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I. INTRODUCTION AND SUMMARY OF ISSUES 1 

Q. Ms. Witt, please provide your name, employment, address and background 2 

relevant to your appearance as a witness in this proceeding. 3 

A. My name is Jennifer Witt and I am employed by Peoples Energy Services 4 

Corporation (“PES”), an intervening party in this proceeding.  PES is located at 5 

130 East Randolph Drive, Suite 2300, Chicago, Illinois 60601.  I have been 6 

employed by PES since November 2003 and I am primarily responsible for 7 

managing the company’s regulatory matters and new market development for 8 

both gas and electricity.  Prior to joining PES, I worked for over nine years as a 9 

consultant advising energy clients regarding competitive market assessments, 10 

strategic planning, market segmentation, and financial valuation.  I hold a B.S. in 11 

finance from Michigan State University. 12 

 13 

Q. On whose behalf are you testifying? 14 

A. I am testifying jointly on behalf of Constellation NewEnergy, Inc. (“CNE” or 15 

“NewEnergy”) and PES.  The positions set out in this Direct Testimony represent 16 

the joint positions of NewEnergy and PES collectively, but do not necessarily 17 

represent the positions of the individual companies. 18 

 19 

Q. What is the purpose of your testimony in the instant proceeding? 20 

A. NewEnergy and PES have actively participated in the Illinois retail electric 21 

market since the market first opened to competition in October of 1999.  During 22 

the past six (6) years we have gained a wealth of experience in dealing with the 23 
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distinct operational and interface issues that exist as a result of the introduction of 24 

customer choice, most notably in the Commonwealth Edison Company 25 

(“ComEd”) service territory.  We also have experience dealing with other utilities 26 

and other jurisdictions throughout the country.  The instant consolidated delivery 27 

services tariff (“DST”) proceedings provide the Commission with an opportunity 28 

to correct the current operational and business processes and practices of 29 

AmerenCIPS, AmerenCILCO, and AmerenIP (collectively, “Ameren” or “the 30 

Companies”) that have acted to impede the development of customer choice in the 31 

Ameren service territories.  To be sure, the end of the Transition Period should 32 

also be the end of institutional obstacles, intended on inadvertent, that frustrate 33 

customer choice.  Accordingly, we offer several rather basic and straightforward 34 

recommendations, based upon our experiences in restructured markets, for 35 

improving the operational aspects of the interactions between Ameren, customers 36 

and retail electric suppliers (“RESs”). 37 

 38 

Q. Please explain why these revisions are necessary and appropriate at this time. 39 

A. The operational and interface issues that we have identified have real 40 

consequences that ultimately impact our ability to provide services to retail 41 

electric customers and as well as our costs.  Indeed, due to the nature of the “tri-42 

party” interactions that occur in the marketplace, customers, Ameren, and RESs 43 

all will benefit from the adoption of the recommendations put forth by 44 

NewEnergy and PES.   45 

 46 
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Q. Please discuss the type of issues that you will be addressing in your 47 

testimony. 48 

A. We address four (4) broad but important topic areas:   49 

1. General Account Agency (“GAA” or “Agent”);  50 
 51 
2. Data Exchange - Electronic Data Interchange (“EDI”);  52 

 53 
3. Data Exchange - Proposed Improvements to Ameren’s website; and 54 
 55 
4. Ameren’s Communication with Customers and RESs. 56 
 57 

 58 

Q. Please summarize your recommendations for improvements to the four topic 59 

areas discussed above.   60 

A. The Commission should adopt a policy that reduces bureaucracy and red tape 61 

embodied in Ameren’s DSTs, business practices, RES Handbooks, and/or 62 

operational guidelines.  Specifically, NewEnergy and PES recommend the 63 

following improvements to Ameren’s business processes, provision of 64 

information and data, and other related customer service functions in order to 65 

better facilitate the continuing development of customer choice:   66 

 67 

General Account Agency  68 

NewEnergy and PES recommend that upon a customer’s request, Ameren should 69 

be required to split a customer’s bill and create separate invoices for electric and 70 

gas service. 71 

 72 



CNE/PES Ex. 2.0 

 
  4

Data Exchange - Electronic Data Interchange (“EDI”)  73 
 74 

Ameren should implement a number of practical business solutions and 75 

improvements to EDI transactions.  Specifically, the processes and procedures 76 

that Ameren employs for RES customers should apply to customers that elect 77 

Ameren post-2006 bundled service (i.e, BGS-FP, BGS-LFP, BGS-RTP, BGS-78 

LRTP).  However, significant improvements are needed before the full value of 79 

EDI can be realized: 80 

1. The Ameren DUNS number should be applied in a uniform manner across 81 
the entire EDI transaction set for each Ameren operating company. 82 
Alternatively, the individual Ameren companies should use the Ameren 83 
DUNS number for all EDI transactions. 84 

 85 
2. The EDI processes and procedures, including but not limited to 814, 867, 86 

820, and 810 data, that are currently employed for customers on RES 87 
supply should also be applied to customers taking service under BGS-FP, 88 
BGS-LFP, BGS-RTP, and BGS-LRTP. 89 

 90 
3. With respect to customer enrollments, customer account drops, and other 91 

changes associated with the “814” EDI transactions, Ameren should 92 
incorporate the following: 93 

a. Ameren should implement EDI 814-C regarding meter numbers; 94 

b. All active meters should be identified with an 814 enrollment 95 
response; and  96 

c. All drop information (including retroactive drops) should be 97 
provided to RESs electronically, in real time 98 

 99 
Data Exchange - Proposed Improvements to Ameren’s Website 100 

 101 
In order to appropriately effectuate processes agreed to by Ameren in its 102 

consolidated procurement case and in the instant proceeding, Ameren needs to 103 

improve its website and data availability so RESs and customers can easily obtain 104 
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information during the remainder of the transition period and in the post 2006 105 

environment.    106 

 107 
Specific changes that Ameren should make to its website include: 108 
 109 
1. New Rate and Eligibility Information, including:   110 

a. Current and future rate/supply type;  111 
b. Current and future customer supply group/customer delivery class;  112 
c. Respective Ameren utility; and  113 
d. DASR eligibility date.  114 
 115 

2. Expanded Historical Data. 116 
 117 

3. Consistent data for all customers, both RES and utility.   118 
 119 

 120 
Ameren Communications With Customers and RESs 121 

 122 
To better facilitate communications between Ameren and customers as well as 123 

Ameren and RESs, Ameren should:   124 

1. Establish an Electronic Bulletin Board as a centralized means for 125 
customers and RESs to interact with Ameren, to ensure consistent, timely 126 
and accurate information is provided to all market participants; and  127 

 128 
2. Dedicate a single point on contact for RESs at the Ameren Transmission 129 

Services Business Center to address customer issues raised by RESs. 130 
 131 
 132 

Q. If Ameren adopts these recommendations, how would that benefit customers, 133 

RESs, and the continued development of the marketplace? 134 

A. By doing so, Ameren would greatly reduce the bureaucratic obstacles that 135 

frustrate the ability of RESs to provide service to Ameren’s delivery services 136 

customers.  Until these bureaucratic processes are revised, Ameren’s post-2006 137 

supply options will not fully comport with the basic tenets of the Memorandum of 138 
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Understanding (“MOU”), which is addressed in the Direct Testimony of 139 

CNE/PES witness Dr. Philip R. O’Connor. 140 

 141 

II. GENERAL ACCOUNT AGENCY ISSUES 142 

Q. Please explain Ameren’s current designation of account agent policy. 143 

A. The main purpose of this policy is to provide customers the ability to designate an 144 

agent for the purpose of obtaining certain types of account or billing information 145 

and arranging and managing tariff services on their behalf.  For example, 146 

customers can authorize agents to obtain bills and remit payments.  In order to 147 

inform Ameren of this authority and memorialize their relationship with the 148 

customer, an agent submits to Ameren an Account Agent Designation Statement 149 

signed by the customer. 150 

 151 

Q. Please explain the problems associated with becoming an agent in the 152 

Ameren service territory. 153 

A. Ameren currently creates separate account numbers for electric customers who 154 

elect to take competitive retail natural gas transportation service, and thus creates 155 

two separate bills for those customers, one for electric service and one for gas 156 

service.  However, Ameren has argued for several years now that it cannot create 157 

a separate electric bill for a customer that does not take gas transportation service, 158 

mainly due to alleged system constraints.  If a RES wants to become the billing 159 

agent for electric service only, it is required to obtain both the gas and electric 160 
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bills for customers not electing gas transportation service.  Ameren won’t even 161 

provide separate bills upon direct customer request.   162 

 163 

Q. Is there any way a RES can obtain billing data for a customer’s electric 164 

service only? 165 

A. Yes.  A RES can obtain billing data for a customer’s electric service only by 166 

electing Ameren’s Single Billing Option (“SBO”). 167 

 168 

Q. Does the ability of a RES to receive a customer’s electric billing information 169 

via the SBO option address the customer issue of not being able to designate 170 

separate billing agents for electric and gas service? 171 

A. No.  Customers request bill agency service for a variety of reasons.  For example, 172 

a customer may want a third party to manage their electric service account by 173 

making tariff decisions.  Similarly, consider a situation where the family of an 174 

elderly customer desires to pay utility bills and split the services among family 175 

members.  Under Ameren’s antiquated and restrictive agency policy, the family of 176 

the elderly customer in this scenario would have no choice but to designate only 177 

one bill agent for both services.  Ameren’s current agency policy and associated 178 

billing processes limit a customer’s choice and ability to effectively manage its 179 

energy services.       180 

 181 
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Q. What is your recommendation on this issue? 182 

A. Ameren should be required to split customers’ bills between gas and electric 183 

service upon customer request.  Other dual fuel utilities serving customers in 184 

Illinois, such as MidAmerican Energy Company, allow customers to split their 185 

account upon request.  Appropriate modifications should be made to Ameren’s 186 

current business processes to allow customers control over the services they 187 

receive from their public utility. 188 

 189 

III. DATA EXCHANGE – PROPOSALS TO  190 
 FACILITATE THE PROVISION OF MORE  191 
 TIMELY, ACCURATE, AND COMPLETE INFORMATION  192 
 193 
Q. Please explain how RESs obtain important information from Ameren that 194 

impacts your ability to effectively manage the day-to-day operations of your 195 

business? 196 

A. EDI is relied upon by Ameren and RESs to execute most daily business 197 

transactions. The information exchanged between Ameren and RESs includes 198 

customer enrollments and drops, historical usage summary data, metering 199 

information, meter status changes, and monthly meter reads and invoices.  To 200 

ensure that Ameren can exchange information easily with RES, both computer 201 

systems must be able to communicate with each other.  Once the information has 202 

been converted to a common format, it can easily be exchanged.  Using EDI 203 

standards, which contain rules for data formatting, helps to ensure successful 204 

exchanges of electronic data. 205 

  206 
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As a result, we receive most of the important day-to-day operational information 207 

from Ameren in the form of an EDI file or transaction.  Among other things, this 208 

EDI file or transaction includes information such as customer enrollments, 209 

customer drops, name changes, and meter changes.   210 

 211 

Q. Please explain what corrections should be made to the way in which Ameren 212 

interacts with RESs via EDI. 213 

A. As discussed below, there are a number of corrections and practical improvements 214 

to processes related to EDI transactions that Ameren should embrace as we enter 215 

the post-transition era.  As an initial matter, the EDI processes and procedures that 216 

Ameren employs for RES customers should be implemented in a uniform and 217 

consistent manner for all Ameren companies. The principle of uniformity and 218 

consistency should apply to all EDI transactions and across all customers that 219 

elect Ameren post-2006 bundled service (i.e., BGS-FP, BGS-LFP, BGS-RTP, and 220 

BGS-LRTP).   221 

 222 

A. UTILIZING EDI FOR ENROLLMENT OF BUNDLED CUSTOMERS 223 

Q. What specific recommendations do you have for the Commission regarding 224 

how Ameren’s enrollment and switching processes should be revised in the 225 

post-transition period? 226 

A. The process for enrolling customers on proposed Rider BGS-F, BGS-LFP, BGS-227 

RTP and BGS-LRTP should utilize the EDI framework already in place for RES-228 

supplied customers.  Credit is due to Ameren, as its use of EDI has contributed to 229 
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the success of the competitive energy market in Illinois.  Indeed, the market could 230 

not have developed if everything were done via “hard copy” paper transactions.  231 

However, the use of EDI should not be artificially limited to only those customers 232 

who take service from a RES. 233 

 234 

Q. What are the benefits of using the EDI framework for enrolling Rider BGS 235 

customers? 236 

A. The primary benefits are cost savings and increased customer satisfaction, in 237 

addition to mitigating the operational risk discussed above.  More uniform 238 

processes and procedures for enrolling customers, regardless of the supply option 239 

chosen by customers will result in cost savings.  Allowing RESs to process all 240 

customer enrollments using the EDI framework will help Ameren realize gains in 241 

efficiency.  242 

 243 

B. UNIFORMITY OF DUNS NUMBERS ACROSS EDI TRANSACTION SETS 244 

Q. Please describe a DUNS Number and how it affects EDI transactions. 245 

A. As discussed above, due to its wide spread use, EDI transactions must have an 246 

attribute which identifies the utility company who is sending and receiving the 247 

EDI transactions. The industry traditionally has used the Data Universal 248 

Numbering System or “DUNS” number assigned by Dun and Bradstreet. The 249 

DUNS number is a nine-digit number assigned and maintained by Dun and 250 

Bradstreet to identify businesses.  Each Ameren operating company has an 251 

assigned DUNS number, as does their holding company. 252 
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 253 

Q. Please describe the problem that has been observed with respect to the use of 254 

the DUNS number and associated EDI transactions. 255 

A. Ameren is inconsistent in its use of the DUNS numbers that identify Ameren and 256 

its individual operating companies.  Absent consistent use of the DUNS number, 257 

efficiently processing EDI transactions is not possible, affecting the opportunities 258 

of RESs to provide options to Ameren customers.  That is, Ameren makes it very 259 

difficult to do business on any scale since each transaction has to be manually 260 

modified in order to be processed efficiently. 261 

 262 

Q. Can you provide some general examples of inconsistent processes? 263 

A. Yes. The EDI 814 enrollments are sent to Ameren with an Ameren DUNS 264 

number. When an enrollment response is received from Ameren, the response 265 

contains the same Ameren DUNS number, but with appended text.  To process 266 

this in a manner similar to other EDI transactions received from other utilities, the 267 

text must be removed before being processed by the RES. 268 

 269 

Q. Are there other examples? 270 

A. Yes.  The EDI 867 transaction, which represents usage data, is received with only 271 

the DUNS number of the individual Ameren operating company (i.e. different for 272 

CIPS, CILCO, and IP). This is fine if, in fact, the individual companies are the 273 

only entities the RES should be prepared to communicate with via EDI.  274 

However, invoices and payments, EDI 810 and 820 respectively, use both the 275 
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Ameren DUNS number and those of the individual operating companies, making 276 

it more difficult for RESs to process these transactions. 277 

 278 

Q. What is your solution to correct this problem? 279 

A. Use of the DUNS number should be consistent throughout the Ameren 280 

companies.  In light of the growth Ameren has experienced over the years due to 281 

its acquisition of other Illinois electric utilities, Ameren should clearly 282 

communicate to all RESs so that the DUNS number and related procedures are 283 

applied in a uniform manner across the entire EDI transaction set for each 284 

Ameren operating company. Alternatively, the individual Ameren companies 285 

should use the Ameren DUNS number for all EDI transactions. 286 

 287 

C. AMEREN SHOULD IMPLEMENT  288 
 EDI 814-C REGARDING METER NUMBERS 289 

Q. What is the EDI 814-C transaction set used for? 290 

A. The standard EDI 814-C transaction notifies a RES of changes to customer 291 

account numbers, billing addresses and meter numbers. 292 

 293 

Q. Does Ameren currently support the 814-C to notify RESs of changes in meter 294 

number? 295 

A. No.  According to Ameren’s response to CNEI Data Request No. 4.8, Ameren 296 

does not currently support the 814-C for changes in meter number, but plans to 297 

implement the capability prior to January 1, 2007.  (For the Commission’s 298 
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convenience, a copy of Ameren’s response to data request CNEI-4.8 is attached 299 

hereto and made a part hereof as CNE/PES Ex. 2.1.) 300 

 301 

Q. Please explain your concern regarding Ameren’s response regarding 302 

implementation of the 814-C for meter changes? 303 

A. While it is somewhat confusing why Ameren is not currently supporting this 304 

transaction set given Ameren’s requirement to follow the statewide standard for 305 

EDI transactions, commitment to implementing this transaction set prior to 306 

January 1, 2007 is important.  We would, however, suggest that Ameren 307 

implement this transaction set as soon as possible, given that testing will 308 

presumably need to be done between RESs and Ameren.  Given all the other 309 

significant changes that will take place between now and the end of the year, it 310 

behooves Ameren to implement this change as soon as possible, preferably before 311 

the auction, so that Ameren and RESs can focus on other significant changes that 312 

will take place both during and after the auction and post January 2, 2007.  313 

 314 

D. EDI 814 ENROLLMENT RESPONSES SHOULD INCLUDE ACTIVE METERS 315 

Q. What is the EDI 814 response transaction set used for? 316 

A. The EDI 814 response transaction notifies a RES of whether or not an enrollment 317 

request was received and accepted by the utility.  318 

 319 
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Q. Why would a RES want to know the active meters on an account at the time 320 

of enrollment? 321 

A. Simply put, having this information at the time of enrollment allows RESs to 322 

provide better service and results in a more pleasant experience for customers, as 323 

potential problems can be proactively managed before the customer receives the 324 

first bill.  It also produces greater efficiency for the RES, lowering the overall cost 325 

to provide service. 326 

 327 
IV. DATA EXCHANGE – PROPOSED IMPROVEMENTS TO AMEREN’S WEBSITE 328 

Q. How is Ameren’s website currently used by customers and RESs? 329 

A. Customers and RESs use Ameren’s website to access account, meter usage and 330 

billing data.  Additionally, RESs use Ameren’s website to access Ameren’s 331 

standardized forms. 332 

 333 

Q. What areas of Ameren’s website do you recommend be improved? 334 

A. Our recommendations fall into three (3) categories:  First, some changes should 335 

be made as soon as practicable to enhance the data provided to customers and 336 

RESs, mainly due to the impending post-transition period.  That is, there are 337 

certain changes that are required in order to facilitate the processes agreed to by 338 

Ameren in its consolidated procurement case (ICC Docket No. 05-0160, 05-0161, 339 

05-0162 (cons.)) as well as those that are issue in the instant proceeding.  Given 340 

the elimination of legacy bundled rates, new bundled rates, and other new tariffs, 341 

combined with the switching rules applicable to those rates and tariffs, it will be 342 
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necessary for Ameren’s website to provide a translation of the existing schedule 343 

of rates.   344 

 345 

Second, RESs need access to additional and more consistent data so they can 346 

provide customers even more product and service options, which is especially 347 

relevant as we near the end of the transition period.  Given the complex switching 348 

rules proposed for the post-transition period and the proposed shortened 349 

enrollment window, it is imperative that users of Ameren’s website be informed 350 

of an account’s DASR eligibility date as quickly as possible.  For example, 351 

information regarding current and future rate and supply type, supply group and 352 

delivery class information, should be posted on Ameren’s website for all current 353 

customers.   354 

 355 

 Third, Ameren’s website needs to be altered so that there exists one place both 356 

customers and RESs can go to obtain customer related information, regardless of 357 

a customer’s supply type or operating company.  Today, customer related 358 

information resides on Ameren’s website in several different areas and often in 359 

different formats.  For example, AmerenIP customer data can be found in multiple 360 

locations depending on the customer supply type.  Additionally, despite its title, 361 

the AmerenIP Customer TC Information link provides more information than just 362 

TC (transition charge) data.  This type of inconsistency needs to be eliminated so 363 

both customers and RESs can easily obtain informational needs.  Ameren should 364 
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look to ComEd’s PowerPath website as a good example of how to centralize 365 

relevant customer choice related data. 366 

 367 

 These specific recommendations are described in greater detail below. 368 

 369 

 A. NEW RATE AND ELIGIBILITY INFORMATION 370 
   371 

Q. Please explain what information should be included on Ameren’s website 372 

regarding its new rates and eligibility rules? 373 

A. The elimination of legacy bundled rates and simultaneous introduction of new 374 

tariffs for bundled service and delivery service rates, in tandem with the attendant 375 

switching rules applicable to those rates and tariffs, necessitates that Ameren  376 

modify and/or supplement their website so that customers and RESs easily may 377 

obtain the following information: 378 

 379 
1. Current and future rate/supply type (e.g. bundled service rate 380 

SC 11 for AmerenIP, PPO, ISS or pre-2006 RES supply; and BGS-381 
FP, BGS-LFP, BGS-RTP, BGS-LRTP, or post-2006 RES supply); 382 

2. Current and future customer delivery class and supply group 383 
(e.g., AmerenIP SC 110 DS-1, DS-2, DS-3 etc. pre-2006 and Rate 384 
DS-1, DS-2, DS-3, and BGS-1, BGS-2 and BGS-3, etc. post-385 
2006);  386 
 387 

3. Respective Ameren utility.  Ameren should include as a component 388 
of customer information listed on its website, classification of 389 
customers by Ameren operating company: IP, CIPS, or CILCO.  390 
Given that distribution rates and loss factors will likely remain 391 
different across operating companies, customers and RESs will need to 392 
unequivocally conclude which rates and factors apply to prospective 393 
customers; and 394 

 395 
4. DASR eligibility date – Ameren should include a date field on their 396 

website for specific customer data so that customers and RESs may 397 
easily query minimum stay requirements for customers that have 398 
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returned to bundled service.  Currently, customers and RES’ only 399 
method to obtain this information is from an Ameren Transmission 400 
Services Business Center RES contact who may not even have the 401 
most current information.  Given Ameren’s switching rules, 402 
customers’ status (with respect to minimum-stay requirements) will 403 
take on a far greater significance in the post-transition environment.  404 
Accordingly, Ameren must ensure that these bureaucratic, overly 405 
cumbersome and time-consuming tasks are as efficient and user-406 
friendly so that customers and RESs are provided accurate and timely 407 
information on which to determine their best supply option.  408 

 409 
 410 
 B. PROVISION OF ADDITIONAL AND MORE CONSISTENT DATA 411 

 412 
Q. Please describe the need for changes that will yield additional and more 413 

consistent data and information for both RESs and customers? 414 

A. Ameren’s website and business practices should be revised to provide additional 415 

historical data as well as more consistent data for RESs and other utility 416 

customers.  417 

 418 

Q. What historical usage data is presently available on the Ameren website?   419 

A. Yes.  According to Ameren, customers and RESs can access and download 12 420 

months worth of usage information via Ameren’s website, free of charge.  (For 421 

the Commission’s convenience, a copy of Ameren’s response to data request 422 

CNEI-1 is attached hereto and made a part hereof as CNE/PES Ex. 2.2.) 423 

 424 

Q. Does Ameren allow a RES to obtain more than 12 months of historical usage 425 

data? 426 

A. No.  According to Ameren, it does not allow a RES to obtain more than twelve 427 

months worth of historic usage data from Ameren’s website.  (For the 428 
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Commission’s convenience, a copy of Ameren’s response to data request     429 

CNEI-18 is attached hereto and made a part hereof as CNE/PES Ex. 2.2.)  430 

Historical data beyond 12 months may be obtained by contacting Ameren’s 431 

Customer Contact Center, but Ameren will charge a fee for providing this 432 

expanded data based on quantity, type and availability of the data requested.      433 

 434 

Q. Does ComEd allow a RES to obtain more than 12 months of historical usage 435 

data? 436 

A. Yes.  RESs and customers can obtain up to 24 months of historical usage 437 

information via ComEd’s PowerPath website, free of charge.  438 

 439 

Q. Why is 24 months of historical data necessary for RESs and beneficial for 440 

customers? 441 

A. It is difficult for RESs to determine customer usage patterns without more than 442 

one year of data.  For example, a dip in usage during the summer period could be 443 

a one-time only occurrence, a recurring trend, or it could mean that a customer 444 

has changed their business meaning that all future usage will decrease.  It is 445 

difficult to ascertain useful information from such a small sample of data.  In 446 

order for RESs to be allowed to fully meets the needs of all customers, RESs need 447 

access to this additional usage information.  448 

 449 
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Q. What is your recommendation on this issue? 450 

A. Ameren should provide up to 24 months of data to both customers and RESs, free 451 

of charge.  RESs and customers in the Ameren service territory should have the 452 

same opportunity to receive the same quality of information for the same cost as 453 

that being provided to RESs and customers in the ComEd service territory.   454 

 455 

Q. Does Ameren currently provide the same customer data to RESs and 456 

customers, regardless of a customer’s supply type? 457 

A. No.  The type of customer related information provided by Ameren varies 458 

depending on the supply type of the account.   For example, Ameren does not 459 

always provide customer TOU data and on and off peak split information.  That 460 

is, when an account is direct served by a RES, Ameren’s website does not display 461 

on/off peak splits. However, if the account is supplied by the PPO the on/off peak 462 

splits are displayed. 463 

   464 

Q. Please explain why you recommend that Ameren provide TOU data and on 465 

and off-peak splits for RES-supplied customers? 466 

A.  It is true that during the time that the RES is directly serving the account, the RES 467 

may possess on/off peak splits through its own billing mechanism.  However, the 468 

information collected by that RES obviously is not displayed on Ameren’s 469 

website; therefore, other RESs would not be privy to such information.  It does 470 

not make sense to withhold the posting of this important, relevant information that 471 

would allow RESs to better serve customers.  472 
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 473 

Q. How would the provision of this data and information better allow RESs to 474 

meet the needs of retail customers?  475 

A. Since any internal report of the on/off peak splits would be proprietary to the 476 

RES, another competing RES would not have access to this information. By not 477 

having access to this information to give price quotes, the competing RESs 478 

pricing becomes less accurate and potentially harmful to the overall economics of 479 

both the customer and the RES. Basically, having Ameren post the on/off peak 480 

splits on its website would be beneficial for retail competition overall, and would 481 

foster more accurate pricing.  482 

 483 

Q. Did ComEd agree to provide this type of data to RESs and customers? 484 

A. Yes, in its delivery services proceeding (ICC Docket No. 05-0159), ComEd 485 

agreed to provide RESs on and off peak data for all customers, regardless of the 486 

customer’s service of supply. 487 

 488 

V. AMEREN COMMUNICATIONS WITH CUSTOMERS AND RESS 489 

Q. Does Ameren currently have adequate processes in place to ensure consistent 490 

and effective communication with customers and RESs? 491 

A. No. 492 

 493 
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Q. Why are Ameren’s current processes inadequate? 494 

A. Communication from Ameren is not always consistent or timely.  In fact, if you 495 

contact different areas within Ameren with the same question regarding Ameren’s 496 

interpretation and application of certain tariff provisions, you may get different 497 

answers.  If one RES or customer asks the question, Ameren might provide one 498 

answer, but there is currently no mechanism to ensure that the next RES or 499 

customer that asks the same question will receive the same answer.  As a result, 500 

not all customers are on equal footing when they are evaluating their options.  501 

This is essentially a “quality control” issue.  Given the complexity of Ameren’s 502 

current and proposed tariffs, and its switching rules and eligibility requirements, it 503 

is critical that Ameren provide consistent and accurate information to customers 504 

and RESs. 505 

 506 

Q. Do you have any suggestions on how Ameren can improve its communication 507 

processes? 508 

A. Yes.  There are at least three (3) specific ways in which Ameren can better ensure 509 

its communications are consistent and effective.  First, Ameren should use an 510 

“electronic bulletin board.”  Second, Ameren should assign each RES an 511 

individual contact within Ameren’s Transmission Services Business Center 512 

(formerly known as the ARES Business Center).  Third, Ameren should assign a 513 

specific customer service representative to each RES. 514 

 515 
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Q. Please explain how an electronic bulletin board would work. 516 

A. Ameren should develop an area on its website where communications to 517 

customers and RESs would be posted, along with a “Questions and Answers” 518 

area, where questions posed to Ameren by customers or RESs could be posted 519 

along with Ameren’s response.  Using this process where the same information is 520 

accessible by all interested parties would ensure Ameren is accountable for 521 

providing consistent and timely information.  This is comparable to the 522 

Frequently Asked Questions (“FAQ”) sections found on many websites. 523 

 524 

Q. What type of information would be posted on the electronic bulletin board? 525 

A. Ameren would be the ultimate “gate-keeper” of the information that is posted, as 526 

it would reside on their website.  As such, Ameren would also ultimately 527 

determine what information is posted.  The currently existing Ameren 528 

Transmission Services Business Center (“TSBC”) would be the logical area 529 

within Ameren to manage the information.  It would seem to be in Ameren’s best 530 

interest to post all questions and answers that would have widespread application 531 

(i.e. information that multiple customers or RESs would find useful).  That way, if 532 

the questions are asked again by another customer or RES, all areas within 533 

Ameren would have a reference tool to ensure they are providing consistent 534 

answers.  This mechanism should also be used by Ameren to ensure the proper 535 

areas within the Company have reviewed and agree with the response prior to its 536 

posting.  The bulletin board also could be used to notify customers and RESs of 537 

information such as tariff filings, system issues, or new meter read schedules. 538 
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 539 

Q. Is there any risk that confidential information will be disclosed? 540 

A. No.  Ameren could review information prior to posting, such that any confidential 541 

or inappropriate information is not posted on the public site.  While there may be 542 

requests for confidential information (e.g. account-specific information) Ameren 543 

simply could respond in those situations that the interested party should contact 544 

their account representative for more information.  That way information related 545 

to any specific account would not be disclosed on the bulletin board.  Also, the 546 

identity of the requesting party would not be disclosed. 547 

 548 

Q. Who would have access to this electronic bulletin board? 549 

A. Since we do not envision that Ameren would post anything that is confidential, 550 

there is no need to limit access.  551 

 552 

Q. What is Ameren’s process for assigning RESs a contact within Ameren that 553 

can handle RES-related issues? 554 

A. Currently, Ameren’s TSBC is the contact for all RES-related, Meter Data 555 

Management Agreement and transmission billing issues.  If a RES has a particular 556 

question that falls into one of the three aforementioned categories, they call the 1-557 

800 number for the group and deal with whichever one of the three individuals 558 

that staff Ameren’s TSBC who happens to answer the phone.  559 

 560 
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Q. Do you have any issues with Ameren’s current process? 561 

A. Yes.  While it is helpful to have a dedicated group, many times RESs have to 562 

repeat issues to multiple people within the group.  This process also often results 563 

in RESs being transferred to different people within Ameren, often outside of the 564 

TSBC, to find the proper resource.  Additionally, the TSBC does not handle PPO- 565 

related issues; as a result, multiple contacts within often are necessary Ameren 566 

before PPO-related questions are resolved. 567 

 568 

Q. Please explain why Ameren should assign each RES an individual contact 569 

within Ameren’s TSBC. 570 

A. Based on our experience working in other territories, it is much more efficient for 571 

a RES to have one primary contact.  If one person within Ameren’s TSBC were 572 

assigned to each RES, there would be one point of contact that would understand 573 

the RES’s specific issues and track an issue from initiation to resolution.  This 574 

Ameren representative could then also contact the proper Ameren resources for 575 

any given situation so that the RES would not have to contact multiple parties. 576 

 577 

Q. Please explain why having a single Ameren customer service representative 578 

assigned to each RES would improve communication. 579 

A. This customer service resource would allow all customers to receive more timely 580 

and consistent customer service.  Customers often have questions regarding their 581 

invoice, electricity usage, retail options or other items related to their electric 582 

service.  While customers can contact their RES or Ameren’s customer service, 583 
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given the complex nature of the switching rules and timing of enrollment, often 584 

questions cannot be answered solely by their RES or solely by Ameren due to 585 

varying contractual arrangements or utility tariffs and requirements.  Customers 586 

also often are under critical time factors where timely answers make the 587 

difference as to whether they make or miss a switching deadline for any given 588 

month or year. 589 

 590 

If each RES had a consistent and single contact who is part of Ameren’s 591 

Customer Service team, customer-specific issues and questions could be handled 592 

in a timely and consistent manner.  The Ameren customer service team would be 593 

made aware of the types of issues brought up by RES-supplied customers and 594 

would be trained accordingly.   595 

 596 

Q. If Ameren were to agree to assign a current TBSC representative to each 597 

RES, could this representative handle a customer service related role? 598 

A. No.  Even if Ameren were to agree to assign an individual TBSC representative to 599 

each RES, TBSC representatives are not directly accountable for customer service 600 

issues, such as providing timely and accurate information to customers.  Instead, 601 

customers’ only resource is to contact a Ameren’s customer service representative 602 

via Ameren’s 800 number.  RESs are uniquely positioned, as a result of our 603 

experiences dealing with large groups of customers who are investigating and/or 604 

taking competitive supply, to provide detailed information to Ameren regarding 605 
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customer issues that result in frequent questions.  Ameren should facilitate this 606 

communication between Ameren and RESs. 607 

 608 

VI. CONCLUSION 609 

Q. Please summarize your recommendations to the Commission.  610 

A. The Commission should direct Ameren to adopt the recommendations of 611 

NewEnergy and PES with regard to the operational and interface issues that we 612 

have identified.  Specifically, we recommend: (1) modifications to GAA / billing 613 

agent authority; (2) practical business solutions to EDI transactions; (3) 614 

modifications to the Ameren’s website; and (4) specific means of improving 615 

communications between Ameren and customers.  Based on our experience, we 616 

believe that Ameren's adoption of these basic and straightforward 617 

recommendations can improve the operational aspects of the interactions between 618 

RESs, Ameren and customers.  This will lead to greater efficiencies for all 619 

stakeholders and ultimately have a positive effect on the ability of the 620 

Commission, Ameren and RESs to bring the benefits of competition to retail 621 

customers. 622 

 623 

Q. Does this conclude your testimony? 624 

A. Yes.  625 


