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I. INTRODUCTION 1 

A. Witness Identification 2 

Q. What is your name and business address? 3 

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

Illinois 60521.   5 

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

A. I am employed by Commonwealth Edison Company (“ComEd”) as Vice President, 7 

Customer Channels. 8 

B. Summary of Rebuttal Testimony 9 

Q. What is the purpose of your rebuttal testimony? 10 

A. In my testimony, I respond to AG1 witness Mr. Scott Rubin’s testimony (AG Exhibit 11 

(“Ex.”) 1.0) regarding ComEd’s proposed Invalid Payment Fee and Illinois Commerce 12 

Commission (“Commission”) Staff (“Staff”) witness Ms. Alicia Allen’s testimony (Staff 13 

Ex. 3.0) regarding ComEd’s proposed Reconnection Fee.  I also address REACT2 witness 14 

Mr. Jeffrey Merola’s testimony (REACT Ex. 3.0) regarding customer care costs and 15 

municipal aggregation costs.  Finally, I address City/CUB3 witness Mr. Edward C. 16 

Bodmer’s proposal (City/CUB Ex. 1.0) to exclude certain costs from the customer charge 17 

and implement a tiered customer charge structure based on kWh delivered. 18 

Q. In brief, what conclusions do you reach? 19 

                                                 
1 People of the State of Illinois (“AG”) 
2 The Coalition to Request Equitable Allocation of Costs (“REACT”) 
3 City of Chicago (“City”) and Citizens Utility Board (“CUB”) 
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A. (1) ComEd will apply the Invalid Payment Fee adopted by the Commission in this 20 

proceeding; (2) the Commission should approve ComEd’s proposed Reconnection Fee 21 

without a differentiation between meter types; and (3) the Commission should reject the 22 

proposals and recommendations made by REACT witness Merola with respect to 23 

customer care costs and City/CUB witness Bodmer with respect to customer costs for the 24 

reasons set forth below. 25 

C. Itemized Attachments 26 

Q. Do you have exhibits attached to your rebuttal testimony? 27 

A. Yes.  Attached to my testimony is ComEd Ex. 9.01, which is the Switching Study entered 28 

in the record in Docket No. 10-0467 (“2010 Rate Case”) as ComEd Ex. 19.1. 29 

D. Background and Qualifications 30 

Q. What are your duties as ComEd’s Vice President, Customer Channels? 31 

A. I am responsible for all customer facing service channels including the Call Center, 32 

ComEd’s eChannel strategy, including the use of the World Wide Web, voice response 33 

technologies, automated and electronic billing, e-services, and social media.  In addition, 34 

I am also responsible for the transformation of our customer service interface model 35 

through the identification, development, and application of technology to enhance our 36 

customer experience.  Equally, I oversee the revisions to our Customer Information 37 

Management System (“CIMS”) to accommodate regulatory or legislative process 38 

changes as well as internally generated process improvements as well as the day to day 39 

activities of the Business Strategies and Customer Relations groups. 40 

Q. Please briefly describe your professional background. 41 
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A. Prior to my current position, I served as the Vice President of Customer Business 42 

Transformation and Technology, where I oversaw the application of smart grid 43 

technologies such as an advanced metering infrastructure in addition to many of my 44 

current duties.  Prior to that, I served as Director of Asset Performance and Investment 45 

Strategy, where I oversaw the assessment of the material condition of ComEd’s delivery 46 

system, the development of life cycle strategies for delivery equipment and facilities, 47 

tools to optimize transmission and distribution expenditures, the development of long-48 

term capital requirements, and the delivery system research program.  Before this, I 49 

served as Director Distribution Capacity Planning for Exelon Energy Delivery, which 50 

included responsibilities for both ComEd and PECO.  In this role, I was responsible for 51 

managing the development of short-term and long-range load forecasts for the electrical 52 

distribution systems of both ComEd and PECO and the development of plans to 53 

reconfigure or add capacity to the distribution system to ensure reliable service under 54 

normal and emergency conditions.  Prior to that, I was the Director of Distribution 55 

Engineering for ComEd in Chicago.  In this position, I was responsible for managing 56 

electrical distribution design engineering activities, the development of construction, 57 

engineering and maintenance standards, and the selection of distribution equipment. 58 

Prior to that, I have held a number of engineering positions with ComEd.  I was 59 

Director of Transmission Distribution Lines Engineering, where I was responsible for 60 

managing electrical transmission and distribution design activities; developing 61 

maintenance standards and practices; directing equipment purchases; creating design 62 

standards; and maintaining engineering expertise.  Prior to that, I was Director of the 63 

Electric Supplier Services Department (“ESSD”), where I was responsible for providing 64 
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services to the Retail Electric Suppliers (“RESs”) that were beginning to do business in 65 

the ComEd service territory.  Other positions I have held include Project Manager of 66 

Customer Choice, Regional Manager of Customer Design and Construction, and 67 

Technical Analysis Manager. 68 

Q. Please briefly describe your educational background. 69 

A. I have a Bachelor of Science degree in electrical engineering from the University of 70 

Illinois - Urbana, and a Masters of Business Administration from Aurora University. 71 

Q. Do you hold any professional designations and memberships? 72 

A. Yes.  I am licensed as a professional engineer by the State of Illinois.  I am also a Senior 73 

Member of the Institute of Electrical and Electronic Engineers. 74 

II. COMED’S CUSTOMER SERVICE OPERATIONS 75 

Q. How many retail electric customers are served by ComEd? 76 

A. ComEd delivers electricity to approximately 3.8 million residential and business 77 

customers across northern Illinois.  I note that when ComEd uses the term customer in 78 

that sense, we essentially mean a point of service that has an account, e.g., a single family 79 

home with a single account would count as one customer, no matter how many people 80 

live in the home.  Thus, ComEd delivers electricity to about 70% of the population of the 81 

State of Illinois or over 8 million people. 82 

Q. What functions and activities are included within ComEd’s customer service 83 

operations? 84 
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A. Customer service operations include all of ComEd’s Customer Accounts (sometimes 85 

called “meter-to-cash”) and Customer Service and Information functions, including 86 

Meter Reading, Customer Field Operations, Billing, Revenue Management, Cash 87 

Processing, the Customer Contact Center (the call center), and Customer Relations.  88 

Those operations cover nearly every aspect of a customer’s interaction with ComEd.  89 

Those functions: (1) allow customers to request new or modified service; (2) measure 90 

customers’ use of ComEd’s electricity delivery service; (3) provide data and other 91 

information about those services to customers, suppliers, transmission providers, and 92 

regulators, as applicable; (4) render customer bills; (5) respond to customer inquiries 93 

about those functions and provide other information to customers; and (6) handle 94 

payment processing and collections.  All these functions are necessary to the successful 95 

operation of a utility like ComEd.  The following graphic gives a high level perspective 96 

of Customer Service Operations’ core functions. 97 

 98 

Q. How are the financials for these functions recorded? 99 

A. While I am not an accountant, it is my understanding that the operating expenses related 100 

to the above functions are in many cases recorded in the “Customer” accounts in the 101 

Uniform System of Accounts.  It is also my understanding the (1) Customer operating 102 
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expenses are typically divided into the Customer Accounts and Customer Service and 103 

Information groups of accounts, although these customer operations also incur certain 104 

expenses accounted for as Administrative & General (“A&G”) expenses in the A&G 105 

accounts; an (2) the assets used by the Customer function, such as information systems 106 

and meters, are accounted for in certain General Plant, Intangible Plant, and Distribution 107 

Plant accounts.  108 

III. INVALID PAYMENT FEE 109 

A. Response to AG Witness Mr. Scott Rubin 110 

Q. Have you reviewed the testimony of AG witness Mr. Scott Rubin? 111 

A. Yes, I have. 112 

Q. What is your understanding of Mr. Rubin’s testimony with respect to the Invalid 113 

Payment Fee? 114 

A. AG witness Rubin recommends that ComEd should not be permitted to increase the 115 

Invalid Payment Fee at this time because he contends that ComEd’s calculation of the 116 

proposed Invalid Payment Fee contains erroneous assumptions with regards to the 117 

number of customer calls received and manual processing time. 118 

Q. What is an invalid payment? 119 

A. An invalid payment is a customer payment that is processed and credited to a customer’s 120 

account but later returned by the customer’s financial institution. The payment may be 121 

returned for a variety of reasons including insufficient funds in the customer’s financial 122 

account, the customer’s financial account may no longer be open, or the financial 123 

institution’s account or routing numbers may have been transposed during the process.  124 
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Payments are primarily returned via electronic means with a small subset requiring 125 

special handling.  126 

Q. Does ComEd receive customer calls as part of the invalid payment process? 127 

A. ComEd does, in fact, receive calls from many of the customers whose payments are 128 

returned.  All invalid payment transactions result in correspondence to the customer 129 

providing general information on the returned payment.  The letters are generated 130 

regardless as to whether the payment was electronically or manually rejected. Customers 131 

typically call ComEd upon receipt of the letter to a) re-issue a new payment b) dispute the 132 

return and ask for an investigation or c) request for the Invalid Payment Fee to be waived. 133 

Q. In addition to those invalid payments requiring special handling, does ComEd 134 

manually intervene at any other point in the invalid payment fee process? 135 

A. As stated above, upon the receipt of the initial letter from ComEd, customers will call 136 

ComEd to dispute the transaction and ask for an investigation into the matter.  ComEd’s 137 

clerks investigate each of these matters and respond to the customer with their findings. 138 

Q. Is ComEd proposing an increase in the Invalid Payment Fee? 139 

A. Yes, ComEd is seeking an increase in the Invalid Payment Fee.  ComEd’s current charge 140 

of $21 was a compromise to limit the issues as part of Docket No. 10-0467 (Docket 10-141 

0467, Final Order, p. 217) where ComEd originally proposed an Invalid Payment Fee of 142 

$27 (Docket 10-0467, ComEd Ex. 16.17).  As detailed in ComEd’s Ex. 2.29 in the instant 143 

docket, ComEd seeks an Invalid Payment Fee of $34.10.  The increase reflects the fact 144 

that the current fee was below cost and our costs in that regard have increased.  The 145 
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single largest driver of the increase from $27 to $34.10 is an increase imposed upon 146 

ComEd from our financial institution from $1.60 to $7.00. 147 

Q. What is ComEd’s recommendation regarding the Invalid Payment Fee? 148 

A. In general, it is ComEd’s position that costs should be paid by those causing ComEd to 149 

incur the costs.  That being said, ComEd will apply the Invalid Payment Fee adopted by 150 

the Commission in this proceeding. 151 

IV. RECONNECTION FEES 152 

A. Response to ICC Staff Witness Ms. Alicia Allen 153 

Q. Have you reviewed the testimony of Staff witness Ms. Alicia Allen? 154 

A. Yes, I have. 155 

Q. What is your understanding of Ms. Allen’s testimony with respect to the AMI 156 

Disconnect Fees? 157 

A. Staff witness Allen recommends that ComEd have two reconnection fees: a fee of $63.43 158 

for customers with standard meters and another fee of $9.56 for customers with smart 159 

meters (i.e., Advanced Metering Infrastructure (“AMI”) meters).  (Staff Ex. 2.0, 5:106-160 

6:115).  For purposes of this rebuttal testimony, I use the terms “smart meter” and “AMI 161 

meter” interchangeably. 162 

Q. What is the Reconnection Fee? 163 

A. The Reconnection Fee is assessed to a customer’s account when service is terminated at 164 

premises due to non-payment and then later reconnected after payment is received. 165 
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Q. How is service disconnected and reconnected for a customer with a standard and 166 

AMI meter? 167 

A. Currently, all ComEd customers are physically disconnected and reconnected once the 168 

payment is received.  While AMI meters have the capability for remote disconnection 169 

and reconnection, ComEd does not currently use this feature for non-payment.  This 170 

functionality is only used when there is usage identified and measured on a meter at a 171 

premise but there is no retail customer on record to receive a bill associated with this 172 

usage.  ComEd continues to follow its standard process of issuing disconnect/reconnect 173 

notifications to customers and sending out field technicians to disconnect and reconnect 174 

meters. Therefore, ComEd recommends that the Commission approve ComEd’s proposed 175 

Reconnection Fee of $63.43 without a differentiation between meter types as the process 176 

is the same for both standard metered and AMI metered customers.  177 

V. CUSTOMER CARE COSTS 178 

Q. What are customer care costs?4 179 

A. Customer care costs, as I use that term, include costs associated with functions of the 180 

following departments:  Field and Meter Services, Billing, Customer Contact Center, 181 

Large Customer Solutions, Revenue Management, Revenue Protection, as well as the 182 

costs that are related to back office support of these functions, such as Information 183 

Technology, Finance, Support Services, Performance Assessment, Regulatory Programs, 184 

and Claims. 185 

Q. What functions does ComEd’s Field and Meter Services department perform? 186 

                                                 
4 The terms “customer care costs” and “customer service costs” are used interchangeably. 
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A. The Field and Meter Services department is responsible for all aspects of installation, 187 

investigation, replacement, testing, disconnection and reconnection of meters for all of 188 

ComEd’s customers. 189 

Q. What functions does ComEd’s Billing Department perform? 190 

A. The Billing department compiles the monthly meter reading data, validates that 191 

information, calculates ComEd charges, and prints and delivers customer bills and 192 

correspondence.  The Billing department also manages relationships with the vendors that 193 

provide support for some of these functions, including bill printing and mailing.   194 

Q. What functions does ComEd’s Customer Contact Center perform? 195 

A. The Customer Contact Center is responsible for providing customer contact services for 196 

ComEd’s customers.  The Customer Contact Center handles a wide variety of general 197 

inquiries such as storm and emergency restoration calls, moving and relocation, credit 198 

activities, and general questions generated by the activities of the Field and Meter 199 

Services, Meter Reading, and Billing departments.  The Customer Contact Center handles 200 

these inquiries through multiple channels (i.e., inbound telephone calls, web-related 201 

communications, and written correspondence).  The Customer Contact Center is 202 

supported by (1) an operations group, which, among other functions defines operating 203 

plans, handles long range planning, forecasting, and real-time call volume management, 204 

and manages the budget, and (2) a project management group, which performs audits and 205 

inspections, handles communications relating to projects, manages process improvement, 206 

and implements quality management. 207 

Q. What functions does ComEd’s Large Customer Solutions department perform? 208 
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A. Large Customer Solutions is a ComEd department that provides account management 209 

services for large customers, which are those customers having demands greater than 400 210 

kW.  These services include billing inquiries, customer collections, demand response, 211 

new service installation, and storm restoration or emergency support.   212 

Q. What functions does ComEd’s Revenue Management department perform? 213 

A. The Revenue Management department is responsible for managing the portfolio of 214 

ComEd’s receivables, including credit disconnections and collection policies and 215 

procedures, as well as managing the work of its payment processing vendor, which 216 

includes activities such as opening mail, creating an electronic image of the payment, and 217 

processing payments to associated accounts within CIMS. 218 

Q. What functions does ComEd’s Revenue Protection department perform? 219 

A. The Revenue Protection department focuses on investigating consumption of inactive 220 

meters, meter audits, stuck meters, and tampered meters, as well as issuing revised bills 221 

to customers. 222 

Q. What functions does ComEd’s Demand Management department perform? 223 

A. Demand Management is a ComEd department that plans and implements programs that 224 

offer ComEd’s customers incentives to change their usage patterns.   225 

Q. What functions does ComEd’s Electric Supplier Services department perform? 226 

A. The Electric Supplier Services department (“ESSD”) maintains and manages ComEd’s 227 

operating relationships with the RESs that do business in ComEd’s service territory.  228 

ESSD is responsible for activities such as processing RES switching requests, providing 229 

customer data, and providing RES account management services. 230 
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Q. What functions does ComEd’s Market Research department perform? 231 

A. ComEd’s Market Research department plans and implements ComEd’s marketing 232 

research projects, including data analysis, report preparation, and vendor and internal 233 

client management activities.  ComEd’s Market Research department also extracts and 234 

analyzes data from mainframe-based systems (e.g., CIMS) and personal computer-based 235 

systems to help solve complex business problems and facilitate decision making.  Finally, 236 

ComEd contracts with market research firms to conduct a variety of information 237 

gathering regarding satisfaction with ComEd’s delivery performance and services. 238 

Q. What function does Information Technology (“IT”) perform? 239 

A. Exelon Business Services Company (“BSC”) provides centrally managed IT support for 240 

all Exelon operating companies, including ComEd. 241 

Q. Are there other support departments related to customer services costs? 242 

A. Yes. These additional support departments are: Finance, Support Services, Performance 243 

Assessment, Regulatory Programs, and Claims.   244 

Q. Has the Commission addressed the allocation of customer care costs in prior 245 

proceedings? 246 

A. Yes.  The Commission has previously addressed this issue in Docket Nos. 05-0597; 07-247 

0566; 08-0352; and 10-0467.  First, in ComEd’s 2005 rate case, a coalition of alternative 248 

energy suppliers unsuccessfully requested that approximately 25% of ComEd‘s customer 249 

services costs be allocated to the supply function (Docket No. 05-0597, Final Order at 250 

257 (“2005 ComEd Order”)).  Second, in ComEd‘s 2007 rate case, REACT 251 

unsuccessfully proposed to reallocate exactly 40% of the total $162.2 million (or $64.9 252 
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million) in certain customer services costs to ComEd‘s supply function (Docket No. 07-253 

0566, Final Order at 207 (“2007 ComEd Order”)).  Third, in the 2008 rate resign 254 

investigation, REACT unsuccessfully proposed that approximately $88 million in 255 

customer services costs be removed from ComEd‘s distribution revenue requirement and 256 

recovered from ComEd‘s supply function (Docket No. 08-0352, Final Order at 62 257 

(“ComEd Rate Design Investigation Order”)).  Finally, in ComEd’s 2010 Rate Case, 258 

REACT unsuccessfully proposed to reallocate approximately $60 million in certain 259 

customer service costs to ComEd’s supply function (Docket No. 10-0467, Final Order at 260 

210-211 (“2010 ComEd Order”)).  In each instance, the Commission rejected these 261 

proposals.  It is my understanding that prior Commission Orders do not determine future 262 

rulings.  However, I have been advised there must be an indication of a change in 263 

circumstances that would warrant a change in the Commission’s prior decision.  I am 264 

aware of no such change in circumstances here.    265 

A. Response to REACT Witness Mr. Jeffrey Merola 266 

Q. Have you reviewed REACT witness Jeffrey Merola’s testimony filed in this 267 

proceeding? 268 

A. Yes. 269 

Q. What is your understanding of Mr. Merola’s testimony with respect to customer 270 

care costs? 271 

A. REACT witness Merola claims that: (1) ComEd failed to comply with the 2010 ComEd 272 

Order concerning customer care costs; (2) customer care cost allocations should be 273 

revisited by the Commission due to the fact that customer switching has substantially 274 

increased since the issue was addressed in 2010; and (3) the customer care cost allocation 275 
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issue has been impacted by the advent of municipal aggregation with municipalities 276 

entering into retail supply agreements on behalf of residential and small commercial 277 

customers.  (REACT Ex. 3.0, 9:185-10:224). 278 

Q. Has the Commission previously addressed any of the concerns raised by Mr. 279 

Merola? 280 

A. Yes.  Mr. Merola has raised customer care issues in three of the four proceedings 281 

referenced above (2007 ComEd Order; 2008 ComEd Rate Design Investigation Order; 282 

and 2010 ComEd Order) and the Commission has repeatedly rejected his proposals and 283 

recommendations.  In this proceeding, Mr. Merola has not provided any evidentiary 284 

support of a change in circumstances that would require the Commission to revisit these 285 

issues. 286 

1. Customer care costs - Compliance with 2010 Order 287 

Q. How does ComEd address the 2010 ComEd Order compliance issue raised by Mr. 288 

Merola? 289 

A. This issue is addressed in the testimony of ComEd witness Christine M. Brinkman, 290 

ComEd Ex. 5.0, 6:105-117.  I note that Mr. Merola fails to mention that ComEd provided 291 

two studies related to the customer care costs in that proceeding: the Switching Study and 292 

the Allocation Study. 293 

2. Customer Care Cost Allocation 294 

Q. Have you attached a copy of the Switching Study to your testimony in this 295 

proceeding? 296 
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A. Yes.  For the Commission’s information, I have attached the Switching Study identified 297 

in the 2010 Rate Case as ComEd. Ex. 19.1 to my testimony in this proceeding as ComEd 298 

Ex. 9.01. 299 

Q. Which study did the Commission adopt in the 2010 Rate Case? 300 

A. The Commission adopted the Switching Study and made it clear in the 2010 ComEd 301 

Order that it was not adopting the Allocation Study and that no adjustments to the 302 

Switching Study were needed. 303 

Q. What were the results of the Switching Study?  304 

A. The Switching Study shows that there is virtually no reduction in ComEd customer 305 

service costs when ComEd’s supply customers switch to retail electric supply. ComEd’s 306 

Switching Study provided a model to demonstrate the potential change in ComEd 307 

customer care cost if 1%, 10% or 100% of ComEd’s customers moved to a retail electric 308 

supplier (“RES”).  As demonstrated in Ex. 19.1, (ComEd Ex. 9.01 to this testimony), 309 

even with 100% customers switching, ComEd’s customer care costs would not decrease.  310 

In fact, they would increase due to the technological changes and programming needed to 311 

implement the IT infrastructure interfaces with the RESs.  312 

Q. What has been the experience since 2010? 313 

A. In 2010, approximately 1% of ComEd’s total customer base had moved to a supplier 314 

other than ComEd.  At the 1% level, no additional costs or savings were realized by 315 

ComEd.  By 2012, approximately 42% of ComEd’s total customers switch to an 316 

alternative supplier base moved to a supplier, mostly driven my municipal aggregation.  317 

More importantly, the activities and duties performed by ComEd for customers have not 318 
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changed between 2010 and 2012.  ComEd still services the same type of customer 319 

requests and performs the same duties as outlined above through the Call Center and 320 

Billing organizations in 2012 as it did in 2010.  Mr. Merola contends certain ComEd 321 

customer care costs will decrease as ComEd customers switch to a RES.  Specifically, 322 

according to Mr. Merola the costs associated with “calculation and generation of bills, 323 

tracking and maintaining customer information, mailing of bills, (and) responding to 324 

customer phones calls” would likely decline as more ComEd customers choose supply 325 

from retail electric suppliers.  (REACT Ex. 3.0, 5:93-94).  In ComEd Ex. 19.1, filed in 326 

the 2010 Rate Case, I provided information that identified the total operating costs for 327 

various functional areas within ComEd’s Customer Operations.  Specifically, the 328 

Customer Contact Center (Call Center) realized an annual spend of $25.8M.  ComEd Ex. 329 

3.8 filed in this docket shows an annual expense in 2012 of $36.6M for the Call Center.  330 

This comparison refutes the position of Mr. Merola that ComEd customer care costs will 331 

decrease as a result of ComEd customers switching to RESs. Call Center spend is a direct 332 

result of “responding to customer phone calls”.  The total number of calls received 333 

increased by over 1M between 2010 and 2012 resulting in an incremental increase, not a 334 

decrease, in expenses. The additional expense can be attributed to the increased head 335 

count required to answer the calls, ComEd employee pensions and benefits, as well as 336 

general inflation.  The calculation, generation, and mailing of bills are also the 337 

responsibility of ComEd’s Customer Operations organization.  In the 2010 Rate Case, 338 

ComEd Ex. 19.1 shows the Billing Department incurred total operating cost of $22.15M.  339 

In 2012, the expenses totaled $26.15M for the same activities as were included in the 340 

costs identified in ComEd Ex. 19.1, line 5.  The largest driver of increased costs is 341 
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attributed to the mailing of customer correspondence driven by the postage rate increase 342 

of $0.045 per item. Again, there was no decrease in costs between 2010 and 2012.  These 343 

two sets of costs represent some of the largest spend within the Customer Operations 344 

organization and are just two of examples that clearly refute Mr. Merola’s arguments.  345 

The data reaffirms our projections as part of the study as well as refutes Mr. Merola’s 346 

implausible suggestion.   347 

Q. Does ComEd incur significant differences in customer care costs for ComEd 348 

customers receiving distribution-only services (unbundled service customers) or 349 

both distribution and supply services (bundled service customers)? 350 

A. No.  Customer care costs encompass nearly every aspect of a customer’s direct 351 

interaction with ComEd.  Based on the evidence submitted by ComEd in this and prior 352 

proceedings, it is clear that both now and in the near future, ComEd will realize virtually 353 

no cost savings when its supply customers switch to a retail electric supplier. 354 

Q. Can you expand on your answer? 355 

A. Yes.  As the default provider, ComEd must stand “ready, willing, and able” to serve 356 

customers that have switched providers of electric supply services.  Therefore, ComEd, 357 

as a delivery service provider, is required to incur the costs of providing delivery service 358 

to each of its delivery service customers, regardless of from whom the customer obtains 359 

its supply of electricity.  If ComEd were to arbitrarily shift to supply its customer care 360 

costs to supply that are driven by delivery service ComEd would understate the true costs 361 

of delivery service. 362 
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B. Response to City/CUB Witness Mr. Edward C. Bodmer 363 

Q. Have you reviewed the customer cost testimony of City/CUB witness Mr. Bodmer? 364 

A. Yes, I have. 365 

Q. What is your understanding of Mr. Bodmer’s testimony with respect to customer 366 

costs? 367 

A. Mr. Bodmer opines that certain costs that ComEd incurs are caused by ‘consumer usage 368 

during peak periods’ and not ‘the number of accounts’”.  Specifically, Mr. Bodmer 369 

testifies that ComEd includes many miscellaneous costs in its customer cost categories 370 

that are not at all caused by changes in the number of accounts.  City/CUB Ex., 61:897-371 

899.  Among the costs Mr. Bodmer  opines that a change in account would cause are: the 372 

cost of a meter; the cost of paper used to print bills; the cost of envelopes for bills; and 373 

the costs of postage to send bills.  Id. at 62:923-63:928.  He further opines that no other 374 

costs are caused by virtue of a new customer account.  Id. at 63:928-929. 375 

Q. Has ComEd examined the cause of the costs identified by Mr. Bodmer in prior 376 

filings? 377 

A. Yes, ComEd has examined this issue in the past. In Docket No. 08-0532, ComEd was 378 

directed to provide an updated cost of service study which analyzed the extent to which 379 

usage contributes to customer care costs.  As part of the study, ComEd investigated 380 

customer billing costs, data management costs, installation costs, service drops, and 381 

customer information costs and whether factors other than the number of customers in a 382 

class should be taken into account in the assignment of these costs to rate classes. 383 

Q. What was ComEd’s conclusion from the study? 384 
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A. ComEd concluded that the number of customers determines the level of these costs, not 385 

the amount of electricity used by ComEd’s customers.  In other words, additional or 386 

diminished usage by its customers will not cause ComEd’s billing and data management 387 

costs, customer installations costs, service costs, and customer information costs to 388 

increase or decrease.  In addition, as Staff witness Mr. Peter Lazare testified in the 2008 389 

Rate Design Investigation, ComEd’s “allocation of these costs on a customer basis have 390 

been presented and reviewed… and found to be reasonable from a cost standpoint” 391 

(Lazare Direct Ex. 1.0 in 08-0532, 750-753).  ComEd’s conclusion was grounded and 392 

consistent with its own extensive experience. 393 

Q. What challenges would ComEd face in attempting to implement Mr. Bodmer’s 394 

proposal? 395 

A. Mr. Bodmer suggests an alternative residential rate design where customer charges 396 

increase with defined bands of usage.  (City/CUB Ex. 1.0, 6:6).  In other words, Mr. 397 

Bodmer suggests restructuring ComEd’s residential rate design to establish a tiered 398 

customer charge that is tied to usage.  This proposal raises implementation issues.  399 

Specifically, ComEd currently serves four (4) residential delivery classes.  In order for 400 

ComEd to properly bill each of the rate delivery classes with a tiered structure based on 401 

usage as recommended by Mr. Bodmer, large and sweeping IT infrastructure changes 402 

would be necessary. 403 

Q. Would it be feasible to implement Mr. Bodmer’s suggestion? 404 

A. In trying to research and prepare a cost estimate for the implementation of such a change, 405 

ComEd reviewed the project design and institution of a recent large scale project, Rider 406 

PORCB in Docket No. 10-0138 (Utility Consolidated Billing/Purchase of Receivable 407 
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(“UCB/POR”)).  In order to implement UCB/POR, ComEd spent a year and a half in 408 

workshops with stakeholders as part of the early project planning and design phases.  409 

Once these phases were complete, ComEd spent almost two years in programming, 410 

testing, change management, and the delivery phases with an estimated cost of $20M.  411 

Over the course of the IT project phase, over 100,000 IT man hours were spent on the 412 

project.  In the end, the UCB/POR project enabled ComEd to purchase a receivable and 413 

print a bill. 414 

Mr. Bodmer’s proposal introduces complexities and challenges that are far more 415 

daunting than those associated with those of our UCB/POR efforts.  I cannot quantify, 416 

with any degree of precision, the costs to be incurred or the man hours necessary to 417 

implement Mr. Bodmer’s proposal.  However, I am confident the implementation of Mr. 418 

Bodmer’s proposal would be at least as complex as the effort required to implement 419 

UCB/POR. 420 

VI. CONCLUSION 421 

Q. Does this complete your testimony? 422 

A. Yes. 423 


