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DIRECT TESTIMONY
OF

GEOFF MARKE

UNION ELECTRIC COMPANY
d/b/a Ameren Missouri
FILE NO. ER-2016-0179

INTRODUCTION

Please state your name, title and business adds

Geoff Marke, PhD, Economist, Office of the RaliLounsel (OPC or Public Counsel), P.O.
Box 2230, Jefferson City, Missouri 65102.

By whom are you employed and in what capacity?

I am employed by the OPC as a Regulatory Economist.

Please describe your education and employment cdeground.

| received a Bachelor of Arts Degree in Englismfréhe Citadel, a Masters of Arts Degree
in English from The University of Missouri, St. Lisyand a Doctorate of Philosophy in
Public Policy Analysis from Saint Louis Univers{tfsLU"). At SLU, | served as a graduate
assistant where | taught undergraduate and gradaatse work in urban policy and public
finance. | also conducted mixed-method researchtramsportation policy, economic

development and emergency management.

| have been in my present position with OPC sing®ilAof 2014 where | have been
responsible for economic analysis and policy retean electric, gas and water utility
operations. Prior to joining OPC, | was employed twe Missouri Public Service
Commission as a Utility Policy Analyst Il in the &gy Resource Analysis Section, Energy
Unit, Utility Operations Department, Regulatory v Division. My primary duties were
reviewing, analyzing and writing recommendationsaawning integrated resource planning,

renewable energy standards, and demand-side maeagprograms for all investor-owned
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electric utilities in Missouri. | have also workéor the Missouri Department of Natural
Resources (later transferred to the Departmentoh&mic Development), Energy Division
as a Planner Ill and was the lead policy analyselentric cases. My private sector work
includes Lead Researcher for Funston Advisory itrdite Michigan, where | did a variety of

specialized consulting engagements for both priamatepublic entities.

Have you been a member of, or participate in, anwork groups, committees, or other

groups that have addressed electric utility regulabn and policy issues?

Yes. | am currently a member of the Nationabdgation of State Consumer Advocates
(NASUCA) Distributed Energy Resource Committee wWhishares information and
establishes policies regarding energy efficien@newable generation, and distributed
generation, and considers best practices for thelaament of cost-effective programs that
promote fairness and value for all consumers. o a member of NASUCA's Electricity
Committee and NASCUA’'s Water Committee which arskéal with analyzing current

issues affecting residential consumers.

Have you testified previously before the Missour Public Service Commission
(“Commission”)?

Yes. A listing of the cases in which | have \poasly filed testimony and/or comments
before this commission is attached in GM-1.

What is the purpose of your rebuttal testimony?

The purpose of this testimony is three-fold:

1. To sponsor consumer disclaimer language and comsenrgards to large capital

investments in rooftop solar and energy efficiency;

2. To recommend the Commission order Ameren Missoumadify its residential bill
to be more transparent and to better inform custemiethe charges being assessed,
which is consistent with the Commission’s residariiilling rules; and

2
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3. To recommend that Ameren Missouri’s low-income MEEurcharge exemption costs be

spread in an equitable manner to all customeredas®ving forward.

CONSUMER DISCLAIMER

Consumer Protection Regarding Fixed Charge Increaseand Capital Investments

Q.

Is OPC concerned with the frequency of request® increase the residential customer
charge and other fixed charge increases?

Yes. OPC strongly believes the customer chatlgrild not be a conduit to address the
Company’s perceived external threats and certaiot\at the expense of those who can least
afford to lose further control over their finandiakes such as low-income and fixed-income
ratepayers. To that end, much has already beerdstatprevious cases—and and will be
expounded on in rebuttal in this case. Howeverophéyow and fixed-income ratepayers, the
next obvious subset of ratepayers unfairly pendlizg an increased customer charge are
those who have invested time and money in beingciaft, conservative and
environmentally responsible. This is because isa@austomer charges offset the financial
savings of any previous efficiency actions and ertbe incentive to improve appliances or

better insulate their home moving forward.

Ratepayers who just made capital investments ercansidering making investments in
energy efficiency measures will have much longembpek periods over which to recoup
their investments if the customer charge is in@@ashis can be illustrated by looking at the
U.S. Department of Energy’s, EnergyGuide and Lightracts labels placed on appliances
and lighting and by looking at the Home Energy Rega MEEIA-sponsored program
where usage comparisons are mailed to select AnMigsouri residents to induce energy
efficiency actions) as seen in Figures 1, 2 arespactively.
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Figure 1: Example of The EnergyGuide and Lightiagts label for new appliances and lighting

WS, Gl

E"ERC GU'DE Lighting Facts persuis
e cwﬂ%ﬁ‘i Brightness 800 lumens

* Theough-the-Doar lca

Estimated Yearly Operating Cost Estimated Yearly Energy Cost $1.57
Based on 3 hrs/day, 11¢/kWh | —
$67 Cost depends on rates and use
Life
| A4 | Based on 3 hrs/day
f T 1 T 1
§57 §T4 -
Cost Range of Similar Medels Light Appearance
Warm Cool
1 1 ]
X
630 2700 K
J kWh
Estimated Yearly Electricity Use Energy Used 13 watts

Your cost will depend on your utility rates and use.

= Cost rangt basod ooy i similar capaity
Swe-mounted ireezer and thirough-the-doo ice.
. o o0 5 2007

A 2y 008t of
1065 cents per KA,
* For mans infamration; vist waw, e govlappliances.

Figure 2: Example of Ameren Missouri Home Enerqmé

The chart below compares your energy use from last fall
to other nearby similar homes during the same time period.
Take a look at the chart and then read about the ways you
can reduce your home’s energy use to save money.

Compare your usage from last fall to similar homes: Vosieg
1y use js;

OUfSI‘a ' 8
n \
o~ ~ A~ ding!

Similar : Similar
Etficient Home* Home Average Home" .

50th
Parcentile

20th
Parcentile

| IHE

#Homes of similar size, style and age in you o the lowest energy Use (in the 20th percentile). Based on available public data.
tAverage homes near.yours that have a similar size, style; age and number of occupants (60th percentile of energy use). Based an available public data.

/2

Questions? Email MyReport@ameren.cbm or call 1.877.215.5752. i meren
For more information, visit AmerenMissouri.com/myreport. MISSOURI

1 U.S. Department of Energy (2013) Comparing appkaand lighting energy costs online just got easier
http://energy.gov/energysaver/articles/comparingliapce-and-lighting-energy-costs-online-just-gatier
% Fehrenbacher. K (2014) Report: Opower has quiidlg for its long-awaited IPO.
https://gigaom.com/2014/02/12/report-opower-hastyfiled-for-its-long-awaited-ipo

4




o o1 b~

\l

10
11
12

Direct Testimony of
Geoff Marke
File No. ER-2016-0285

Figure 3: Example of Ameren Missouri Home Enerqmﬁ

Save year after year with these personalized steps!

ANNUAL SAVINGS:

o 0% o

ANNUAL SAVINGS:
o | = OF HEATING
il ré&j‘o/f) COST :?I ‘

ANNUAL SAVINGS:
_RND/. oFueating
i b&j /0 costs

Turn off the lights you don't
need and save energy.

Make it a habit! During the daytime or
any time you leave a room, turn off the
lights. You'll get to enjoy more natural
light and save on your energy costsl

Tune up your heating
system for best
performance.

The fall is the best time to tune up your
heating system so it keeps working
efficiently through the cald months.
Check or replace the air filters every
two to three months and schedule a
tune-up with a qualified contractor.

Upgrade to an efficient
heating system to stay
warm and save.

If your heating system is struggling to
keep up with the cold, it's time to
switch to an efficient system. Besides
saving energy, new models are quieter,
with better temperature control, And
Ameren Missouri offers up to §300 in

rebates for eligible models. For more
information, visit
AmerenMissouri.com/hvac.

Questions? Email MyReport@ameren.com or call 1.877.215.5752,

For more information, visit AmerenMissouri.com/myreport.

Increasing the fixed charges on a customer’sdistiorts these pricing estimates and would
minimize the benefits created by Ameren Missouergergy efficiency programs to date.

This same logic applies to distributive generasiooh as rooftop solar.

If a ratepayer considers making a large-scaletalaphey should be cognizant of the risk
involved with that purchase. In some ways, thisiasdifferent than any other long-lived
investment. For example, if you pay extra for ackic car, you run the risk of gas prices
falling after you buy the car and your investmeott paying off. The difference here is that
much of the risk is subject to Commission orderghWwost financial risks, there’s a chance

the underlying prices will go up or down 5% but aam smaller chance that they’ll change

% Fehrenbacher. K (2014) Report: Opower has quiidlg for its long-awaited IPO.
https://gigaom.com/2014/02/12/report-opower-hastiyifiled-for-its-long-awaited-ipo
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by over 50%. However, this is exactly the sortisi ratepayers who have elected to become

more efficient are faced with whenever a rate dasg&et is opened.

In the past five electric rate cases before tresn@ission, utilities have proposed fixed
monthly customer charge increases of 50%@8%> 21%° 52%/ and 119 as well as
Ameren Missouri's proposed “grid-access charge’kisgea 61% fixed charge increase
respectively. If existing fixed charges are increased or creapayers who have made
investments in energy efficiency or distributed gyation will have longer payback periods
over which to recoup their investments and allpagers will be made worst off by having
the benefits of energy efficiency minimized and twsts maximized (includes MEEIA-
related performance incentives). Despite the ise@austomer charge tactic largely being
abandoned by utilities throughout the coulifrsatepayers who made good-faith investments
are still exposed to future regulatory rate desigpartures or rulemaking decisions that
could have an adverse impact on their past desiseproactively take control of their bills.

4 ER-2014-0351 Direct Testimony of W. Scott Keithlg, 8.

® ER-2014-0370 Direct Testimony of Tim Rush p. 65, 9

® ER-2016-0023Staff's Rate Design and Class CoSefice Report p. 3, 5.

" ER-2016-0156 Direct Testimony of Bradley D. Lut33, 10.

8 ER-2016-0285 Direct Testimony of Marisol E. Millachedule MEM-3 p. 6.

® That is assuming a fixed charge increase in foiah $8.00 to $12.89.See also ER-2016-0285 Direstimony of
William R. Davis p. 19-26.

1% Trabish, H.K. (2015) Beyond fixed charges: ‘Digiiup Challenges’ author charts new utility pathilitydive.
http://www.utilitydive.com/news/beyond-fixed-chaggdisruptive-challenges-author-charts-new-utiligt/08971/
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Q. Could you provide an example of this threat in aother state?

A. Yes. Recently, the Public Utilities CommissidnNevada (“PUCN?”) ordered that ratepayers
with installed solar would have their fixed chargigsled from $12.75 to almost $40.00 over
the next four years. In addition, the PUCN chartpedhetting to hourly rather than monthly
and instituted a low rate for sales to the dtidihese changes will be applied retroactively to

Nevada’s 18,000 existing solar customers, in aaftlith any new customels.
Does OPC have a consumer protection proposal foooftop solar?

A. Yes. OPC has drafted disclaimer language ta ptgential buyers that their PV systems are
subject to possible future rules and/or rate chamngeich could have an impact on the
economic assumptions behind their purchase. ORGoped language to be included as a

disclaimer is included in Figure 4.

115-070401 & 15-07042. Application of the NevadavepCompany and Sierra Pacific Power Company d/a
Energy for approval of a cost-of-service study aatimetering tariffs.
http://pucweb1.state.nv.us/PDF/AxImages/DOCKETS 520HRU_PRESENT/2015-7/9692.pdf
12 pyper, J. (2016) Does Nevada’s controversial regering decision set a precedent for the Nation?
Greentechmedidnttp://www.greentechmedia.com/articles/read/nevaetametering-decision
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Figure 4: Proposed disclaimer language for futaoftop solar purchases

Disclaimer: Possible Future Rules and/or Rate Gégang

Affecting Your Photovoltaic (PV) System

1. Your PV system is subject to the current ratesgsridnd regulations ordered by the
Missouri Public Service Commission (“CommissionThe Commission may alter its
rules and regulations and/or approve future rateeases. If this occurs, your PV system
is subject to those changes and you will be resiplerfor paying any future increases to

electricity rates, charges or service fees from remélissouri.

2. Ameren Missouri’s electricity rates, charges andvise fees are determined by the
Commission and are subject to change based upatetison of the Commission. These
future adjustments may positively or negatively atipany potential savings or the value

of your PV system.

3. Any future electricity rate projections which mag presented to you are not produced,
analyzed or approved by Ameren Missouri or the Casion. They are based on
projections formulated by external third parties afiliated with Ameren Missouri or the

Commission.

Print installer's name

Installer’s signature

Date signed

Print customer-generator's name

Customer-generator’s signature

Date signed
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This disclaimer would not regulate the finana@ahtents of the solar provider’'s offer. It
would require all residential customers who aresatering rooftop solar to be aware that the
price and payback assumptions seen today areatmt &hd, in part, subject to considerable

regulatory oversight.

The disclaimer would be placed in Ameren Missauriariff in the Interconnection

Application/Agreement for Net Metering Systems w@hpacity of 100 kW or Less tariff

sheet 171.10 within the Energy Pricing and Billsggtion. Ameren Missouri would also be
requested to maintain electric copies of theselaiimers with signed consent for future
reference, including Commission Staff and OPC audit

Is OPC proposing similar language for energy eifiency investments?

Yes. The same logic applies equally to all eperfficiency products. However, OPC has
elected to limit the disclaimer to measures/actietpiiring a third-party installer on the
ratepayers premise as well as Ameren Missouri's\ieral response program. This would
include the following programs currently in place Ameren Missouri’'s Commission-

approved MEEIA portfolio:

Non-Residential/Business Programs:

» Standard Incentive Program

» Custom Incentive Program

* Retro-Commissioning Program

* New Construction Incentive Program

e Small Business Direct Install Incentive Program

Residential Programs:

* HVAC Program

 Home Energy Reports Program

OPC'’s proposed language to be included as a uisalas included in Figure 5 below:

9
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Figure 5: Proposed disclaimer language for eneffisiency investment

1.

2.

3.

Installer’s signature

Date signed

Customer’s signature

Date signed

Disclaimer: Possible Future Rules and/or Rate Gégang

Affecting Your Energy Efficiency Investment

Your energy efficiency investment is subject to tuerent rates, rules and regulations
ordered by the Missouri Public Service Commissi@o(nmission”). The Commission

may alter its rules and regulations and/or appfottee rate increases. If this occurs, your
energy efficient investment is subject to thosengea and you will be responsible for
paying any future increases to electricity ratdgrges or service fees from Ameren

Missouri.

Ameren Missouri’'s electricity rates, charges andvise fees are determined by the
Commission and are subject to change based upateti®on of the Commission. These
future adjustments may positively or negatively atipany potential financial savings or

the value of your energy efficient investment.

Any future electricity rate projections which mag presented to you are not produced,
analyzed or approved by Ameren Missouri or the Casion. They are based on
projections formulated by external third parties afiliated with Ameren Missouri or the

Commission.

Print installer's name

Print customer’s name

10
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Q.
A.

This disclaimer would require all residential angsiness customers considering making a
large energy efficient investment to be made aw@egorice and payback assumptions seen

today are not static and, in part, subject to a@rable regulatory oversight.

The disclaimer would be required for any transactvith non-residential customers as well
as residential transactions involving the Compa ¢AC and Home Energy Report

program. The disclaimer would also be followingleaf the aforementioned programs

description in Ameren Missouri’s tariff as follows:

Non-Residential/Business Programs Tariff Sheet N@01.4 and:

Sheet No

Sheet No

Sheet No

Sheet No

Sheet No

. 202 Standard Incentive Program

. 203 Custom Incentive Program

. 204 Retro-Commissioning Program

. 205 New Construction Incentive Program

. 206 Small Business Direct Install IneenBrograms

Residential Programs Tariff Sheet No. 211.3 and:

Sheet No

Sheet No

. 214 HVAC Program

. 215 Home Energy Reports Program

TRANSPARENT BILLING PRACTICES

Please describe Ameren Missouri’s current billdrmat.

Ameren Missouri provides a one-page bill/lenesjgtement that contains a variety of
information including one-year electric service ailet based on kilowatt hours (kWh),
“some” of the charge detail components, the amalu® and due date, and an energy

efficiency message. A sample copy of the residehtienergy statement can be seen in

Figures 6 and 7 respectively.

11
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Figure 6: Side 1 of the sample Ameren Missouredial bill/energy statement

Sample of Residential Energy Statement

Ways to Reach Us

_é‘ r-‘f. = AmerenMissouri.com A
= 1,800.552.7563
WAMEIEH = PO Box 790352 St Louls, MO 63179-0352 E7 @ ;
MISSOURI Armmidessimspi FOCUSED ENERGY, for [ife.
Current Charge Detail for Statement 03/30/2016 AMOUNT DUE $aa‘ﬂu - Total Amount Due
Electric Charge - Residential 83240 The amount of this bill will be automatically deducted from your
Fuel Adjustment Charge $0.54 bank account on 04/11/2016.
Energy Efficiency Investment Charge -40.30 :
St. Louis City Municipal Charge : f3g | DUNBHL SRS
Current Charge | $34.00 Account Number 1234567840
Budget Bill Adjustment Current Charge Detalls $4.00 Customer Name John Doe
Amount Due $38.00
. : Previous Statemant $38.00
Electric Service from 02]25/20 I - 03/28/2016 32 Days Last Payment - 03/1012016  $38.00
Mnter Cimment Pravious Cusment Reading
Nismiber Reading Reading Usage Type Your Budget Billing balance is ahead §32.69 after paying this bill.
B mzass0 one 020850 262 KWh fewial v
Electric Sarvice Details April Statement
Service E
Electric Usage in Kilowatt Hours (kWh) Electric Usage Summary (kWh) E
o = Electric Usage History Sa far this year, you're using 13.6% less g
ol ) — — than last year 5
150 i i l 1015 1,173 kW 8 =
oy LR
! 43°F  S8°F BEB°F JEF TECF  T0°F TE'F BAF SI'F  AT'F  12°F  40°F  G2°F 13.6 .“ § g
A May Jun Jul Mg Sep Dt Nov Dec Jem  Fab  Mar  Apr MSABE 2016 z gg
Auarasge Monihly Tamperatize [*F) Unaga froe Jarv Age for 2 o

Electric Usage Summary

Simple Solution.
Opening windows creates a cross-breeze, allowing you 1o natwrally cool your home without switching on air conditionars.
This is an ideal tactic in spring to save energy.

[

Electric-Savings Tips ﬁ

o> = Sem rowerse for messages Page 10l 1

12
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Figure 7: Side 2 of the sample Ameren Missouredial bill/energy statement

Pleass return thes partion with your payment,

A2
“ Ameren :

MISSOURI $36.00 April 11, 2016
O Check if you have sddrass changes on hatk. Delinquent Amount After Due Date
$38.57 1234567890

TR | L T L L UL L L et P | Amount Enclosed: §

>00000} 5012142 00D1 092139 L0Z

0706 1 AV 037 50 £3108

J“hn DBE IIII"IIIIIIIIIIIII I IIII"I'I'II'tIl"I IIII ] I'!I IiII Iill'lllllll'll

1234 Main Street . AMEREN MISSOURI

A Y
J'-'l.l'l'fll.'.lWI'l, LISA 123456789 Remittance Address PO BOX 88068
CHICAGD IL 606B0-1066

oooo0ooo oDOooooOooOOOOO OOOOOODD OODOOOOO oOoooOoooo

.._\‘_‘r{_ = AmarenhMissoun com
= | 8005527582 -
= P Box 790352 St Lowis, MO 63173-0352 K1 ¥ F
MISSOUR] Pebanldasi g FOCUSED ENERGY. {=r [ift.

Aecount Messages
SPEEDFAY offers residential customers convenient payment aptions. You can pay your hill wzing MasterCard, VISA or
American Express 24(7 - yust call 1.866.268.3729. For recurming payments visit us at AmerenMissouri.com.

- 4

Account Messages
spri“g Has Spring i bore and thewarmer wasther makes 08 gopd Bme for yord work
wnd athir outdoor activitee No mattsr what's anyour sgende, lectricsl
Spml‘lﬂ. aafety shaull b an important part of yeer ans,
Call Belore You Diy. Protectyoursell and  Right Tree, Right Place, Planting the right
your utility services by calting B1.1, before species of tra in tha right place prevents
planting trees, gardens or digging knyouryard.  interference with your service and ansures traes
Having underground lines properly marked arg an assal 1o you and your cammnity, Find
helps prevent service disruptions and injuries.  planting tips st AmerenMissouri.com/trees.
= 3 I your property is dameged by storms, don’tremove debris near or touching power lines
Be MII'B. Be ﬁﬂﬂ.ﬂ. Agsume all downad lmes are enangized and call us 1 1.800.552.7583 to raport the locaton
Address Changes of Commoctions = Address Change AmerenMissaur.com/WaysToPay
ONLINE PHONE 1N PERSON
e I‘—_'-g E-CHECK & 86 NEITH l FIND A PAY STATION AT
ey AMERENMISSOURLCOM
City, State, Zip aMLINE MAIL PAYSTATION
Phosie Nem E CREDIT CARD éz 4708 & CHECK
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Q.
A.

What charge detail components are currently misag from Ameren Missouri’s format?

There is no customer charge listed. Moreovesidemntial customers would not be aware of
their variable usage rate from the bill. That isthe winter season, customers would not
know that the more electricity they consume thesager the service becomes. Finally, there
is no indication that ratepayers are being chafged low-income pilot program. Figure 8

highlights the specific current charge details anefen Missouri’s bill statement.

Figure 8: Current Charge details on Ameren Miss®wsidential bill

Current Charge Detail for Statement 03(30/2016
E $32.40

Q.

lectnc Charge - Reswdential

Fuel Adjusiment Charge $0.54 Omitted Charge Details:
Energy Efficiency Investment Charge -$0.30 «  Customer charge — per mon
St. Lours City Municipal Charge . ¥1.36 >_ + Energy charge (summer andl’I
Current Charge $34.00 winter) — per kWh
Budget Bl Adustment Current Charge Detalls ¥4.00 + Low-income pilot program
El.lﬂgﬂ Bill Amount $38.00 charge — per month
Amount Due §$38.00

Do any other investor-owned electric utilitiesn Missouri omit these charges on their

bills?

No.

Are there Commission rules that specifically regire authorized charges to be clearly

stated on residential bills?
Yes. 4 CSR 240-13.020(9) (E) Billing and Paynmtaindards states:
Every bill for residential utility service shalearly state---

(E) The amount due for other authorized charges;

14
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Q. Does Ameren lllinois include the same limited #ormation on residential customer bills

as Ameren Missouri?

A. No. Figure 9 and 10 are the representative Amdimois electric bill sample from its
website.

Figure 9: Side 1 of Ameren lllinois Bill Summé?y

AV
-W f W Amerenlllincis.com
ﬂﬂgﬁmﬂ Customer Sumvice 1.800,755.5000 itﬂtemﬂ;t Issued g‘:f:;}fﬁﬂtﬁ
mount Due i
Due Date May 2, 2016
Aceount Number 1234567880 Lest Payment a0
Customes Nane JOHH SMITH Pagemaont received. Thank ya
JAM SITH
Service Address 123 MAIN ST

ANTWHERE, IL 45678

Current Charge Summary for Statement 04111/2016
Tl
Total Elecine Charge §12.47
Total Gas Charge 537 BR You're i control with Budget Billing. Your energy payments will be

predictable. Avoid surprises, and gain paace of mind. Ensoll in
Subtatal Current Charges $110.15 | Budgat Biling Rollover Program by sending only $102.00, Payment
must be recemved by the due date on this ball.

Total Amount Due £110.15

Electric Usage History in Kilowatt Hours (kWh) Avarage Daily Electric Usa (kWh)

TIME PEREQD AVG. DAILY USE
22
E17 B38 BI0 1320 1703 1BE 6™ B G52 &M ED0 BN GER CURRENT BMGNTH 2037 kwn
AFR WAY JUN Ji ALG P 0cy (11 DEC JAN FER MaR AFR AE MO slare
1] ] = [ . qEf
iy s o e He s AP e A W v, B LAST YEAR 17.23 kWil
=\.|-.I lr_|-'.”' 1k '_. Tir i ALy
Gas Usage History in Therms Average Daily Gas Use (Therms)
TIME PERIOD AVG, DAILY USE
. o

49 1 12 1 g g 8 M -S| RN 43 i} CURRENT MONTH (.83 Theems

. y . . : LAST MONTH 169 Thetms

AP MAY  JUN L AUG EEP OCT  MOY  OIC  JAN  FEE MAR AR LAST YEAR 1.63 Theems

51 63" 61" 7 et " 65 57 44* an® 3 - 1 b

Ewstagn Meathly Tornpeiaters

13 Ameren lllinois (2016) Sample of the New Bill Dgshttps://www.ameren.com/illinois/csc/your-bill/saragbill
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Figure 10: Side 2 of Ameren lllinois Bill Summéty

Al
dee f W oA ren 1l s con
mmmsmﬂ Cusiomar Service 14901555009 Statement Issued 04112016
Amount Due $110.15
Aceswnt Number 1234567880 Due Date May 2. 2016
Cisstomer Narmg JoMy SAETH ’
JAN SWITH
Service Addiess 123 BAIN 5T

ANYWHERE. || 45648

BATE ELVIRINT
Paymant Racaived Apnil 5, 2016 $84.60
Electric Service Residentiol Billing Detail - Rate Zone | D303/2016 - DAOJ/Z06 (30 days)
Electric Meter Read lor 03852016 - 04082016 (30 days)
READ TYRE BMETER NUMEBFR CURBENT METERAEAD PREVIOUS METER READ READ NIFFERENCE  MUN TIPLIER USAGE
Tetal kivh 12345678 B4 1480000 Actual B4140.0000 Actual EOE(O000 1.0G00 ElE.CO0D
Usage Sumemary
Tatal kilh BOEDO0D  Men-Summes KTV EOE. 0000
CHARGE DESCRIPTION USAGE UmIT RATE CHARGE
Elactric Dativery Caatoeoer Chage 312 61
emsernd I Munter Ghargo #3,04
051 Resrdenied Debiveiy Dateibatmn Delivery Chige Nan Sarnmes EO8.00 kWwn B $0.027:0000 $16.81
SEGCE Elacti Brvaronmental fdjus it EOR.00 kW B 00001 NGED .10
Eeergy Effeoecy Demand Reaponee EOE.00 ke i 500041060 §d.a8
Elestric Deliwary $37.04
Elnctric Supply Parchasod Floe Man-Sevne 0800 KWh BA.00 KW B 00583500 Fa5.48
fmaezen Mhnes Parchased Eechiiy Adpeame 0800 kW B S000HdEN 5148
BGS-1 Bane Goneration Supply Cast Adjustmen EOE00 KWe i@ S000 16200 0,54
Smwnce Transimission Smivice Chago BO2.00 ki B 80007 2000 4.6
Eleciric Supply $39.67
Taxas and Other Fees Mumecspad Tax £
|Bipis State Eecineity Foose Tax 20
EOT Coa1 Recovery £0.87
Total Tax Related Faes £3.07
Taial Eleciric Chpiges $749.498
¥ bid.
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emphasis placed on the different sets of informanhacluded.

Figure 11: Ameren lllinois and Missouri's on-lindlihg optiong>*®

Q. Does the Ameren Missouri website provide the sarievel of finite billing details as the
Ameren lllinois website?
A. No. Figure 11 provides a snapshot breakdown aathewebsite’s billing options with

Al

“Ameren

ILLINOIS

Customer Service Center
Account Details
Manage Profile
Billing & Payments
Understanding My Bill
Payment Assistance
Report Outage
Outage Center
Start, Stop, Move
Energy Efficiency
Electric Choice
Part 280 Checklist
Contact Us

Ameren Corporate Home | About 2

Home Customer Service Center
Billing

Billing Options

« Paperless Billing: more | signuj
« EDI Billing: more | guide

« Budget Billing: more | signup

= Agent Information: more

Understanding Your Ey

= Bill Statement Information: more
« Bill Inserts & Messages: more
« Rates: more

Alerts

« Sign up: Text and Email Alerts

Al

“ZAmeren

MISSOURI

Customer Service Center
Account Details

Manage Profile
Billing & Payments
Payment Assistance
Report Outage
Outage Center

Start, Stop, Move
Contact Us

Ameren Corporate Home | About Amers

Home Customer Service Center | Re
Billing

Billing Options

« Paperless Biling: more | signup
« EDI Billing: more | guide

« Budget Billing: more | signup

« Agent Information: more

Understanding Your BiH/

« Sample Energy Statement: more
« Bill Inserts & Messages: more
+ Rates: more

Alerts

« Sign up: Text and Email Alerts

The Commission should note that within the Amelénois website option under the

“Understanding Your Bill” there is a hyperlink foBill Statement Information.” That link

takes customers to the following screen shown garEil2.

Figure 12: Ameren lllinois, Understanding My Newi Bi

5 Ameren lllinois (2016) Paymentsttps://www.ameren.com/illinois/csc/payments
6 Ameren Missouri (2016) Paymenkgtps://www.ameren.com/missouri/csc/payments
17
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Understanding My New Bill

A new bill is here for Ameren lllinois customers. This new design was based on feedback from our customers
and we hope you find it easier to read with more helpful information.

Learn More
G) My New Bill Explained
b Video: Understanding My Bill

) » Brochure: A Look at the New Bill
4 Sample Bill

g Terms and Definitions

The Commission will note that Ameren lllinois indes easily accessible information

» Choose Paperless Billing

regarding billing education, terms and definitioas,well as explanatory videos. In addition
to including a sample bill the website also cordarpdf filed brochure that provides detailed
information explaining the Ameren lllinois bill ihaing explanations for commonly used
terms and definitions found on a residential sl GM-2). Ameren Missouri’'s website does

not contain comparable amounts of information.
Is OPC currently investigating other elements rkated to billing practices?

Yes. We submitted a series of data requests@$ae) to Ameren Missouri modeled after
guestions developed by the Indiana Public Servim@ai@ission posed to the various Indiana
investor-owned utilities. The Indiana surveys aesdultts were highlighted in a 2016 case
study by the National Regulatory Research InstifthRRI”).*® It is OPC’s intention to
submit these same questions to all of the investored utilities in Missouri. Based on the
responses, further action may be necessary.

71t should be acknowledged that billing information Ameren Illinois is slightly more complex duits
deregulated status.

18 National Regulatory Research Institute (2016). NR&O3 Billing rules standards and practices.
http://nrri.org/download/nrri-16-03-billing-rulegesdards-and-practices/

18



H

o 01 A WDN

10
11
12

13
14

15
16
17
18
19
20
21

22

23

Direct Testimony of
Geoff Marke
File No. ER-2016-0285

Q.
A.

What are OPC’s recommendations?

OPC recommends that Commission order the Compampmply with its rules regarding

the clear display of all authorized charges ondestial bills and further recommends that
this information be extended to the small genegalise class as well. Additionally, OPC
strongly recommends that Ameren Missouri adopetiigal level of customer bill education

that is afforded to Ameren lllinois ratepayers.
MEEIA LOW-INCOME EXEMPTION

Why are low-income ratepayers exempt from the MEIA surcharge?

Ameren Missouri had proposed that qualifying {meome customers be exempt from future
MEEIA surcharges in its last rate case ER-2014-0Z6&t recommendation was ultimately
accepted by all parties and the Commission witkelemsts being borne solely by residential

customers.

What is OPC’s recommendation regarding treatmentof this exemption moving

forward?

OPC recommends that the Commission maintairMBE&IA surcharge exemption for low-
income customers. However, those costs should e oy all customer classes, excluding
lighting, rather than the residential class ald®ilar to other low-income programs in
Missouri, the other residential customers are m@thausers of this cost any more than are the
members of other customer classes. If the Comomissontinues to find it appropriate to
impose this exemption, it makes the most sensgread the cost among all of Ameren

Missouri’s customer classes.
Does this conclude your testimony?

Yes.
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CASE PARTICPATION OF
GEOFF MARKE, PH.D.

Company Name

Employed
Agency

Case Number

Issues

Union Electric
Company d/b/a
Ameren Missouri

Office of Public
Counsel (OPC)

ER-2016-0179

Direct: Consumer Disclaimer /
Transparent Billing Practice / MEEIA
Low-Income Exemption

Kansas City Power & OPC ER-2016-0156 Direct: Consumer Disclaimer

Light

Union Electric OPC ET-2016-0246 Rebuttal: EV Charging Station Policy

Company d/b/a

Ameren Missouri

KCP&L Greater OPC ER-2016-0156 Direct: Consumer Disclaimer

Missouri Operations Rebuttal: Regulatory Policy /

Company Customer Experience / Historical &
Projected Customer Usage / Rate
Design / Low-Income Programs
Surrebuttal: Rate Design / MEEIA
Annualization / Customer Disclaimer
/ Greenwood Solar Facility /
RESRAM / Low-Income Programs

Empire District OPC EM-2016-0213 | Rebuttal: Response to Merger

Electric Company, Impact

Empire District Gas Surrebuttal: Resource Portfolio /

Company, Liberty Transition Plan

Utilities (Central)

Company, Liberty

Sub-Corp.

Working Case: Polices OPC EW-2016-0313 | Comments on Performance-Based

to Improve Electric and Formula Rate Design

Regulation

Working Case: OPC EW-2016-0123 | Comments on Policy Considerations

Electric Vehicle of EV stations in rate base

Charging Facilities

Empire District OPC ER-2016-0023 Rebuttal: Rate Design, Demand-Side

Electric Company

Management, Low-Income
Weatherization

Surrebuttal: Demand-Side
Management, Low-Income
Weatherization, Monthly Bill
Average

GM-1
1/4




Missouri American OPC WR-2015-0301 | Direct: Consolidated Tariff Pricing /
Water Rate Design Study
Rebuttal: District
Consolidation/Rate
Design/Residential
Usage/Decoupling
Rebuttal: Demand-Side
Management
(DSM)/ Supply-Side Management
(SSM)
Surrebuttal: District
Consolidation/Decoupling
Mechanism/Residential
Usage/SSM/DSM/Special Contracts
Working Case: OPC AW-2015-0282 | Memorandum: Response to
Decoupling Comments
Mechanism
Rule Making OPC EW-2015-0105 | Missouri Energy Efficiency
Investment Act Rule Revisions,
Comments
Union Electric OPC EO-2015-0084 | Triennial Integrated Resource
Company d/b/a Planning Comments
Ameren Missouri
Union Electric OPC EO-2015-0055 Rebuttal: Demand-Side Investment
Company d/b/a Mechanism / MEEIA Cycle Il
Ameren Missouri Application
The Empire District OPC EO-2015-0042 Integrated Resource Planning:
Electric Company Special Contemporary Topics
Comments
KCP&L Greater OPC EO-2015-0041 Integrated Resource Planning:
Missouri Operations Special Contemporary Topics
Company Comments
Kansas City Power & OPC EO-2015-0040 Integrated Resource Planning:
Light Special Contemporary Topics
Comments
Union Electric OPC EO-2015-0039 Integrated Resource Planning:
Company d/b/a Special Contemporary Topics
Ameren Missouri Comments
Union Electric OPC EO-2015-0029 Ameren MEEIA Cycle | Prudence
Company d/b/a Review Comments
Ameren Missouri
Kansas City Power & OPC ER-2014-0370 Direct (Revenue Requirement):

Light

Solar Rebates

GM-1
2/4




Rule Making OPC EX-2014-0352 Net Metering and Renewable
Energy Standard Rule Revisions,
Comments

The Empire District OPC ER-2014-0351 Rebuttal: Rate Design/Energy

Electric Company Efficiency and Low-Income
Considerations

Rule Making OPC AW-2014-0329 | Utility Pay Stations and Loan
Companies, Rule Drafting,
Comments

Union Electric OPC ER-2014-0258 Direct: Rate Design/Cost of Service

Company d/b/a Study/Economic Development Rider

Ameren Missouri Rebuttal: Rate Design/ Cost of
Service/ Low Income Considerations
Surrebuttal: Rate Design/ Cost-of-
Service/ Economic Development
Rider

KCP&L Greater OPC EO-2014-0189 Rebuttal: Sufficiency of Filing

Missouri Operations Surrebuttal: Sufficiency of Filing

Company

KCP&L Greater OPC EO-2014-0151 Renewable Energy Standard Rate

Missouri Operations Adjustment Mechanism (RESRAM)

Company Comments

Liberty Natural Gas OPC GR-2014-0152 Surrebuttal: Energy Efficiency

Summit Natural Gas OPC GR-2014-0086 Rebuttal: Energy Efficiency
Surrebuttal: Energy Efficiency

Union Electric OPC ER-2012-0142 Direct: PY2013 EM&V results /

Company d/b/a
Ameren Missouri

Rebound Effect

Rebuttal: PY2013 EM&YV results
Surrebuttal: PY2013 EM&V results
Direct: Cycle | Performance
Incentive

Kansas City Power &

Missouri Public

EO-2014-0095

Rebuttal: MEEIA Cycle | Application

Light Service testimony adopted
Commission
Staff
KCP&L Greater Missouri EO-2014-0065 Integrated Resource Planning:
Missouri Operations Division of Special Contemporary Topics
Company Energy (DE) Comments
Kansas City Power & DE EO-2014-0064 Integrated Resource Planning:

Light

Special Contemporary Topics
Comments

GM-1
3/4




The Empire District DE EO-2014-0063 Integrated Resource Planning:

Electric Company Special Contemporary Topics
Comments

Union Electric DE EO-2014-0062 Integrated Resource Planning:

Company d/b/a Special Contemporary Topics

Ameren Missouri Comments

The Empire District DE EO-2013-0547 | Triennial Integrated Resource

Electric Company

Planning Comments

GM-1
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A Look at Your New Bill ~ “Ameren

At Ameren Illinois, we're committed to giving you the tools you need to use energy safely and efficiently. Your
new bill statement puts the information you need — and the power to control your energy use — right in your
hands. It's packed with new features that make it easier to find the information you need, because it was made
with you in mind. For more information about your new bill, please visit us at Amerenlllinois.com/NewaBill.

Al
S f o Statement Issued 09/25/2015
ﬂAmem” ¥ Amerenlllinois.com
LN Customer Service 1.800.755.5000 Total Amount Due $106.34
Due Date Oct 16,2015
E\cnnunt Number 1234567890
ustomer Name John Smith
Service Address 123 Main Street Last Payment $94.90
Anywhere, IL45678 Payment received. Thank you.
E Important Account Messages
Total Electric Charge $80.34
Total Gas Charge $26.00 You're in control with Budget Billing. Your energy payments
will be predictable. Avoid surprises, and gain peace of mind.
Subtotal Current Charges $106.34 Enroll in Budget Billing Settlement Program by sending only
§76.00. Payment must be received by the due date on this bill.
Total Amount Due $106.34
Electric Usage History in Kilowatt Hours (kWh) Average Daily Electric Use (kWh)

I TIME PERIOD AVG. DAILY USE

534 228 219 302 269 272 231 167 188 375 532 465 561 CURRENT MONTH 16.03kWh
————————————————————8— | [ASTMONTH 16.03kWh

SEP OCT NOV DEC  JAN FEB  MAR APR MAY JUN JUL  AUG  SEP

70 B0 4 370 3 N O 730 T80 770 710 LASTYEAR 1669kWh

Temperature

Gas Usage History in Therms Average Daily Gas Use (Therms)
TIME PERIOD AVG. DAILY USE

9 14 47 8 9% 95 63 2 9 7 8 5 6 CURRENTMONTH  0.17 Therms
e ————————+—&— | ASTMONTH 0.17 Therms

SEP OCT NOV DEC JAN FEB MAR APR  MAY JUN JUL  AUG  SEP

72° 61° 440 37° 31° 29° 38° 55° 63° 73° 76° e ne LASTYEAR 028Therms

Temperature
I See page 2 for account messages and tips from Ameren llinois Keep this portion for your records. Page 1014

Please detach stub and return this portion with your payment.

N2
K] 5 do fyour address has changed Account Number 1234567890
Ameren ok i
ILLINOIS Total Amount Due $106.34
Due Date 10/16/2015
AmountEnclosed
John Smith
123 Main Street AMEREN ILLINOIS
Anywhere, IL 45678 PO BOX 88034

CHICAGO, IL 60680-1034

The first thing you'll see on your new hill
statement is that we've made it easier to
find the amount due and the due date. Your
account number is easy to locate as well
as the service address for which this bill
was issued.

Your Current Charge Summary is where
you'll see the individual amounts for
services like gas and electric and
additional charges or prior amounts due
for this month. To the right is where
you'll see important information about
your account.

You'll also see that we've made it easy
to compare energy usage over time, so
you can compare last month or last year,
and see everything in between. You can
even find the average temperature for
that month.

The bill stub is now located at the bottom
of the hill statement, so if you're paying
by mail you can easily tear off this section
and send it in with your payment.

On the back side of the first page, you'll find more important messages. You can read about ways we're supporting
our community, where to find out more about updates to our energy delivery system, and directions to resources
you can use to make sure you're using energy safely and efficiently. You can also find the variety of ways to pay

your bill or update your mailing address.

GM-2
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The bill statement shown here is based on a sample electric bill; however the sections are the same for
our natural gas customers.

Your bill statement is grouped into easy to read sections about Payment Details, Service Billing Details,
Supplier Details and Additional Charges.

The Service Billing Detail section identifies the billing Rate Zone, as well as itemized charges and
calculations needed to arrive at the total for the billing period.

D Read Type: D Usage Summary: The total electric and/or

Defines the type of measurement used to
determine your energy usage. Electric usage is
measured in kilowatt hours (kWh). Natural gas
usage is measured in therms.

Meter Number:

This is a unique identification number which
matches the number on the meter/registering
device at the service location.

Current Meter Read:
The numerical values obtained from the current
meter reading.

Previous Meter Read:
The numerical values obtained from the
previous meter reading.

Read Difference:

This amount is the difference between the
current meter read value and the previous meter
read value.

Multiplier:

Most residential meters have a multiplier of one.
Customers who use a large amount of electricity
and/or natural gas may have a multiplier greater
than one which allows the meter to register a
specific amount of usage before moving the
meter dial.

f) Usage: Displays the total amount of energy used.

10)

7]

[72)

natural gas usage for the current billing period.

Electric and/or Natural Gas Delivery:

As a delivery company, Ameren lllinois is
responsible for the transmission and distribution
infrastructure that moves electricity and/or
natural gas from the wholesale grid to your door.
Delivery service charges allow us to construct,
maintain and improve the system that serves
you and to respond around the clock to restore
service when it is interrupted.

Electric and/or Natural Gas Supply:

While delivery service represents the wires,
pipes and services that bring energy

from its source to you, supply refers to the
electric and/or natural gas supplied from the
wholesale markets.

Taxes and Other Fees:

This area includes taxes and other fees we
collect for the state, municipality or county
based on the amount of energy used.

Retail Electric Supplier (RES):

If you receive your electric supply from a RES,
the supplier's name, website, phone number
and messages can be seen here. Please refer
questions relating to Electric Supply charges to
your supplier.

GM-2
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“iAmeren

ILLINOIS

Account Number
Customer Name
Service Address

£ 9 Amerenillinois.com Statement Issued 09/25/2015
Customer Service 1.800.755.5000 Total Amount Due $106.34
Due Date Oct 16,2015
1234567890
John Smith

123 Main Street
Anywhere, IL 45678

Payment Details

Payment Received

DATE
September 14, 2015

AMOUNT
$94.90

Electric Service Residential Billing Detail - Rate Zone Ill

08/20/2015 -

Electric Meter Read for 08/20/2015 - 09/24/2015 (35 days)

READ TYPE
Total kWh ’

METER NUMBER

CURRENT METER READ
12345678 ) 39205.0000 Actual )

PREVIOUS METERREAD  READ DIFFERENCE MULTIPLIER USAGE
38644.0000 Actual : 561.0000 3 1.0000 , 561.0000

Usage Summary

Total kWh ) 561.0000 Summer kWh 561.0000
CHARGE DESCRIPTION USAGE UNIT RATE CHARGE
Electric Delivery Customer Charge $11.32
Ameren lllinois Meter Charge $4.79
DS-1 Residential Distribution Delivery Charge Summer 561.00 kWh @ $0.04552000 $25.54
Delive Electric Environmental Adjustment 561.00 kWh @ $0.00093340 $0.52
‘ery ) Energy Efficiency Demand Response 561.00 kWh @ $0.00366000 $2.05
Service
Electric Delivery $44.22
Electric Supply 0 Purchased Electric Summer 561.00 kWh @ $0.05031000 $28.22
Ameren lllinois Purchased Electricity Adjustment 561.00 kWh @ $-0.00135113 $-0.76
BGS-1 Basic Generation Energy _Efffciency pemand Response 561.00 kWh @ $0.00163000 $0.92
Senvice Transmission Service Charge 561.00 kWh @ $0.00772000 $4.33
Electric Supply $32.71
Taxes and Other Fees Municipal Tax $0.78
lllinois State Electricity Excise Tax $1.85
ﬂ EDT Cost Recovery $0.78
Total Tax Related Fees $3.41
Total Electric Charges $80.34
m Details From Your Electric Supplier ﬁ
For more information about your electric supply choices, visit www.pluginllilinois.org.
CNL-D
Ulvl-2




Common Terms and Definitions

Following are definitions for some of the most
common terms which may appear on a residential
or non-residential natural gas, electric or lighting
bill statement.

Delivery Charges

Customer Charge: Recovers costs of providing energy
service that occurs even if no energy is used in the
billing period. Included in the charge are billing,
customer support and other supplemental charges. For
gas service, this also recovers hasic gas metering costs.

Distribution Delivery Charge: Recovers the costs of
infrastructure, maintenance and services incurred by
the utility to deliver energy to customers through the
distribution system.

Electric Environmental Adjustment (Rider EEA): Recovers
costs incurred by the utility for environmental clean-up
of former gas manufacturing sites.

Energy Efficiency Demand Response (Rider EDR):
Recovers costs, fees, and charges for energy efficiency
programs and demand response measures to help
customers use electricity more efficiently.

Gas Energy Efficiency Cost Recovery Chg (Rider GER):
Recovers costs, fees, and charges for energy
efficiency programs to help customers use natural gas
more efficiently.

Gas Environmental Adjustment (Rider GEA) or Recovery
of Coal Tar Costs (Rider TAR): Recovers costs incurred by

the utility for environmental clean-up of former gas
manufacturing sites.

Lighting Charge: Recovers costs of providing

Optional Outdoor Protective Lighting service for a
specific location.

Meter Charge: Recovers the basic costs of providing
electric metering services if they are provided by

the utility.

Qualifying Infrastructure Plant Surchg (Rider QIP):
Recovers costs incurred by the utility for certain natural
gas infrastructure improvements.

Supply Charges

Purchased Electric: Recovers the cost of electricity the utility
purchases from suppliers and delivers to customers. The utility
receives no profit from this charge.

Purchased Electricity Adjustment: Allows the utility to match
electric power and energy costs with electric power and
energy revenue.

Purchased Gas Adjustment Charge (Rider PGA): Recovers
the cost of natural gas the utility purchases from suppliers
and delivers to customers. The utility receives no profit from
this charge.

Supply Cost Adjustment (Rider PER): Base cost associated with
electric power and energy used by Basic Generation Service
(BGS) customers. This rider is also used to apply charges
incurred by the utility to bring in electric power and energy

for customers served under Real Time Pricing (Rider RTP) and
Power Smart Pricing (Rider PSP).

Transmission Service Charge: Recovers costs associated with
electric transmission service.

Taxes and Other Terms

Billing Seasons: Only applies to electric billing. Summer electric
rates are effective June 1 — September 30. Non-Summer
electric rates are effective October 1—May 31.

Budget Billing: A free billing option that levels out energy
spending by spreading the impact of peak usage over 12 months.
Any difference between the actual usage and the amount billed
is reflected as a “Budget Bill Adjustment” on the bill.

EDT Cost Recovery: Allows the utility to recover the cost of an
electric distribution tax imposed on the utility under the Public
Utilities Revenue Act.

[linois State Commerce Commission Tax: State tax on natural
gas usage; proceeds are used to support operations of the state
agency charged with regulating the utility.

lllinois State Electricity Excise Tax: State tax on electricity usage.
lllinois State Gas Revenue Tax: State tax on natural gas usage.

Late Payment Charge: A 1.5 percent (1% for government
accounts) Late Payment Charge will be applied to any unpaid
balance after the due date.

Municipal Tax or Municipal Gross Revenue: Tax imposed by a
local municipality that the utility is requirerao collect.

4/4



BEFORE THE PUBLIC SERVICE COMMISSION
OF THE STATE OF MISSOURI

In the Matter of Union Electric Company )

d/b/a Ameren Missouri’s Tariffs to Increase ) Case No. ER-2016-0179
Its Revenues for Electric Service )

PUBLIC COUNSEL DATA REQUESTS 2129-2162 TO AMEREN MISSOURI

The Office of Public Counsel (Public Counsel) hereby provides the following Data
Requests to Ameren Missouri pursuant to the Commission’s Rule 4 CSR 240-2.090. Public
Counsel is requesting Union Electric Co. d/b/a Ameren Missouri (“Ameren Missouri’ or
“Company”) to respond to these requests within twenty (20) days of receipt. Please provide
electronic responses to the following: opcservice@ded.mo.gov.

DEFINITIONS

As used herein, the words “document” or “documents” include any original and all copies
of any written, printed, typed, electronically stored, or graphic matter of any kind or nature,
however produced or reproduced, now in your possession, custody or control, or in the
possession, custody or control of your agents, representatives, employees of you or any and all
persons acting in your behalf, including documents at any time in the possession, custody or
control of such individuals or entities, or known by you to exist.

DATA REQUESTS
2129. Please provide the process employed as to how the Company determined what to

include on its bill as well as how it is currently formatted. Additionally, please
indicate how long the present format has been in place.

2130. Is there a difference in formatting or presentation of a bill between rate classes?

2131. Please provide sample bill copies of each customer class.

GM-3
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2132.

2133.

2134.

2135.

2136.

2137.

2138.

2139.

2140.

2141.

2142.

Was the Company bill design conducted in-house or by a third-party? If the
latter, please provide the name and whether a competitive bid process was used to
select the designer.

What portion of the retail customer base (by rate classification) has requested
electronic billing over the last three years? Please provide a breakdown in overall
numbers as well as percentages within each class relative to the class as a whole
(e.g., 10% of residential utilize paperless).

How do you educate your customers on the various ways to pay their bills,
especially if the customer is receiving electronic billing?

Is the format of the electronic bill the same as the format of the paper bill? If not,
how do they differ? If not, why are they different?

When a customer asks for an explanation of various charges on the bill, does the
Company have a standard, scripted explanation? If so, please provide a copy of
the script.

Please provide a two-year breakdown on all reported complaints to your call
center, customer service centers, walk-ins, etc... Complaints should be
categorized according to the Company’s preferred in-house designation (e.g.,
billing, power failure, faulty meter, etc...).

What is the most frequent reported complaint about billing in your call center,
customer service centers, walk-ins, etc?

What are the five billing issues consumers have most frequently contacted the
utility about over the past three years? How do billing inquiries compare to all
other inquiries received?

Do all Company bills for service show the volumetric (unit) rate and monthly
customer (flat) charge? If not, please explain why and is that information
available to customers on request.

Does the Company place information about payment options on the bill? If so,
are they easy to find on the bill?

Please list any and all actions taken to communicate to customers in general (e.g.,
quarterly bill inserts) about their monthly bills over the past year.

GM-3
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2143.

2144.

2145.

2146.

2147.

What physical location options are available for customers to make in-person
payments and what consumer educational materials are offered at those locations
(if any)?

Please provide a narrative explanation as to how the Company educates
consumers on their bill and/or through any other channel of the following:
i. New rates
ii. Trackers
iii. The FAC and its changes
iv. The MEEIA surcharge and its changes
v. The RESRAM surcharge and its changes
vi. The ISRS surcharge and its changes
vii. Fixed charges
viii. Consumption usage (e.g., declining blocks—the more you use the less it
Costs).
ix. Customer Charge
X. Other

If the Company issues a single bill for multiple services (electric and gas), how do
you communicate to the customers about partial payments or how to apply a
payment to only one utility service on that bill?

Does the Company use bills to communicate energy efficiency methods and
information? Additionally:
i. How does the Company communicate energy efficiency methods and
information when the consumer is receiving an electronic bill?
ii. How often does the Company communicate about energy efficiency
programs?

Does the Company utilize a behavioral modification energy usage report? If yes,
please answer the following:
i. Is the energy usage report included with the monthly bill? If separate,
please explain why.
ii. Are paperless billing homes eligible for MEEIA-sponsored home energy
usage reports?
lii. Can a consumer request to have a MEEIA-sponsored home energy usage
report?
iv. Please provide a sample of the Company’s MEEIA-sponsored home
energy usage report.
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2148.

2149.

2150.

2151.

2152.

2153.

2154.

2155.

2156.

2157.

2158.

2159.

2160.

Does the Company provide a new customer with additional educational
information about the bill's makeup?

Of those receiving an electronic bill, what percentage actively look at their online
account for detailed information about their bill?

What are the benefits from the Company’s perspective, of electronic billing?

Please provide the percentage of late payments of electronic bills relative to paper
bills on a monthly basis for the past year?

Has the Company taken any actions to alleviate perceived concerns of identity
theft related to paperless billing? If yes, please provide a narrative explanation.

What actions does the Company take to provide customers advance notice of rate
changes? Specifically, post-Commission approved rate increase.

What actions are taken on a bill to indicate that the usage estimate is actual or
estimated?

For consumers on payment arrangements, is that displayed on the bill? How?

For consumers on budget billing, is the balance clearly noted? Additionally:
I. What percentages of customers are on budget billing?
ii. Does the communication about the details on the bill differ for those who
are on budget billing?

Do you offer simple or detailed billing in Spanish? Bosnian? Or other language
versions?

How many non-English speaking calls were received this past year? Please
provide a breakdown by language.

For those consumers who request detailed bills, is there additional effort in
explaining the lists of costs such as trackers, surcharges, etc?

What are the ways the Company communicates disconnect notices (bills, inserts,
separate mailings, text message, phone call, etc)?
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2161.

2162.

Has the Company conducted any research or hired third-parties to conduct
research involving focus groups or surveys of Company specific-ratepayer
perspectives involving the Company’s billing education, format, and process? If
yes, please provide any and all examples over the past five years. Please indicate
whether said research was centered on billing that paper, paperless, or both.

Regarding OPC-DR 2161, if a focus group was selected, what criteria were
utilized?
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