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I. INTRODUCTION 1 

A. Identification of Witnesses 2 

Q. What is your name and business address? 3 

A. My name is Ronald E. Donovan.  My business address is 1919 Swift Road, Oak Brook, 4 

Illinois 60521. 5 

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

A. I am Vice President, Customer Business Transformation and Technology for 7 

Commonwealth Edison Company (“ComEd”). 8 

B. Purposes of Testimony 9 

Q. What are the purposes of your direct testimony? 10 

A. In my testimony: 11 

• I give an overview of ComEd’s customer service operations, explaining the 12 

functions those operations perform. 13 

• I also discuss and support the customer service-related portions of the 2012 14 

operating expenses and ComEd’s rate bases, including the customer service-15 

related portions of actual plant additions for 2012 and projected plant additions 16 

for 2013.  This includes the investment ComEd will make pursuant to the 17 

Customer Field Operations blanket programs, the investment ComEd will make 18 

under the Energy Infrastructure Modernization Act (“EIMA”) with respect to its 19 

customer service operations, and the uncollectible accounts expense that ComEd 20 

incurs. 21 
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• I discuss how ComEd ensures that its capital costs and operating expenses 22 

incurred to provide customer service are reasonable, including several innovative 23 

programs that ComEd has implemented and continues to implement to reduce 24 

operating costs. 25 

• I explain how ComEd manages its operations and expenses to keep costs low and 26 

performance high.  Among the tools that are critical to these efforts is ComEd’s 27 

performance-based incentive compensation program, which I also discuss. 28 

C. Summary of Conclusions 29 

Q. In brief, what are the conclusions of your direct testimony? 30 

A. The main conclusions of my testimony are: 31 

• ComEd plans, implements, and manages its customer service operations so as to meet 32 

its customers’ needs for timely, high quality customer service while controlling 33 

operating expenses and capital costs to ensure that they are prudently incurred and 34 

reasonable in amount, and that capital expenditures result in assets that are used and 35 

useful.   36 

• ComEd has adopted a number of programs that have reduced costs without detracting 37 

from customer service quality.  ComEd prudently and reasonably executes the 38 

purchase, installation, removal, and exchange of meters through blanket programs in 39 

the Customer Field Operations category of work.  ComEd also has significantly 40 

enhanced its available channels for customers to complete automated transactions, 41 

updated the Call Center technology, and consolidated its operating centers. 42 

Q. Are there any exhibits attached to your testimony? 43 
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A. Yes.  ComEd Exhibit (“Ex.”) 6.01 is a copy of ComEd’s Annual Customer Assistance 44 

Report covering calendar year 2012 that was filed with the Commission early in 2013.  45 

ComEd Ex. 6.02 is a listing of actual plant additions for 2012 and projected plant 46 

additions for 2013 related to customer operations functions, including blanket programs. 47 

D. Background and Qualifications 48 

Q. What are your duties as ComEd’s Vice President, Customer Business 49 

Transformation and Technology? 50 

A. I am responsible for transformation of our customer service interface model through the 51 

identification, development, and application of technology to enhance our customers’ 52 

experience.  This includes the development of ComEd’s eChannel strategy, including the 53 

use of the World Wide Web, voice response technologies, automated and electronic 54 

billing, e-services, social media, and the application of Smart Grid technologies such as 55 

advanced metering infrastructure (“AMI”).  In addition, I am responsible for revisions to 56 

our Customer Information Management System (“CIMS”) to accommodate regulatory or 57 

legislative process changes as well as internally generated process improvements.  I also 58 

oversee the activities of the Strategies and Support and Customer Relations departments.  59 

Q. What is your professional background? 60 

A. Prior to my current position, I served as Director of Asset Performance and Investment 61 

Strategy, where I oversaw the assessment of the material condition of ComEd’s delivery 62 

system, the development of life cycle strategies for delivery equipment and facilities, 63 

tools to optimize transmission and distribution expenditures, the development of long-64 

term capital requirements, and the delivery system research program.  Prior to that, I 65 
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served as Director of Distribution Capacity Planning, a position which was then 66 

responsible for both ComEd and PECO, the two utilities then owned by Exelon 67 

Corporation.  In that role, I was responsible for managing the development of short-term 68 

and long-range load forecasts for the electric distribution systems of both utilities, and for 69 

the development of plans to reconfigure or add capacity to the distribution system to 70 

ensure reliable service under normal and emergency conditions.  Before that, I was the 71 

Director of Distribution Engineering for ComEd in Chicago.  In that position, I was 72 

responsible for managing electrical distribution design engineering activities, the 73 

development of construction, engineering and maintenance standards, and the selection of 74 

distribution equipment. 75 

Prior to that, I held a number of engineering positions with ComEd.  I was 76 

Director of Transmission Distribution Lines Engineering, where I was responsible for 77 

managing electrical transmission and distribution design activities; developing 78 

maintenance standards and practices; directing equipment purchases; creating design 79 

standards; and maintaining engineering expertise.  Prior to that, I was Director of the 80 

Electric Supplier Services Department, which is responsible for providing services to the 81 

Retail Electric Supplier (“RES”) community that was emerging in the ComEd service 82 

territory.  Other positions I have held include Project Manager of Customer Choice, 83 

Regional Manager of Customer Design and Construction, and Technical Analysis 84 

Manager. 85 

Q. What is your formal educational background? 86 
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A. I have a Bachelor of Science degree in electrical engineering from the University of 87 

Illinois - Urbana, and a Masters of Business Administration from Aurora University. 88 

II. COMED’S CUSTOMER SERVICE OPERATIONS 89 

Q. How many electric customers are served by ComEd? 90 

A. ComEd delivers electricity to approximately 3.8 million residential and business 91 

customers across northern Illinois.  I should note that when ComEd uses the term 92 

customer, we essentially mean a point of service that has an account, e.g., a single family 93 

home with a single meter and a single account would count as one customer, no matter 94 

how many people live in the home.  Overall, ComEd delivers electricity to about 70% of 95 

the population of the state of Illinois or over 9 million people. 96 

Q. What functions and activities are included within ComEd’s Customer Operations 97 

area? 98 

A. The Customer Operations area includes Meter Reading, Field and Meter Services, 99 

Billing, Revenue Management, Revenue Protection, Cash Processing, the Customer 100 

Contact Centers (the “Call Centers”), and Customer Relations.  Those operations cover 101 

nearly every aspect of a customer’s interaction with ComEd.  ComEd refers to these 102 

operations as customer services, all of which are governed by the Customer Operations 103 

area.  Those functions: (1) allow customers to request new or modified service; (2) 104 

measure customers’ use of ComEd’s electricity delivery service; (3) provide data and 105 

other information about those services to customers, suppliers, transmission providers, 106 

and regulators, as applicable; (4) render customer bills; (5) respond to customer inquiries 107 

about those functions and provide other information to customers; and (6) handle 108 
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payment processing and collections.  All these functions are necessary to the successful 109 

operation of a utility like ComEd. 110 

Q. How are the costs of Customer Operations functions and activities accounted for? 111 

A. The expenses related to Customer Operations functions and activities are primarily 112 

recorded in “Customer” accounts and Administrative & General (“A&G”) expense 113 

accounts in the Uniform System of Accounts.  Customer expense activities include 114 

meter reading, addressing billing questions, resolving billing disputes, providing 115 

information on service options, and revenue management functions, including activities 116 

related to collection and uncollectible accounts.  These activities are integral parts of the 117 

delivery service function and are necessary for the successful operation of a delivery 118 

utility like ComEd.  In addition, ComEd’s customer service activities are supported by 119 

other A&G expenses for items such as information technology (“IT”) support, human 120 

resources, and finance.  The A&G expenses supporting the customer service activities are 121 

necessary to allow ComEd to provide cost-effective and efficient service to customers.   122 

Q. What categories of plant support customer service operations? 123 

A. Two categories of plant that support the provision of customer service are Distribution 124 

Plant, such as meters, and Intangible Plant, such as information systems like CIMS.  125 

Other types of plant that support customer service include vehicles used by meter readers, 126 

capitalized communications and other equipment, and office space used for and by 127 

personnel performing customer service functions (General Plant).  The testimony 128 

(including attachments) of ComEd witness Martin Fruehe (ComEd Ex. 3.0) provides 129 

more detail on the accounting for the costs incurred to provide customer service. 130 
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Q. What actions has ComEd implemented to enhance its customer service operations? 131 

A. ComEd has and continues to implement several changes to enhance its customer service 132 

operations.  One of the most notable changes of 2012 was the consolidation of ComEd’s 133 

two Call Centers into a single location.  Over 400 employees relocated from the Chicago 134 

North and Oak Brook Call Centers to the new Call Center at ComEd’s Lincoln Center 2 135 

facility in Oakbrook Terrace.  In addition to the physical location movement, the Call 136 

Center’s IT platform was modernized to deliver a more integrated and streamlined 137 

system, with enhanced work management, reporting, and call routing capabilities.  To 138 

enhance the ability for customers to talk to an agent during storm events, ComEd added 139 

the equivalent of an additional 1,000 phone lines through network queuing technology to 140 

specifically address the increase in call volumes seen during storms and outage events.  141 

In addition to the Call Center modernization projects, Customer Operations 142 

continued to review and address lessons learned from prior storm seasons.  In years past, 143 

customers could receive inconsistent outage restoration information from different 144 

communication channels.  For example, a customer who spoke with a Customer Service 145 

Representative may have received different information regarding his/her estimated time 146 

of restoration as compared with the information provided through ComEd.com.  As a 147 

result, ComEd overhauled the storm response process within ComEd and completed the 148 

launch of a new technology platform, which is the source for all customer outage 149 

information for all channels to publish consistent outage information to our customers. 150 

All customer channels (Web, Text, Voice Response Unit (or “VRU”), Mobile App) now 151 

receive crew status, customer outage counts, estimated times of restoration, and probable 152 
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outage cause information from this single data source.  The outage communication 153 

system enables centralized administration with greater accuracy and capability.   154 

To further enhance the customer experience and to provide yet another channel 155 

for customers to manage their outage, Customer Operations created the Facebook Outage 156 

application.  This application was a first of its kind in the United States.  Through the 157 

Facebook “Report an Outage” application, customers can report their outage and view 158 

their outage status while remaining in the Facebook platform.  The application provides 159 

access links to the full ComEd.com web site, as well as links to ComEd’s other social 160 

media channels.  As of September 1, 2012 ComEd’s Facebook page had 32,289 161 

Facebook Fans, making it the most “liked” utility page in the country at that time. 162 

ComEd also enhanced our outage text messaging service by incorporating two-163 

way text messaging.  This allows customers that have registered for the service to report 164 

an outage by texting “out” to ComEd (26633).  Lastly, a Storm Communication 165 

Dashboard was created as an in-house resource to house all storm communications for 166 

both internal and external audiences in an effort to better serve the customer and to 167 

function more efficiently.  Communications included in the dashboard are press releases, 168 

municipal messages, content posted to the ComEd.com Storm Center, IVR messages, call 169 

center alerts, mobile blast messages, and social media proactive posts and feeds. 170 

Q. What additional actions has ComEd taken to improve customer service? 171 

A. ComEd is leveraging new technologies to communicate with customers in the means and 172 

manner in which they want to be communicated with.  It was not too long ago when the 173 

primary means of contact for a customer required a call into the Call Center.  ComEd 174 
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continues to utilize new electronic channels to provide our customers with the flexibility 175 

to contact us to process orders or research information through a portfolio of electronic 176 

channels.  While existing channels, like our Interactive Voice Response system, continue 177 

to operate very effectively handling approximately 50% of incoming calls with 24 hour 178 

availability, ComEd is committed to keeping up with new channels that our customers 179 

use.  Therefore, Customer Operations developed a ComEd Mobile Application to allow 180 

customers to conduct business with ComEd at any time through their mobile devices.  181 

Available for Apple and Android devices, customers can report their outage, check their 182 

outage status, and view the outage map directly in the app.  Customers can also manage 183 

other aspects of their account, such as making a one-time bill payment, reporting a meter 184 

reading, or enrolling in budget billing.  The app was launched in May 2012 and by year-185 

end over 59,000 customers had downloaded the app.  In addition, the app was recently 186 

recognized by J.D. Power as a best practice in mobile customer interaction.  By the end 187 

of 2012, only seven months after its launch, the Mobile Application reached the 188 

milestone of having completed over one million transactions. 189 

Prior to the 2012 storm season, Customer Operations integrated a new dynamic 190 

outage mapping system into the ComEd.com website.  The prior map only provided 191 

outage counts by the ComEd Service Center.  Customers can now view all outages in the 192 

ComEd service area at once.  Color-coded icons indicate the range of customers affected 193 

by each outage.  Customers can zoom in on an outage by double clicking on it to get 194 

specific details on the outage.  Based on research with our customers, Customer 195 

Operations included the top four information items customers prefer in the map: number 196 

of customers affected, crew status, estimated time of restoration, and the probable cause 197 
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of the outage.  Users can either view the outage by the location on the map, or view a 198 

summary of outages by county, zip code, and city/town/village/ward.  They also have the 199 

ability to search for an outage by address, city, zip, and county.  The new outage map is 200 

also available on the mobile web site and the ComEd Mobile Application. 201 

ComEd.com was also refreshed early in 2012 to meet the online needs of our 202 

customers and fulfill the corporate vision of providing superior service.  Incorporating 203 

feedback from a usability study (a focus study of customers using the web site) and 204 

customer focus groups, the refresh project included a new look and feel of the site, 205 

including a new home page, modified navigation by both location and name, revised/new 206 

content, new images/icons, and improved templates for metadata to improve search 207 

functionality.  ComEd.com processed over 17 million customer transactions in 2012. 208 

ComEd's mobile website was also enhanced in conjunction with the ComEd.com 209 

refresh initiative to provide a consistent look and feel, improve navigation, and 210 

incorporate revised/new content and imagery.  In an effort to provide multiple channels to 211 

promote ease of use for our customers, “Commercial My Account” functionality was 212 

added to the mobile website.  This new functionality allows Commercial customers with 213 

a ComEd My Account profile to view account information and conduct transactions on 214 

their mobile devices.  ComEd’s mobile website processed over one million customer 215 

transactions in 2012. 216 

The Customer Operations area also began an initiative focused on developing a 217 

roadmap to enhance the customer’s experience.  This initiative focuses on driving 218 

customer satisfaction to 1st quartile in four years while improving customer service 219 

performance levels and reducing total customer service costs.  The project team has 220 
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shifted its thinking from an inside-out view to an outside-in view of what customers want 221 

from ComEd.  Through employee and customer focus groups, the project team identified 222 

and evaluated more than 100 initiatives against improved customer satisfaction, service 223 

performance levels and total service costs in order to identify a portfolio of initiatives that 224 

will provide the benefits needed to achieve the goal.  The team will focus on 33 225 

initiatives in 2013. 226 

III. LOW INCOME AND SUPPORT PROGRAMS 227 

Q. What did ComEd do in 2012 to provide the low income and support programs 228 

required by EIMA?1   229 

A. In 2012, ComEd utilized many of its financial assistance programs, also known as 230 

ComEd’s CARE programs, to meet our obligation under EIMA to pay $10 million per 231 

year for 5 years to assist low-income customers and to help customers that faced financial 232 

hardships and had difficulty paying their electric utility bills to avoid imminent 233 

disconnection.  ComEd paid $10 million for these purposes during 2012, allocated as 234 

follows: 235 

• $7.118 million for Residential Special Hardship, a program designed to help 236 

eligible residential customers pay their electric bills.  Participating customers also 237 

received education about no-cost and low-cost ways to decrease their future 238 

electric bills, extending the benefit beyond the period of direct assistance. 239 

                                                 
1 See Section 16-108.5(b-10) of the Public Utilities Act. 
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• $58,000 for Nonprofit Special Hardship, which focuses on assisting nonprofit 240 

organizations who have fallen behind on their electric bills.  Organizations 241 

receiving a program grant were also required to attend an educational workshop / 242 

webinar on energy management to help lower their future electric bills. 243 

• $427,000 for Chicago Housing Authority (CHA) All Clear program, a partnership 244 

between CHA and ComEd to assist CHA residents and Housing Choice Voucher 245 

participants with their electric bills.  Although this partnership has been in 246 

existence for a number of years, the 2012 program included mandatory attendance 247 

at an energy management workshop for customers with high account balances. 248 

• $1.460 million for the Fresh Start program, which allowed PIPP (Percentage of 249 

Income Payment Plan) customers with PPA balances enrolled between 8/1/11 and 250 

1/31/12 received credits equal to their PPA. 251 

• $65,000 for Educational Classes.  Energy management education for first time 252 

homebuyers was conducted through the Chicago Urban League and LUCHA, and 253 

education for nonprofits was developed and implemented with CNT Energy, a 254 

division of the Center for Neighborhood Technology. 255 

• $594,000 paid for CNT Energy and the Illinois Association of Community Action 256 

Agencies (LIHEAP) to manage customer requests for assistance under the 257 

Programs. 258 

• $280,000 paid for Outreach, Marketing and Advertising, which included energy 259 

fairs, local community events, senior outreach and partnerships with local housing 260 

authorities.  Other methods of communication included radio, newspaper and 261 
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billboard ads, press conferences and news releases, Facebook and Twitter, 262 

ComEd.com, brochures, fact sheets and talking points for distribution in 263 

municipalities and with legislators. 264 

In addition, ComEd expended approximately $64,000 for CHAMP (ComEd Helps 265 

Activated / Disabled Military Personnel), a program to help military personnel 266 

experiencing hardship in paying their electric bills.  Participating military personnel also 267 

received education about no-cost and low-cost ways to decrease their future electric bills.  268 

For 2012, this program was not funded from the allocated $10 million; funding with 269 

allocated EIMA money will commence in 2013.  As a result, funding on identified 270 

projects actually exceeded the $10 million by a small margin. 271 

Q. Were funds expended in compliance with ComEd’s EIMA obligations included in 272 

the revenue requirements in this filing? 273 

A. No.  These costs were excluded entirely from the revenue requirements. 274 

Q. Has ComEd provided any additional information to the Commission concerning its 275 

customer assistance efforts and programs under EIMA? 276 

A. Yes.  On February 20, 2013 ComEd filed with the Commission its Annual Customer 277 

Assistance Report for 2012.  The Report also specifies the programs that were funded and 278 

the amount of money each program received, and further demonstrates how ComEd has 279 

complied with its obligation to fund EIMA customer assistance programs.  A copy of the 280 

Report is attached as ComEd Ex. 6.01. 281 
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IV. OPERATING EXPENSES RELATED TO CUSTOMER OPERATIONS 282 

Q. What is the total amount of operating expense for Customer Accounts activities 283 

included in the updated revenue requirement? 284 

A. The amount of Customer Accounts operating expense for 2012 included in the updated 285 

Revenue Requirement is approximately $186.1 million, after adjustments of $43.3 286 

million to the total Customer Accounts operating expense of $229.4 million as detailed in 287 

the testimony of Mr. Fruehe (ComEd Ex. 3.0; ComEd Ex. 3.01, Sch FR A-1, Ln 2; Sch 288 

FR C-1, Ln 3, and App 7, Col. D Ln. 1-22).  Approximately $42.3 million of this 289 

adjustment is for uncollectible delivery service expense recovered through ComEd’s 290 

Rider UF – Uncollectible Factors.  As previously referenced, the Customer Operations 291 

area consists of the Billing, Call Center, Field and Meter Services, Meter Reading, 292 

Revenue Management, and the Revenue Protection Departments.  In 2012, these areas 293 

were responsible for reading the meters of and billing ComEd’s 3.8 million customers, as 294 

well as handling over 11.9 million telephone calls.  The total Customer Accounts 295 

operating expenses of $229.4 million support the daily activities for each of these 296 

departments, as well as, the uncollectible delivery service expense of approximately 297 

$42.3 million (ComEd Ex. 3.01, App 7, Ln. 11).  298 

Q. Were the operating expenses and associated A&G costs of ComEd’s Customer 299 

Account activities prudently incurred and reasonable in amount? 300 

A. Yes.  ComEd has designed its customer account systems (e.g., metering and billing 301 

systems) to operate efficiently and to meet the requirements of its customer base, service 302 

territory, and service offerings.  These systems also are designed to comply with the 303 
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Commission’s rules applicable to billing, remittance, and collections.  Further, ComEd 304 

actively manages its customer service activities.  Customer Operations, in conjunction 305 

with the finance function and, where appropriate, other operating departments, evaluates 306 

customer service activities to ensure that they are appropriate and that their costs are 307 

well-controlled, financially and operationally, and objectively reasonable.  ComEd also 308 

considers the costs of new enhancements in these areas as an integral part of the planning 309 

and decision-making process for new customer service initiatives.  In many cases, 310 

ComEd performs these functions internally.  When ComEd uses contractors, the 311 

contractor procurement and management processes also emphasize cost control along 312 

with consistent quality.  The costs associated with the Customer Accounts activities, 313 

including those recorded in these accounts and the related A&G expenses, are subject to 314 

the careful planning, budget, variance, and other cost control processes.   315 

Q. What amount of uncollectible accounts expense is included in operating expenses in 316 

the updated revenue requirement? 317 

A. Approximately $42.3 million of uncollectible account expense is excluded from 318 

operating expenses in the updated revenue requirement, as discussed by Mr. Fruehe 319 

(ComEd Ex. 3.0).  Mr. Fruehe explains the relationship between this amount and the 320 

implementation of the new provisions for recovering incremental uncollectibles costs 321 

contained in ComEd’s Rider UF – Uncollectible Factors (“Rider UF”).  The Commission 322 

addressed this topic in greater detail in ComEd’s Rider UF reconciliation proceedings, 323 

ICC Docket Nos. 11-0609 (Order Feb. 23, 2012) and 12-0505, in which a draft Order was 324 

recently filed by ComEd.  325 
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Q. How does ComEd collect past due accounts and minimize uncollectibles?  326 

A. The collection of past due accounts and minimization of uncollectibles are two of the 327 

objectives of ComEd’s customer service operations and we work diligently within the 328 

established regulatory framework to achieve those objectives.  Section 16-111.8(c) of the 329 

Public Utilities Act (“PUA”)2 identifies six categories of activities regarding collection of 330 

past due accounts and minimization of uncollectibles:  (1) identify customers with late 331 

payments; (2) contact the customers in an effort to obtain payment; (3) provide 332 

delinquent customers with information about possible options, including payment plans 333 

and assistance programs; (4) serve disconnection notices; (5) implement disconnections 334 

based on the level of uncollectibles; and (6) pursue collection activities based on the level 335 

of uncollectibles. 336 

Four of those six categories of activities are addressed by long-established, 337 

regulated processes that ComEd uses in implementing disconnections and pursuing 338 

collection activities, as well as information that ComEd makes available to customers in a 339 

variety of ways.  When a customer defaults on payment, we first assess late payment 340 

charges and perform a deposit review to assess if a deposit should be required.  We then 341 

place calls to the customer in an attempt to collect payment and educate the customer 342 

about possible payment options.  Depending on the customer’s risk score, the call may or 343 

may not precede the issuance of the customer’s next bill.  If we are still unsuccessful in 344 

collecting payment, we issue a disconnection notice to the customer that explains that he 345 

or she may be disconnected in 10 business days.  We also provide a “last chance” in the 346 

                                                 
2 220 ILCS §16-111.8(c). 
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form of a call three business days before the customer enters the “cut” window.  Failure 347 

to make payment makes the customer eligible for disconnection.   348 

Finally, ComEd addresses the remaining two categories through the above 349 

processes as well as by using high-dollar and “behavioral cuts,” and by enhancing our 350 

collection activities, as I describe below.  ComEd also complies with the legal 351 

requirements relating to winter and summer disconnections. 352 

Q. What are the major additional steps you referred to that ComEd now takes as part 353 

of its collection processes?  354 

A. ComEd uses a robust mathematic algorithm to risk score every customer based on 355 

payment behavior.  This risk score is automatically updated in our system two days after 356 

every bill is due.  Customers with poor payment history receive high risk scores, and the 357 

higher the risk score, the earlier we attempt to disconnect, subject to legal requirements.  358 

This practice is known as “behavioral cuts.”  In addition to the risk score, ComEd 359 

prioritizes disconnection efforts based on several other objective factors, for example, the 360 

dollar value of the unpaid accounts.  This factor is employed because disconnections with 361 

higher unpaid account values are more likely to result in non-payment.  By taking actions 362 

when a non-paying customer owes a lower amount, we have the best chance of collecting 363 

from customers who can pay.   364 

In addition, once an account has “finaled” (the customer is no longer being billed 365 

for electric service), we issue a final bill and allow 30 days to pay.  We hand the accounts 366 

over to our first stage of collection agencies that attempt to collect the debt within 90 367 

days.  After 90 days, we pull the accounts back from the collection agencies and charge 368 
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off the balance to bad debt.  We then move it to our next stage of collection agencies.  369 

After one year, we transfer it to our final vendor who continues to work on collecting the 370 

debt.  ComEd uses a number of external agencies in its collections processes, employing 371 

a “champion-challenger” model across a variety of collection tiers by rewarding high-372 

performing agencies with additional accounts.  373 

Q. What steps has ComEd taken to enhance its credit and collection activities?  374 

A. ComEd implements improvements every year seeking to recover past-due amounts or 375 

minimize credit risks.  Application Verification is a process ComEd administers to verify 376 

the identity of a potential customer who wishes to start, or a customer who wishes to 377 

transfer, ComEd electric service.  As part of the process, an applicant’s identity is 378 

confirmed by a third party, and it is determined whether the applicant should pay a 379 

deposit based on credit worthiness.  The Application Verification process is used by the 380 

Call Center Customer Service Representatives, the VRU, and web communication 381 

channels, and ensures that the requesting party is not acting under false pretenses.   382 

The Application Verification solution was originally implemented in 1999 using 383 

older technology.  In August of 2012, ComEd implemented new technology to enhance 384 

and update current AV functionality for existing, former and new customers.  The new 385 

technology includes an interface with Experian, ComEd’s new service provider, which 386 

allows better validations of customer identity, determines level of credit risk for deposit 387 

requests, and reduces the number of application denials requiring third party 388 

verifications.  Since the implementation of the new system, over 115,000 applications 389 



Docket No. 13-____  
ComEd Ex. 6.0  

Page 19 of 35 

were received by year-end 2012.  Of those applications, 81,000 applications “passed” and 390 

new service was established.  391 

Also, in April of 2012, ComEd implemented the DebtNext solution as part of its 392 

collection agency management processes.  This solution allows for real-time reporting of 393 

account status and amounts collected.  In addition, DebtNext also provides for the ability 394 

to change allocation portfolio percentages among agencies with reduced time and IT 395 

expense.  As a result, if the collection rate and performance of a vendor is not meeting 396 

expectations, the accounts and work can be quickly re-routed to a higher performing 397 

vendor.  This increases and accelerates collection recoveries and reduces costs. 398 

Q. What other internal activities has ComEd undertaken to protect its revenues? 399 

A. ComEd has a fully staffed Revenue Protection Department tasked with improving the 400 

billing of unmetered / unbilled revenues and the utility’s credit and collection activities.  401 

In 2012, the Revenue Protection Department completed over 100,000 field visits, billing 402 

an additional $9 million worth of services as a result.  403 

In addition, the Revenue Protection Department is tasked with finding and billing 404 

customers who attempt to defraud ComEd by tampering with or damaging equipment or 405 

taking service with the intent of not measuring or paying for it.  Examples include, but 406 

are not limited to, tampering with electric meters, diverting service to avoid metering, and 407 

illegal restoration of service.  The Revenue Protection Department continues to apply 408 

charges to the customer’s account for costs incurred in cutting service due to tampering 409 

resulting in over $4 million in tampering related costs by year end 2012.  Because 410 

tampering can also give rise to criminal investigations and charges, the Revenue 411 
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Protection Department also cooperates with law enforcement.  In 2012, they worked on 412 

five cases that resulted in arrests and prosecutions under the Interference with Utility 413 

Services Act for tampering with and/or theft of electricity during 2012.  These measures 414 

help reduce costs to other customers caused by theft and tampering and potentially have a 415 

deterrent effect.  416 

V. RATE BASE RELATED TO CUSTOMER OPERATIONS 417 

A. Plant Supporting Customer Operations 418 

Q. What is the total amount of actual plant additions for 2012 related to customer 419 

service operations?   420 

A. The total amount of actual plant additions for 2012 related to customer service operations 421 

is approximately $27.9 million, as reflected in ComEd Ex. 6.02 attached to my testimony. 422 

Q. Please describe the plant additions associated with the customer service function 423 

that were placed in service during 2012.  424 

A. In addition to the assets placed in service through the blanket programs discussed below, 425 

23 additional customer service related plant additions were completed in 2012 at a total 426 

cost of approximately $14 million.  Of the 23 projects, two supported compliance with 427 

regulatory mandates.  Specifically: 428 

 The federal Dodd-Frank Act, passed in 2010, requires utilities to replace their 429 

existing residential deposit request letters with a new letter containing language 430 

outlined in the Dodd-Frank Act.  These requirements caused an IT infrastructure 431 

change at a cost of $184 thousand.   432 
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 The Illinois Power Agency Act provides the framework for reporting 433 

requirements related to municipal aggregation and retail supplier competition.  434 

See 20 ILCS 3855/1-92.  The reporting requirements called for enhanced IT 435 

reports to be built by ComEd for use by Suppliers related to monthly billing 436 

information and customer data.  Moreover, the IT work also provides the 437 

capability to switch the millions of customers enrolled in choice programs as a 438 

result of municipal aggregation, including the City of Chicago.  Complying with 439 

the requirements and standards of this law resulted in investment costs of $1.63 440 

million.  441 

Q. What quantity of plant additions related to customer service operations does 442 

ComEd project will be placed in services in 2013? 443 

A. ComEd’s projected plant additions for 2013 in general are identified in ComEd Ex. 5.02 444 

attached to the testimony of Michelle Blaise (ComEd Ex. 5.0).  For 2013, ComEd 445 

projects capital additions related to Customer Operations functions of approximately 446 

$21 million, as shown in ComEd Ex. 6.02.   447 

Q. Can you describe the major capital projects associated with the customer service 448 

function that are projected to be placed in service during 2013? 449 

A. Yes.  There are four major plant addition projects related to the customer service function 450 

projected to be completed in 2013.  These strategic projects are geared toward enhancing 451 

a customer’s experience with ComEd and maintaining regulatory compliance.  452 

The first project involves Electronic Data Interchange (“EDI”) transactions, the 453 

standard technology used by Illinois electric utilities and RESs to exchange information 454 
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and transact business (e.g., enroll customers, send and receive billing information, etc.).  455 

EDI is also used by the supply function of Exelon Business Services Company (“BSC”) 456 

to deal with vendors most efficiently (e.g., customer e-billing, supply management, etc.).  457 

The EID project will address challenges from increased demand driven primarily by 458 

Municipal Aggregation, Smart Meter Implementations, and general increases in customer 459 

reliance on energy supplier by RESs. 460 

The second project addresses Web Authentication, which will allow customers to 461 

transition to a username that is based on an email address.  In addition, the password 462 

complexity and security questions will increase to ensure a secure environment.  Users 463 

will be able to transition their profile to the new format while validating that their 464 

information is current.  New functionality will be included to retrieve a forgotten 465 

username or to change an existing username in addition to the forgotten and change 466 

password capabilities that have already been provided.   467 

Under the third project, RES customers who currently receive corrected bills 468 

through a manual process will be switched to an automated process as a result of the Auto 469 

Cancel Rebill project.  Due to the recent increase of RES supplied customers as a result 470 

of Municipal Aggregation the volumes have doubled and require an automated solution. 471 

The fourth project, the extension of Billing & Payments for Phase II will provide 472 

ComEd the ability to integrate the Deferred Payment Agreement (“DPA”) functionality 473 

as part of the existing VRU.  This new functionality will allow our residential customers 474 

to enroll in a new DPA, reinstate a DPA or renegotiate a DPA using both speech 475 

recognition and the telephone keypad.   476 

Q. Do Customer Operations functions also utilize blanket programs?  477 
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A. Yes.  Capital blanket programs are generally described in the testimony of Michelle 478 

Blaise (ComEd Ex. 5.0).  Blanket programs are used to track work activities that are 479 

small in cost, high in volume, and repetitive.  Utilizing blanket programs allows work to 480 

proceed without requiring authorization on a case-by-case basis, but rather for the pre-481 

defined activity as a whole.  Customer Operations also has a category of work called 482 

Customer Field Operations, which is comprised of blanket programs as listed in ComEd 483 

Ex. 6.02.  These blanket programs are also included in ComEd Exhibit 5.02 attached to 484 

the direct testimony of Michelle Blaise (ComEd Ex. 5.0).  Ms. Blaise discusses the 485 

controls applicable to blanket programs as well.   486 

Q. What are the Customer Field Operations blanket programs? 487 

A. The Customer Field Operations category is composed of nine blanket programs which are 488 

related to the Field and Meter services area.  Seven of the nine programs are used to track 489 

the capitalized labor costs associated with the installation, removal, testing, and exchange 490 

of meters.  This includes meter exchanges for commercial customers that have been 491 

declared competitive based upon their prior year’s usage; meter exchanges for residential 492 

customers requesting service under Rate BESH – Basic Electric Service Hourly Pricing 493 

(“Rate BESH”) and Rider RRTP – Residential Real Time Pricing Program (“Rider 494 

RRTP”); periodic meter exchanges to meet regulatory requirements; meter installation, 495 

removals, and exchanges associated with new business; meter exchanges associated with 496 

damaged or non-functioning meters; removal of meters that are no longer required; and 497 

testing of new meters.  One of the nine blanket programs for Field and Meter services is 498 

used to track the back office labor required to support the field crews.   499 
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The last of the nine blanket programs is used to track the material cost of 500 

purchasing new meters.  New meters are routinely purchased to satisfy the needs 501 

identified above: new services, regulatory requirements, meter replacements, and 502 

exchanges.  Due to the large volume of meters purchased every year at a relatively minor 503 

cost per unit, it is cost-prohibitive to track these on a per-project basis.  Therefore, we 504 

track the purchase of these items in a blanket program.  In addition, ComEd utilizes BSC 505 

supply function to obtain meters.  Because BSC purchases meters for both ComEd and 506 

the other electric distribution utilities ultimately owned by Exelon Corporation (PECO 507 

and BGE), ComEd is able to realize a savings on the cost per meter.  508 

Q. How does the Customer Operations organization evaluate and manage its 509 

investments? 510 

A. The Customer Operations organization employs a planning and project management 511 

process.  The Customer Business Transformation and Technology department provides 512 

centralized services to all of Customer Operations, including business planning and 513 

project management.  The Customer Operations area is subject to the same careful 514 

planning, budget, variance, and other cost control processes that are discussed in general 515 

by Ms. Blaise (ComEd Ex. 5.0).  More specifically, the Customer Operations 516 

organization reviews proposals, budgets, and expenditures to ensure that costs are 517 

prudently incurred and reasonable in amount.   518 

Customer Operations has instituted a formal “gating” process under which 519 

significant projects must pass through various approval stages.  We begin by debating 520 

and challenging the business benefits of a proposed project.  A project charter is 521 
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developed and socialized with the Customer Operations leadership team, which is a 522 

document created by the project team to define objectives, scope, schedule, business case, 523 

project team participants, and a preliminary budget, and provides the project manager 524 

with the authority to apply organizational resources to commence with project activities.  525 

If the leadership team decides that the project provides sufficient benefits for its cost, it is 526 

submitted to one of the Customer Operations vice presidents for approval, and if 527 

obtained, final approval of the initial estimate must be obtained by the Senior Vice 528 

President of Customer Operations.  Before the project can enter the design and build 529 

stages, however, ComEd must obtain detailed estimates.  We then examine and challenge 530 

the estimates, and once again debate the benefits versus the expenditures.  Final approval 531 

in each step of the process comes from the Senior Vice President of Customer 532 

Operations.  At the various checkpoints and gates, we continually review the actual and 533 

forecasted cost of each project in the pipeline.  We also monitor variances, and the 534 

project owners are expected to be prepared to discuss any variances and necessary 535 

mitigation plans if a project is over budget.   536 

Q. How much did ComEd invest in calendar year 2012 for those Blanket Programs? 537 

A. ComEd invested approximately $13.9 million in the Customer Field Operations Blanket 538 

programs in 2012.  ComEd Ex. 6.02 provides a list of these blanket programs and the 539 

quantity of investment placed into service in 2012 through each program. 540 

Q. How much does ComEd project it will invest in calendar year 2013 for the 541 

Customer Field Operations blanket programs? 542 
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A. ComEd projects that it will invest a total of approximately $15.7 million in the Customer 543 

Field Operations blanket programs in 2013.  ComEd Ex. 6.02 also lists these blanket 544 

programs and the value of the projected 2013 investments in new plant in service.   545 

Q. Were you able to reach a professional opinion regarding whether the investments 546 

under the Customer Field Operations blanket programs you described were, or will 547 

be for assets projected to be placed in service by December 31, 2013, prudently 548 

incurred at a reasonable cost and used and useful in serving ComEd’s retail 549 

customers?  550 

A. Yes.  I am personally familiar with many of these blanket programs and the procedures 551 

under which they were designed and under which they are managed and implemented.  552 

The use of these blanket programs allows ComEd to efficiently manage this high-volume 553 

work and to control the associated costs.  I conclude that ComEd acted and acts prudently 554 

in implementing these blanket programs and does so at reasonable cost.  Moreover, these 555 

investments are, or will be when placed into service in 2013, used to serve customers and 556 

are an appropriate means of doing so, and are thus used and useful.  557 

Q. Have you formed an opinion as to whether the investments associated with the 558 

customer service function included in ComEd’s rate base were, or will be for assets 559 

projected to be placed in service by December 31, 2013, prudently made at a 560 

reasonable cost? 561 

A. Yes.  In my professional opinion, the investments associated with the customer service 562 

function included in ComEd’s rate base were prudently made at an objectively reasonable 563 

cost.  The same is true of the investments associated with the customer service function 564 



Docket No. 13-____  
ComEd Ex. 6.0  

Page 27 of 35 

that have been projected to be placed in service during 2013 and are included in the 2014 565 

Initial Rate Year Revenue Requirement.  I base my opinion on several factors including 566 

my own knowledge of ComEd’s customer operations functions and investments.  In 567 

addition, Customer Operations requires a business case review of the benefits compared 568 

to the overall cost to implement before material investments are made.  Customer 569 

Operations prioritizes and selects the top projects that will increase productivity, 570 

efficiency, and the customer’s overall experience with the utility.  The costs are also 571 

subject to the careful planning, budget, variance, and other cost control processes, such as 572 

review by the Project Review Committee (“PRC”) that are discussed in general by 573 

Michelle Blaise (ComEd Ex. 5.0).   574 

Q. Are the investments associated with the customer service function included in 575 

ComEd’s rate base, and will the investments associated with the customer service 576 

function projected to be placed in service during 2013 be, used and useful in 577 

providing delivery services to ComEd’s customers? 578 

A. Yes.  These assets provide the physical and intangible tools used by ComEd to provide 579 

our customers with delivery services, and are thus used and useful.  Moreover, assets 580 

included in ComEd’s projection of 2013 plant addition will be acquired and placed in 581 

service because they can serve customers and are an appropriate means of doing so.  582 

They, too, will therefore be used and useful when placed in service.   583 

B. Particular Smart Grid EIMA Investments 584 

Q. What EIMA investments made by ComEd in 2012 are you addressing as part of the 585 

discussion of the customer operations function? 586 
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A. Ms. Blaise (ComEd Ex. 5.0) and I discuss the EIMA funded investments made in 2012 587 

and projected to occur in 2013.  I am addressing the EIMA funded Smart Meter 588 

investments related to the deployment of AMI and associated cyber secure data 589 

communication networks.  In addition, Mr. Christ Siambekos, a ComEd Finance 590 

Director, quantifies all of these investments and their specific contribution to rate base in 591 

his direct testimony (ComEd Ex. 11.0).   592 

Q. What is the Smart Meter Program? 593 

A. The Smart Meter Program encompasses ComEd’s replacement of the retail meters on the 594 

ComEd distribution system with Smart Meters, a process that will include deployment of 595 

AMI technology that will also provide a two-way communications infrastructure to 596 

support other customer services and Smart Grid applications. 597 

Q. What Smart Meter Program investments did ComEd place in service in 2012? 598 

A. In 2012, ComEd completed $68,030 of work on back office applications and information 599 

systems that were placed in service and required to support meter deployment.  This work 600 

is reflected in Mr. Siambekos’ data and investment tracking numbers (“ITNs”) 47260 and 601 

48385. 602 

Q. Do you have a professional opinion regarding whether the Smart Meter Program 603 

investments you identified were prudently incurred at reasonable costs and are used 604 

and useful in serving ComEd’s retail customers?  605 

A. Yes.  I am personally familiar with these Smart Meter Program investments, as well as 606 

the procedures and processes under which they were designed, managed, implemented, 607 



Docket No. 13-____  
ComEd Ex. 6.0  

Page 29 of 35 

and constructed.  I have reviewed or am familiar with the relevant documentation for 608 

these investments, and note that the activity these investments support is required by 609 

EIMA.  I conclude that ComEd has efficiently managed Smart Meter Program work and 610 

controlled the costs of the investments.  Further, the Smart Meter Program investments 611 

made are used and useful in providing service to our customers. 612 

VI. INCENTIVE COMPENSATION 613 

Q. During 2012, did ComEd offer an incentive compensation program in which its 614 

customer operations employees participated? 615 

A. Yes.  As described in detail in the testimony of Mr. Joseph Trpik (ComEd. Ex. 4.0), in 616 

2012 ComEd had the Annual Incentive Plan (“AIP”) in effect: instead of paying the 617 

entire amount of an employee’s compensation through base salaries, ComEd makes a 618 

portion of each employee’s pay subject to achievement of operational metrics specified in 619 

the AIP.  By structuring compensation in this manner, ComEd implements a “pay at risk” 620 

approach under which ComEd’s employees are at risk of receiving less than a 621 

marketplace level of compensation if the metrics of the plans are not achieved.  So 622 

understood, the incentive compensation paid under these plans should not be construed as 623 

some form of “bonus” or additional compensation. 624 

Q. What metrics are included in ComEd’s 2012 AIP? 625 

A. The 2012 AIP had the following seven operational metrics (also referred to as goals or 626 

Key Performance Indicators):   627 

 Controlling the total level of Operations & Maintenance (“O&M”) expense;  628 

 Controlling the total level of capital expenditures; 629 
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 The OSHA Recordable Rate; 630 

 Performance on the System Average Interruption Frequency Index (“SAIFI”); 631 

 Performance on the Customer Average Interruption Duration Index (“CAIDI”);  632 

 Performance on the Customer Satisfaction Index; and 633 

 Performance on the Legislative Work Plan Initiatives Index. 634 

Mr. Trpik describes in detail how the metrics are defined, the weighted percentage of 635 

each metric, how performance under each metric impacts compensation, and why the 636 

same metrics are applied to all ComEd employees.  See ComEd Ex. 4.0. 637 

Q. What points concerning incentive compensation does your testimony seek to 638 

address? 639 

A. I describe ComEd’s AIP as it relates to the 1,493 employees in Customer Operations in 640 

2012.  By performing their respective duties, ComEd Customer Operations employees 641 

directly provide, support, or perform work essential to the provision of adequate, reliable, 642 

and safe customer service at a reasonable cost.  The Customer Operations employees 643 

contributed toward achievement of the AIP metrics in numerous ways as described 644 

below. 645 

Q. How did the ComEd Customer Operations employees contribute toward 646 

achievement of the total O&M expense metric?  647 

A. Each management employee of the Customer Operations area is responsible for ensuring 648 

that the organization remains within its allotted O&M expense for the year.  We expect 649 

our employees to recognize areas for savings, create viable solutions to decrease costs, 650 
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and implement process improvements.  In order to ensure that all employees are made 651 

aware of the goals and metrics, we hold quarterly meetings with employees to discuss our 652 

performance compared to the goals.  In addition, we produce a monthly report which 653 

tracks performance through the utilization of a green, yellow, and red system so that 654 

employees can easily identify which goals are on, off, or neutral to target.  The reports 655 

are enlarged to poster size and displayed prominently in the common area of ComEd’s 656 

Commercial Center location.  657 

Furthermore, we tasked our Call Center and eChannels groups with implementing 658 

a portfolio of enhancements to provide more self-service options to our customers.  Self-659 

service transactions are traditionally lower in cost than a typical call placed to a customer 660 

service representative.  The team therefore developed the ComEd mobile application, 661 

two-way text messaging, and the Facebook Outage application.  As a result of these new 662 

platforms, the overall cost of customer service transactions has decreased 23% over the 663 

last 5 years.  And, as of 2012, over 82% of all transactions are handled via self-service 664 

channels   665 

Q. How did the ComEd Customer Operations employees contribute toward 666 

achievement of the total Capital Expenditures metric? 667 

A. Customer Operations employees were specifically tasked with selecting capital 668 

expenditures designed to decrease Customer Operations’ O&M expense after 669 

implementation.  For example, by launching the ComEd Mobile Application capital 670 

project, ComEd lowered the total O&M spend of the area by shifting the work to a lower-671 
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cost solution; that is, the total cost to complete an automated transaction is lower than the 672 

cost of a phone call received by a Customer Service Representative.   673 

Customer Operations will continue to prioritize and select the top projects that 674 

will increase productivity, efficiency, and the customer’s overall experience with the 675 

utility.  As part of that process, Customer Operations requires a business case review of 676 

the benefits compared to the overall cost to implement.  The costs are also subject to the 677 

careful planning, budget, variance, and other cost control processes, such as review by 678 

the PRC that also are discussed in general by Michelle Blaise in her Direct Testimony 679 

(ComEd Ex. 5.0). 680 

Q. How did the ComEd Customer Operations employees contribute toward 681 

achievement of the total OSHA Recordable Rate metric?  682 

A. Customer Operations stresses, on a daily basis, that the number one priority of the 683 

company is the safety of our employees.  To reemphasize safety as a priority, we begin 684 

almost every meeting with a safety-related message.  Furthermore, if a safety-related 685 

incident occurs, we require our employees to complete a Condition Report which 686 

describes the incident in detail and recommends corrective actions.  The supervisor or 687 

manager is required to verbally share the Condition Report with the entire Customer 688 

Operations area.  By sharing the report, we create a culture of self-criticism.  Therefore, 689 

our employees directly impact and mitigate OSHA-related incidents. 690 

In addition to the condition reporting process, Customer Operations engages its 691 

employees (both in the office and field) through its Target Zero panel.  Target Zero is 692 

comprised of employees across the Customer Operations organization whose goal is to 693 
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maintain a safe working environment.  The panel led a campaign over the winter and 694 

spring months to focus employee attention on wearing the proper footwear both inside 695 

and outside of the office.  By drawing attention to footwear, the group was able to create 696 

a culture that encouraged the wearing of shoes less susceptible to accidents.  The culture 697 

shift led to a decrease in slips, trips, and falls for the organization. 698 

Q. How did the ComEd Customer Operations employees contribute toward 699 

achievement of the total SAIFI metric? 700 

A. During regular business hours, the Call Center is staffed to handle power quality and 701 

outage calls from customers.  Upon receipt of a power quality call, the Customer Service 702 

Representative creates a ticket for the customer issue (e.g., flickering lights, low hanging 703 

wires).  The ticket is then routed to the Operations area for investigation. By receiving 704 

and creating the tickets, the Call Center is assisting in the mitigation of service 705 

interruptions through the proactive nature of the ticket issuance.  The Call Center must be 706 

open and available in order for the tickets and request process to function properly.  Thus, 707 

our Call Center employees directly impact SAIFI. 708 

In addition, all management employees within the Customer Operations area are 709 

required to function in a secondary job role during weather or disaster events.  Our 710 

employees provide both direct and indirect support to the Operations area during 711 

restoration planning and execution. 712 

Q. How did the ComEd Customer Operations employees contribute toward 713 

achievement of the total CAIDI metric? 714 
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A. Upon the receipt of a customer call, the Customer Service Representative asks a number 715 

of information-probing questions which assist in diagnosing the outage situation.  A 716 

Customer Service Representative may assist with determining equipment failure (e.g., 717 

asking the customer whether or not they heard any noises when the power went out), the 718 

scope of the outage (e.g., asking whether the customer’s neighbors’ homes are dark), and 719 

the types of crews dispatched (e.g., by asking if the area is free from vegetation).  The 720 

outage ticket is then routed to the Operations area for restoration work.  Each of the 721 

answers to the questions provides the Operations area with more information in order to 722 

address the customer’s concerns accurately and timely and to facilitate safe, rapid, and 723 

efficient restoration. 724 

Q. How did the ComEd Customer Operations employees contribute toward 725 

achievement of the total Customer Satisfaction metric? 726 

A. The Customer Operations area drives customer satisfaction in every aspect of its 727 

business.  Every employee within the area directly supports the performance of the 728 

Customer Satisfaction Index whether by taking a customer call, reading a meter, or 729 

preparing a customer bill.  These areas contribute to customer satisfaction by installing 730 

and maintaining properly functioning meters, by performing timely and accurate meter 731 

reads, and by timely and accurately billing customers. 732 

More importantly, Customer Operations continues to implement customer-facing 733 

changes to enhance its customer service operations.  In 2013, we will be starting a bill 734 

redesign study.  Phase I will focus on transforming the Billing Statement from a data 735 

presentment to a dynamic communication tool utilizing social media crowd sourcing and 736 
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focus groups to gather input from customers.  Phase II will focus on transformation of the 737 

residential paper statement, while Phase III will focus on an interactive online 738 

presentment.  The goal of the project is to provide customers with an easier way to 739 

understand their bill, thereby increasing customer satisfaction while decreasing calls into 740 

the Call Center seeking information regarding usage, payment, and rate information.  741 

VII. CONCLUSION 742 

Q. Does this complete your direct testimony? 743 

A. Yes.  744 


