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Our vision is to be the flagship air traffic facility, setting the standard of 
excellence in safety, customer service and accountability to the public.
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The Hottest Ticket In Town
Chicago Center Operation Raincheck NextGen

Operation Raincheck NextGen made its public debut 
on April 14th to rave reviews.  From all accounts the 

program was extremely well received by participants and 
pilots alike.  The following was received from a general 
aviation pilot who attended the session:

“Just wanted to say THANK YOU for the hard work and incredible effort all of your team put forth tonight 
for our visit. Wow!  That presentation was absolutely perfect.

Please pass this on to your managers - I want to be sure they realize the value of this type of program, 
and that even us “little guys” want to understand, learn, and see how it’s done. Thank you for letting 
us come visit your facility.

I fly a Piper Cherokee, and while I certainly don’t interact 
with ZAU often (unless seat 17F on a United flight counts...), 
I learned more this evening about air traffic control than I had 
ever before, not that this says much, but...I think you know what 
I mean. 

The controllers were fantastic - as a private pilot, I cannot tell you how much we appreciate what you 
do to help us when we’re flying! Getting to sit there, plug in, and listen while I watched the traffic -- 
whoa! That was almost too much to believe. It went by too fast!

And of course thank you to Carol for playing tour guide and getting me some time in “Harley” - 
AWESOME!  Carol, you rock!

Now look what you’ve done - Operation Raincheck NextGen is the new “must-do” for the Chicago 
aviation community!! 

Thanks again for having us.”

A recap of last month’s article on Raincheck: the program is presented in three parts - an overview of 
ATC, ZAU and C90, plug-in at a sector and a wrap-up/Q & A session.  Raincheck is open to the public 
with a limit of 16 participants per session and is held on the second and fourth Tuesday of each month.  
As of this writing, all three of the sessions currently available for registration were booked almost 
immediately.  It’s truly a “hot ticket“.

ZAU Raincheck is accredited by the FAA’s WINGS Pilot Proficiency Program.  The WINGS program is 
designed around a curriculum which promotes pilot education and proficiency on an individual basis.  
Because of this accreditation, any pilot visitor that receives a tour of ZAU is eligible for a WINGS credit 
which can be certified by Guy Lieser, North Area CPC.
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“Operation Raincheck 
NextGen is the new 

“must-do” for the Chicago 
aviation community!!” 



 

Nationally the ERAM 
program continues 

to move forward.  Salt 
Lake Center (ZLC), 
the key site facility, 

is making progress in testing both the 
hardware and software components of 
the system.  However, due to issues 
with software, ZLC’s Initial Operating 
Capability (IOC) date has been moved to 
the beginning of June.  IOC demonstrates 
a facility’s ability to use ERAM as an 
operational system.  If ZLC is successful 
with their June IOC, Seattle Center 
(ZSE) will follow shortly thereafter with 
their IOC.  Once these two facilities are 
successfully using ERAM, the ATO begins 
their In-Service Decision (ISD) process.  
This process will take eight to ten weeks 
and will culminate with a pronouncement 
that the remainder of the en-route 
facilities can begin operational transition 
to ERAM.  The national transition to 
ERAM is accomplished using a waterfall 
process, where facilities successively 

follow each other turning on the ERAM 
system.  This transition process is 
currently scheduled to culminate at 
Atlanta Center in August of 2010.

The impact of the aforementioned 
schedule changes on our facility thus far 
has been minimal.  Our hardware testing 
is going very well and the facility declared 
Government Acceptance (GA) on April 
15th 2009.  GA signifies government 
acceptance of the system from the 
contractor, Lockheed Martin.  Now that 
GA is complete, the facility will begin a 
process of installing our local software 
which should be complete by June 3rd, 
2009.  With this milestone, we will have 
a working ERAM system in our DYSIM 
lab which will subsequently be known as 
the Test and Training Lab (TTL).  Many 
activities will begin in the TTL starting in 
June, including test of training scenarios, 
Ghost Pilot training and Lab Manager 
training.  Cadre training will begin in 
September.

Here at ZAU we continue to plan, using 
our current scheduled dates with IOC 
in February of 2010.  Regardless of the 
success of the activities at ZLC, we will 
stay on our schedule - at least through 
our Cadre training.  Should there be any 
further slippage of the schedule at the 
key site facilities, our controller training 
and IOC dates will likely be impacted.  
Should this happen, we will disseminate 
that information when we become aware 
of the impact.

Enroute Training Simulation System (ERTSS)

The Enroute Training Simulation System has arrived at Chicago Center.  Located to the rear of the M1 Platform (Briefing Area), 
ERTSS will supplement our DYSIM training during our transition to ERAM.  Currently, a group of ERTSS problem developers 
is in the process of loading problems onto the ERTSS platform.  These developers have been creating maps and area-specific 
refresher and benchmark problems on PCs in the Training Department since November, 2008.  Refresher Training will be 
administered in the ERTSS lab, beginning in May, 2009.

Thanks to Tom Alef, Stacee Nimetz, Corey Kaster, Mark Plante, Jason Sneller, Jon Noffsinger, Kris Hollarbush, Don Ott, John 
Freund and Scott Shoesmith for their diligence and hard work on this project.

Communications Team

The Communications Team has assumed responsibility for the communications venues at Chicago Center.  The Chicago 
Center Newsletter, local VORTEX information, Electronic Briefing Tracker items, posters and other topical items fall under the 
Communications Team banner.  Additionally, Communications Team members have represented Chicago Center and the FAA 
at recent Career and Aviation events at Lewis University.  Recently, Steve Schmidt joined the team in an effort to provide a 
fresher look to some of our briefings through video.

Communications Team meetings are held every other Wednesday at 10:00 a.m. in the TMU Conference Room.  Feel free to 
join us, submit an article for the newsletter, or make suggestions on how we can improve our communications vehicles.  Team 
member names are displayed on the poster on the control room platform and on VORTEX.

Comprehensive Enroute Data Analysis and Reporting (CEDAR)

Chicago Center transitioned our Quality Assurance Review (QAR) process to CEDAR on March 16, 2009.  All QARs are now 
processed through CEDAR.  In the upcoming months, our performance management will be handled through the CEDAR 
platform, as well.  Employees will be able to view their performance-related information through the CEDAR program.  
Performance Events (currently Performance Reviews), Performance Record of Conference (currently Coaching Sessions and 
PIM entries), Supervisory Initiated Training and the aforementioned QARs will all be viewable in CEDAR by employees.  CEDAR 
team members will assist in the transition and provide training.

Special Projects Update
Gary Knapp

ZAU ERAM
Ray Peterson

ERAM installation at ZLC



Hello Chicago Center

Maureen Fox
My name is Maureen Fox.  I am the newly hired Administrative Office Manager for the Chicago 

Center.  I am transferring over from the Federal Railroad Administration where I served as 
the Administrative Officer and Supervisor of an Administrative Team.

I am originally from Northern Wisconsin.  After high school, I joined the US Army.  I served two 
years at Fort Bragg, NC and two years in Stuttgart, Germany.  After my stint in the military, 
I stayed in Europe for the next 10 years, living in Stuttgart, Pisa and Rome.  I am a single 
mother of two beautiful boys.  Forrest, who is 15, is a Sophomore at Patch Barracks 
High School in Stuttgart, Germany and Andrew, who is 10, is a 4th grader at Greenman 
Elementary School here in Aurora.

I love to travel, cook, bake, read, listen to music and sing while driving which is not only fun for me, but entertaining for anyone 
who is driving next to me!  I like to go bowling, play pool and darts.  I love to play cards, go for motorcycle rides in the summer 
and have friends over for get togethers.

I hope you will stop by and introduce yourself if you are in my area, or stop me in the hallway and just say “hi”!

Tim Matuszewski, United Airlines 
Flight Dispatch Manager of ATC 

Operations, took the time to provide 
some feedback for Chicago Center 

during a recent visit.  He describes his 
primary responsibility as setting policy 

and procedure for the ATC coordinator 
desk.  Tim was able to participate in the 

Chicago Customer Forum held at the regional office in March 
and spoke on behalf of his department.

When asked what ZAU could do to improve the service that 
United receives, Tim responded “We would like to see ZAU 
begin to incorporate optimized climb and descent [rates] 
whenever feasible.  We are willing to partner with ZAU in this 
effort.”

Tim defines customer service from us as good communication.  
“Knowing what, when, and why you are taking specific 
actions is very valuable to us.  And, the more 
advanced notice you are able to prov ide, 
the better.  Generally speaking, ZAU is 
excellent in doing this.  ZAU is a m o n g 
the top in Customer Service.  We feel 
we receive top-level service from all 
the Chicago facilities (Center, TRACON, 
and Tower), and we very m u c h 
appreciate that!”

Two of United’s 
biggest concerns 
are operating 
and fuel costs.  
Although fuel 

prices have receded from record high levels, it is still a major 
factor in the overall expense to the company.  Anything we can 
do to help reduce 
these costs is what 
United would like to 
partner with us on 
and communication 
is the first step.  By 
keeping the carriers 
informed on our plans in advance, they can react and adjust 
their operations to the most advantageous cost scenario.

Tim wanted to express his thanks to us at ZAU.  “We receive 
excellent service from several facilities across the NAS, but 
ZAU is second to none.  We owe it to our customers and 
stakeholders to continue to press for a new level of service such 
as optimized profiles, but please understand that we do so with 
gratitude for the excellent service you already provide.”

Customer Feedback - Tim Matuszewski, United Airlines
Michelle Flagor and Bill Smar

“We feel we receive top-level 
service from all the Chicago 
facilities (Center, TRACON, and 
Tower), and we very much 

appreciate that!”

UAL ATC Coordinator Lynn Polk

Tim Matuszewski



 

I recently had the opportunity to attend a New Manager Orientation in Dallas.  I cannot emphasize enough how valuable 
this course is to a new Front Line Manager.

At first I was not sure what to expect from the course, since it was my first time receiving formal training outside of Chicago 
Center.  However, as soon as I arrived at the training site I was greeted by several FAA officials and I began to get excited 
about the opportunity that had been given to me.  I was eager to get started learning new things about the Agency and 
anxious to begin networking with the other new FLM’s, all of us anticipating the challenges that lay ahead. 

The training course consisted of different articles and procedures that were discussed in detail.  We were fortunate to 
have several distinguished visitors take time out of their busy schedules to speak with us on issues from a high level 
perspective. 

The whole experience was quite gratifying.  It gave me a sense of pride in my job and helped me understand the role that I 
play.  I am very excited about the future and look forward to being an effective, hardworking member of the management 
team at ZAU. 

I want to thank everyone involved for allowing me the opportunity to gain valuable knowledge about the mission of the ATO 
and the goals of the FAA!!!

New Manager Orientation
Delvyn Jones

When driving in winter - never brake on ice, pop means 
soda and there is a difference between a tornado watch 

and warning.  These are just a few things that I have learned 
over the last seven years living here in Illinois.  I never thought 
that I would need to know about the Great Lakes in school 
much less ever live near one of them.  What do you mean they 
are made up of fresh water?  You’re kidding right? 

I now own a humidifier, de-
humidifier, lawn mower, gardening 
set, “winter jacket”, snow boots and 
a snow blower.  I have mastered 
driving over the speed limit by at 
least 10 mph on all highways out 
of fear of being considered a “speed 
bump”.  When someone says 7:00 
am they actually mean 7:00 not 7:
10 like where I come from.  Tanning 
is not cool, and if you must tan, you 
go to a salon and pay for one.  I’d 
never seen a hockey game, planted 
a garden, or seen a building over 6 
stories tall until I moved here.

I was born and raised in Key West, Florida.  My father was 
in the Navy, was stationed there and stayed.  He became a 
tropical fish collector in 1978, made a career of it and still 
resides there today.  I had the ocean in my backyard and my 
next-door neighbor was Mel Fisher the treasure hunter.  I 
never considered that anyone lived any other way.

There is a certain personality that is Key West.  Requirements 
are a tolerance for the bugs (ants, roaches, mosquitoes, sand 
gnats to name a few), a love of 100 percent humidity, and a 
genuine fascination for the conch shell.  It is a place where you 
are on time only if you are ten minutes late and a hurricane is 
an excuse to party.

The conch is a creature that is near 
and dear to my heart.  Pronounced 
“conk” the definition is a saltwater 
snail.  The Key West local lore goes 
that residents born and raised in 
Key West are known as “Saltwater 
Conchs” and those who are not 
native are “Fresh Water Conchs.” 

Ever heard of the Conch Republic? On April 23,1982 a Key 
West protest to Border Patrol road blocks lead residents to 
declare a secession of the city from the United States.  Mayor 
Wardlow became Prime Minister of the Republic, and declared 
war against the U.S.  After one minute he surrendered and 
applied for one billion dollars in foreign aid.  You can even 
find an official Conch Republic flag that commemorates that 
secession flying from many of the local resident’s homes.

Schools were only slightly different from those here.  There 
were two elementary schools with fish tanks in every 
classroom sporting the local fauna.  Middle 
School had tons of programs with Sea 
Camp and Circus of the Kids as after 
school activities.  In high school we 
were of course the “Fighting Conchs.”  

Key West - My Home Town
Michelle Flagor

Me at 7 (with dinner)



Baseball was the town’s favorite sport, followed by football and 
basketball.  Like here we had a band, dance, tennis, and soccer 
teams as well as lots of clubs and organizations.  FKCC, the 
local community college, specialized in Marine Sciences.

There were only 120 students in my graduating class from Key 
West High School, notables being Khalil Greene, now playing 
shortstop for the St. Louis Cardinals, Quincy Perkins a film 
director, and Amber McDonald who was an actress on Guiding 
Light.  The small town atmosphere allows for everyone to know 
everyone else.  I still can’t go home without running into at 
least 10 people at the grocery store who had just talked with 
a mutual friend. 

I experienced at least 8 hurricanes - none of which were a 
real concern.  They produced mostly some pretty strong winds 
and rain.  However it was fun to watch a tree float down the 
middle of the street while sitting on the front porch.  When 
the eye passed, it would be really calm so we’d go hang out 
at a neighbor’s house.  They’d bring their grill and cook in 
the house.  Sometimes we’d be without power and phone for 

a week, but it was peaceful and 
the bonus was a few days off of 
school. 

Everyday (yes everyday – there 
was only one season) I went 
boating to either kneeboard or 
snorkel.  Typically, I would go 
out the back door, jump in the 
ocean and swim to wherever I 
was meeting my friends.  We had 
one movie theatre and dressed up 
to go there.  Everyone owned a 
bicycle and rode on the sidewalks.  
No one littered - EVER.  Cuban 
food was a way of life.  There 
weren’t any malls, only shopping 
plazas, so it wasn’t uncommon to 

start school wearing the same clothes as the person sitting 
next to you.  I only owned one pair of jeans and my heaviest 
jacket was a windbreaker.

As I mentioned, humans are not the only ones that find Key 
West appealing.  I still get grief from my husband for putting 
peanut butter in the refrigerator, as I am used to storing it 
there from back home.  Honey, cereal, sugar, chocolate syrup, 
butter, etc. all go in the fridge for protection from the ants.  We 
had flying cockroaches the size of 777’s, mosquitoes galore, 
and garbage was collected twice a week because of raccoons.  
Everyone had a garbage disposal - period.

Getting to Key West is fairly 
simple by way of either a beautiful 
4 hour drive or 40 minute flight 
from Miami (It takes longer 
to get through security.)  The 
Key West International Airport 
(EYW) has one runway 9/27 and 
is 4801 x 100.  Airlines serving 
EYW include American, Cape 
Air, Continental, US Airways 
and Delta.  Delta just started RJ 
service over the last few years 
from Orlando.

If you do visit, if for nothing 
else you can say you’ve been 
to a 3 x 5 mile island that is 
the southernmost point in the 
continental US.  Feel free to laugh at the locals - because I can 
guarantee that we’ll be laughing at your sunburns.

When I am planning a trip back to the Keys I always get 
nostalgic.  Only when I step off the plane, need an instant 
shower from the humidity, smell the salt of the ocean, and get 
sunburned on contact do I know that I’m truly home.  To quote 
Jon Bongiovi, “That’s why I love this town.“

On final to EYW

The 2009 Chicago Center Strategic Plan called for a benchmarking session to be conducted at an outside agency.  Benchmarking 
is a tool that has been employed for many years to search for ̀ best practices’ in, for example, business operations, customer 

relations, product design and manufacturing.   The ZAU Benchmarking Team paid a reciprocal visit to the Commonwealth Edison 
(ComEd) Distribution Center south of Joliet.  A Comed group initiated this process with a visit to ZAU in 2008.  Our point of 
contact was Operations Manager Mark Quinlan, an 18 year veteran of ComEd.

Chicago ARTCC Benchmarking Team:
Harrell Cooper (Operations Manager, Safety Team)
John R. Twigg (Benchmarking Team Lead)
Michael Costanzi (Westside Airspace Redesign)
Lenard Carter (Communications Team)
Scott Lacosse (Certified Professional Controller Northwest Area)

Our Findings:  
ComEd is the largest electric utility in Illinois and has served as the primary electric delivery services company for Northern 
Illinois over the past 100 years.  The service territory roughly borders in Iroquois County to the south, the Wisconsin border to 
the north, the Iowa border to the west, and the Indiana border to the east.  ComEd provides electric service to more than 3.7 

Benchmarking With ComEd
Lenard Carter and John Twigg

®

The Communications Team would like to include more human interest stories like this one in future editions.  If you have an 
avocation, hobby, life experience or any type of story that you feel may be of interest to the Chicago Center community, we 
would like to hear it. 

Our backyard (seriously)



million structures or nearly 70 percent of 
the state’s population.

The power grid of the United States 
is divided into three regions; Eastern, 
Western, and Texas.  The majority of 
electricity produced in the continental 
United States is done so in the 
Northeastern corridor (Washington D.C., 
New York, Philadelphia, and Boston) 
and flows westward until reaching the 
Rocky Mountains.  The power lines do 

not go over or through these mountains.  
California produces most of the power 
used on the west coast.  Texas, for 
reasons political and otherwise, produces 
and distributes its own electricity.  
Throughout the Southeast and Midwest 
several different companies own power 
producing stations to supplement areas 
of dense population.  They also “own” 
the power flowing from the northeastern 
corridor and funnel it to individual 
consumers through distribution centers.  
Exelon is one of these power producing 
companies.  ComEd is a subsidiary of 
Exelon.  Exelon owns power producing 
stations, i.e. nuclear power plants.  
ComEd owns distribution systems, i.e. 
power lines and customer call centers. 

ComEd is divided into two groups; 
customer service and distribution.  These 
groups are housed in separate facilities.  
Customer service centers employ 
specialists who use a computer system 
that allows them to group and track 

outage information and process billing 
inquiries.  When you experience a power 

outage and call ComEd, you are calling a 
customer service care center.  The care 
centers contact the distribution centers 
to report outages.  Distribution centers 
employ dispatchers who assign work to 
field technicians via radio communication 
in order to restore service and perform 
routine maintenance.  The tracking 
system at the care center ensures that 
multiple reports concerning one issue 
will be streamlined to one, leaving 
information passed to the distribution 
center both accurate and concise.  The 
communication between call centers and 
distribution centers is continuous.

It’s hard to miss the similarities between 
the structural layout of Chicago Center 
and ComEd Distribution Command 
Center Joliet.  The building consists of 
one control room floor, meeting areas, 
support offices, administrative offices, 
and a cafeteria.  The control room itself 
is functionally and physically similar 
to ours.  One second level manager 
oversees the nine alcoves, or areas 
of coverage - similar to what we call 
an Operations Manager.  Each alcove 
is divided into several sections.  Each 
section is responsible for specific 
geographic regions.  Dispatchers control 
these regions and the field technicians 
assigned to work them.  It is the 

job of a dispatcher to take incoming 
information from the customer call 
center and formulate an action plan to 
distribute technicians to areas of need.  
Dispatcher staffing in these alcoves is 
based on average outage volume and is 
supplemented with additional manpower 
during times of severe weather or other 
unusual circumstances that may cause 
widespread power outages.  The cost 
of running this command center and 
maintaining a fleet of field technicians 
is very high.  It is imperative that 
dispatchers, technicians, and service 
representatives maintain high levels of 
performance to ensure a quality product 
at a value the customer is willing to 
accept.

Performance management is a significant 
portion of the front line manager’s 
responsibilities.  Coaching sessions occur 
when negative performance is observed.  
All evaluated performance, positive and 
negative, is documented and retained 
on file.  ComEd considers itself a safety 
culture as we do.  An interesting idea 
on maintaining and improving safety in 
a just culture was brought up during 
our brainstorming session.  In an 
effort to increase safety in the field, 
their technicians conduct peer to peer 
evaluations.  They make on the spot 
corrections and conduct an end of day 

review.  They focus on lessons learned 
and keep their findings confidential.  We 
think that this method can be applied to 
our operation and has the potential to 
improve safety.

CPC
Jose Alvarez  SW
Heather Beck  SW

Jessica Burchett  NE
Thomas Loeffler  NO

Retirements
Craig Crawford

The Chicago Center Communications Team is comprised of Staff Specialists, CPC’s, 
and FLM’s.  Our mission is to provide accurate and timely information products to the 
Chicago Center community on topics that matter and promote Chicago Center and 
its mission to the aviation community with the intent of education and information 
exchange.  Communication vehicles currently include Chicago Center Stage, VORTEX, 
Electronic Briefing Tracker, facility tours and educational outreach.  If you have any 
information or news you feel may be pertinent, contact a Communications Team 
Member.  We encourage your input.

Distribution Control Center - OJT

Distribution Control Center - JOT

Emergency Operations Center
within the Distribution Control Center

It’s hard to miss the similarities 
between the structural layout 
of Chicago Center and ComEd 
Distribution Command Center 

Joliet.


