STATE OF INDIANA

FILED
June 17, 2025
INDIANA UTILITY
REGULATORY COMMISSION

INDIANA UTILITY REGULATORY COMMISSION

PETITION OF INDIANAPOLIS POWER &
LIGHT COMPANY D/B/A AES INDIANA (“AES
INDIANA”) FOR AUTHORITY TO INCREASE
RATES AND CHARGES FOR ELECTRIC
UTILITY SERVICE, AND FOR APPROVAL OF
RELATED RELIEF, INCLUDING (1) REVISED
DEPRECIATION RATES, (2) ACCOUNTING
RELIEF, INCLUDING DEFERRALS AND
AMORTIZATIONS, (3) INCLUSION OF
CAPITAL INVESTMENTS, 4) RATE
ADJUSTMENT MECHANISM PROPOSALS,
INCLUDING NEW ECONOMIC
DEVELOPMENT RIDER, (5 REMOTE
DISCONNECT/RECONNECT PROCESS, AND
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CAUSE NO. 45911

PETITIONER INDIANAPOLIS POWER & LIGHT COMPANY
SUBMISSION OF COMPLIANCE FILING

Petitioner Indianapolis Power & Light Company d/b/a AES Indiana, by counsel, hereby

files the attached compliance filing.

Respectfully submitted,
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Teresa Morton Nyhart (Atty. No. 14044-49)
Jeffrey M. Peabody (Atty. No. 28000-53)
Taft Stettinius & Hollister LLP

One Indiana Square, Suite 3500
Indianapolis, IN 46204

Nyhart Phone:

(317) 713-3648

Peabody Phone: (317) 713-3647

Fax:
Email:

(317) 713-3699

tnyhart@taftlaw.com
jpeabody@taftlaw.com

Attorneys for Petitioner
INDIANAPOLIS POWER & LIGHT COMPANY
D/B/A AES INDIANA
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CERTIFICATE OF SERVICE

The undersigned hereby certifies that a copy of the foregoing has been served this 17th

day of June, 2025 via electronic mail, to:

T. Jason Haas

Indiana Office of Utility Consumer Counselor

Suite 1500 South, 115 W. Washington St.
Indianapolis, Indiana 46204
infomgt@oucc.in.gov
thaas@oucc.in.gov

Jennifer A. Washburn

Citizens Action Coalition of Indiana, Inc.
1915 W. 18th Street, Suite C
Indianapolis, Indiana 46202
jwashburn@citact.org

Copy to:
Reagan Kurtz
rkurtz@citact.org

Kurt J. Boehm, Esq.

Jody Kyler Cohn, Esq.

Boehm, Kurtz & Lowry

36 East Seventh Street, Suite 1510
Cincinnati, Ohio 45202
KBoehm@BKLIlawfirm.com
JKylerCohn@BKLIlawfirm.com

John P. Cook, Esq.

John P. Cook & Associates

900 W. Jefferson Street

Franklin, Indiana 46131
john.cookassociates@earthlink.net

Justin Bieber

Energy Strategies, LLC

Parkside Towers

111 E. Broadway Street, Suite 1200
Salt Lake City, Utah 84111
jbieber@energystrat.com

Nikki G. Shoultz

Kristina Kern Wheeler

Bose McKinney & Evans LLP
111 Monument Circle

Suite 2700 Indianapolis,

IN 46204
nshoultz@boselaw.com
kwheeler@boselaw.com

Joseph P. Rompala

Aaron A. Schmoll

LEWIS & KAPPES, P.C.

One American Square, Suite 2500
Indianapolis, Indiana 46282-0003
JRompala@L ewis-Kappes.com
aschmoll@lewis-kappes.com

Copy to: etennant@Ilewis-kappes.com

Eric E. Kinder

SPILMAN THOMAS & BATTLE, PLLC
300 Kanawha Boulevard, East

P. O. Box 273

Charleston, WV 25321
ekinder@spilmanlaw.com

Barry A. Naum

Steven W. Lee

SPILMAN THOMAS & BATTLE, PLLC
1100 Bent Creek Boulevard, Suite 101
Mechanicsburg, PA 17050
bnaum@spilmanlaw.com
slee@spilmanlaw.com

Anne E. Becker

One American Square, Ste. 2500
Indianapolis, Indiana 46282
ABecker@Lewis-Kappes.com

Copy to: atyler@Ilewis-kappes.com
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One Indiana Square, Suite 3500
Indianapolis, IN 46204

Nyhart Phone:  (317) 713-3648

Peabody Phone: (317) 713-3647

Fax: (317) 713-3699
Email: tnyhart@taftlaw.com
jpeabody@taftlaw.com
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INDIANAPOLIS POWER & LIGHT COMPANY
D/B/A AES INDIANA
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AES Customer Ecosystem (*ACE”) Project
Monthly Compliance Report
IURC Cause No. 45911
June 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 June 12, 2025, the new systems have generated more than eight million
customer invoices since the project went into service in November 2023. The Company has
resumed normal operations which include the non-payment disconnect and reconnect process.

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 previously reported, as of August 15, 2024, AES
Indiana has been in a phase known as “Sustain,” a part of normal business operations.

With respect to the Sustain phase, as of June 16, 2025, there are 115 open tickets with three
degrees of prioritization:
e 1 critical open ticket vs. O critical open last month
- 0 critical open ticket specific to billing vs O critical last month
¢ 31 high open tickets vs. 10 high last month
- 2 high open tickets specific to billing vs 0 high last month
¢ 57 medium open tickets vs. 65 medium last month
o 26 low open tickets vs. 37 low last month

The increase is driven by the prioritization of incidents related to the dunning processes.



In Table 1, the Company shows the targets achieved for measuring billing stabilization in the left
column.

Table 1. Current System Issues and Customer Impact*

*As reported in the April 2025 Report, this table has been updated to improve legibility within this report. The 2024 table was
provided in the Appendix to the April 2025 Report



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 RCA remains underway. 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 as of May 10, as of June 13, as of July 11, as of August 13,

hizEEUiE 2024 2024 2024 2024

Between ~50-
100 OOB after
the nightly batch N : N : oA 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
to under 10k

Target Achieved
July 3, 2024

*Target was
achieved on July

No backlog of _ _ 10" and additional Target
cancel/rebills 7,000 bills 2,718 bills issue found later Re-Achieved
in July that had to, August 15, 2024
be resolved via
cancel/rebill



4. CUSTOMER COMMUNICATIONS AND PROJECT ADVANCEMENT

As reported in April, the process of disconnecting service for non-payment resumed the week of
March 17, 2025. To better support our customers, we expanded our self-service options to include
9 and 12-month installment plans for residential customers, and 3 and 6-month plans for non-
residential customers, available through both the IVR (Interactive Voice Response) and customer
web portal. Additionally, we temporarily increased our support staff by adding 11 agents during
this period. These changes have improved average speed of answer.

The Company has communicated the availability of extended payment arrangements to meet
customers’ financial needs. As of June 12, 2025, the Company has 33,956 active installment
agreements. As discussed below, the Company continues to focus on providing better ways to
serve customers.

The Company began a summer high usage campaign in mid-May, aimed at educating customers
on summer high energy use and offering ways to save on their electricity bills. The campaign
included social media, website, customer email, and a press release to local media.

As previously reported, in May, AES Indiana will partner with Genesys, a local vendor, to launch
an upgraded Interactive Voice Response (“IVR”) system designed to better meet customers'
needs.

Figure 1. Customer Bill Message on June Bills



Figure 2. Customer High Usage Email

Figure 3. Media coverage with payment assistance



Figure 4. Extended payment options — social media

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




