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ILLINOIS COMMERCE COMMISSION 1 

DOCKET No. 13-0531 2 

DIRECT TESTIMONY OF  3 

MELANIE S. BROWN 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 Melanie S. Brown.  My business address is 370 S. Main Street, 10 

Decatur, IL 62523. 11 

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

A. I am employed by Ameren Illinois Company d/b/a Ameren Illinois (AIC, Ameren 13 

Illinois, or the Company) as a Supervisor of Credit and Collections.   My job duties 14 

include the shared responsibility of supervising a group of 30 Customer Service 15 

Representatives who perform tasks in areas such as identification verification, non-pay 16 

disconnection, deposits and energy assistance processing.  As a part of the Credit and 17 

Collections Department, I am responsible for assisting with the development of policies 18 

and procedures that aim to reduce AIC's delinquencies and write-offs to bad debt while 19 

also ensuring that these policies are in compliance with all applicable laws, regulations, 20 

tariffs, etc. 21 
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Q. Can you provide a general description of your employment history and 22 

educational background? 23 

A. I received a Bachelor's degree from Illinois State University majoring in 24 

International Business and Business Administration.  I have been employed by Ameren 25 

Illinois (and its predecessors Illinois Power Company and AmerenIP) since 1996.   26 

Throughout my career I have held a variety of positions in the areas of Customer Service, 27 

Customer Billing and Credit and Collections. 28 

B. Purpose, Scope and Identification of Exhibits 29 

Q. What is the purpose of your direct testimony in this proceeding? 30 

A. The purpose of my testimony is to present the facts relevant to this dispute and to 31 

explain the Company's position with respect to the customer deposit at issue in this case.  32 

Q. Are you sponsoring any exhibits with your direct testimony? 33 

A. Yes.  I am sponsoring Ameren Exhibit 1.1, a brochure regarding “Important 34 

Information About Deferred Payment Agreements,” which will be discussed later in my 35 

testimony.   36 

Q. Please summarize the conclusions of your testimony? 37 

A. Based upon my review of the facts, I conclude that the Company properly charged 38 

Sherman and Lisa Imler (collectively the Imlers or the Complainants) a deposit pursuant 39 

to 83 Ill. Admin. Code §§ 280.50 and 280.70, as well as the applicable provisions of our 40 

tariffs.  Although it appears as though the Imlers may be confused with respect to the 41 

terms governing the Deferred Payment Agreement, those terms were described to them in 42 

documents previously sent to them by AIC.  I also conclude that the Company has 43 
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attempted to mitigate the impact on the Imlers by agreeing to split the deposit into five 44 

installments instead of the three that were originally offered. 45 

Q. Can you please describe the circumstances leading up to this Formal 46 

Complaint? 47 

A. Certainly.  Ameren Illinois provides electric and natural gas service to the Imlers 48 

at 311 Forrest Street in Danville, Illinois.  On July 26, 2013, the Company mailed them a 49 

Final Notice Prior to Disconnection, stating that by August 7, 2013, they needed to pay at 50 

least $397.03 in order to avoid disconnection.  At approximately 8:28 A.M. on August 1, 51 

2013, the Company utilized an automated telephone calling system to contact the Imlers 52 

at the number listed on file in order to again explain that the last day to pay to avoid 53 

disconnection for non-payment would be August 7, 2013.  The automated calling system 54 

noted that there was a "Live Answer" to the telephone call.   55 

 On August 5, 2013, the Company received a payment in the amount of $100.  56 

Because this payment was less than the minimum amount necessary to avoid 57 

disconnection, at approximately 9:03 A.M. on August 12, 2013, AIC disconnected the 58 

Imlers' electric service because of the past due balance.  At approximately 10:36 A.M. 59 

that same day, the Company received an online payment in the amount of $291.15.  Once 60 

the payment was received, AIC immediately issued an order to reconnect the Imlers' 61 

electric service and such service was restored at approximately 11:48 A.M. that same 62 

day.   63 

Q. Did the Company assess a deposit as a result of the August 12, 2013 64 

disconnection and the related non-pay? 65 
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A. Yes.  On August 12, 2013, the Company mailed a "Deposit Required Notice" to 66 

the Imlers explaining that the Company now required a deposit in the amount of 67 

$1,536.00 and that said deposit would be broken down into three installments billed over 68 

the next three billing cycles. 69 

Q. Is it your understanding that the Commission's Rules of Practice permit the 70 

disconnection of electric service in non-pay circumstances? 71 

A. Yes. Although I am not an attorney, I am familiar with the Illinois Administrative 72 

Code section at issue, 83 Ill. Admin Code § 280.130, which provides certain standards for 73 

disconnection: 74 

1)         A utility may discontinue service when any customer fails 75 

to do any of the following:  76 

 B)       pay a past due bill owed to the utility for the same 77 

class of service furnished at the same or at another 78 

location.  For purposes of this subsection, a utility 79 

may discontinue service if the current customer is 80 

liable for a past due bill for utility service…  81 

 2)         The utility can discontinue service only after it has mailed 82 

or delivered by other means a written notice of 83 

discontinuance substantially in the form of Appendix A. 84 

Any notice required to be delivered or mailed to a customer 85 

prior to discontinuance of service shall be delivered or 86 

mailed separately from any bill. Service shall not be 87 

discontinued until at least five days after delivery or eight 88 

days after the mailing of this notice. 89 

Q. Did the Company serve the disconnection or discontinuance notice 90 

referenced in Subparagraph 2 above? 91 
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A. Yes.  As indicated above, on July 26, 2013, the Company mailed the Imlers a 92 

Final Notice Prior to Disconnection.  This notice was substantially as follows: 93 

 94 

This Final Notice Prior to Disconnection informed that Imlers that they needed to contact 95 

AIC's Customer Service Department to discuss arranging a payment plan.  This provision 96 

is discussed in further detail below. 97 

Q. Under what authority did the Company assess the deposit resulting from the 98 

non-pay?  99 

A. Both the Illinois Administrative Code and our tariffs provide for the Company to 100 

assess deposits. With respect to the Administrative Code, Section 280.50(a) states that 101 

"[i]f, after a review of its own past service records, a utility finds that an applicant
1
 for 102 

residential service has failed to pay for past due utility service for the same class of 103 

service furnished to him/her at the same or at another address. . . , a utility may refuse to 104 

                                                 

1
 Section 280.60(e) provides that a present customer whose service is discontinued becomes an applicant 

for service, subject to the provisions of Section 280.50for purposes of reconnection of his/her service. 
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provide service, unless the applicant, at the option of the utility, pays any past due bill 105 

and/or provides a deposit pursuant to Section 280.70 and/or enters into a deferred 106 

payment agreement pursuant to Section 280.110."  As to the amount of the deposit and 107 

the period over which it may be collected, Section 280.70(c) provides that utilities may 108 

not collect a deposit in excess of 1/6 of the estimated annual charge for service and that if 109 

assessed, a utility may request that a minimum of 1/3 of the deposit be collected within 110 

12 days of the assessments, with the balance to be paid over the next two billing cycles.  111 

 And our tariffs similarly provide that we may collect a reasonable deposit at any 112 

time.  Specifically, Electric Service Schedule Ill. C. C. No. 1, Original Sheet No. 3.016, 113 

states in relevant portion as follows:   114 

8. BILLING AND PAYMENT  115 
 116 

 A. Customer Deposits  117 
 118 

 The Company may require the Customer to make a 119 

reasonable deposit at any time to secure the prompt 120 

payment of bills in accordance with the rules and 121 

regulations of the Illinois Commerce Commission. The 122 

Company will also, pursuant to 83 Ill. Adm. Code 280.50, 123 

use a credit scoring system in the determination of whether 124 

a deposit will be billed to applicants for Residential service. 125 

If the credit score of the applicant for Residential service 126 

does not meet or exceed the predetermined minimum, a 127 

deposit will be billed. The Company will not require a 128 

deposit based on a credit scoring system if the applicant for 129 

Residential service is eligible for the Low Income Home 130 

Energy Assistance Program (LIHEAP) or provides proof of 131 

identity fraud. The Company will provide the “toll free” 132 

phone number and contact information of the appropriate 133 

credit agency to any Customer that is billed a deposit based 134 

on the Customer’s credit score. 135 
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Q. Do you believe the Company assessed the deposit according to the terms of 136 

its tariffs and the Commission's rules? 137 

A. Yes. Because the average bill at this address is $768, the deposit required was 138 

calculated at $1,536, or twice the average monthly bill over the last twelve months (i.e., 139 

1/6 of the annual amount). As stated above, the Imlers were permitted to remit this 140 

amount over the next three billing cycles. 141 

Q. Do the Company's records indicate that the Imlers originally scheduled any 142 

other payments to be processed in August 2013? 143 

A. Yes. And that is the real source of this dispute. As indicated above, in order to 144 

avoid disconnection, the Imlers needed to remit at least $397.03 prior to August 7, 2013.  145 

On August 5, 2013, they remitted $100, leaving a disconnection-related balance of 146 

$297.03.  Also on August 5, 2013, the Imlers used the features available on Ameren 147 

Online to schedule an additional payment of $500 to be processed on August 19, 2013.  148 

The problem is that this payment was not scheduled to be processed until after the 149 

August 7 date by which the payment needed to be received in order to avoid the 150 

disconnect.     151 

Q. Is scheduling a payment the same as making a payment? 152 

A. No. No amount is tendered to Ameren Illinois until the date upon which the 153 

payment is scheduled to be processed. Under the Imlers' example, AIC did not receive 154 

the $500 on August 5, 2013.  The Company would have received the $500, absent 155 

intervention, on the August 19, 2013 date upon which the payment was scheduled to be 156 
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processed.  Scheduling a payment via Ameren Online will not stay a disconnection 157 

scheduled to take place prior to the date upon which the payment is to be processed.  158 

Q. Is this practice consistent with the Company's tariffs? 159 

A. Yes.   Electric Service Schedule Ill. C. C. No. 1, 1
st
 Revised Sheet No. 3.018 160 

states in relevant portion that "[p]ayments made by any form of electronic medium shall 161 

be considered as having been received as of the date the funds are electronically 162 

deposited to the Company’s account."  As described above, funds submitted using 163 

Ameren Online are not deposited into AIC's account until the date upon which payment 164 

is scheduled to be processed.  165 

Q. Why do you state that a scheduled payment will be received "absent 166 

intervention"? What can happen to payments once scheduled?    167 

A. A customer can cancel a payment at any time up until the date upon which it is 168 

scheduled to be processed.  It is partially for that purpose that each customer receives a 169 

unique transaction confirmation number.  Because the transaction can be cancelled 170 

unilaterally, scheduling a payment is like a revocable promise to pay at some point in the 171 

future.  172 

 And in this case, that's exactly what happened.  On August 12, 2013 (the date of 173 

the disconnection), our records indicate that the Imlers cancelled the $500 payment 174 

scheduled for August 19, 2013 and, instead, remitted the balance necessary to obtain 175 

reconnection that same day.   176 
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Q. Do you believe the Imlers were led to believe a payment scheduled to be 177 

processed after the August 7, 2013 disconnection deadline would stay that 178 

impending activity? 179 

A. No.  Ameren Online uses specific safeguards to inform customers about the effect 180 

of scheduling a payment after a due date.  Specifically, the system "flags" scheduled 181 

payments that are less than the current amount due and/or that are scheduled to be 182 

processed after the current bill's due date.  An example is as follows: 183 

 184 

Q. Do you believe the Imlers would have received this message upon scheduling 185 

the payment to be processed on August 19, 2013? 186 

A. Yes.  187 

Q. Is the information conveyed herein consistent with other Company 188 

communications with the Imlers? 189 

A. I believe so.   On August 19, 2013, Mrs. Imler called the Company and explained 190 

that she thought that she would not be disconnected for non-payment because she 191 

scheduled a payment to be made on August 19, 2013.  A Company supervisor explained 192 
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to Mrs. Imler that the full payment must be received prior to when the disconnection for 193 

nonpayment of the past due balance is completed, or, if a customer wants to set up a 194 

payment arrangement (i.e., a Deferred Payment Arrangement), it is necessary for them to 195 

contact Customer Service. 196 

Q. You mention a Deferred Payment Arrangement.  How is such arrangement 197 

relevant to this dispute? 198 

A. I think there may be some confusion about a generic "payment arrangement" and 199 

a "Deferred Payment Arrangement" as used as a term of art.  Ameren Online allows 200 

customers to "arrange" for a payment; i.e., to schedule a payment at some point in the 201 

future.  Ameren Online does not, however, allow customers to enter into a Deferred 202 

Payment Arrangement, which is more like a contract that allows a customer to structure  203 

payment of funds otherwise due over a slightly extended period of time. 204 

 However, the Final Notice Prior to Disconnection, mailed to the Imlers on July 205 

26, 2013, and reproduced above, contains verbiage explaining that customers need to 206 

physically call the Company's Customer Service Department to discuss arranging 207 

repayment of an amount necessary to avoid disconnection. In this case, the Imlers did not 208 

email or call the Company to discuss setting up a Deferred Payment Arrangement to stop 209 

the disconnection for non-payment on August 12, 2013.   210 

Q. Was any other documentation sent to the Imlers with their Final Notice Prior 211 

to Disconnection? 212 

A. Yes.  Each residential disconnection notice is accompanied by a brochure titled 213 

“Important Information About Deferred Payment Agreements” as required by 83 Ill. 214 
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Admin Code § 280.Appendix D.  This brochure not only covers Deferred Payment 215 

Agreements, but also explains where and how to make a payment, the consequences of a 216 

partial payment and where to go for utility bill assistance.  A copy of the brochure is 217 

attached as Ameren Exhibit 1.1. As clearly indicated thereon, this brochure specifically 218 

directs customers to contact the Company by telephone prior to disconnection in order to 219 

arrange for a Deferred Payment Agreement. 220 

Q. Has the Company taken any actions to helps ease any burdens associated 221 

with the $1,536 deposit? 222 

A. Yes. In order to ease any financial burden associated with the $1,536 deposit, the 223 

Company has split said deposit up over five installments instead of the three that were 224 

initially required.  This decreases the monthly deposit-related amount by approximately 225 

$205 per arrangement month, from $512 to approximately $307. 226 

II. CONCLUSION 227 

Q. Does this conclude your direct testimony? 228 

A. Yes, it does. 229 


