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 DRAFT     DRAFT     DRAFT 

Thursday, November 6, 2008 

7:30 am to 12:00 pm Registration  

8:00 am to 8:30 am Continental Breakfast  

8:45 am to 9:00 am 

Welcome and Opening Remarks 
Mary Boettcher, Integrys Group 
EEI Vice-Chair  
Greeting - Host Utilities  
Steve Hawke, Sr. Vice President Customer Service & Delivery  
Portland General Electric 

Dave Williams, VP Utility Services 
NW Natural 

9:00 am to 9:45 am Keynote Address/General Session  

9:45 am to 10:00 am Break 

10:00 am to 11:30 am 

Breakout Sessions 

Call Center – Forum Suite 

Web Based Outage Information 

Billing and Payment Processing/Meter Reading and Field Services 

(Joint Session)  - Broadway 1-4 
AMI and the Billing Processes  

Nan Williams, WPS 
Special Rate Structures for AMI 

 

Commercial and Industrial Account Management ï Galleria North 
Roundtable discussions of the DataSource Commercial and Industrial survey 

results from 2008, as well as a look forward to 2009 survey revision feedback  

Facilitator - Cathy Collet 

Credit and Collections ï Council Suite 
Optimizing Credit & Collection Efficiency- Valuable information on office and 

field coordination, identification for the right customers to disconnect and best 
practices for collecting past due balances.    
 

11:30 am to 11:45 am Break 

11:45 pm to 1:00 pm 
Lunch  
Bishop Award Presentation 

1:00 pm to 1:55 pm 
 

DataSource 101 

Learn about DataSource basics.  This is a session for DataSource beginners!   
Cathy Collet ï Collet and Schafer 

1:55 pm to 2:15 pm DataSource Primary Contact Meeting 



Join your peers as we discuss the DataSource processes related to utilitiesô 

primary DataSource contacts.  All are welcome, but we would encourage 

primary contacts to attend.   

2:15 pm to 3:45 pm 

Breakout Sessions 

Call Center - Forum Suite 
Training Protocols 

Billing and Payment Processing/ Credit and Collection (Joint Session) 

Broadway 1-4 
Red Flag Rules:  Whatôs next?  Now that the November 1st compliance deadline 

has come and gone, whatôs next for utilities as they continue to improve their 
anti-fraud/identity theft programs.    

Commercial and Industrial Account Management ï Galleria North 

Arrears Management:  
Rising Fuel Costs - Commercial Customer Energy Cost Management 

Jim Maynard, Georgia Power 

Meter Reading/Field Services- Council Suite 

Process Improvement on Order Completions 
John Lennox, Entergy 
Contractor Safety Training  
Don Perio, Entergy  

3:45 pm to 4:00 pm Assemble for the Printing and Mail House Tour 

4:00 pm to 6:00 pm 
Commercial and Industrial Account Management ï Galleria North 

Facilitated Networking Session 

4:00 pm to 6:00 pm Printing and Mail House Tour ï Portland General Electric  

6:30 pm to 7:30 pm Evening Reception  

Friday, November 7, 2008 

7:00 am to 8:00 am Continental Breakfast  

7:00 am to 7:20 am 
Caffeine and Key Indicators - DataSource Executive Summary Overview 
Cathy Collet, Collet and Schafer 

7:20 am to 8:00 am 

Linking Benchmarking Metrics to Strategic Planning - Learn how 

Dominion utilizes AGA/EEI benchmarking metrics to develop target goals and 
strategic plans to improve performance. 

David Longmire, Dominion 

8:00 am to 8:10 am 

Welcome and Remarks 

Kevin Kirby, Nicor Gas 
AGA Vice-Chair 

8:10 am to 8:50 am  

General Session ï Pavillion Ballroom 

Web Self-Service Survey Results 
Andrew Heath, ESource 

8:50 am to 9:00 am Break 

9:00 am to 10:30 am 

Breakout Sessions 

Call Center ï Forum Suite 
Attendance Policies 



Billing and Payment Processing ï Council Suite 

Key Performance Indicators:  Panel discussion regarding what is the 

industry standard for evaluating errors and exceptions?  
Facilitator ï TBD 
Panelists; 
John Lennox, Entergy 
Greg Cranford, Duke 
 

Commercial and Industrial Account Management ï Galleria North  

Energy Efficiency and ‘Green’ Initiatives – What is the latest? 

Southern California Edison  

Meter Reading and Field Services/ Credit and Collection (Joint 
Session) ï Broadway 1-4  

Remote Connects and Disconnects ï Technical v. Processes  

10:30 am to 10:45 am Break 

10:45 am to 12:15 pm 

Open Forums 

Billing and Payment Processing ï Broadway 1-2 

Call Center ï Broadway 3-4 

Meter Reading/Field Services ï Council Suite 

Commercial and Industrial Account Management ï Galleria North 

Credit and Collections ï Forum Suite 

12:15 pm  Adjourn 

12:30 pm to 2:00 pm Planning Committee Meeting 

 


