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Am t ",U 

April 14, 200 

rv1 . Natelle Dietri h 
Director, Utility Operations Division 
Missouri Public Servi Commission 
200 Madison Street 
Jeff rson City, MO 5102 

Dear Ms. Dietrich: 

The sev re i e storm which began January 26, 2009, resulted in the most 
signific' nt d- m 9 to the U distribution system in hi tory. In addition, the 
scope f pow r outa es. extending from just south of Cape Girardeau to 
Hayti on the, outh (90 miles) n(j from ext r to Charleston (35 miles west to 
east), presented many logistic I challenges we had never faced in the past. 
Fuel, food, and housing wer ch lIenge th t ,t new standard in this storm. 
The attached report ives brief summary of the timeline and effort. We are 
proud of the response by our organization and those from outsid who joined 
In thiS major effort As always we will be happy to answer any qu stions you 
or the Commls ion m y have bout this storm. 

Sincerely. 

('{) ~p ~M 
v 

Enclosure 

Cc:	 Lena Mantle 
Debbie Bemsen 

Attachment B 



AmerenUE Customer Contact Center
 
Call Stats
 

Storm: 2009 1n.7 1n.8 1/29 1/30 1/31 2/1 2/2 2/3 2/4 Total 
Avg Dally 

Storm 
Avg Dally 

'08 

Total Service Center Calls Offered 19,667 20,997 13,628 13,150 4,265 2,989 14,359 12,n4 9,972 111,801 12,422 
Total Service Center Calls Handled 19,213 20,724 13,557 13,042 4,254 2,984 14,057 12,672 9,927 110,430 12,270 

Calls Handled VRU 5.908 9,522 4,706 3,943 2,931 1.980 3,099 3,546 2,340 37,975 4,219 
ORS - Outage Orders 4,130 7,807 2,896 1,857 1488 1,066 761 1,190 226 21,421 2,380 
CAl S - Account Info 1,574 1,522 1,619 1,912 1,373 n5 2,024 2,105 1,942 14,846 1,650 
Duplicate Bill Requests 30 28 28 18 13 7 29 33 24 210 23 
Usaoe Historv Reouest 21 25 33 27 23 11 30 25 38 233 26 
External Transfers 133 106 103 95 13 110 223 156 82 1,021 113 
Paystalion 19 34 27 34 21 11 32 37 28 243 27 
Overflow IVR 1 0 0 0 0 0 0 0 0 1 0 

Total Calls Offered Agents 13,759 11,475 8,922 9,207 1,334 1,009 11,260 9,228 7,632 73,826 8,203 5,755 
AmerenUE Calls Offered 12,323 9,831 7,426 7,431 1,334 1,009 8,825 7,424 6,028 61,631 6,848 
Outsourced Calls Offered 1,436 1,64<4 1,496 1,nG 0 0 2,435 1,804 1,604 12.195 1,355 

Total Calls Handled 13.305 11,202 8,851 9,099 1,323 1,004 10.958 9,126 7,587 72,455 8.051 5,502 
AmerenUE Calls Handled 11,899 9,590 7.382 7,354 1,323 1,004 8,601 7,365 6,012 60.530 6,726 
Outsourced Calls Handled 1,406 1,612 1,469 1,745 0 0 2,357 1,761 1,575 11,925 1,325 

% Answered ArnerenUE Aoents 96.6% 97.5·1. 99.4% 99.0% 99.2"1. 99.5·10 97.5% 99.2% 19.7"1. 98,2·/0 
Average Speed of Answer· AmerenUE Agents 0:22 0:24 0:04 0:17 0:09 0:03 0:43 0:11 0:03 0:11 
% Answered IOor A!!ents 97.9% 98.t% 98.2% 98.3% 96.8% 97.8"1. 98.2% 97.8% 
Average Speed of Answer· Outsourced Agents 0:02 0:02 0:02 0:03 0:00 0:00 0:12 0:02 0:02 0:01 
% Answered All Agents 96.7% 97.6% 99.2% 988% 99.2% 99.5% 97.3% 98.9% 99.4% 98.1% 
Average Speed of Answer· All Agents 0:19 0;20 0;03 0;14 0;09 0:21 0:00 0:00 0:00 0:09 
Overtime (hours) 232.9 3599 242.9 142.2 166.7 158.1 138.3 106.4 45.3 1,592.7 

Ameren non-management 209.4 343.9 219.9 128.7 144.7 128.6 133.3 102.9 43.3 1,454.7 
Ameren management 23.5 16.0 23.0 13.5 22.0 29.5 5.0 3.5 2.0 138.0 
Outsourced group 00 00 00 00 0.0 00 0.0 00 00 0.0 

Number of people takin!! calls 173 176 182 173 19 19 166 171 180 1258 
Ameren contact center employees 143 1455 152 143 19 19 136 140 5 150 1048 
Ameren emplovee • other departments 0 0 0 0 0 0 0 0 0 0 
Amerenillinois calltakers 0 0 0 0 0 0 0 0 0 0 
Outsou reed g rou p :JO 30 30 30 0 0 30 30 30 210 

• Daily average includes all call types (outage, move, billing, other) 



AmerenUE
 
January 26, 2009
 
SEMO Ice Storm
 

On Monday January 26, 2009, the possibility of a major ice/snow stonn was 
forecasted for the middle to southern portion of Missouri. A band of ice was 
predicted for the southern third of the state and snow was probable north to 
1-70. 

Based on the forecast and proactively before the ice stonn hit, AmerenUE 
mobilized contractor resources from the St Louis Divisions to the Cape 
Girardeau area on the afternoon of 1/26/09. Line crews from the Missouri 
Valley Division (north of 170 and west of St Louis) were also mobilized due 
to their longer drive time to the Cape Girardeau area and the low possibility 
of snowlice accumulation in their local area. Approximately 250 workers 
were staged in the Cape Girardeau area on Monday evening in preparation 
of potential restoration activities. One Mobile Command Center and 3 Stonn 
Material Trailers were also sent to the area and strategically staged on 
Monday evening. 

As predicted, in the late evening of Monday January 26, 2009, freezing rain 
began falling in the southern most portion of ArnerenUE's service territory 
with snow in the St Louis Metropolitan area. The freezing rain and snow 
continued to fall all day Tuesday and into the day on Wednesday before 
stopping. By the time it was over, more than 2 Y2 inches of ice covered most 
of the southeast portion of the state causing widespread devastation 
including tree damage in local communities. This caused over 3,800 
ArnerenUE poles to break due to heavy ice loading. 

Due to the severity of the damage to the sub-transmission and distribution 
systems, AmerenUE initiated the Extensive Damage Recovery approach 
which allowed resources to be assigned specifically to substations and 
circuits. Most of the 34.5 KV sub-transmission system was severely 
damaged and AmerenUE was unable to restore distribution substations and 
their distribution circuits until the sub-transmission system was restored. 
Restoration of the 34.5 KV circuits was prioritized based on least amount of 
work required to restore the most number of customers. Sufficient resources 
were available to allow simultaneous effort on most sub-transmission 
circuits and many distribution circuits. 



AmerenUE, for the first time during a storm restoration, installed large 
diesel powered generators at 2 substations to power the local communities 
they served. The 34.5 KY circuits that supplied these substations were 
extremely long and among the most severely damaged. This allowed power 
to be restored to the communities several days sooner than would have been 
otherwise possible and also allowed the resources that would have been used 
to restore those communities to focus on other areas. 

As a result of the extensive damage to the electrical distribution system, 
AmerenUE went outside of the damaged region to secure beds, food, and 
fuel for the thousands of workers involved in the restoration. A vendor was 
utilized to manage several staging sites, which provided beds and meals for 
approximately 4000 restoration workers, and fueling for restoration vehicles 
was procured from a vendor in Tennessee. 
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Storm Restoration Summary 

Storm Duration Tuesday January 2ih
, 2009 - Thursday February 5, 2009 

(9 Days total Duration) 

Total of 36,500 Customers out of service 

Hardest hit area Cape Girardeau and South to the Arkansas border, Hayti 
area hardest hit 

Total of approximately 4000 individuals engaged during the restoration 
effort: 

•	 2400 Lineman 
•	 555 Tee trimming personnel 
•	 161 field checkers 
•	 Several hundred Stores, logistics support people, supervisors and 

others 

A t M atenaIs,pproxlma e . 

Qty 
Crossarms EA 6,973 
Poles EA 3,771 
Transformers EA 659 
Wire & Cable FT 1,469,499 

Logistics 
•	 15,500 Hotel Rooms 
•	 2300 Other Sleeping arrangements (bunk trailers, dorms, etc.) 
•	 Over 76,000 meals 
•	 More than 1250 loads of laundry 

•	 44 buses 

Used Base Logistics for support which included staging sites meals, bunk 
trailers, shower facihties 

3 
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ccommendation during January 2009 Ice form 
(attacbed to)
 

November, 2008 Status Report on AmerenUE's Implementation of Recommendations
 
in KEMA's November, 2007 Storm Adequacy Review
 

KEMA's report, released in November of 2007, identified 37 opportunities for improvement. 

These 37 recommendations were grouped into the following three categories: 

1.	 Continue with AmerenUE identified improvements, 
2.	 Modify existing processes and systems to better address severe storms, and 
3.	 Develop new processes and systems to support Levels III and IV restoration 

efforts. 

KEMA's recommendations are listed below along with an explanation of whether AmerenUE is 

adopting the recommendation and, if the recommendation is adopted, the implementation status 

of that recommendation as of July, 2008. 

Category One: Continue with AmerenUE's already identified improvements. AmerenUE has 

already established a need for these 12 improvements and has incorporated them into current 

budgets. The numbers in parentheses (4.4.1) represents the recommendation number and section 

in the KEMA report. 

•	 Continue emphasis on the vegetation management program to achieve the 

committed schedule by the 4 th quarter of 2008 and to implement the program 

enhancements. Address the out of easement tree removal issues and review total 

budget periodically with the anticipation of the growing tree canopy. (3.4.1) 

AmerenUE remains on track to fulfill its commitment to establish a four year 

urban and six year rural cycle on/before the end of 2008. By the end of2007. the 

Cit of Sl. Louis wa on a four ear cycle ( nc year ahead r chedulc).. YTD 

(2()()X) the lperating centers of Poto i and reen ffills are already on th~ de ired 

cycle lengths !\meren E has continueo with the implementation of overall 

program enhancements I.C. broadcr clearances. more removals and for lOOi{ has 

scheduled n circuits to be included. 'cventeen of the circuits havc been 

completed with the remaining ones on track to be completed onlbefore the end of 

200R. Effective January I. 200X the Company has also incorporated the 

·ommis. ion's vegetation management rules into the program, six months ahead 

of the effective compliance re luircmcnl. 

egel' lion Man<lgement Program remains on cycle. The January Ice lorm put a 

strain on resource oue to managing !\mcren • damag and rcque·t fr mOther 

utilities for as~i ·Lance. 



•	 Continue the revised pole inspection at the targeted inspection rate. The pole 

inspection planning, record keeping, analysis and auditing functions should be 

improved. (3.4.2) 

!\mcrcn 1· I~ on tm k \ tlh the Implementation r the 0 erall circuit inspection 

program wlllchinclude' a visual inspection fall facilitie. nee every rour year~ 

and a complete strength as. essnlCnt r a II p ks nce every 12 year.. Ameren 

maintains inspection planning record. ithin the newly developed Circuit and 

DC\'ice Inspection. 'ystem ( '()1. ) database. This databa. e is linked to the pole 

plant record in the M/FM. ystel11. thus pro iding improved functionality. 

Planned enhancements for data analysis arc being developed a. data is gathered. 

Thesc inclllllc stand:mlized reporting functions as well as enhanced access to the 

data for ::lllalysis purpose. To address the nuditing recommend·]lion. CDlS now 

track:, completion f th pol~ replacement work through DOJM, AmerenU 's 

\\orl- management . lem. 

The Circuit Inspection Progmm remains on cycle. 

•	 Complete and distribute the automated pole loading calculation tool currently in 

development in the standards department. (4.4.1) 

The !\utomakd Pole Loading <llculati n Tool is complete and ha' be n 

di~trihulcd t IU°l:rs. 

o change"> 

•	 Continue the evaluation of the enhanced vegetation management program and 

apply the same approach to pole inspection and distribution line equipment 

programs. (5.4.2) 

Amen::n F c ntinucs t rt: Ie both the vegetation management program and 

circuit inspection pro!:,'Tam on an annual basis. In addition, both program ar 

reviewed III a monthly basi. I' r f r castedl rlanned vs. actual work completed 

and adjustmcnts are made a c rdingly. 

The COl. user. group. con, iSling or Ii 'ld construction "nd engineering pers nnel 

as well a other, ubject mailer expert,,>, continucs to meet n a regular ba:i. to 

monit I' the programs' cf~'ctl cness and 1 make rec mmcnuation° as needed for 

rrogram enhancemenls and/or clarifications. 

2
 



•	 Continue with AmerenUE's plan to deploy additional weather recording sites and 

develop improved forecasting of potential damage capability. (8A.1) 

s 0 f ovcmhcr I, 200l{, -to weather stati >os hav been install d. A total of 50 

st::lli n~ arl: pl:.ll1neJ to be installed ano perati nal by the end of200~L p to an 

additional 50 stations ilre being con. id>red for installation in 2009. 

Ameren I:: urrently ha. I.) weather stations in taIled and operati nal. Quantum 

Wealha wa \cry valuablc in thc January I c torm in predicting stom1 path and 

timing. AI1lt:ren E was proactive in mobilizing resources based on forecasts and 

prt:dictio!1s from Quantum Weather 

•	 Continue with AmerenUE's practice for notifying, mobilizing, and managing 

foreign and mutual aid resources. (8.4.2) 

!\Inercn E conlillu's tu be involved in the Midwcst Mutual Assistance roup 

and urilil'cs the resources of that f:,JfOUp when the necd arises. The acquisitioll 

managemcnt and upport of foreign and mutual aid reSOLlrces continues to be a 

priority focus for AmcrcnU F.. 

Ameren E utilized over 2000 ouu;ide contra t rs and mutual assi ·tanCI:: 

rc ourccs. M lsl of tho c resource w re pr ured and n site within 2 days of 

the on et of the ...tonn. 

•	 Expand the use of AmerenUE's leading practice of using Public Safety Advisors 

and Cut-and-Clear crews, permitting Field Checkers to focus on damage 

assessment while simultaneously ensuring the public is safeguarded from electric 

hazard s. (9 A.2) 

/\merenl) r; bel icvc:> Ihe lIse of the. personnel is critical during storm 

restoration. When cnrnparcJ t) 2005. th number f train d and fully equipped 

Public alety /\dvisors ha~ illcrea.ed fr m 2110 32. 

Due tll Ihe idc,;pread damage in this. t nn event, and tht: fa t that almo I all 

power was oul in the 7 counties s rved by AmerenUE, there was little need for 

P~A' . 

•	 Expand the number and use of Mobile Command Centers during Level III and IV 

events. (IOAA) 

The second Ilobilc 'ommand entcr is CU1TCl1lly under con tnlction and I' 

.cheduled for completion by the end r2008. 
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111 tructi n was omplete (n obile 'ommamJ enter #2 and it wa available 

f r the January let ml. Both units were ueployed and were an int gral part of 

the rcstol1ltion effort. 

•	 Continue nurturing the strong working relationship AmerenUE already has with 

the Missouri Department of Transportation, the State Emergency Operations 

Center and local emergency operations centers. (10.4.5) 

Al1lcren E c( ntinucs to nurture the. e relation hips. Am ren • repre ent3tive. 

allcnded an I:.arthquakc Preparednes. 'onference held by State Em rgency 

Mallugcment Agency (. EMA)/Fcderal Emergency Management Agency 

(FE IA). Ameren E reprcsentatives maintained a presence in the t Louis 

County Emergency Operations Center (EO ) during the arch 2008 flood evenl 

and have panicipated 111 the EMA conlerence calls during the June, 2008 flood 

evenL. The ompany\, Mohile Commilnd cnters have hcen dcsigned to provide 

communications with these Jgt:ncies. 

Aml:r<.;!l 'E ...vorked with MOOT xten i ely during the January Ice tonn to 

leur hig!m ays of downed power lines. Ameren had rerre ental ive stationed 

al thl: EMA EOC fur lht: duration of the resl ration and pclLticipated in the daily 

onrcrcm:e alb. 

•	 Continue with the practice of issuing information cards to foreign and mutual aid 

crews, as part of the overall orientation package, to streamline the interface with 

the Distribution Dispatch Office for clearance taking and ensure that the process 

is formalized in the Electric Emergency Restoration Plan (EERP). (10.4.6) 

Ameren E i~~ues an orientati n manual 10 all Ii n.:ign rcws during th 

orit:nt'ltiol1 pro'l:ss. This manual contains safely information, detailed Workers 

Protecti n As:urance infollnuti()n, and contact inli rmation. 

All Incoming re.ourccs participated III an oricntati n befi rc bing assigned 

restoration work. 

•	 Continue with the 24-hour coverage practice for vegetation restoration activities, 

where 20% of the tree crews work through the night on an as-needed basis. 

(10.4.8) 

I\m<.:rcn [: contJllue!' to provide appropriate shifl coverage for per onnel 

in olv<.:u in vegctation managemcllt activities bas'd up n Lhc unique 

requirements of each restoration efrort. 

Vl:gct.ation crcw~ were available when needed. 
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• Complete the review of the loss of customer call situations. (12.4.1) 

I\m~rcn E has nwurdcd a Stress Test contract to a vendor that will: 

[) Dctermilll: the cxi.ting c<lpubilities or its network provider and its i!1ual call 

center; and 

2)	 De clop a seric' or reulistic test scenarios 

The te:-ting ShOldd be compklCd by the end of the 1st quarter 2009. 

he Call Center. tress 1 cst RFQ cannot test the nc!work provider call gapping 

is lles for the I CC! I I\mer-en E numbers a . we cannot test fr mall f the network 

pr vic.kr s diiTerc11l Sl. LOlli' area central office. 

To eliminate the ~all garring is ue Am ren E plans to move to an 800 numb r 

based stem for outage ea lis. 

Amcren E i. in the final de 'ign . tage of an implcm nlation plan r r an all 800 

number system. The full implementation plan will be mpletc by the em.! of 

20Of,- It is expected to take 5 years to fully tr::ulsition to the point where e n 

longer rC'ci\c calb on the old sy'tem. The pr ce s will begin with a mcdia 

campaign to make St Louis Area Cllst mer' aWill f th change al ng with 

changing the phone numbt:rs n bills and ther literatur . 

Ameren E experienced no loss of customer call i. sue during th January ( e 

Sturm all volume was manageable throughout the rest ration. 

Category Two: AmerenUE's current processes and structures are adequate for Levels ( and II 

restoration etTorts, but need to be modified to support the restoration efforts of Levels III and IV. 

The following 15 modifications will enable existing systems, processes and structures to better 

support more severe events. 

•	 Make use of detailed pole loading analyses done for foreign attachment 

applications by cataloging the loading data by circuit, location or other identifier. 

The assembled information may then be used as a data sample in future studies of 

loading, pole condition, failure analysis, etc. (4.4.3) 

AmerenUE will evaluate the usefulness of this reconmlendation and, if 

aprr )j1riute, usc data for intcmal studies. 

meren E is .till evaluating the usefulness or this recommendatIOn. Ice loads 

during the January Ic~ toml far exceeded NE design criteria. 
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• Develop and maintain current knowledge of technological developments in pole 

and conductor materials and designs. (4.4.4) 

Ameren's Standards Department is charged \ ith keeping abreast of the 

industry's !l.:chnological d~Vt:ll1pl11cnb in pole and conductor materials and 

designs. and consider this pan of lts daily missi n. This department has studied 

anI us l: mpusite muterin!' 'ISS Jciatcd \ ith distribution fa ilitics as well 

nltemate lksign l:onfigW"atiom.. Among the morc recent changes made in 

Atn~r n F's 'onstruct ion standarJs has been thl.: intr ducti n of cambered p ks. 

fiberglass crossanns f!)r ditrihution \ oltages, and armlc. s c n. truction 

contigur:lllOns Illr subtrdnsmis:-ion voltages. A. other opportunjti~s pre.ent 

thcmscl\'c. that make economic sense I pur. ue the standards group will give 

them Jue wllsiJerallon. 

No c:h:'l11ges 

• Redefine the existing storm level classifications to include at least one additional 

level. (7.4.1) 

StOnl1 Le",d I has been added as part 

released on f)eccmbl:r I, 2()O~. 

fare ision to the .ERP that will be 

() changes 

• Integrate all subordinate emergency plans into the master EERP. (7.4.2) 

All subordinate I.:merg nly r1an· hnve been inlegr<Jted into the ma ler RP. 

(J changes 

• Expand Section Six of the EERP to include the development of self-administered 

work islands during Level III and IV storms. (7.4.4) 

Se'lion 6 or the .LRP ha been e panded to adopt the use r self-admini:tcred 

work 1... lanus. including . p~cillc detail regarding initiation crileria, Sluffing 

requirements, and a y:-tcmatic ul'pr a h guidelinc. 

DUrlng the JallualY Ice Storm. the damaged region wa di ided into 7 separate 

'work ir;lamls." ThiS method was extremely succe:sful in managing the specific 

lype lIf damage that occurred and the alllowll of resources required. 

Define the process and enhance the communications between AmerenUE's 

Emergency Operations Center (EOC), Resource Management and the Divisions 
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relating to resource volume and arrival times to assist the Divisions in improving 

efficient crew dispatching. (I OA.2) 

Resources on Demand v3.2 is the primary communication tool for the EOC 

Re our e Management, and the Division.' relating to resource volume and arrival 

time . Th~ EOe ~t3ff\: ill indude 2 people dedicated to managing re ource and 

communicating reo ource :tatll . to the division, 

Re 'ources on Demand 3A was utilized along with other spread heet 

clre'livel manage resource allocation and movement during the January Ice 

Storm. 

•	 Refine the Certified Functional Agent program to secure more employee 

participation. (IOA.7) 

Tl,e Citified Fun tional Ag-=nt Program has been refined a. paft of the revi ion 

to the EERP that will be rclea cd m Dec mber I, 200S 

The Functional gents were n t u. ed Juring the January Ic St I'm. M 5t sub­

transmis·j nand di·tributi n circuits were covered by Out-of- ervice WPA 

which allowed crew to work bd,inJ Hold Orf Tags. The Di ·tributi n ontrol 

ffice was able to manage partial feeder rest ration a repai were completed. 

•	 Evaluate the AMI (Advanced Metering Infrastructure) system ability to support 

large scale restoration events. (1IA.3) 

AmcrcnLJl am.! Cell net studied a number of software oplions given the 

lim.itatlons inherent in thl; exi. ting one-way AMJ technolo!,'Y, which i more than 

len years old. Ba 'ed upon this l:valuflti n, ArnerenU" and Cell net have modified 

scveral system paramctcrs t irnpro c re p nse times. Ameren E and Cellnet 

have also monitored .ystcm condition and identified several other are.1S for 

improvemcnt OppOltuJ1ltics. The~e improvements, for both 'cllnet and 

A Illeren L, arc in progress. 

The following impro cments have been completed relating to Cellnet 

utage reporting: 

•	 Cellnet has replaced over 2000 batteries at their MCC (micro cell controller) 
and is replacing an additional 40 batteries per week (Cellnet is scheduled to 
finish battery replacement in late spring 2009). When the power goes out to 
a MCC, the battery is supposed to last upto 8 hours, but with some dead 
batteries, the communications to the MCC was down and it delayed AMR 
power outage reporting throughout the system. 

•	 Cellnet has implemented a new process to monitor telephone
 
communications loss to their Cellmasters to reduce telephone
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communications downtime, and has been investigating why Cellmasters 
sometimes loose telephone communications when they have a power 
outage. 

•	 Reduced the 12 minute (2 minute reclose and 2 five minute meter read 
intervals) power outage walt time to 7 minutes (2 minute reclose and 1 five 
minute meter read interval) for Dorsett district. Since false outages stay 
reduced, we are expanding to all other all MCCs on Cellmasters whose 
MCC's batteries have been replaced. 

•	 Installed a single outage verification process to check if customer's power is 
oul before dispatching a truck. 

•	 Revised power outage and power restoration event message priority to 
properly process outage events prior to power restoration events (which 
eliminate false outage notifications) 

•	 Modified process of identifying bad TOMM meters to determine meter was 
bad and get it changed out. 

•	 Restoration verification changes are in progress to eliminate wasted 
communications to MCC if the MCC is down. This change will reduce delays 
on all other restoration verification requests. This should be installed around 
the end of the year. 

Due to the widespread nature of the outages during the January Ice Storm, 
Cell net was not effective in managing outages 

•	 Develop a process to deliver AmerenUE's restoration information and estimates 

directly to customers in a form under AmerenUE's control. (13.4.2) 

I\mcrcn E IS investigating th~ usc of pI' -planned information outlets . uch a' 

fhe	 rlll'cha e or radio tllne nnd ne\ pnper ad space, so that it may deliver 

n:~torullol\ m(orl1latloll and stutcl1lL:nts directly to customcrs. 

No changes 

Develop a critical facility list and define responsibilities and expected outcomes. 

(13.4.3) 

1\ cntieal facility list has heen developed for AmercnUC's operating territory. 

Maint~nancc and .:ontrol of the critical facility list is the responsibility of the 

/\men:n E Distribution rCIClting D partment. Dis.emination of outage and 

I'~~l()rdlion inr rm;)ti)O regarding critical facilities during rest rati n events is a 

function or the I\meren "EO . An EO ,'laff l11~mber will be a ~igned the duty 

of monitoring the criticnl facility list and ommuni uting outug informf.lti n to 

the reo ponsible di i~t()n. 

During the Jammry ICI: to1111 , critical eList 111 rs were part of the proccs. wh n 

detemlining hl)\ circlli s \\Crc prioritized. 
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• Develop and perfonn a realistic test for EMPRV, the system AmerenUE has for 

materials management. (14.4.1) 

E PRY's Intcrrace~ were rcpla cd \ Ith faster inlcrl: ces. On Mar h 2X th 
, 200X, 

l:MPR m vce.! 10 a faster computer pbtfom1 and continues to reline the 

pCrfOn1lUnCC or the server alld liataba:c. Tile .ystem wa. tested at the end of July 

and pcrfonnancc met cxp~clali n.. This ystcm has been tested real tim during 

reccilt st 1'111:. 

L:M PR Y' . performance dUring the January Icc 

In e lreme te~t of the -;ystem. 

t0n11 met expectatiuns. his was 

• Develop an implementation plan for Resources on Demand (3.0) to support the 

logistics function and all contractors and mutual aid crews. (15.4.1) 

t.:r~ion 3.2 is installed and availahle for 1I~t.: during a n::~toration l;vent. 

Vcr:-i n 3.4 

adequately. 

wa~ utilized during the January Ice tonn. The y tem pelfonned 

• Develop a restoration communications process that uses the EOC infonnational 

dashboard and twice daily conference calls to obtain and provide timely and 

consistent information to all external communications stakeholders. (13.4.1) 

Thl.: Ct mpan. 's restorati( 11 c )l11municati n~ proces now us san infonnation'll 

dashb\lClrd, ano the 'ompany has lie elop'd multiple tcmplates to help pr ide 

limely and cOllsi~t tll inf rmalion. In udJiti n, a task team has been fln11ed to 

rc\'iew the Estimated Restoration Time process. 

Division CRT telllrlat~s <Ire a ailahl~ on the St nnlnfo hal' Pint itc. An ERT 

Cnol'l.linulor POSlLl 11 IS bCIl1~ Jdued to th EOe. tarr lo work with the Ji\ isions 

111 oL:\cloping rRT'~ ilnd ill turn mmunicaling that information to the proper 

outlets. 

ERT Inf'onnatiol1 w:t· lll, naged Juring :1 daily peratlons onference all with 

Division Manugemcnt and Field 'upcrinlcndent. ::IS igned l "Work I land:." 

The field upt:rinlcndt:nts complied ERT infonnation from the field prior to the 

'all al1d that information was pa . cd to the EOe I' r dissemination t eXlemal 

communications stakehulder-; and resource allocation purposes. 

• Refine and fonnally adopt a Corporate Communications Strategy. (13.4.4) 
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!\merenUL: ha de eloped and implemented a rporate mmunicat ions 

·tralegy. 

No changes 

•	 Continue enhancing the outage determination business logic in the Outage 

Analysis System (OAS) to improve the estimation of Expected Restoration 

Times and resource requirements during Level III and Level IV restorations. 

(11.4.1 ) 

A rc\'i w has identifie I oftware enhan ements thut are required to th 

"grouping" logic in the outage lll:lnagement for Level III and Le el IV 

re LOralions. IT has codet! Ihe corrections and tesb are currently being run in 

preparation for in~tallati()n by the end f 2008. ~nhancell1ent· 10 the outage 

a scssmcnt rrocess ar being review d by the task t am formed to re iew til 

Estimated Restoration Time process. 

Due 10 the severity of the damage during the January Ice Stonn and the fact Ihat 

!\mcrl:n E utilizcd the Disa tcr Recovery M thod (w rk i land ), OAS wa not 

u'ied for crew as 'ignment' or ERT infonnation. 

Category Three: The following 10 enhancements will help ensure that AmerenUE's 

Transmission and Distribution (T&D) system is significantly robust to minimize future damage, 

and that future restoration efforts support the reasonable restoration of all AmerenUE customers 

in the shortest time possible. 

•	 Develop, design, and implement an initial damage assessment methodology to be 

conducted during the first six hours of the event that provides the appropriate 

determination of the storm classification, estimated required restoration 

resources, and initial restoration time estimates appropriate for public 

communication. (9.4. J) 

Thl: H~R P has h 'cn revised to require an initial damage assessment at the 

Di\ ision Ievt:1. Thi'i pr lCCSS has been reviewed and discu_sed with the Divisions. 

Enhancl;ments to this process will be integrated as part of the improvements in 

the Estimated Resloration Time process. 

Divisions will review A t uetermine which feeders are damaged and assign 

field checkers to conduct initial, high level a sesslllents of those feeders. rieJd 

checkers will drive Ollt the leeders counting broken pole wire down., tree or 

limb on wire, elc. This infonnatioll will be used to determine resource 

requiremcnts and establish ERrs. 
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Initial Damage as essmcnts wer limited due lee ntinuing to fall for 2 Y2 

day and dangcrou mad conditi ns. Two helicopters \ ere utililcd on 1/29/0 to 

pcrt{)rm aerial Sllt"Veys of the damage. Thi was very helpful in Jetemlining the 

extent ot damage and locallon of the w rst damage. 

•	 Adopt a "Restoration Work Island" approach under Level III and IV emergency 

conditions. (IOA.3) 

The LI:RP adopts the "Restoration Work Island" Hrproach. ection (, of the 

I:I.RP has hCl:Jl exr'.I11dcd 10 provide additional guiffilnce on this approach. 

This approach wa used in the January lee torm with b'Tc,tt succe s. Although 

this particular storm "fit" thi approach perfectly. best practice opportunitie 

Wl:r~ identified that can bl; ulili ed in ther stonn events 

•	 Use the 800 network in front of Customer Service SystemlIVRU (integrated 

Voice Response Unit) to enhance call-taking capacity and information 

capabilities. (l2A.2) 

Illcren 'E agree \ il h thi r~col11lllendation and plan~ to move outage calls t 

ROO number ervic. l3udgets hav' been adju tt;d to in lude additional 

expenditures fnr Ameren E switching to tht.: use or 800 numbers only. Th 

( ompany IS evaluating IUliher enhancements that an be implemcnted once the 

conv rSl n 10 XOO I1LUll er. crvicc is compl t . 

!\mcn:nU: IS in the final design stage or an implclllt:nt3tion plan flJr an all ROO 

number "y"lCm. The full implementation plan will be omplete by thl; end of 

200H. II I cxpccteu to take - years t tully transition to the point \ here we no 

I mgcr receive call. on the old system. The process will begin with a media 

camraign tt) mu"e SI Loui: Area customer. aware of the chan e along with 

changing the phonl: numbers n bills and other literature. 

Thc HO() nc\worJ... was not in place for the January 1 e t nn. all volume was 

munuQcnblc throughout the January reo torall n. The enll Center anticipated 

whcn ht;uvicr volumc period, would occur and .tarfcJ approrriately 10 handle the 

increilsed VO!Ullll'. 

•	 Modify the OAS data structure to capture outage root cause and affected 

components better, supporting post-storm infrastructure analysis or create a 

dedicated forensic database. (3A.3) 
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!\l11crCIl I.... nccepts thi rccolTImendntion and is continuing to work Lo improve 

the accuracy (If Icld repol1ing, ModificaLlons Lo Mobile Data Tenl1lnals, which 

will make it easier for field per~onnel to enLer infommtion inLo A•. will have a 

po~itivc affect on field reporting, Rollout of Lhese modific<ltions will include 

additlon;}1 Lmilllng lor field personl1el. 

OAS WliS not utilized dunng the Janui.lry Jee Stann for field checking 

• Institute a formal Forensic Analysis process to 

assessment. (7 A.3) 

run concurrently with damage 

This pr H:cdurc is bein 17 c alu<lted as p311 of th 

:,chcdukd for rekasc December I. 2008. 

revi. i n LO Lhe E RP which is 

SLill heing evaluated 

• Develop design standards and guidelines related to NESC construction grades (8 

or C) and to specific applications in the service territory. (4A.2) 

AITIeren l" l1istrihull n C{ nsLruc Ion SLandard. arc tn compli(lnc' with the 2007 

edItIon If the alional Electric Safety C de ( -S ), The 2007 E require. 

the extreme Inading. condition to be applied Lo structure. greater than 60 feet in 

height. S (In enhancement. with the relea e f the aut mated p Ie londing 

pnlgralll, Amen:n f" de.'igns nuw include the NES extreme loalling ndition 

for struct U!\;s 13 to 60 led III he Ight. 

• Develop a statistical analysis methodology to ensure that maintenance is optimal 

for different classes of line equipment. (5A.I) 

The cirCUli and device Inspection program is urrently in the lt11pl~mentati 

,tage ;')Ild enhancemenLs t stClLi:lical analy. i' are planned. 

n 

No changes 

• Enhance the internal informational dashboard displaying current and historical 

information during the progression of the storm that includes customer outage 

and restoration resource levels. (lOA. I) 
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Ameren r: has enhanced Its manual inn m13ti nol dashb ard that provides 

inr rmali n as thl' SIPrtn restoration progr~.'ses. Further enhancement' to the 

uashhonrd an~ hClllg t:valuated. 

Amcrenl)l has initialed discli sion. Wilh a vendor aimed at purella ing an 

II1rorm<llional dashhoard thai will intcrt~ice with OA to show current and 

111. turica! infimnation. 

No changes 

•	 Evaluate the benefits and risks of providing temporary repairs to customers' 

weather head equipment under emergency conditions. (10.4.9) 

I\mcren I: hilS determined Ihal work on customer owned equipment is beyond 

lhl:c( pc ofa utility':-, responsibility. 

o chLlnge.. 

•	 Integrate the CellNet system into the restoration verification process during Level 

III and IV events to the extent of the current AMI technology's capabilities. 

(11.4.2) 

Amcren E c0ntinut::S to work with ('dlnet to idclllify enhan meots to th 

restoration 'vcriflcution function. Ameren and cilnet have made everal 

changes to improve ovc:rall re:toration verific<Jtion function by reducing me 

sy<,tl:m limitations; we are perliml1lng additional testing of those change·, and we 

will be incorporating 111llr\: llLltomatic outage rc.toration verilication pr 'e ses 

throughollt 200X and 200<). 

The ft>l!o",ing improvements have been completed relating to C lin t 

outag-= r~p )rting: 

•	 Cellnet has replaced over 2000 batteries at their MCC (micro cell controller) 
and is replacing an additional 40 batteries per week (Cellnet is scheduled to 
finish battery replacement in late spring 2009). When the power goes out to 
a MCC, the battery is supposed to last upto 8 hours, but with some dead 
batteries, the communications to the MCC was down and it delayed AMR 
power outage reporting throughout the system. 

•	 Cellnet has implemented a new process to monitor telephone 
communications loss to their Cellmasters to reduce telephone 
communications downtime, and has been investigating why Cellmasters 
sometimes loose telephone communications when they have a power 
outage. 

•	 Reduced the 12 minute (2 minute reclose and 2 five minute meter read 
intervals) power outage wait lime to 7 minutes (2 minute reclose and 1 five 
minute meter read interval) for Dorsett district. Since false outages stay 
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reduced, we are expanding to all other all MCCs on Cellmasters whose 
MCC's batteries have been replaced. 

•	 Installed a single outage verification process to check if customer's power is 
out before dispatching a truck. 

•	 Revised power outage and power restoration event message priority to 
properly process outage events prior to power restoration events (which 
eliminate false outage notifications) 

•	 Modified process of identifying bad TOMM meters to determine meter was 
bad and get it changed out 

•	 Restoration verification changes are in progress to eliminate wasted 
communications to MCC if the MCC is down. This change will reduce delays 
on all other restoration verification requests. This should be installed around 
the end of the year 

No changes 
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Jeremiah W (Jay) :--"i\on STATE OF MISSOURI Paul D. Parmenter
 
Gov(mor Director
 

EMERGENCY MANAGEMENT AGENCY 

DEPARTMENT OF PUBLIC SAFETY 

PO Box J 16. Jefferson City. \1issouri 65102
 
Phone: 573/526-9100 Fa-x: 57J,63.l-7966
 

E-mail mosema@:sema.dps.mo.gov
 

April 27, 2009 

Hugh McDonald, President and CEO 
Entergy Electric 
P, O. Box 55) 
Little Rock, AR 77203 

Dear Mr. McDonald: 

On behalfof the State Emergency Management Agency, I want to thank you, and your professional staffof 
Entergy Electric for their assistance to the people of southern Missouri during the January ice stonn and the 
days that followed. 

As you well know, the devastating stonn left more than 130,000 utility customers without power, displaced 
thousands from their homes and closed hundreds of businesses. With more than 15,000 utility poles downed, 
some residents went without electricity for more than two weeks. Disasters can test the resolve of residents and 
the resources of government at all levels. But they also bring out the very best in people. Entergy Electric crews 
went above and beyond nonnal disaster duties for residents of Portageville in southern Missouri, where an 
electric line, heavy with ice, fell across the city's sewage plant causing operations to stop. Your staff isolated 
and removed the line so that treatment operations could resume at the sewage plant. The actions of your staff 
directly benefited hundreds of Portageville citizens. 

Again, on behalf ofSEMA and the State of Missouri, thank you for the Entergy Electric's outstanding 
assistance to the people of southern Missouri. 

Sincerely, 

G~J~EOc~ 
Paul D. Pannenter, Director 
State Emergency Management Agency 

PDP/ss 
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Agency
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