
JOSH FIELDS & ASSOCIATES 
Attorneys and Colmselovs at Law 

4700 S. Hagadorn Road, Suite 195 
East Lansing, Michigan 48823 

Joseph fJosh) H. Fields 
joshfkldsl@;uno.com 

Ms. Dorothy Wideman 
Michigan Public Service Commission 
Gas Division 
6545 Mercantile Way 
PO Box 30221 
Lansing, Michigan 48909 

(5 17) 337-4480 
FAX (517) 337-4879 

kimirred co Pramice in 
Michigan, California 81 Texas 

June 26.2002 

RE: Consumers Energy Company Rate Case No. U-13000 

Dear Ms. Wideman: 

Enclosed herewith please find the original and four (4) copies of Intervener’s Metro Bureau 
Group Services, Inc.‘s Supplement to Exceptions to Proposal for Decision and Proof of Service 
thereof This has also been electronically filed. 

Kindly cause these documents to be filed and handled in your customary manner and contact 
us if you have any questions. 

Very truly yours, 

JOSH FIELDS & ASSOCIATES 



STATE OF MICHIGAN 

BEFORE THE MICHIGAN PUBLIC SERVICE COMMIS 

In the Matter of the Application of 
CONSUMERS ENERGY COMPANY for 
Authority to Increase Its Rates for the Sale 
of Natural Gas and for Other Relief 

Case No. U-13000 
BOH DocketNo. 2001-1176 

INTERVENOR, METRO BUREAU GROUP SERVICES, INC.‘S 

SUPPLEMENT TO EXCEPTIONS TO PROPOSAL FOR DECISION 

Metro Bureau Group Services, Inc. (“GIWIII Services”) hereby submits the following Supplement 

to Exceptions to Proposal for Decision herein: 

Grwq Services submits that while there is ample evidence that the issues of bad debt and 

uncollectibles are plaguing the energy industry, there is no such evidence with respect to schools. These 

issues are addressed at seminars that are provided to utility companies to help in collecting on bad debts. 

(see attached brochure). 

While Gronp Services is not challenging Consumers Energy Company having the right to recover 

bad debt and uncollectible expenses, Group Services steadfastly maintains that because schools are not 

entities that contribute to the burdens of debt collection and schools don’t leave the State and become 

uncollectible, schools should not be placed in a position in which they bear part of the burden of bad debt 

and uncollectible expenses. 

Dated: June 26, 2002 Respectfully Submitted, 

JOSH FIELDS & ASSOCIATES 
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Credit & Collections for Utilities 
July 22 - 23, 200~urlnbsp; . The Drake Hotel Chicago, IL 
Click Here To Download A ComDleteConference Brochure 

Dear Energy Professional 

Attend CEI’s timely “Credit & Collections 
for Utilities” conference to gain insights 
on how to take control of revenue recovery 
opportunities. Doing so can help you to 
operate your credit and collections 
operations with lower costs, increased 
returns and high levels of customer 
satisfaction. 

“CBI’s conference represents a very 
attractive package of topics and speakers 
critical to helping today’s utilities overcome 
their credit and collections challenges. I 
look forward to attending” 

W. T, Pugh, Director, Billing & Collection 
Operations, AE P 

,..1 J 
Georgia Power Duke Power 
Tracks commercial and industrial clients’ Ensures the most profitable returns 
credit ratings to react to bankruptcies through close management of its collection 
faster agencies 

Allegheny Power 
Benchmarks against industry standards 
and designs operational methods to 
achieve its revenue goals 

FirstEnergy 
In the aftermath of its mergei, 
consolidated its best credit methods for 
improved revenue control ratings to react 
to bankruptcies faster 

BC H ydro 
Creates a win-win situation using advanced Illinois Power 
software to manage its multiple outsourced Boosts collection efforts by using a 
collection agencies predictive dialer to proactively contact 

customers prior to disconnection 
PECO Energy 
Sells off delinquent accounts to collection Potomac Electric Power Company 
agencies to increase revenues (PEPCO) 

Launched a multi-disciplinary review to 
Commonwealth Edison curb revenue loss by tightening key 
Controls its debt and decreases field costs business processes 
by prioritizing cut-out efforts utilizing risk 
scoring Salt River Project 

Implemented a prepay program that 

Duke Power reduces bad debt, improves customer 

Incorporates communication from front- satisfaction and gains customer acceptance 

line back into credit and collection data 

6/23/2002 
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Wisconsin Electric-Wisconsin Gas TECO Energy 
Implements aggressive collections Creates new credit and payment processes 
procedures while maintaining respectful in response to its most aggressive bad 
relationships with account holders debt recovery goal in history 

CINERGY 
Outsources credit calls to provide a consistent and cost competitive alternative to in- 

house collections 

-__ 

#l: Consumer Credit Scores 
Powerful Tools to Evaluate, Monitor and Manage Your Accounts for Maximum Revenue 

#2: Selling Off Accounts 
Manage the Process from Disconnect to Write Off 

Click Here To Download A Com.p&e&onference Brochure 
This email was sent to joshfieldsl@juno.com, by powerMarketers.com. 
Visit our Subscription Center to edit your interests or unsubscribe. 
view our w. 

6/23/2002 



Capitalize on the Experiences from 

Credit 81 Coi’ect ions * AlleghenyPower 

Leaders in Utility Credit & Collections: 

. IllinoisPower 

for Utilities 
. EC Hydro * PECO Energy 
* Cavalry lnveslmenls * Potomac Electric 
l CINERGV Corp. Power Company 
* Commonweallh (PEPCO) 

Rlaximize Reuenue Recovery and lllinimize Bad Debt lbrouflh Edison * Salt River Project 

Innouation, Praactiue Process lmprouement and Outsourcing Solutions * Duke Power * TECO Energy 
* FirstEnergy - Wisconsin Electric- 

July 22-23. 2002 * The Drake Hatcl * Chicago, IL * Georgia Power Wisconsin Gas 

Registration Card Pwm 

5 Easy Ways to Register 
WEBSITE p.Yo”hML.m 

Q-b 

- PHONE 
am 101 114111’1 

REGISTER TODAY! CALL 201 784 5389 



Choose from 2 Inteructive Pre-Coilferencdl/orksl~o~~s - MOI~~LJJ, July 22,2002 

CONSUMER CREDIT SCORES - 
I Powerful Tools to Evaluate, Monitor and Manage Your 
I Consumer Accounts for Maximum Revenue 
Credit scores are statistical tools that evaluate a client’s past behavior to predict future risk potential. Scoring is an 
increasingly popular method used by credit managers to evaluate the likelihood of bill payment and credit risk. Credit 
data can be utilized during all aspects of the account lifecycle, from client acquisition, to identifying profitable accounts, 
to collection strategies. The benefits of credit information and scoring arc detailed in this interactive workshop. Hear the 
many applications of scoring, how to choose the right tools for your business needs, implementation considerations and 
ongoing methods to maximize account revcnoe. 

7:30 

8:30 

1. 

11. 

111. 

I\‘. 

Use Credit Data and Scoring Models to 
Minimize Credit Risk 

9 Examine the need in the utility indusrry for bcncr 
client risk evaluation 

- About Your Workshop Leaders - 

* Become familiar with the sources of credit data 
and how it is collected and stored 

-Understand the uses for risk scoring in establishment 
of credit, identification of valuable c~sfomers and 
effective collections management 

Choose the Right Tools for Your 
Business Needs 

*Evaluate your current business operrations to 
inventory capabilities and needs 

*Test and analyze the performance of various credit 
scores on your aCCO”“ts 

* Cnlculate a rcrum on investment by 
implementing scores 

Carolyn Ccsarr. Senior Product Research Manager, is 
responsible for new product research and development, product 
manegenvx~t, and marketing for TransUnion products 
available to the communications, wireless, utility and cable 
industries. Her focus is client business solutions - 
recommending, analyzing and implementing a variery of credit 
products, scoring models and other analytical tools that 
improve bottom line profitability Prior to joining TransUnion 
in 1997, Mrs. Cesarz spent 8 years in the banking and retail 
finance industries, with both Household International and GE 
Capital Corporalion. 
Her managenwnt duties spanned both operations and sales, 
with experience in cusromer service, collections, sales account 
management and marketing campaign development. 

How to Implement Credit Data and Scores 
into the Workflow 

* Address system connectivity issues and the pitfalls 
to avoid 

* Review training requirements, available resources 
and suppon 

Consider Next Steps and OtherApplications 
* Review other applications for credit data and seorcs 

including: 
* periodic portfolio reviews 

* automated decisioning teclu~oloyy 
* identity and fraud verification 

* marketing and segmentalion opportunities 

Gaylc Tomasson is a Regional Account Manager with 
TransUnion’s Conununicarions & Energy Group (CEG). 
Her primary role is to support local credit bureaus 
rePrcsentatives’sales efforts targeting telecommunication, cable 
and utility companies. Aided by her experience in and 
knowledge of the telecommunication and utility industries, 
Gaylc conducts product presenrations, tracks industry trends, 
attcndslprcscnts at national conventions and compiles data to 
develop ,new t~rodacts or illlprovc existing ones. Gayle has 
worked cxtcosivcly with cus~omcrs regarding their use of 
scores rrmging rrom tipplying scores to nlarkcting lists, 
apt’licnnl screening, ponfulio management, payment and 
collections npplicadons. Corract employment of scoring and 
credit products have resulted in significant positive impacts to 
client’s collectials and account management. Additionally, 
state public utility commissions have benefited from her 
custom prcsenlntions on understanding the development and 
applicalioa ofscoringmodcls. 



Workshop U 

SELLING OFF ACCOUNTS - 
Manage the Process from Disconnect to Write Off 

In a competitive environment, it is not only critical to be the least cost providcl-. but also to supply the best customer 
relations possible. You are under constant pressure to increase revenues while minimizing your costs. To effectively 
manage fmal bills from 30 days past due to post write off is key to what you deliver for your utility. Learn how to tun 
non-performing and dormant acccxuts into instant cash while simultaneously ralucing administrative costs. You can 
sigoificaotly reduce aged credit calls fo your call centers thereby cnhencing its overall productivity. 

7:30 

x:30 

1. 

IL 

111. 

IV. 

Receive Immediate Cash for 
Non-Performing Assets 

* Immediate cash for funds that may be ox&xl over 
the next I to 6 years 

* Achieve immediate time value of money 
* Eliminate uncertainty ofwhen account will be paid 
* Ability to accurately project recoveries in the near 

to intennediateterm 

Reduce Administrative Expenses for 
Credit & Collections Operations 

. Reduce collection agency fees 
* Reduce/eliminate/reallocate resounds 
. Reduce wstomer contacts in call centers 

* Eliminate customer requests related to Credit 
Bureau derogatory remarks 

* No legal nmters fo address 

Methods to Enhance Customer Relations 
When Selling OffAccounts 

*Don’t require past due bills on reconneclions 
of service 

*Eliminate customer complaints on aged bills 
- Enhance customers’ability to rehabilit8(e credit 
*Flexibility 10 work wirb eusmowr~ 10 rc~olw di;pules 

Choosing the Right Agency Yartner 
-Learn criterin necessary to nlinimiz~/eliminate 

risk of complaints 

* Dewmine most appropriate basis for 
long term partnership 

* Why highest price is not necessarily the 
best determinant 

* Dewmine overall criteria to use for each 
collection situation 

V. I’ECO Energy Sells off Delinquent Accounts to 
Collection Agencies to lncrcasc Revenues 
Eoergy providers are selling their bad debt accounls as a 
receivables management tool. By using a systematic 
approach. utility companies can maximize the value of 
heir bad debt accounts. 

12:OO Close of Workshop 

-About Your Workshop Leaders - 

Gtcno Psdgctt is Vice President of InoVision. During Glenn’s 
30 plus year career with Virginia Power, he was responsible for the 
management and performance of diverse business areas of 
Ihe company. Glenn directed a Customer Service Center, was 
responsible for Virginia Power’s Customer Accounting functions 
that included billing, collecting and reporting of electric (and for 
a period of time, gas) weoues sod was Project Manager on 
replacing the Customer Accounting funclions with an integrated 
Business Management System. He is very familiar with 
~~~fmner service issues, ~ustomr accounting matfers and 
managing automalion projects. Following his retirement from 
Virginia Power. Clew joioed InoVisioo to lend his expertise in 
dealing will, crudil nod collectiw issues confronting the utility 
industry io Il,is cm ol compolirion and deregulation. 

Bruce A. Coy is the Senior Analyst of Revenue Recovery at 
PEW Energy. Shortly after joining PECO Energy Co. in 1997, 
Bruce led the energy company’s efforts in selling charged off 
BCCOUOIS. Bruec has managed a number of large one-dme sales, 
as well as forward flow agreements, totaling over $170 million. 
Hc also ovewxn all inaclive delinquent account slrategics, 
including collection agency managemen!. In 2001, after the 
merger of PECO Energy Co. sod ComEd, Bruce was instrumental 
in consolidalisg 811 inactive ~ccouo~ processes and collection 
agencies belwecn he IWO Exelon Corporation companies. 



-MAIN CONFERENCE 

Duy One - Mondrqt, July 22,2002 

12:30 Main ConJkence Regislralion and Refreshs~ent.~ 

Improve Internal Processes to Increase 
Collections and Reduce Loss 

How can you best work with your contact center to get 
the most o”t of your collectio” efforts? Learn different 
ways 10 boost ,evenues. 

I:30 Set NW Performance Standards in 
Credit 6: Collections 
Measuring wccess io credit a”d collections is ituporta”t 
for setting goals. By benchmarking agailxt industry 
standards in both utilities a”d credit and collections, you 

* Agree on spailic tenets 10 dewnine each business 

&w ..,..,, praclicc rovicw 
:. *Conduct n side-by-side best practice rcvicw to 
/: compare for best results 

.-,d * Manage changes in cultures, processes and 
comforl levels 

3~45 Neruwh&! and Refreshment Break 

* Dcvelop training programs for employees 
: * Establish incentives for reaching perfommnce goals 

* Incorporate ccmmunication from front-line back 
into credit and collection data 

vwo W. ~ormll, &III ~onogemenr specia/~v. Duke Power 

can better map your route to achieve tbe revenue goals 
for your company. 

. * Look to other industries for performance standards 
j in all area* of operation 

* Conmunicate problems to sewice cwlers to 
establish revenue goals 

-Design performance standards for yo”r operations 
to achieve yourrevenue goals 

D&cW~~, Genwaal.Uuagrr, &dir rl Collarionr Allegheny 

5:00 Reduce Bad Debt by Coordinating a Team 
Approach and New Strategies 
In the past year, he economy’s uncertainty has resulted 
in lbiglxr “ocollectcd f”“ds from more accounts. Those 
who wcrc Ihistorically not at risk for inability to pay have 
slid inm lbat stat”s unwillingly. When yow bad debt 
goal is #more aggressive than ever before, you need to 
investigate differem ways to achieve it. By coordinating 
a team approach and taking a global, shategic view, 
“tililics can make better credit decisions UP front. and 

215 Tighten Key Business Processes to Curb 
Unintended Revenue Loss 
Many external forces, such as electricily deregulation, 
low regional growth rafes and long-term rate freezes, 
have caused utilities to examine a number of existing 
processes to stem unintended revewe loss. Hear how 
one utility launched a multi-discipline review to tighre” 
key business processes. 

* Identify key business processes that place reve”“e 
at risk 

~*~.~;<:..~~” * Conduct process reviews to undersrand roevenue 
imoacts of comarate oolicies & rrrocedures . 

* Identify process improvements and prioritize 
bGtiarives across business disciplines 

* Obtain corporare commitment to a revenue 
recovely strntegy 

3:00 Manage Mwget’s - Consolidrtc Best Credit 
hlctbods for Improved Rcvcouc Control 
Mergers and acquisitions have bee” rampant io utilities. 
In the aftermath, merging credit and collectiow 
operations can be particularly challenging, so specific 
goals and mea~uements have fo be ill place. Every 
business ~process is cballengcd in order to set up the new 
company for s”CCess 

COlleCt oil CuSmner accounts. 

tringent financing and payment plans 

ng practices to prevent bad debt 

*Create new processes that support the customer in 
being on time with paymen!s rather than encourage 
tbcm to be delinquenr 

* Educate front line employees as to why credit 
policies are changing as they can make or break the 
trmsilion 

* Solicit front line employees for feedback on 
changes 

*Network with other utilities to prevent re-work and 
simplify your processes 



Maximize Revenue Recovery with 
Proactive Customer Transactions 

8:00 Aggressively Recover Revenue by Using Non- 
Traditional Payment Arratlgemcnt Options 
Most utilities face the difficult task ofrecovering 
delinquent receivables while providing superior cusfomer 
service. Ironic it, scope. but if can bc done cousistently 
by developing payment arrangemenr models that are 
responsive to corporate fiscal needs yet address 
~womer needs. 

. How to create tluthtiil responses from customexs 
: when requesting income and expense infonnalion 

: * Income and expense guidclincs and threshold 
models dependent on ex,~ense 

. Payment plan guidelines and models 1” heigblen the 
ibnpact of failure 

. Reporting and performance thresholds, performance 
and feedback 

8:45 Prepayment Programs to Minimize Credit Risk 
and Bad Debt 
Prepay offers both the utility and the customer 
alternatives to the rraditional methods of dealing with 
bad debt. 
Hear about the successes and challenges of implementing 
a prepay program in North America. Use prepay 
to reduce bad debt, improve customer satisfaction 
and gain acceptawe. 

* Determin” if prepay is right for you and bow to 
inlplement a successtid prepay program 

. Lessen bad debt and help credit challenged 
cust~nw~ change payment practices and reduce 
costs for 811 c”st”“Iels 

. Srrmngthen ~wtonw.r sntisfaction by helping 
~uston~ers tak” control of their electric usage and 
bills 

IO:]5 

IO:45 

kcq”P NJinr,on, Pr”ani”e C”,,ec,;“n.i Supwiror: 
Illinois Power 

Control Your Debt by Addressing the Risk 
Bad debt is on the rise nationwide due to the increase in 
unemployment, bankruptcy and our tough economy. 
Segmenting your ~womer base by risk will help you 
identify the accounls that pose tbe greatest and least 
amount of risk. Risk, rather than simply the amount past 
due, should be your basis for selecting accounts to be cut 
Ibr nowp”ywm and determining the sense of urgency. 
Hear lbow you can conlrol your debt and decrease field 
COSM by prioritizing your cur-out efforts by utilizing 
risk scoring. 

:: which will increase the likelihood of payment 
- Reduce your field costs while lowering past 

duo dcbr 
*Prioritize non-payment cut-outs by identifying 

the difference between ime credit risk and 
late paying customers 

lit,, Ilopper, Senior Adr,iinirrrotor RevenuePlateerion. 
Commonwealth Edison 

Leverage Collection Agencies 
& Outsourcing Opportunities 

I I:30 hdalinistcring Third Party Collection 
Agency Rclationsbips 
How do you decide which collection agencies to use? 
Make your relationship a win-win situation by managing 
and measuring Ihird party collection agencies. 



I:30 Manage Your Collection Agencies by Using 
Advanced Softwarc Solutions 
Supervising mulliple colleclion agencies cm he tricky. 
By inq+zmenling an auolmated collection agency 
mna~enwnt system software that makes the processes 
more streamlined, you can manage those agencies 
with a higher level of efficiency and betrer returns. 

* Gauge past experience with energy providers 
.: * Examine alternari\*es for commission 

based collections 

215 Outsource Credit Calls to Concentrate on 
Customer Service 

3:00 Nerworhing & Refreshment Break 

3:30 Using Outsourcing to Ensure Best Practices in 
Credit & Collections for Utilities 
The utility industry is managing io difficult, rurbulent 
times with increasing energy prices, ao overall economic 
downturn and the threat/opportunity of deregulation. 
What better time than now to examine what many 
compauies view BE a cost center rhar is really a ripe 
oppornmiry center? Utilizing industry best practices is 
fbe key ro wining the full opportunity many utilities Ihave 
available. 

4:15 Manage Large Commercial and Industrial Credit 
Georgia Power has embarked on a chal@ing idea to 
stem bad debts ~bat are associated wilh large commercial 
and indusrrial customers. By creating a watch list of 
~u~fomers whore financialr are less than desirable, it has 
incurred some early success PE well as some promising 
oear Imisses. By building, ~maiotainiog sod crwring key 
reiationrhipr, if has begun IO slow the blcediog. 

*Where to obtain free valuable financial infomwion 
abouryourcustomern 

. Spccilic financial ratios wolllly of periodic rcvicw 
* How mtiag services coo provide excellent 

information that is affordable 

Do you want to meet this powerful 
audience to drive new business? 

At CBl’s Crcdil & Colleclions for Utilities conference, 
you will find a highly targeted audience of senior level 

decision-makers. CEI conferences are NOT trade shows, 
which attract large numbers of attendees at very low cost 

who lack purchasing or decision-making power. 
Instead. CBI events are attended by those with the seniority 

and authority to change the way their firms operate. 

For sponsors and exhibitors, this means an unparalleled 
opportunity to raise your profile before a manageable group 

of senior level executives who make the key purchasing 
decisions for their businesses. There are a wide range of 

sponsorship packages, which can be customized to fit your 
budget and marketing objectives. Select the components 

YOU require in order to increase your brand identity. 
-------------------___ 
Choose from an extensive range of promotional opparlunities: 

* Exclusive Platinum Sponsorship 
* Keynote Address Undetwriter 

. Cocktail Reception Host 
l Day One Breakfast Host * Luncheon Host 
* Networking Break * Porlfolio Organizer 

* Exhibition Space - both 8’xlO 
and table-top , depending on availability 

Space is very limited, so call NOW to avoid 
disappointment! 

CURRENT SPONSORS & EXHIBITORS INCLUDE: 

Please Contacl Lorne Grout al tel. 781-939-2404 
or via emaif at lorneg@cbinet.com. 



. . 

Our Outstanding Speakers 

stanja ~rene,,e.P,acerr ,mprovmenl Team Leader BC Hydra 
Ms.. Frcnese has worked in bath the lelcphooe and elecBic utility field as a c~lleclio”s 
burincrr poterr and system analystShe rponl 10 yoarr at the New Brunswick 
Telephone company. with a barkground in ~olbclions and eucnWlly leading a 
lechnical lean, in the analysis and impleme”~adon “f c”llc&m and complier- 
telephony ryswmr.Oming her years al BC Hydrashe led the burincrr team through 
!hc design and implemenlatioo of “cw ACCOUIII Referral buriness procerrcr and an 
autamated system for Collection Agency Managemee.She is currendy Ihe business 
process expert ,a, RCC”“nt ManagerlEn, PmLesses. 

Allred J.Bmlherr.ExecuCe Vice PreridenWaualry lnve5lmenB 
ML Brothers is the Execuiive Vice President ol Cavalry Inuertme”~s.LLC. 
Cavalry lnuertmen~s (formerly known as lirmak Inue5rmen~5) ha5 bee” acdvely 
purcharing.callectiq and reselling nan-perlorming co”sumer debt panfolios since 
1991. Based in Phoenix.Arizona.Mr Brolherr has direct rerponribility for Cavalry’s 
markeling.acquiri~ion. and debt sales atlivilies as well as we~all responsibilities for 
Cavalry’s Phoenix aperations including c”lieclion5 and MKMr. Brothcrsjoined Cavalry 
in 1992 and ha5 played a major role in Cavalry’s conrirLent.~ofilablc groWh. 

made Reid Jr..Mawner Revenue CoIIeclio”5,CINERGY Carp 

Mr. Reid currently manage5 the Revenue Collections Deplnmcnl lar Cinwgy 
Corporation overseeing credit and c”lleclio”5 palicier.He has v&cd lor Cincrgy 
Corporation and The Cincinnati Car and Electric (030 Company 10121 years. He has 
50cnl most of that lime in cu*mnCr coNact iobs. Since Ihe nwaer 01 CM and 
6&c Service 01 Indiana (PSI) in 1994.Gradi has bee” the Cor&raie Record3 
Manager. an ATea Manager Of Community Rclalon*.Manager of Cuslomer Conlacl and 
his currem poridoo of Manager. Revenue Collections. 

Tim Hopper, Senior Adminirlralor Revenw Protecdo~ 
Cemm~“~~ellh Idiran 
Mr. Hopper has 12 years of ulilily experience in the Caud.losr pevcnlon.and 
Revenue Prelection fields.He has bee” part 01 Finaxe and Revenue ManagemeN 
Mganialions for IcIecommu”icalio”5 and electric companier.Ar a member of 
CornEd’s revenue management team. Tim is currcnlly rerpannible lor managing WI 
revenue protection initiative5 ~5 well as the learn of associates who are res~nriblc 
controlling the debt of ComWr 3+ miilion ~usmnerr through Ihe *elmlion 01 
BCCOU~~P 10 be GUI due to non-payment. He is a member of the Associado” of 
Cenified fraud Examiners and was recenliy elecled 1” the boatd lor lhe bXe(“8lion.4 
Ulililier Revenue Protection AssoLialon LIURPA). 

Kim Ba*s.Oebt Managemenl Specialiswke Power 

Ms.Barr has bee” employed with Duke Pwer for 20 years.%? began her career in 
C~smm~ Scr~iccs in Ihe locai field office.Ihen mwed on to wark in Ihe Merchandire 
Credit di C”iiecti”n5 area. Kim has bceo in the electric Debt MaMgemcnl area lor the 
pal 10 years in supervirion and stall porilions. 

Vera W. Canell,Oebl Management Speci~lisWnke Power 

Ms.Cad has warked in the arca a, colleclionr and customs xcrvice lor 
Duke POWC~ Company lor wcr 33 ycarr.sixacn “1 which weir ryrnl as a Cmdil and 
Colleclions Supvisor, managing ColleClions lor appraxinMLcly 121.000 reridcndal and 
non.rcridenlial acc~~nls. Vera was al50 a Cusl”nwr Contact Coach.whcrc she g&cd 
insight on collections barn a Cuslomel service poinl 0, view. Six al50 ha5 experienca 
in rystcm deuelapmcn~ as a 8usi”css Analyst providing busi”c55 requiremenlr lor Ihc 
dcveiopmeot “1 collecrio”5 processes lor Duke’s Cusl”mel Billing R Informalion 

Yin Meynard.Commercial and lndurtial Credit Coordinator , Georgia Pewer 

Mr Maynxd h?r 23 ycarr 01 ulilily custamcr service and cuslom~ acccunling 
*periencc. He began hi5 career wilb Georgia fewer a5 a CuslOrlW service 
rcprcsenladve in the cat center Jim war at50 Sr.Accw”li”g Analyst.Accwnling 
Suprviw, Organimional Camplroller. Assi5B”t to the Vice President of Curlom~ 
Scrvicc,Manager 01 Final Billr.and now Commercial I lnduslrial Credil Cwrdinalor. 

lacq4e Winrton,Pmcdve Celle~tiens Supriser , Illinois Pewer 
ln Ms.WinsWs 21 years with Illinois Power ten were spent in field opcradons.reven 
in ~ustonm ServiceShe implemented tie use 0, a pediclive dialer in the summer of 
199g.Mr.Wins~on cwrendy wishes all proaclive colleciion efforts ,OI IP. 1” addition. 
5hC manages dw crcdil ceruw. which opened Feb.ZWZ.Her deparlmenl administcrr 
consislcnl credit deadlines by lawring on limiled li”a”tial risk 10 Ihe company. The 
goal 0, ih5 poacd”c e,,orl* is 10 incrcare COIICLliO” an active acco”“o and reduce 
mve arrears. 

Mr. Slaed has averall rerponribiiily lor sales and marketing function5 in W’s 
Consumer Business Unit as well as lor corporate marketing and commu”icalion5.l” 
additian.he is responsible lor developing key alliances and parmerrhips.ca.mark~eting 
agreeme”lr,and abemate dirsibudon channels.The Consumer Business Unit includes 
Ihe Bankcard. Financial Scwiccs. TelNOmm”“iBli0”s.a”d Ulililies Services divisions. 
each al which has dcdicalcd operalions and sales wganiudonr poviding a seamless 
line of cuslomized soIulio”5 across the receivable5 c”nlinuum of aut5ourcing. 
coWion 2nd pMdalio scwices. 

Mr.Blair’r dcponnam has Ied the charge 10 impave burinerr processes through a 
multi-discipline RWC”UC Prolcclion Tasklorce lormed in 1999 in preparation iOr a 
deregulalcd energy marke,. He, dcparlmen, al50 manages Ihe supplier 5”ppo” 
organization that inlcdaces with akemalive energy supplicrr.aod conducts 
inve5ligalian5 10 m*nlvC billing complaint5 far all cuslomel goups. 

John R.Soethe.Manager , Revenue Cycle SmimSeh River Project 

Mr. SO& has bee” with SW for 16 yearr.Hir experience includes six years of 
lransmission planning and nine years of rare-making.five of those years as manager 
of W’s Corpme P,iciq dcparbvenl. 601 Ihc part year. Mr. SaeW has managed Ihe 
Revenue Cycle Srruirer depadmcnt which includes SW5 Metering.MIN Reading. 
Billing. licld Curlamrr Service and Revenue Proteclion groups as well as SW’s pepay 
program.M.Pawer. 

Gina Zahrammager , C~edil.CoIIecden P S~~e~egier.TECO hrg y 

In her career with TECO tncrgy. Mr.Zahran her maoaged Ihe call center and credit 
and c”llecli”n dcparlmcni al KC0 Energy for three year5.W coordinales all budgets 
under the Direclar 0, Cusl”m~ Service5 and dcvelopr rtrategier lar Cu5lomer 
SCr”iCe5. 

Gregory Smub.Maneger Credit and Collection5 Operations. 
Policy and Slrateg y, Wirconrin Lle”dc-Wbtomi” Ga5 

Greg Waub is dx Manager of Credit and Collections Operadons. Policy and Strategy 
a! Wisconsin Cbdric-Wisconsin Gas. Since joining WE-W in 1996,Greg has bee” 
rcrponriblr Inr povidiq nraagic direclion and vision 10 Ihe credit and c”lle~ti”“5 
ma. Arms 01 hcur and developmcnl Ibave been rcnlercd around uealing a larmal 
litigalinn p~~crr and wwk gmup: a Posilive Idemiliualion process and wganizaiion: 
and leading ohs IcIc-coII”clio”s,I”w incomc.litiga~ion.re~i~~~“~,e”e~gy Ihel 6 
(mud and licld c”lb~li”” work groups. Addilionally. Greg is responsible lor tracking 
changer made by lacal.rlale sod fcdcrai rcgulalory bodies and adapting credit and 



.  

lllaximize Reuenue Recovery and minimize Bad Debt through Innouation, 
Proactiue Process lmprouement and Dutsourcing Solutions 
(July 22-23, 2002 * The Drake Hotel l Chicago, IL) 

Hear 14 Proven Case Studies X= Georgia Power 
Tracks commercial and industrial clients’ credit 

* Allegheny Power 
Benchmarks against industry standards and designs 

ratings to react to bankruptcies faster 

operational methods to achieve its revenue goals * Illinois Power 

* BC Hydro 
Boosts collection efforts by using a predictive dialer to 

Creates a win-win situation using advanced software 
proactively contact customers prior 10 disconnection 

to manage its multiple outsourced collection agencies * PECO Energy 

* CINERGV Sells off delinquent accounts to collection agencies to 

Outsources credit calls to provide a consisIent and 
increase revenues 

cost competitive alternative to in-house collections * Potomac Electric Power Company (PEPCO) 
% Commonwealth Edison Launched a multi-disciplinary review to curb 

Controls its debt and decreases field costs by prioritizing revenue loss by tightening key business processes 

cut-out efforts utilizing risk scoring * Salt River Project 
* Duke Power Implemented a prepay program that reduces 

Incorporates communication from front-line back into bad debt. improves customer satisfaction and gains 
credit and collection data customer acceptance 

* Duke Power 3 TECO Energy 
Ensures the most profitable returns through close Creates new credit and payment processes in response 
management of its collection agencies to its most aggressive bad debt recovery goal in history 

% FirstEnergy * Wisconsin Electric-Wisconsin Gas 
In the aftermath of its merger, consolidated its best 
credit methods for improved revenue control 

Implements aggressive collections procedures while 
maintaining respectful relationships with account holders 

Choose from 2 lnteractiue Pre-Conference Workshops - lllonday, July 22,2002: 

CONSUMER CREDIT SCORES - Powerful Tools lo Evaluate, 
and Manage Your Accounts for Maximum Revenue 

q SELUNG OFF ACCOUNTS r 
Manage the Process from Dlsconnecl 10 Write Off 

-I 



STATE OF MICHIGAN 

BEFORE THE MICHIGAN PUBLIC SERVICE 
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5 In the Matter of the Application of 
2 CONSUMERS ENERGY COMPANY for 
IL . Authority to Increase Its Rates for the Sale 
i2 of Natural Gas and for Other Relief 
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Case No. U-13000 
BOH Docket No. 2001-l 176 

PROOF OF SERVICE 

I declare that on the 26”’ day ofJune 2002, I served copies of the Intervener’s Metro Bureau 
.c 
z Group Services, Inc.‘s Supplement to Exceptions to Proposal for Decision upon all persons listed in 

F 
‘Z the attached service list, by first class mail, postage prepaid or hand delivery and by electronic filing. 

Nichole M. Weber 



Service List 
u-13000 

Larry G. Wattenvorth, Asst. Attorney General 
Public Service Division 
6545 Mercantile Way, Suite 15 
Lansing, Michigan 48911 

Administrative Law Judre 
Daniel E. Nickerson, Jr. 
Michigan Dept. Of Consumer & Industry Services 
Bureau of Hearings 
611 West Ottawa Street 
Ottawa State Building, Second Floor 
PO Box 30695 
Lansing, Michigan 48909-8195 

Enerev Michican 
Eric I. Schneidewind 
Vamum, Riddering, Schmidt & Howlett, L.L.P 
The Victor Center 
201 N. Washington Square, Ste. 810 
Lansing, Michigan 48933 

Department of Attomev General 
Donald E. Erickson, Asst. Attorney General 
Special Litigation Division 
6520 Mercantile Way, Suite 2 
PO Box 30218 
Lansing, Michigan 48909 

Consumers Enerw Companv 
Consumers Energy Company 
Jon R. Robinson 
2 I2 West Michigan Avenue 
Jackson, Michigan 4920 1 

Consumers Energy Company 
H. Richard Chambers 
212 West Michigan Avenue 
Jackson, Michigan 49201 

Consumers Energy Company 
Jolm C. Shea 
212 West Michigan Avenue 
Jackson, Michigan 49201 

ABATE 
Robert A.W. Strong 
Clark Hill, P.L.C. 
255 S. Old Woodward Avenue 
Third Floor 
Birmingham, Michigan 48009 

National Encrgv Marketers Association 
John M. Dempsey 
Dickinson Wright, P.L.L.C. 
215 S. Washington Square, Suite 200 
Lansing, Michigan 48933-1816 

MPSC Staff 
Steven D. Hughey, Asst. Attorney General 
Public Service Division 
6545 Mercantile Way, Suite 15 
Lansing, Michigan 489 1 I 

metroiinteweneipos 6.26.02 

Michael J. Brown 
Howard & Howard Attorneys, P.C. 
The Phoenix Building 
222 N. Washington Square, Ste. 500 
Lansing, Michigan 48833 

Gary B. Pasek 
Vice president of General Counsel & Secretary 
Midland Cogencration of Venture Ltd. Partnership 
100 Progress Place 
Midland, Michigan 48640 

Thomas C. DcWard 
Thomas C. DeWard 
25806 Clover Court 
Fannington Hills, Michigan 48335 


