
CUSTOMER OPERATIONSOPERATION PANEL ELECTRIC

Would the membersmember of the Customer OperationsOperation Panel

please state their namesname and businessbusines addressesaddresse

Andrew Wood Richard McKnight and Rebecca Lynch

The businessbusines addressaddres of Mr Wood and Ms Lynch is

Irving Place New York NY 10003 the businessbusines addressaddres

of Mr McKnight is 30 Flatbush Avenue Brooklyn NY

11217

By whom are the Panel membersmember employed

We are employed by Consolidated Edison Company of New

10 York Inc Con Edison or the Company

11 In what capacity are the panel membersmember employed and

12 what are their professional backgroundsbackground and

13 qualificationsqualification

14 Wood am General Manager of Strategic ApplicationsApplication

15 have been employed by Con Edison since 1972 have

16 held positionsposition of increasing responsibility in

17 Customer OperationsOperation during the past 36 yearsyear From

18 1972 to 2008 have held operating positionsposition in all

19 the functional areasarea of Customer OperationsOperation From

20 1999 to the present have served as General Manager

21 Strategic ApplicationsApplication on Central Staff My work

22 experience is as followsfollow
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Telephone Account Representative Bronx Customer

Service Supervisor Bronx Customer Service

Manager QueensQueen Customer and Commercial ServicesService

Division Manager Central OperationsOperation QueensQueen

Customer Commercial ServicesService

Division Manager Branch OperationsOperation QueensQueen Customer

and Commercial ServicesService

Branch Manager Flushing Branch QueensQueen Customer

Commercial ServicesService

10 Section Manager Customer OperationsOperation Central Staff

11 Department Manager Staten Island Customer

12 OperationsOperation

13 Before joined Con Edison earned Bachelor of

14 Science degree in EconomicsEconomic from Siena College in

15 1969 From 1969 to 1971 served as an officer in the

16 United StatesState Army earned an M.B.A in BusinessBusines

17 Management from Fairleigh Dickinson University in

18 1986 attended Company-sponsored training

19 including the Executive Management Development course

20 at the Fuqua School of BusinessBusines Duke University

21 Durham N.C

22 McKnight am General Manager of the Customer

23 Assistance group in Customer OperationsOperation have been
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employed by Con Edison or almost 30 yearsyear and have

held variety of positionsposition within Customer OperationsOperation

in addition to position early in my career in our

Accounting Research and ProceduresProcedure section of our

Accounting Department The Customer OperationsOperation

positionsposition held prior to my current position include

the General Manager of Specialized ActivitiesActivitie Section

Manager of our Corporate Customer Group and Branch

Manager joined Con Edison as Customer Service

10 Representative while earning my Bachelor of Science

11 degree in Accounting from Long Island University

12 also have an MBA in Executive Management from St

13 JohnsJohn University

14 Lynch am the General Manager Specialized

15 ActivitiesActivitie have been employed by Con Edison for 11

16 yearsyear Joining the company in 1996 as management

17 intern served as Call Center Supervisor until 1998

18 when transferred to Retail Choice OperationsOperation was

19 promoted to Senior Specialist Retail Choice

20 OperationsOperation in 2000 In 2002 moved to the

21 Corporate Customer Group and was promoted to Section

22 Manager Customer Assistance in 2004 In 2006

23 moved into the position of Project Lead Bill
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Redesign In 2008 was promoted to my current

position have Bachelor of BusinessBusines Administration

and Master of BusinessBusines Administration degreesdegree from

Pace University New York NY

Have you submitted testimony before the New York State

Public Service Commission

All of the panel membersmember have submitted testimony in

previouspreviou casescase

What is the purpose of the PanelsPanel testimony

10 We describe number of customer-service related

11 effortseffort including multi-year capital projectsproject that

12 were approved but not fully funded under the CompanysCompany

13 current one year electric rate plan specifically the

14 CompanysCompany proposal for mandatory hourly pricing

15 expansion and systemssystem development and other effortseffort

16 specifically installation of automated meter reading

17 ANR replacement of the cycle meter reading handheld

18 system development of cycle data warehouse call

19 center improvementsimprovement continuation of the CompanysCompany

20 low-income program bill redesign credit and

21 collectionscollection activitiesactivitie the CompanysCompany retail accessacces

22 program and meter testing

23 DoesDoe the testimony discussdiscus the costscost of the programsprogram
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The testimony describesdescribe the total costscost of these

programsprogram The Accounting Panel describesdescribe the

allocation of costscost to electric customerscustomer

Please explain how the Company seeksseek to mitigate the

level of funding needed for Customer OperationsOperation

activitiesactivitie

The Company considersconsider cost mitigation in all its

Customer OperationsOperation activitiesactivitie and makesmake constant

effort to provide its servicesservice efficiently

10 The Company strivesstrive to develop easy-to-use self

11 service optionsoption that are attractive for customerscustomer and

12 give customerscustomer the choice in how they want to do

13 businessbusines with the Company Providing these servicesservice

14 through these automated meansmean reducesreduce costscost that would

15 otherwise be incurred when these servicesservice are provided

16 by representativesrepresentative while providing high quality

17 experience for the customer In the Call Center many

18 self-service applicationsapplication have been developed to

19 assist customerscustomer Similar functionsfunction are available to

20 customerscustomer through the CompanysCompany Internet site These

21 applicationsapplication give customerscustomer accessacces to information

22 about their accountsaccount such as meter reading date and

23 bill amountsamount and allow them to manage their accountsaccount
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by entering meter readingsreading and paying billsbill The

Company also usesuse outbound automated calling to

provide information to customerscustomer

The Company has installed self-service kioskskiosk in

two of its Walk-in CentersCenter and plansplan to install kioskskiosk

in other locationslocation These kioskskiosk are similar to an

ATM machine and provide customerscustomer an efficient way to

pay their billsbill without having to transact businessbusines

with teller In location where the customer would

10 have the opportunity to make payment to payment

11 agent customerscustomer use of the kioskskiosk has allowed the

12 Company to avoid payment agent feesfee

13 The Company also strivesstrive to reduce costscost

14 associated with meter reading An example is the

15 CompanysCompany implementation of automated meter reading

16 ANR in Westchester ANR reducesreduce the resourcesresource

17 needed to read metersmeter and improvesimprove customerscustomer

18 satisfaction by eliminating the need for Company

19 personnel to enter customer premisespremise to read metersmeter

20 and reducing estimated readingsreading

21 PROGRAIVISPROGRAIVI FUNDED UNDER CURRENT RATE PLANSPLAN

22 The Commission approved number of programsprogram in the

23 CompanysCompany recent electric rate case Some of these
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are common to the electric and gas departmentsdepartment These

programsprogram are now in progressprogres Is the Company seeking

any capital funding for these projectsproject in thisthi rate

case

Yes We present in thisthi testimony the capital costscost

associated with these approved programsprogram for the second

and subsequent rate yearsyear ThisThi testimony will

identify these programsprogram

Do programsprogram approved under the current electric rate

10 plan need to be funded for OM cost going forward

11 Yes number of programsprogram approved by the recent

12 electric rate order will continue The proposed

13 funding levelslevel for some such programsprogram during the rate

14 year commencing April 2008 are the same as the level

15 reflected in current ratesrate Where there was no

16 spending for these programsprogram in the historical period

17 they are considered program changeschange for purposespurpose of

18 thisthi filing and therefore coupled with request for

19 incremental funding when compared with spending in the

20 historical period Where spending for program is

21 projected to increase above current levelslevel we explain

22 the reasonsreason why DetailsDetail of these programsprogram are

23 included in the following program explanationsexplanation
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MANDATORY HOURLY PRICING IvIHP PROGRAN EXPANSION

Did the Commission approve the CompanysCompany proposed

expansion of the MHP program in its 2008 rate order

Yes Pursuant to the CommissionsCommission March 25 2008 rate

order in Case 07-E-0523 2008 electric rate order

the Company will implement MHP in two phasesphase for

customerscustomer whose maximum demand is greater than 500 kW

in any month during an annual period The Commission

approved the CompanysCompany proposal to reduce the

10 threshold for MHP together with funding of $5.8

11 million in capital for 2008 and $283000 for OM

12 expensesexpense for the current rate year

13 How many customerscustomer will be involved in thisthi program

14 There are currently 1570 customerscustomer with demand

15 greater than 500 kW and up to and including 1500 kW

16 Is interval metering and the necessary communicationscommunication

17 infrastructure currently available to provide the

18 Company with MHP billing determinantsdeterminant for the

19 customerscustomer in thisthi group

20 No The majority of customerscustomer with maximum demand of

21 1500 kW and below do not have interval metering

22 equipment Interval metering equipment and

23 communicationscommunication infrastructure must be installed for
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1360 customerscustomer The Company will first install

interval metersmeter and communicationscommunication infrastructure for

those customerscustomer with maximum demand greater than 1000

kW Thereafter interval metersmeter and communicationscommunication

infrastructure will be installed for customerscustomer whose

maximum demand is greater than 500 kW but lessles than or

equal to 1000 kW

Prior to being subject to MHP will customerscustomer have

accessacces to usage data

10 The Company will provide hourly meter data to

11 customerscustomer with demand over 1000 kW and up to 1500 kW

12 for monthsmonth and to customerscustomer with demand over 500 kW

13 and up to 1000 kW for 12 monthsmonth

14 DoesDoe the expansion of MHP require any changeschange to the

15 CompanysCompany billing systemssystem

16 Yes At present we use combination of systemssystem and

17 manual effort to bill customerscustomer served under the MEP

18 program The use of multiple systemssystem and manual

19 involvement in the billing processproces is supportable

20 given the low volume of customerscustomer billed under MHP

21 As the volume of customerscustomer on MHP increasesincrease manual

22 involvement is no longer viable In order to manage

23 billing for the greater number of customerscustomer that will
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be billed under MHP Meter Data Management System

MDMSMDM and associated interfacesinterface are required

Please explain how the MDMSMDM will support billing for

these customerscustomer

The Company will be collecting hourly data from the

metersmeter used in the MHP program The Company needsneed to

store thisthi much larger volume of data and use it for

time-based billing To manage the increased volume of

meter data and provide the required information to all

10 stakeholdersstakeholder single robust system is better suited

11 than the multiplicity of systemssystem currently in use for

12 MHP customerscustomer The MDMSMDM will enable much more

13 complex and robust billing environment to be developed

14 within the Company The MDMSMDM providesprovide single

15 repository of all meter-related data and will be

16 interfaced to existing Con Edison systemssystem to enable

17 data to be provided for analysisanalysi billing and other

18 usesuse

19 What is involved in the implementation of MDMSMDM

20 technology

21 The MDMSMDM requiresrequire integration with meter data

22 acquisition systemssystem and will interface with other

23 internal systemssystem including CIS to enable complex

10
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time-based ratesrate to be applied to customer billsbill and

provide accessacces to monthly daily and hourly data

The Company must complete thisthi work during 2009 as the

MDMSMDM will be required to support the provision of

hourly meter data to customerscustomer with demandsdemand over 500

kW and up to and including 1000 Kw in the period prior

to the application of MHP ratesrate The MIJMSMIJM is vital to

enabling thisthi provision of data

Please describe the program plan for the deployment of

10 MHP

11 dual track project plan has been developed to manage

12 the processproces for the installation of the MHP metersmeter in

13 concert with the deployment of the MDMSMDM The goal for

14 meter deployment for customerscustomer with demand greater

15 than 1000 kW and up to and including 1500 kW is to

16 have the metersmeter set by March 31 2009 The goal for

17 customerscustomer with demand greater than 500 kW up to and

18 including 1000 kW is to have the metersmeter set by March

19 31 2010

20 In the meantime the MDMSMDM deployment is being

21 planned to enable the MDMSMDM to be calculating billing

22 determinantsdeterminant by the fourth quarter of 2009 that is

23 for the first group of expansion customerscustomer The

11
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Company has already completed orientation sessionssession for

internal businessbusines usersuser and Information Technology

employeesemployee to facilitate their participation in

functional analysisanalysi and has begun the processproces of

defining the functional requirementsrequirement for the MDMSMDM We

have also begun the analysisanalysi and design of the

integration required between the field collection

systemssystem and our billing systemssystem

What is the total capital cost of thisthi program

10 The total capital cost of thisthi program is $7.53

11 million

12 What additional capital funding in addition to the

13 $5.8 million previously approved is needed for thisthi

14 program

15 The projected additional capital cost of $1.73 million

16 representsrepresent the forecasted funding required for thisthi

17 program metersmeter and meter installation and additional

18 funding required for the MJMSMJM The Company requested

19 funding for the MDMSMDM in its last electric rate case

20 under the Advanced Metering Infrastructure AMI

21 program with the purpose of using the MDMSMDM for both

22 the AMI program and the MHP program Funding for

23 implementation of the MDMSMDM for the specific

12
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requirementsrequirement of the MHP program was approved in the

2008 electric rate order The MDMSMDM is critical for

the implementation of MHP as described in more detail

below Due to thisthi full funding for the MDMSMDM is

being requested under thisthi program

What is the projected OM cost for thisthi program

The current rate plan providesprovide for OM of $283000

We expect cost increase of $33000 in rate year

further increase of $518000 in rate year and

10 third increase of $200000 in rate year That is

11 the OM for thisthi program in the third year is

12 projected to be $1.03 million It is expected that

13 the OM for these metersmeter will remain at thisthi level

14 Please describe these costscost

15 OM funding is needed for communication costscost As

16 metersmeter are installed communication will be

17 established with each meter monthly communicationscommunication

18 charge will begin to be incurred by the Company once

19 the meter is communicating regularly with the

20 CompanysCompany data collection systemssystem These costscost as

21 total will grow with the number of metersmeter installed

22 In addition license and maintenance costscost for the

23 NDNSNDN software and hardware are included The OM also

13
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includesinclude $100000 to be used to provide for the

Outreach and Education activitiesactivitie related to educating

customerscustomer regarding MHP as directed by the Commission

in the 2008 electric rate order

Have you prepared or had prepared under your

supervision exhibitsexhibit that detail the CompanysCompany

proposed investment in the deployment of MHP

Yes We have prepared an exhibit entitled MANDATORY

HOURLY PRICING Exhibit CO-l and an exhibit

10 entitled MANDATORY HOURLY PRICING WORKSHEET Exhibit

11 CO2

12 MARK FOR IDENTIFICATION AS EXHIBIT CO-i and EXHIBIT

13 CO2

14 AUTOMATED METER READING ANR
15

16 Please summarize Con EdisonsEdison planned program for ANR

17 The CompanysCompany plan involvesinvolve several initiativesinitiative

18 complete the saturated installation of AMR in

19 Westchester County install AMR metersmeter strategically

20 for hard-to--read metersmeter and include ANR modulesmodule in

21 metersmeter to be installed in selected projectsproject

22 The Company refersrefer to the deployment of ANR as

23 saturated AMR when ANR technology is installed on

24 every meter in target area The Company has reduced

14
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the scale of our ANR project and will limit the

saturated installation of AMR to Westchester County

Please describe the CompanysCompany plan for the saturated

installation of ANR

The Company commenced the deployment of AMR in

Westchester County in 2003 Since that time saturated

AMR has been deployed in the Peekskill and Rye meter

reading branchesbranche During 2008 to 2009 saturated ANR

will be deployed in the Mount Vernon meter reading

10 branch During 2009 to 2010 the Company proposespropose to

11 complete the installation of ANR metersmeter in the YonkersYonker

12 meter reading branch which will complete the

13 deployment of saturated IAMR throughout Westchester

14 County

15 What are the benefitsbenefit of AMR

16 Manual meter reading is one of the most labor-

17 intensive taskstask at Con Edison because it requiresrequire that

18 each meter be physically visited in order for the

19 meter reader to visually read the meter and record the

20 reading ANR considerably reducesreduce the resourcesresource

21 required to read metersmeter AMR also overcomesovercome the

22 difficultiesdifficultie associated with reading metersmeter considered

23 to be hard-to-read for example where there is

15



CUSTOMER OPERATIONSOPERATION PANEL ELECTRIC

restricted accessacces due to their location or in casescase

where customerscustomer are unavailable to provide accessacces to

their metersmeter Customer convenience and the reduction

in estimated readingsreading are also key benefitsbenefit of ANR

deployment It is also the case that ANR reducesreduce the

injuriesinjurie associated with manual meter reading slipsslip

tripstrip and fallsfall during inclement weather and the

normal course of meter reading activitiesactivitie

Please describe the ANR technology that the Company is

10 installing

11 The selected ANR technology usesuse small lowpowered

12 radio-frequency transmitterstransmitter that are integrated into

13 the metersmeter Generally the existing electric metersmeter

14 currently located at the customerscustomer premisespremise are

15 replaced with metersmeter already equipped with ANR

16 technology Gas metersmeter at customer locationslocation are

17 generally field retrofit to upgrade them so they are

18 AMR capable The transmitterstransmitter allow the metersmeter to be

19 remotely read by walking by with specially equipped

20 hand held meter reading device or driving by in

21 vehicle specially equipped with data collection

22 device The technology will also allow metersmeter to be

23 read using fixed network of pole-mounted data

16
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collectorscollector and repeatersrepeater ThisThi technology offersoffer

very high degree of flexibility in meter reading

Using thisthi approach additional functionality can be

enabled and thousandsthousand of metersmeter can be read more

frequently than once each billing cycle depending upon

billing requirementsrequirement and other data needsneed

Considering the AMR benefitsbenefit you just described why

doesdoe the Company propose to continue the installation

of saturated ANR only in Westchester County

10 The CompanysCompany cost of manual meter reading is highest

11 in Westchester In Westchester customer homeshome are

12 more widely dispersed than in other areasarea of our

13 service territory and therefore greater amount of

14 time is required to read each meter than in more

15 densely populated partspart of our service territory

16 Further because the meter reading routesroute are

17 geographically long due to the lack of meter density

18 most of the meter readersreader require vehiclesvehicle Weather

19 has more severe impact in Westchester than in other

20 areasarea of our service territory for example more

21 fallen treestree contributing to increased difficulty and

22 expense of reading as well as increased potential for

23 injury and vehicle accidentsaccident Installation of

17
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saturated ANR in Westchester County significantly

mitigatesmitigate these costscost and improvesimprove overall reading

performance and efficiency The technology selected

for Westchester can be adapted to provide increased

functionality while leveraging the CompanysCompany existing

investment for meter deployment in these areasarea

Has the Company conducted similar analysisanalysi of other

areasarea in the CompanysCompany service territory

Yes We have conducted cost/benefit analysesanalyse of all

10 other areasarea At thisthi time there is not positive

11 businessbusines case for progressing with the saturated

12 deployment of AMR outside of Westchester ThisThi

13 analysisanalysi is based on the current cost of the required

14 metering equipment We continue to monitor the cost

15 of thisthi equipment and will re-assessre-asses the viability of

16 further ANR saturation should the cost/benefit

17 relationship change to allow positive businessbusines case

18 Is Con Edison planning any other initiativesinitiative that

19 involve IANR

20 Yes The Company plansplan to continue the installation

21 of ANR at locationslocation outside of Westchester that are

22 hard to read and for specific projectsproject

18
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Please describe Con EdisonsEdison plansplan for AIR deployment

at hard-to-read locationslocation

The Company plansplan to deploy AMR equipment at locationslocation

and meter reading routesroute where it is expensive

dangerousdangerou or otherwise inefficient to read metersmeter in

conventional manner These metersmeter are regularly

inaccessible on the meter reading day and generally

require that meter reader expend more than the

average time to obtain readingsreading and the overall rate

10 of meter reading is low The installation of ANR

11 equipment for these metersmeter or routesroute will increase

12 meter reading efficiency and provide an actual reading

13 for the customer

14 Please describe Con EdisonsEdison plansplan for ANR deployment

15 for metersmeter to be installed in selected projectsproject

16 The Company plansplan to install AMR in selected projectsproject

17 where meter reading efficienciesefficiencie can be gained through

18 the use of ANR An example is new building

19 requiring large numbersnumber of electric metersmeter In such

20 casescase the sheer volume of metersmeter at the location may

21 result in meter reading route becoming too large to

22 be read by single meter reader Where such projectsproject

23 exist AMR will be used to avoid the need for

19
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additional staffing The Company expectsexpect to include

ANR modulesmodule in about 35000 electric and gas metersmeter

per year at these projectsproject

What is the total capital cost of the AMR program

The total capital cost of thisthi program is $35.96

million

Please describe the capital funding that is needed for

thisthi project

The CompanysCompany projected capital expendituresexpenditure for the

10 deployment of ANR metersmeter in 2009 is $22.8 million in

11 2010 is $7 million in 2011 is $3 million and in 2012

12 is $3 million These costscost are predominantly the

13 costscost of the AMR modulesmodule metersmeter and installation

14 What is the projected additional OM cost for the AMR

15 program

16 We expect cost increase of $210000 in rate year

17 for vehicle-related costscost No further OM increasesincrease

18 are expected after rate year and as AMR saturation

19 comescome to an end we expect the OM levelslevel to be

20 reduced after rate year

21 DoesDoe the Company expect to reduce Customer Field

22 Representative CFR staffing as consequence of

23 the installation of AMR

20
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Yes The Company continuescontinue to reduce CFR staffing

levelslevel as consequence of the installation of AJYIR

In rate year costscost for CFRsCFR are forecast to be

reduced by $880000 over the historical year In rate

year further reduction of $846000 is expected

and in rate year further reduction of $691000 is

expected

Have you prepared or had prepared under your

supervision exhibitsexhibit that detail the ANR

10 implementation

11 Yes We have prepared three exhibitsexhibit These are

12 entitled AUTOMATED METER READING Exhibit CO-3

13 AUTOMATED METER READING WORKSHEET Exhibit CO-4

14 and AUTOMATED METER READING SATURATION SAVINGSSAVING

15 Exhibit CO-5

16 MARK FOR IDENTIFICATION AS EXHIBIT CO-3 EXHIBIT

17 CO-4 and EXHIBIT CO-5

18 ANI FUNDING

19 In the Order Relating to Electric and Gas Metering

20 ServicesService issued Aug 2006 in the Competitive

21 Metering proceeding Case Nos 94-E-0952 In the

22 Matter of Competitive OpportunitiesOpportunitie Regarding Electric

23 Service et al the Commission directed utilitiesutilitie to

21
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file plansplan for the development and deployment of

advanced electric and gas metering systemssystem including

automated meter reading technology What actionsaction has

the Company taken in response to thisthi Order

The Company conducted an investigation of potential

ANI solutionssolution and in our last gas and electric rate

casescase sought funding to initiate pre-deployment

projectsproject in three areasarea followed by system-wide

deployment of ANI

10 What was the outcome of the CompanysCompany effort to secure

11 Commission approval of thisthi program and associated

12 funding in those casescase

13 In Case Nos 06-G-l332 and 07-E-0523 the Commission

14 found that determination to reflect in ratesrate costscost

15 for AMI investmentsinvestment was premature since the CompanysCompany

16 proposed programsprogram were being considered in the AMI

17 proceeding In the gas rate case the Company was

18 authorized to defer the ANI costscost being addressed in

19 the ANI proceeding In the electric rate case the

20 Commission provided for the Company to seek deferral

21 of any reasonable ANI costscost incurred during the rate

22 year as result of Commission determinationsdetermination in the

23 AM1 proceeding

22
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What is the CompanysCompany position with regard to AJYJI

The Company supportssupport the CommissionsCommission long-standing

position to provide customerscustomer with more information

about their energy usage so that they have the ability

to control their energy costscost by responding to peak

pricesprice through the use of state-of-the-art technology

and that the infrastructure needed to support real-

time peak pricing programsprogram must include advanced

metersmeter as well as expanded back-office information

10 systemssystem that can manage exponentially greater amountsamount

11 of usage information and bill customerscustomer using time-

12 sensitive ratesrate Public Service Commission PressPres

13 Release Dec 12 2007 Commission MovesMove Con Edison

14 OR Advanced Metering PlansPlan Forward State-of-the-Art

15 Meter Technology Could Help ConsumersConsumer Control CostsCost

16 071l0/94E0952 p.1 Further

17 the City of New York advised that the implementation

18 of comprehensive AMI is central to Mayor

19 BloombergsBloomberg P1aNYC Case No 07-E-0523 Recommended

20 Decision Jan 2008 63 The Company is

21 actively participating in the CommissionsCommission MU

22 proceeding and will proceed with an AMI pilot program

23 as and when appropriate

23
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What is the CompanysCompany position with regard to funding

an MII program

The Company believesbelieve that funding for Alvil initiativesinitiative

should be commensurate with the initiation of AMI

investmentsinvestment Should the AMI proceeding will be

decided before thisthi rate proceeding is concluded the

ratesrate in thisthi case should provide for funding AMI

initiativesinitiative

How doesdoe the Company propose that thisthi be

10 accomplished

11 ThisThi can be accomplished in one of two waysway If the

12 CompanysCompany specific ANI proposal is approved before new

13 ratesrate take effect in thisthi case the ratesrate to be

14 effective in the first rate year and thereafter should

15 be adjusted to reflect the costscost of the ANI programsprogram

16 If the CompanysCompany specific AMI proposal is authorized

17 after ratesrate become effective in thisthi case the

18 Commission should authorize the Company to implement

19 surcharge to its ratesrate to collect AMI-related costscost on

20 contemporaneouscontemporaneou basisbasi pending the inclusion of AMI

21 costscost in base ratesrate the next time the Company makesmake

22 base rate filing

23

24
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CYCLE METER READING HANDHELD SYSTEM

Is the Company proposing to replace the cycle meter

reading handheld system

Yes

Why is new meter reading system needed

We currently use PC-based handheld application

referred to as the PET system to control our meter

reading activitiesactivitie The system was installed in 2002

and automated the flow of information for meter

10 reading using hand-held microcomputer The Company

11 has been advised by the vendor of the PET system that

12 it will not support the system beyond 2012 Our plan

13 is to replace thisthi system with an application that

14 will continue to provide for the effective control of

15 our meter reading activitiesactivitie and timely billing for

16 our customerscustomer accountsaccount and offer us the flexibility

17 to expand as new technology becomesbecome available

18 What operationsoperation are supported by the cycle meter

19 reading handheld system

20 The current system providesprovide the ability to read

21 conventional and AMR metersmeter with handheld device or

22 mobile collector installed in vehicle and deliver

23 these readingsreading into the CompanysCompany Customer Service

25
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System ThisThi system also enablesenable automated route

restructuring at the local level for the purpose of

maintaining efficient routesroute

What is the CompanysCompany plan for replacing the PET

system

Using the competitive bid and RFP processproces the Company

will investigate the market for systemssystem designed to

deliver correct and timely billing of customer account

data The Company will use the opportunity of the

10 significant lead time for replacement to conduct

11 detailed analysisanalysi of the requirementsrequirement of the system

12 and to develop competitive RFP processproces which will

13 enable us to maximize the operational benefitsbenefit that

14 can be secured at the most competitive market price

15 for these benefitsbenefit The processproces will carefully

16 consider our current operational needsneed and those

17 expected to be experienced in the future Initial

18 indicationsindication are that the systemssystem now available in the

19 market will offer new functionality beyond the

20 capability of our current system and we will be

21 looking to take maximum advantage of such developmentsdevelopment

22 as we pursue replacement system The Company has

26
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the goal of purchasing and installing new system in

2011

What is the projected capital cost of the new system

The Company projectsproject capital cost of approximately

$3.5 million which will be incurred in 2011

What is the projected ON cost of the new system

It is expected that the Company will incur OM costscost

relating to system maintenance of approximately

$263000 per year beginning in 2012

10 Have you prepared or had prepared under your

11 supervision an exhibit that detailsdetail the CompanysCompany

12 proposed investment in the cycle meter reading

13 handheld system

14 Yes We have prepared an exhibit entitled CYCLE

15 METER READING HANDHELD SYSTEM Exhibit CO-6

16 MARK FOR IDENTIFICATION AS EXHIBIT CO-6

17 CYCLE METER READING DATA WAREHOUSE

18 Is the Company developing cycle meter reading data

19 warehouse

20 Yes

21 What is the function of the cycle data warehouse

22 The cycle meter reading data warehouse is comprised of

23 meter reading related data from operational databasesdatabase
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and the Customer Service System CSS that will

provide detailed information related to meter reading

performance The data warehouse is designed and built

on businessbusines intelligence technology that allowsallow for

reporting in variety of waysway to broad spectrum of

usersuser

What functionality will the cycle data warehouse

deliver

The data warehouse will have pre-designed and

10 scheduled reportsreport to provide CFR statisticsstatistic meter

11 reading statisticsstatistic and route analysisanalysi on periodic

12 daily monthly etc basisbasi The ability to draw

13 these reportsreport as needed will allow usersuser to easily

14 interrogate such eventsevent as demand metersmeter not read

15 irregular conditionscondition and routesroute with abnormal elapsed

16 time The data warehouse will also have dashboardsdashboard

17 and scorecardsscorecard that are information rich and visually

18 accessible and provide actionable information with

19 regard to the root causescause of problemsproblem to enable

20 corrective action For example trending of metersmeter

21 that the CFR did not reach on the assigned route and

22 supporting information could identify possible causescause

23 such as an increase of metersmeter on existing routesroute or
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decrease in performance and productivity of specific

personnel ThisThi information will enable the Company

to decide between splitting routesroute or training and

mentoring employeesemployee as the optimum solution ManagersManager

will not need training in data manipulation or query

formulation to exploit the new systemssystem functionality

Why is the Company developing thisthi warehouse at thisthi

time

The current reportsreport are mostly operational in nature

10 and do not have the capability to answer more

11 fundamental strategic questionsquestion such as How are we

12 doing Why are we achieving these resultsresult What

13 actionsaction should we be taking The current technology

14 is not conducive to either management by exception or

15 strategic long-term planning The data warehouse

16 addressesaddresse these current constraintsconstraint and providesprovide

17 self-service model for the user to get information

18 when and where required thusthu reducing reliance on

19 information technology personnel for ad hoc

20 assistance Importantly the effective accessacces to high

21 level data with drill-down capability will allow

22 senior management greater vision and oversight of

23 these important areasarea of operation ThisThi will allow
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the Company to ensure these areasarea of operation are

operating appropriately and to the benefit of all

customerscustomer

What is the projected capital cost of the new system

The Company projectsproject capital cost of approximately

$400000 to be incurred for programming costscost over

the yearsyear 2009 to 2012 It is anticipated that

programming will be continued at consistent pace

over the project term until completion in 2012

10 What is the projected OM cost of the new system

11 There is no OM expense associated with thisthi system

12 Have you prepared or had prepared under your

13 supervision an exhibit that detailsdetail the CompanysCompany

14 proposed investment in the development of Cycle Data

15 Warehouse

16 Yes We have prepared an exhibit entitled CYCLE DATA

17 WAREHOUSE Exhibit CO7

18 MARK FOR IDENTIFICATION AS EXHIBIT CO-7

19 CALL CENTER IMPROVENENTSIMPROVENENT

20 Are you proposing enhancementsenhancement to the CompanysCompany Call

21 Center

22 Yes

23 Please describe these changeschange
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ThisThi program involvesinvolve replacement of the Call CentersCenter

automatic call distribution ACD system

replacement of the existing self service system

optionsoption and implementation of businessbusines continuity

initiativesinitiative and replacement of the Call CentersCenter

workstationsworkstation The Company is also adding Customer

Service RepresentativesRepresentative CSRsCSR

Why is the Company proposing to replace the existing

ACD

10 The existing telephone ACD system is the Call CentersCenter

11 most critical infrastructure asset and processesprocesse more

12 than 15.6 million customer callscall annually All

13 customer contactscontact made to the Call Center via

14 telephone are processed and distributed to CSRsCSR in our

15 four Call CentersCenter via the ACD telephone system The

16 ACD system providesprovide an intelligent call routing engine

17 that distributesdistribute customer callscall to CSRsCSR in accordance

18 with call typestype and CSR skill setsset Additionally the

19 ACD telephone system offersoffer tiered messaging

20 capabilitiescapabilitie which provide customerscustomer with generic and

21 emergency-related announcementsannouncement It is vital that

22 appropriate messagesmessage be available to our customerscustomer

23 during emergenciesemergencie The ACD system is connected to
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multiple voice and data systemssystem The replacement

effort must begin at least two yearsyear before the

systemssystem end of life to integrate all communication

circuitscircuit and peripheral systemssystem into the replacement

environment ThisThi system was installed in 1998 and

will reach the end of its service life by 2013 as ACD

manufacturersmanufacturer move to supporting only the technology

on which the more recent systemssystem are based Such

lack of support will not only increase maintenance

10 costscost but limit the ability to integrate the ACD with

11 other more advanced Call Center technology While

12 the Company recognizesrecognize that it is prudent to replace

13 the system prior to significant increase in

14 operation risk due to thisthi circumstance it is

15 fortunate that reasonable lead time existsexist for

16 replacement The Company will conduct thorough

17 needsneed assessment and will be able to conduct

18 comprehensive RFP processproces to target the best solution

19 for the Call CentersCenter future needsneed that integratesintegrate

20 effectively with other Call Center technology As

21 integration of such an important system is long and

22 complex processproces the Company has set the goal of

23 securing the required replacement solution by 2011 so
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the system will have been through robust testing

protocol before the end of life of the current system

Such strategy will protect the level of service to

customerscustomer at all stagesstage of thisthi significant system

change

What is the cost for thisthi program

The projected cost for the replacement of the ACD is

$2.25 million in capital in 2011 At thisthi time it is

expected that single vendor will supply the total

10 system The OM cost of the system is $28000

11 beginning in RY when system maintenance costscost are

12 expected to begin to be applicable

13 Why is the Company replacing the existing self service

14 system VRU

15 The CompanysCompany VRU is an automated interactive voice

16 response system which providesprovide customerscustomer with self-

17 service optionsoption Currently there are approximately

18 thirty-five VRU self-service applicationsapplication available to

19 customerscustomer and we continue to see annual growth in the

20 use of VRU self-service The VRU system processesprocesse

21 more than fifty percent of all inbound customer callscall

22 The VRU also handleshandle most outbound callscall made to

23 customerscustomer during outage eventsevent in order to provide
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customerscustomer with the estimated time of service

restoration and to allow customerscustomer to verify service

restoration following an outage event The existing

VRU employsemploy outdated technology that will not be

supported by the existing vendor beyond 2013 With

the existing VRU hardware of an age where replacement

partspart have become scarce replacement of the VRU is

critical to avoid hardware failuresfailure that could have an

impact on system availability Such failuresfailure would

10 negatively affect the Call CentersCenter ability to provide

11 customerscustomer with quality customer service Furthermore

12 the CompanysCompany existing self service VRU system

13 utilizesutilize proprietary programing language an

14 uncommon language in the industry ThisThi limitslimit the

15 development of software required for future self

16 service applicationsapplication and increasesincrease the difficulty of

17 system upkeep as programmersprogrammer capable of writing

18 programsprogram in thisthi language become more difficult to

19 source and secure The new VRU self service system

20 will be in operation by mid-2009

21 Please describe the additional work that is required

22 as part of the VRU replacement
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The solution developed by the Company involvesinvolve the

replacement of the existing VRU system with next

generation interactive voice response IVR system

The new system will better serve customerscustomer over

range of servicesservice ThisThi new generation system will be

complemented by virtual hold technology technology

allowing the customer to select from among call back

optionsoption if they want to speak with CSR but do not

wish to continue to hold for CSR to be available

10 Please continue

11 Currently the system utilizesutilize many self-service

12 applicationsapplication that were specifically developed by the

13 Company over the yearsyear to meet the needsneed of our

14 customerscustomer These applicationsapplication will need to be re

15 written and/or re-engineered thisthi constitutesconstitute major

16 part of the system replacement project These self-

17 service applicationsapplication currently handle approximately

18 6.5 million callscall per year Such volume handled

19 manually would require the equivalent of approximately

20 300 CSRsCSR

21 What is the cost for thisthi program

22 The projected capital cost for the development of self

23 service system applicationsapplication is $2.87 million in 2010
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$1.97 million in 2011 and $1.13 million in 2012 for

total program capital cost of $5.96 million The

Company will begin incurring OM costscost of $170000

associated with thisthi program in rate year and

incremental OM of $300000 in rate year ThisThi will

bring the total ON requirement to $470000 per year

in the third year

Please describe the businessbusines continuity initiativesinitiative

The Call Center businessbusines continuity plan requiresrequire the

10 Company to improve its meansmean to provide continued

11 service to our customerscustomer during the losslos of Call

12 Center infrastructure including server computing

13 resourcesresource and facilitiesfacilitie The current Call Center LAN

14 server architecture is not redundant and lackslack

15 robust disaster recovery implementation Failure of

16 given server will prevent all usersuser connected to the

17 server including CSRsCSR from accessing information

18 that is necessary to handle and processproces customer

19 inquiresinquire and emergency transactionstransaction During most

20 server outagesoutage usersuser remain out of service until the

21 server problem is corrected Typically the

22 restoration processproces requiresrequire at least six hourshour which

23 could hamper our ability to assist customerscustomer during an
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emergency period when they need us to be available and

have accessacces to essential information The proposed

improvement includesinclude the implementation and

installation of redundant server cluster environment

with near real time recovery capabilitiescapabilitie

Additionally the proposed improvement design will

include robust storage area network SAN to

ensure files/data are backed up and stored to disk

routinely for archiving and restoration purposespurpose In

10 the proposed server recovery solution failed server

11 will be immediately recovered by redundant like and

12 kind server Most importantly thisthi mechanism will be

13 transparent to server usersuser The proposed improvement

14 will mitigate downtime through the implementation of

15 server recovery and data replication technologiestechnologie

16 ThisThi solution will also addressaddres existing pointspoint of

17 failuresfailure that exist today in the computer network

18 wiring infrastructure Further Call Center network

19 performance analyticsanalytic system monitoring toolstool and

20 data warehousing technology will be implemented to

21 consolidate information and refine data to enable

22 proactive rulesrule based responsesresponse to system

23 performance ThisThi will allow the Company to identify
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areasarea of potential failure at the earliest possible

time and take corrective stepsstep to avoid such failure

or limit its impact Further analysisanalysi will enable

processproces review to improve system processproces for future

operation

What is the cost for thisthi program

The projected capital cost for the businessbusines continuity

initiativesinitiative is $1.58 million in 2010 and $844000 in

2011 for total program capital cost of $2.42

10 million The OM associated with thisthi program will be

11 $50000 beginning in rate year and will increase by

12 $50000 in rate year for an OM requirement of

13 $100000 in rate year

14 Why is the Company planning to upgrade the Call Center

15 CSR workstationsworkstation

16 By 2012 thisthi hardware will have reached the end of

17 its useful life In thisthi context it is important that

18 arrangementsarrangement are made to replace thisthi vital equipment

19 What is the cost for thisthi program

20 The projected capital cost for the replacement of the

21 Call Center workstationsworkstation and serversserver is $1.35 million

22 and it is expected that thisthi cost will be incurred in
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2012 There are no OM costscost associated with thisthi

program

The Commission approved the CompanysCompany hiring of 18

CSR5 and manager in the last electric rate case

Has the Company hired these CSR5

Yes

What is the cost for thisthi program in rate year

The cost for staffing 18 customer service

representativesrepresentative and management employee is $635000

10 ThisThi cost was incurred as of the rate year beginning

11 April 2008 and is not in the historic year

12 Have you prepared or had prepared under your

13 supervision exhibitsexhibit that detailsdetail the CompanysCompany

14 proposed investment in the Call Center

15 Yes We have prepared exhibitsexhibit entitled CALL CENTER

16 ENHANCEMENTSENHANCEMENT Exhibit CO-8 CALL CENTER

17 WORKSHEET Exhibit CO-9 and CALL CENTER

18 CSR5 Exhibit CO-b

19 MARK FOR IDENTIFICATION AS EXHIBIT CO-8

20 CO-9 and CO-b

21 SYSTEMSSYSTEM DEVELOPMENT

22 Please describe the changeschange the Company is planning to

23 make to its customer service systemssystem
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The Company plansplan to continue CSS Life Extension to

enhance our existing Customer Service System CSS

to develop applicationsapplication for the automatic billing of

customerscustomer currently billed outside of the CompanysCompany

CSS and to reinforce other Company customer service

systemssystem The Commission approved funding of $1

million for thisthi project for the current rate year in

the 2008 electric rate order

Please describe the work that needsneed to be performed on

10 CSS

11 We continue to upgrade the programming language in

12 which CSS was originally developed We have been

13 systematically reprogramming CSS to more universally

14 used and supported language Some of the portionsportion of

15 CSS that we need to upgrade include the bill

16 calculation facility the activity file maintenance

17 application and other specific functionsfunction

18 Why is thisthi work required

19 ThisThi project is important to the Company to maintain

20 viable CSS with the required flexibility to support

21 the current and future operating environment The

22 availability of programmersprogrammer and technicianstechnician trained in

23 the older programming language and system design
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continuescontinue to diminish ThisThi leavesleave the support for

thisthi key suite of systemssystem vulnerable as the Company

could be unable to create new applicationsapplication or fix

problemsproblem as they occur Further new programming is

needed to more efficiently facilitate CSS integration

with other systemssystem and to create the ability to

effectively make any necessary modificationsmodification These

changeschange are especially important as the nature of

customer needsneed and billing are becoming more complex

10 The CSS must be able to interact effectively with

11 systemssystem that enable optionsoption in the competitive

12 marketplace and real-time pricing and facilitate

13 quality data presentation to Customer Service

14 RepresentativesRepresentative

15 What is the projected cost of thisthi program

16 The projected capital cost of thisthi program is $1

17 million per year during the period 2009-2012

18 Have you prepared or had prepared under your

19 supervision an exhibit that detailsdetail the CompanysCompany

20 proposed investment in the CSS

21 Yes We have prepared an exhibit entitled CSS LIFE

22 EXTENSION Exhibit CO-il

23 M1RK FOR IDENTIFICATION AS EXHIBIT CO-il
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Please describe the application that you propose to

develop for accountsaccount that are billed outside of the

CompanysCompany Customer Service System CSS

Currently the Company utilizesutilize number of off-system

billing processesprocesse outside of the CSS to bill customerscustomer

taking service under certain ratesrate and programsprogram

Managing and billing these customer accountsaccount involvesinvolve

manual processesprocesse and/or systemssystem other than CSS The

Company proposespropose to utilize common automated system

10 to replace all of the off-system billing applicationsapplication

11 currently in use Development of thisthi system will

12 support these billing activitiesactivitie and provide full

13 automation of these processesprocesse eliminating the use of

14 manual processesprocesse for billing currently in use and will

15 automate all billing protocolsprotocol The Commission

16 considered and approved thisthi program in Case No 07-E-

17 0523

18 What off-system billing applicationsapplication currently in use

19 will be replaced

20 The Company plansplan to utilize the common automated

21 system to replace all of the off-system billing

22 applicationsapplication currently in use As planned the first

23 phase of system development will provide billing for

42



CUSTOMER OPERATIONSOPERATION PANEL ELECTRIC

electric customerscustomer served under standby ratesrate and

those ratesrate currently billed via the Economic

Development Delivery System EDDSEDD The EDDSEDD ratesrate

include Power for JobsJob PFJ New York City Public

Utility Service NYCPUSNYCPU County of Westchester

Public Utility Service Authority COWPUSA World

Trade Center WTC and Substitute Energy In the

second phase of the system development billing

relating to New York Power Authority NYPA ratesrate

10 will be addressed

11 What is the statusstatu of thisthi project

12 comprehensive review of the billing and system

13 processesprocesse involved in billing the involved ratesrate has

14 been completed Next technical analysisanalysi will be

15 conducted in preparation for system development

16 Please describe the benefitsbenefit of utilizing single

17 automated system to bill these customerscustomer

18 The migration from multiple satellite nonCSSnonCS

19 billing systemssystem to common automated system will

20 allow for the elimination of the heavily manual

21 billing processesprocesse currently required in serving the

22 customerscustomer under the involved ratesrate Using common

23 system will allow for greater crosscros training of system
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usersuser and support personnel to ensure greater

reliability of the billing provided to customerscustomer The

common system will also enable the automation of

quality control mechanismsmechanism and improvement of the

database management and maintenance for the accountsaccount

of the customerscustomer involved The system being developed

will also enable greater flexibility in regard to the

development and modification of the ratesrate we are able

to offer customerscustomer

10 Why doesdoe thisthi work need to be conducted at thisthi time

11 Billing of customerscustomer under these ratesrate and programsprogram

12 using current methodsmethod requiresrequire high degree of

13 experience and expertise The ratesrate that are

14 currently billed off-system are managed thisthi way

15 because they are very complex and the existing core

16 billing system CSS is not able to provide for thisthi

17 complexity The billing of these ratesrate is complicated

18 due to rate treatment that requiresrequire seriesserie of

19 calculationscalculation our existing CSS doesdoe not have the

20 flexibility to support the complex algorithmsalgorithm

21 involved In the past the Company was able to rely

22 on an extremely stable workforce and employeesemployee that

23 billed these complicated accountsaccount occupied their
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positionsposition for long periodsperiod In that environment it

was possible for employeesemployee to gain the experience and

knowledge needed to bill these accountsaccount using the

current methodsmethod and for the organization to retain

these employeesemployee once they gained mastery of the

billing methodsmethod In our current environment with

higher level of attrition of experienced employeesemployee and

more transient workforce replacing them it has

become extremely difficult to replicate the skillsskill

10 needed to manage these accountsaccount using current methodsmethod

11 and to retain the employeesemployee performing these

12 functionsfunction ThisThi makesmake it critical that we develop

13 system that will automate the billing of these

14 accountsaccount while we still retain experienced employeesemployee

15 The remaining experienced workforce is critical to the

16 continued billing of these accountsaccount until new system

17 is developed and will also serve to advise the new

18 system designersdesigner on the intricate detailsdetail of the rate

19 construction and customer billing needsneed It is

20 therefore important to all stakeholdersstakeholder that the new

21 system be developed at thisthi time

22 What is the cost of thisthi program
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The cost to develop the proposed system for the

automation of off-system billing is estimated to be

total of $7 million in capital spending over the 2009-

2012 period

Have you prepared or had prepared under your

supervision exhibitsexhibit that detail the CompanysCompany

proposed investment in off-system billing

Yes We have prepared an exhibit entitled OFF-SYSTEM

BILLING Exhibit CO-l2 and an exhibit entitled

10 OFF-SYSTEM BILLING WORKSHEET Exhibit CO-13

11 MARK FOR IDENTIFICATION AS EXHIBIT CO-12 and EXHIBIT

12 CO13

13 Please describe your other proposalsproposal with respect to

14 the reinforcement of other Company customer service

15 systemssystem

16 The Company proposespropose to reinforce the systemssystem that

17 support the CompanysCompany existing obligationsobligation to

18 accommodate customerscustomer that elect to take service from

19 ESCO5 including those that elect to return to full

20 service statusstatu ThisThi will involve improvementsimprovement to the

21 systemssystem supporting enrollment activitiesactivitie i.e the

22 Retail AccessAcces Information System RAISRAI and the

23 Transportation Cost Information System TCISTCI The
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Commission considered and approved thisthi program in

Case No 07-E-0523

What progressprogres has been made on thisthi work

The Company has selected consultant who began

performing strategy assessment of retail accessacces

systemssystem during April 2008 The consultant is

responsible for developing work plan that will

provide specific technology solutionssolution to increase the

performance and efficiency of the retail accessacces

10 systemssystem enhance customer communication toolstool

11 standardize programming languageslanguage and enhance the EDI

12 Phase III testing processproces The strategy assessment

13 will be completed by the end of July 2008

14 Immediately after completion of the strategy

15 assessment and an acceptable work plan the Company

16 will begin system development work to implement the

17 technology solutionssolution in accordance with the work plan

18 Why is thisthi work necessary

19 Reinforcement of the systemssystem supporting the

20 competitive marketplace is needed to manage the

21 CompanysCompany obligation to facilitate the enrollment of

22 customerscustomer with ESCOsESCO the transfer of customerscustomer

23 between ESCOsESCO and back to utility service The
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movement of customerscustomer has significantly increased as

result of initiativesinitiative such as the Purchase of

ReceivablesReceivable program and PowerMove which were

implemented during prior gas and electric rate plansplan

During 2007 the Company processed total of 354377

switchesswitche with total of 259928 customerscustomer moving from

utility supply service to ESCO supply service and

total of 94449 customerscustomer returning to full service

In addition in the past year the Company processed

10 total of 92491 requestsrequest to switch from one ESCO to

11 another With the volume increased to involve so many

12 customer accountsaccount the importance of these systemssystem has

13 grown

14 Please continue

15 Due to the large numbersnumber of customerscustomer switching to

16 ESCOsESCO the CompanysCompany RAISRAI and TCISTCI systemssystem have

17 reached effective capacity It is important to note

18 that RAISRAI and TCISTCI were initially developed over 10

19 yearsyear ago and since then additional systemssystem and

20 applicationsapplication were developed to support the competitive

21 marketplace Specifically the Company developed the

22 Consolidated Utility Billing System CUBSCUB in order

23 to bill customerscustomer on behalf of ESCOsESCO and implemented
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Electronic Data Interchange EDI to standardize

information exchangesexchange between the Company and ESCOsESCO

Both CUBSCUB and EDI require interactionsinteraction between PAlSPAl

and TCISTCI and the CompanysCompany Customer Information

System which has further stressed PAlSPAl and TCISTCI

With over 30000 customerscustomer switching monthly it is

critical that systemssystem supporting customer electionselection to

switch service be reinforced so that customer service

activitiesactivitie can be adequately supported Due to these

10 factorsfactor reinforcement of RAISRAI and TCISTCI is necessary

11 at thisthi time so that the systemssystem are able to continue

12 to function as required

13 What specific systemssystem enhancementsenhancement will be completed

14 as part of thisthi program

15 Specific aspectsaspect of PAlSPAl and TCISTCI to be enhanced

16 include updating and standardizing program languageslanguage

17 to improve efficiency of maintaining the systemssystem and

18 increasing capacity and efficiency of system processesprocesse

19 to support the increased volumesvolume of ESCO transactionstransaction

20 and to provide for processing in timely fashion

21 Customer information toolstool will also be enhanced

22 which will increase the information that is available

23 to our Call Center to provide customerscustomer with
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comprehensive information about their account with

respect to ESCO provided supply ImprovementsImprovement will

also be made to the systemssystem test environmentsenvironment to

allow for more efficient mandated Phase III

certification of ESCOsESCO EDI communication

What is the cost of thisthi project

The cost of thisthi program is estimated to be total of

$3 million in capital spending over the period 2009 to

2010

10 Have you prepared or had prepared under your

11 supervision exhibitsexhibit that detail the CompanysCompany

12 proposed investment in the competitive market customer

13 service systemssystem

14 Yes We have prepared an exhibit entitled

15 COMPETITIVE MARKET CUSTOMER SERVICE SYSTEMSSYSTEM Exhibit

16 CO-14 and an exhibit entitled COMPETITIVE MARKET

17 CUSTOMER SERVICE SYSTEMSSYSTEM WORKSHEET Exhibit CO

18 15

19 MARK FOR IDENTIFICATION AS EXHIBIT CO-14 and EXHIBIT

20 CO-15

21 LOW INCOME PROGRAM

22 DoesDoe the Company currently have Low Income Program

23 for residential electric customerscustomer
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Yes the Company has Low Income Program that

providesprovide reduced Customer Charge to customerscustomer

receiving Public Assistance Supplemental Security

Income SSI or Food StampsStamp or who are recipientsrecipient of

Home Energy Assistance Program HEAP benefitsbenefit in

the last 12 monthsmonth Funding for thisthi program was set

at $17.4 million annually in the 2008 electric rate

order

Is the Company proposing to continue thisthi Low Income

10 Program

11 Yes The Company proposespropose to continue the program at

12 the same funding level as in the current Rate Plan

13 $17.4 million per year With funding at thisthi level

14 the Company will provide Customer Charge reduction

15 of $5.92 to the customer charge adopted in thisthi case

16 for low income residential customerscustomer taking service

17 under Rate of SC non-heating and heating who

18 receive benefitsbenefit under one of the assistance programsprogram

19 mentioned above CustomersCustomer already on the program

20 would not have to reapply to receive the benefit of

21 the reduced charge

22 How many customerscustomer would be expected to receive

23 benefitsbenefit under thisthi program
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At the $17.4 million level the $5.92 monthly

reduction in the customer charge will be available to

approximately 245000 customerscustomer annually

BILL REDESIGN

Has the Company recently redesigned its bill

Yes The functionality of Con EdisonsEdison prior bill

format had been maximized and could not accommodate

any further expansionsexpansion to bill content Therefore

bill design changeschange were necessary

10 Why were these changeschange necessary

11 For full service customerscustomer the Company needed to

12 provide an unbundled bill format as result of the

13 February 18 2005 Order Directing Submission of

14 Unbundled Bill FormatsFormat issued in Case No 00-M-0504

15 ThisThi included being able to display delivery supply

16 and tax chargescharge The redesigned bill providesprovide more

17 information and breakdown of competitive versusversu non

18 competitive chargescharge to assist customerscustomer in making

19 informed choiceschoice about energy supply alternativesalternative

20 Has the Commission approved the bill redesign project

21 Yes In the 2008 electric rate order the Commission

22 approved incremental OM costscost of $1.1 million

52



CUSTOMER OPERATIONSOPERATION PANEL ELECTRIC

DoesDoe the Company expect to incur additional

incremental OM costscost as result of full deployment

of the new bill

Yes

What is the cause of these incremental costscost

Incremental costscost are due to the full deployment of

the new bill using larger bill paper and envelopesenvelope and

the use of environmentally friendly recycled paper

Specifically based on an anticipated annual volume of

10 the larger bill paper and envelopesenvelope costscost will

11 increase by approximately $670000 In addition the

12 use of environmentally friendly recycled paper and

13 envelopesenvelope will result in approximately $420000 of

14 additional paper costscost ThusThu total incremental

15 cost of $1.09 million per annum will be incurred

16 Please continue

17 critical initiative of thisthi project has been to

18 provide Call Center representativesrepresentative with facsimile

19 version of the newly designed bill as issued to each

20 customer so that the representative can successfully

21 respond to customer inquiriesinquirie Specifically

22 customerscustomer often inquire about specific itemsitem that are

23 shown on their billsbill Prior to having accessacces to an
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image of the customerscustomer bill CSRsCSR had difficulty

satisfying these customer inquiriesinquirie With the

facsimile bill the CSR is looking at the exact same

bill as the customer when responding to the customerscustomer

inquiry ThisThi greatly improvesimprove our ability to satisfy

these typestype of inquiriesinquirie To better support our

customerscustomer the Company will utilize new service

providing more robust tool to electronically

archive and that will allow CSRsCSR to view and

10 retrieve copiescopie of customerscustomer billsbill The new service

11 will enable us to more effectively and efficiently

12 respond to customer inquiriesinquirie by providing

13 representativesrepresentative with more rapid and direct manner to

14 view facsimile billsbill as well as the ability to view

15 multiple billsbill for customer at the same time It

16 will also enable us to issue duplicate bill for

17 customerscustomer who request one Further thisthi service will

18 better support the CompanysCompany ebill program by

19 providing newly enrolled customerscustomer with historical

20 electronic bill history as well as electronic current

21 billsbill ThisThi new service will result in an increase in

22 OM expensesexpense of approximately $460000 per annum
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What other incremental costscost will be experienced as

result of full deployment

As the new bill generation system has moved from the

development stage to full deployment incremental

equipment maintenance and software license feesfee have

become applicable Incremental ON costscost will be

incurred for equipment maintenance in the approximate

amountsamount of $128000 for duplex printersprinter and $15000

for upgraded mail insertersinserter and software license feesfee

10 of approximately $133000 for the Bill Composition

11 Dialogue software and $34000 for Publication software

12 which supportssupport the Dialogue product

13 What is the total incremental cost for the above

14 itemsitem

15 The Company expectsexpect to incur incremental OM costscost of

16 $800000 in the rate year beginning April 2009 in

17 addition to the $1.1 million already approved

18 Therefore for the paper costscost the facsimile bill and

19 equipment maintenance and software license feesfee the

20 Company is requesting $1.9 million in 0M funding for

21 thisthi project for the rate year
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Have you prepared or had prepared under your

supervision exhibitsexhibit that detail the CompanysCompany

proposed investment in bill redesign

Yes We have prepared an exhibit entitled BILL

REDESIGN Exhibit CO-16 and an exhibit entitled

BILL REDESIGN WORKSHEET Exhibit CO-17

MARK FOR IDENTIFICATION AS EXHIBIT CO-l6 and EXHIBIT

COl7

CREDIT AND COLLECTION ACTIVITIESACTIVITIE

10 Is the Company proposing any changeschange to its customer

11 service field forcesforce

12 Yes The Company is proposing to increase Field

13 OperationsOperation staffing assigned to collectionscollection activitiesactivitie

14 to addressaddres the increased volume of accountsaccount that

15 require field collection The Company also requiresrequire

16 additional administrative staff to support the

17 replevin work generated as consequence of the

18 increased collectionscollection activitiesactivitie that will be

19 performed The Company will incur certain capital

20 costscost discussed below to support these effortseffort

21 Please explain the actionsaction that the Company takestake to

22 collect on overdue billsbill prior to the accountsaccount being

23 scheduled for field collectionscollection action
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The Company takestake number of actionsaction to resolve

overdue billsbill CustomersCustomer receive seriesserie of noticesnotice

from the Company including remindersreminder alertsalert and

termination noticesnotice in an effort to make them aware

that their billsbill are overdue and effect payment

Termination noticesnotice sent to residential customerscustomer also

offer deferred payment agreementsagreement as way for the

customer to resolve the arrearsarrear Once customer

accountsaccount reach the stage where the next step would be

10 field collection action the Company endeavorsendeavor to

11 contact the customer by telephone in another attempt

12 to resolve the arrearsarrear before the account is scheduled

13 for field collection CustomersCustomer are also contacted by

14 telephone when the initial field collection visit doesdoe

15 not result in the resolution of the arrearsarrear or

16 disconnection of the customerscustomer meter

17 Has the volume of accountsaccount requiring field collectionscollection

18 increased

19 Yes The Company has experienced an increase in the

20 number of accountsaccount that require field collectionscollection

21 activitiesactivitie From 2004 to 2005 accountsaccount requiring

22 field collectionscollection activitiesactivitie increased by 2 From

23 2005 to 2006 accountsaccount requiring field collectionscollection
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activitiesactivitie increased by 7 The same 7 rate of

increase was experienced from 2006 to 2007 It is

expected that volumesvolume will increase by slightly

higher rate of 9 during 2008 due to the current

economic downturn

Has the Company seen an increase in accountsaccount requiring

field collection activitiesactivitie in the first quarter of

2008

Yes As compared to the first quarter of 2007 the

10 Company has experienced 14.6 increase in accountsaccount

11 requiring field collection activitiesactivitie in the first

12 quarter of 2008

13 What has the Company done to addressaddres these increased

14 volumesvolume of accountsaccount that require field collectionscollection

15 activitiesactivitie

16 The Company recently implemented new work management

17 system to control field collectionscollection work ThisThi system

18 schedulesschedule the work based on geographic proximity

19 ThisThi allowsallow the collectorscollector to be more efficient in

20 addressing the higher volume of work by reducing

21 travel time JobsJob reached per route increased from

22 24.52 in the first quarter of 2007 to 26.19 in the

23 first quarter of 2008
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Was the Company able to addressaddres the increasesincrease in work

volume thisthi way

No An increase in the staffing level was still

necessary During 2007 24 Customer Field

RepresentativesRepresentative CFRsCFR were hired and assigned to

field collection activitiesactivitie ThisThi increased staffing

has resulted in an increased number of collection

mattersmatter being resolved

Did thisthi meet the CompanysCompany needsneed for field collection

10 activitiesactivitie

11 No The Company determined that additional staffing

12 of 27 CFRsCFR over the level in the historical period is

13 needed in the rate year

14 What will these resourcesresource cost

15 The Company projectsproject an incremental OM cost of

16 approximately $1.2 million in the rate year and

17 capital cost in 2009 of $52000 for handheld meter

18 reading devicesdevice for the additional CFR5

19 Why are costscost increasing in the replevin group

20 The replevin group is responsible for obtaining court

21 ordersorder writswrit of replevin to recover Company

22 equipment Company metersmeter on accountsaccount where Company

23 field collectionscollection effortseffort have been unable to resolve
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account arrearsarrear or to terminate service As more

collection activitiesactivitie are completed the number of

writswrit will increase The Company will require an

increase in its staff and related administrative costscost

associated with replevin activity

Why is prompt action by the replevin group important

By completing the replevin action on these defaulting

accountsaccount in prompt fashion the potential for

additional uncollectible consumption being generated

10 is greatly reduced

11 What will these resourcesresource cost

12 The Company projectsproject an OM cost of approximately

13 $437000 in the rate year for additional personnel and

14 administrative costscost

15 Have you prepared or had prepared under your

16 supervision exhibitsexhibit that detail the CompanysCompany

17 proposed costscost for credit and collection activitiesactivitie

18 Yes We have prepared an exhibit entitled CREDIT AND

19 COLLECTION ACTIVITIESACTIVITIE Exhibit CO-18 an exhibit

20 entitled CREDIT AND COLLECTION DOCUMENT GROWTH

21 Exhibit CO-l9 and an exhibit entitled CREDIT

22 AND COLLECTION CFR STAFFING Exhibit CO-20
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MARK FOR IDENTIFICATION AS EXHIBIT CO-18 EXHIBIT

CO-19 and EXHIBIT CO-20

RETAIL ACCESSACCES PROGR.AIvISPROGR.AIvI

As result of the CompanysCompany 2004 and 2005 gas and

electric rate plansplan what programsprogram did the Company

initiate

The Company initiated PowerMove Market Match and

Purchase of ReceivablesReceivable POR in support of retail

accessacces

10 Is the Company proposing any changeschange to any of these

11 programsprogram

12 Yes With respect to PowerMove while the Company

13 will continue the existing program without

14 modification it is also in the processproces of reviewing

15 proposed expansion of the program

16 Please describe the expansion the Company is

17 considering

18 As directed in the CommissionsCommission order in Case No 07-

19 E-0523 the Company will be filing report addressing

20 an intervenersintervener proposal that the Company expand its

21 PowerMove program to include customerscustomer who contact the

22 Company for new service The report will addressaddres

23 whether it is feasible to provide new customer
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referralsreferral to ESCOsESCO how HEFPA regulationsregulation will be met

and how the expansion would not present an impediment

to the timely provision of service as required by law

as well as how Con Edison would recover the cost for

any expansion of the ESCO referral program The

Company is required to file the report by May 24

2008

What are the CompanysCompany plansplan for Market Match

The Company plansplan to continue the Market Match program

10 without modification The CompanysCompany new website

11 featuresfeature thisthi program and providesprovide easy accessacces to

12 information about individual ESCOsESCO participating in

13 the CompanysCompany service territory CostsCost to continue

14 thisthi program are de minimisminimi

15 DoesDoe the Company propose to continue its POR Program

16 Yes the Company will be continuing its POR program

17 without modification

18 DoesDoe thisthi conclude your testimony

19 Yes
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Project/Program Title Mandatory Hourly Pricing

Work Description

The Company is expanding MHP to customerscustomer whose maximum demand is over 500 kW in any

month during an annual period ending 9/30 approx 1570 customerscustomer The Company is

proposing to implement thisthi in phasesphase The first phasewould be directed to the larger customerscustomer

over MW to 1.5 MW approx 330 customerscustomer The second phase would be directed to the

customerscustomer over 500 kW to MW approx 1240 customerscustomer

As only the first year of the multi year MHP program was approved in case 07-E-0523 funding is

needed to provide for the total capital cost of the program and the meter communication costscost

which were in the latter yearsyear of the OM submission Staff has also required an expandedMHP

customer education program

Justification

The Commission has approved and endorsed the importance of thisthi program and the program has

been funded in the 2008/2009 Rate Plan ThisThi program extendsextend beyond the one year rate period
and funding is needed to the addressaddres capital and OM funding requirementsrequirement to complete
implementation of thisthi program

$283000 of the OM request has been approved in case 07-E-0523 but must be re-submitted in

the financialsfinancial as it is not in the historical year

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$1725 $0 $0 $0 $1725

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$0 $316 $834 $1034 $1034 $3218
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Mandatory Hourly Pricing Worksheet

CostsCost

Capital 2009 2010 2011 2012 Total

Professional ServicesService DaysDay

Project Management 60 108000 108000
BusinessBusines ProcessProces RequirementsRequirement 190 342000 342000

System Integration 60 108000 108000
Travel ExpensesExpense 83700 83700

SystemsSystem
System Warranty 115875 115875
MetersMeter Number

MetersMeter 573 419006 419006
Labor 225619 225619
CommunicationPointlnstallation 322313 322313

Capital Total 1724513 1724513

OM RYO RY1 RY2 RY3

Maintenance Hardware 40000 40000 40000
Maintenance Database 63000 63000 63000
Maintenance Software 22500 45000 45000
Maintenance Support Resource Cost 124800 124800
CommunicationsCommunication 90000 286000 486000
Outreach and Education 100000 100000 100000
Billing/Support Staff 175000 175000

OM Total $283000 315500 833800 1033800
Incremental 32500 518300 200000

RYO April 2008 to March 31 2009
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Project/Program Title Automated Meter Reading

Work Description

The deployment of saturated Automated Meter Reading AMR that is expected to completethe

saturation of Westchester County and installation of AMR for hard to read accountsaccount Deployment
involvesinvolve the installation of metersmeter with low-powered radio transmitterstransmitter which enablesenable the metersmeter

to be read using walk by or drive by data collection ThisThi program maintainsmaintain AMR installation

infrastructure through the first half of 2010 these resourcesresource will be used to complete the AMR

deployment in Westchester

Justification

The deployment of automated meter reading will be continued to secure the benefitsbenefit of off site

meter reading These benefitsbenefit include labor reductionsreduction removal of hard-to-readshard-to-read and meter

reading associated injuriesinjurie SavingsSaving from AMR saturation are shown in the AMR Saturation

SavingsSaving program

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$22796 $7003 $3080 $3080 $35959

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast
Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$121 $331 $331 $121 $121 $904
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AUTOMATED METER READING WORKSHEET

AMR Deployment 2009

Capital ComponentsComponent Cost

Meter Equipment 9107970

Mobile Data Collector 78750

Labor 10414080
Administrative Cost 115200

Saturation Program Total 19715999.63

Hard-to-Read MetersMeter New LocationsLocation 1300000.00
Hard-to-Read MetersMeter Techology Replacement 500000.00

AMR New AccountsAccount 1280000.00

Strategic Program Total 3080000

AMR Program Total Saturation and Strategic 22796000

AMR Deployment 2010

Capital ComponentsComponent Cost

Meter Equipment 730000

Mobile Data Collector

Labor 3143000
Administrative Cost 50000

Saturation Program Total 3923000

Hard-to-Read MetersMeter New LocationsLocation 1300000.00
Hard-to-Read MetersMeter Techology Replacement 500000.00
AMR New AccountsAccount 1280000.00

Strategic Program Total 3080000

AMR Program Total Saturation and Strategic 7003000

AMR Deployment 2011

Capital ComponentsComponent Cost

Saturation Program Total

Hard-to-Read MetersMeter New LocationsLocation 1300000.00
Hard-to-Read MetersMeter Techology Replacement 500000.00
AMR New AccountsAccount 1280000.00

Strategic Program Total 3080000

AMR Program Total Saturation and Strategic 3080000

AMR Deployment 2012

Capital ComponentsComponent Cost

Saturation Program Total

Hard-to-Read MetersMeter New LocationsLocation 1300000.00
Hard-to-Read MetersMeter Techology Replacement 500000.00
AMR New AccountsAccount 1280000.00

Strategic Program Total 3080000

AMR Program Total Saturation and Strategic 3080000
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Project/Program Title Automated Meter Reading Saturation SavingsSaving

Work Description

The saturation deployment of Automated Meter Reading AMR equipment will result in

reduction in the number of Customer Field RepresentativesRepresentative CFRsCFR required to read metersmeter in the

area covered by AMR

Justification

The reduction in the numbersnumber of CFRsCFR needed to read metersmeter is key benefit of the AMR

program

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$0 $0 $0 $0 $0

OM Funding $000

Historical Forecast Forecast Forecast Forecast

Year RYE RYE RYE Total

2007 2010 2011 2012

$860 $1740 $2586 $3277 $7603
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Project/Program Title Cycle Meter Reading Handheld System

Work Description

Replacement of cycle meter reading system and handheldshandheld ThisThi will involve the purchase of

approximately 540 handheld devicesdevice 470 desk-based docking stationsstation and compatible software

Annual maintenance for the handheld devicesdevice and docking stationsstation will be included Apart from

the vendorsvendor professional servicesservice for implementation the CompanysCompany resourcesresource will be required
to develop an interface for the new system to company systemssystem New internal hardware such as

serversserver and desktopcomputerscomputer will also be purchased

Justification

It is critical that the cycle meter reading system be replaced since as advised by the supplier of

the current system thisthi system will not be supported beyond 2012

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$0 $0 $3488 $0 $3488

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$0 $0 $0 $0 $263 $263
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project/Program Title cycle Data Warehouse

Work Description

Development of data warehouse that storesstore and aggregatesaggregate meter reading related data from

number of sourcessource The primary function of the warehouse is the integration of data from the

CompanysCompany CSS and meter reading systemssystem that will provide platform for the generation of

comprehensive meter reading reportsreport

Justification

The warehouse has report capability that will greatly improve the information available to Field

OperationsOperation management that will assist in developing operational improvementsimprovement such as the

rerouting of cycle meter reading routesroute

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$100 $100 $100 $100 $400

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$0 $0 $0 $0 $0 $0
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project/Program Title Call Center EnhancementsEnhancement

Work Description

ThisThi program involvesinvolve replacement of the Call CentersCenter automatic call distribution ACD system
and the existing self service system and implementation of businessbusines continuity initiativesinitiative Next

generation self-service technology will be implemented to replace the legacy self-service systemssystem
and enable wide range of automated functionality that targetstarget improved customer self-service

The businessbusines continuity program will enable redundant server architecture with recovery

capabilitiescapabilitie to increase the reliability of Call Center computing resourcesresource In 2012 the Call

CentersCenter workstationsworkstation will be replaced

Justification

The existing telephone ACD system will reach the end of its service life by 2013 and must be

replaced in order to ensure continued operation of the Call Center The replacement effort must

begin at least two yearsyear before end of life to ensure that all peripheral systemssystem are properly
integrated into the replacement environment

The Company is replacing the existing self service system Additional work is required to

develop the self service optionsoption available to customerscustomer via thisthi new system

The Call Center businessbusines continuity plan also requiresrequire improvement to ensure the continued

service to our customerscustomer via the Call Center in the event of the occurrence of variousvariou scenariosscenario

Particular attention is being given to server hardening and redundancy to mitigate the occurrencesoccurrence

of variousvariou system outagesoutage due to server failure

As it is anticipated that the Call CentersCenter workstationsworkstation will have reached end of life state they
require replacement

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$0 $4444 $5063 $2475 $11982

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$0 $0 $220 $598 $589 $1378
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Call Center Worksheet

CostsCost

Capital 2009 2010 2011 2012 Total

ACD Replacement
AccountsAccount Payable 450000 450000

Company Labor 225000 225000

Hardware/Software 1575000 1575000
Self Service VRU

AccountsAccount Payable 1350000 1023750 900000 3273750

Company Labor 247500 160875 123750 532125

Hardware/Software 652500 277875 101250 1031625
Virtual Hold

AccountsAccount Payable 123750 101250 225000

Company Labor 30938 25313 56251

Hardware/Software 464062 379687 843749
BusinessBusines Continuity

AccountsAccount Payable 56250 42188 98438

Company Labor 225000 126562 351562
Hardware/Software 843750 675000 1518750

Performance AnalyticsAnalytic and Reporting
AccountsAccount Payable 270000 270000

Company Labor 45000 45000

Hardware/Software 135000 135000
CSR WorkstationsWorkstation

Hardware/Software 1350000 1350000

Capital Total 4443750 5062500 2475000 11981250

OM RY1 RY2 RY3

ACD Replacement 28000

Self Service VRU 80000 310000
Virtual Hold 90000 160000

PertormanceAnalyticsandAnalysisPertormanceAnalyticsandAnalysi 50000 100000

OM Total 220000 598000
Incremental 220000 378000
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Project/Program Title Call Center CSRsCSR

Work Description

The increase of 18 Customer Service representativesrepresentative and Supervisor approved in Case 07-R-

0523 requiresrequire funding

Justification

The 18 Customer Service RepresentativesRepresentative and Supervisor are needed to addressaddres under staffing
in the Call Center due to attrition and the extensive training that new Customer Service

RepresentativesRepresentative must complete prior to being assigned to the Call Center

These resourcesresource were approved in Case 07-E-0523

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$0 $651 $651 $651 $651 $2604
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Project/Program Title ICSSICS Life Extension

Work Description

The CSS Life Extension project incorporatesincorporate changeschange to major processesprocesse of the billing system
These changeschange are to upgrade the programming language in which CSS was originally developed
to more universally used and supported language Some of the portionsportion of CSS that we are now

planning to upgrade include the payment agreementsagreement facility and the activity file maintenance

application ThisThi project will help the Company to maintain viable CSS

Justification

in order to continue to utilize the CompanysCompany existing CSS the Company must upgrade the

programming language in which CSS was originally developed ThisThi project will help the

Company to maintain viable CSS and to respond to the constantly evolving customer and

businessbusines needsneed

Capital Funding $000

orecast Forecast Forecast Forecast ForecasForeca
2009 2010 2011 2012 Total

$1000 $1000 $1000 $1000 $4000

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$0 $0 $0 $0 $0 $0
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Project/Program Title 10ffSystem Billing

Work Description

Currently the Company utilizesutilize number of off-system billing processesprocesse outside of the

Customer Service System CSS to bill customerscustomer taking service under certain ratesrate and programsprogram

including the following

Economic Development CustomersCustomer Power For JobsJob PFJ rate program NYCPUSNYCPU
COWPUSA World Trade Center and Substitute Energy
Electric standbyservice customerscustomer

NYPA

Managing and billing these customerscustomer involvesinvolve manual processesprocesse and/or systemssystem other than CSS

ThisThi project proposespropose to utilize common automated system to support off-system billing
applicationsapplication currently in use Development of thisthi system will support these billing activitiesactivitie and

provide full automation of these processesprocesse eliminating the use of manual processesprocesse for billing
currently in use and will automate all billing protocolsprotocol

Justification

Migration of Con EdisonsEdison multiple non-CSSnon-CS satellite billing systemssystem to common automated

system would provide the following benefitsbenefit

Elimination of manual processesprocesse involved in managing and billing customerscustomer taking
service under these programsprogram

EnablesEnable crosscros training for usersuser and system support personnel
EnablesEnable automation of quality control mechanismsmechanism and improved database management
and maintenance for the involved accountsaccount

More flexible system that will assist in the development/modification of ratesrate

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$1620 $1380 2000 $2000 $7000

0M Funding $000

Historical Forecast Forecast Forecast Forecast
Year RYE RYE RYE Total

2007 2010 2011 2012

$0 $0 $0 $0 $0
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Off System Billing Worksheet

Labor 2009 2010 2011 2012

System Programming $1345000 $1080000 $1 525000 $1650000

System AnalysisAnalysi $275000 $300000 $325000 $350000
Infrastructure

Hardware $0 $0 $150000 $0

Total $1620000 $1380000 $2000000 $2000000
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project/Program Title Competitive Market Customer Service SystemsSystem

Work Description

Reinforcement of the systemssystem supporting the competitive marketplace is needed to manage the

CompanysCompany obligation to enroll customerscustomer with Energy ServicesService CompaniesCompanie ESCOsESCO move

customerscustomer between ESCOsESCO and move customerscustomer back to utility service Work will involve

improvementsimprovement to the systemssystem supporting variousvariou activitiesactivitie related to Retail Choice such as

customer enrollment and processing of information required to be sent to energy supplierssupplier The

primary systemssystem involved are the Retail AccessAcces Information System RATSRAT and the

Transportation Customer Information System TCISTCI Specific work itemsitem to be addressed

include the following

Updating and standardizing program languageslanguage to improve efficiency of maintaining the

systemssystem
Increasing capacity and efficiency of system processesprocesse to ensure the increased volumesvolume of

ESCO transactionstransaction can be supported and are processedin timely fashion

Improvement of customer information toolstool that will increase the information that is available

to our Call Center to provide customerscustomer with comprehensive information about their account

with respect to ESCO provided supply
Improvement of the test environment to allow for more efficient mandated Phase III

certification of ESCOsESCO EDT communication ThisThi improvement will assist us in meeting the

PSC required timeframe for testing
UpgradesUpgrade to the websiteswebsite affiliated with RAISRAI and TCISTCI that ESCOsESCO utilize to accessacces

customer information and for TCISTCI to help manage the supply of gas to customerscustomer

Funding of thisthi program was approved in Case 07-E-0523

Justification

Due to the large numbersnumber of customerscustomer switching to ESCOsESCO the CompanysCompany RATSRAT and TCISTCI

systemssystem are reaching effective capacity In addition it is important to note that RATSRAT and TCISTCI

were initially developed over 10 yearsyear ago and since then additional systemssystem and applicationsapplication
were developed to support the competitive marketplace Specifically the Company developed
the Consolidated Utility Billing System CUBSCUB and implemented Electronic Data Interchange
EDT Both CUBSCUB and EDT require interactionsinteraction between RATSRAT and TCISTCI and the CompanysCompany
Customer Information System which has further stressed RATSRAT and TCISTCI Due to these factorsfactor
improvementsimprovement to RATSRAT and TCISTCI are necessary at thisthi time

Funding of thisthi program was approved in Case 07-E-0523

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast
2009 2010 2011 2012 Total

$1375 $1625 $0 $0 $3000
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Competitive Market Customer Service System Worksheet

Request Request Request Request
Element of Expense 2009 2010 2011 2008 -2011

Update and Standardize

Programming LanguagesLanguage 500000 440000 $1340000

Increase Capacity and Improve
Efficiency of System ProcessesProcesse 475000 560000 1485000

Customer Information EnhancementsEnhancement 200000 600000 850000

Improving the EDI Test Environment 100000 25000 175000

UpgradesUpgrade to TCISTCI and RAISRAI websiteswebsite

for ESCOsESCO 100000
__________

150000

Total 1375000 1625000 4000000



Exhibit CU- 16

Project/Program Title Bill Redesign

Work Description

Maintenance contractscontract for key piecespiece of equipment have been secured and funding for bill archive

and retrieval functionsfunction is needed Transition is also being made to use of recycled paper for the

bill and envelope

Justification

The additional costscost cover new maintenance contractscontract and the archival and retrieval of each

customerscustomer bill Also some incremental costscost have occurred due to the use of bill paper and

envelopesenvelope made from recycled paper

$1.1 million of thisthi funding was approved in Case 07-E-0523

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$0 $0 $0 $0 $0

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$1483 $3337 $3337 $3337 $3337 $13348



Exhibit CO-i

Bill Redesign Worksheet

Incremental

Item Historical Year Rate Year Amount

EnvelopesEnvelope $800806 1492816 $692010

Paper $681921 1076803 $394882

System/software $0 $307975 $37 975
maintenance

_____________________

.......i ........ .. ..

Customer Bill

Archival and $0 $459000 $459000
Retrieval CostsCost

Total OM $1482727 3336594 $1853867
ExpendituresExpenditure

_________________ ______________ ________________
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Project/Program Title Credit and Collection ActivitiesActivitie

Work Description

27 Customer Field RepresentativesRepresentative CFRsCFR are required to accelerate collection activitiesactivitie

Additional handheld meter reading devicesdevice will be needed for the additional staff additional

replevin related administration staff will be required and processing costscost will also be incurred as

consequence of the increased collection activitiesactivitie

Justification

The number of accountsaccount requiring collectionscollection actionsaction continuescontinue to increase Funding is needed to

addressaddres these increasesincrease and expedite the fielding of such accountsaccount

Capital Funding $000

Forecast Forecast Forecast Forecast Forecast

2009 2010 2011 2012 Total

$52 $0 $0 $0 $52

OM Funding $000

Historical Forecast Forecast Forecast Forecast Forecast

Year RYE RYE RYE RYE Total

2007 2010 2011 2012 2013

$293 $2041 $2041 $2041 $2041 $8164
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Credit and Collection Document Growth

Growth of DocumentsDocument

DocumentsDocument

2002 429945
2003 457059 6

2004 447636 -2

2005 456661 2

2006 489469 7

2007 523042 7

2008 570116 9

Growth in DocumentsDocument

400000

300000

200000

100000

_______________________

2002 2003 2004 2005 2006 2007 2008

Year



Exhibit_CO-20

Credit and CollectionsCollection Staffing Requirement

Forecasted documentsdocument for Rate Year April 2009 to March

2010 572166

Field callscall required to complete expected Rate Year

documentsdocument 683658

Average documentsdocument reached per route 29.5

Required routesroute to complete the expected number of

documentsdocument 23177

CFRsCFR required for the expected number of routesroute 203

Current Staffing LevelsLevel 76

Required Additional Staffing 27

NotesNote

The forcasted documentsdocument for rate year are based on the amount of documentsdocument experienced from January
2007 to March 2008 being 656152 reduced to 12 month average and with 9 growth factor added

The number of field callscall required to complete document is 1.195 based on that experienced from January
2008 to March 2008

The average number of documentsdocument reached per route is 29.5 and is based on that experienced from January
2007 to March 2008

The required staffing levelslevel are based on 252 work daysday per year an average of .84 staff per route and 20
staff outage rate
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