R. TRPIK, Jr., CPA 

STATE OF ILLINOIS ) 
    ) ss. 
COUNTY OF COOK  ) 

I, Joseph R. Trpik, Jr., CPA, being first duly sworn, declare under oath as follows: 

1. I am a Senior Vice President, and the Chief Financial Officer and Treasurer, of 
Commonwealth Edison Company (“ComEd”).  My background and experience is set forth in 
more detail in my pre-filed Direct Testimony (ComEd Exhibit [“Ex.”] 4.0) in this Docket.  I am 
an adult.  I have personal knowledge of the facts contained in this Affidavit.  If I were to be 
called and sworn as a witness, I could testify competently regarding said facts based on my 
knowledge and experience. 

The 2011 Incentive Plans’ Metrics 

2. 2011 is the Federal Energy Regulatory Commission (“FERC”) Form 1 year that is 
the primary basis of the rate-setting and reconciliation revenue requirements to be determined in 
the instant Docket. 

3. ComEd had 5,765 employees as of December 2011, serving in various 
Departments and major offices, as set forth in ComEd’s Schedule C-11.2, page 1 of 48, in 
ComEd’s submission under 83 Ill. Admin. Code Part 285 in this Docket, and as discussed further 
below.   

4. ComEd had two basic incentive compensation programs in effect in 2011: (1) the 
2011 Annual Incentive Plan (“AIP”) and the 2010-2012 Long-Term Incentive Program 
(“LTIP”). 

5. The fundamental concept of both the AIP and the LTIP is “pay at risk”.  ComEd 
sets total compensation, including base salaries, benefits, and incentive compensation, at levels 
necessary to remain competitive with comparable companies.  The AIP documentation itself 
states that the AIP is part of the overall compensation package (ComEd Ex. 3.7, p. 5).  The total 
compensation that ComEd pays it employees is based on the levels needed in the marketplace to 
attract and retain qualified personnel.  Instead of paying the entire amount of an employee’s 
compensation through base salaries, ComEd makes a portion of each employee’s pay subject to 
achievement of operational metrics specified in the incentive compensation plans.  By 
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structuring compensation in this manner, ComEd implements a “pay at risk” approach under 
which ComEd’s employees are at risk of receiving less than a marketplace level of compensation 
if the metrics of the plans are not achieved. 

6. The AIP applies to all ComEd employees.  All ComEd employees perform work 
directly providing delivery services or support the provision of those services, whether they are 
engineers determining what investments must be made in order to maintain and improve service, 
“turning a wrench” or laying cable, making sure that work is performed safely, achieving 
environmental objectives, ensuring that customers are billed correctly, working to increase 
productivity, performing needed “back office” work, making sure that only prudent and 
reasonable costs are incurred, or raising at reasonable cost the capital needed to pay for the 
investments needed to make the provision of service possible and to improve that service.  
Through the AIP, ComEd seeks to align all employees’ incentives to the customer-centric 
metrics of the AIP, so that the employees perform their tasks within the context of the ultimate 
objectives of providing adequate, reliable, and safe service at reasonable cost.  ComEd’s 
functions and its organizational structure and its 5,765 employees in 2011 are discussed further, 
below. 

7. Having separate AIPs or other incentive plans for each department would fracture 
continuity among departments rather than ensure, as the AIP does, that all ComEd employees 
contribute to the success of the company as a whole in achieving the objectives reflected in the 
AIP.  In addition, developing and administering what could be dozens of separate AIPs would 
simply be unworkable and costly.  

8. The AIP, as to each of its metrics, includes three levels:  (1) a threshold level that 
must be met in order for there to be any payment under the metric, and which, if met, results in 
50% payment of the target payment level for the metric; (2) a target level, which, if met, results 
in 100% payment of the target level for the metric; and (3) a more rigorous distinguished level, 
which, if met, results in 200% payment of the target level for the metric. 

9. The 2011 AIP had seven metrics (also referred to as goals or Key Performance 
Indicators).  Although I am not an attorney, I believe that all seven of the metrics are 
“operational” within the language of Section 16-108.5(c)(4)(A) of the Act (and also of past 
Commission decisions), as discussed further below.  Two of the seven metrics related to ComEd 
cost control.  Five of the seven metrics related to ComEd operations.  The AIP was equally 
weighted between the ComEd cost control metrics and the ComEd operational metrics, as 
indicated below. 

10. The seven metrics of the 2011 AIP are referenced in the respective Direct 
Testimony of Ms. Blaise (especially ComEd Ex. 6.0, pp. 69-70 and fns. 9 and 10) and 
Mr. Fruehe (especially ComEd Ex. 3.0, pp. 27-30) and are set forth in detail in ComEd Ex. 3.7, 
pp. 4-19.  The seven metrics are: 

 Controlling the total level of Operations & Maintenance (“O&M”) expense (goal 
weight 25%) 

 Controlling the total level of capital expenditures (goal weight 25%) 
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 The OSHA Recordable Rate (safety) (goal weight 10%) 

 Performance on the System Average Interruption Frequency Index (“SAIFI”) 
(average number of service interruptions per customer) (weather normalized) (goal 
weight 10%) 

 Performance on the Customer Average Interruption Duration Index (“CAIDI”) 
(weather normalized) (goal weight 10%) 

 Performance on Focused Initiatives and the Environmental Index (measuring 
productivity and environmental commitment) (goal weight 15%) 

 Performance on the Customer Satisfaction Index (5%) 

11. Placing some of each ComEd employee’s compensation at risk for all seven 
metrics encourages each employee to work directly toward, or support the work of other 
employees toward, achieving the objectives of those metrics.  ComEd is seeking to incentivize 
every employee to perform their assigned work within the framework of those goals. 

12. The Section of the Public Utilities Act (the “Act”) that governs recovery of 
incentive compensation costs, 220 ILCS 5/16-108.5(c)(4)(A), only became law late in 2011, and 
was not in force when the incentive compensation plans were designed for 2011, nor when 
ComEd’s employees performed their work in 2011, apart from the statute becoming law near the 
end of the year.  No tariff implementing that law was in effect for any portion of 2011. 

13. The seven 2011 AIP metrics nonetheless are aligned with the later-adopted 
statutory metrics, as noted in the Direct Testimony of Mr. Fruehe.  Section 16-108.5(4)(A) 
provides as follows: 

The performance-based formula rate approved by the Commission shall do the 
following: **** 

(4) Permit and set forth protocols, subject to a determination of prudence and 
reasonableness consistent with Commission practice and law, for the following: 

(A)  recovery of incentive compensation expense that is based on the 
achievement of operational metrics, including metrics related to 
budget controls, outage duration and frequency, safety, customer 
service, efficiency and productivity, and environmental compliance. 
Incentive compensation expense that is based on net income or an 
affiliate's earnings per share shall not be recoverable under the 
performance-based formula rate[.] 

Each individual metric ties to specific metrics approved in Section 16-108.5(c)(4)(A).  The two 
cost control metrics tie to budget controls and to efficiency and productivity.  The OSHA metric 
ties to safety.  The SAIFI and CAIDI metrics tie to outage duration and frequency.  The Focused 
Initiatives and the Environmental Index tie to efficiency and productivity and to environmental 
compliance, respectively.  The Customer Satisfaction Index ties to customer service.  The 
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metrics also are inter-related, e.g., efficiency and productivity also serves to help control costs.  
All seven metrics relate in various ways to the provision of adequate, reliable, and safe service at 
reasonable cost to customers. 

14. The LTIP applies to ComEd key managers and those at or above the ComEd vice 
president level. 

15. The 2010-2012 LTIP has two parts.  The 2010-2012 LTIP available to vice 
presidents and above (Executive LTIP) is based on ComEd-wide operational goals that largely 
overlap, but are not entirely identical to, the AIP metrics.  The metrics are set forth in more detail 
in ComEd Ex. 3.7, pp. 20-21.  The LTIP available to key managers is actually a deferred 
compensation program, however, called the Restricted Stock Award Program, and it is not 
dependent upon achieving any particular company-wide goals (as are the Executive LTIP and 
AIP).  That program is set forth in ComEd Ex. 3.7, pp. 23-24. 

16. The five 2010-2012 LTIP metrics are referenced in the Direct Testimony of 
Mr. Fruehe and Ms. Blaise and set forth in more detail in ComEd Ex. 3.7, pp. 20-21, are : 

 Controlling the total level of total Operations & Maintenance (“O&M”) expense and 
capital expenditures (goal weight 25%) 

 Performance on the SAIFI and the CAIDI and the OSHA Recordable Rate (goal 
weight 25%) 

 Implementation of the Operational Performance Index, a metric designed to measure 
the effectiveness of ComEd’s operational spending by tracking costs incurred to 
complete a certain amount of work (goal weight 15%) 

 Improvement in the Employee Engagement Index / Employee Communication Index, 
both of which are measured annually in an employee survey (goal weight 10%) 

 Meeting ComEd goals related to “Exelon 2020,” specifically a net greenhouse gas 
emissions target and maintaining company-wide ISO 14001 certification (goal weight 
25%) 

17. Thus, the five 2010-2012 LTIP metrics are aligned with the 2011 AIP metrics and 
also are aligned with the later-adopted statutory metrics, for reasons the same or similar to those 
discussed above as to the AIP metrics. 

18. None of the 2011 AIP or 2010-2012 LTIP metrics is based on net income, return 
on equity, or earnings per share.1 

                                                 
1  In 2009, one of three performance metrics under the then-LTIP applicable to executives included a return on 
equity component.  Because LTIP benefits typically vest over three years, one third of the amounts awarded on that 
metric in 2009 was expensed in 2011.  ComEd removed those amounts from its proposed revenue requirement, as 
stated  by the Direct Testimony of Mr. Fruehe, ComEd Ex. 3.0, p. 29. 



 

5 
 

ComEd’s Functions and Organizational Structure 

19. ComEd is a delivery services or “wires” (electric transmission and distribution” 
utility. As a delivery services utility, ComEd has two basic lines of business: the transmission 
and distribution of electricity in an adequate, reliable, and safe manner. 

20. ComEd had 5,765 employees as of December 2011, including 3,685 employees in 
the Operations department and 1,431 employees in the Customer Operations department.  The 
649 other employees served in various operational, support, management, and executive 
positions in the other major departments and offices.2 

21. The Affidavit of Ms. Blaise addresses further the ComEd employees in the 
Operations department, while the Affidavit of Ms. Novy addresses further the ComEd employees 
in the Customer operations department.  The remainder of my Affidavit provides additional 
general and across the board information and addresses further the 649 other ComEd employees.   

22. While 5,116 employees are in the Operations and Customer Operations 
departments, other employees also perform operational work, and those employees who do not 
directly perform operational work in the sense of “turning a wrench” or laying cable are engaged 
in support, management, and executive positions, such as Finance, Human Resources, and 
Information Technology.  Operations work cannot be performed without, for example, capital, 
hiring and retaining personnel, and computers with the necessary software.  Thus, again, all 
ComEd employees perform work related to the provision of service to customers. 

Achievements Under the 2011 Plans 
and How They Were Accomplished 

23. Ms. Blaise’s Direct Testimony (ComEd Ex. 6.0, p. 3), refers to ComEd’s 
incentive compensation plans as being among the tools that are critical to efforts to manage 
operations and expenses to keep costs low and performance high. 

24. Ms. Blaise’s Direct Testimony (ComEd Ex. 6.0, p. 70), stated that ComEd 
employees performed at the target level or better on six of the seven 2011 AIP metrics, the 
exception being that the O&M expense control metric was above the threshold level but below 
the target level.   She further stated (p. 70) that: “The company achieved a performance level 
between target and distinguished on three KPIs – Capital Expenditures, CAIDI and Customer 
Satisfaction – while achieving a distinguished level of performance on SAIFI, Focused 
Initiatives and Environmental Index, and the OSHA Recordable Rate.  ComEd’s 2011 SAIFI and 
CAIDI performance, measured using the IEEE Standard that excludes major storms, reflects the 
lowest outage frequency in ComEd’s history at 0.84 outages per customer and the fourth-best 
outage duration performance on record at an average of 88 minutes.  In the area of safety, 
ComEd’s year-end 2011 OSHA Recordable Rate is 0.91, which is in the top decile of industry 
performance.  Overall, ComEd employees and managers performed at a level reflective of a 
133.2 percent payout for the AIP.” 

                                                 
2  As indicated earlier, these numbers are from page 1 of 48 of Schedule C-11.2. 
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25. In addition, in 2011, with respect to SAIFI (weather-normalized), performance 
was favorable to target by 0.10, which means the weather-normalized level of interruptions was 
down by about 410,000 customers.  

26. The 88 minute CAIDI performance of ComEd’s employees was 1 minute above 
target, and the 4th quarter CAIDI performance of 74 minutes was distinguished and the best on 
record for ComEd. 

27. The Customer Satisfaction Index result of 81.1 in 2011 was on target.  This was 
achieved despite a July 11th storm that was the worst on record impacting approximately 907,000 
customers, a June 21st storm that was the 9th worst on record impacting approximately 416,000 
customers, a total of 23 Major Event Days, the highest on record (by 7 days).  The year involved 
over 2 million customer outages in the aggregate, and hundreds of thousands of customer calls.  
(Moreover, July 20th and July 21st had the two highest peak loads on record.) 

28.  The OSHA Recordable Rate of 0.91 in 2011 achieved by ComEd’s employees 
was the best performance on record. 

29. All of the components of the Focused Initiatives and Environmental Index were at 
the target level or better, with most at the distinguished level.  The most significant drivers were 
efficiencies in the distribution 1% circuit program (explain) and the substation breaker overhaul 
program. 

30. Total O&M expenses were above threshold but below the target, due in part to the 
level of storm activity.   

31. Total capital expenditures were at the target level. 

32. By performing their respective duties, ComEd employees contributed to the 
achievements in 2011 under the incentive plans, for the reasons discussed earlier.  ComEd’s 
employees directly provide, support, or perform other work essential to the provision of 
adequate, reliable, and safe customer service at reasonable cost.  This is consistent with 
Section 16-108.5(c)(4)(A) of the Act, which provides for recovery of costs associated with 
operational metrics, and which contains no additional requirement of tying recovery to individual 
employees’ specific duties, implicitly recognizing that what matters here is the utility’s 
performance. 

33. The 649 ComEd employees not in the Operations and Customer Operations 
departments contributed toward achievement of the incentive plan metrics in innumerable ways, 
including but not limited to the following. 

34. The OSHA Recordable Rate Metric.  Safety is ComEd’s first priority.  All 
employees throughout the organization (including the two Operations departments and the other 
major departments and offices) must exhibit a good safety attitude and practice safe behaviors at 
all times to ensure we maintain a consistently safe workplace environment.  Employees are 
expected to identify unsafe conditions and make them safe.  If the employee cannot correct the 
condition, he or she is expected to report the condition so it can be corrected.  Additionally, it is 
the responsibility of all employees to ensure their co-workers are working safely and point out 
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safety concerns or issues when they are identified.  Workplace accidents are not limited to 
employees working in the field.  They can happen to any employee, and every ComEd employee 
regardless of job contributes to ComEd’s OSHA Recordable Rate performance. 

35. The Outage Frequency and Duration Metrics.  Non-operations personnel3 support 
these system reliability metrics by providing day to day support to operations personnel that are 
improving the system’s performance.  Work plans and budgets are prepared and tracked; 
materials and supplies are ordered and delivered; information technology resources are utilized 
in planning, coordinating and tracking work; and personnel are hired and appropriately assigned 
to work activities by non operations employees.  Non-operations opersonnel also contribute to 
this reliability metric by participating in storm restoration efforts.  For example, employees in the 
External Affairs and Large Customer Services groups have primary liaison responsibilities with 
local governmental authorities and large customers.  In that role, they are a critical source of 
information to the operations personnel about restoration progress and where resources should be 
deployed to speed restoration.  Without the support of non-operations employees, the activities 
that improve system operational performance would not be possible.   

36. The Customer Satisfaction Index Metric.  Non-operations department personnel 
support this metric by improving communications with customers, improving technology that 
customers use to interact with the company, keeping a sharp focus on costs and efficient 
operations, and developing and promoting programs that provide support to customers in need.  
For example, employees in the Marketing & Environmental Programs group directly interact 
with ComEd customers as they promote ComEd’s Smart Ideas energy conservation programs.  
Employees in the External Affairs and Large Customer Services groups directly interface with 
customers and municipal leaders to address service questions and concerns.  Employees in the 
Communications group help keep customers informed through the media or ComEd’s electronic 
communications channels of service interruptions or helpful tips to better manage energy usage.  
In addition, as mentioned above, all ComEd non-operations employees have a role engaging 
customers and other stakeholders in the event of widespread outages caused by severe storms.  
Those restoration efforts have a direct and influential impact on customer perceptions of ComEd 
and satisfaction with the company’s service.  Non-operations personnel also provide support to 
Customer Operations personnel that have direct customer interaction, making their functions 
more efficient and effective. 

37. The Total O&M and Capital Costs Metrics.  All ComEd personnel are responsible 
for these metrics in that work plans and budgets are prepared in all organizations and are 
evaluated routinely to ensure that expenditures are prudent and appropriate.  Non-operations 
personnel lead the processes for creating the annual budget, tracking and monitoring costs, and 
managing portfolios of company assets.  Non-operations personnel are also responsible for the 
technology resources that enable accurate tracking of costs, and ensure that materials, supplies 
and human resources are efficiently provided.  All personnel are tasked with trying to find better, 
more efficient ways to perform their functions, resulting in lower costs to customers. 

                                                 
3  In using the term “non-operations personnel”, I am referring generally to the ComEd employees not in 

the Operations and Customer Operations departments, unless context indicates otherwise.  In using that term, I do 
not mean to suggest that 100% of employees who perform the direct provision of delivery services are in those two 
Departments.  That is not the case, as I stated earlier. 



 

8 
 

38. The Focused Initiatives and Environmental Index Metric.  ComEd’s focused 
initiatives are specific initiatives that are linked to the key metrics.  Specific work plan objectives 
are either key to maintaining or improving reliability or support ComEd’s environmental 
commitments.  ComEd’s non-operations employees support those initiatives by providing 
financial, information technology, human resources, and supply support.  Specific examples 
include Information Technology employees that directly contribute to the achievement of the 
customer service technology improvements and Marketing & Environmental Programs 
employees that administer the energy efficiency and demand response programs that drive the 
success of the energy conservation component of the metric. 

Affiant does not state further. 
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Subscbed and sworn to before me
this 1_th day of June, 2012 eph R. rpik, Jr, CPA

My commissi expires:
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STATE OF ILLINOIS 

ILLINOIS COMMERCE COMMISSION 

COMMONWEALTH EDISON COMPANY 
 
Annual formula rate update and revenue 
requirement reconciliation authorized by 
Section 16-108.5 of the Public Utilities Act 

: 
: 
: 
: 
: 

No. 12-0321 

AFFIDAVIT OF LAURA NOVY 

STATE OF ILLINOIS ) 
    ) ss. 
COUNTY OF COOK  ) 

I, Laura Novy, being first duly sworn, declare under oath as follows: 

1. I am Vice President, Customer Care, of Commonwealth Edison Company 
(“ComEd”).  My background and experience is set forth in more detail in my pre-filed Direct 
Testimony (ComEd Exhibit [“Ex.”] 7.0) in this Docket.  I am an adult.  I have personal 
knowledge of the facts contained in this Affidavit.  If I were to be called and sworn as a witness, 
I could testify competently regarding said facts based on my knowledge and experience. 

The 2011 Incentive Plans’ Metrics 

2. 2011 is the Federal Energy Regulatory Commission (“FERC”) Form 1 year that is 
the primary basis of the rate-setting and reconciliation revenue requirements to be determined in 
the instant Docket. 

3. ComEd had 5,765 employees as of December 2011, serving in various 
Departments and major offices, as set forth in ComEd’s Schedule C-11.2, page 1 of 48, in 
ComEd’s submission under 83 Ill. Admin. Code Part 285 in this Docket, and as discussed further 
below.   

4. ComEd had two basic incentive compensation programs in effect in 2011: (1) the 
2011 Annual Incentive Plan (“AIP”) and the 2010-2012 Long-Term Incentive Program 
(“LTIP”). 

5. The concept and metrics of the 2011 AIP and the 2010-2012 LTIP are discussed 
in the Affidavit of Joseph R. Trpik, Jr., CPA, being filed simultaneously with my Affidavit. 

ComEd’s Functions and Organizational Structure 

6. ComEd is a delivery services or “wires” (electric transmission and distribution) 
utility. As a delivery services utility, ComEd has two basic lines of business: the transmission 
and distribution of electricity in an adequate, reliable, and safe manner.  Customer service is, of 
course, an essential component of distribution service. 
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7. ComEd had 5,765 employees as of December 2011, including 3,685 employees in 
the Operations department and 1,431 employees in the Customer Operations department.  The 
649 other employees served in various operational, support, management, and executive 
positions in the other major departments and offices. 

8. My Affidavit provides further general information and addresses further the 
ComEd employees in the Customer Operations department, in particular. 

Achievements Under the 2011 Plans 
and How They Were Accomplished 

9. By performing their respective duties, ComEd employees contributed to the 
achievements in 2011 under the incentive plans.  ComEd’s employees directly provide, support, 
or perform other work essential to the provision of adequate, reliable, and safe customer service 
at reasonable cost. 

10. The 1,431 ComEd employees the Customer Operations department contributed 
toward achievement of the incentive plan metrics in innumerable ways, including but not limited 
to the following: 

11. The Total O&M Expense Metric.  Each management employee of the Customer 
Operations area is responsible for ensuring the organization remains within the allotted O & M 
expense for the year.  We expect our employees to recognize areas for savings, create viable 
solutions to decrease costs, and implement process improvements. 

12. For example, we tasked our Call Center and eChannels groups with implementing 
a portfolio of enhancements to provide more self-service options to our customers.  Self-service 
transactions are traditionally lower in cost than a typical call placed to a customer service 
representative. As a result of our challenge, a number of changes were made to ComEd’s Voice 
Response Unit (“VRU”), or automated telephone service.   By redesigning the menu selections, 
updating the messages to reflect current customer concerns, as well as provide marketing and 
educational program information, Customer Operations was able to decrease the total number of 
calls received by an agent during the highest call volume year on record.  By decreasing the 
number of agent calls and offering a lower cost solution for customers, our employees directly 
controlled the total level of O & M expense within the area. 

13. The Total Capital Expenditures Metric.  Customer Operations employees were 
specifically tasked with designing capital expenditures which sought to decrease the area’s O & 
M expense after implementation.  As part of the capital project process, Customer Operations 
requires a business case review of the benefits compared to the overall cost to implement. In 
addition, Customer Operations prioritizes and selects the top projects which will increase 
productivity, efficiency, and the customer’s overall experience with the utility.  The costs are 
also subject to the careful planning, budget, variance, and other cost control processes, such as 
review by the project review committee (“PRC”) that also are discussed in general by Michelle 
Blaise in her Direct Testimony (ComEd Ex. 6.0). 

14. Moreover, these projects are being or will be used to serve customers and are an 
appropriate means of doing so, and are thus used and useful.  The two largest capital projects 
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from the Customer Operations area involved upgrades to ComEd’s website (www.comed.com) 
based on customer usability studies, allowed for mobile device access, included Spanish 
translation, and updated the frequently asked questions section. Each of these projects were 
implemented within scope, schedule, and budget.  Thus, our employees directly controlled the 
total level of capital expenditures within the area. 

15. The OSHA Recordable Rate Metric.  Customer Operations stresses, on a daily 
basis, that the number one priority of the company is the safety of our employees. To 
re-emphasize safety as a priority, we begin almost every meeting with a safety-related message. 
Furthermore, if a safety-related incident occurs, we require our employees to complete a 
“Condition Report” which describes the incident in detail as well as provides for correct actions.  
The supervisor or manager is required to verbally share the “condition report” with the entire 
Customer Operations area.  By sharing the report, we create a culture of self-criticalness. 
Therefore, our employees directly impact and mitigated OSHA-related incidents. 

16. In addition to the condition reporting process, Customer Operations engages its 
employees (both in the office and field) through its Target Zero panel.  Target Zero is comprised 
of employees across the Customer Operations organization whose goal is to maintain a safe 
working environment.  The panel led a shoe awareness campaign over the winter and spring 
months to focus employee attention on wearing the proper footwear both inside and outside of 
the office.  By drawing attention to footwear, the group was able to create a culture where by 
inappropriate footwear was frowned deeply upon.  The culture shift lead to a decrease in slips, 
trips, and falls for the organization. 

17. The SAIFI Metric.  During regular business, the Call Center is staffed to handle 
power quality customer calls. Upon receipt of a power quality call, the Customer Service 
Representative creates a ticket for the customer issue (i.e., flickering lights, low hanging wires, 
etc).  The ticket is then routed to the Operations area for investigation. By receiving and creating 
the tickets, the Call Center is assisting to mitigate service interruptions by the proactive nature of 
the ticket issuance. The Call Center must be open and available in order for the tickets and 
request process to function properly.  Thus, our Call Center employees directly impact SAIFI. 

18. In addition, all management employees within the Customer Operations area are 
required to function in a secondary job role during weather or disaster events.  Our employees 
provide both direct and indirect support to the Operations area during restoration planning and 
execution. 

19. The CAIDI Metric.  Upon the receipt of a customer call, the Customer Service 
Representative asks a number of information-probing questions which assist in diagnosing the 
outage situation.  A Customer Service Representative may ask the customer whether or not they 
heard any noises when the power went out (assists with determining equipment failure), if the 
area is free from vegetation (does the company need to send out a tree trimming crew), or 
whether the customer’s neighbors are out of service (single outage or feeder issue). The outage 
ticket is then routed to the Operations area for restoration. Each of the answers to the questions 
provides the Operations area with more information in order to address the customer’s concerns 
accurately and timely.  
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20. The Focused Initiative and Environmental Index Metric.  In 2011, Customer 
Operations completed a number of transformational Focused Initiatives. The below three 
Focused Initiatives were tied to AIP metrics:  

 Customer Service Technology Improvements: Sought to increase the total number of 
mobile transactions, speech recognition transactions, and the social media 
engagement index. Specifically, increase web transactions 3.5% over 2010 volume 
while also achieving two of the following three:  3% increase in Mobile transactions, 
10% increase in end of year speech recognition/Voice Response Unit utilization, or 
increase ComEd's Social Media engagement index (USM) to industry average of 
.156. 

 Meter Read Rate: For the months of January, February, March, November and 
December achieve a meter read rate of 75% for system meters and 95% for 
commercial probes. For the months of April, May, June, July, August, September and 
October achieve a meter read rate of 90% for system meters and 95% for commercial 
probes.  

 
 Field and Meter Work Plan: Increase the total number of work orders (meter 

maintenance, revenue protection, etc) completed by the department. Specifically, 
completion of at least 90% of the 2011 work plan.  

21. The Customer Satisfaction Metric.  The Customer Operations area drives 
customer satisfaction in every aspect of its business.  Every employee within the area directly 
supports the performance of the Customer Satisfaction Index whether by taking a customer call, 
reading a meter, or preparing a customer bill.  These areas contribute to customer satisfaction, by 
installing and maintaining properly functioning meters; performing timely, accurate meter reads; 
and timely accurate billing. 

22. More importantly, Customer Operations continues to implement several changes 
to enhance its customer service operations.  One of the most notable changes was an in-depth 
review of the various touch points between ComEd and its customers.  As a result of this review, 
Customer Care commenced a Customer Experience initiative focused on First Call Resolution 
and Total Quality.  First Call Resolution refers to remedying the customer’s issue the first time in 
which he/she calls.  Areas of opportunity to improve First Call Resolution include focusing on 
improving hiring practices, providing additional Customer Service Representative (“CSR”) 
training, implementing call segmentation and the automated telephone response system known as 
the Voice Response Unit (“VRU”), menu/scripting changes, and improving quality monitoring. 
Total Quality refers to and includes the development of a multifaceted philosophy for 
monitoring, interpreting, measuring, auditing and reporting the customer’s call experience. 

Affiant does not state further. 
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