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I. Introduction 1 

A. Identification of Witness 2 

Q. What is your name and business address? 3 

A. William B. DeLoach, Commonwealth Edison Company (“ComEd”), 2100 Swift Drive, 4 

Oak Brook, Illinois 60523. 5 

Q. By whom are you employed and in what capacity? 6 

A. I am employed by ComEd as Director of the Revenue Management department. 7 

B. Purposes of Direct Testimony 8 

Q. What are the purposes of your direct testimony? 9 

A. The purposes of my direct testimony are to:  10 

(1) Provide an overview of ComEd’s Revenue Management department, which 11 
implements ComEd’s credit and collection policies and practices;   12 

(2) Explain the various credit and collection policies and practices ComEd undertook 13 
during 2010; and 14 

(3) Demonstrate the prudence and reasonableness of ComEd’s actions to pursue 15 
minimization and collection of uncollectibles. 16 

C. Summary of Conclusions 17 

Q. What are the conclusions of your direct testimony? 18 

A. ComEd acted prudently and reasonably by undertaking the activities described below to 19 

pursue the minimization and collection of uncollectible costs during 2010.  ComEd’s 20 

Revenue Management department is dedicated to reducing uncollectible costs, and 21 

accordingly implements a number of practices to achieve this end.  These include credit 22 

screening and deposit requirements that apply even before an applicant for service 23 

becomes a ComEd customer.  In the event that a current customer is delinquent in paying 24 

a monthly bill, ComEd has robust collection practices in place that are designed to obtain 25 
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payment, if possible, or to minimize the uncollectible amount through disconnection, 26 

consistent with applicable law.  In particular, ComEd pursues the minimization and 27 

collection of uncollectibles through the following activities described in Section 16-28 

111.8(c) of the Public Utilities Act (“Act”): 29 

 (1) identifying customers with late payments; 30 

 (2) contacting the customers in an effort to obtain payment;  31 

 (3) providing delinquent customers with information about possible options, 32 
including payment plans and assistance programs;  33 

 (4) serving disconnection notices; 34 

 (5) implementing disconnections based on the level of uncollectibles; and  35 

 (6) pursuing collection activities based on the level of uncollectibles.   36 

220 ILCS 5/16-111.8(c).  Therefore, ComEd’s Annual Report to the Illinois Commerce 37 

Commission Concerning the Operation of Rider UF – Uncollectible Factors Regarding 38 

the Recovery of Incremental Uncollectible Costs for the Period Beginning June 1, 2011 39 

and Extending through May 31, 2012 (“Annual Report”), ComEd Ex. 1.0, should be 40 

approved. 41 

D. Background and Qualifications 42 

Q. Mr. DeLoach, please summarize your duties and responsibilities in your current 43 

position. 44 

A. In my current role as Director, Revenue Management, I am responsible for ComEd’s 45 

credit and collections activity, including establishment of ComEd’s credit management 46 

policies and procedures, governance over credit activities, overseeing ComEd’s 47 

collections processes, monitoring ComEd’s outstanding receivables, and managing the 48 
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collections recovery effort.  Additionally, I am responsible for the customer assistance 49 

programs ComEd offers to low-income customers to help them pay their electric bills. 50 

Q. Mr. DeLoach, please summarize your educational background and professional 51 

experience. 52 

A. I graduated from Brigham Young University, Provo, Utah in 1997 with a Bachelor’s and 53 

Master’s degree in Accountancy.  I am a licensed Certified Public Accountant in the State 54 

of Illinois and a member of the American Institute of Certified Public Accountants. 55 

 I began my career at Arthur Andersen, LLP in 1997 in the Business Process Risk 56 

Consulting practice of the Chicago office as a staff auditor.  Over the next five years, my 57 

responsibilities at Arthur Andersen increased up to the level of manager.  During my time 58 

at Arthur Andersen, Unicom, Exelon and ComEd were among my main clients.  In April 59 

2002, I joined Exelon’s Internal Audit department.  In January 2006, I was promoted to 60 

Financial Controls Director for Exelon where I was responsible for managing Exelon’s 61 

efforts to comply with the internal control provisions of the Sarbanes-Oxley Act of 2002.  62 

In August 2010, I assumed the responsibilities as the Revenue Management Director for 63 

ComEd. 64 

II. Overview of ComEd’s Revenue Management Department 65 

Q. What is the function of ComEd’s Revenue Management department? 66 

A. The Revenue Management department is responsible for managing the portfolio of 67 

ComEd’s receivables, including credit disconnections and collection policies and 68 

procedures, as well as managing the work of its payment processing vendor, which 69 

includes activities such as opening remittance mail, creating an electronic image of the 70 



 

Docket No. 12- Page 4 of 23 ComEd Ex. 3.0 

payment, and processing payments to associated accounts within ComEd’s Customer 71 

Information Management System (“CIMS”).  CIMS is more than a billing system, 72 

however.  It also contains a record of ComEd’s customer contacts (e.g., calls received by 73 

the call center), tracks any service orders (e.g., field technician visits), and also interfaces 74 

with ComEd’s financial and accounting systems. 75 

 The key responsibilities of the Revenue Management department include the 76 

following: 77 

 To define and implement credit and collection policies to ensure that financial risk is 78 
minimized, balancing any adverse impact with overall customer satisfaction; 79 

 To ensure compliance with credit and collection provisions as outlined by 80 
Commission regulations; 81 

 To evaluate and process, as appropriate, customer requests for exceptions to the credit 82 
and collection policies, including deferred payment agreements, bankruptcies, 83 
transfers of debt, waivers of deposits and adherence to low-income policies; 84 

 To coordinate the collection activities of other departments and outside collection 85 
agencies; principally, to administer the criteria for disconnection of service for non-86 
payment; 87 

 To promote and manage low-income customer assistance programs, including: 88 
customer outreach, application and recertification processing, energy audits and 89 
weatherization, distribution of hardship fund grants and customer referrals for both 90 
utility and non-utility assistance; 91 

 To ensure payments and refunds are processed in a timely and accurate fashion; 92 

 To ensure payment exceptions are resolved in a timely and accurate fashion; and 93 

 To manage vendor programs as they relate to credit and collection activities. 94 

The Revenue Management department carries out these responsibilities and implements 95 

its policies with respect to applicants for electric service, existing customers, and former 96 

customers. 97 
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Q. How does ComEd attempt to minimize uncollectibles during the application process 98 

for electric service? 99 

A. ComEd takes a proactive approach to the minimization of uncollectibles that begins 100 

before an applicant for service becomes a ComEd customer.  Beginning with the 101 

application process for electric service, ComEd has designed and employs a variety of 102 

tools to identify applicants that present a credit risk and to mitigate that risk.  First, 103 

ComEd attempts to verify the applicant’s identity, which is called “right party 104 

verification” (or “POSID”).  Under this process, a ComEd customer service 105 

representative (“CSR”) requests the applicant’s Social Security number; if the number is 106 

obtained, it is then provided to an external credit bureau to verify the applicant’s identity.  107 

If the applicant’s identity cannot be verified over the telephone, the CSR directs the 108 

applicant to submit additional information to a ComEd authorized agent located near the 109 

applicant (e.g., currency exchange, bank or grocery store).  Obtaining this verification 110 

reduces the risk of bad debt write-offs caused by the applicant having provided falsified 111 

contact information.   112 

 Second, ComEd determines whether to require a deposit from the applicant based 113 

on applicable Commission rules and the applicant’s credit history, which is obtained from 114 

an external credit bureau during the application process.  Deposits are used to offset any 115 

future write-offs should the account default.   116 

 Third, ComEd determines whether the applicant was a previous ComEd customer 117 

who left with an unpaid balance.  If so, this balance must be paid prior to reestablishing 118 

service if service is not connected at the premises of the applicant.  Otherwise, if service 119 
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is connected at the premises, the customer’s previous charges are transferred and applied 120 

to the new account. 121 

 These processes have been programmed into CIMS to ensure that they are 122 

followed with respect to every applicant applying for residential or small commercial and 123 

industrial (“small C&I”) service.  With respect to the large commercial and industrial and 124 

governmental accounts (“managed accounts”), ComEd account managers assist in 125 

undertaking a verification and deposit process appropriate for the particular applicant.  126 

Q. How does ComEd attempt to minimize uncollectibles and pursue collection with 127 

respect to its current customers? 128 

A. For its existing residential and small C&I accounts, ComEd has developed and 129 

implemented efficient and robust processes for monitoring each customer’s monthly 130 

payment activity and identifying collection activities for delinquent accounts.  In 131 

particular, ComEd employs a risk scoring model that scores each of these customers two 132 

days after every bill due date based on the customer’s overall payment history with 133 

ComEd.  This scoring takes place automatically every month.  That score in turn 134 

determines the customer’s risk segment placement and, ultimately, the schedule 135 

according to which the customer will be moved through a “collection action matrix”.  136 

The customers with the worst risk segment placement move through the steps of the 137 

collection action matrix the fastest.  Of course, if timely payment has been made by the 138 

customer, the account is considered current and no credit action is initiated.   139 

Q. How did ComEd develop the risk scoring model? 140 
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A. ComEd contracted with Total Solution Inc. (“TSI”) to develop a regression model that 141 

analyzes a variety of attributes of customer accounts and, based on this analysis, 142 

determines the likelihood of whether a given customer will pay its ComEd bill.  143 

Specifically, the model incorporates a variety of ComEd customer payment behaviors, 144 

including the assessment of late payment charges, service of disconnection notices, and 145 

whether the account was ever disconnected.  As a result, the model is customized for 146 

ComEd and reflects the unique features of its service territory.  Every month, two days 147 

after a given account’s bill is due, that account’s updated information is transmitted to the 148 

TSI model, which generates a unique and updated risk score for that account.  This 149 

process happens automatically through CIMS, which has been programmed to ensure 150 

each account is risk scored every month.  In addition, TSI validates the model’s algorithm 151 

every year, and has full access to the model throughout the year.  Importantly, for each 152 

year that the model has been in use, including 2010, TSI has found that it is statistically 153 

valid (i.e., it accurately predicts whether or not a customer will pay with an acceptable 154 

level of confidence).  155 

Q. What does ComEd do with the updated risk score each month? 156 

A. Based on this score, CIMS classifies the account in one of eight risk segments, which in 157 

turn determines where a given customer is classified within ComEd’s collection action 158 

matrix and any action to be taken as a result of a customer’s failure to pay a ComEd bill. 159 

Q. How was the collection action matrix developed? 160 

A. Near the time that ComEd contracted with TSI to design the risk scoring model, ComEd 161 

also developed the collection action matrix for the purposes of ensuring standardization 162 

and consistency regarding collection activities and processes. 163 
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Q. Could you please summarize the collection activities and processes of the collection 164 

action matrix? 165 

A.  Yes.  The key steps of the collection action matrix are summarized as follows: 166 

 Late Payment Charges – the account is assessed late payment charges. 167 

 Deposit Review – the account is reviewed for whether Commission rules allow for a 168 
deposit to be assessed. 169 

 Proactive Call – the customer receives a reminder telephone call that a bill is past due. 170 

 Disconnect Notice – a letter is sent (as required by Commission rules) advising the 171 
customer of the possibility that service will be discontinued. 172 

 Winter Contact Letter – a letter is sent to the customer (as required by Commission 173 
rules) if the account is past due during December 1 through and including March 31. 174 

 Field Notification Call – another reminder call is made three days prior to the account 175 
becoming eligible for disconnection.   176 

After these steps are followed, the account becomes eligible for disconnection in 177 

accordance with Commission rules, and ComEd may disconnect service.  These steps are 178 

described in more detail in Section III below. 179 

Q. Is the collection action matrix followed for current managed account customers? 180 

A. Not formally.  For these customers, the Revenue Management department discusses the 181 

accounts with past due balances with the responsible ComEd account manager on a 182 

monthly basis to determine what steps should be taken toward collecting the debt.  These 183 

steps may include (i) the ComEd account manager contacting the customer, (ii) 184 

disconnection of service, or (iii) legal action. 185 

Q. How does ComEd attempt to minimize uncollectibles and pursue collection with 186 

respect to its former customers? 187 



 

Docket No. 12- Page 9 of 23 ComEd Ex. 3.0 

A. A customer becomes a former customer at the time the account is “finaled”, which means 188 

the customer is no longer being billed for electric utility service.  An account can be 189 

finaled in several different ways, including (i) the customer of record calls to close the 190 

account, (ii) an applicant calls to establish new service at the same premises as an 191 

existing account (“force final”), or (iii) the customer of record fails to pay to restore a 192 

cut-for-nonpayment account within 30 days.  Where an account has finaled with an 193 

outstanding balance, ComEd attempts to locate the customer through various means, 194 

including utilizing outside collection agencies to obtain payment in full on the 195 

outstanding balance and using CIMS to perform internal matching of finaled and written-196 

off accounts to determine if there are any active accounts to which the outstanding debt 197 

can be transferred and appropriate credit action taken.  I discuss ComEd’s collection 198 

activities in more detail in Section III below. 199 

Q. How does ComEd ensure that the collection policies and practices you have 200 

described are consistently implemented to minimize uncollectibles? 201 

A. As I described above and describe further below, ComEd has developed and 202 

implemented a risk scoring model that automatically scores each customer monthly and, 203 

based on that updated score, CIMS places the customer in the collection action matrix, 204 

which ensures the appropriate actions are taken to minimize uncollectibles. 205 

 To further ensure the effectiveness of these policies and processes, the Revenue 206 

Management department regularly reviews a variety of metrics.  For example, the 207 

department reviews accounts receivable that are past due greater than 60 days (for both 208 

active and inactive accounts) and accounts receivable that are past due greater than 60 209 

days as a percent of total receivables.  These figures are further analyzed through week to 210 
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week, month to month, and year to year comparisons.  If the aged balance trends upward 211 

or downward, the department undertakes further inquiry regarding the drivers of the 212 

increasing or decreasing balance.  Factors that influence the aged balance include weather 213 

and either the commencement or lifting of the winter disconnection moratorium imposed 214 

by Illinois law. 215 

III. Minimization and Collection of Uncollectibles through the Activities Identified in 216 
Section 16-111.8(c) of the Act 217 

A. Identifying Customers with Late Payments 218 

Q. Previously you stated that ComEd pursues the minimization and collection of 219 

uncollectibles through the six activities identified in Section 16-111.8(c) of the Act.  220 

With respect to the first activity, how does ComEd identify customers with late 221 

payments? 222 

A. Section 280.90 of the Commission rules sets forth provisions regarding past due bills and 223 

late payment charges.  Section 280.90(a) provides that a customer’s bill is considered 224 

past due if payment is made in person after the due date printed on the bill.  When 225 

payment is mailed, the bill is considered past due if it is not received within two full 226 

business days after the due date on the bill.  See 83 Ill. Admin. Code § 280.90.   227 

ComEd has programmed the CIMS software consistent with these provisions to 228 

ensure that every customer is evaluated for late payments two days after the bill due date.  229 

If a timely payment has been made in full, the account is considered current and no credit 230 

action is initiated.  If payment has not been made in full in a timely manner, the customer 231 

is considered past due and collection action is initiated. 232 

Q. Are late fees assessed once the customer’s bill has been determined to be past due? 233 
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A. Yes.  Section 280.90(d) allows utilities to assess a late payment charge up to 1½% per 234 

month on any amount, including amounts previously past due, for service which is 235 

considered to be past due.  See 83 Ill. Admin. Code § 280.90.  Accordingly, the first step 236 

of the collection action matrix is the assessment of late fees, which will continue to be 237 

assessed as long as there is a past due outstanding debt.  Moreover, to ensure the 238 

application of late fees, ComEd has programmed CIMS to calculate and assess these 239 

charges automatically.  Assessment of late fees is also an attribute of the risk scoring 240 

model, and is taken into account monthly when the customer’s risk score is updated. 241 

B. Contacting the Customers in an Effort to Obtain Payment 242 

Q. Concerning the second activity described in Section 16-111.8(c), how does ComEd 243 

initially contact customers to obtain payment? 244 

A. In the event a residential or small C&I customer has a past due bill, ComEd has designed 245 

efficient and effective methods of communicating this information to the customer 246 

through telephone calls and mail.  In addition, in the event the past due bill triggers an 247 

opportunity to require an additional or increased deposit, ComEd has put in place 248 

processes that ensure a deposit notice is sent and the deposit itself assessed. 249 

Q. How does ComEd attempt to obtain payment through telephone calls? 250 

A. ComEd’s vendor places “proactive” calls to customers with a past due bill based on the 251 

customer’s risk segment placement.  Those customers who have been placed in the worst 252 

risk segment receive a call beginning with the third day a bill is past due.  Specifically, 253 

during 2010 and in accordance with the risk scoring model and collection action matrix, 254 

CIMS was programmed to notify ComEd’s proactive call vendor to initiate the calls, 255 

which are automated calls designed to remind these customers that their bill is past due 256 
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and that it must be paid in full to avoid additional collection action and disconnection.  257 

The telephone call also provides the customer with the option of paying the bill during 258 

the call through the voice response unit system.  Proactive calls are typically initiated 259 

once per billing period. 260 

Q. How does ComEd attempt to obtain payment through mailings? 261 

A. Each monthly bill states the total amount due from the customer, and includes both the 262 

charges for the current month as well as any past due balance and late fees. 263 

Q. Under what circumstances may ComEd require an additional or increased deposit 264 

from a current customer? 265 

A. Under Section 280.70, a utility may request a deposit from a current residential or non-266 

residential customer during the first 24 months that the customer receives utility service 267 

from the utility if the customer, during any 12-month period, pays late four times if billed 268 

monthly, two consecutive times or three times if billed bi-monthly, or two times if billed 269 

quarterly or semi-annually, or if the customer's wires, pipes, meters or other equipment 270 

associated with the utility service have been tampered with and the customer enjoyed the 271 

benefit of the tampering.  See 83 Ill. Admin. Code § 280.70.   272 

Q. When must the request for deposit be made? 273 

A. A utility requesting a deposit for any of the reasons stated in this Section shall make such 274 

request within 45 days after the event giving rise to the request takes place.  In the event 275 

the customer's wires, pipes, meters or other equipment associated with the utility service 276 

have been tampered with and the customer enjoyed the benefit of the tampering, the 277 

request for deposit must be made within 45 days after the discovery of the tampering. 278 
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Q. How does ComEd determine whether to request a deposit? 279 

A. If the Commission’s rules permit ComEd to request an additional deposit, ComEd 280 

assesses the deposit so that it can offset any unpaid balance that may be left by the 281 

customer.  Specifically, ComEd has programmed CIMS to automatically perform a 282 

deposit evaluation each month two days after the bill due date to determine whether a 283 

deposit can be assessed or increased based on the customer’s usage and bill payment 284 

behaviors consistent with the Commission’s rules.  If so, CIMS automatically generates a 285 

letter to these customers through ComEd’s bill printing vendor, Regulus, that notifies 286 

them of the additional deposit requirement.  The deposit is typically assessed through the 287 

utility bill and paid in installments.  Once the full deposit has been collected, CIMS 288 

generates a letter providing notification to the customer that the deposit has been 289 

collected. 290 

Q. How does ComEd contact customers with accounts other than residential and small 291 

C&I to obtain payment of an overdue balance? 292 

A. These customers may receive a call from their ComEd account manager, a deposit notice 293 

or notification of the past due balance through their monthly bills.    294 

C. Providing Delinquent Customers with Information about Possible Payment 295 
Options, Including Payment Plans and Assistance Programs 296 

Q. Concerning the third activity described in Section 16-111.8(c), how does ComEd 297 

provide delinquent customers with information about possible options, including 298 

payment plans and assistance programs? 299 

A. For residential and small C&I customers, the proactive telephone calls and monthly bills 300 

provide the customers with ComEd’s website address (www.comed.com) and the 1-800-301 
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Edison1 toll-free number, each of which provides information regarding payment plan 302 

options and customer assistance programs.  With respect to managed accounts, ComEd’s 303 

account managers work directly with the customer on a case-by-case basis.  Requests for 304 

a payment plan are generally made directly to the ComEd account manager, who in turn 305 

works with the Revenue Management department regarding options.  Other sources of 306 

information during 2010 regarding payment plans and assistance programs include the 307 

following: 308 

 ComEd’s Call Center – if the customer is seeking information regarding assistance, 309 
they are directed to the CARE line (1-888-806-2273) where a specially trained 310 
customer support representative can provide information regarding payment plans 311 
and assistance programs; 312 

 Disconnect Notices – each disconnect notice notifies the customer that a payment 313 
plan option may be available, and includes information regarding how to contact 314 
ComEd; 315 

 Meetings with Low-Income Advocates – the Revenue Management department 316 
participates in quarterly low-income advocacy group meetings that are attended by a 317 
variety of stakeholders, including the Chicago Housing Authority (“CHA”), Citizens 318 
Utility Board (CUB), representatives from the office of the Illinois Attorney General, 319 
and Low-Income Home Energy Assistance Program (“LIHEAP”) representatives.  320 
During the meetings, ComEd representatives update participants regarding any 321 
changes to the payment plans or customer assistance programs, seek input for process 322 
improvements and contemplated program designs, and answer any participant 323 
questions; 324 

 ComEd’s External Affairs department – this department provides informational 325 
sheets to municipalities regarding new, existing and discontinued programs so that 326 
municipalities can pass along this information to their constituents; 327 

 Partnership with CHA – ComEd has partnered with CHA to offer an outreach 328 
program that provide funds to assist low-income residents in paying their electric 329 
utility bills; and 330 

 Local Administering Agencies (“LAA”) – these not-for-profit agencies, which are 331 
dispersed throughout ComEd’s service territory, administer most of the residential 332 
assistance programs and disseminate information regarding these programs.  LAAs 333 
include Northwestern Illinois Community Action Agency, City of Rockford Human 334 
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Services Department, DuPage County Department of Community Services, and the 335 
Community and Economic Development Association of Cook County. 336 

Q. Please describe the types of payment plans and assistance programs that were 337 

offered to qualifying residential and small C&I customers during 2010. 338 

A. With respect to payment plans, ComEd offered the payment plan options described in the 339 

Commission’s rules, including, for example, deferred payment arrangements and budget 340 

billing options.  Concerning ComEd’s customer assistance programs, ComEd offered a 341 

variety of low-income programs that are grouped within three categories – the 342 

Customers’ Affordable Reliable Energy (“CARE”) program, the Low Income Home 343 

Energy Assistance Program (“LIHEAP”), and the Percentage of Income Payment Plan 344 

(“PIPP”). 345 

The CARE programs are limited funding programs administered through ComEd’s 346 

CARE program team, and included the following initiatives during 2010: 347 

 Residential Special Hardship program – customers who demonstrate a hardship and 348 
household income of less than 200% of the federal poverty level may receive a one-349 
time grant of up to $500;  350 

 Helping Hand program – under this program, qualifying customers pay 50% of the 351 
amount due in the disconnection notice or final bill, as applicable, and upon making 352 
three consecutive on-time payments, the customer receives a credit for the remaining 353 
50%; 354 

 Educational Classes and Outreach – these initiatives are offered through a partnership 355 
among ComEd, the Chicago Urban League and the Latin United Community Housing 356 
Association (LUCHA), and are designed to educate first time home buyers on 357 
efficient energy usage;  358 

 All Clear program – this partnership between ComEd and CHA assists residents in 359 
resolving outstanding balances and avoiding eviction; and  360 

 ComEd Helps Activated Military Personnel (C.H.A.M.P.) program – ComEd 361 
designed this program to assist activated deployed members of the Military, National 362 
Guard and Reserve with managing their electric bills. 363 
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 The LIHEAP programs are administered by the Illinois Department of Commerce 364 

and Economic Opportunity (“DCEO”) to assist households whose income is less than 365 

150% of the federal poverty level.  Under these programs, ComEd works with various 366 

agencies to improve processes, maximize customer benefits, build positive relationships 367 

with low-income advocates, and minimize bad debt expense. 368 

 Finally, the PIPP is an automated program designed to ease the financial hardship 369 

for the most vulnerable low-income customers by allowing eligible residents to pay 6% 370 

of their monthly income for electric and gas service.  The program promotes good 371 

payment behavior and makes payments more affordable.  Phase One of the program 372 

began in November 2009 and continued throughout 2010. 373 

D. Serving Disconnection Notices 374 

Q. With respect to the fourth activity set forth in Section 16-111.8(c), how does ComEd 375 

serve disconnection notices? 376 

A. Section 280.130(a)(2) generally prescribes the process for serving a notice of 377 

disconnection: 378 

The utility can discontinue service only after it has mailed or delivered by 379 
other means a written notice of discontinuance substantially in the form of 380 
Appendix A.  Any notice required to be delivered or mailed to a customer 381 
prior to discontinuance of service shall be delivered or mailed separately 382 
from any bill. Service shall not be discontinued until at least five days 383 
after delivery or eight days after the mailing of this notice. 384 

See 83 Ill. Admin. Code § 280.130(a)(2).  Consistent with this rule, ComEd mails 385 

disconnection notices to those customers whose risk score places them in the worst risk 386 

segment as early as the sixth day a bill is past due.  In particular, the notice provides: 387 

 The amount that is past due and notice that the account can be subject to 388 
disconnection on or after a certain date. 389 
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 That ComEd reserves the right to verify payment before restoring service. 390 

 That additional fees for restoration of service may apply in the event of 391 
disconnection, including a potential deposit assessment. 392 

 The opportunity to make payment arrangements for residential accounts. 393 

 Phone numbers, including those for use by the hearing impaired and for contacting 394 
the Commission in the event the customer wishes to file a complaint. 395 

 Notice that LIHEAP or other customer assistance program funds may be available to 396 
certain residential customers. 397 

 Opportunity to undertake a medical certification process to temporarily avoid 398 
disconnection by providing a signed medical letter to ComEd. 399 

 400 
Q. Does Illinois law impose temperature limitations on when a disconnection can be 401 

effected? 402 

A. Yes.  Illinois law specifies that, during the period of time from December 1 through and 403 

including March 31, a utility generally may only disconnect service under limited 404 

circumstances to any residential or master-metered apartment building for nonpayment of 405 

a bill or deposit where gas or electricity is used as the primary source of space heating or 406 

is used to control or operate the primary source of heating equipment at the premises.  407 

Moreover, the Act further categorically prohibits such disconnections on certain days 408 

where temperatures are forecasted to be at or below 32 degrees Fahrenheit or at or above 409 

95 degrees Fahrenheit.  410 

Q. Based on these weather prohibitions, can a disconnection notice be sent to a 411 

customer that has become past due during the winter? 412 

A. Yes.  Because there is not a categorical prohibition against service disconnections during 413 

the winter, the service of a disconnection notice may be made during this period.  414 

Because service of the disconnection notice often encourages the customer to pay and 415 
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allows ComEd to effect a disconnection if temperatures permit, ComEd has programmed 416 

CIMS to continue to send out disconnection notices during the winter.  During the period 417 

of December 1 through March 31, for example, a customer whose account has accrued a 418 

past due balance and meets the criteria in the law is sent both a disconnection notice and 419 

a “winter contact letter”, the latter of which may be sent as early as the seventh day a bill 420 

is past due.  The winter contact letter is sent at least one time between December 1 and 421 

March 31 and describes how the customer can avoid disconnection via a deferred 422 

payment agreement (or “DPA”) or application for assistance. 423 

E. Implementing Disconnections Based on the Level of Uncollectibles 424 

Q. Concerning the fifth activity described in Section 16-111.8(c) of the Act, how does 425 

ComEd implement disconnections based on the level of uncollectibles? 426 

A. As I noted earlier, ComEd mails disconnection notices as early as the sixth day a bill is 427 

past due.  Following service of the notice (and assuming no payment has been made), 428 

ComEd also initiates a field notification call three days prior to the account becoming 429 

eligible for disconnection.  Like the proactive automated calls made to customers whose 430 

accounts have become past due, ComEd has programmed CIMS to notify its proactive 431 

call vendor to make the field notification calls, which are designed to provide customers 432 

with one last reminder to pay just prior to becoming eligible for disconnection.  This low-433 

cost tool also helps to avoid the costs of effecting disconnections to the extent it prompts 434 

payment. 435 

 Once an account is eligible to be disconnected, CIMS automatically identifies 436 

these accounts.  ComEd then begins scheduling accounts for disconnection beginning 437 

with “behavioral cuts” and the high dollar accounts.  The behavioral cuts are those 438 



 

Docket No. 12- Page 19 of 23 ComEd Ex. 3.0 

accounts placed in the worst risk segments based on their risk score, which represent 439 

customers with poor payment history.  The worse the risk segment placement, the earlier 440 

ComEd pursues recovery and disconnections, subject to legal requirements and 441 

restrictions.  By initiating recovery and disconnection efforts when the customer owes a 442 

lower amount, ComEd has the best chance of collecting from customers who can still 443 

pay.  Higher account values are more likely to result in non-payment from those 444 

customers placed in the worst risk segments. 445 

 With respect to high dollar past due accounts, increased balances can occur 446 

relatively quickly where usage is great but sufficient time has not yet elapsed to escalate 447 

the account through the collection action matrix.  An account could, for example, have 448 

nonpayment of only a few consecutive bills but usage could inflate the past due balance 449 

to a high level before the account has moved through the risk segments making it a high 450 

priority.  Other factors such as access issues, life support/medical certification stays from 451 

disconnection, and temperature and winter moratorium restrictions can also yield high 452 

account balances.  To address these issues, the Revenue Management and Field and 453 

Meter Services departments meet weekly to identify and update a list of high dollar past 454 

due accounts from both the residential and small C&I rate classes to be pursued with 455 

added focus.  Accounts on these lists are selected as they become eligible for 456 

disconnection and become the subject of a service order.  The Field and Meter Services 457 

department then takes the necessary steps to disconnect the customer. 458 

Q. How is the disconnection itself effected? 459 

A. Assuming there are no winter or temperature restrictions in place at the time a 460 

disconnection notice becomes “active” (i.e., the required period of time has elapsed after 461 
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mailing the notice), ComEd can effect a disconnection during two consecutive 20-day 462 

periods beginning from the time the notice became active.  During each such period, 463 

however, ComEd must make contact with the customer.  The Revenue Management 464 

department generally selects all of the accounts that are eligible to be cut on a given day, 465 

and creates “cut-out” service orders in CIMS.  These service orders are then incorporated 466 

into the Field and Meter Services department work queue, where the orders are placed 467 

into routes for the energy technicians to execute.  The routes are generally designed to 468 

maximize efficiencies by grouping together accounts eligible for disconnection that are 469 

located near each other. 470 

F. Pursuing Collection Activities Based on the Level of Uncollectibles 471 

Q. Concerning the final activity described in Section 16-111.8(c), how does ComEd 472 

pursue collection activities based on the level of uncollectibles?   473 

A. As an initial matter, because I have already described how ComEd works to minimize 474 

and collect uncollectibles with respect to both applicants for electric service and current 475 

customers, I will focus my response on how ComEd pursues collection activities for 476 

those accounts that have finaled (the customer is no longer being billed for electric 477 

service) with an outstanding balance.  Once an account has finaled, ComEd issues a final 478 

bill and allows the customer an opportunity to pay in accordance with the applicable 479 

terms of payment.  If payment is not received, ComEd transfers the accounts to its first 480 

stage of collection agencies, which attempt to collect the debt within 90 days.  After 90 481 

days, ComEd retrieves the accounts from the collection agencies and charges off the 482 

balance to ComEd’s bad debt reserve.  ComEd then transfers these accounts to the next 483 
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stage of collection agencies.  After one year, ComEd then transfers the remaining 484 

accounts to a final agency that continues to work on collecting the debt. 485 

Q. How does ComEd select the collection agencies that it uses? 486 

A. ComEd conducts a request for proposals (“RFP”) process that selects vendors based on a 487 

variety of criteria, including fees, bad debt recovery rates, and areas of specialization.  In 488 

fact, in the first quarter of 2009, ComEd replaced all but one of its credit collection 489 

vendors pursuant to an RFP process.  Throughout 2010, ComEd monitored these new 490 

collection agencies and confirmed that their performance was commensurate with 491 

expectations. 492 

Q. In your direct testimony in ICC Docket No. 11-0609, you testified regarding steps 493 

that ComEd took to improve its credit and collection activities during 2008 and 494 

2009.  Have any of these initiatives continued during 2010? 495 

A. Yes.  In my prior testimony, I described ComEd’s 2009 implementation of a “Champion 496 

Challenger” model to assist with the cash recoveries on monies owed to ComEd.  That 497 

model places the collection agencies that ComEd uses in direct competition with each 498 

other and rewards higher recoveries with additional accounts upon which to collect.  That 499 

model continued into 2010 and again yielded an increase in collections net of 500 

commissions in 2010.   501 

Likewise, the special claims litigation group that was formed in 2009 continued 502 

its work in 2010 to increase collections and was again successful in significantly reducing 503 

the cost of uncollectibles through the recovery of cash and judgments. 504 
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Q. Did ComEd take any new or enhanced steps to improve its credit and collection 505 

activities during 2010? 506 

A. Yes.  In addition to continuing the efforts set forth above, ComEd implemented the 507 

following significant initiatives in 2010 to improve its credit and collection activities.   508 

First, and perhaps most importantly, ComEd created a Customer Data Analytics 509 

Group designed to gather and analyze data relating to customer behavior and other 510 

aspects of uncollectibles to guide decision-making regarding improvements to ComEd’s 511 

customer processes and technology, including how they pertain to credit policies and 512 

collections practices.  This centralized data gathering group also coordinates with other 513 

functional areas of customer operations and prepares monthly monitoring and other 514 

reports.  During 2010, for example, this group conducted a deposit study, which resulted 515 

in more stringent deposit requirements.  This initiative alone provided nearly $500,000 in 516 

additional customer deposits that contributed toward offsetting bad debt expense. 517 

ComEd has also implemented improvements in its practices relating to the 518 

handling of insufficient fund payments.  Most notably in 2010, ComEd instituted 519 

additional controls and process improvements in handling insufficiently funded 520 

payments.  To reduce the expense associated with processing insufficiently funded 521 

payments, ComEd (i) instituted a 15-day waiting period before refunding an amount of 522 

$200 or greater to a customer to ensure that any pending check payments have sufficient 523 

time to clear, and (ii) began requiring that customers who have submitted two or more 524 

checks returned due to insufficient payment in less than a 12-month period pay their 525 

ComEd bills via currency exchange, credit card, or debit card instead. 526 
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IV. Conclusion 527 

Q. Does this conclude your direct testimony? 528 

A. Yes. 529 


