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Ameren serves a combined 2.4 million electric customers 
and 900,000-plus natural gas customers in Illinois and 
Missouri. Our customers are at the heart of our business. 
Whether residential, industrial or commercial, our 
customers expect us to provide safe, reliable, affordable 
and environmentally responsible energy … not just today, 
but long into the future. 

We recognize this because we regularly survey our 
customers and supplement these findings with insights 
from industry research. Time and again, customers in 
Illinois and Missouri tell us that energy price and reliability 
rank among their top priorities. This expectation will only 
grow over the next 20 years. 

ABOUT THIS TOPIC

Our residential, industrial and 
commercial customers expect 

their Illinois and Missouri utilities 
to provide safe, reliable and 
affordable energy … not just 

today, but long into the future.

“

“

As new technologies and products emerge, tomorrow’s 
customers may come to perceive energy differently, too. 
For instance, as the electric vehicle market develops,  
customers may see electricity as something that not only 
powers their homes, but also their cars—as a clean, 
viable “fuel” for transportation. Such a trend would further 
reinforce the need for completely reliable power.

As customer expectations evolve, ongoing evaluation and 
optimization of all customer-facing processes, technology 
and communications will be critical to ensuring customer 
satisfaction. We must identify how to deliver value in these 
interactions, because the customer experience relates 
directly to value—and we’re committed to delivering value 
by delivering on our promise, Focused Energy. For Life.
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PRODUCTS & SERVICES
As utilities make much-needed infrastructure investments 
and seek to comply with environmental mandates and 
renewables standards, this will result in increased rates. 
Customers, then, likely will expect easy-to-implement 
programs that allow them to control costs by managing 
usage. With this in mind, a major differentiator among 
utilities will be the price and scope of products and 
services. This is a key change in the utility/customer 
relationship of the future—especially as a new generation 
establishes accounts with our company.

In particular, we should sharpen our focus on the 
needs of commercial and industrial customers. There 
are many value creation opportunities to explore in 
business-to-business processes and services. Doing 
so will require us to consider a range of programs and 
tariffs that address interest in different utility service 
offerings … while ensuring a respectable return on 
these investments for our shareholders. 

Legislative and regulatory frameworks that allow 
utilities to receive timely cost recovery of, and financial 
incentives for, additional programs and services 
would allow our industry to partner with customers. 
One example of this is the Missouri Energy Efficiency 
Investment Act, which enabled Ameren Missouri in 
2012 to announce the largest customer energy-savings 
program in state history. In Illinois, formula rates for 
electric delivery service have enabled plans to install 
advanced meters and offer associated pricing programs.

TECHNOLOGY & INFORMATION
Consumer technology is advancing at an incredibly 
rapid pace. Customers’ interactions with other 
companies’ advanced products and services will shape 
their expectations of utility offerings. As the business-
to-consumer and business-to-business experience 
becomes more driven by digital technologies, 
customers will expect their utility to keep pace—
increasing use of social media, offering mobile services 
and enhancing digital interactions. Ameren must be 
nimble in responding to these expectations.

Energy management partnerships will be an option 
for Ameren as we pursue the customer of the future. 
“Set it and forget it” technologies likely will advance, 
with potential opportunities available to ally with 
consumer product companies. Aligning electric 
vehicles with energy- and demand-management 
technologies will provide opportunities for value 
creation, as well. 

As advancements in smart technologies and 
distributed generation occur—and as third parties vie 
to assist people in managing them—our customers 
likely will expect us to provide more information and 
develop associated programs. Again, a constructive 
regulatory environment will be critical in order to 
satisfy these customer expectations. Utilities must 
be able to offer such programs while earning a fair 
return on their investments.

ENVIRONMENTAL AWARENESS
Over the next 20 years, Ameren also must be prepared for 
customers’ increasing sensitivity to environmental issues. 
We believe that as the national and regional economies 
recover from the recession, our customers—and the 
public at large—will tend to view utilities through a lens 
of corporate responsibility and sustainability. 

As customers become more sensitive to such issues 
as climate change, the environment and energy 
independence, the effect of energy use on the 
environment could garner greater attention. Increased 
consumer awareness would, in turn, drive demand for 
programs that help people better control energy use. 
This may be especially true as Generation Y continues 
to form households, and as Generation Z matures and 
establishes utility accounts. These younger generations 
are digitally savvy and likely will be more attuned to 
technology-driven energy management programs.

OUR POINT OF VIEW

To prepare for any of the potential scenarios we have 
studied, Ameren must get closer to all types of customers: 
residential, commercial and industrial. By embracing a 
more robust view of market and customer segmentation, 
we can better understand our customers’ needs 
and the issues that matter most to them. Meanwhile, 
understanding their preferred communication channels 
and business transaction methods will be vitally important 
as we transition into the increasingly important role of a 
21st-century energy provider.

This will enable Ameren to more effectively communicate 
about valuable products, tools and offerings, and to 
bolster our education and outreach efforts. For example, 
we want to help customers understand their service, 
the rate-making process and the need for constructive 
regulatory frameworks. 

At the same time, our company should evaluate potential 
adoption of new, customer-related technologies. The 
greatest challenge to our current business model will 
emerge from such technologies and non-utility offerings.

UNDERSTANDING CUSTOMERS
During the next 20 years, Ameren will need an even 
deeper understanding of customer expectations 
in order to tailor and target programs for residents 
and for businesses, large and small. (For example, 
we know that existing residential segments include 
cost-conscious consumers who are focused on 
pursuing energy-saving opportunities; another 
segment pursues home improvement opportunities to 
increase property values. The latest energy-efficient 
technologies would be attractive to these customers.)

In our view: 

• Customers who embrace technology will be 
interested in industry progress in advanced meters 
and smart grid—as well as consumer interfaces for 
these smart technologies. 

• Utilities will need to offer alternative methods for 
interacting with customer technologies to enhance 
the overall customer experience.

• A growing number of customers embrace the 
green lifestyle. Residential consumers who 
are pursuing solar, wind and other distributed 
generation options—as well as hybrid, electric and 
alternative-powered vehicles—will be a segment 
of interest. 

• We should monitor the trend of industrial and 
commercial businesses pursuing distributed 
generation, as this could impact the relationship 
between the regulated utility and its customers.
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ABOUT AMEREN

Ameren provides the energy that’s vitally important 
to our economy and our way of living. That’s why 
Focused Energy. For Life. is the promise we make. 
Our company is committed to ensuring that the 
energy our customers need is there when they need 
it—now, and for life. Through strong shareholder 
returns, great customer service and giving back to 
our local communities, we work to build value for all. 

• Ameren Corporation (NYSE: AEE) is a Fortune 500 
company with assets of $23 billion. 

• Ameren companies serve about 2.4 million electric 
and more than 900,000 natural gas customers over 
64,000 square miles. 

- In Missouri, we operate primarily as a traditional, rate-
regulated electric and natural gas utility with about 
10,400 MW of generating capacity. 

- Our Illinois operations include rate-regulated electric and 
natural gas transmission and distribution businesses.

• Ameren’s merchant generation business includes 
several coal-fired energy centers and multiple 
natural gas-fired units, with about 5,500 MW of 
generating capacity.
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LEARN MORE

Thank you for reading Ameren’s “Point of View 2012.”  
We hope this document has provided you with a 
better understanding of the energy industry, as well 
as areas of interest to you. More information about 
many of the topics covered in this report can be 
found at Ameren.com.

For more information, please contact: 

MEDIA INQUIRIES 
Brian Bretsch, Corporate Communications 
1.314.554.4135 
bbretsch@ameren.com

GENERAL INQUIRIES 
Richard Smith, Manager, Research & Development 
1.314.554.3531 
rsmith3@ameren.com
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Advanced Metering Infrastructure (AMI) — Systems 
that measure, collect and analyze energy usage. 
The infrastructure includes hardware, software, 
communications and consumer energy controllers that 
enable demand response solutions, products and services. 

Base load — Power demand fluctuates on a day-to-day 
basis and on a seasonal basis. Base load refers to the 
minimum, or “base,” power load that utilities and grid 
operators must make available in order to meet the 
minimum level of demand. A base load power plant, 
then, is one that can generate consistent, reliable 
power to meet demand.

Bcf (Billion cubic feet) — This is a volume measurement of 
natural gas. 

Biomass — A renewable energy source, biomass is 
biological material derived from living or recently living 
organisms, such as crop residues, wood, waste and 
alcohol fuels.

Carbon capture and storage (CCS) — CCS systems are 
being designed to capture carbon dioxide emissions from 
generating plants.

Central station — Most electricity is generated at relatively 
large, “central” power plants. This model emerged 
because it enabled efficiency and affordability through 
economies of scale.

CO2 (Carbon dioxide) — This is a greenhouse gas 
produced by human activities, primarily through the 
combustion of fossil fuels.

Combined cycle combustion — This refers to electricity 
being generated from a gas turbine as well as from the use 
of the waste heat from the gas turbine. This waste heat is 
used to make steam to generate additional electricity. 

Concentrating solar power (CSP) — Solar technology that 
uses lenses or mirrors to focus a large area of sunlight 
into a small area. Electrical power is produced when the 
concentrated light is directed onto photovoltaic surfaces 
or used to heat a transfer fluid for a conventional power 
plant. CSP is preferred over photovoltaics in the Western 
United States for large-scale central station installations, 
due in part to the availability of favorable concentrating 
solar resources.   

Distributed generation — This refers to non-centralized 
electricity generation coming from various, often smaller 
sources, including households and businesses.

Distribution Management System (DMS) — Collects and 
utilizes data obtained from monitors, sensors and operable 
devices to provide remote, automated operation of end-
point solutions.

DOE (U.S. Department of Energy) — Promotes 
America’s energy security through reliable, clean and 
affordable energy. 

DSM (Demand side management) — The actions that 
influence the quantity or patterns of energy use by 
end-users.

Electric vehicle (EV) — A vehicle that uses one or more 
electric motors.

Engineering, Procurement and Construction (EPC) — A 
common form of contracting arrangement within the 
construction industry.

EPA (U.S. Environmental Protection Agency) — 
Federal agency with a mission to protect human health 
and the environment.

EPRI (Electric Power Research Institute) — Conducts 
research and development relating to the generation, 
delivery and use of electricity for the benefit of the public. 
Provides technology, policy and economic analyses to 
drive long-term research and development planning.

Federal Energy Regulatory Commission (FERC) — Federal 
agency with authority over electricity sales, wholesale 
electric rates, hydroelectric licensing, natural gas 
pricing and oil pipeline rates. FERC’s mission is to assist 
consumers in obtaining reliable, efficient and sustainable 
energy services at a reasonable cost through appropriate 
regulatory and market means. 

Fracking — This is shorthand for hydraulic fracturing, an 
extraction process that injects pressurized water, sand and 
chemical agents into shale formations below the earth, 
allowing natural gas to flow up a well.

GDP — Gross Domestic Product. 

Geothermal — Geothermal power is power extracted from 
heat stored in the Earth.

Greenhouse gases (GHG) — Gases in an atmosphere 
that trap heat. These gases raise the temperature of the 
Earth through the greenhouse gas effect. Without the 
greenhouse gas effect, the Earth would not warm enough 
for humans to live. But if the greenhouse effect becomes 
too strong because more greenhouse gases are being 
emitted, it could cause problems for humans, plants and 
animals. Greenhouse gases are produced through both 
natural processes and human activities. Water vapor is an 
example of a greenhouse gas that occurs naturally. The 
principal greenhouse gases that enter the atmosphere 
because of human activities are carbon dioxide, methane, 
nitrous oxides and fluorinated gases.

GIS (Geographic Information System) — System that 
captures, stores, analyzes, manages and presents data that 
are linked to a location.

GW (Gigawatt) — A gigawatt is equal to 1 billion watts.

HEV (Hybrid electric vehicle) — Vehicle that combines 
a conventional combustion engine with an electric 
propulsion system.

IGCC (Integrated gasification combined cycle) — This 
technology turns coal into gas — synthesis gas (syngas). 
IGCC then removes impurities from the coal gas before it is 
combusted, resulting in lower emissions of sulfur dioxide, 
particulates and mercury. The syngas is used to power a 
gas turbine, from which waste heat is passed to a steam 
turbine system. 

KV (Kilovolt) — A kilovolt is a unit of potential equal to 
1,000 volts. It is a measure of the potential energy of a unit 
charge at a given point in a circuit relative to a reference 
point (ground).

KW (Kilowatt) — Equal to 1,000 watts, the kilowatt measure 
is typically used to state the power output of engines and 
the power consumption of tools and machines.

KWh (Kilowatt-hour) — This is a unit of energy equal to 
1,000 watt-hours. The watt-hour (symbolized Wh) is a unit 
of energy equivalent to 1 watt of power expended for one 
hour of time. The watt-hour is commonly used in electrical 
applications, and kilowatt-hours are commonly used to 
express customer electricity usage.

LNG (Liquefied natural gas) — LNG generally has been 
imported into the U.S. from other regions of the world. 
But as the shale gas resource base has been developed 
domestically, LNG terminal companies are applying for 
certificates to build LNG exporting facilities.

Metric ton — A metric ton is 2205.4 pounds.
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MISO (Midwest Independent Transmission System 
Operator, Inc.) — MISO is an Independent System Operator 
(ISO) and the Regional Transmission Organization (RTO) 
that provides open-access transmission service and 
monitors the high-voltage transmission system throughout 
the Midwest United States and Manitoba, Canada. (An 
Independent System Operator is an organization formed 
at the direction or recommendation of the Federal Energy 
Regulatory Commission.) In the areas where an ISO is 
established, it coordinates, controls and monitors the 
operation of the electric power system, usually within 
a single American state, but sometimes encompassing 
multiple states.

MMBtu (1 million British thermal units) — The British 
thermal unit (Btu) is a traditional unit of energy. It is 
approximately the amount of energy needed to increase the 
temperature of 1 pound of water by 1 degree Fahrenheit.

MVP (Multi-Value Project) — Related to transmission, a 
Multi-Value Project is one greater than 100 kilovolts and 
more than $20 million (or 5 percent of the constructing 
Transmission Owner’s net transmission plant) and is part 
of a portfolio of projects that addresses energy policy laws 
and/or provides widespread benefits across the region. 
Benefits include reliability, public policy advancement, 
and economic and job creation impacts.

MW (Megawatt) — Equal to 1 million watts, this measure 
is commonly used to express generating capacity. For 
example, the Ameren companies generate a net capacity 
of nearly 16,000 megawatts of electricity.

MWh (Megawatt-hour) — A unit of energy equal to 1 
million watt-hours. The watt-hour (symbolized Wh) is a 
unit of energy equivalent to 1 watt of power expended 
for one hour of time. The watt-hour is commonly used in 
electrical applications. 

NRC (Nuclear Regulatory Commission) — This U.S. 
federal commission regulates commercial nuclear power 
plants through licensing, inspection and enforcement of 
its requirements.

O&M — Refers to operations and maintenance funds.

PEM fuel cells (Proton exchange membrane) — Common 
electrolyte is solid organic polymer perfluorosulfonic 
acid. Solid electrolyte reduces corrosion and electrolyte 
management problems. This fuel cell has a low 
temperature and quick start-up.

PEV (Plug-in electric vehicle) — Any motor vehicle that 
can be recharged from an external power source.  

PHEV (Plug-in hybrid electric vehicle) — A hybrid vehicle 
with rechargeable batteries that can be charged by 
connecting a plug to an external power source. 

Photovoltaic (PV) — This solar panel technology is used to 
directly convert the sun’s energy into electricity.

Powder River Basin — This generally refers to coal mined 
in the Western United States, which includes Wyoming, 
Utah and Colorado. 

RPS (Renewable Portfolio Standard) — This is a 
mechanism to promote the installation of renewable 
generation, such as wind, solar and biomass. The 
regulation places an obligation on electrical companies 
to produce a certain percentage of their electricity from 
renewable energy sources.

RTO (Regional Transmission Organization) — An RTO is an 
organization that is responsible for moving electricity over 
large interstate areas. Ameren is currently a member of the 
Midwest Independent Transmission System Operator, or 
MISO, which is an RTO.

SCADA (Supervisory control and data acquisition) — 
Refers to an industrial control system used to monitor 
energy infrastructure. When this technology is integrated 
with a distribution management system, it would provide 
smart grid functionality related to fault location, quicker 
outage restoration, greater efficiency of operation and 
improved reliability. 

Smart grid — Generally speaking, smart grid refers to 
a suite of technologies designed to enhance reliability, 
efficiency and customer service. It includes automation, 
voltage optimization, computer processing and two-way 
communication capabilities. For example, “smart” sensors 
and switches can detect an outage in a community and 
then isolate the interruption—minimizing the number of 
customers affected.

SMR (Small modular reactors) — This is a new concept 
for electric generation in the utility industry. The units use 
the experience from nuclear-powered Naval vessels and 
are small in size, but combine many of the reactor system 
components into a single model.

SOFC (Solid oxide fuel cell) — Fuel cell technology that is 
most suitable for utility use. Expected to be 50 percent to 
60 percent efficient in converting fuel to electricity. SOFCs 
have fuel flexibility and can use a variety of catalysts. 

S-RECs (Solar Renewable Energy Credits) — These credits 
permit the owner or purchaser to claim the benefits of 
clean energy production by subsidizing the cost of the 
installed solar system. They are available in states where 
a Renewable Portfolio Standard exists with a specific 
allocation for solar energy. 

Tcf (Trillion cubic feet) — This is a volume measurement of 
natural gas. 

TBtu (Trillion British thermal units) — This is a traditional 
measure for a unit of energy (see MMBtu).

U.S. Eastern Interconnection — The major power grid that 
serves the Eastern and Central United States.
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