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I, Ronald E. Donovan, being first duly sworn, declare under oath as follows: 

1. I am Vice President, Customer Business Transformation and Technology, of 
Commonwealth Edison Company ("CornEd"). My background and experience is set forth in 
more detail in my pre-filed Direct Testimony (CornEd Exhibit ["Ex."] 7.0 REV) 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 Federa[ Energy Regulatory Commission ("PERC") Form I year that is 
the primary basis of the rate-setting and reconciliation revenue requirements to be determined in 
the instant Docket. 

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

4. CornEd had two basic incentive compensation programs in effect in 2011: (1) the 
2011 Annual Incentive Plan ("AlP") and the 2010-2012 Long-Term Incentive Program 
("LTIP") . 

5. The concept and metrics of the 2011 AlP and the 2010-20[2 LTlP are discussed 
in the Affidavit of Joseph R. Tlpik, Jr., CPA, being filed simultaneously with my Affidavit. 

CornEd's Functions and Organizational Structure 

6. CornEd is a delivery services or "wires" (electric transmission and distribution" 
utility. As a delivery services utility, CornEd has two basic lines of business: the transmission 
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and distribution of electricity in an adequate, reliable, and safe manner. Customer service is, of 
course, an essential component of distribution service. 

7. CornEd 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 iu 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 
CornEd employees in the Customer Operations department, in particular. 

Achievements Under the 2011 Plans 
and How They Were Accomplished 

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

10. The 1,431 CornEd employees the Customer Operations department contributed 
towar'd achievement of the incentive plan metrics in innumerable ways, including but not limited 
to the following. 

II. The Total O&M Expense Metric. Each management employee of the Customer 
Operations area is responsible for ensuring the organization remains within the allotted 0 & 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 eChaunels groups with implementiug 
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 CornEd'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 0 & 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 0 & 
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 (CornEd Ex. 6.0 REV). 
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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 
from the Customer Operations area involved upgrades to CornEd'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 panelled 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 
high heels and non-rubber soled shoes were 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 SAIF!. 

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 CAmI 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 when 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 
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provides the Operations area with more information in order to address the customer's concerns 
accurately and timely. 

20. The Focused Initiative and Environmental Index Metric. In 2011, Customer 
Operations completed a number transformational Focused Initiatives. The top three Focused 
Initiatives were: 

• 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 recognitionN oice Response Unit utilization, or 
increase CornEd'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 taldng 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 CornEd 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 helshe 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/sclipting 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. 

Mfiant does not state further. 
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Subscribed and sworn to before me 
this 25th day of September, 2012 Ronald E. Donovan 

OFFICIAL SEAL XVt-J 
KELLY V HARVEY 

NOTARY PUBLIC· STATE OF ILLINOIS 
MY COMMISSION eXPIReS:0007115 
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