®

&€&ED

MEMORANDUM

To: Members of the Electric Utility Commission
From:  Jerry Hernandez, Manager, Austin Energy Electric Service Delivery
Date: March 17, 2011

Subject: Meter Implementation Project

Executive Summary

Austin Energy began a meter implementation effort (the Project) aimed at replacing
approximately three quarters of its meter base from legacy electromechanical meters to 2-way
smart meters. The remaining one-fourth had already been exchanged for 1-way smart meters
back in 2002. The first implementation was targeted at multi-family residences (i.e. apartment
complexes) to stem the large volume of customer service and field work that resulted from the
influx and exit of the large college student transient population. The service territory
implementation is complete and now all AE electric meters are automated except a small number
of ERCOT settlement and industrial high end meters. The Project implementation not only
replaced its remaining legacy meters but was also coupled with the installation of a meshed
communications network to provide for an AMI 2-way system. Austin Energy encountered few
customer complaints during the Project receiving approximately 3.8% customer calls about their
meter exchange and only 231 requests for meter accuracy testing. The average number of
received reads is greater than 98.6% of all automated meters. The total cost of the Project was
$25.5M and included project management, call center services, customer out-reach and
education, installation contract services, communications network upgrade and meters.

Project Detail

Initial efforts were targeted at development of a comprehensive and integrated marketing and
information plan with the specific purpose in mind to over communicate. The plan consisted of
focus groups, mail outs, door hangers, Energy Plus AE Customer Newsletter articles, newspaper
articles, and informational sections on AE’s Web Page. This plan also included a “special” call
center created to assist with the Project related calls. The customer service representatives for
this center were specially trained in field implementation procedures, the exchange process, new
meter functionality as well as how to manage escalation calls. In this way, rather than having a
script to read, call center representatives were truly knowledgeable and able to communicate
smoothly with both the customers and field crews. These customer service professionals were
available Monday through Friday from 7:00 am to 6:00 pm with dedicated phone lines to answer
all customer and field crew calls related to the Project.



Austin Energy established a cross functional team to manage the Project consisting of Complex
Metering, Revenue Measurement, Market and Load Research, Information Technology and
Telecommunications, AE’s AMR vendor and installation contractor. The team met formally on
a weekly basis but communications and collaboration were a daily occurrence.

Field meter exchanges were performed by a qualified meter installation service contractor
overseen by AE staff. The contract technicians received advanced training in applicable AE
design criteria procedures and safety practices. Exchanges were monitored and documented on a
daily as well as per individual installer basis for accuracy and tracking purposes. The
communications system upgrade was performed by AE Substation Engineering and Construction
and GIS workgroup in partnership with our AMR vendor.

Project Improvements

The 2-way automated meter reading (AMR) network serves approximately three fourths of
Austin Energy’s service territory or approximately 304,500 meters. The legacy AMR network
that was installed in 2002 is only a 1-way automated meter reading system and serves the
remaining one quarter of AE’s customers (approximately 110,000 meters).

The AMR meter data collected will be used for monthly billing as well as to provide enhanced
asset management, meter installation planning and logistics, advanced billing and billing
determinants (power factor, TOU, real time pricing, interval data, load profile, etc.), remote
connect/disconnect automation, flexible and consolidated customer billing (pay-as-you go, pre
pay, etc.) and billing periods (continuous, consolidated, flexible billing periods), theft, diversion
and tamper detection as well as information for advanced load and rate research.

AE is now able to collect interval data (IDR) for all commercial customers and a statistically
significant number of residential customers enhancing rate structure design and optimizing the
effectiveness and evaluation of new and existing EE, Renewable Energy, GB, and DR programs.

In addition, load profile (five to fifteen minute IDR data) can now be collected on all commercial
customers and approximately 1000-2000 residential customers. Data is utilized to provide
energy usage profile for industrial and commercial customers and in the development of more
effective DR, EE and GB programs.

Collection of IDR data makes available the consumer information and awareness necessary to
participate in retail electricity markets and near real time access to interval data enables new
energy products and services.

The collected AMI system data will also be used in conjunction with Austin Energy’s outage and
distribution management systems to enhance situational awareness, distribution level modeling
and load flow analyses for operational as well as support system design and planning, facilitate
outage restoration and restoration verification and allow for enhanced customer communications.

A related PowerPoint presentation is attached.
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Keys to Success

Market plan - Over communication
Dedicated Service Center
Dedicated cross functional Project Team

Prior meter implementation experience



Meter Implementation Team

» Established internal cross functional
inter-departmental AMR team

« Established a Deployment Team to install
the meters

e Austin Energy

Landis+Gyr

(AMR network provider)
Texas Meter Devices

(Meter Installation Contractor)

» Last year spent on “clean up”
* Meter communications issues
* Revising Austin Energy’s business
processes

» Training employees on new meters,
meter capabilities and data now
available

Deployment Team



Customer Communication Plan

e Focus Groups

e Direct Mail — Post cards

 Door hangers

 Energy Plus AE Customer Newsletter
 Newspaper — Editorial

* Frequently Asked Questions Flyer

« Web Page



Customer Communication Service

« A “special” Call center was created to assist with the calls.
They were called the “Cross Dock” team. They were trained by
expanding their knowledge of the utility, from a field perspective.
Trained to manage escalation calls

» Dedicated customer service professionals
> Avallable Monday — Friday from 7:00 a.m. — 6:00 p.m.
> Dedicated phone line

« Rather than having a script to read; call center representatives
were truly knowledgeable and able to communicate smoothly
with both the customers and field crew.



Direct Customer Contact

AUsTIN ENERGY IS COMING AUSTIN ENERGY VIENE A
T0 CHANGE YOUR METER! ,CAMBMR SU MEDIDOR!




Customer Education

Coming soon
TO YOUR NEIGHBORHOOD.

Two-way automated electric meters
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Walking customers through the steps
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AUSTIN, Texas (KXAN) -- If you are an Austin Enerqgy
customer, then starting Thursday your electric meter became a
"smart” one. Crews spent the day installing smart electric
meters throughout the city. The advanced meter will replace
the old manually read ones.

The new meter can better measure your usage, eliminate the
need for crews to get into your backyard for readings and send
a message to Austin Energy when there is a power outage.

"Today, when your lights go out, you need to give us a call to
let us know that,"” said Cheryl Mele of Austin Energy. "What we
envision in the future is that we're going to get a response
from this new system, and it's going to tell us, 'Your lights are
out.' We're going to get that call passed on to our system
operators, and be able to dispatch a crew and respond to that
outage a little bit quicker than waiting on you to call.”

Additional features will allow Austin Energy to turn off and
reinstate service without sending out a crew.

Austin Energy Brings Two-Way Meter Technology To
Austin

In the coming months, Austin Energy will be in your
neighborhood to replace your electric meters with state-of-
the-art automated meters. The new meters will offer many
advantages in the future, including remote reads, faster
outage response and more billing and payment options.
The new two-way meter system will be the largest of its
kind in the country. Look for notification in the mail before
the meters are changed out. Installers will wear an Austin
Energy badge, and will knock on the door before they
attempt to change the meters.

You can expect a temporary disruption to your electric
service for a few minutes during the meter exchange. You
will need to reset your electronic devices, such as clocks,
alarms and sprinkler systems.


http://www.austinenergy.com/

Meter Implementation Timeline

« March 2008 - Meter Exchange & Customer Call Center was developed
 April 2008 - Meter installation began

« May 2008 - Community outreach increased due to large number of
installations

 August 2009 - Mass Deployment completed (98% installed)



Current Meter Population

AE meters installed:

« 110,000 —1 way (residential and commercial)

« 304,500 — 2 way (residential and commercial)

» 23,000 — 2 way with Home Area Network (HAN) capabilities

« 20,000 — 2 way with remote connect/disconnect



Meter Installation Statistics

 Mass meter exchange of 340,000+ meters
* Project duration of approximately 2 years

* Few customer complaints — 3.8% customer calls about
exchange; only 231 requests for accuracy test

* Average number of received reads greater than 98.6%

* Average number of stales (no billing read) = 110/day (0.55%)



Old Process to Obtain Customer Requested Read

 Monthly KWH — Residential @ i I
e Service Order to roll truck to

obtain new read

e Customer would have to call

back in five business days or o o Custome
wait for postcard to get results 5




New Process to Obtain Customer Read

 Daily (sometimes hourly) KWH

* On Request Read — check Data Base for last night’s read or request
meter for real-time read

e Customer Service Representative can respond to customer within two
minutes

Customeris
Customer Calls Notified

® O
Read is Obtain



New Meter Customer Service Functionality

 Auto-disconnect and auto-reconnect on some customers
» Customer Service Representatives can see customer daily data

» Customer Service Representatives can see 35-day use trends in table or graph format
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Meter Implementation Improvements

e Days to minutes reduction in turn-around time to answer
customer questions and potential re-bill

 Reduced costs associated with not rolling trucks for Service
Order

* Decreased CO, pollutants
* Minimized manual meter reading costs

e Current Diversion and Power Outage identification through
data files and reports



Addressing Meter Accurac

Aumtin'a Community-Crrned Electric Uity

Pay Your Utility
Bill Online

oer than 23 (00 City

of Auwstin uriliny cus-
tomers pay their utility ball
orlire esch month chrough
the City's Elecironic Frmd
Transéer (EFT) program.,

Signeup i casy 1nd once

enrollzd, s deaft on your Baek
BOCOUNT OOCEE -
ter pary yomar utilizy bill cach
manth on its

and review your utility hill
first. I sddinion, this means
2 customer no longer has to
write or mall checks nar be
moncerned about ever ben
late: with iheir payment.

The program is oow three
years old amd works well. In
farct, shoast oine-third of the
400,000 City of Austin atility
custommers pay thekr utiliy
bill oefine cither through
the City's EFT peogram, by
iming their banks oofine pay-
ment services or by making
payments ar Customer Scr-
ViLE COUNIETS 12 GYOCETY FEOMES
acrepting City of Awstin
urility bill paymenis. These
payments are defrered o the
City dectronically.

T sigm up fior EFT, wasit
we LS BeEne gy, com or
call the City of Austin milicy
Cmtomner Servios Center st
4549400,

JULY T00%

Energy Audits Find 86 Percent Of Homes
Fnr Sale With Excessive Duct Leakage

majority of homes eocriving energy sudits to comply
with @ mew City ondinance ase leaking excessive lovels of
cooling and heating ineo their attics from leeky duct pystemas,
and om average, noed an additkonal 6 incdhes of anie insubazion
O thue firse 400 erergy andics recrived by Anstin Energy,
86 percent af the homes have ducts leaking in cxoess of the
1} percent considered accepeable for energy efficiency. The

hincs average a 22 poreent leik eae — though there were bames with doable or wriple the
average. One audiesd home was leaking 81 percent of air conditioning and heating inso the
attic. The duct system in another was leaking so badly the tosting equipmont could mot produce

a reading,

]'.IE'\:I:m.'_]ml 20099, encrgy andits arc pequired for homes for sale Iocated within the City
of Austin thar sre 10 years old or older and receive electricity from Anstin Energy: There are
soveral exemptions from the ondinenee — for instamee, homes that bave undergooe energy-cffi-
cleney Improvements during the list 10 years or thoss in various legsl procesdings thar invobe

trunsfer of the property, such as foreclosan: or 2 divoroe seetlement. Poteotial home sellers cn

i an caline ool 2 wwwanstinenengyoomgo/ECAD w deicrmine whether the audic is
reequined fior their home, or to get additions] mformotion on the ordinance.

The 400 Isomes 48 a group are wasting 776,000 kilowar-hours of dlecmany annmally, o
$77,800 in energy coats dee to baking ducts and inufficiens artc insalation. Menwhile,

Encrgy, TclanSmu::ndﬁ'&cﬂlluﬂuﬁla-::wﬂlhkbhcbpu&rmm:m

Wisit wwrw,

for additiona] information ocn

efficiency i

efficicncy [:r\:‘wnmmhl:h]k on the Encrgy Conscrvation and Audit Disclosure (ECATY)

ordinsnce.,

Austin
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d' tomers with now solid-stase
qulmawdm:m The new meters have
more compating power then PCs bad 5-10
years ago and are very accurate, They replace
mcters that are 20-30 pear old.

As the oli meters come in fom the
ficld, Austin Energy is testing sbont ane
of every ten. A small number of obd meters
were found o be nunning slow:. A cussnmes
with an old moter that was nanning show

Automated Meters Accurate and Durable

muy nstios an incrose in clectric usage once
their new state-of-the-art meter is installed.
This & becauss the mew metor is comoctly
recording all power weed,
e an Amstin oastomer foels
their meter, old or new, is not recording
asapge properly, they shoald call the utility
Customer Scrvios Conter at 494-9400 of
e~mail oostinfoi@stinenergy.com to hoe
thicis secount reviewed. IF peeded, Austin
Energy will send oot 1 technicim to eest sny
mcter, old or new, bo assis the process.

MEMORANDUM

Tx Mayor and Coundl Mambars
oG Mara A O, City Moaroger
[
FROM: Robert D. Goods e
Intarim &Eamgral |—'-H-r
Austin Ergrgy
OATE: Aprl 2, 2010

SUBIECT:  mimast Matar Actilacy

Smart Meter Accuracy

Haconily, thete have baen meda reporis regarding large numbsrs of complaints from
electric utlity cusiomers in arsas of Texas and the nation, questianing the accuracy of
recantly installed smart meters. The Texas Public Uiy Commission last waok
Imcdiceted |t will infiate indepandant fasting of automated meaters ingtalled n the Howston
arga. Austin Enargy is now completing the irstallation of automated meterm 1o all of its
customars, The ulility has net experienced a significant rember of custonwer complains.
‘e beliove this is dos to the communicatons and follew-up we have mairtained
throwghout our installaticn prograsm,

Austin Energy Smart Meter Inzstallation program

Auslin Emergy inltiated apllo: project s 2001 to evalusts the then new auomated metsr
tochnology, Tha utility Installed ¢1-way) sutsmated mater read (AMA} matars st
apartment byildings throughout Austin, 110,000 of which are stil installed. In 2008,
HAuztin Energy began the sacond phase of m: ST MEter progaam (o exchangs tha
ramazining 300,000 customer meters with {2 genesation-2-wayh AMA maters, The AMA
miaters commuricate daily metar resds owver the air viz radio sgnaks,

Automated inelors have now baen instaled Tor all bt about 3,000 Awstin Enorgy
cuzlemers, The exchangs of remaining meters neguirss set appointments with sach
customer. All remaining exchanges should ba complstad vathin the nesx 4% dags. Mater
raaders ara reading the remaning 3,000 electrical medars 1o ba sxchanged, Water
mecters throughout Austin must alsc be read manusally 2ach manth,
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Mssmarancum
RE: Sman Mabar Accuracy
Page 2ol 3

Communications Process. Austin Enengy implamantod a thorough communications
process in advance of and during installation of the autemated maters. This included
achaunca infommation in wtility bills, advertising in the Austin American Statesman and
{mumm.ummma systernatic process 1o alert sach customer through the

» A poal card was malled to aach customir indicating ha gonaral tirme Trarme within
which thair matar would be replaced, along with delails on the exchangs procass
[changa-out taknes a few minubos);

»  Installers knocked on the door of sach nesidence al the me ol the axchange lo
alan hormownan their irstallaion was about 1o cocur, Homeownes could ask

for {and soma did) a reschaduling, which was provided.

= ARer changa-out, installers lelt a door hanger indicating the exchange had
occumed, how the miomaled molers work and advantages of the new
tochanalogy.

» W installation crews could not axchange & metar lor any reason, they el a
saparnts daor hanger requesting that cusiomer call 1o sel an appointment lor
thair matar axchanga,

Augtin Enargy provided axtra iraining within its Call Cenier so that mpresentaives could -

BREWAT SlEElomeT quastions about the new AMR metars. A dedicated Call Canter graup
was also astablishad 1o help sel up and coordinabe change-oul appaintmaents and o
ANEWET qUaSsSonS of address any cuiomar Conosms reganding the now molars,

Accuracy of Meters. Austin Enargy requined its madar vendor to test 100% of tha
mAomated mstens tor acourady, and 1o provide electronic copies of lest results, Austin
Eneegy also conducts in-houss sccurscy lests of & random sample of 10% of all now
maébens belore installations occur. All testing is in accordance with the
geandards and accursey requirsmants used by all Elactris Utilitioe as sof by Amarican
National Standards Instute G121,

In ackdithon, Ausiin Enargy has been testing the accuracy of a sampla of removed
mabars, I the obd maters (many of which ane 30 yoars old or cider) wore S8l accurmbo,
customars shoubd nod sod any differoncs in billed electric usa, I tha obd matars had
bagun slowing down aver time, aftor maters wore exchanged, customans could S
hilghar consumplion recorded, and theredore highar bills with the now mom accurate
automated matars.

Austin Enargy lested T [approdrmately 20,000) of the matars replaced by AMR
meaters, and lound that mora than 87% of tha remaoved melere sl met the accurmcy
lerval required by ANSIC12 standards. Approximatady 2.2% (430) of the matars 1asted

Addressing Meter Accuracy

Mamorandum
RE. Smart Meter Accuracy
Paga 3ol 3

werg renning slow, In those situations, customers could see an increase in electric
usage due 1o the maore accurate, automated meter,

Customer Complaints. Desplte the magnitude of this preject, Austin Energy has nat
rescilved a significant number of calls relating to the new automated meters, Customers
who question the amaount of power for which they have been billed can request the
accuracy of their meter be checked. Austin Energy sends a techniclan out to perform
the testing, performed to industry standards,

Austin Enaergy has reviewsd customer call logs and associated sendce arders, and
found that, in the past 2 years while the AMR meters were being exchanged, 10,743
13.8%) of customers whose metars were being exchanged called with questions about
the e meters o high consumption. After talking with AE CSRs, only 231 requested
meter accuracy tests. Out of the 231 meters tested, 25 were exchanged.



QUESTIONS?
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