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AES Customer Ecosystem (“ACE”) Project 
Monthly Compliance Report 

IURC Cause No. 45911 
October 17, 2024 

 

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 October 15, 2024, the new systems have generated more than five 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.  
 
As of October 15, 2024, there are 198 open tickets with four degrees of prioritization:  

• 1 critical open ticket vs. 5 critical open in September,  
o 0 critical open ticket specific to billing vs 0 critical in September  

• 35 high open tickets vs. 36 high last month,  
o 9 high open tickets specific to billing vs 14 high in September 

• 91 medium open tickets vs. 109 medium last month, and  
• 71 low open tickets vs. 63 low last month.  

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 
(“OOB”) 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. Over the past month, 
in addition to resolving bill print issues, AES Indiana has been focused on developing a tool within 
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ACE for our business users to resolve existing and new OOB bills. The tool is anticipated to be in 
use by the end of October and decreases in the backlog of OOB bills are expected after that time. 
 

Table 1. Current System Issues and Customer Impact* 

Description of Issue 

Customers 
Impacted 

as of     
May 10, 

2024 

Customers 
Impacted 

as of    
June 13, 

2024 

Customers 
Impacted  

as of     
July 11, 

2024 

Customers 
Impacted 

 as of 
August 19, 

2024 

Customers 
Impacted  

as of 
September 

13, 2024 

Customers 
Impacted  

as of 
October 15, 

2024 
Customers who have not 
received an invoice since going 
live in the new system 

235 32 1581 106 50 0 

Unique Customers with 
bills/invoices impacted by OOB 22,492 16,850 5,907 5,484 5,028 5,333 

Complex bills (e.g., outdoor 
lighting) and large C&I customer 
billing data and process 
issues not displaying correctly 
on the bill 

35-40 **50-75 35-40 35-40 5-10 5-10 

Unable to reissue bills when a 
bill was sent with inaccurate 
information  

4,200 728 unique 
customers 0 20-30*** 0 0 

 
3. HOW THE ISSUES ARE BEING ADDRESSED 
In Table 2, the Company shows the targets achieved for measuring billing stabilization in the left 
column. The Company continues to work across technical and business teams to address the 
issues customers are experiencing. As mentioned in the September ACE Monthly Compliance 
Report, the Company is focusing its attention on the root cause analysis (“RCA”). Please see the 
response to Question 5 in Section 5 below for additional details about the RCA process. 
  

 
1 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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Table 2. Key Performance Indicators for Billing to Reach Stabilization 

Stability 
Measure 

Performance 
as of May 10, 

2024 

Performance 
as of June 13, 

2024 

Performance 
as of July 11,  

2024 

Performance         
as of August 13, 

2024 

Between ~50-
100 OOB after 

the nightly batch 
run for 10 

consecutive 
batch runs 

~400 bills ~180 bills ~70 bills Target Achieved 
July 23, 2024 

Zero critical 
tickets open 

16 open 
critical 

8 open 
critical 

2 open  
critical 

Target Achieved 
August 13, 2024 

Backlog of 
OOBs reduced 
to under 10k 

31,096 bills 22,480 bills Target Achieved 
July 3, 2024 

 

No backlog of 
cancel/rebills 7,000 bills 2,718 bills 

*Target was 
achieved on July 

10th and additional 
issue found later 
in July that had to 

be resolved via 
cancel/rebill 

Target                 
Re-Achieved 

August 15, 2024 

 

4. CUSTOMER COMMUNICATIONS AND PROJECT ADVANCEMENT 
Throughout September and October, the Company continued communicating to customers that 
disconnections and late fees for nonpayment will resume in the near future. The communications 
were made via bill insert, bill messages and website. A key part of the 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.  
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On October 5, the Company participated in the Community Resource Day that is part of the 
Utilities Unite campaign – a partnership between Citizens Energy Group and AES Indiana. The 
Company promoted in-home energy assessments, extended monthly payment options, and 
shared payment assistance programs like LIHEAP and AES Indiana’s internal assistance 
program, Power of Change. There were over 500 people who visited the Company’s booth, and 
the total attendance was higher than anticipated. This event grew from 150 attendees in 2023 to 
1,036 this year. Nearly 75 percent of the people who stopped at the Company’s booth requested 
winter payment assistance and 25 percent requested bill support.  
 
Figure 1 shows an example of the handout that was given to customers at the Community 
Resource Day event. 
 

Figure 1. Community Resource Day Handout 
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Figure 2 shows an example of the flyer that was given to customers at the Community 
Resource Day event. 
 

Figure 2. Community Resource Day Flyer 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

6 
 

Moving forward, additional promotion of winter assistance will occur on social media with a call-
to-action to visit aesindiana.com/payment assistance to learn more.  
 
Since the Company’s last compliance report, AES Indiana has not received any follow-up media 
inquiries about disconnections and late fees for nonpayment. The Company is developing a 
proactive media strategy that will begin as November gets closer to ensure timely and relevant 
information is shared with our customers. 
 

5. OTHER INFORMATION REQUESTED BY THE COMMISSION 
The Commission submitted additional questions on October 7, 2024. These questions are 
addressed individually in this section.  
 
Q1. Of the 213 tickets that are still open as part of the ACE Project implementation, how 

many are related to billing? What are other types of issues you are still experiencing 
that have resulted in tickets? 

A1. The 213 tickets referenced in the question were as of September 13, 2024. There are 198 
open tickets as of October 15, 2024. Of this amount, 53 are related to billing. The other 
types of open tickets are largely related to system integrations, data issues from prior 
tickets, exception case routing, system navigation, and modifications to enable field teams 
to operate more effectively. 

Q2. Can you provide an update to your July 17, 2024, compliance filing response related 
to the question on number of total accounts that are in arrears/delinquent 
accounts? Specifically, what is that number/percentage of total accounts? How 
does that compare to accounts that are in arrears on average? How many 
customers have not paid their bills at all (whether they have received a bill or not) 
since the ACE Project implementation?  

A2. Table 3 below includes updated customer accounts that are in arrears for September 
2024. 
 
The total number of active accounts that are in arrears as of September 2024 is 85,425 
and it represents 18.33% of total accounts. The average total number of accounts that are 
in arrears as of June from 2020 to 2023 (periods before ACE go-live) is 88,410. 
 
Currently 6,375 accounts have not paid their bills at all (whether they have received a bill 
or not) since the ACE Implementation. 
 

  

https://www.aesindiana.com/payment-assistance
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Table 3. Customer Accounts in Arrears2 

Total AR 31+ Days in Arrears 

 C&I Dollars C&I Accounts Residential 
Dollars 

Residential 
Accounts Total Dollars 

Percentage of 
Customers in 

Arrears 

June 2020 $4,353,006 4,101 $19,118,923 83,804 $23,471,929 18.69% 

June 2021 $1,980,065 3,078 $11,607,708 80,095 $13,587,772 17.69% 

June 2022 $3,080,182 3,447 $15,378,916 86,340 $18,459,098 19.09% 

June 2023 $2,639,439 3,838 $18,178,388 88,937 $20,817,826 19.73% 

June 2024 $9,865,787 6,244 $30,384,798 101,663 $40,250,585 22.95% 

Sept 2024 $30,784,573 4,262 $42,261,233 81,163 $73,145,797 18.33% 

 
 

Q3. Of the 50 customers who have not received a bill in the new system, what customer 
class are they from? Are they all new customers? 

A3. As of September 13, 2024, of the 50 customers who have not received a bill in the new 
system, they belong to the small commercial customer class. These were new service 
installations for both new and existing customers. 
 

Q4. Can you describe how your customer service agents will offer, discuss, and advise 
customers on the various extended payment arrangements that AES is offering. 
How many customers do you typically have on payment arrangements, and how 
many do you expect to have once disconnections are expected to begin after Nov. 
1, 2024? 

A4. Residential customers are able to establish extended payment arrangements through the 
self-service interactive voice response (“IVR”) capabilities over the phone or through the 
AES Indiana website. They are able to select between a three or six-month extension 
through the self-service channels. 

 
If the self-service options do not work for the residential customer, or if they prefer to speak 
to a customer service team member, they may contact the customer service team at 

 
2 The numbers reported for September 2024 only include active accounts. The June 2024 number of customer accounts in arrears 
previously reported to the Commission includes both active and inactive accounts. The change was made in this report to allow better 
comparisons to historical data which reflect active accounts. 
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317.261.8222. Customers are able to select up to a 12-month extension by 
communicating directly with a customer service team member. 
 
Non-residential customers are also able to contact a customer service team member to 
establish an extended payment arrangement.  
 
Customer service works with the customer to understand what is driving the extended 
payment request. For example, if the customer is requesting an extended payment 
arrangement because of a medical condition, the customer’s account is updated for 
emergency purposes. If the customer is requesting an extended payment arrangement  
because of a billing error (including delayed billing, or an error related to the ACE 
implementation), customer service will ask the customer how much they are able to pay, 
then offer to place the remaining balance on an installment agreement that works best for 
the customer, considering their financial circumstances. 
 
Figure 3 below is an illustration of the process the customer service team uses when 
speaking with a customer regarding a payment extension: 

Figure 3. Payment Extension Process Flow

 

 
 
In 2023 and prior to the ACE Project go-live, the month-end average of the number of 
customer accounts on payment arrangements was approximately 20,000. As of October 
7, 2024, the number of customer accounts on payment arrangements was approximately 
13,000. 
 
Since announcing the resumption of late fees and disconnects in September, there has 
been an increase in extended payment enrollments. While it is difficult to estimate the 
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number of customers who will elect payment arrangements once disconnections 
commence, the Company encourages customers to take advantage of such arrangements 
as appropriate. In an effort to best support customers, the Company opened applications 
for Power of Change on October 1, 2024, a full month earlier than planned. Power of 
Change is a one-time grant to assist with electric bill payments when financial challenges 
occur. 

 
Q5. Do you have additional information to share about the root cause analysis 

timeline/process other than it starting in Q4 of 2024? 

A5. In the September ACE Compliance Report, the Company indicated it is turning its attention 
to commencing a root cause analysis. Currently, the Company is in the evaluation phase 
of selecting a third-party organization to lead the RCA in collaboration with internal subject 
matter experts. 
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