
Ameren Illinois Company

Incentive Compensation KPIs

OSHA Recordable Incidents

Preventable Motor Vehicle Incidents

Average FOCUS (Field Operations Customer Survey) and CCI (Customer Service Operations Customer Survey)  Score - Top 
2 Box

FOCUS (Field Operations Customer Survey) Score - Top 2 Box

Meet Gas Leak Response Objectives (99.8% response rate less than 60 minutes)

 CCI (Customer Service Operations Customer Survey)  Score - Top 2 Box

Manage O&M spend at +/- 5% of Budget, Controllable (Excluding Major Storms)

Manage Capital spend at +/- 5% of Budget, Controllable (Excluding Major Storms)

Average Speed of Answer as reported to the ICC
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Ameren Illinois Company

Incentive Compensation KPIs

Standard designs completed within 24 hours

Percentage of locates screened and cleared

Customer and Priority Reliability Project Designs performed by the FER need date

Posting of customer work within 30 days of receipt

Gas Compliance

Meter tests completed on or before required date

Complete DS-3 meter exchanges by year-end

Complete all periodic meter exchanges and field tests

Field and Shop Compliance

Fleet Preventative Maintenance Completions within 30 days for Manned Garages

Gas Storage Forced Outage Rate

Volunteer within our communities and log hours in Ameren Connects monthly

Joint Use Projects completed on schedule throughout year (project listing updated routinely and can be found on JU 
SharePoint site)
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Incentive Compensation KPI Descriptions

An OSHA recordable is an injury or illness case that does not involve lost workdays away or restricted duty but 
does involve either medical treatment other than first aid or an occupational illness (whether treatment is 
provided or not).
Ameren Illinois is focused on safety and believes that all backing accidents can be avoided.  This KPI 
encourages employees to not place themselves in a position where they must back a vehicle.  Employees are 
trained how to avoid backing and given proper instruction for backing.
The FOCUS survey is a measure of overall customer satisfaction with Ameren Illinois as a provider of services 
and a specific measure of Ameren Illinois' field performance. Both residential and nonresidential customers 
are surveyed.  The survey consists of a common set of screener and qualifier questions, questions pertaining 
to the customer’s initial contact experience with Ameren Illinois, and questions regarding the customer’s 
overall impression of Ameren Illinois as a provider of utility services.  In addition to these  common questions, 
the survey contains module-specific questions relevant to one of five service transaction types.  The five 
transaction modules are: New Service or Upgrade, Lighting Repair, Gas Leak, Physical Connects/Meter Sets, 
and Electric Service Problems.  The customer sample provided for the study defines the specific transaction 
module appropriate for each respondent.  See below for definition of the CCI survey. 

The FOCUS survey is a measure of overall customer satisfaction with Ameren Illinois as a provider of services 
and a specific measure of Ameren Illinois' field performance.  Both residential and non-residential customers 
are surveyed.  The survey consists of a common set of screener and qualifier questions, questions pertaining 
to the customer’s initial contact experience with Ameren Illinois, and questions regarding the customer’s 
overall impression of Ameren Illinois as a provider of utility services.  In addition to these common questions, 
the survey contains module-specific questions relevant to one of five service transaction types.  The five 
transaction modules are: New Service or Upgrade, Lighting Repair, Gas Leak, Physical Connects/Meter Sets, 
and Electric Service Problems.  The customer sample provided for the study defines the specific transaction 
module appropriate for each respondent. 

This KPI tracks response performance to customer initiated calls to Ameren Illinois where a gas odor is 
present.  Ameren Illinois responds and investigates every gas leak call that is received.  When a gas leak is 
received by the Company, it is our obligation according to the federal and state rules to respond promptly, 
determine if there is a hazard present, and complete an investigation to determine the source of the gas odor.  
The accepted criteria for prompt response is "as soon as possible but no more than an hour."

The CCI survey is a measure of overall customer satisfaction with Ameren Illinois as a provider of services and 
a specific measure of Ameren Illinois customer service performance.  Customers evaluate or rate their call 
experience with seven key components, which combine to make up the CCI Score.  The survey fields monthly 
with customers who have called Ameren Illinois' call center.  Survey respondents are grouped by reason for 
calling.  The six call types evaluated in this survey are: Trouble Call Online, Billing Issues, Delinquent 
Accounts, Service Requests, Account Inquiry/Change, and Miscellaneous.  The customer sample defines the 
specific call type applicable to each respondent. 

This KPI measures the adherence to the O&M budget plan.

This KPI measures adherence to the capital budget plan.

Average speed of answer is a metric commonly used in call centers to measure the amount of time it takes to 
answer all customers calling the Company on an average basis annually.  
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Incentive Compensation KPI Descriptions

This KPI measures the performance of Tech Team representatives who complete standard designs for 
customer new business installations.   A standard design example is an underground electric and/or gas 
service in a subdivision where utility infrastructure is already in place and further engineering design is not 
necessary.  This KPI also measures Tech Team response to customer requests for new service and other 
field orders.

This KPI measures the percentage of JULIE locate requests manually cleared by the Screening Group that do 
not require an actual field visit to perform the gas or electric facility locate.  To clear the request, the screener 
has verified Ameren Illinois' facilities are not in the dig area.  The excavator is notified with a clear response.

This KPI ensures engineering design work is completed by the required need date of the Field Engineering 
Representative, which is associated with the customer need date.
"Posting" is the process of drawing/inputting new or revised engineering designs and equipment affecting the 
electric and gas systems into the mapping system.  This KPI measures the amount of time in which the work 
is completed so the system maps are updated in a timely manner.
Gas compliance represents pipeline safety operations and maintenance activities that we are obligated to 
comply with according to federal and state rules.  This KPI tracks completion performance on pipeline safety 
activities.  Our target is 99.9% compliance; typically we are at 100%.

This KPI measures the completion of meter test(s) within the required time period to ensure prompt response 
to customer inquiry.
This KPI measures the completion of DS-3  meter exchanges by year-end.

This KPI measures the completion of periodic meter exchanges and field tests by year-end.

This KPI measures how well the Shop and Field metering organizations are meeting ICC-mandated testing 
procedures, calibrations of equipment, and record-keeping.
This KPI ensures planned maintenance and regular service is performed on Ameren Illinois vehicles by Fleet 
personnel.
This KPI measures the percent of time the gas storage fields are forced off line due to forced outages.

This KPI measures our commitment to community involvement.

This KPI measures our vendors timelines in performing the work assignments designated to them.  Listing the 
project on the SharePoint site makes the status available to other departments within AIC.
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Customer Benefit

Working safely to protect our employees and customers and avoiding medical, legal, etc. costs related to 
accidents or injuries ensures we have talented employees available to serve our customers needs and meet 
their expectations.
Working safely to protect our employees and customers and avoiding medical, legal, and property damage 
costs related to accidents or injuries ensures we have talented employees available to serve customer needs 
and meet expectations.
The FOCUS survey measures customer satisfaction for specific field orders.  The customer ratings and 
comments help Ameren Illinois identify areas or processes needing improvement in order to increase 
performance in these areas.  The survey also measures overall customer perception of Ameren Illinois and 
helps Ameren Illinois prepare communication and messaging for customers related to utility requirements, 
programs, safety, etc., to help customers better understand utility services.  See below for the customer 
benefit of the CCI survey. 

The FOCUS survey measures customer satisfaction for specific field orders.  The customer ratings and 
comments help Ameren Illinois identify areas or processes needing improvement in order to increase 
performance in these areas.  The survey also measures overall customer perception of Ameren Illinois and 
helps Ameren Illinois prepare communication and messaging for customers related to utility requirements, 
programs, safety, etc., to help customers better understand utility services. 

Timely response minimizes the risks to customers and premises, the gas supply system, and minimizes 
customer stress.  Ameren Illinois has gone beyond the accepted criteria and established this KPI with not just 
one, but two criteria for prompt response.  The first is responding within one hour which is the required 
measure.  The second is responding to each leak in an average of less than 25 minutes.  In 2007 Ameren 
Illinois responded to over 34,000 gas leaks within one hour 99.8% of the time and the average response time 
was about 23.4 minutes.  In 2006, we responded to 99.5% of all gas leaks within one hour and 24.2 minutes 
for an average response.  Ameren Illinois customers directly benefit from tracking this level of service by 
receiving on-site response to a customer reported gas leak in what we understand to be the quickest average 
response of any gas utility in the State of Illinois.

The CCI survey measures customer satisfaction for Ameren Illinois contact center processes and customer 
service representative skills.  Customer ratings and comments help Ameren Illinois identify areas or processes 
needing improvement in order to increase performance in customer service.  The survey also measures 
overall customer perception of Ameren Illinois and helps Ameren Illinois prepare communication and 
messaging for customers related to utility requirements, programs, safety, etc., to help customers better 
understand utility services.

Adherence to the approved budget insures that excessive operating, maintenance and investment costs are 
not incurred.  The customer benefits through reasonable annual impacts to the customer charge.

Adherence to the approved budget insures that excessive operating, maintenance and investment costs are 
not incurred.  The customer benefits through reasonable annual impacts to the customer charge.

Monitoring average speed of answer benefits customers by ensuring the call centers are appropriately staffed 
to respond to customer telephone calls in an acceptable timeframe.  Good customer satisfaction ratings are 
highly dependent upon the initial contact with the Company, which is most frequently through the call center.
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Customer Benefit

Provides timely response and service to complete customer requests for new service, upgrades, relocations, 
etc.  Ensures an order is processed or an appointment is made for a Field Engineering Representative to meet 
with a customer.

Provides timely response to the excavator and reduces cost of service by lowering locating expense.

Ensures timely response in meeting customer expectations regarding scheduling and installation of work which 
requires engineering design.
Electric and gas system emergency response and maintenance work is heavily dependent upon system maps.  
Keeping maps up-to-date and in good order ensures quicker and more accurate emergency response and 
better ability to diagnose and locate potential system problems.
Ensures our gas system operates in compliance with regulations and reliability and safety to customers.  
Reduces the exposure to unwarranted events occurring.  In 2007, Ameren Illinois completed over 90,000 
pipeline safety inspections with an on-time completion of over 99%.  In 2006, over 99% of all pipeline safety 
inspections were completed on time.  Ameren Illinois customers directly benefit from the efficiency and 
effectiveness of tracking these operations and maintenance inspections at a due date level and the on-time 
completion of maintenance and operations for reliable and uninterrupted gas service.

Provide, safe, reliable service to customers and accurate meter readings.

Provide, safe, reliable service to customers and accurate meter readings.

Provide, safe, reliable service to customers and accurate meter readings.

Compliance supports accurate metering for billing our customers.

Provides safe, reliable service to customers by ensuring Ameren Illinois vehicles are in good working order 
and can be operated safely.
A lower forced outage rate maximizes the amount of time the storage fields are available to lower PGA 
charges which are pass-through charges to customers.
As an agent of Ameren, employees will be contributing their time and efforts to make our communities an 
overall better place to work and live.
Customer benefits from Ameren receiving proper compensation from attaching companies' use of our poles.  
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Ameren Illinois Company

TOTAL Allocated 

to Gas 

Operations 

Incentive Compensation KPIs 2014 Paid 2015

OSHA Recordable Incidents 1,279,610           
Preventable Motor Vehicle Incidents 223,217              

Meet Gas Leak Response Objectives (99.8% response rate less than 60 minutes) 554,959              

Average FOCUS (Field Operations Customer Survey) and CCI (Customer Service 
Operations Customer Survey)  Score - Top 2 Box 617,567              

FOCUS (Field Operations Customer Survey) Score - Top 2 Box 283,213              
Manage O&M spend at +/- 5% of Budget, Controllable (Excluding Major Storms) 146,804              

Manage Capital spend at +/- 5% of Budget, Controllable (Excluding Major Storms) 293,608              

Average Speed of Answer as reported to the ICC 15,176                
Standard designs completed within 24 hours 4,583                  
Percentage of locates screened and cleared 4,583                  

Customer and Priority Reliability Project Designs performed by the FER need date 4,595                  

Posting of customer work within 30 days of receipt 4,595                  
Gas Compliance 26,706                
Meter tests completed on or before required date 7,922                  

Fleet Preventative Maintenance Completions within 30 days for Manned Garages 20,029                

Gas Storage Forced Outage Rate 13,353                
Complete the Annual DS-3 meter Exchanges due YE (minus uncontrollable access 
issues) 7,922                  

Complete all periodic meter exchanges/field test due YE (minus uncontrollable 
access issues) 7,922                  

Field and Shop Compliance 7,922                  
Joint Use Projects completed on schedule throughout year  (project listing updated 
routinely and can be found on JU SharePoint site) 317                     

Volunteer within our communities and log hours in Ameren Connects monthly 159                     
Total KPI elements 3,524,762           
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Ameren Illinois Company

TOTAL Allocated to 

Gas Operations 

Ameren Illinois FTY budget 2014 638,851                   

 Ameren Illinois FTY budget 2014: Officers 227,689                   

Less: EPS Component - Officers (90%) (204,920)                  

Ameren Illinois FTY budget 2014 Attributed to KPIs (Officers) 22,769                     

Ameren Illinois FTY budget 2014: Directors 411,162                   

 Ameren Illinois FTY budget 2014 Attributed to KPIs (Directors) 411,162                   

-                           

Ameren Illinois FTY budget 2014 Attributed to KPIs (TOTAL) 433,930                   
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

B&CS Budget Compliance This indicator measures performance relative to the current Operations & Maintenance (O&M) and 
Capital budget. Capital cost is the cost of new construction projects and new equipment or 
equipment replacements. O&M costs contribute to the cost of producing and delivering electricity.  
B&CS strives to achieve operational excellence for cost containment.

B&CS Diverse Supplier Spend This KPI tracks the amount of Ameren 1st tier spend with diverse suppliers on an annual basis. 
Supply Services is also implementing a supplier diversity program that includes increased Business 
Line collaboration, a 2nd tier program, mentoring and improved data capture/reporting.

B&CS Operational Excellence - Internal Customer 
Satisfaction

Survey of internal clients measuring their satisfaction of services provided by the segment. Provides 
the function with a tool for measuring the satisfaction of the various segments and areas where 
improvement in services may or may not be needed as it relates to their strategies and the function 
services.

Safety - Ameren-wide LWAs or Significant Injury Index Work-related significant injuries are a key measure of safety focused on behaviors, a safe work 
environment, and potentially unsafe acts.   Work-related significant injuries better facilitates the 
prevention of fatalities and serious injuries that are potentially life threatening or life changing.

Business Segment Incentive Compensation Average This measure represents the aggregate average KPI results of the three operating business 
segments.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (B&CS)
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Customer Benefit

Cost per customer metrics ensure that Ameren is using its resources wisely and cost effectively, and that 
employees are constantly focused on keeping costs contained while continuing to deliver the highest level service to 
the customers of Illinois.

As a major purchaser of materials and services, Ameren plays a significant role in the growth and development of 
diverse suppliers. At Ameren, we believe that affording increased opportunities to diverse suppliers is not only a 
business imperative at the core of our values, but also critical to the economic health and vitality of the communities 
we serve. To consistently meet or exceed our customers’ expectations for strong levels of quality service delivered 
safely, we expect the same commitment from our suppliers. In choosing the products and services we use, we look 
for the best value; the combination of quality, safety, service, timing, price and delivery that provides the greatest 
overall value to our customers.

AMS employees support the business segments, such as Ameren Illinois, to ensure that their services are meeting 
the needs of the segments in delivering reliable and cost efficient energy solutions to their customers.

Reducing or eliminating altogether work-related significant injuries serves to reduce operating costs by avoiding 
legal costs, medical costs, workers comp costs and other cost related to injuries or illnesses, which is a direct 
benefit to the customer. This and other safety-related metrics encourage our workforce to work safely to protect not 
only themselves, but also the customers they serve.

Ensures goals of the Business & Corporate Services organization is aligned with the goals of the operating 
segments to ensure the highest levels of customer service and satisfaction, energy efficiency and reliable service.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (B&CS)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Close the Books and Forecast Index Number of months to close books and produce business line reporting in less than 10 business 
days and Number of days to distribute updated forecast subsequent to receipt of CRS/HFM email 
indicating segment reports are final - metric measured from March through November closing 
months. This KPI impacts stewardship in that it allows timely response to financial results, 
managing financial resources effectively. 

Plant Accounting Operational Excellence (Controllers) Minimizing construction audit backlog - To address Controller’s increased focus on minimizing 
backlogs including timely identification, communication and resolution of issues with regard to 
invoices, resulting in more accurate and timely information on capital expenditures. 
2. Minimizing workorder revisions - This KPI emphasizes  work order policy compliance by 
promoting timely identification, communication and resolution of instances of over/under spending 
relative to approved work orders. 
3. Reducing processing time – To address the speed at which the department processes 
workorders. 

Timeliness and Quality of Regulatory Filings (Controllers) Timeliness and Quality of Regulatory Filings based on the number of predefined regulatory filings 
that are filed on time and the number of re-filings due to errors or corrections. 

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Controllers)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Controllers)

Accounts Receivables Operational Excellence (Controllers) A. Manage wholesale accounts receivable in a responsible manner to limit counterparty exposure 
and improve cash flow. This is specifically measured based on the speed and frequency of contacts 
made to counterparties that are in late payment status and the resolution of the late payment status 
in a timely manner. It is measured by the percentage of counterparties contacted within the first 30 
days of late payment and percent  resolved (excluding disputes and defaults) in less than 61 days 
past the due date.
B. Manage OTC Collateral and Cleared Margin calls in a responsible manner to limit credit risk.  
This is specifically measured based on the speed and accuracy of processing all margin and 
collateral calls related to our trading activities measured as a percent of total dollars paid out to 
creditors in full and on time with normal notice from credit or clearinghouses.
C. Manage the MISO dispute claim process to assure timely resolution and that Ameren receives its 
fair share of funds.  This is measured by the average timeline for submitting disputes to MISO from 
the Operating Day.  The faster the submission, the less likelihood that the dispute is resolved in a 
timely manner and Ameren is not barred from receiving related resolution.

Internal Control Compliance (SOX) This KPI measures the integrity of the accounting controls environment by tracking the control 
deficiencies, material weaknesses (as defined within the Accounting Pronouncements), and 
schedule of unadjusted differences detected in our systems of control taking into consideration the 
newly implemented rules that examine those controls not only at the Ameren Corporation level, but 
also at the individual registrant levels. 

Project Milestones Based on business segments' ratings of the Department’s ability to meet previously agreed upon 
project goals on or before the end of the year.
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Customer Benefit

This activity is critical to the operation of the company.  Customers benefit from timely financial information provided 
to regulators and the financial community through effective oversight and fair cost of capital. 

Promotes operational excellence by enhancing ability to track capital spending, thereby improving the utility's 
budgeting process and cost control measures with respect to capital spending.

Filing the dozens of regulatory filings on a timely basis assures that customers and other interested parties have 
access to the financial and operational data in a timely manner and it also avoids fines and penalties. The quality 
measure focuses on minimizing the number of times that corrections must be made to filings as a result of 
inaccuracies or other causes leading to operational excellence.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Controllers)
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Customer Benefit

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Controllers)

Encourages improvement to cash flow and reduction in credit risk, thereby avoiding disruption of anticipated cash 
flows and reducing borrowing and cash working capital costs.

Sarbanes-Oxley rules were put in place to protect financial investors and the public with respect to accuracy of 
financial information.  This KPI encourages the maintenance of strong internal controls which are critical to the 
operations of the company which is a clear and strong benefit to the customer. Success in this category helps 
assure our cost of capital is not impacted by such negative events.  

The project goals are primarily developed based on risks to our business.  The goals establish efforts to be taken to 
mitigate the impact of regulation and to stay in compliance.  Supporting business segments aids them in meeting 
customers' needs.
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Operational Excellence - IT Availability Index (ASCIT) A measurement of the availability of selected key systems/suites based on various performance 
indicators.  Availability is measured on a scale of 0 to 10.  A rating of < 8.0 fails to meet our service 
level objective.

Operational Excellence - IT Project Delivery Index (ASCIT) This index is composed of three items: Projects Completed On Time, Projects Completed Within 
Budget and Project Quality. Calculation: Each component will be measured and calculated 
individually and will be shown under the Project Delivery Index Heading. Measures success in 
delivering strategic projects or project milestones at the on time, within budget and quality 
specifications required by the business sponsors. 

Operational Excellence - IT Service Delivery Index (ASCIT) This KPI is a measurement of the efficiency and quality of selected key services provided by IT 
based on various performance indicators.  Each service has a specific target against which 
performance is measured.

Operational Excellence - BSO Delivery Service Index (ASCIT) A measurement of the efficiency and quality of selected key services provided by the BSO based on 
various performance indicators.  Each service has a specific Service Level Objective (SLO) that 
performance is measured against. 

Operational Excellence  - Employee Development Program (ASCIT) The Employee Development Program (OE) Initiative will be continued but will, for the first time, be 
an ASC/IT KPI beginning in 2013 and will continue in 2014.  This initiative is focused on our efforts 
to develop our supervisors related to aligning the leadership culture, develop all employees 
supporting organizational transformation, and acquiring the necessary technical skills to meet the 
requirements of the business segments.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (ASCIT)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (ASCIT)

Vehicle Accidents Vehicle accidents are a key measure of safety focused on behaviors, a safe work environment, and 
potentially unsafe acts.  This KPI measures vehicle safety.
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Customer Benefit

This metric focuses on the availability and reliability of many customer-facing and customer-related systems such 
as Ameren.com (outage updates), JULIE locates, customer call center systems, etc. In order to deliver cost-
effective and reliable service to our customers, it is critical that these key systems which enhance customer service 
and support the delivery of electricity and gas to our customers are maintained and available 24/7/365. 

This KPI monitors the successful implementation of large projects. The success of each project is measured by 
schedule (on time), cost (on budget) and quality (minimal/manageable errors). Successful project delivery is critical 
to achieving the expected results for each project.  Ratepayers benefit from completion of utility IT projects in a 
timely and cost effective manner.

The services provide support to Ameren personnel, customer billing systems, help desk quality and timeliness, data 
security and NERC logical access controls, which all provide direct support to customers of Ameren Illinois by 
protecting customer information, securing infrastructure, and providing reliability and timely delivery of customer 
bills.

This metric encourages improvements in efficiency and quality of service delivery for a number of key services 
provided by Ameren Service’s Business Service Organization (BSO). Among them, remittances and extracts are 
tracked to make sure that customer remittances are handled timely. This directly benefits the customer by 
preventing disconnections from occurring due to timing in crediting the customer’s account. Transaction and 
property taxes, and disbursement and invoicing processes, are also tracked to ensure that potential fines, late fees 
and/or additional costs are not incurred.

This KPI focuses on the continuous improvement of ASCIT employees as a professional and technically skilled 
workforce available to assist the business segments in their day-to-day support of customers.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (ASCIT)
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Customer Benefit

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (ASCIT)

Ameren is committed to employee safety.  Accidents and injuries have an impact on the ability to provide timely and 
reliable service to Ameren Illinois. They also have an impact on the cost of service, by imposing legal costs, health 
care costs and vehicle insurance costs, which in turn impacts Illinois customers.
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Operational Excellence - Internal Customer Satisfaction Survey of internal clients measuring their satisfaction of services provided by the function. Provides 
the function with a tool for measuring the satisfaction of the various segments and areas where 
improvement in services may or may not be needed as it relates to their strategies and the function 
services.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (General Counsel)
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Customer Benefit

AMS employees support the business segments, such as Ameren Illinois, to ensure that their services are meeting 
the needs of the segments in delivering reliable and cost efficient energy solutions to their customers.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (General Counsel)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Average evaluation of projects by CEO, CFO and segment presidents of the 
Tax Department's addition of value to the Ameren enterprise

Tax Department Addition of Value to the Ameren Enterprise through operational excellence, to 
include effective tax accounting and compliance, effective management of tax audits, effective tax 
planning and advice and effective tax advocacy.  

Accuracy of forecast effective income tax rate Accuracy shall be measured by the difference between (i) the consolidated Ameren Corporation 
effective tax rate contained in the corporate forecast of 1/1/14, and (2) the final, actual consolidated 
Ameren Corporation effective tax rate for 2014.  Impacts on the effective tax rate that are beyond 
the control of the tax department shall be disregarded, including changes to the following:
  forecast pretax book income as of 1/1/14,
  forecast retirements as of 1/1/14, 
  forecast equity AFUDC as of 1/1/14, and
  applicable tax law, due to legislation, regulations or case law.

Internal Compliance Controls (SOX) material weaknesses, significant 
deficiencies and schedule of unadjusted differences caused by errors or 
omissions of the Tax Department

This KPI measures the integrity of the accounting controls environment by tracking the control 
deficiencies, material weaknesses (as defined within the Accounting Pronouncements), and 
schedule of unadjusted differences detected in our systems of control taking into consideration the 
newly implemented rules that examine those controls not only at the Ameren Corporation level, but 
also at the individual registrant levels. 

Early completion of draft federal income tax return Completion of draft federal income tax return. Note: draft will include all schedules and election 
statements, but will not include a final manufacturing deduction calculation.

Timely and materially correct filing of all transaction tax and property tax Prepare all transaction tax returns and property tax payments on or before required due dates.  Tax 
liability reported on all transaction tax returns shall be within 3% of ultimate amount due as 
determined after audits are completed.  Any audit or other adjustments related to information or 
data provided by Ameren source departments (other than Tax) will be excluded from the 3% 
variance.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Tax)
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Customer Benefit

This KPI supports AIC’s goals of minimizing taxes paid by the utility, which benefits customers by minimizing the 
amount of taxes that are included in rates.

This KPI benefits customers by encouraging more accurate and effective financial planning.

Sarbanes-Oxley rules were put in place to protect financial investors and the public with respect to accuracy of 
financial information.  This KPI encourages the maintenance of strong internal controls which are critical to the 
operations of the company which is a clear and strong benefit to the customer. Success in this category helps 
assure our cost of capital is not impacted by such negative events.  

This KPI benefits customers by minimizing the amount of taxes that are included in their electric rates.

This KPI benefits customers by minimizing the amount of taxes that are included in their electric rates.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Tax)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Credit Losses % of Mean This KPI looks at actual realized credit-related losses versus what our calculations suggest we could 
“expect” to realize as losses.  Expected losses are predicted through the CVaR calculation, which 
looks at measurable credit exposure and converts this into expected losses by looking at the ratings 
assigned to our credit exposures and the historical default probabilities associated with each rating 
category. 

Effective Investment Evaluation Corporate Finance provides support to other corporate entities in analyzing proposed projects, 
business opportunities and investment of corporate funds. At a legal entity and corporate level, 
Finance evaluates the impact of capital and O&M on future financings necessary to support overall 
corporate needs.  Finance opines on the extent and impact of potential debt and equity financings.

Insurance Customer Satisfaction Optimize insurance coverage and premiums to effectively transfer risk from the corporation and to 
align the insurance program with Ameren’s strategies, goals and initiatives.

Transfer/Lost Stockholder Correspondence Turnaround All requests to transfer the ownership of stock and all notifications that stock certificates that have 
been lost must be given high priority and processed within one business day.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Treasurers)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Treasurers)

Investor Services Customer Satisfaction We send randomly a survey asking to be rated on a five point scale for each of accuracy, 
promptness, courtesy and helpfulness, knowledge and overall satisfaction.
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Customer Benefit

The customer benefits from the Company managing credit-related losses by reducing the loss exposure the 
Company may have.  The credit evaluation process is a critical operation of the Company.

Analyses compare alternatives that show the relative cost / benefits to customers and impact on regulated rates.  
Informed judgment ensures the proper allocation of scarce corporate resources are directed to projects that provide 
value to customers, increase reliability, improve safety and add operational excellence to the Company.  Valuation 
of property tax assessments seek to minimize tax increases.

This KPI measures the ability of the Company’s Insurance Department to service the Business Segments with 
products and solutions to enable the Business Segment to reach their goals and priorities.  Enabling the Business 
Segments to reach their goals and priorities creates an efficient operation.  Aligning the insurance programs with the 
Company’s initiatives provides operational excellence and customer satisfaction by having the ability to cover the 
cost to rebuild a utility building in the event an incident occurred and disabled the utility building.  Optimization of 
insurance premiums ensures that insurance is obtained on a cost effective basis.

The customer benefits from the Company ensuring high quality services to the investors and complying with the 
SEC, NYSE and Securities Transfer Association regulations.  If the Company did not comply with the regulations, 
the Company could be exposed to potential fines.  The customer also benefits from the Company’s ability to utilize 
the shareholders investments to fund capital projects to improve the efficiency and reliability of the Company.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Treasurers)
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Customer Benefit

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Treasurers)

This KPI allows the Company to determine how the Investor Service Department is serving their customer 
(shareholder).  A happy/satisfied shareholder is more likely to increase their investment in the Company than a 
dissatisfied shareholder.  The shareholders investments provide capital for projects to improve reliability and 
efficiency in the Company.
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Operational Excellence - Corporate Analysis Support Provide analytical and strategic support to help Ameren business segments achieve their 
operational and financial objectives. Facilitate critical evaluation of key investment decisions and 
corporate growth initiatives.  Monitor continuous improvement efforts throughout the business 
segments and propose additional opportunities for savings where feasible.

Operational Excellence - Corporate Governance Ensure that the Corporate Management Review, Performance Scorecard, Business Risk 
Management, and Corporate Project Oversight elements of corporate governance are implemented, 
effective, and protect the interests of stakeholders.

Operational Excellence - Strategy and Performance Management This KPI measures the effectiveness of the facilitation and support of the strategic planning 
process, the support of the execution of the strategy, and the tracking of the progress made on the 
strategies.  It also measures the effectiveness of integrating the strategic planning effort with the 
business risk management and performance management processes across the enterprise.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Corporate Planning)
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Customer Benefit

Providing timely corporate analytical support to facilitate key long term strategic and shorter term business decisions 
will better position Ameren and its business segments to meet the financial and operational expectations of its key 
stakeholders.

• Prudency of Expenditure/Cost Containment - Ensures a consistent methodology/framework is used on all projects 
therefore allowing for on-time and on-budget delivery of projects.
• Exposure Reduction – Proper identification, assessment, and prioritization of risks allows for customer protection 
by measuring and minimizing loss exposure, protecting assets, and providing safe and reliable energy.
• Strategic Alignment - Good strategy execution and performance management drive the Company's success which 
provides products/services to customers at the lowest possible rates.

This KPI assists Ameren in operational excellence. Refreshing Ameren’s strategic plan on a timely basis provides 
proper guidance to the business segments in developing and executing their respective strategic plans.  Strategic 
plans that are aligned, focused and well-executed will better position the Company to meet the financial and 
operational expectations of its key stakeholders. Incorporating the Point of View and new 15-year visioning 
processes into the Corporate Strategic Planning project will improve the quality and clarity of Ameren’s strategic 
plan.  Integrating business risk management into strategic planning further enhances the likelihood of successfully 
mitigating the major risks and identifying and proactively addressing evolving risks.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Corporate Planning)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Sustainability Strategic Initiative Continue effort on sustainability in the Corporation.  Create and implement an internal and external 
communication plan.  Prepare a Corporate sustainability report.

Project Goals Based on business segment's ratings of the Department’s ability to meet previously agreed upon 
project goals on or before the end of the year.

Departmental Expertise Departmental expertise on Company operations from direct experience/industry meetings/technical 
journals to bring improvements in dealing with environmental compliance issues.  This KPI is 
viewed as a means to track “better ways” of doing things versus past operations.  A request is sent 
to the impacted  group(s) to get their acceptance that the action resulted in cost/labor savings.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Environmental)
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Customer Benefit

Increased sustainability reduces corporate liabilities by reusing materials rather than disposal.  We also  act as a 
source of information to aid our customers in their own efforts at sustainability by showing how it can be done and 
still  be  competitive.

The project goals are primarily developed based on regulatory risks to our business.  The goals establish efforts to 
be taken to mitigate the impact of regulation and stay in compliance.  Supporting business segments aids them in 
meeting customers' needs.

These "better” ways of doing things help bring another level of excellence to our operations because the innovative 
ways of performing work benefits customers and helps set an example for incorporation of future new ideas.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Environmental)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Operational Excellence through Successful Completion of Real Estate Improvement Initiatives Real Estate improvement initiatives are focused on improving the effectiveness and efficiency of the 
organization and operation and the Business Lines we support. Initiatives are identified, developed, 
and approved by management as to the impact on our customers, employees, and operations. 
Project rating sheets are prepared annually by the project manager and rated by business line 
representatives as to the final impact and successful completion.  Examples include management of 
license agreements, management of encroachments, and automation of documents.

Operational Excellence through Successful Completion of Supply Chain Operations Improvement 
Initiatives

Supply Chain Operations improvement initiatives are focused on improving the effectiveness and 
efficiency of the organization and operation and the Business Lines we support. Initiatives (such as 
inventory optimization, transformer repair processes, IT system changes) are identified, developed, 
and approved by management as to the impact on our customers, employees, and operations. 
Project rating sheets are prepared annually by the project manager and rated by business line 
representatives as to the final impact and successful completion..

Operational Excellence through Successful Completion of Corporate Safety Initiatives Corporate Safety initiatives are focused on improving the safety, behaviors, and potentially unsafe 
acts in the day to day operations.  Initiatives are identified, developed, and approved by 
management as to the impact on our customers, employees, and operations.  Project rating sheets 
are prepared annually by the project manager and rated by the business line representatives as to 
the final impact and successful completion.  

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Supply Services)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Supply Services)

Operational Excellence through Successful Implementation of Tier 2 Diverse Supplier Program Integrate, track and report 2nd tier expenditures with diverse suppliers.

Operational Excellence through Successful Completion of Sustainability Initiatives Continue effort on sustainability in the Corporation.  Create and implement an internal 
communication plan to increase office recycling to 60%. 
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Customer Benefit

1)  The projects will provide consistent property management which will improve safety of the employees and 
customers on and around Ameren property.
2)  The projects will allow the business segments to predict and control their future Real Estate related costs.

These projects will improve Ameren’s Business Line operations, customer support, and financial performance by 
ensuring we have the appropriate materials/services at the correct locations, at the optimal time and price.

In addition to providing a safe working environment, these projects will reduce our corporate liability.  They will 
demonstrate to our customers practical, safe methods and technologies.  Work-related significant injuries are a key 
measure of safety focused on behaviors, a safe work environment, and potentially unsafe acts.  Work-related 
significant injuries better facilitates the prevention of fatalities and serious injuries that are potentially life threatening 
or life changing.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Supply Services)
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Customer Benefit

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Supply Services)

As a major purchaser of materials and services, Ameren plays a significant role in the growth and development of 
diverse suppliers. At Ameren, we believe that affording increased opportunities to diverse suppliers is not only a 
business imperative at the core of our values, but also critical to the economic health and vitality of the communities 
we serve. The Tier 2 program will complement the company's Supplier Diversity program by affording direct 
suppliers to Ameren the opportunity to subcontract a portion of their work with diverse suppliers to perform on 
Ameren contracts. To consistently meet or exceed our customers’ expectations for strong levels of quality service 
delivered safely, we expect the same commitment from our suppliers. In choosing the products and services we 
use, we look for the best value; the combination of quality, safety, service, timing, price and delivery that provides 
the greatest overall value to our customers.

Increased sustainability through recycling reduces corporate liabilities by reusing materials rather than disposal. 
Reduce energy consumption and demonstrate energy efficient methods and technologies.
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Leadership Development Implement strategies and actions to enhance each leader’s performance and capabilities.  Prepare 
leaders to meet critical business challenges now and in the future.

New Hire Experience Implement strategies and actions to enhance the new hire experience.

Talent Development Implement strategies and actions to enhance talent development through core processes, coaching 
and feedback.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (HR)

Ameren Exhibit 11.3 
Page 27 of 35



Customer Benefit

Effective leaders enable Ameren to deliver on its mission in an efficient manner.  Strong leaders make good 
decisions that are in the best interests of all stakeholders – especially their customers.  A strong leadership 
development focus also increases the retention of key leaders.

Effective onboarding enables new employees to move from orientation to full performance more quickly.  Effective 
onboarding also increases the likelihood that a new employee will remain with the company long-term which helps 
mitigate recruiting costs and the impact of unanticipated turnover.

The development of employee capability and effective management of employee performance is critical to 
maximizing Ameren’s talent investment and ensuring that employees have the skills and capabilities to serve their 
customers.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (HR)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

Operational Excellence - Diversity Identify, develop and implement one diversity action item based on 2012 Value Pulse Questionnaire 
results to increase employee engagement and learning in diversity.

Customer Satisfaction - Social acquisition and engagement Increase @AmerenCorp (twitter) followers to 7500 by end of 2014.  

Customer Satisfaction - Improved communication through earned media 1) Utilize new tracking system to report out on earned media.  2) Achieve target of earned media.  3) 
Promote program with Ameren leadership to educate stakeholders on job creation, economic 
development, community involvement and diversity.

Operational Excellence - Employee Town Hall Meetings Maintain overall Town Hall rating score of 7.5 (research partner defines effective communication as 
a ranking of 7.5 or above on a 10 point scale).

Customer Satisfaction – Customer satisfaction and employee engagement 1) Working with business segments, increase customer satisfaction per target as tracked on MSI 
survey (match final customer satisfaction target on corporate scorecard) 2) Implement 
communication strategy to increase employee engagement around mission (WHY project) and 
engage ALT level management to integrate at all levels, with 2 ALT development sessions 3) 
Expand current employee training (4 modules of employee training, teach business acumen class 
quarterly).

Operational Excellence - Annual employee communication media survey Maintain annual employee communication media survey overall value of 3.75 or above.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Corp Communications)
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Customer Benefit

Diversity engagement initiatives provide our employees with the skills to support and serve a diverse community of 
customers and customer needs.  We set the highest expectations for our employees in diversity in order to provide 
optimum decisions and superior service to customers with a variety of perspectives, ideas and viewpoints.

Customer research indicates that two-thirds of customers would like Ameren to engage with them via social media.  
With the proliferation of digital communication, Ameren is focused on expanding use of this important channel to 
communicate with and educate its customers.  Improved service and access to information increases customer 
satisfaction.

Greater transparency of information and issues through traditional news and social media improves customer 
understanding of issues impacting them and ensures Ameren leadership is prepared to communicate clearly to 
customers in times of crisis as well as other situations covered by the media.  

Educated and engage employees are better ambassadors of our company and can better respond to customers' 
questions in many areas, increasing customer satisfaction.

Improved satisfaction with the customer experience and a more engaged workforce will provide increased levels of 
service to customers.

Educated and engaged employees are better ambassadors of our company and can better respond to customers 
questions in many areas, increasing customer satisfaction.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Corp Communications)
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Ameren Services: Business & Corporate Services

Incentive Compensation KPIs Incentive Compensation KPI Descriptions

CEO Satisfaction Surveys of Internal Audit Average based on surveys of business segment CEOs, along with Tom Voss.  The survey is 
comprised of the standard BCS survey questions.

Percentage of audit plan completed This KPI measures the percentage of the Audit Plan completed at any point in time.   In general, the 
percentage of the plan completed, which is based on an analysis of each audit in the Plan, is 
calculated as Time incurred/Total projected time.  Total projected time is based on Completed 
audits – it is equal to time incurred.  Audits not completed – it is equal to the time incurred, plus the 
estimated time to complete the audit.  Audits that are not completed due to circumstances beyond 
Internal Audit’s control (the most common example of this is delayed system implementations) are 
excluded from the calculation.

Average business days to issue reports Measures the number of business days from the completion of fieldwork (the date that substantially 
all testing is complete) to the date the final report is issued.

Total hours variance from approved project budgets This KPI compares total projected hours to budgeted hours in the approved plan, as adjusted.  It is 
based on an analysis of each audit in the Plan.  In general, the variance is calculated as – Total 
projected time/Total budgeted time.  Total projected time is developed as described in the KPI, 
“Percentage of Audit Plan Completed.”  The calculation is adjusted for changes to the plan so 
Internal Audit is not penalized by audits added or helped by audits cancelled during the year. 

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Internal Audit)
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Customer Benefit

Survey results provide specific feedback for Internal Audit to improve processes and provide incentive for the 
department to meet management expectations for addressing business needs, identifying relevant audit issues, and 
adding value to the business.  The customer benefits in that audits are more value-added and more effective in 
minimizing business risks.

The audits in the Plan typically focus on regulatory required audits and those that subject the Business Segments to 
significant business risk. The Annual Plan is in large part driven by input from the Business Segments, which assist 
us in identifying the higher risk audit topics.  Achieving a higher percentage of the Plan completed helps us ensure 
that we are addressing the highest risk areas.

This KPI measures the timeliness of audit report issuance which correlates to efficiency in the report writing 
process.  In addition, issues, risks and action plans are more relevant when communicated timely.  Timely issuance 
of reports benefits customers by increasing the value of audit information.

This KPI focuses on audit efficiency.  By being more efficient in our audit work, our productivity increases leading to 
operational excellence.

Ameren Services: Business & Corporate Services

2014 Key Performance Indicators (Internal Audit)
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Ameren Services

Allocated to 

Ameren 

Illinois Gas 

Operations 

2014 Incentive Compensation KPIs 2014

Close Books and Forecasting Index 6,413              
Plant Accounting Operational Excellence (Controllers) 3,763              
Timeliness and Quality of Regulatory Filings (Controllers) 3,021              
Accounts Receivables Operational Excellence (Controllers) 2,650              
Internal Control Compliance (SOX) 6,042              
Project Milestones 5,300              
Operational Excellence - IT Service Delivery Index (Multiple Components) 36,014            
Operational Excellence - Sox Control 10,683            
Operational Excellence - IT Availability Index (Multiple Components) 32,557            
Operational Excellence - Project Delivery Index (Multiple Components) -                  

On Time 11,273            
Budget 11,192            
Quality 11,313            

Operational Excellence - BSO Service Delivery Index (Multiple Components) 32,557            
Operational Excellence  - Employee Development Program 18,007            
Vehicle Accidents 607                 
Average evaluation of projects by CEO, CFO and segment presidents of the Tax 
Department's addition of value to the Ameren enterprise 1,260              

Accuracy of forecast effective income tax rate 1,260              

Internal Compliance Controls (SOX) material weaknesses, significant deficiencies and 
schedule of unadjusted differences caused by errors or omissions of the Tax Department 1,260              

Early completion of draft federal income tax return 1,260              
Timely and materially correct filing of all transaction tax and property tax 630                 
Credit Losses % of Mean 2,081              
Effective Investment Evaluation 2,081              
Insurance Customer Satisfaction 2,081              
Transfer/Lost Stockholder Correspondence Turnaround 1,423              
Investor Services Customer Satisfaction 1,423              
Operational Excellence - Functional Internal Customer Satisfaction 19,904            
Operational Excellence - Corporate Analysis Support 6,959              
Operational Excellence - Corporate Governance 6,959              
Operational Excellence - Strategy and Performance Management 6,959              
Sustainability Strategic Initiative 2,653              
Project Goals 5,307              
Departmental Expertise 3,980              
Key Customer Initiatives -                  
Operational Excellence through Successful Completion of Real Estate Improvement 
Initiatives 15,141            

Operational Excellence through Successful Completion of Supply Chain Operations 
Improvement Initiatives 15,141            

Operational Excellence through Successful Completion of Sustainability Initiatives 15,141            
Operational Excellence through Successful Completion of Corporate Safety Initiatives 15,141            
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Successful Implementation of Tier 2 Diverse Supplier Program 7,570              
Workforce of Tomorrow - Implement succession planning at the managing 
supervisor/superintendent level for all of B&CS -                  

Leadership Development 10,563            
New Hire Experience 10,563            
Talent Development 10,563            
Operational Excellence - Diversity 994                 
Customer Satisfaction - Social acquisition and engagement 497                 
Customer Satisfaction - Improved communication through earned media 994                 
Operational Excellence - Employee Town Hall Meetings 497                 
Customer Satisfaction – Customer satisfaction and employee engagement 994                 
Operational Excellence - Annual employee communication media survey 497                 
CEO Satisfaction Surveys of Internal Audit 793                 
Percentage of audit plan completed 1,586              
Average business days to issue reports 2,380              
Total hours variance from approved project budgets 2,380              

Function Safety - OSHA Recordables (excluding non-preventable and carpal tunnel) 1,416              

B&CS Budget Compliance 122,437          
B&CS Diverse Supplier Spend 38,268            
B&CS Operational Excellence 42,258            
Business Segment Incentive Comp Avg 164,058          
Safety - Ameren-wide LWAs or work-related significant event index 81,548            
Function O&M and Capital Budget Compliance -                  
Contractor On-time Project Completion- Transmission & Substation -                  
Operating Center Visits -                  
OSHA recordables and motor vehicle accidents -                  
Project On-Time Completion -                  
Student/Client Satisfaction Survey -                  
Timely Response to UPRs -                  
Transmission Relay Misops -                  
Insight Utilization -                  
OSHA Recordables -                  

100% of 2014 AMIP and AIP is attributable to KPIs: 820,291          

Alloc AIC Gas
721,697          AMIP
98,593            AIP

820,291          TOTAL
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Allocated to AIC Gas

 Ameren Services FTY budget 2014 575,831                                

 Ameren Services FTY budget 2014: Officers 344,619                                
Less: EPS Component - Officers (90%) (310,157)                               

Ameren Services FTY budget 2014 Attributed to KPIs (Officers) 34,462                                  

Ameren Services FTY budget 2014: Directors 231,212                                
Ameren Services FTY budget 2014 Attributed to KPIs (Directors) 231,212                                

Ameren Services FTY budget 2014 Attributed to KPIs (TOTAL) 265,674                                
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