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AES Customer Ecosystem (“ACE”) Project
Monthly Compliance Report
IURC Cause No. 45911
January 17, 2025

1. INTRODUCTION

On November 6, 2023, AES Indiana (“AES Indiana” or “the Company”) launched a comprehensive
suite of new systems, including a customer information system (“CIS”), meter data management
(“MDM”), customer service management (“CSM”), field services management (“FSM”)
applications, asset manager, and multi-resource scheduling tool. These systems, referred to as
the ACE Project, are the backbone of the meter-to-cash processes and customer interactions and
are operational. As of January 13, 2025, the new systems have generated more than six million
customer invoices since the project went into service in November 2023.

AES Indiana is filing monthly compliance reports with the Indiana Regulatory Utility Commission
(IURC” or “Commission”) under Cause No. 45911 to inform the Commission of the
implementation of the ACE Project pursuant to the Commission order in IURC Cause No. 45911
dated April 17, 2024 (page 25). This compliance filing reports on issues with the ACE Project,
how the issues are being addressed, the number of customers affected, and other information
requested by the Commission concerning the ACE Project.

2. IssuEs WITH THE ACE PROJECT AND NUMBER OF CUSTOMERS AFFECTED

AES Indiana has reached full stabilization. As of August 15, 2024, AES Indiana has moved all the
systems from hypercare into a phase known as “Sustain”, a part of normal business operations.
At this phase of the project, Sustain maintains increased technical staff to support addressing
tickets at all levels.

With respect to the Sustain phase, as of January 13, 2025, there are 98 open tickets with three
degrees of prioritization:
o 0 critical open ticket vs. 1 critical open in December,
o O critical open ticket specific to billing vs 1 critical in December
o 13 high open tickets vs. 21 high last month,
o 0 high open tickets specific to billing vs 3 high in December
e 53 medium open tickets vs. 97 medium last month, and
e 32 low open tickets vs. 53 low last month.
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Table 1 shows the number of customers who have experienced some latency in their billing cycle.
The customer counts are not unique because some customers may be affected by multiple
issues, so the numbers in this table are not additive. Similarly, customers with out-of-balance
(“O0B”) bills, where the Company withholds their bill until the print is revised to define the charges
clearly, are not the same customers throughout the months reported below.

Table 1. Current System Issues and Customer Impact*

Customers Customers Customers Customers Customers Customers Customers Customers Customers
Impacted Impacted Impacted Impacted Impacted Impacted Impacted Impacted Impacted
Description of Issue as of as of as of as of as of as of as of as of as of
May 10, June 13, July 11, August 19, September October 15, November December January 13,
2024 2024 2024 2024 13, 2024 2024 12, 2024 13, 2024 2025
Customers who have not
received an invoice since going 235 32 158" 106 50 0 0 0 0
live in the new system
Unigue Customers with 22,492 16,850 5,907 5,484 5,028 5,333 2,477 2,389 2,035
bills/invoices impacted by OOB
Complex bills (e.g., outdoor
lighting) and large C&l
customer billing data and 35-40 **50-75 35-40 35-40 5-10 5-10 5-10 5-10 5-10
process issues not displaying
correctly on the bill
Unable to reissue bills when a 728 unique
bill was sent with inaccurate 4,200 0 20-30*** 0 0 0 0 0
h : customers
information

3. How THE IssUES ARE BEING ADDRESSED

The Company continues to work across technical and business teams to address the issues
customers are experiencing.

The root cause analysis is scheduled to begin the last week of January with an estimated timeline
to be finished in the first half of 2025. The Company has engaged with Guidehouse Inc. to facilitate
the root cause analysis.

" The increase from June to July is due to the backlog of new meter installations getting updated in the CIS. Those backdated installs
were awaiting their first billing. All other meters are newer installations.
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In Table 2, the Company shows the targets achieved for measuring billing stabilization in the left
column.

Table 2. Key Performance Indicators for Billing to Reach Stabilization

- Performance Performance Performance Performance
Stability

Measure

as of May 10, as of June 13, as of July 11, as of August 13,
2024 2024 2024 2024

Between ~50-
100 OOB after

the nightly batch _ , - , 70 Target Achieved
run for 10 400 bills 180 bills 70 bills July 23, 2024
consecutive
batch runs
Zero critical 16 open 8 open 2 open Target Achieved
tickets open critical critical critical August 13, 2024
Backlog of .
OOBs reduced 31,096 bills 22,480 bills | 1arget Achieved
July 3, 2024
to under 10k
*Target was
achieved on July
No backloq of 10t and additional Target
9 7,000 bills 2,718 bills issue found later Re-Achieved

cancel/rebills in July that had to August 15, 2024

be resolved via
cancel/rebill
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4. CUSTOMER COMMUNICATIONS AND PROJECT ADVANCEMENT

With AES Indiana having reached full stabilization, the Company has continued to resolve any
outstanding issues and has begun advancing future phases of deployment. Advancements began
with the assessment of late fees on unresolved balances beginning in December 2024. The
Company has also continued to progress with its plans to resume disconnects in alignment with
prior communications.

The functionality for disconnects will be deployed early February 2025, with the first
disconnections taking place as early as the end of February 2025 and is based upon the
customers’ billing cycle. Whereas late fees began being assessed on a go forward basis in
December, disconnect notices are cumulative considering the total unpaid balance. Customers
are not eligible for disconnect if they have an active up-to-date installment agreement or are
subject to the rules of the winter moratorium. Disconnections occur 21 days after an invoiced bill
has been unresolved. As remote disconnections begin, through leveraging advanced metering
infrastructure (“AMI”) technology, customers can be assured that upon completing a successful
payment either through the portal or the automated telephone prompts, service will be restored
upon receipt of payment.

The Company has continued to perform outreach to customers who have carried a balance of
older than 90 days to avoid any service interruptions. Since September 2024, the Company has
proactively communicated through a variety of channels that disconnections and late fee charges
for nonpayment would begin. Additionally, the Company has made multiple direct outreach
attempts by the Customer Care Team with outbound calling to customers in arrears to set them
up on extended payment plans. Additionally, the Company has continued to reinforce the
availability of payment arrangements and have extended options in the length of payment
arrangements to meet the customers’ financial needs up to 36 months. The Company has
continued to promote messages to customers via social media, email, newsletters, and bill
messages to take action on their account in advance. To date, a total of 23,571 customers have
enrolled in installment agreements since these enhanced efforts. Please see the report file dated
December 17, 2024 for a more detailed analysis.

The Company has continued its focus on advancing improvements in customer experience and
made significant investments in Q4 2024 to upgrade its legacy telephony platform. A new
telephony experience is expected to launch in June 2025, giving customers an improved
interactive voice response (“IVR”) experience, more ways to connect with AES and advanced
features to make it easier to work with the Company. More will be shared with customers and the
IURC as this technology is closer to deployment.

Furthermore, the Company continues to promote the following utility assistance resources
through customer communication channels:
e Energy Assistance Program (“EAP”): One-time benefit program to help assist income-
qualified customers with utility bills.
o United Way of Central Indiana’s Winter Assistance Fund (“WAF”): Opening January 1,
2025, income-eligible customers in Marion County who do not qualify for EAP can apply
for WAF, supported by AES Indiana, among others.
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e AES Indiana’s Power of Change: Assists income-qualified customers, regardless of
approval or denial from EAP or WAF, with a one-time grant for electric bill assistance.

The Utilities Unite for Customers also continues to provide essential support to the community
through cross social media promotion and customer emails. AES Indiana and Citizens Energy
Group will be hosting joint Community Office Hours in February. Customer emails and social
media will invite the public to attend to assist in getting set up for EAP, the Citizens Energy Group
energy assistance program, and AES Indiana’s Power of Change program. The Company plans
to hold additional Community Office Hours throughout the year. AES Indiana also updated the
payment assistance webpage (see Figure 1). Now, it includes all nine translated pieces of utility
assistance information, ensuring that our diverse customer base can easily access the help they
need. This ongoing commitment to inclusivity and support underscores our dedication to serving
every member of the community.

Figure 1. Updated Webpage Screenshot (aesindiana.com/payment-assistance)

Quick Reference Guides

This webpage offers essential information for the 2024-2025 winter season, available in a single PDF that has been translated into multiple languages
for accessibility. As part of the Utilities Unite for Customers initiative, these PDF guides also include water utility details from Citizens Energy Group
(separate from AES Indiana), aiming to provide comprehensive utility assistance information for all of Central Indiana in one convenient place.

If you or someone you know needs a quick reference to financial assistance programs this winter, these PDFs are great to share in both digital and
printed formats.

Please find below PDFs to specific languages:

Haitian Creole
Spanish

N R R A PR N A2

The Company has continued communicating to customers that disconnections and late fees for
nonpayment will resume soon. The communications were made via bill messages (see Figure
2), social media (see Figure 3), bill insert (see Figure 4), bill messages, website, and a
community resource day in partnership with Citizens Energy Group. A key part of the Company’s
communications strategy includes the availability of extended payment plans. The Company is
committed to supporting customers facing financial hardships by offering flexible extended
payment options — 3-, 6-, 9-, or 12-month options and up to 36-month options — that work for their
unique circumstances. In resuming the disconnect process, the Company will continue to comply
with the winter moratorium requirements.
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Figure 2. Customer Bill Message on December Bills

Account Number
M Due Date 12/26/2024
aeS Indiana o

Page 10f 1

Previous Ba

11/18/2024 Payment - Thank You
Metered Electric and Other Services

Stale Tax
Total Account Balance

Message Center Total Number of Services 1
Total Services Billed 1

Keeping your account up to date is crucial to avoid any potential
|ate fees or service disruptions. Please ensure your account
balance is current. We encourage you to take action as soon as

possible. To make a payment or set up a payment amangement,
log in to your online account or contact us at 317-261-8222,
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Figure 3. Social Media Message on Facebook, Instagram, and X on 1/13/2025

AES Indiana

ms Ehe e

Setting up an extended payment plan has never been easier. Find a plan that works best to suit

your needs and keeps your account up-to-date at the same time.

JJ Speak to a member of our Customer Care team at 317-261-8222
M Log into your account at myaccount.aesindiana.com

We're here to support you every step of the way!

3-Month Plan
Pay off your balance with 3 equal payments added to your
regular monthly payments.

6-Month Plan
Pay off your balance with 6 equal payments added to your
regular monthly payments.

9-Month Plan
Pay off your balance with 9 equal payments added to your
regular monthly payments.

12-Month Plan
Pay off your balance with 12 equal payments added to your
regular monthly payments.

Business customers qualify for 3 and 6 month payment extensions and
budget billing is available to small commercial customers. A $10 upfront
payment is required for residential and commercial customers under
Indiana Administrative Code.
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Figure 4. January Bill Insert

What you need to know about
winter bill assistance

Unsure of where to turn for
help paying your utility bills?
We understand the process of
applying for assistance can be
confusing. We are here to help

you receive the support you
need.

Income-qualified Hoosiers

can apply for assistance
through the Energy Assistance
Program (EAP) to help manage
your energy bill Fill cut an
application online or pick upa
paper application at John Boner
Meighborhood Centers located
at 2236 E. 10th 5t Indianapolis,
IN 46201.

paying your energy bill?

[E¥%E  For more information about EAP and to
see if you gualify, scan the QR code or
=" visit indyeap.org.

Additionally, AES Indiana is here for you to help you
maintain your utility service. Explore Power of Change
for even more support with your utility bill.

scan the QR code to learn more and
apply for assistance today.

Supporting you through
the season

Keeping your account up to date is crucial

to avoid any potential late fees or service
disruptions. Please ensure your account balance
is current. If you've fallen behind on payments,
we encourage you to take action as soon as
possibla.

3-Month Plan
e Pay off your balance with 3 equal payments
added 10 your regular monthly payments.

&-Month Plan
Pay off your balance with 6 equal payments
added ta your regular monthly payments.

9-Month Plan
Pay aff your balance with 8 equal payments
added to your regular monthly payments.

12-Month Flan
@ Pay ot your balance with 12 equal payments
added to your regular monthly payments.

If you're experiencing financial
challenges, we're here to help.

Our Customer Care team can work with you
to find options that make payments more
manageable, including installment plans and
assistance programs.

To make a payment or sét up a payment
arrangement, please log in to your online account
or contact Customer Care today at 317-261-8222.



aeS Indiana

To further illustrate the Company’s communication effort, a draft of the February bill insert is

provided below in Figure 5.

Figure 5. Draft February Bill Insert

Avoid disconnection:
ensure your account
Isup todate

Setting up a payment arrangement has

never been easier. Please make sure your
account balance is current. If you're behind on
payments, we encourage you to take action as
sooh as possible, we're here to assist you.

Call us today at 317-261-8222.

2360884

3-Month Plan
Pay off your balance with 3 equal payments
added to your regular monthly payments.

6-Month Plan
Pay off your balance with 6 equal payments

e added to your regular monthly payments.

9-Month Plan
Pay off your balance with 9 equal payments
added to your regular monthly payments.

12-Month Plan
Pay off your balance with 12 equal payments
added to your regular monthly payments.

Business customers qualify for 3 and 6 month payment
extensions and budget billing is available to small commercial
customers. A $10 upfront payment is required for residential
and commercial customers under Indiana Administrative Code.

31002--0093 aeS Indiana

LN

Energy expertise is at your fingertips

Take the first step to a more comfortable, energy-efficient home with a free
Home Energy Assessment.

Your free Home Energy Assessment includes:
*  An expert evaluation of your home
* A custom list of recommended upgrades

* Informaticn about AES Indiana rebates for qualified home
improvements

* A free smart thermostat and other upgrades, if eligible

Schedule your free virtual or in-home* appointment
teday at aesindiana.com/assessments.

*Must meet income-eligibility guidelines m .
to qualify for an in-home assessment. Indlana

The Company will reach out to specific media outlets that initially covered the announcement of
resuming disconnections to offer an update story in Q1 of 2025. In addition, the Company always
adds information about extended payment plans and customer assistance options during any

interview it is relevant.
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5. OTHER INFORMATION REQUESTED BY THE COMMISSION
No other information was requested by the Commission for this report.
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