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A. Witness Identification and Qualifications 1 

Q. Please state your name and business address. 2 

A. My name is Jim Agnew.  My business address is 527 East Capitol Avenue, 3 

Springfield, Illinois 62701. 4 

 5 

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

A. I am employed as a Consumer Policy Analyst in the Consumer Services Division 7 

of the Illinois Commerce Commission (“Commission” or “ICC”). 8 

 9 

Q. Please describe your education and professional background. 10 

A. I earned a Bachelor of Arts degree in Rhetoric from the University of Illinois at 11 

Urbana/Champaign in 1992.  From 1992 to 1993, I worked in sales for a major 12 

department store.  From 1993 to 1996, in the Illinois Governor’s Office of 13 

Citizens Assistance, I worked on policy issues covered by a variety of State of 14 

Illinois agencies, boards and commissions, including the ICC.  From 1996 to 15 

2008, I worked for the ICC as a Consumer Counselor, with my primary duties 16 

being consumer education and informal complaint casework to resolve disputes 17 

between utilities and their customers.  In 2008, I was promoted to my current 18 

position as a Consumer Policy Analyst.   As an expert witness on consumer 19 

issues, I have testified in cases before the ICC.  In addition, my current duties 20 

include cooperative work with utilities and other stakeholders to develop and 21 

modify various public communications plans regarding utility policies and/or 22 
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actions that affect consumers.  I also participated in the “Smart Grid 23 

Collaborative” workshops conducted for the State of Illinois. 24 

 25 

 26 

B. Purpose of Testimony 27 

Q. What is the purpose of your testimony in this proceeding? 28 

A. I will summarize and comment upon ComEd’s AMI Meter Deployment Outreach 29 

and Education Plan.  The main purpose of my testimony is to inform the 30 

Commission that the Consumer Services Division has reviewed the plan, found it 31 

to be acceptable, and that we will continue to monitor the situation and work with 32 

the utility  and other stakeholders through both the periodic reporting ComEd’s 33 

plan includes as well as our CSD informal complaint process.  34 

 35 

C. Review and Analysis of ComEd’s AMI Meter Deployment Outreach 36 
and Education Plan 37 

Q. Please summarize ComEd’s AMI Meter Deployment Outreach and 38 

Education Plan. 39 

A. ComEd’s plan includes a schedule of pre-installation educational outreach over a 40 

period of several months for each affected community, using a variety of methods 41 

including bill inserts to customers, traditional media alerts/releases, website 42 

information, social media, meetings with elected officials for affected areas, 43 

scheduled events in affected areas, ComEd Customer Service 44 

awareness/educational instructions for inbound calls from customers, outgoing 45 
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robo calls to affected customers and teams of ComEd employees that the utility 46 

will deploy to affected neighborhoods. (ComEd Ex.2.02, 3-8) In addition to 47 

efforts to raise customer awareness prior to actual deployment, ComEd plans to 48 

use three primary methods of direct outreach to affected customers during the 49 

actual installation phase of the AMI deployment.  These include direct mailings, 50 

robo-calls, and door hangers that will be left by the ComEd personnel engaged in 51 

the AMI meter installations.  (ComEd Ex. 2.03)  For instances where ComEd is 52 

unable to gain access to a customer’s meter to install the new AMI meter, ComEd 53 

plans for repeated follow up with further direct mailings, robo calls and door 54 

hangers in order to provide those customers with proper notification that if they 55 

do not provide access, they will eventually be subject to the monthly meter 56 

reading charge which ComEd is proposing in this same docket. (ComEd Ex. 2.03)   57 

 58 

Q. In your opinion, is ComEd’s proposal adequate?  59 

A. Yes.  Based upon my experience with customer education and outreach, the plan 60 

that ComEd has submitted appears to be both thorough and well-reasoned.  The 61 

use of multiple overlapping methods of outreach over several months prior to 62 

deployment is broadly targeted to reach the majority of affected customers and 63 

raise awareness of the coming change.  Further, the more direct outreach to 64 

individual customers during the actual deployment seems appropriate and 65 

properly designed to maximize customer understanding and cooperation with the 66 

installation process.       67 
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  68 

Q. Is there an additional reason to support ComEd’s customer outreach plan at 69 

this time?   70 

A. Yes.  The installation of AMI meters will occur over a period of over 9 years.  It 71 

appears to me that an appropriate level of future flexibility is anticipated within 72 

ComEd’s filing so that potential problems can be addressed along the way.    73 

Given that this filing concerns not only the majority of customers who will likely 74 

receive the new AMI meters without any problems, but also those customers who 75 

will either refuse the AMI meters or otherwise fail to provide access, it is 76 

reasonable to assume that there will be unforeseen circumstances which will 77 

require adaptation to address.  ComEd’s inclusion of a “Biannual Reporting” 78 

clause (NAM 447) to update the Commission every 6 months on its progress, and 79 

its expressed willingness to, “monitor developments closely with concerned 80 

stakeholders,” (Garcia 416) leads me to believe that the outreach process can be 81 

modified as necessary to ensure the greatest possible success of the program.  82 

Moreover, I can assure the Commission that its Consumer Services Division will 83 

be closely watching the process through its own direct customer inquiry and 84 

complaint tracking. 85 

 86 

Q. Does this conclude your testimony? 87 

A. Yes. 88 
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