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ILLINOIS COMMERCE COMMISSION 1 

DOCKET No. 13-   2 

DIRECT TESTIMONY OF  3 

M. JACQUELINE FRENCH 4 

Submitted On Behalf Of 5 

Ameren Illinois 6 

I. INTRODUCTION 7 

A. Witness Identification 8 

Q. Please state your name and business address. 9 

A. My name is M. Jacqueline (“Jackie”) French.  My business address is 1901 10 

Chouteau Avenue, St. Louis, MO 63103. 11 

Q. By whom are you employed and in what capacity? 12 

A. I am employed as Director & Assistant General Counsel of Ameren Services 13 

Company, an affiliate of Ameren Illinois Company d/b/a Ameren Illinois (“Ameren 14 

Illinois,” “AIC,” or the “Company”).  15 

Q. Please describe your educational background and relevant work experience. 16 

A. I received my Juris Doctorate Degree from St. Louis University in 1993 and 17 

joined Union Electric Company's Claims Department in 1995 as a claims attorney.  In 18 

1998 I was promoted to Supervisor of Claims.  I am now the Director over Claims.    19 
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Q. What are your current responsibilities as Director & Assistant General 20 

Counsel? 21 

A. As they relate to the claims field, I oversee the entire claims handling process, 22 

including the work of our third-party administrator for claims, Corporate Claims 23 

Management, Inc. (“CCMI”).  Internally, we have two claims administrators and at 24 

CCMI we have access to a dedicated unit of 15 claims professionals.  These professionals 25 

include adjusters, nurses, claims assistants and supervisors.  We handle all liability claims 26 

including those for public property damage, personal injury, auto liability, and worker's 27 

compensation.  We also oversee any related litigation.        28 

Q. Have you served as a member of any professional organizations related to 29 

claims? 30 

A. Yes.  Ameren Corporation (“Ameren”) is a member of Associated Electric & Gas 31 

Insurance Services Limited (“AEGIS”), Edison Electric Institute Claims Committee, 32 

Natural Gas Claims & Litigation Association, Illinois Self-Insurers Association, Missouri 33 

Self-Insurers, and the Greater Peoria Claims Association.   34 

B. Purpose, Scope and Identification of Exhibits 35 

Q. What is the purpose of your direct testimony in this proceeding? 36 

A. The purpose of my testimony is to provide information to the Illinois Commerce 37 

Commission (“ICC” or the “Commission”) regarding Ameren Illinois’ administrative 38 

procedure for resolving and paying claims for damages under Sections 220 ILCS 5/16-39 

125(e) or (f) of the Public Utilities Act (the “Act”).      40 
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Q. Are you familiar with the Petition filed in this proceeding? 41 

A. Yes, I am. 42 

Q. How have you become familiar with it? 43 

A. My department was responsible for developing AIC's administrative procedure 44 

for receiving and paying claims for damages under Section 16-125(e) or (f) of the Act. 45 

Q. Are you sponsoring any exhibits with your direct testimony? 46 

A. Yes.  In addition to this direct testimony, I am sponsoring Ameren Exhibits 1.1 47 

through 1.8, which are attached to my testimony and are incorporated by reference 48 

herein.    49 

II. DEVELOPMENT OF AIC’s ADMINISTRATIVE PROCEDURE 50 

Q. Please describe the process AIC followed in developing its administrative 51 

procedure for the resolution of Section 16-125(e) and (f) claims. 52 

A. Earlier this year, AIC began developing its administrative procedure for resolving 53 

claims brought under Section 16-125(e) or (f).  In order to make the procedure as 54 

efficient and understandable as possible, AIC utilized various Company resources, 55 

including personnel from the claims, customer service, engineering and legal 56 

departments.  Additionally, AIC also sought to incorporate into the procedure comments 57 

from our third-party administrator, CCMI, and worked closely with the Staff of the 58 

Commission during the development of the procedure.    59 
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Q. What factors did AIC consider in developing its claims procedure for claims 60 

arising under Section 16-125(e) or (f)? 61 

A. In developing its claims procedure, AIC sought to clearly define, in plain 62 

language, the procedures that AIC will follow in evaluating and paying claims, including: 63 

the identification of claimants under Section 16-125(e) or (f), the delivery and 64 

accessibility of claim forms to such claimants, the investigation and processing of the 65 

claims, and the communication of proposed resolution of such claims to claimants 66 

without litigation.  Additionally, the procedure was developed to clearly define 67 

reasonable standards for verification of actual damages and emergency and contingency 68 

expenses eligible for recovery under Section 16-125(e) and verification of replacement 69 

value of goods of like kind and quality under Section 16-125(f).   70 

Q. Does AIC’s claims procedure meet the criteria set forth in 83 Ill. Admin. 71 

Code § 411.230(a)? 72 

A. Yes, the procedure AIC developed to resolve and pay claims for damages under 73 

Section 16-125(e) and (f) of the Act meets the criteria established by the Commission and 74 

available at 83 Ill. Admin. Code § 411.230(a).  Please see below for discussion of 75 

specific procedures.   76 

Q. Please discuss how claimants will contact AIC under the claims procedure. 77 

A. Under Sections 16-125(e) and (f), claims arise only under specific circumstances 78 

described in the Act.  Prior to the determination of whether the requirements of Section 79 

16-125(e) or (f) are satisfied, customers may contact AIC regarding their potential claims 80 

by calling its Customer Service Department or by calling CCMI, Ameren's third-party 81 

claims administrator.  Any claims-related calls or communications received by Ameren 82 
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Illinois’ Customer Service Department will be forwarded to CCMI for administration and 83 

processing.   84 

Q. Will CCMI maintain (and make available to Ameren Illinois) records about 85 

claimants who contact them? 86 

A. Yes.  Within its computerized claims system CCMI will maintain a separate 87 

documentation for each potential occurrence potentially giving rise to damages under 88 

Section 16-125(e) or (f).  This documentation will include a list of all claimants who have 89 

contacted AIC and/or CCMI regarding that specific occurrence.  The lists will be kept for 90 

the longer of two years or until all claims for the occurrence have been resolved.   91 

Q. Does the Company have the ability to seek a determination from the 92 

Commission that it is not liable for damages under Section 16-125(e) or (f)?   93 

A. Yes.  If AIC determines that a power interruption, power surge or other 94 

fluctuation satisfies the requirements of Section 16-125(e) or (f) but was due to one or 95 

more of the four causes enumerated in Section 16-125(e) and (f), the Company may, 96 

pursuant to Section 16-125(h) of the Act, seek a waiver or determination of no liability at 97 

any point up until 30 days after a customer files an informal or formal complaint with the 98 

Commission seeking reimbursement for damages under Section 16-125.  The Company 99 

recognizes that it cannot dictate when a customer elects to file a complaint with the 100 

Commission, but anticipates that in the normal course of business, affected customers 101 

would file a claim with Company before pursuing relief from the Commission and that 102 

any complaint filed at or with the ICC would be akin to an appeal or challenge of the 103 

Company's underlying claim or damage determination.   104 
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Q. Will claimants be notified in the event that AIC submits an application to the 105 

Commission for a waiver under Section 16-125(e) or a determination of no liability 106 

in accordance with Section 16-125(f)? 107 

A. Yes.  In the event AIC seeks a waiver or determination of no liability, CCMI, on 108 

behalf of AIC, will provide written notice to each affected claimant who has contacted 109 

AIC and/or CCMI advising the claimant that AIC believes that one or more of the four 110 

statutory causes are responsible for the interruption, power surge, or other fluctuations, 111 

and that AIC is in the process of applying to the Commission for a waiver or a 112 

determination that AIC is not liable, as the case may be.  The customer will be advised 113 

that review of their claim will be stayed pending resolution of the waiver or no liability 114 

determination request, and that the customer is, in the interim, to retain all documentation 115 

and all damaged items (except spoiled food) that the customer believes supports a claim 116 

under Section 16-125(e) or (f).  CCMI will also provide the customer with the telephone 117 

numbers that may be used to obtain updated information concerning the application 118 

process before the Commission. 119 

Q. How will AIC treat claims in the event that AIC submits an application to the 120 

Commission for a waiver under Section 16-125(e) or a determination of no liability 121 

in accordance with Section 16-125(f)? 122 

A. As referenced above, until such time as the Commission grants AIC a waiver or 123 

makes a determination of no liability, and this finding or determination is not appealed or 124 

is upheld on appeal, CCMI, on behalf of AIC, will stay all pending claims, as 125 

contemplated by 83 Ill. Admin. Code §§ 411.220(c) and 411.230(a)(4), and will maintain 126 

in good order all such claims and supporting documentation. 127 
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Q. Please comment on what will happen to the stayed claims if the Commission 128 

does not grant AIC a waiver or does not make a determination of no liability. 129 

A. If the Commission determines that AIC is not entitled to a waiver of liability 130 

under Section 16-125(e) or that none of the statutory “no liability” causes under Section 131 

16-125(f) apply, and such determination is not appealed or is upheld on appeal, CCMI, 132 

on behalf of AIC, will lift any stay applicable to the request for a waiver or a 133 

determination of no liability and notify customers (at their last known address), whose 134 

administrative claims were stayed by AIC on the grounds that AIC believed it was 135 

entitled to a waiver of liability or a determination of no liability.  CCMI, on behalf of 136 

AIC, will then proceed to evaluate the damages on the merits. 137 

Q. How will claimants find out if the Commission grants AIC a waiver or makes 138 

a determination of no liability, as discusses above? 139 

A. If the Commission declares or determines that the power interruption, power 140 

surge or other fluctuation was a result of one or more of the four enumerated statutory 141 

causes and liability should be waived or does not attach, CCMI, on behalf of AIC, will 142 

promptly issue written notice to each claimant of that fact.  The notice will describe the 143 

Commission’s decision and explain that the decision precludes the filing of a claim under 144 

Section 16-125(e) or (f). 145 

Q.   Can you please describe how Ameren Illinois plans to inform its customers 146 

about the administrative procedures described herein? 147 

A.   In order to increase customer awareness about AIC's Section 16-125(e) and (f) 148 

claims procedure, the Company plans to use several customer outreach tools.  First, the 149 

Company plans to issue bill inserts to all customers semi-annually, in February and 150 
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September of each year.  In addition, the Company plans to include a section describing 151 

such procedures in the "Your Utility Service" information booklet sent to all new 152 

customers.  Given certain printing and development constraints, the Company may need 153 

several months following approval of these procedures to implement and distribute these 154 

publications, as well as the web-based features described below.   155 

Q. Will customers also be able to access information online? 156 

A.   Yes.  Customers will be able to find out information concerning Ameren Illinois' 157 

claims procedures via a dedicated web page.  This web page will describe the 158 

requirements that apply to Section 16-125(e) and (f) claims, explain the process used to 159 

review and process those claims, and provide access to the applicable claims form(s). 160 

Q. Does Ameren Illinois plan to take any additional measures to notify 161 

customers about outage or fluctuation events potentially giving rise to Section 16-162 

125(e) and (f) claims? 163 

A.   Yes.  Following an event that may qualify for Section 16-125(e) or (f) damages, 164 

Ameren Illinois plans to issue a written media advisory to print, radio and TV media 165 

outlets serving the affected area(s).  This written media advisory will direct customers to 166 

the above-described web page, where customers can learn more about the claims process 167 

and access related forms. 168 



Ameren Exhibit 1.0 
Page 9 of 12 

III. RESOLUTION OF CLAIMS 169 

Q. Has AIC developed a claim form for claims lodged under Sections 16-125(e) 170 

or (f)? 171 

A. Yes. The claim form that AIC will use for Section 16-125 claims is designed to 172 

solicit, in an understandable fashion, the types of claims eligible for recovery under 173 

Section 16-125(e) or (f) and to assist in resolving those claims.  AIC’s goal in designing 174 

the claim form was to secure the necessary information to process the most routine claims 175 

with a minimum of follow-up.  Copies of forms for claims lodged under Section 16-176 

125(e) or (f) are contained in Ameren Exhibits 1.2 and 1.3, attached hereto. 177 

Q. What is the length of time that claims submitted under AIC’s claims 178 

procedure could take to resolve? 179 

A. The procedure is designed to resolve claims that are not stayed pursuant to 83 Ill. 180 

Admin. Code § 411.220 within ninety (90) days after the claimant has made a written 181 

claim and has provided the required proof of damage in accordance with the procedure.  182 

A flowchart showing the ninety-day timeline activities is attached hereto as Ameren 183 

Exhibit 1.4.  In some instances, involving stayed and/or atypical claims, AIC anticipates 184 

that once it has all of the necessary information, it will resolve such claims within 180 185 

days.  AIC anticipates that in very rare cases will resolution of the claim require more 186 

than 180 days.  A flowchart depicting the end-to-end process of activities is attached 187 

hereto as Ameren Exhibit 1.6. This exhibit also cross-references certain proposed 188 

customer communications attached to my testimony as Ameren Exhibit 1.5 and further 189 

referenced herein.  190 
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Q. What personnel resources will AIC make available to resolve claims within 191 

the ninety-day timeline? 192 

A. AIC will devote sufficient resources through both CCMI and its own employees 193 

to make the ninety-day resolution of typical claims possible. 194 

Q. Have you provided a description of the procedures for processing claims 195 

once a completed claim form is received by AIC? 196 

A. Yes.  Ameren Exhibit 1.1, attached hereto, contains a detailed, written description 197 

of AIC’s claims procedures. 198 

Q. Under AIC’s claims procedure, what would happen if a claimant furnishes 199 

insufficient information to permit AIC to make a determination of eligibility? 200 

A. In the event that a claimant furnishes insufficient information to permit AIC to 201 

make a determination of eligibility, CCMI, on behalf of AIC, will promptly notify the 202 

claimant and allow them a reasonable time to cure the deficiency. 203 

Q. How will AIC notify claimants once it reaches a decision concerning liability 204 

for a claim under Sections 16-125(e) and (f)? 205 

A. After AIC reaches a decision concerning liability for a claim under Section 16-206 

125(e) or (f), CCMI, on behalf of AIC, will communicate that decision to the claimant in 207 

writing.  All notices to claimants of such decision will notify the claimant of the 208 

claimant’s right to seek a determination by the Commission of actual damages or 209 

replacement of like kind and quality payable in the event the claimant chooses not to 210 

accept the administrative resolution offered.  Representative samples of these and other 211 

customer communications related to the procedure are attached hereto as Ameren Exhibit 212 
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1.5 and are cross-referenced in Ameren Exhibit 1.6.  As you can see, Attachments 1 and 2 213 

to Ameren Exhibit 1.5 provide samples of communications acknowledging receipt of a 214 

customer's claim; Attachments 3, 4, 5 and 6 pertain to the Company’s decision to apply 215 

for a waiver or determination of no liability; Attachments 7 and 8 represent samples of 216 

communications that would be sent in the event the Commission grants the Company's 217 

request for a waiver or determination of no liability; Attachments 9 and 10 would be 218 

issued upon denial of said request; Attachments 11, 12, 13 and 14 directly relate to 219 

CCMI's investigation and processing of claims; Attachments 17 and 18 would be issued 220 

in the event a claim is denied following review; and Attachments 15, 16, 19, 20, 21 and 221 

22 communicate information related to approval/payment of claims following 222 

investigation.  AIC will develop additional communications for implementing the 223 

procedure as appropriate. 224 

Q. What options will a claimant have in the event the claimant chooses not to 225 

accept the administrative resolution offered by AIC? 226 

A. A claimant who decides not to accept the administrative resolution offered on 227 

behalf of AIC may proceed with the informal and formal complaint procedures available 228 

at the Commission. 229 

Q. Does AIC have the ability to make modifications to the procedure after 230 

Commission approval? 231 

A. If AIC desires to modify the procedure at a later time, it will file a description of 232 

that modification with the Commission, and any such modification will be effective sixty 233 

(60) days after such filing unless the Commission raises an objection to such 234 

modification. 235 
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IV. CONCLUSION 236 

Q. Please summarize your recommendation(s) to the Commission? 237 

A. It is my recommendation that the Commission approve the administrative claims 238 

procedure described both herein and in Ameren Exhibit 1.1 as compliant with AIC’s 239 

obligations under Section 411.230 of the Illinois Administrative Code for the resolution 240 

and payment of damages under Sections 16-125(e) and (f) of the Act.     241 

Q. Does this conclude your direct testimony? 242 

A. Yes, it does.243 
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APPENDIX 

STATEMENT OF QUALIFICATIONS  
M. JACQUELINE FRENCH 

I am Director and Assistant General Counsel over the claims area for Ameren 

Services and as such I provide support for the Ameren operating companies, including 

Ameren Illinois.  I earned a bachelor’s degree in 1990 from Washington University and a 

Juris Doctorate in 1993 from St. Louis University.  I am licensed to practice law in both 

Missouri and Illinois.   

 I worked in a small firm doing general litigation during law school and after 

graduation until December 1994 when I quit with the birth of my first son.  I joined 

Union Electric Company the following summer in August 1995 as a Claims attorney, 

handling third-party liability claims as well as workers' compensation matters and 

litigation related to both.  In 1998, I was promoted to Supervisor of the Department 

handling my own caseload and managing the overall working of the Department.  In 

1990, Ameren moved from the self-administration of claims to a third-party 

administration and while my job title changed at various times, to Associate General 

Counsel and Managing Assistant General Counsel, the duties as they related to claims 

management remained similar.   In June 2012, I was promoted to Manager and in January 

2012 that title changed to my current title of Director and Assistant General Counsel.

 In my current position as Director and Assistant General Counsel, one of my 

duties continues to be the management of the claims and litigation for the Ameren 

companies.  I am responsible for the claims process and have authority over our third-

party administrator for claims, Corporate Claims Management, Inc.  On a daily basis I 
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interact with CCMI on claims related issues:  discussing complex claims, granting 

settlement authority, or speaking directly with claimants, when necessary.   
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