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Chapter 1

Customer Information

We use the term customer information to reference the demographic, geographic, and financial objects that form the core
of your CIS system. In this section, we describe how to maintain these objects.

Contents

Understanding The V

Navigating The V Using Control Central
Maintaining The V

Dashboard Portal

Setting Up Bill Print Groups

Landlord Reversion

Using The Premise Replicator

Sart/ Sop

The Big Picture Of Customer Contacts
Printing Letters

Maintaining Declarations

Service Tasks

Self-Service Tasks

Understanding The V

The"V" isthe shape of a diagram we use to illustrate the objects that form the core of the system: Person, Account,
Premise, Service Agreement, and Service Point. These objects hold demographic, geographic, and financial information
about your company's customers and properties. The following diagram illustrates the objectsin the "V*", aswell as
important objects related to the "V" objects ( bill, payment, meter, field activity, meter read).
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Y ou must intuitively understand the concepts embodied in the "V" before you can perform the business processesin the
system. In this section, we provide an overview of these objects. In later sections, we describe how you maintain this
information.

Contents

Persons

Accounts

Service Agreements (SAS)

Premises

Service Points (SPs)

Putting It All Together

Sample V For A Residential Customer

Sample V For A Commercial Customer With Multiple Premises
How To Set Up Customer Hierarchies

Persons

A person exists for every individual or business with which your company has contact. Besides customers, persons exist for
landlords, contractors, accountants at corporate customers, third party guarantors, energy distributors, collection agencies,
etc.

On a person is maintained demographic information like Name, Mailing Address, Phone Numbers, Email Address, Life
Support Details, etc.

Most persons are linked to at least one account because, without an account, the person cannot receive abill. There are
rare examples of persons without accounts, for example, collection agencies that don't receive bills, parent companies that
receive statements (as opposed to bills), etc.

FASTPATH:
Refer to Maintaining Persons for more information about persons.
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Accounts

Accounts are the entities for which bills are created. Y ou must create at least one account for every customer. The account
contains information that controls when bills are created and how they are formatted.

Every account must reference at least one person because the person contains the customer's demographic information (e.g.,
names, phone numbers, forms of 1D). We refer to thisindividual asthe "main" person linked to the account. In addition to
the "main™ person, an account may reference other types of persons, e.g., the billing contact, the third party guarantor of the
account's debt, persons who receive copies of hills, etc.

Most accounts are linked to at least one service agreement because, without a service agreement, there is nothing on which
abill can be based. An account without a service agreement may exist; you just won't be able to do much in the system with
such an account.

FASTPATH:
Refer to Maintaining Accounts for more information about accounts.

Service Agreements (SAS)

Think of a service agreement as a contract between your company and a customer. The service agreement contains the
terms and conditions controlling how the system cal culates charges for the specific service supplied to the customer.

Every account should have at least one service agreement (otherwise, the account has no financial obligations with

your company). There is no limit to the number of service agreements that may be linked to an account. However, most
residential customers have X service agreements where X is the number of services sold by your company. For example, if
your company sells both electricity and gas, most accounts will have two service agreements.

A separate service agreement is required for every service supplied to every account. Why? Because a variety of fields may
differ for each service agreement:

» Obvioudy, the price of the service is different.

» Thecredit and collection criteria may be different.

» The general ledger account to which the resultant revenue and/or receivable are linked is different.
» Thesaestax could be different for each good / service/ location.

» The service point measuring consumption will frequently be different.

e Thelist goeson...

Service agreements that bill for premise -based services are linked to one or more premises viatheir service points. When
you link a service point to a service agreement, you are telling the system that the service agreement's account will pay for
the service point's service.

FASTPATH:
Refer to Maintaining Service Agreements for more information.

Premises
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A premiseis created for every location to which your company supplies service. On a premise is maintained geographic
information like:

e Theaddress.

o Characteristics that determine tax jurisdictions.

» Descriptions of unusual situations associated with a property.

e Thelist goeson...

Most premises have at |east one service point because, without a service point, there are no services supplied to the premise.
A premise without service points may exist; you just won't be able to do much in the system with such a premise.

FASTPATH:
Refer to Maintaining Premises for more information about premises.

Service Points (SPs)

Think of a service point as a specific location at a premise where your company supplies service. A service point contains
information describing the type of service and how it is measured.

A premise should have at least one service point (otherwise, there are no services supplied to the premise). However, it is
permissible for anew premise to exist without service points until you are ready to physically start service at the premise.

A premise may have many service points. However, most residential premises have X service points where X is the number
of services sold by your company. For example, if your company sells both electricity and gas, most of your premises will
have two service points.

Separate service points are required for every service supplied to a premise. Why? Because a variety of fields may differ for
each service point:

» Thecyclein which the meter is read.

» The network facilities that provide service.

» Basic characteristics about the service (e.g., pipe size, take point, amperes, etc.).

When you link a service point to a service agreement, you are telling the system that the service agreement's account will
pay for the service point's service.

FASTPATH:
Refer to Service Point - Main Information for information about how to add and update service points.

The following topics describe the relationship between a service point and the physical devices that may be installed at the
service point.

Contents
Metered versus Item-Based ver sus Non-Badged Service Points
Service Points With Multiple Items

Metered versus Item-Based versus Non-Badged Service Points

There are three major categories of service points:
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» Those where consumption is measured (e.g., electricity, gas, water) by a meter. We refer to these types of service points
asmetered . A metered service point may have zero or one meter installed at any instant in time. Over time, a metered
service point may have many metersinstalled and removed.

» Those where consumption is hot measured, but where there exists some type of badged (i.e., uniquely identified) item
that impacts billing and dispatching (e.g., streetlights, a security camera). We refer to these types of service points as
item-based. An item-based service point may have zero or one badged item installed at any instant in time. Over time, an
item-based service point may have many badged items installed and removed.

» Those where one or more non-badged items (i.e., items without a unique identity) that have some impact on billing
or dispatching exist. We refer to these types of service points as unbadged. At asingle instant in time, a non-badged

service point may have many unbadged itemsinstalled at it. Refer to Service Points With Multiple Items for an
illustration of such a service point.

NOTE:

Multiple unbadged items can also be defined on metered and item-based service points. Under some hilling
scenarios, you may define non-badged items on a metered or item-based service point. For example, assume you have
an item-based service point that exists to support lamp service. Also assume that the rate for lamp serviceis based on
the type of lamp and the number of feet of electric wire between the pole and the power source. To define the number
of feet of wire, you could create a non-badged item type called WIREFEET and indicate the number of feet on theitem-
based service point. On this service point, you can also keep track of the specific lamp that'sinstalled.

FASTPATH:

Refer to The Big Picture Of Meters, Items and Equipment for more information about meters and items. Refer to
Meters & The"V" for more information about installing meters at a service point. Refer to Items & The "V for more
information about installing items at a service point.

Service Points With Multiple Items

An example will help explain a single service point with multiple non-badged items. Assume you have a parking lot with 4
lights, none of which are badged.

A Premise With One Service Point
Where The Service Point Has Multiple tems
“/Itr:m }I RIE ltern }I arEnE Itern NT Item ' ] )
2K 10K 20K 10K
Iterm ' Sl Item } 21 lterm } amp lterm s =m0 %
Ser tterm tterm 3 ttem tterm B3
] Parking Lot
Fremrise ABC Shopping Mall
123 Maple Drive
San Francisco, CA
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Y ou can set up the above example with one premise with a single non-badged service point. On the service point, you create
one item for each type of item in the parking lot:

e 20K lumen lamp

e 10K lumen lamp

e pole

 bracket

For each type of item, you indicate the quantity that exist in the parking lot:
e 20K lumen lamp - 2

* 10K lumen lamp - 2

e pole-4

e bracket-4

FASTPATH:
Refer to Service Point - Multiple Items for more information about multi-items on service points.

Putting It All Together

To help you understand the significance of the"V", consider afew scenarios:

» When anew residential customer starts service, you create both person and account objects for the new customer. In
addition, you also create service agreements and link them to the appropriate service points. Y ou won't have to create a
new premise and service points because the customer is probably moving into an existing house.

» If theresidential customer moves within your service territory, you don't have to set up new person or account objects.
Y ou also don't have to set up new premise and service point objects if the customer is moving into an existing house.
Y ou only have to create new service agreements and link them to the appropriate service points (and the system does
most of the service agreement set up processes for you).

» A businesswith asingle location uses the same "V" objects as does aresidentia customer. If the business expands and
starts using services at other locations, you simply link new service agreements to the existing account. Y ou don't have to
redefine person or account information.

NOTE:
Bottom line. A person and an account are needed for every customer. After these exist, future service requests simply

involve stopping existing service agreements and starting new ones. Y ou typically won't have to add or modify premise
or service point information unless new locations are built.

FASTPATH:
For more information, refer to Maintaining The "V", Navigating The "V" Using Control Central, The Big Picture Of
Sarting Service, and The Big Picture Of Sopping Service.

Sample V For A Residential Customer

The following illustration shows asimple residential customer's"V" objects.
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Sample "V" For A Simple Residential Customer

Account 19291991

Elzcric Zenacs Agresment

Rane: B0~

Exemo

=nt B Water Zznace Agresment

Sample V For A Commercial Customer With Multiple Premises

Thefollowing illustration shows the "V" objects for acommercial customer who pays for service at two premises.

Sample "V" For A Commercial Customer With Two Premises

{ Ferson

Acme, Inc.

Service Agreement

bEl‘ecfrﬁ: Senvice Agresm ent

NOTE:
The above example shows a separate service agreement per premise. If your rates allow, you could link both premisesto
asingle service agreement.

How To Set Up Customer Hierarchies

Consider the following customer hierarchy:
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=] Hﬂ Z=|Person - McDonalds Corporation
] \'ﬂ 3 child persons exisk
= EEJ Subsidiary: McDonalds Hamburgers Inc,
+ 10% Operations Manager: Fredricks, Jane - Business Phone: (415) 654-3191
] ng Regional Division: McDonalds Mortheast
+ E'EJ Store: McDonalds Store 2001
+ HEJ Store: McDonalds Store 567
+ -E» Regional Manager: Ruiz,Kerry - Business Phone: {415) 121-0191
= EiEJ Regional Division: McDonalds Southeast
+ EEEQ.! =] Store: McDonalds Store 2957
+ HE} FE | Store: McDonalds Store 9085
] ib Reqgional Manager: Wang,Michael - Business Phone: (415) 554-3387
+ EE_i Subsidiary: Picante Taqueria
+ % General Manager: Rogers,Kelly - Busingss Phone: (415) 333-9876

The above hierarchy shows a parent company (McDonalds Corporation ) with two subsidiaries and one general manager.
Each subsidiary, in turn, has subsidiaries and these subsidiaries can have their own subsidiaries ...

Y ou must set up aperson for every individual and businessin a hierarchy. After the basic demographic information is
defined, you define each person's children using the Person to Person page.

NOTE:

A script can be used to set up a hierarchy. The demonstration database contains a script that guides users through the
process of setting up a hierarchy. Please speak to your implementation staff if you'd liketo import this script for usein
your implementation.

After ahierarchy is set up, the system displaysits members in the Person Tree Zone (this is a zone on the Customer
Information Portal). In addition, if the personsin a hierarchy have accounts, summary information about these accountsis
displayed in the Account Summary Zone.

While hierarchies would typically be set up to define parent companies and subsidiaries, you can use this functionality for
many other purposes. For example, a customer relationship manager could set up a hierarchy containing their "important”
customers. To do this, they'd need to create a"dummy" person for the parent and then link the "important” customersto it.
After this hierarchy is set up, the manager could see a summary of these customersin the Account Summary Zone whenever
they display the "dummy" person.

Navigating The V Using Control Central

Control Central isthe name given to the functionality that helps you:

+ Find aperson.

* Find an account.

» Find apremise.

« View information about a person / account / premise.

» View aerts and messages about a person / account / premise.

» Navigate to pages that contain information related to a person / account / premise.

FASTPATH:
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../F1/F1_BP01SWS_Initiating_Scripts.dita
../F1/F1_10Scripts_How_To_Copy_A_Script_From_The_Dem.dita

For more information about the relationships between persons, accounts, and premises, see Understanding The "V".

Contents

Control Central - Main

Control Central - Account Information
Control Central - Customer Information
Control Central - Account Tree

Control Central - Premise Tree

Control Central - Bill/Payment Tree
Control Central - Pay Plan Tree

How To Add A New Customer From Control Central
Finding Who Pays For A Meter

Finding Who Pays For An Item

Control Central - Main

Open Main Menu > Control Central to find a customer and/or a premise.

NOTE:

Automatic transfer to Account I nformation tab. Y ou are automatically transferred to Control Central - Account
Information when an account / premise is selected on this page.

The contents of this section describe how to use Control Central - Main.

Contents
Search Facilities
Search Options
Wild Cards
Search Results

Search Facilities

The top of Control Central iswhere you enter the criteria used to find a person, account or premise.

NOTE:

Multiple search criteria. You can search for a customer using a combination of Name, Address, City, and Postal
Code. When multiple fields are populated, the system searches for customers that match all such criteria. For example,
if you enter aName of Smith , and a Postal code of 94114 ; only customers named Smith with service in postal area

94114 will be displayed.

The following table describes each of the different search methods.

Search Method

Description
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Name Use this field to search for a person or account using a person's name.
The person may be the main customer on the account or a third party
related to the account.

You can enter all or part of the person's name. The nhame search is not
case sensitive.

If you need to add a new customer, use either of the following options:

- Click the ¥ button. Clicking this button opens the Person - Main
page where you can add a new person. Refer to How To Add A New
Customer From Control Central for more information about how to add
a new customer (i.e., Person and Account) from this page.

- Click the
page where you can add a new person (and initiate service for the new

button. Clicking this button opens the Order - Main

person). Refer to Order User Interface Flow for more information about
how to add a new customer using an order.

Address Use this field to search for a premise or account using the first line of a
service address.

You can enter all or part of the first line of the address. For example, if
you're looking for 324 Hawthorne Lane, you can enter 324 Haw rather
than the entire address.

The address search is not case sensitive.

City Use this field to search for a premise or account using a city name
associated with a service address.

You can enter all or part of the city name. For example, if you're looking
for someone in San Francisco; you can enter San Fra, San F, San
Francisco , etc.

The city search is not case sensitive.

We strongly recommend qualifying a City search with some other
information (e.g., Name) otherwise the resultant list can be too large to
deal with.

Postal Use this field to search for a premise or account using a postal code
associated with a service address.

You can enter all or part of the postal code. For example, if you're
looking for someone in 94114; you can enter "94114", "9411", etc.

We strongly recommend qualifying a Postal search with some other
information (e.g., Name) otherwise the resultant list will be too large to
deal with.

Account ID Use this field to search for an account using an account number.
After entering this information, click the search button adjacent to the
Account ID entry field (or press Enter) to search for an account. The
Account ID cannot be combined with other search fields.

You can enter all or part of the account ID. For example, if you're
looking for account 1929119291; you can enter "1929119291",
"192911", etc.

Phone Format/Number Use this field to search for an account using one of the telephone
numbers linked to one of the persons linked to the account. The person
may be the main customer on the account or a third party related to the
account.
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You may enter the phone number in the format indicated or you can
enter the information as a contiguous string of numbers and the system
will format this for you.

Wild card searches are not supported. However, you can enter the first
few digits of the phone number and the system will look for all accounts
with these digits.

After entering this information, click the search button (or press Enter)
to search for an account linked to a person with this telephone number.
The system displays every account with the input telephone number in
the search results.

Person ID Type/Value Use these fields to search for a person or account using one of the ID's
linked to one of the persons linked to the account. You must enter both
an identifier type and number.

You may enter the person's ID in the format dictated by the identifier
type (if any). Please note that if the ID Number should be formatted
(e.g., dashes in an American social security number), you do not
have to enter the dashes. Rather, you can enter the information as a
contiguous value and the system will format this for you.

Wild card searches are not supported. However, you can enter the first
few digits of the ID number and the system will look for all persons and
accounts with these digits.

After entering this information, click the search button (or press Enter)
to search for a person / account linked to a person with this ID. The
system displays every person with the input ID in the search results.

Geo ID Type/Value Use these fields to search for a premise using one of the geographic
values linked to the premise or one of its service points. You must enter
both a geographic type and value.

Wild card searches are not supported. However, you can enter the
first few digits of the geographic value and the system will look for all
premises / service points with these digits.

After entering this information, click the search button (or press Enter)
to search for a premise / service point with this ID. The system displays
every premise with the input ID in the search results.

Meter ID Control central does not allow you to find a customer using a meter ID.
If you know the meter ID and want to find who's paying for its service,
transfer to Meter/ltem Search and display the meter. All customers
who have paid for service measured by the current configuration of
the meter will be displayed on this page. You can then use the various
context menu buttons to return to Control Central where details about
the customer are displayed.

Item ID Control central does not allow you to find a customer using an item ID.
If you know the item ID and want to find who's paying for its service,
transfer to Meter/ltem Search and display the item. All customers who
have paid for the item will be displayed on this page. You can then use
the various context menu buttons to return to Control Central where
details about the customer are displayed.

NOTE:
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Automatic transfer to Account Information tab. If your search criteriaresult in a single customer being retrieved, you
are automatically transferred to Control Central - Account Information with that customer's information displayed.

Search Options

The Show All Premises search option controls whether you see all of an account's premises in the search results. If turned
on, every premise linked to an account is shown in the search results. If turned off, only one premise is shown per account
(and this premise is selected at random).

This switch pertains to the following search methods:

» Search by name (and all address constituents are | eft blank)

» Search account ID

 Search by person phone number

» Search by person identifier

This switch does NOT pertain to the following search methods as these are premise-oriented, not account-oriented:
» Search by name when any address constituent is entered

» Search by address constituent (when name is blank)

» Search by geographic identifier

The benefit of turning this switch off is that an account will be immediately selected when you enter unique account-
oriented search criteria. For example, if you specify an Account I D and press enter, the system automatically selects the
account; you don't have to wait for the search results to be populated with the multitude of premises linked to the account
(and then select one of the rows). Please note, an alert highlightsif the selected account has other premises.

NOTE:

Default. The first time you open this page, this switch defaults from your user preferences. When you return to this
page, the last value of this switch is defaulted.

Wild Cards

The control central searches against Name, Address, and City support wild cards. The wild card character is % and
represents any number or character. The system always appends a % for you when you use these search methods. Examples
will help clarify this functionality:

 If you enter a B, the system searches for B% (and will find all objects that begin with B ).
« If you enter B%N, the system searches for B%N%. It will find anything that

» Startswith aB, and

» haszero or more other characters followed by an N.

 If you enter %B the system searches for %B%. It will find anything with a B in it, no matter what it starts and ends with.

NOTE:

Certain wildcard sear ches can result in lengthy response times. If you use the wildcard character to prefix your
search criteria (e.g., %San Fran), lengthy response times can result. Why? Because the system will have to look at
EVERY customer in the system before it can return the results.
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Search Results

The search results at the bottom of the page contain persons, accounts, and premises that match your search criteria. The
information displayed in this area differs depending on the type of search you perform. Y ou can perform searches on a
customer's name, address, or phone number.

NOTE:
Thefirst X matchesarereturned. The number of customers that are returned is limited by the system's memory
buffers. If you do not find the account you are looking for in the set of results, refine your search criteria.

Automatic selection if only one match. Y ou don't have to select the desired person / account / premiseif thereis one
and only one object that matches your search criteria; the system automatically selectsit and transfers you to Control
Central - Account Information.

Use Tab and Enter to select an account. Y ou don't have to use the mouse to select an account when multiple matches
arereturned. Instead, the system highlights the first row in the search results. If thisis the customer you want, press
enter to select it. If not, presstab until you've highlighted the desired customer (and then press enter to select it).

Use next and previous buttonsto step through alist of customers. When you select an account from the search
results, you are automatically transferred to Control Central - Account Information. If you want to look at a different
account that appeared in the search results, you do NOT have to return to the Main tab. Rather, you can click the next in
list and previousin list buttons to scroll up and down through the search results (note that there are accelerator keys for
each of these buttons so you don't have to use the mouse to take advantage of this feature).

Control Central - Account Information

Once Control Central - Main has populated an account, you are brought to the Account Information page to see an
overview of the account.

NOTE:

Global context. Selecting an account on control central causesthe global context information to be refreshed. Various
zones available on this page use the value in the global context to display relevant data for the appropriate account,
person and premise.

User configurable. Refer to Each User Can Customize Which Zones Appear for information about how to configure
which zones appear.

Description of Page

NOTE:
Navigation hint. The Go To Control Central option on the account context menu navigates to the Account Information
tab page.

A mousewith aroller isuseful. This page can extend vertically past the normal desktop boundary. Y ou will find that a
mouse with a"roller" will facilitate navigating through the page.

The contents of this section describe the zones that are available on this portal page.
Contents
Account Activity History Zone
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Account Financial History Zone
Alert Zone

Applicable Campaigns Zone

Bill Graph Zone

Billed Consumption Zone
Context Zone

Credit and Collections Info Zone
Customer Information Zone
Field Activity Information Zone
Financial Information Zone
Premise Information Zone

SA Premise List Zone

Service Credit Membership Zone
Timeline Zone - Account Info

Account Activity History Zone

The Account Activity History Zoneisagrid that summarizes a variety of account-related events (in reverse chronological
order). Pushing the button adjacent to the information transfers you to an appropriate page. The following table lists the type
of information that may appear in this zone and the page to which you will be transferred if you push the adjacent button.

Activity Label

What Is Displayed

Drill Down Transfers You To

Severance Event.One row is displayed for
every Pending and Awaiting Field Activity
Completion severance event linked to the
account's service agreements.

The severance event's description, status
and trigger date (if non-blank). If the event
is dependent on earlier events, the earlier
events' type and status is appended

Severance Process - Events

Severance Process.One row is displayed for
every Inactive severance process linked to
the account's service agreements. Inactive
processes are displayed (as opposed to
active because active severance processes
have pending events and pending events
are shown separately.

The severance process's SA type description,
severance process template description,
status and create date/time

Severance Process - Main

Collection Event.One row is displayed for
every Pending collection event linked to the
account.

The collection event's description, status and
trigger date (if non-blank)

Collection Process - Events

Collection Process.One row is displayed for
every Inactive collection process linked to the
account. Inactive processes are displayed (as
opposed to active) because active collection
processes have pending events and pending
events are shown separately.

The collection process's description, debt
class description, status and create date/time

Collection Process - Main

Overdue Event.One row is displayed for
every Pending overdue event linked to the
account.

The overdue event's standard information
string this is dynamic as it is constructed by
an algorithm)

Overdue Process - Events
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Overdue Process.One row is displayed for
every Inactive overdue process linked to the
account. Inactive processes are displayed (as
opposed to active) because active overdue
processes have pending events and pending
events are shown separately.

The overdue process's standard information
string (this is dynamic as it is constructed by
an algorithm)

Overdue Process - Main

Cut Event.One row is displayed for every
Pending cut event linked to the account.

The cut event's standard information string
(this is dynamic as it is constructed by an
algorithm)

Cut Process - Events

Cut Process.One row is displayed for

every Inactive cut process linked to the
account. Inactive processes are displayed
(as opposed to active) because active cut
processes have pending events and pending
events are shown separately.

The cut process's standard information string
this is dynamic as it is constructed by an
algorithm)

Cut Process - Main

Write-off Event.One row is displayed for
every Pending write-off event linked to the
account.

The write-off event description, status and
trigger date (if non-blank)

Write-off Process - Events

Write-off Process.One row is displayed for
every Inactive write-off process linked to the
account. Inactive processes are displayed (as
opposed to active) because active write-off
processes have pending events and pending
events are shown separately.

The write-off process template's description,
status and create date/time

Write-off Process - Main

Customer Contact. One row is displayed for
every customer contact associated with the
main customer linked to the account.

The main name of the person associated with
the customer contact, the customer contact's
class and type, and the customer contact's
date

Customer Contact - Main

Field Activity.One row is displayed for every
unigue non-cancelled field activity linked

to the account's non-cancelled/non-closed
service agreements.

The field activity type, scheduled date/time
and status

Field Activity - Main

Pay Plan.One row is displayed for every non-
cancelled pay plan linked to the account

The pay plan's type, status, date, and amount

Pay Plan - Main

Payment Arrangement.One row is displayed
for every non-cancelled payment arrangement
(i.e., service agreement with a special role of
Payment Arrangement) linked to the account

The service agreement's division, SA type,
status, and effective period.

Payment Arrangement - Main

Credit Rating History.One row is displayed
for every credit rating transaction that affects
the account's credit rating

The effect on the account's credit rating, the
end date, creation date and the process that
created the transaction.

Account - C&C

Cash Only History.One row is displayed for
every credit rating transaction that affects the
account's cash-only score

The effect on the account's cash-only score,
the end date, creation date and the process
that created the transaction.

Account - C&C

Case. One row is displayed for every case
associated with the account.

The case's standard information.

Case - Main

Rebate Claim. One row is displayed for every
rebate claim.

The rebate claim's description.

Rebate claim portal
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WARNING:

Thefirst 25 rows are displayed when this zoneisinitially built. If more rows exist, a Get All button appears. If you click
this button, the system retrieves a maximum of 750 rows.

Account Financial History Zone

The Account Financial History Zone lists an account's financial eventsin reverse chronological order. You can use this
grid to both view high-level information about these events and to transfer to the respective page in which an object is
maintai ned.

NOTE:
Approximately ayear and half is shown. This zone shows all financial transactions within 20 months of the latest
financial transaction. This limitation exists to prevent this zone from becoming unmanageably long.

The following columns are displayed in the grid:
Arrears Date Thisisthe date the event starts aging. This column will be blank if the FT has not started aging yet.

Financial Transaction Type This column indicates the type of financial event: Bill , Payment , Bill Cancellation , Pay
Cancellation, Adjustment, and Adjustment (Cancel) . If the event is related to an adjustment, the adjustment type's
description is displayed instead of "Adjustment”.

Current Amount This column shows the financial event's effect on the account's current balance.
Current Balance This column shows the account's current balance after the financial event.

Payoff Amount This column shows the financial event's effect on the account's payoff balance. Payoff Amount will be
dimmed if it isthe same asits Current Amount.

Payoff Balance This column shows the account's payoff balance after the financial event. Payoff Balance will be dimmed
if it isthe same asits Current Balance.

If you need to see more information about a specific financial transaction, press the go to button to transfer to the respective
page in which the information is maintained.

FASTPATH:
For information about current and payoff balance, refer to Current Amount versus Payoff Amount.

WARNING:
Thefirst 25 rows are displayed when this zoneisinitialy built. If more rows exist, a Get All button appears. If you click
this button, the system retrieves a maximum of 750 rows.

Alert Zone

The Alert Zoneisagrid that contains messages highlighting a variety of situations. Clicking on the hyperlink transfers
you to an appropriate page. The following table lists the various aerts that may appear and the page to which you will
be transferred if you click on the hyperlink. The table below lists aertsin alphabetical order, but it includes a column
indicating the order in which the alert will appear.

NOTE:
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You can create additional alert conditions. The following table contains those aerts supported in the base package.

It is possible to highlight additional conditions by plugging-in the appropriate algorithm(s) on the installation record.

Refer to Count Customer Contacts of a Given Type and Count Pay Plans with a Given Satus for examples of such

algorithms.

Account alerts are implementation-specific. On Account - Alerts, a user can define account-specific alerts that should

be displayed whenever the account is selected. The Alert Types control table contains the possible alert messages.

Alert Text

Order

Description

Drill Down Transfers You To

Account alerts

Appears for each user-defined
alert associated with an account.

Account - Alert

Account has Multiple Premises

24

Appears when the account has
service agreements whose
service points reference multiple
premises

Control Central - Account Tree

Account SA(s) linked to Umbrella
Agreement

Appears when the account has
one or more service agreements
linked to a non-canceled terms
of service record for an umbrella
agreement that is in effect on the
current date.

Terms of Service - Main

Active Write Off Process

10

Appears when an account has
an active write off process. Refer
to How Are Write off Processes
Cancelled for information
describing when a write-off
process is deactivated.

Write Off Process

Appointment Exists

37

Appears when a premise has a
non-canceled, non-completed
field activity that's linked to an
appointment.

Appointment

Auto-Pay Active:auto pay
method description

25

Appears when the account has
an automatic payment option
effective on the current date. The
auto pay method description (i.e.
Direct Debit or Payment Advice )
appears only if payment advice
functionality is enabled. Refer

to Payment Advices for more
information on payment advice
functionality.

Account - Auto Pay

Comment Exists On Account

Appears when a freeform
comment has been entered for
the account (on Account - Main)

Account

Field Activity Pending

19

Appears when any of the
premise's service points have a
pending field activity

Field Activity

Field activity type alert message

12

Appears when the premise has
a service point with a completed

field activity whose type has been

Field Activity
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marked with an alert message
(refer to Field Activity Type)

Held Order Exists 32 Appears when the person has a Order
held order.
Installation dynamic alerts 42 You can install plug-in algorithms Varies by plug-in

on the installation record that will
create alerts (if given situations
exist). Refer to Count Customer
Contacts of a Given Type and
Count Pay Plans with a Given
Status for examples of such
algorithms

Landlord Exists 27 Appears when a landlord is linked ~ Premise
to the premise

Last Contact:days old - user 3 Appears when the person has Customer Contact

name who added the contact a customer contact. The "days
old" presents how old the contact
is (based on the contact's date).
The word Today is shown if the
last contact was on the current
date. The word Yesterday is
shown if the last contact was on
the current date - 1 day. If neither
is applicable, the number of days
old is shown.

Multiple Financially Resp 26a Appears when the account Control Central - Account Tree
has more than one financially
responsible person linked to it

Non-cash Deposit 15 Appears when the account has Account - Deposit
non-cash deposits effective on
the current date

n Open Contact(s) for Person 4 Appears if there are open Customer Contact
customer contacts associated
with the person. Refer to
Customer Contacts Can Be
Used As Case Files for more
information.

Pending Order Exists 31 Appears when the person has a Order
pending order.

Pending Proposal SA Exists 36 Appears when the account has Service Agreement
a proposal service agreement
in the pending state. Refer to
Proposal SA State Transition for
more information.

Pending Quote Exists 34 Appears when the account has Quote
a pending quote. Refer to Quote
Lifecycle for more information.

Pending SA Relationships 16 Appears when the account has SA Relationship
SA relationships that are pending
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Pending Stop

18

Appears when there is a service
agreement in the state of pending
stop linked to the account. Refer
to The Lifecycle Of A Pending
Stop Service Agreement for more
information.

Start/Stop

Person is linked to Multiple
Accounts

22

Appears when the person has
multiple accounts. A person's
accounts are maintained on the
Account - Person page.

Control Central

n Persons on Account

26¢

Appears when the account has
multiple persons linked to it. An
account's persons are maintained
on the Account - Person page.

Control Central — Account Tree

Premise has Multiple Accounts

23

Appears when the premise has
service points that are linked
to service agreements that are
linked to different accounts.

Control Central — Premise Tree

Premise has n Child Premise(s)

Appears when the premise is
defined as the parent premise
for one or more premises. Refer
to Define Premise Hierarchy for
more information.

Premise Management

Premise is linked to Parent
Premise

39

Appears when the premise
defines a parent premise. Refer
to Define Premise Hierarchy for
more information.

Premise

Quotable Proposal SA Exists

35

Appears when the account has
a proposal service agreement

in the quotable state. Refer to
Proposal SA State Transition for
more information.

Service Agreement

Quote Awaiting Customer
Response Exists

33

Appears when the account has
a complete quote with a quote
detail that references a quotable
proposal SA. Refer to Quote
Lifecycle for more information.

Quote

Reactivated SAs Exist

21

Appears when any of the
account's service agreements
exist in the state of reactivated
(i.e., a financial transaction has
been generated after the service
agreement was closed ). Refer
to The Lifecycle Of A Service
Agreement for more information.

Service Agreement

SA type alert message

13

Appears when the customer has
a service agreement with an SA
type that has been marked with
an alert message (refer to SA
Type - Details)

Service Agreement
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Note that if the account in control
central has more than one
service agreement, pressing the
drill down button will also launch
the service agreement search

dialog.
SA type description and status 14 Appears for every pending start, Non-billed Budget Service
of a non-billed budget service pending stop, and active non- Agreement
agreement billed budget that is linked to the
account.
Seasonal Address Exists 38b Appears if the account has a Person - Correspondence Info

seasonal address and there is no
seasonal address active on the
current date.

Seasonal Address Currently 38a Appears if the account has an Person - Correspondence Info
Effective (MM/DD - MM/DD) active seasonal address that is

effective on the current date. The

date range that the seasonal

address is effective is included in

the alert.

Statement Construct Active 28 Appears if the person has an Statement Construct
active statement construct

Third Party Guarantor 26b Appears when the account Control Central - Account Tree
has a third party guarantor. An
account's third party guarantors
are maintained on the Account -
Person page.

NOTE:

Legacy Alert Order. Certain system-generated alerts have been converted to algorithms that may be plugged-in on

the installation record. Thisimplies that the order in which these alerts now appear might differ to the prior system-
generated alerts order. If your implementation wishes to retain the legacy order for these alerts, the Use Legacy Alerts
Option Typefor the General System Configuration Feature Configuration must be defined with avalue of Y , and the
alert algorithms should not be plugged-in on the installation record. If this option is set, then the alertsin the following
table will be treated as system-generated alerts. These alerts are listed in alphabetical order, but a column indicating the
order in which they will appear isincluded. Note that if both the feature option and alert algorithms are configured, these
alerts may appear twice on the Alert Zone.

Alert Text Order Description Drill Down Transfers You To

Cash Only Account lla Appears when the account's cash  Account-C & C
only score exceeds the cash only
threshold on the CIS installation
table. Refer to How are credit
rating transactions created for
information describing how a
cash-only score is affected by
various system and user events.

Collection Process Active 8 Appears when an account has an Collection Process
active collection process. Refer
to How Are Collection Processes
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Cancelled for information
describing when a collection
process is deactivated.

Collection Referral Active 9 Appears when the account Collection Agency Referral
has active collection agency
referrals.

Credit rating: NNNN 11b Appears when the account's Account-C &C

credit rating falls below the credit
rating threshold on the CIS
installation table. Refer to How
are credit rating transactions
created for information describing
how a customer's credit rating is
affected by various system and
user events.

Life Support / Sensitive Load on 1
Person

Appears when any of the
account's persons has life
support or sensitive load
information

Person

Life Support / Sensitive Load on 2
Premise

Appears when the premise has
life support or sensitive load
information

Premise — Misc.

Pending Start 17

Appears when there is a service
agreement in the state of pending
start linked to the account. Refer
to The Lifecycle Of A Pending
Start Service Agreement for more
information.

Start/Stop

Severance Process Active 7

Appears when any of the
account's service agreement has
an active severance process

Appears when an account

has an active severance
process. Referto How Are
Severance Processes Cancelled
for information describing

when a severance process is
deactivated.

Severance Process

Applicable Campaigns Zone

The Applicable Campaigns Zone lists the campaigns that may be of interest to the customer. If you press a campaign's

Add Order button, you will be transferred to the Order transaction where you can walk the customer through the
campaign's provisions and determine if they are interested in its goods and services.

FASTPATH:

Refer to The Big Picture Of Campaign Eligibility for more information.
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WARNING:
Thefirst 25 rows are displayed when this zoneisinitially built. If more rows exist, a Get All button appears. If you click
this button, the system retrieves a maximum of 750 rows.

Bill Graph Zone

The Bill Graph Zoneillustrates the ending balance and new charges on each of the customer's historical bills.

NOTE:
Approximately ayear and half is shown. This zone shows all bills within 20 months of the latest bill. Thislimitation
exists to prevent this zone from becoming unmanageably wide.

For balance-forward accounts, both ending balances and current charges are shown in the graph. For open-item accounts,
only the current charges are shown in the graph.

The following points describe unique features of this zone:
 |f you hover the mouse over abar in the graph, summary information about the bill will display.
» If you click on abar in the graph, you will be transferred to the bill page with the respective hill displayed.

Billed Consumption Zone

The Billed Consumption Zone illustrates the amount of consumption on each of the customer's historical bills. Up to three
units of measure (UOM) are shown for each bill. The system uses the graph UOM's defined on the SA types associated with
the customer's active service agreements. If more than three graph UOM's are detected for a customer, the system uses those
associated with the service agreement types with the highest bill print priorities.

The following points describe unique features of this zone:

« If you hover the mouse on a bar in the graph, summary information about the bill will display.

 If you click on abar in the graph, you will be transferred to the bill page with the respective bill displayed.
NOTE:

Approximately ayear and half is shown. This zone shows all bills within 20 months of the latest bill. Thislimitation
exists to prevent this zone from becoming unmanageably wide.

Context Zone

The Context Zone contains basic information about the Person / Account / Premise on which you are working.

Person This part of the context area contains the person's standard information. Note, thisinformation is formatted by a
plug-in agorithm on the installation record. Refer to the base package's person information algorithm for an example. If
you prefer different formatting logic, your system administrator should configure the system appropriately

Account 1D This part of the context area contains the unique identifier of the account and the name of its main customer.

Adjacent to the account 1D appears a'check digit". Thisis for information purposes only and is not needed to operate the
system. Refer to the Description of Page section under Account - Main for a description of how "check digit" is calculated.
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Below Account I D, the account's Current Balance and Payoff Balance are displayed. Payoff Balance will be hidden
when it's the same as the Current Balance. Refer to Current Amount versus Payoff Amount for more information.

Aged Debt Bar If the account's Current Balanceis greater than zero, a colored bar is displayed adjacent. This bar provides
information about the age of the account's debt.

The number of segments that appear in this bar is dependent on the elements of the customer's aged balance. The following
segments may appear:
- disputed debt (If you handle disputed debt as described in Disputing Items),
- new charges and debt between 0 and X days old (where X is the account's customer class's bill due days),
- debt between X to 30 days old,
- debt between 31 to 60 days old,
- debt older than 60 days
NOTE:
If you hover the mouse pointer over a segment of the bar, the respective amount of debt will appear. If you click on the

arrears bar you will be taken to the Account Financial History page. Note that information about debt balances by age is
not applicable to open-item accounts.

Premise. This part of the context area contains the premise address. The address information is formatted by a plug-in
algorithm on the installation record. Refer to the base package's premise format algorithm for an example. If you prefer a
different format, your system administrator should configure the system appropriately

@ (Start Button) Push this button if you want to start service for the account and the serviceisn't at apremise (e.g., a
deposit). Refer to The Big Picture Of Sarting Service for more information.

@ (Stop Button) Push this button if you want to stop service for the account at the premise. Refer to The Big Picture of
Sopping Service for more information.

Credit and Collections Info Zone

The Credit and Collections Info Zoneisagrid that contains a variety of credit & collections-oriented events. Pushing the
button adjacent to the information transfers you to an appropriate page. The following table lists the type of information that

may appear in this zone and the page to which you will be transferred if you push the adjacent button.

Activity Label

What Is Displayed

Drill Down Transfers You To

Severance Process.One row is displayed for
every Active severance process linked to the
account's service agreements.

The severance process's description and
create date/time

Severance Process - Main

Collection Process.One row is displayed for
every Active collection process linked to the
account.

The collection process's description and
create date/time

Collection Process - Main

Write-off Process.One row is displayed for
every Active write-off process linked to the
account.

The write-off process's description and create
date/time

Write-off Process - Main

Overdue Process.One row is displayed for
every Active overdue process linked to the
account.

The overdue process's standard information
string (this is dynamic as is constructed by an
algorithm)

Overdue Process - Main
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Cut Process.One row is displayed for every
Active cut process linked to the account's
service agreements.

The cut process's standard information string
(this is dynamic as is constructed by an
algorithm)

Cut Process - Main

Pay Plan.One row is displayed for every
Active pay plan linked to the account

The pay plan type's description and create
date/time

Pay Plan - Main

Payment Arrangement.One row is displayed
for every non-cancelled, non-closed payment
arrangement (i.e., service agreement with a
special role of Payment Arrangement) linked
to the account

The service agreement's SA type description,
start date and status

Payment Arrangement - Main

WARNING:

Thefirst 25 rows are displayed when this zoneisinitialy built. If more rows exist, a Get All button appears. If you click

this button, the system retrieves a maximum of 750 rows.

Customer Information Zone

The Customer Information Zoneisagrid that contains information about the current person and account. Pushing the

button adjacent to the information transfers you to an appropriate page. The following table lists the type of information that

may appear in this zone and the page to which you will be transferred if you push the adjacent button.

NOTE:

Rows are suppressed if the related datais blank for the person / account.

Label

What Is Displayed

Drill Down Transfers You To

Account ID

The account's unique identifier (i.e., account
ID) is displayed

An account context menu has been provided
(allowing you to drill to a variety of account-
oriented pages)

Main Customer

The main customer's name. Note, the
person's name is formatted by a plug-in
algorithm on the installation record. Refer to
the base package's name format algorithm for
an example. If you prefer different formatting
logic, your system administrator should
configure the system appropriately

A person context menu has been provided
(allowing you to drill to a variety of person-
oriented pages)

Set Up Date

The account's setup date

Account - Main

CIS Division

The account's CIS division

Account - Main

Customer Class

The account's customer class

Account - Main

Bill Cycle

The account's bill cycle

Account - Main

Current Credit Rating

The account's current credit rating

Account - C&C

Next Credit Review Date

The next date on which the account's

debt will be reviewed by the account debt
monitor. Refer to When Is An Account's Debt
Monitored for more information.

Account - C&C

Oracle Utilities Customer Care & Billing Business Processes Guide ¢ 55


../F1/F1_BP01SWS_Context_Menu_Button.dita
../F1/F1_02GeneralFramework_Installation_Options_Algorithms.dita
dataDictionary?type=algtype&name=PERS-INFO
../F1/F1_BP01SWS_Context_Menu_Button.dita

A separate row is displayed for each
characteristic linked to the account. Each
row's label is the characteristic type's
description. If the characteristic is future
dated, the effective date enclosed in
parentheses prefixes the description.

The characteristic's value

Account - Characteristic

Auto Pay Source Code

The account's auto pay source

Account - Auto Pay

A separate row is displayed for each
miscellaneous person linked to the account.
Each row's label is the person relationship
type's description.

The main name of the miscellaneous person

A person context menu has been provided
(allowing you to drill to a variety of person-
oriented pages)

Budget Plan

The account's budget plan

Account - Budget

A separate row is displayed for each
characteristic linked to the person. Each row's
label is the characteristic type's description.

The characteristic's value

Person - Characteristic

A separate row is displayed for each
telephone number linked to the person. Each
row's label is the phone type's description.

The telephone number

Person - Main

A separate row is displayed for each identifier
linked to the person. Each row's label is the ID
type's description.

The person identifier value

Person - Main

Email Address

The person's email address

Person - Miscellaneous

Service Provider.

The service provider's name and a description
of the service provider's billing relationship as
of the effective date.

SA Relationship - Main

WARNING:

This zone does not support data masking. If your implementation masks any of the information that appears on this
zone, you must disable it and implement a zone that will mask your data appropriately. The demonstration system
provides a sample zone that your implementation can import and then customize if necessary; this zone's code is Cl_
CIMAP. To disable the base package zone simply deny access to its associated application service. Y ou should only
grant access to your new Customer Information zone.

Field Activity Information Zone

The Field Activity Information Zone displays the following information about every non-cancelled field activity linked to

the premise's service points.

» Thefield activity's Schedule Date/Time.
« FA Information contains a concatenation of information about the premise, service point and field activity.
» If thefield activity islinked to afield order, the Field Order's Statusis displayed.

Y ou can press the adjacent Go To button to transfer to Field Activity - Main.

WARNING:
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Thefirst 25 rows are displayed when this zoneisinitially built. If more rows exist, a Get All button appears. If you click

this button, the system retrieves a maximum of 750 rows.

Financial Information Zone

The Financial Information Zoneisagrid that contains financial information related to the account. Clicking the hyperlink
transfers you to the appropriate page. The following table lists the type of information that appearsin this zone and the page

to which you are transferred if you click the adjacent icon.

NOTE:

Rows are suppressed if the related datais blank for the person / account.

Label

What Is Displayed

Drill Down Transfers You To

Current Balance

The account's current balance. If the
account's current balance is greater than zero,
a colored bar is displayed adjacent. This bar
provides information about the age of the
account's debt. Refer to Context Zone for
more information about this bar.

Clicking on the Arrears Bar or the hyperlink
takes you to Account Financial History - Main

Payoff Balance

The account's payoff balance. It will only
be displayed if the amount differs from the
current balance.

Not applicable

Last Bill

The date and amount of the account's last bill
along with its due date.

Bill - Main

Last Payment

The date and amount of the account's last

Payment Event - Main

payment.
Previous Bill The date and amount of the bill prior to the Bill - Main
last bill for the account.
Next Bill Date The next date on which a bill is scheduled to Not applicable

be produced for the account (based on the
account's bill cycle's schedule)

Pending Bill Exists

The date of the pending bill. This row only
appears if there is a pending bill associated
with the account

Bill - Main

Freezable Bill Segments

If freezable bill segments exist, this row
contains the number of segments and their
total amount.

Bill Segment - Main

Incomplete Adjustments

If incomplete adjustments exist, this row
contains the number of adjustments and their
total amount.

Adjustment - Main

Freezable Adjustments

If freezable adjustments exist, this row
contains the number of adjustments and their
total amount.

Adjustment - Main

Payment(s) Pending Upload

Appears when the account has a pending
payment staging record (i.e., the account
has an external payment that has not been

Payment Upload Staging
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uploaded into the system). To prevent
payments from being created and frozen
before the actual payment is received,
external payments are not uploaded into the
system until their accounting date is reached.

Note that the amount displayed represents the
amount tendered for the account, but does not
reflect how the payment may be distributed
(i.e., the payment may be distributed to other
accounts).

For information about payment staging
records, refer to Interfacing Payments from
External Sources.

Incomplete Payment(s) Appears when the account has payments Payment - Main
that are incomplete . This row contains the
number of payments and their total amount.
Note, incomplete automatic payments that are
pending distribution are not included in this
alert as they are highlighted on the Auto Pay
will be distributed on described below.

Payment(s) with Errors Appears when the account has payments that Payment - Main
are in error . This row contains the number of
payments and their total amount.

Freezable Payments) If freezable payments, this row contains the Payment Event - Main
number of payments and their total amount.

Auto Pay will be created on This row shows the date that the next auto Bill - Main
pay will be created. This alert will appear after
a bill is completed for an account on auto
pay and when your installation option's Auto
Pay Creation Option is Create on Extract
Date . If the installation option is Create at Bill
Completion , then the Autopay will be created
immediately at bill completion time and no
information is displayed here. Refer to How
And When Are Automatic Payments Created?
for more information.

Auto Pay will be distributed on This row shows the date that the next auto Payment Event - Main
pay will be distributed. This alert will appear
after a bill is completed for an account on
auto pay and when your installation option's
Auto Pay Creation Option is Create on
Extract Date . If the installation option is
Create at Bill Completion , then the payment
for the Autopay will be created immediately
at bill completion time and no information
is displayed here. Refer to How And When
Are Automatic Payments Created? for more
information.
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Premise Information Zone

The Premise Information Zoneisagrid that contains information about the current premise. Pushing the button adjacent
to the information transfers you to an appropriate page. The following table lists the type of information that may appear in

this zone and the page to which you will be transferred if you push the adjacent button.

NOTE:

Rows are suppressed if the related datais blank for the premise.

Label

What Is Displayed

Drill Down Transfers You To

Premise Information

The premise's address. Note, the address
information is formatted by a plug-in algorithm
on the installation record. Refer to the base
package's premise format algorithm for an
example. If you prefer a different format, your
system administrator should configure the
system appropriately

A premise context menu has been provided
(allowing you to drill to a variety of premise-
oriented pages)

CIS Division

The premise's CIS division

Premise - Main

A separate row is displayed for each
characteristic linked to the premise. The label
in each row is the respective characteristic
type's description.

The characteristic's value

Premise - Characteristic

Landlord

The name of the premise's landlord

Landlord Agreement

Service Point Information.Note, a separate
row is displayed for each service point linked
to the premise

The service point's type and service cycle (if
specified)

A service point context menu has been
provided (allowing you to drill to a variety of
service point-oriented pages)

Meter Configuration.This row is displayed
if a meter configuration is currently installed
at the service point. If so, this row's label is
indented and displayed beneath the related
service point.

The meter configuration's meter type, badge
number, installation date, meter configuration
type, number of registers

A meter configuration context menu has been
provided (allowing you to drill to a variety of
meter configuration-oriented pages)

Last Meter Read. This row is displayed if

a billable meter read exists for the meter
configuration that is currently installed at the
service point.

The most recent billable meter read's date
and time.

Meter Read - Main

Next Meter Read.This row is displayed if the
service point references a service cycle.

The next scheduled meter read date and an
indication of the service point's service cycle

No drill down is available

Item Information.This row is displayed if an
item is currently installed at the service point.

If so, this row's label is indented and displayed

beneath the related service point.

The item's type, badge number and status

An item context menu has been provided
(allowing you to drill to a variety of item-
oriented pages)

SA Premise List Zone
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The SA Premise List Zone contains arow for each non-cancelled, non-closed service agreement linked to the account. The
Premise (if any), Current Balance, Payoff Balance, and SA Information is displayed for each service agreement.

The service agreements appear in the following order:
» Service agreements linked to the premise on which you're working appear first.
» Next appear service agreements linked to the account that don't have a premise (deposits, charitable contributions, etc.).
» Following this are the remaining service agreements linked to the account.
NOTE:

Dimmed Payoff Balance. A service agreement's Payoff Balance will be dimmed if it isthe same asits Current
Balance. Refer to Current Amount ver sus Payoff Amount for more information.

WARNING:
Thefirst 25 rows are displayed when this zoneisinitially built. If more rows exist, a Get All button appears. If you click
this button, the system retrieves a maximum of 750 rows.

Service Credit Membership Zone

The Service Credit Membership Zone contains arow for each pending and active service credit membership linked to
the account. It will also show any inactive membership that contains a balance. The Service Credit M ember ship Type,
Member ship Status and Balance (if applicable) are displayed for each membership.

Timeline Zone - Account Info

Timeline zones show when significant events have occurred in the past and when significant events will occur in the future.
For example, atimeline can show when payments and bills have been received for a customer.

The topicsin this section describe the rich functionality available in timeline zones.
Contents

Timelines Zones Are Configured By Your Implementation Team

The Anatomy Of A Timeline Zone

You Can Move Through Time

Timelines Can Have Many Lines

Each Line Shows Events

An Event's Color And Icon Can Convey Information About The Event

An Event's Hover-Text Can Contain Additional Information

Clicking On An Event Shows More Information In The Detail Area

Timelines Zones Are Configured By Your Implementation Team

Y our implementation team controls the number and type of timeline zones you see on this page. Refer to Configuring
Timeline Zones for how to add and change timeline zones.
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The Anatomy Of A Timeline Zone

The following illustration highlights the various elements in atimeline zone. These elements are described in the remaining
topics.
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You Can Move Through Time

You can click the controls at the top of atimeline zone to change the date-range of the zone's information:

Go forward
1 month

o

Go back E el Go forward
1 year “‘ ‘4'} P 1 year

Go fo
today

The following points describe how to use these controls:

» Toreposition the timeline to a specific date, selected the desired month and year and click the search button.
» Togo back oneyear, click the double-left arrow.

» To go back one month, click the single-left arrow.

» Togototoday, click thered line (between the arrows).

» Togo forward one month, click the single-right arrow.

» Togo forward one year, click the double-right arrow.

Timelines Can Have Many Lines
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A timeline zone has one or more "lines" that show when significant events have occurred. For example, you can set up
atimeline zone that has two lines: one that shows when payments have been received from a customer, and another that
shows when bills have been sent to the customer. Y our implementation team controls the number and type of lines by
configuring the timeline zone accordingly.

Each Line Shows Events

Each line on atimeline may contain zero or more events where each event shows the date when the event occurs. For
example, the bill linein atimeline has a separate event for every bill sent to a customer. Each line's description contains the
number of events on theline.

WARNING:

If aline has more events than can fit onto atimeline, the line will show the first "chunk" of events and a message will
appear in the "moreinfo area’ explaining that some events have been truncated. If this happens and the truncated events
arein alatter period, you can reposition the timeline's base period to show the truncated events.

An Event's Color And Icon Can Convey Information About The Event

Y our implementation team can configure the timeline so different types of events have different visual representations.
For example, atimeline that shows when meter reads have occurred can use different colors and/or icons to visually
differentiate between estimated and non-estimated meter reads.

An Event's Hover-Text Can Contain Additional Information

If you hover the mouse over an event, hover text appears. Each type of event can have different hover text. For example,
the hover text for a case shows significant dates in the case's lifecycle (e.g., when it was created, and when it was closed).
Whereas the hover text for ameter read shows each register reading.

Clicking On An Event Shows More Information In The Detail Area

When you click on an event, additional information appears in the zone's detail area (at the bottom of the zone). The
following information may appear:

» Theevent'scommon "information string" appears. For example, if you click on afield activity event, thefield activity's
information string appears. This information is hyperlinked to allow for easy access to the transaction on which the
object is maintained.

 Additional information may appear. For example, if you click on abill that has been canceled and rebilled after it was
initially sent to the customer, information about the net result of the changes appears.

» BPA scriptsthat can be executed to perform business processes on the object. For example, if you click on a bill event,
BPA scripts may appear that can guide you through initiating a bill dispute or canceling the bill. Note, BPA scripts are
prefixed with the "wizard's hat" icon.
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Control Central - Customer Information

Once Control Central - Main has a person context, you can navigate to this page to view an overview of the related persons,
customer contacts, accounts, premises, and service agreements linked to the account.

NOTE:
User configurable. Refer to Each User Can Customize Which Zones Appear for information about how to configure
which zones appear.

Description of Page
NOTE:
Navigation hint. The Go To Control Central option on the person context menu navigates to this tab page.

A mousewith aroller isuseful. This page can extend vertically past the normal desktop boundary. Y ou will find that a
mouse with a"roller" will facilitate navigating through the page.

The contents of this section describe the zones that are available on this portal page.
Contents

Communication History Zone

Person Tree Zone

Active Account Summary Zone

Timeline Zone - Customer Info

Communication History Zone

The Communication History Zone displays customer contacts created for a customer and any communications (or
notifications) events sent to a customer to provide asingle view of al communications.

The following details are displayed for each communication and the page to which you will be transferred to if you click on
ahyperlink (if applicable):

« Date/ Time

» For acustomer contact related entry, the Customer Contact Date/ Time for the communication

» Forlead/ lead event related entries, the Log Date/ Time where the Log Type is Notification for the communication
» Details— Communication Details:

» For acustomer contact related entry, the Contact Class Description / Contact Type Description is displayed

» Forlead/ lead event related entries, the Log Messages for both the lead / |ead event for the communication is
displayed. There will be one entry for the lead and another for the lead event. If the lead / |ead event created a
customer contact for acommunication, then an entry for the customer contact will also exist.

» Related Object
» For acustomer contact related entry, a hyperlink to the customer contact record
» Forlead/ lead event related entries, there will be one entry for the lead and another for the lead event.
» For thelead related entry, a hyperlink to the lead related to the communication
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» For the lead event related entry, a hyperlink to the lead event related to the communication

Person Tree Zone

Thetreein this zone shows a great deal of information including:

» All accounts linked to the person in context. Refer to Understanding The V for more information.
» Customer contacts linked to this person.

« Thehierarchy of parents and children linked this person.

» All aiases linked to this person.

Y ou can use thistree to both view high-level information about these objects and to transfer to the respective page in which
an object is maintained.

Active Account Summary Zone

The Active Account Summary Zonelists al accounts related to the person in context where they are the main customer
on the account. In addition, accounts linked to this person's children also appear in this zone, and if a child has children,
the grandchildren’s accounts are included. In fact, the system will look for accounts up to five levels deep (meaning that the
great, great grandchildren's accounts will be included in this zone).

NOTE:

Only accountslinked to child personswith afinancial relationship are shown. When you set up a customer
hierarchy, you can define both subsidiaries and "key contacts” (i.e., individuals that you contact at a company). As
described above, this zone will include accounts related to these subsidiaries and key contacts. However, you might not
want to include the personal accounts related to the key contacts in this zone. Y ou can control which accounts appear
in this zone when you set up a hierarchy. Y ou do this by turning on the Financial Relationship switch for those persons
whose accounts should be included.

The following columns are displayed in the grid:
Account I nfo This column contains the standard account information.

Current Balance and Arrears This column contains the account's current balance. If the account's current balance is
greater than zero, a colored bar is displayed in the Arrears column. This bar provides information about the age of the
account's debt. Note that information about debt balances by age is not applicable to open-item accounts. Refer to Context
Zone for more information about this bar.

Last Billed Info This column contains information about the last completed hill sent to the account.

Last Contact Info This column contains information about the last customer contact associated with the account's main
customer.

Timeline Zone - Customer Info

Y our implementation may have configured this page to show one or more timeline zones. Refer Timeline Zone - Account
Info for adescription of how to use these zones.
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Control Central - Account Tree

Once Control Central - Main has an account context, you can navigate to the Account Tree to see an overview of the
persons, premises, and service agreements linked to the account.

Description of Page

This page is dedicated to atree that shows the various objects linked to an account. Y ou can use this tree to both view high-
level information about these objects and to transfer to the respective page in which an object is maintained.

Control Central - Premise Tree

Once Control Central - Main has a premise context, you can navigate to the Premise Tree to see an overview of the
accounts, service points, and service agreements linked to the premise.

Description of Page

This page is dedicated to a tree that shows the various objects linked to a premise. Y ou can use this tree to both view high-
level information about these objects and to transfer to the respective page in which an object is maintained.

Control Central - Bill/Payment Tree

Once Control Central - Main has an account context, you can navigate to the Bill/Payment Tree to see an overview of the
financial transactions linked to the account.

Description of Page

This page is dedicated to a tree that shows the account's bills and payments. Y ou can use this tree to both view high-level
information about these objects and to transfer to the respective page in which an object is maintained.

For balance-forward accounts, bill nodes contain the balance presented on the respective bill, and pay nodes contain the
amount of the respective payment. However, for open-item accounts, the tree behaves differently:

» The amount on bill nodesis equal to the sum of the current charges, adjustments and corrections on the bill.

» Each bill or payment will contain an indication if al of itsfinancial transactions are fully matched. If not, the node will
become red to highlight that unmatched financial transactions exist.

« If abill or payment node is expanded, a summary of the match status of its financial transactions is shown.
» Credit and correction notes appear as separate nodes.

Control Central - Pay Plan Tree

Once Control Central - Main has an account context, you can navigate to the Pay Plan Treeto see an overview of
account's debt and the status of an account's pay plans.

Description of Page

This page is dedicated to a tree that shows the pay plans linked to an account. It displays both current and past (expired) pay
plans. Y ou can use thistree to both view high-level information about these objects and to transfer to the respective pagein
which an object is maintained.
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How To Add A New Customer From Control Central

There are three ways to add a new customer from control central:

» You can add a new customer by invoking the Person and Account pages from the menu bar. Thisis not the
recommended approach, as it requires several screen interactions; either of the following approachesis preferable.

« If your team has set up sales and marketing campaigns, you can use the order transaction to add a new customer. Refer
to Order User Interface Flow for more information. Refer to Sales & Marketing for background information about sales
and marketing campaigns.

» Adding aPerson from Control Central. Y ou navigate as follows:

» You start from Control Central - Main . On this page, you determine if the customer already has an account. If so,
select it and you're done. If not, proceed to step 2.

» Click the + button adjacent to the Person button to transfer to Person - Main Information page (with the name you
entered already defaulted). Use the Person pages to record all relevant information about the new customer. When
finished, proceed to step 3.

» Enter the customer's names, phone numbers, and IDs. Click Save (or press ALT+S) to add the person and account.
The value of Add Account and Start Serviceis defaulted to "on" and the Customer Class defaults based on the
Person Type. This means that when you click save the following will happen: anew person is added, a new account
is added, the new person is linked to the new account, and you will be automatically transferred to Sart / Sop where
you can start service. (Note: Thisisthe default behavior of the system. However, an implementation can define
different functionality by setting up a customer information options feature configuration.

NOTE:
Default. When the system links the person to the account, it defaults the relationship type from the installation options.
A different relationship type can be defined for persons versus businesses on the installation record.

If you need to tinker with information on the account, transfer to account maintenance (use the context menu) and make any
necessary changes.

Finding Who Pays For A Meter

If you know the customer's meter number but you don't know the customer, you have the following options:

» Goto Meter - Main and display the meter. The meter'slast premise will be displayed on this page. Use the premise's
context menu to go to Control Central.

» Go to Meter/Item Search and display the meter. All customers who have paid for service measured by the current
configuration of the meter will be displayed on this page. Y ou can then use the various context menu buttons to toggle to
related information.

Finding Who Pays For An Item

If you know the customer'sitem number but you don't know the customer, you have the following options:

» Goto Item- Main and display theitem. The item's last premise will be displayed on this page. Use the premise's context
menu to go to Control Central.
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» Goto Meter/Item Search and display the item. All customers who have paid for the item will be displayed on this page.
Y ou can then use the various context menu buttons to toggle to related information.

Maintaining The V

As described in Understanding The "V", the "V" objects are those that form the core of your business processes. In this
section, we describe the pages that maintain these objects.

NOTE:

Start / Stop Also Maintains The" V" . The Start/Stop Pages a so maintain many of the objectsin the "V". For example,
service agreements are created behind-the-scenes when you start service for a customer. This means you won't have to
use most of the pages described in this section as part of your day-to-day activities. Rather, they exist in case you need
to override what the system automatically set up for you.

Contents

Maintaining Persons

Maintaining Accounts

Account - SAs For A Debt Class

Using The Account / Person Replicator
Maintaining Service Agreements
Maintaining SA Relationships

Service Provider SA Relationship
Maintaining Premises

Maintaining Service Points

Maintaining Persons

On the person page, you define demographic information about your customers and every other individual or business with
which your company has contact. The topics in this section describe the person page.

FASTPATH:

For more information about persons and their place in the "V", refer to Understanding The "V". For more information
about how most persons are added, refer to How To Add A New Customer From Control Central. For more information
about how a person isrequired to set up a customer, refer to Customer Overview.

Contents

Person - Main Information

Person - Correspondence Information
Person - Characteristics

Person - Persons

Person - Person Portal
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Person - Main Information

The Main page contains core person information like names, telephone numbers, and forms of identification. Open this page
using Main Menu > Customer Information > Person.

Description of Page

Per son Infor mation contains basic information about the person. These values only appear after the person existsin the
database. The I D is a system-assigned random number that stays with a person for the life of the system.

NOTE:

Formatting is performed by a plug-in. The format of Person Information is controlled by a plug-in algorithm on the
installation record. Refer to the base package's person information algorithm for an example. If you prefer different
formatting logic, your system administrator should configure the system appropriately.

The following information may be recorded about a person:

Per son/Businessindicates if the entity isaperson or abusiness. Valid values are: Person , Business . This value controls
how the person's primary name is validated.

Life Support / Sensitive Load indicates if the person has life support or sensitive load equipment. Valid values are: LS/SL
(i.e., the person has life support / sensitive load equipment), None . If the customer has LS/SL equipment, make a note of
the type of equipment in the field provided.

A premise can also havelife support / sensitive load information. If the equipment is physically linked to the premise
(e.g., ahospital has life support equipment), you should NOT specify the life support information on the person. Rather,
transfer to Premise - Misc and specify life support information on the premise.

NOTE:

Alert and C& C. If the base package's C1-LSS.-PER agorithm is enabled on the installation record, and life support /
sensitive load information is specified, an alert will appear when the person is displayed on control central. In addition,

if aperson has life support or sensitive load equipment, it is possible for a different credit & collection severance process
to be kicked off if the person's account associated has overdue debt. Refer to Designing Your Severance Procedures for
more information.

Person Names are used by Control Central to look for accounts and persons. In addition, a person's primary nameis the
addressee on the person's bill unless overridden by the Override Mailing Name (maintained on the Misc tab). The following
fields display:

» Use Name Typeto indicate if the nameisan Alias, Alternate Representation , Doing Business As, Legal , or Primary
name. Note, for new persons, avalue of Primary is defaulted.

NOTE:
The values for the name type field are customizable using the Lookup table. Thisfield nameisNAME_TYPE_FLG.

» Use Person Name to define the person's name. Note well, the name is case sensitive.

NOTE:

Alter nate representations of a person'sname. Y ou would use an Alternate Representation for a person's name when
you have an aternate ways to define the person's primary name. Alternate representations are typically used in countries
that use multiple character sets (e.g., the Primary nameis entered in Chinese, the Alternate Representation is entered in
English). When a person has an alternate name, both the main and alternate names can be used to search for a person.
The Alternate Representation Name Type only appearsif you have enabled alternate names on the installation record.
Refer to the description of the Alternate Representation field under Installation - Main for more information.

Oracle Utilities Customer Care & Billing Business Processes Guide * 68


../F1/F1_02GeneralFramework_Installation_Options_Algorithms.dita
../F1/F1_02GeneralFramework_Installation_Options_Algorithms.dita
dataDictionary?type=algtype&name=PERS-INFO
dataDictionary?type=algtype&name=C1-LSSL-PER

Validation is performed by a plug-in. The validation that is applied to Per son Name (e.g., a comma separating the
last and first name - Smith,Patricia) is controlled by a plug-in algorithm on the installation record. Refer to the base
package's name validation algorithm for an example. If you prefer different validation logic, your system administrator
should configure the system appropriately.

Per son Phone numbers are used by Control Central to look for accounts and persons. The following fields display:

Phone Type indicates the type of phone number, e.g., Home, Mobile, Business, ...

Use Phone Number to define the telephone number. Enter the telephone number in the format described by the Phone
Format.

NOTE:

Formatting is performed by a plug-in. The format that is applied to a Phone Number is controlled by the algorithm
that is plugged in on the respective Phone Type. If you prefer adifferent format, your system administrator should
configure this algorithm appropriately.

Enter the Extension, if any, of the telephone number.

Per son Contacts provide a central location to capture contact information such as phone numbers and email addresses. Any
contact information can be captured. Person Contacts are used on contact preferences for notifications.

While person contacts can be used in lieu of a person phone, the product references person phone data throughout the
system and most areas of the system do not recognize phone data stored in person contacts. Functionality has been provided
to create and maintain person contacts from person phone records. When a person contact type is associated with a phone
type, the person contact cannot be deleted nor can the fields maintained via person phone be edited. (Refer to Maintaining
Person Phone via Person Contact for more information.)

Person contacts can a so be edited or created from the Account Contact |nformation Zone. (SeeAccount - Account Portal for
more information.)

Contact Routing represents a general grouping of person contacts such as email or phone. It is displayed on this page,
and is defined on the person contact type.

Person Contact Type indicates the type of contact such as, home phone, cell phone, or work email.
Contact Information contains the specific contact information such as, the phone number or email address. Enter the
contact information in the format described.

NOTE:

Formatting is performed by a plug-in. The format that is applied to Contact | nfor mation is controlled by the
algorithm that is plugged in on the respective person contact type (refer to Setting Up Person Contact Types for
more information). If you prefer a different format, your system administrator should configure this algorithm

appropriately.

Enter the Extension, if any, of the contact information.
The Primary switch must be set for exactly one person contact for each contact routing.

Do Not Disturb From and Do Not Disturb To indicate the times when a person contact should not be used. (Note:
these fields are active when the Person Contact Type's Allow Do Not Disturb information is set to Optional.

Contact Statusindicates the option contact’s status. Theinitial status can be defaulted from the Person Contact Type.
The status can be manually maintained, as appropriate.

Active/l nactive defaults to Active. Most contact preferences will remain active. When the contact information changes,
the information on the existing contact should be updated.

WARNING:
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It is strongly recommended that existing contacts are updated whenever possible such as when a person’s phone
number or email address changes. When a person no longer has a contact such as an aternate phone number, the
contact should be deleted. Inactive should only be used when the person contact cannot be deleted because it is
referenced on another object such as a contact preference.

A Person's|D's have several uses:

e They are used by Control Central when you look for a customer / premise based on their ID.
» They are used to highlight potential duplicate persons.

» Control Central displays aperson's primary identification in the search results areato help a user identify the customer
when multiple customers match the search criteria.

NOTE:

Person 1D may berequired or optional. The person ID usage flag on the installation record indicates whether at least
oneid for aperson isrequired or optional .

The following fields are used to define a person's ID(S).
e TurnonPrimary ID for the piece of 1D that is the primary means of identifying the customer.

 Indicatethe ID Type. The ID Type defaults from the Installation Record based on the Person Type ( Person versus
Business).

» Enter the identification number in the adjacent fields. Please note that if the ID Number should be formatted (e.g.,
dashesin an American social security number), you do not have to enter the dashes. Rather, you can enter the

information as a contiguous value and the system will format this for you. The format is shown in the adjacent | dentifier
Format column.

NOTE:

Formatting is performed by a plug-in. The format that is applied to an ID Number (e.g., dashesin an American social
security number) is controlled by the algorithm that is plugged in on the respective ID Type. If you prefer a different
format, your system administrator should configure this algorithm appropriately.

If you want to add an account for the person when you save the person information, turn on Add Account and Start
Service. When this switch is on, you must aso define the new account's Customer Class. If thisinformation is specified,
the system creates a new account and links the person to the account using the rel ationship type from the installation
options. In addition, you will be transferred to Start / Stop where you can start service for the newly added account.

NOTE:

Default note. The account's customer class defaults from the Installation Record based on the Per son Type ( Person
versus Business).

A message appearsin the lower right corner of the page that describes the number of accounts the person has. Y ou can click
the adjacent go to button to transfer to Control Central - Customer Information on which all of a person's accounts appear.

Person - Correspondence Information

This page contains information that may be used to address hills, letters, quotes and statements. Use Menu > Customer
Information > Person > Search and navigate to the Correspondence I nfo page.

Description of Page
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If the person does not want their primary name (defined on the Main page) used on bills, letters, quotes and / or statements,
specify the desired name in Override Mailing Name 1, 2, and 3.

Specify the Override Mailing Address fieldsif the person wants their hills, |etters, quotes, and / or statements sent to

an address other than their service addresses (for example, a post office box). In addition, if the person's account doesn't
aready indicate that the person's mailing address should be used, you must update this person’s account(s). Thisinformation
resides in the Address Source field on Account - Person.

NOTE:
Both the Start / Stop and Order transactions allow you to update the person's Override Mailing Address and their
account's address source using a single transaction.

Addressisn't everything. In addition to defining the person's Override Mailing Addr ess, there may be additional
tasks you must perform in order to route information to this address. Refer to the following links for more information:
where are bills sent, where are letters sent, where are quotes sent and where are statements sent.

If you enter an Override Mailing Address:
» The Country defaults from your installation options.

» The address constituents may differ depending on the Country. Refer to Defining Countries for more information on the
address constituents.

« If you have set up postal defaults, the system will default the address constituents when you tab out of the postal code.

« The Validate button on the person page will only be available if you have set the Allow Address Validation option
typeto Y on the General System Configuration feature configuration. Once clicked, the Address Validation Script
on the General System Configuration feature configuration will be invoked to validate the entered address. Refer to
Implementing Address Validation for more information.

Specify the customer's Email Addressif you communicate with the customer via Email. In addition to defining the person's
Email Address, you're correspondence routing software must support sending the information via Email. Refer to the
following links for more information: where are bills sent, where are letters sent, where are quotes sent and where are
statements sent.

Define the L anguage in which the person prefers their bills and correspondence printed.

NOTE:
Default note. The person's language defaults from Installation Options - Person.

FASTPATH:
Refer to Customer Language for more information on options for supporting multiple languages for your customers.

The Seasonal Addresses scroll isonly used if the person wants their correspondence sent to an aternate address during
predefined periods. For example, the customer may want their bills sent to their vacation cottage during the summer. Please
be aware of the following:

» Seasonal addresseswill only be used if the customer's bills, statements, quotes, and / or letters are routed via the postal
service. For example, if you route bills to the customer via Email, the seasonal address will never be used to route bills
to the customer. Refer to the following links for more information: where are bills sent, where are letters sent, where are
guotes sent and where are statements sent.

» Youdon't have to specify a seasonal address for every part of the year. For example, if the customer wants their bills sent
to their service address except during the summer, you need only enter a seasonal address for the summer.

» You can enter a seasonal address with or without an Override Mailing Address. If an Override Mailing Addressis
not specified, the person's correspondence will be addressed as per the instructions on the person's account(s). These
instructions reside in the Address Source field on Account - Person.
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» You can enter multiple seasonal addresses if the customer so desires.

» The Seasonal periodis defined in the two adjacent fields. The first field contains the day and month when the season
starts; the second field contains the day and month when the season ends. The day and month should be entered in the
format defined in your display profile.

» The Status of the address must be Active. You can set the status to Inactive if you want a seasonal address ignored
(alternately, you can just remove the seasonal address).

» The Country defaults from your installation options. The address constituents may differ depending on the Country.
Refer to Defining Countries for more information on the address constituents.

« If you have set up postal defaults, the system will default the address constituents when you tab out of the postal code.

Person - Characteristics

The characteristics page contains information that describes miscellaneous information about the person. Use Menu >
Customer Information > Person > Search and navigate to the Char acteristics page.

Description of Page
NOTE:

Y ou can only choose characteristic types defined as permissible on the person record. Refer to Setting Up
Characteristic Types & Their Values for more information.

Thefollowing fields display:

Effective Date Define the date on which the characteristic becomes effective. The effective date defaults from the
Installation Record.

Characteristic Type Indicate the type of characteristic.
Characteristic Value Indicate the value of the characteristic.

Person - Persons

This page is used to define this person's relationship with other persons. For example, if the person being maintained is
aconglomerate, you can define its subsidiaries on this page. Refer to How To Set Up Customer Hierarchies for more
information about hierarchies.

NOTE:
You're defining " child relationships' . It's important to understand that the persons being defined on this page's grid
should be thought of as"children" of the person on the top of the page.

Children may have children. It's possible for one of the children to have children itself (for example, if you have a
situation where a subsidiary of a conglomerate itself has subsidiaries). To define a child's children, simply display the
child person on this page and then define its children.

Equal relationships. It's possible to link persons where no hierarchy isimplied by the relationship (e.g., spouses). There
are two waysto do this: 1) you can hominate one spouse as the "parent”" and the other asthe "child" or 2) you can define
the spousal relationship for both persons (i.e., you would define Robert Chopin as the husband of Jeanette Chopin, and
Jeanette Chopin as the wife of Robert Chopin). If you choose the latter approach, arecursive relationship will exist.

WARNING:
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If your organization enters multiple levels of person, we want to point out that we do not prevent recursive relationships.
This means that you could set up a nonsensical situation where person 2 is achild of person 1 and person 1 is a child of
person 2.

Use Menu > Customer Information > Person > Search and navigate to the Per sons page.
Description of Page

The grid contains the "children” associated with the "parent” person who is defined at the top of the page. The following
fields display:

Child Person Thisisthe uniqueidentifier of the "child" person. This person's main name appears adjacent.

Child Information An informational message appears to highlight if the child person itself has children. Y ou can click the
corresponding go to button to view the child's children.

Relationship Type Indicate the type of relationship between the parent and the child person.
Start Date Indicate the date on which this relationship began. Thisfield defaults from the Installation Record.
End Date If the relationship expires, indicate the date the relationship stops.

Financial Relationship Turn on this switch if the child person has account(s) and information about these account(s)
should be displayed when the parent person’s hierarchy is displayed in the Active Account Summary Zone.

Person - Person Portal

Select Main Menu > Customer Information > Person and navigate to the Per son Portal page to view additional
information associated with a Person.

Depending on your implementations regquirements, you may define additional zones to appear on this Portal.

Refer to The Big Picture of Portals and Zonesin the Oracle Utilities Application Framework Administration Guide for a
description of portal and zone functionality.

The contents of this section describe the zones that are available on this portal page.

General Information Zone
Person 1D, Person Info are displayed.

Customer Notification Preferences Zone
The Customer Notification Preferences Zone displays notification preferences for the customer in context.

The following table lists the notification types that may appear in this zone and the page to which you will be transferred to
if you click on ahyperlink (if applicable).

Type What Is Displayed
Bill Routing for each account the person receives a copy of the bill. Customer Information: Customer Information hyperlink navigates you
Type hyperlink navigates you to the Account — Persons tab to the Account

Contact Method: Bill Route Type specified on the account

Contact Information: Contact details for the Bill Route Type defined
for the account

PPB New Charge if the person has an active prepaid biller. Customer Information: Customer Information hyperlink navigates you
Type hyperlink navigates you to the Prepaid Biller Task to Prepaid Biller Task
Contact Method: Notification Preference for how the customer will be
notified each time a new charge is calculated (specified on the Prepaid
Biller Task)

Contact Information: Contact details for the new charge Notification
Preference
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Type

What Is Displayed

PPB Payment Request if the person has an active prepaid biller.
Type hyperlink navigates you to the Prepaid Biller Task

Customer Information: Customer Information hyperlink navigates you
to Prepaid Biller Task

Contact Method: Notification Preference for how the customer will be
notified when their prepaid balance is less than the required minimum
balance (specified on the Prepaid Biller Task)

Contact Information: Contact details for the payment request
Notification Preference

Quote Routing for each account where the person receives a copy of
quotes.
Type hyperlink navigates you to the Account — Persons tab

Customer Information: Customer Information hyperlink navigates you
to the Account
Contact Method: Quote Route Type specified on the account

Contact Information: Contact details for the Quote Route Type
defined for the account

Statement Routing for each statement the person will receive.
Type hyperlink navigates you to the Statement Construct — Main tab

Customer Information: Customer Information hyperlink navigates you
to Person

Contact Method: Statement Route Type specified on the statement
construct

Contact Information: Contact details for the Statement Route Type
defined for the statement construct for each statement

Self-Service Notification Preferences Zone

The Self-Service Notification Preferences Zone displays active notification preferences for the customer in context and is
only applicableif your implementation integrates with Oracle Utilities Customer Self Service.

The applicable notification types (self-service task types) are defined on the Self-Service Integration master configuration.

The following details are displayed for each active notification task (self service task) and the page to which you will be
transferred if you click on ahyperlink (if applicable):

» Notification Task Information — Summary information for each of the customer’s active notification tasks. The hyperlink
navigates you to the notification task (self-service task).

» Account Info — Details of the account linked to the notification task (self-service task). The hyperlink navigates you to
the account.

» CSSWeb User — End customer’s User 1D supplied by Oracle Utilities Customer Self Service when the customer
registers for the notification task (self-service task).

» Dédlivery Types—List of customer’s preferred communication channels specified on the notification task (self-service
task).

Maintaining Accounts

The account record contains information that controls billing and collection processes. Y ou should only need to use this
page if you need to fine-tune the information that the system has set up by default because:

» Most accounts are created when you add a new person or when you complete an order for a new customer.
» Many fields are populated behind-the-scenes as part of the service activation process.
The topicsin this section describe the pages on which account related information is maintained.

FASTPATH:
For more information about accounts and their place in the "V", refer to Understanding The "V".

Contents

Account - Main Information
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Account - Auto Pay

Account - Person Information

Account - Financial Balances

Account - Bill Messages
Account - C&C
Account - Budget

Account - Deposits

Account - Characteristics

Account - Alerts

Account - Account Portal

Account - Main Information

The Main page contains core account information. Open this page using Main Menu > Customer Information >
Account.

Description of Page

The primary name of the Account's main customer and the Account 1D are displayed on every tab in this page. These
values only appear after the account exists on the database. The Account 1D is a system-assigned random number that stays
with an account for life.

NOTE:

Formatting may be performed by a plug-in. The basic information about an account that appears at the top of this
page (and on many other pages in the system) may be formatted by a plug-in algorithm on the installations record.
Refer to the base package's account information algorithm for an example. If you prefer different formatting logic, your
system administrator should configure the system appropriately.

A "check digit" is displayed adjacent to the account ID. Thisisfor information purposes only, and is not needed to operate
the system. The following points describe how the check digit is calculated for an Account 1D equal to 0011883422 .

Calculate the sum of thefirst and every aternate digit in the account id. A = 14 = 0+1+8+3+2

Calculate the sum of the second and every aternate digit in the Account ID and multiply by 2. For example, B =30=(0
+1+8+4+2)*2

Add A and B. For example, C=44=14+ 30

Count the number of digits used to calculate B that are greater than 4. For example, D = 1 since only 8 is greater than 4.
Multiply D by 9. For example, E=9=1x9

Subtract E from C. For example, F=35=44-9

Subtract the units position of F from 10 to find the check digit. For example, check digit =5 =10 - 5 (5 is subtracted
from 10 because F = 35 and there the units position is 5).

NOTE:
Technical note. The above is calculated in the common routine called CIPCACDN .

Set Up Date is the date the account wasiinitialy set up. Thisis purely informational .
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Currency Code defines the currency in which the account's financial transactions are expressed. All rates and payments
associated with this account must be denominated in this currency.

NOTE:
Default note. The currency defaults from the Installation Record and may be overridden here.

Customer Class playsapartin:
 |f and when a customer is subject to late payment charges.

» The account's default collection class and when the account debt monitor reviews an account. Refer to The Big Picture of
Credit & Collections for more information about how and when an account's debt is reviewed.

» And severd other functions. Refer to and Setting Up Customer Classes for more information.

NOTE:
Default note. The customer class defaults from Installation Options - Account (Person Customer Class) and may be
overridden at will.

CIS Division defines the jurisdiction that governs this account. Y ou may only select CI S Divisions associated with the
account's Customer Class. Thisfield is updated behind the scenes every time a service agreement is activated (the system
uses the CI S Division associated with the service agreement's SA type). If you have assigned a Cl S Division and do not
want the system to change it when a service agreement is activated, turn on Protect CI S Division.

NOTE:

CIS Division governs many functions. An account's CIS Division impacts its subsequent bill due dates, late payment
charge dates, credit & collections review dates, its default budget plan, the roles assigned to To Do entries, and the
calendar of workdays. Refer to Setting Up CISDivisions and Setting Up Customer Classes for more information.

Access Group controls which users are allowed to view and update this account's information (including bills, service
agreements, payments, premises, ...). The system defaults this value from the user's default access group. Refer to The Big
Picture of Row Security for a complete description of how account security isimplemented in the system.

The optional Account Management Group controls the roles assigned to To Do entries associated with an account. Refer
to Setting Up Account Management Groups for more information.

Enter a Comment to define unusual information about the account. If thisfield is populated, an alert will highlight suchin
the Alert Zone.

Bill Cycle controls when ahill is produced for an account. Thisfield is updated behind the scenes every time a service
agreement with a service point is activated. The route the system takes to do this update is as follows:

» Itlooksfor al service points linked to the service agreement.

» It extracts the service cycle from one of the service points.

» Finally, it takes the bill cycle from the service cycle.

While thisisalittle complicated, it makes sense because it keeps the bill cycle in sync with the service cycle.

If you have assigned a hill cycle and do not want the system to change the bill cycle when a service agreement is activated,
turn on Protect Bill Cycle.

Mailing Premise I D defines the address on bills for persons who have their bill sent to the account's mailing premise. This
field may be updated behind the scenes when a service agreement is activated. The word "may" is used because the system
will only update an account's mailing premise if there are no active service agreements currently linked to the account.
Refer to Account - Person Information for more information about how to define where a person has their correspondence
and bills sent.

If you do not want the mailing premise to change when a service agreement is activated, turn on Protect Mailing Premise.
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If you want to stall billing until after some future date, enter the date in Bill After.

If user should review the account's printed bills before they are sent to the customer, enter the user 1D of the individua who
reviewsthebill in Bill Print Intercept.

The balances shown in the scroll are the total amounts of debt belonging to every debt class linked to the account's service
agreements. The following information is displayed:

» Debt Classisthe debt class associated with the account's service agreement(s).

« Current Balanceisthe amount of debt the customer currently owes.

» Payoff Balance is the amount the customer would owe if they wanted to pay off their debt.

To see summary information about the service agreements that contribute to the financial totals click the go to button
adjacent to the respective amount.

WARNING:
If you do not understand the difference between payoff balance and current balance, refer to Current Amount versus
Payoff Amount.

Account - Auto Pay

The Auto Pay page is used when an account pays their bills automatically (e.g., by direct debit or credit card).

FASTPATH:
Refer to How And When Are Automatic Payments Created for more information.

Open Main Menu > Customer Information > Account and navigate to the Auto Pay tab to maintain thisinformation.
Description of Page

The Account Auto Pay scroll defines the bank account / credit card from which the customer's automatic payments are
debited. Multiple auto-pay options may exist if the customer changes auto-pay options over time. The following fields

display:

» Start Dateisthe date on which the automatic payment information comesinto affect. The system creates an automatic
payment for any bill produced for this account with a due date on/after this date and on/before the End Date. If End
Dateis not specified, this means the automatic payment option appliesindefinitely. Y ou need only specify an End Date
if the customer wants to stop paying automatically.

» Auto Pay ID isthe unique, system-assigned identifier of the auto-pay record. Thisvalueis assigned after the information
is saved on the database and may not be modified.

» Use Auto Pay Sour ce Code to define the source of the funds used to satisfy the automatic payment request. For
example, if acustomer indicates that they want to use their checking account to pay their bill, you would specify the
Auto Pay Sour ce Code associated with their bank. The source's description and external source ID (e.g., bank routing
number) are displayed adjacent.

» Use Auto Pay Method to specify whether you want the system to process automatic payments as Direct Debit or
Payment Advice . Thisfield isvisible only if feature configuration is set up to support payment advice functionality.
Refer to Payment Advices for more information on the payment advice functionality.

« UseExternal Account I D to define the customer's bank account / credit card number.

* Youwill be required to define an Expires On dateif the Auto Pay Sour ce Code references a tender type that requires
an expiration date (e.g., if the Auto Pay Source is a credit card company).

» Enter the Name of the customer asit appearsin the financial ingtitution's system. This name is routed to the financial
institution.
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NOTE:
Default note. The Name will default to the primary name of the main customer linked to the account after you enter a
Start Date. Thisdefaulting is only possible for accounts that exist on the database.

» In somelocales, customers can define aM aximum Withdrawal Amount to limit the amount of money that is
automatically debited from their account. Refer to How To Implement Maximum Withdrawal Amounts for more
information.

» Use Commentsto describe anything interesting / unusual about the automatic payment request.

Account - Person Information

The Account Person page contains information about the person(s) linked to the account.

NOTE:
Both customers and non-customers (e.g. the accounting service that handles the bills of acommercia customer) can be
linked to an account.

When you add an account from Person - Main or from Order - Main the system automatically links the person to the
account, so you typically won't have to open this page. However, if you need to link multiple persons to an account (e.g.,
because you need to send a duplicate of the account's bill to someone other than the main customer) or change information
about a person on an account, open Main Menu > Customer Information > Account and navigate to the Per sons tab.

Description of Page
The Account Persons scroll contains one entry for every person linked to the account. The following fields display:
Person I D The unique identifier of the person linked to the account. The person's name is displayed adjacent.

Main Customer Turn on this switch if the person isthe main customer on the account. Only one person on an account may
be designated as the main customer.

The significance of the main customer is that its name will appear adjacent to the account 1D throughout the system.
Financially Responsible Turn on this switch if the person is financially responsible for the account's debt.

This switch ison and gray if the person isthe Main Customer because the main customer is always financially responsible.
If multiple persons are linked to the account, you use this switch to indicate which ones are financially responsible versus
those that are linked for other purposes.

Third Party Guarantor Turn on this switch if the person isa 3rd party guarantor of the account's debt. This switch is off
and gray if the personisthe Main Customer.

Relationship Type Define the relationship between the person and the account. Refer to Setting Up Account Relationship
Codes for information about setting up relationship types.

NOTE:
Default note. When the system links the person to the account when you add an account from Person - Main, it defaults
the relationship type from the Installation Record.

Prefix/Suffix and Pfx/Sfx Name Use these fields if you need to append additional information to a customer's name when
correspondence or bills are sent to this person. For example, if the account has declared bankruptcy you might attach
"Debtor In Possession” to the person's name. Use Prefix/Suffix to indicate if the Pfx/Sfx Name should be appended to the
front or the back of the customer's name.
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Receives Copy of Bill Turn on this switch if the person receives a copy of the account's bills. Turning off this switch grays
the remaining fields. This switch is on and gray if the person isthe Main Customer because the main customer always
receives a copy of the hill.

FASTPATH:
Refer to The Source Of Bill Routing Information for more information about how the remaining information is used to
format the address of ahill.

Bill Route Type Indicate how the bill is sent to the customer. Thisfield's value defaults from the Installation Record. If the
Bill Route Type you select indicates that bills are routed via Fax, the person's fax number is displayed adjacent (the system
knows which of a person’s phone numbersis afax number by the phone type). If the Bill Route Type you select indicates
that bills are routed via Email, the person's Email addressis displayed adjacent. If the Bill Route Type you select indicates
that bills are routed via the Postal service, you must choose an appropriate Addr ess Sour ce to define which address should
be used. Refer to Setting Up Bill Route Types for more information about bill route types.

Bill Format Indicate if the customer should receive a Detailed or a Summary hill.

NOTE:
The values for thisfield are customizable using the Lookup table. The values need to match the formats supported by
your bill print software. Thisfield nameis BILL_FORMAT_FLG.

Number of Bill Copies Indicate how many copies of the bill the person receives.
Customer PO ID Indicate the purchase order ID the customer wants printed on their copy of the bill.

NOTE:
Receives Copy of Quote and Quote Route Type only appear if the quotation Contract Management module is not
turned off.

Receives Copy of Quote Turn on this switch if the person receives a copy of the account's quotes. Turning off this switch
graysthe remaining fields. This switch is on and gray if the person isthe Main Customer because the main customer
always receives a copy of the account's quotes.

FASTPATH:
Refer to Printing Quotes for more information about how the remaining information is used to format the address of a
quote.

Quote Route Type Indicate how the quote is sent to the customer. This field's value defaults from the Installation Record.
If the Quote Route Type you select indicates that quotes are routed via Fax, the person's fax number is displayed adjacent
(the system knows which of a person’'s phone numbersis afax number by the phone type). If the Quote Route Type you
select indicates that quotes are routed via Email, the person's Email addressis displayed adjacent. If the Quote Route Type
you select indicates that quotes are routed via the Postal service, you must choose an appropriate Addr ess Sour ce to define
which address should be used. Refer to Setting Up Quote Route Types for more information about quote route types.

Receives Collection and Overdue Notices Turn on this switch if the person receives letters (i.e., notifications) initiated by
collection, severance, write-off, overdue and cut events. These events will send letters to the main customer and any other
person linked to the account that Receives Notifications. This switch ison and gray if the person isthe Main Customer
because the main customer always receives notifications. Refer to Printing Letters for more information about how letters
are produced by the system.

Address Source If the Bill Route Type or the Quote Route Type you selected indicates that bills/ quotes are routed via
the postal service, you must choose the appropriate Addr ess Sour ce.

Choose Mailing Premise on Account if bills/ quotes should be sent to the address associated with the Mailing Premise on
thefirst page. This addressis displayed adjacent.
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Choose Person if bills/ quotes should be sent to the person's mailing address. This address is displayed adjacent.

Choose Account Override if bills/ quotes should be sent to an override address specified below. Typically, you would only
choose this option if the person has multiple accounts and each account's bills / quotes should be sent to a different address.
If you choose this option, the bottom of this page will become populated with fields that should be used to specify this
override address.

Override address constituents If you selected an Address Sour ce of Account Override , you must enter the address to
which bills/ quotes will be sent in the address constituents. The number and type of address constituents is based on the
Country. Thesefields will beinvisible for other Address Sour ces.

Note, the Country defaults from Installation Options - System. The City, County and State default based on the Country
and Postal Code if a Postal Default exists for the postal code.

The Vdidate button on the account page will only be available if you have set the Allow Address Vaidation option type to
Y on the General System Configuration feature configuration. Once clicked, the Address Validation Script on the General
System Configuration feature configuration will be invoked to validate the entered address. Refer to Implementing Address
Validation for more information.

Allow Communication Preference: Turn on this switch if person contacts can be used on communication preferences for
this account. The switch is on and disabled when the person isthe Main Customer because their contact information can
always be used on contact preferences for notifications.

Account - Financial Balances

The financial balances page is an information-only page that subdivides an account's debt by debt class. The balances
shown on this page are the total amounts of debt belonging to every debt class linked to the account's service agreements.

NOTE:
The sour ce of debt class. An account's debt comes from its service agreement(s). Every service agreement has an SA
type. Every SA type references a debt class.

Open Main Menu > Customer Information > Account and navigate to the Financial Balances.
Description of Page
The account's Current Balance displays at the top of the page.

The Debt Class Balances scroll contains one entry for every debt class linked to the accounts non-closed / non-cancelled
service agreements. The following information is displayed for each debt class.

» Debt Classisthe debt class associated with the account's service agreement(s). To see summary information about the
service agreements that contribute to the debt classtotals click the adjacent Go To button.

» Current Balanceisthe amount of debt the customer currently owes.
» Payoff Balance is the amount the customer would owe if they wanted to pay off their debt. Payoff balance is only
displayed if it differs from current balance.

WARNING:
If you do not understand the difference between payoff balance and current balance, refer to Current Amount versus
Payoff Amount.

» The Debt Class Arrears shows the age of all amounts that make up the current balance.
» The Days Old and Amount information shows the age of the debt class's debt.

NOTE:
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Information about debt balances by age is not applicable to open-item accounts.

Account - Bill Messages

The Account Message page contains information about the message(s) to appear on an account's hills. Both one-time
and permanent messages may be defined. Thisinformation is used when the system assembles messages to appear on an
account's bill. Refer to The Source of Bill Messages for more information about bill messages.

Open Main Menu > Customer Information > Account and navigate to the Bill M essages tab to access this page.
Description of Page

The following fields are displayed:

Bill Message The message code and description of the message that appears on the customer's bill.

Bill M essage Type Use Temporary to indicate the message should only be linked to the next bill produced for the account.
Use Permanent if the message should appear on every hill. Note, a value of Temporary defaults.

Account - C&C

The Credit Rating page contains the credit rating transactions that impact an account's credit rating and cash-only score.
To view or modify these transactions, open Main Menu > Customer Information > Account and navigate to the C& C
(credit and collections) tab.

Description of Page

Collection Class controls how the account's debt is compared against collection criteriato determine if a collection process
should be started. Refer to The Big Picture of Credit & Collections for more information about how and when an account's
debt is reviewed.

NOTE:
Default note. The Collection Class defaults from the account's customer class when the account is first added. It may
be overridden at will.

If you need to prevent an account from being reviewed by credit and collections processes (i.e., the account debt monitor
and the write-off monitor), use Postpone Credit Review Until to define the future date when these processes can again
review the account's debt.

Last Credit Review Date is the date when the account's debt was last reviewed by the account debt monitor (ADM).

NOTE:

Forced ADM review. If you want the ADM to review an account's debt the next time it runs, simply change the Credit
Review Date to adate in the distant past (e.g., 1/1/1900). The next time the ADM2 background process runs, it'll see
that a great deal of time has past since the last time it reviewed the account's debt and review it (and then set the Credit
Review Date accordingly).

The account's Current Credit Rating is displayed. For an explanation of how this number is derived, see How isan
account's credit rating calculated?.

The account's Current Cash Only Score is displayed. For an explanation of how this number is derived, see How isan
account's cash-only score calculated?.

The Credit Rating History scroll contains one entry for each credit rating history record associated with the account. The
following fields display:
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Start Date Thisisthefirst date the credit rating transaction affects the account's credit rating and cash-only score.
End Date Thisisthelast date the credit rating transaction affects the account's credit rating and cash-only score.
The Created On message is formatted using an algorithm on the Installation Options.

Affect Credit Rating By Thisisthe effect of the credit rating transaction on the account's credit score. This should be a
negative number because the lower the score the worse the credit rating.

An account's credit rating is equal to the start credit rating amount defined on the installation record plus the sum of credit
rating demerits that are currently in effect. When an account's credit rating is less than the credit rating threshold defined on
the installation record, the account's credit rating is displayed as an alert in the Alert Zone.

Affect Cash-Only Score By Thisisthe effect of the credit rating transaction on the account's cash-only score. The higher
the score, the greater the chance this account will be marked as cash-only. Therefore, a positive number should be used to
make the score go up.

An account's cash-only score is equal to the start cash-only score defined on the installation record plus the sum of cash-
only points that are currently in effect. When an account's cash-only score exceeds the cash-only threshold score defined on
the installation record, the account is flagged as cash-only in the Alert Zone and on the payment event page.

Comments Enter comments to clarify the reason(s) for the creation of the transaction.
Contents

How are credit rating transactions created?

How is credit rating calculated?

What impact does credit rating have in the system?

How is cash-only score calculated?

What impact does cash-only score have in the system?

How are credit rating transactions created?

Credit rating transactions may be created as follows:

 Certain types of collection events add credit rating transactions. The number of credit rating and cash-only pointsis
defined on the collection event type.

 Certain types of severance events add credit rating transactions. The number of credit rating and cash-only pointsis
defined on the severance event type.

» Certain types of write-off events add credit rating transactions. The number of credit rating and cash-only pointsis
defined on the write-off event type.

» |f apayment tender is canceled with a cancellation reason that indicates the cancellation was due to non-sufficient
funds, a credit rating transaction is created. The number of credit rating and cash-only points is defined on the payment
cancellation reason code.

» You may configure your system to create a credit rating transaction when a pay plan is broken. To do this, you must plug
in an appropriate Broken Algorithm on the pay plan type.

» A user may create credit rating transactions at their discretion.

» Algorithms may add credit rating transactions. The system provides sample overdue event and cut event activation
algorithms that add credit rating transactions. Refer to C1-OE-CR-RT and C1-CE-CR-RT for more information. Some
examples of algorithms your implementation may decide to introduce: the creation of alate payment charge. To do this
you could introduce a new adjustment freeze algorithm.

NOTE:
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Created By Flag. The credit rating transaction includes a Created By flag that is customizable using the Lookup table.
Thisfield nameisCR_RAT_CRE BY_FLG. If your implementation uses algorithmsto create credit rating history
transactions, you may consider adding appropriate values to the Created By flag. Also note that the Created By flag
includes the value Other , which may be used by your implementation specific agorithmsif you do not want to add a
new custom value.

How is credit rating calculated?

An account's credit rating is calculated by summing the Affect on Credit Rating from credit rating transactions effective
on the current date. This value is added to the perfect credit rating defined on the installation record. The result isthe
customer's current credit rating.

What impact does credit rating have in the system?

The following points describe the impact of an account's credit rating:

» Anaccount's current credit rating is displayed in the Control Central Alert areawhen it's less than the threshold credit
rating defined on the installation record.

» Anaccount's credit rating may affect how the account's debt is collected. We used the word "may" because an account's
credit rating will only affect collection criteriaif you set up your collection processes to do this.

FASTPATH:
For more information, refer to Designing Your Collection Class Control Overrides.

How is cash-only score calculated?

An account's cash-only score is calculated by summing the Affect on Cash-Only Score from credit rating transactions
effective on the current date. This value is added to the beginning cash-only score defined on the installation record. The
result is the customer's current cash-only score.

What impact does cash-only score have in the system?

If an account's current cash-only score exceeds the cash-only threshold on the installation record, and the base package's
C1-CASH-ACCT agorithm is enabled on the installation record:

» The customer isflagged as cash-only in the Control Central Alert area.
» If auser attempts to add a payment whose tender type is a cash-equivalent, awarning is issued.

Account - Budget

The Budget page contains information about all service agreements linked to an account that are eligible to participate in a
budget billing plan. Refer to Budget Billing for more information about how this information affects the account's bills.

NOTE:
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You are actually changing service agr eements. When you change a service agreement's budget amount on this page,
you are actually changing the service agreement's recurring charge amount. Refer to Service Agreement - Recurring
Charge for more information.

Eligible service agreements. It's important to be aware that some service agreements linked to an account may not be
eligible for budget plans. For example, assume you have a customer with a deposit service agreement and one or more
utility service agreements. This customer will be billed for their deposit regardless of the utility service agreements
budget amounts. Y ou define whether a service agreement may participate in a budget plan on the service agreement's SA

type.

Open Main Menu > Customer Information > Account and navigate to the Budget tab to view thisinformation.
Description of Page

The appearance and dialogue of this page differs slightly for an account with a small number of service agreements (100 or
less) versus alarge number of service agreements (more than 100).

» For an account with a small number of service agreements, the user may click the Recommend Budget button to
generate aNew Budget for each service agreement. At that point the service agreement's budget amount has not been
updated. The user may review the calculated amounts; make desired changes and then click Save to update the budget
amount for the service agreements.

WARNING:
Y ou must save the page in order for the budget changes to take affect.

» For an account with alarge number of service agreements, the user may click the Calculate and Apply New Budget
button. At that point the system will calculate the recommended budget and update the Budget Amount on all the
eligible service agreements. To change the budget amount for one or more of the service agreements, the user navigates
to the service agreement page using the drill down button adjacent to the service agreement in question.

Click Cancel Budget to have the system set the New Budget amount to zero for all the account's service agreements on
budget.

NOTE:

Budget Recommendation. Though this page lists all SAs eligible for a budget, the budget recommendation only
calculates a budget amount for SAswhose start and end date (if any) includes the budget date. Additionally, the budget
dateis used to select the rate schedule that isin effect for an SA if estimating consumption is necessary.

Budget Plan controls how the account's debt is managed for budget-related purposes. Specificaly, it controls how the
recommended budget amount is calculated and how / when the customer's budget is periodically changed.

NOTE:
Default note. Budget plan defaults based on the account's customer class/ division combination.

Use New Budget Date to define the effective date of any changes to the customer's budget amount (this date is the effective
date on the respective service agreements' recurring charge history).

The system displays the sum of the service agreements’ current budget amountsin Total Budget Amount.

For accounts with a small number of service agreements, the system displays the sum of the service agreements new budget
amountsin Total New Budget.

The grid that follows contains a row for each service agreement linked to the account that is eligible to participate in a
budget billing plan:

SA Information Thisisaconcatenation of basic information about the service agreement.
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Last Changed Date Thisisthe date when the service agreement's budget amount (i.e., recurring charge amount) was last
changed.

Budget Amount Thisisthe existing budget amount (i.e., recurring charge amount) for the service agreement.

New Budget For accounts with asmall number of service agreements, the service agreement's budget amount (i.e.,
recurring charge amount) will be changed to reflect this value when the page is changed. The effective date of the changeis
defined in New Budget Date.

Account - Deposits

The Deposits page contains information about all cash and non-cash deposits linked to an account.

NOTE:

Cash versus Non-cash Deposits. Non-cash deposits (e.g., letters of credit, surety bonds, 3rd party deposits) can be
added and maintained on this page. Cash deposits are maintained using service agreements. Refer to Cash Deposits for
information about how to add and maintain cash deposits.

Open Main Menu > Customer Information > Account and navigate to the Deposits tab to view thisinformation.
Description of Page
The following fields appear in the Deposit Summary:

Cash Deposits On Hand The total amount of cash deposits currently held for the account. Thisvalueis equa to the sum of
the payoff balances from all service agreements whose SA type has a specia role of Cash Deposit . Refer to Cash Deposits
for information about how to add and maintain cash deposits.

Cash Deposits Requested Thisvalueis egqual to the sum of Total Amount to Bill from all service agreements whose
SA type has a special role of Cash Deposit . Refer to Cash Deposits for information about how to add and maintain cash
deposits.

Non-Cash Deposits The total amount of active non-cash deposits currently held for the account. Thisvalueis equal to the
sum of non-cash deposits displayed in the scroll below (note, non-cash deposits can be maintained in the same scroll).
Total Deposits on Hand Thisis the sum of cash and non-cash deposits held for the account.

Turn on Do Not Review or Refund if this account should not be considered by the Deposit Review background process
(this process highlights customers who require an additional deposit) or by the Deposit Refund background process. Refer
to The Big Picture Of Deposits for more information about these processes.

The Non-Cash Deposit scroll contains an entry for every non-cash deposit linked to the account. Refer to Non Cash
Deposits for more information.

To modify anon-cash deposit, smply moveto afield and change its value. To add a new non-cash deposit, click the +
button and then fill in the information for each field.

Start Date Thisisthe date the non-cash deposit is effective.
End Date Thisisthe expiration date of the non-cash deposit.

Non Cash Deposit Type Select the appropriate non-cash deposit type. The value selected isimportant asit controls
whether the system requires a Third Party Deposit and whether the system will create a To Do entry near the expiration
date of the deposit. Refer to Setting Up Non-Cash Deposit Types for more information.

Deposit Class Select the deposit class in which this non-cash deposit should be included. Thisvalue is used when the
system amal gamates an account's total deposits when checking if the account holds an adequate deposit (amalgamation and
recommendation happens within a deposit class). Refer to Deposit Class Controls Everything for more information about
the significance of deposit class.

Deposit Amount Indicate the amount of the non-cash deposit.
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Document Number Enter the document number, if any, associated with the non-cash deposit (e.g., the letter of credit
number, the surety bond number, etc.).

Third Party Deposit SA |If a3rd party has paid the cash deposit for the account, reference the deposit SA associated with
the 3rd party. Refer to 3rd Party Deposits for more information about how 3rd party deposits are maintained in the system.

Comments Enter any free-form comments about the non-cash deposit.

Account - Characteristics

The characteristics page contains information that describes miscellaneous information about the account. Use Main Menu
> Customer Information > Account and navigate to the Char acteristics tab to open this page.

Description of Page
NOTE:

Y ou can only choose characteristic types defined as permissible on the account record. Refer to Setting Up
Characteristic Types & Their Values for more information.

The following fields display:

Effective Date Indicate the date on which the characteristic value becomes effective. Note, the effective date defaults to the
account's setup date (defined on the Main page).

Characteristic Type Indicate the type of characteristic.
Characteristic Value Indicate the value of the characteristic.

Account - Alerts

The alerts page contains information that describes various alerts assigned to the account. Use Main Menu > Customer
Information > Account and navigate to the Alerts tab to open this page.

Alerts assigned to an account appear in the Alert Zone. They are used to bring important information to the attention of any
customer service representative who looks at the account. Up to 60 aerts can display in the Alert Zone.

Description of Page

The following fields display:

Alert Type Indicate the type of alert to show on Control Central.

Start Date Indicate the date on which the alert starts showing in Control Central. The current date defaults.

End Date Indicate the date on which the aert stops showing in Control Central. Y ou can leave thisfield blank if the alert
should be effective indefinitely. The date defaults to the Start Date plusthe Alert Type's aert period.

Account - Account Portal

Select Main Menu > Customer Information > Account and navigate to the Account Portal tab to view additional
information associated with an Account.

Depending on your implementations requirements, you may define additional zones to appear on this Portal.

NOTE:
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Refer to The Big Picture of Portals and Zonesin the Oracle Utilities Application Framework Administration Guide for a
description of portal and zone functionality.

The contents of this section describe the zones that are available on this portal page.

» General Information Zone: Account ID and Account Info are displayed.

» Account Contact I nformation Zone: The account contact information zone displays person contacts associated with the
account in context. Only records for persons that allow communication preferences are shown.

This zone provides the ability to add or edit existing person contacts. The edit functionality is limited. This provides
aconvenient way to edit basic information for person contacts. When adding a person contact, person contact types
associated with phone types are not available. (Refer to Maintaining Person Phone via Person Contact for more
information.)

Full maintenance of person contacts can be performed on the Person — Person Contacts page.

» Push Communication Preferences Zone: This zone displays contact preferences and opt-out preferences for push-
based notification types - meaning those notifications to which customers do not need to subscribe in order to receive.
Y ou can maintain the customer's preferred method(s) of contact (the preferences) for receiving these notifications, or
process a customer's request to opt out of receiving them.

NOTE:

Push notifications have parent and individual notification types. Communication preferences are established for
parent notification types. The individua notification types reference a parent notification type and define the message
to be sent using the preferences established for the parent. As mentioned, for push notifications a subscription is not
needed; a default contact can be determined in the absence of contact or opt-out preferences.

Not all notification types are relevant to all customers. Notification types can be configured with a suppression
criteria algorithm that can prevent some notification types from appearing. It is possible that a notification type was
suppressed after active contact preferences were set up. These notification types and their contact preferences are also
shown when the filter is set to show inactive preferences.

Refer to Push vs. Subscription Notification Types and Parent vs. Individual Push Notification Types for more
information.

Please see the zone's help text for information about this zone's fields.

» Subscription Communication Preferences Zone: This zone displays contact preferences for subscription-based
notification types - meaning those notifications to which customers need to subscribe in order to receive them. Y ou can
maintain the customer's preferred method(s) of contact (the preferences) for receiving these notifications. A notification
for subscription-based notification cannot be sent without an active contact preference. Opting out is not applicable to
subscription-based notification types.

NOTE:
Unlike push notifications, communication preferences are established for the subscription notification types, which
also defines the message to be sent.

Not al naotification types are relevant to all customers. Notification types can be configured with a suppression
criteriaalgorithm that can prevent some notification types from appearing. It is possible that a notification type was
suppressed after active contact preferences were set up. These notification types and their contact preferences are also
shown when the filter is set to show inactive preferences.

Refer to Push vs. Subscription Notification Types
Please see the zone's help text for information about this zone's fields.
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Account Management Portal

The Account Management portal is used to maintain multiple accounts linked to a particular customer.
Open this page using Main Menu > Customer Information > Account Management

Some examples of customers with large numbers of accountsinclude:

« Public school districts with many school |ocations

» Corporate entities with many franchise locations

» Large apartment complexes with many open units

 Service providers billed for many end customers

« Cities, counties, or townships (for street lights, sewer service, etc.)

Y ou can select one or more accounts to update, or you can broadcast an account’ s service agreements for group SA
maintenance. Update actions can be performed on either accounts or SAs. The following items are examples of the account
information that can be updated:

» Mailing address

e Characteristics

» Autopay information

» Bill cycle

« Account management group

The following items are examples of the service agreement information that can be updated:
» Rate schedules

 Contract riders and contract values

e Tax exemptions

e Characteristics

When you update information, you can select an account or SA to use as atemplate, and use this as a basis for updating
multiple accounts. The system will copy information from the template to the selected accounts or service agreements.
Refer to the embedded help on the Update Details page for more information about using a template to update accounts.

Description of Page

Use the Account Search zone to search for aperson. The Person | D isrequired. Include Hier ar chy determines whether
you wish to search for accounts directly linked to the person id specified, or if you want to find all accountsin the hierarchy
using person to person relationships. Y ou can aso enter one or more of the following values to further restrict the list of
accounts returned: Customer Class, Account Management Group, Bill Cycle or Characteristic Type/Value.

Once a person is selected, you can view and maintain the accounts and the service agreements associ ate with the person.
Click the broadcast icon next to an account to view SAs for the account. The Service Agreement List zone includes a
summary listing of the non-closed, non-canceled service agreements of the broadcast account.

Select one or more accounts and click Update Accounts to modify account information. Select one or more service
agreements and click Update Service Agreements to modify service agreement information. Refer to the embedded help
on the Update Details page for descriptions of the values that can be updated.

The Person Tree zone, similar to that of Control Central, shows the hierarchy of child persons for the person that has been
broadcast.
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Account - SAs For A Debt Class

Thisis an information-only page that shows an account's service agreements grouped by debt class.

NOTE:

The sour ce of debt class. An account's debt comes from its service agreement(s). Every service agreement has an SA
type. Every SA type references a debt class.

To access this page, drill down on a debt class shown on Main Menu > Customer Information > Account.
Description of Page

The Account I D and the primary name of the account's main customer are displayed.

Debt Classisthe debt class associated with the account's service agreement(s).

NOTE:

An account may have service agreements that belong to other debt classes. Navigate to Account - Main Information to
see alist of al debt classes associated with an account.

The Service Agreement scroll contains one entry for each service agreement that belongs to the Debt Class. The following
information is displayed for each service agreement.

» SA (service agreement) I nfo is a concatenation of important details about the service agreement.
» Premise defines the service agreement's main premise.
» Current Balanceisthe amount of debt the customer currently owes.

» Payoff Balance is the amount the customer would owe if they wanted to pay off their debt. Payoff balance is only
displayed if it differs from current balance.

WARNING:

If you do not understand the difference between payoff balance and current balance, refer to Current Amount versus
Payoff Amount.

» SA Arrearsdisplays the age of the amounts that make up the current balance.
» The Days Old and Arrears Amount information shows the age of the service agreement's debt.

NOTE:
Information about debt balances by age is not applicable to open-item accounts.

Using The Account / Person Replicator

There are two different ways to use this transaction:

 You can make many copies of agiven Person/ Account combination. This may be required if your company works with
3rd party agencies who enroll customers on its behalf. In this situation, the 3 rd party agency may receive blocks of pre-
allocated account numbersto be used when they enroll a customer. When a customer signs up, the person information
can be updated with information about the newly enrolled customer.

» Perform the following steps if you need to create many copies of a given person and account:
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» Add a new person and account if you don't already have a customer to serve as your "template”.

» Usethe account / person replicator to create copies of the person and the account as described below (and make sure
to use the Replicate Acct and Person option).

» You can create many Accounts for asingle Person. This may be required if you have a customer who wants many
separate accounts rather than a single consolidated account.

» Perform the following steps if you need to create many copies of a given account for a specific person:

» Select the account that serves as the template account for the person. Note, this account must be linked to the person
who wants the many accounts.

» Usetheaccount / person replicator to create copies of the account as described below (and make sure to use the
Replicate Account Only option).

UseMain Menu > Customer Information > Account/Person Replicator to open this page.
Description of Page
Choose the Account that serves as the template account.

NOTE:

Recommendation. Carefully verify that the template account you have chosen is correct before you save the replicated
accounts. After you save the replicated accounts, any corrections could prove time consuming.

At the top of the page, indicate the Number of accounts and personsto Replicate.

Indicate the Main Person Name Base, which will be used as the main person name for all the new persons to be created.
Thisfield will be protected if you choose a Replicate Type of Replicate Account Only (as ho persons are created).

Use Replicate Type to define if you want to create multiple copies of an account for a given person or if you want to create
many new person / account combinations. See the description that appears above for more information about this field.

After entering the above, click the Replicate button to generate your new accounts and persons. The grid displays
informational messages describing what will happen when you click save. For example, it will verify how many accounts
will be created, the person whose record will be copied, the name that will be used on all the new persons, etc..

If everything looks clean, click save.
Contents

Information Replicated for New Persons
Information Replicated for New Accounts

Information Replicated for New Persons

Except for the main name, which you indicate in the Main Person Namefield, al information for the main person linked to
the account will be copied to the new persons.

WARNING:

This copy includes the person's identification number. Thiswill result in multiple persons with the same identification
number. Y ou should ensure that the identification number for your template person is atemporary number. When you
sign up your actual customer, be sure to update the identification number to avalid number for the person.
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Information Replicated for New Accounts

Although most information for an account will be copied, not al information will be. The following points describe the
information that is NOT copied on newly replicated accounts:

» Mailing premise will be set to blank
» Setup Dateis set to the current date
+ Credit Review Date and Postpone Credit Review Until Date will be set to blank
» Auto Pay information will not be copied
 Credit Rating History will not be copied
» Non-cash deposit information will not be copied
NOTE:
that all miscellaneous persons linked to the account (i.e., those who are not flagged as Main Customers) will be linked

to the new accounts. With this functionality, for example, you can create a person for athird party enroller and link this
enroller to the template account. This enroller will then be linked to all the new accounts.

Maintaining Service Agreements

A service agreement contains the terms and conditions controlling how the system cal culates charges for a specific service
supplied to a customer. The topicsin this section describe the pages on which service agreement related information is
maintai ned.

NOTE:
The system creates most service agreements behind the scenes. Most service agreements are created "behind the
scenes' by the system as part of the Start Service and Order completion processes. Y ou should only have to access the

service agreement pagesif you need to fine-tune what the system defaults. Refer to Start / Stop and Maintaining Orders
for the details.

FASTPATH:

For more information about service agreements and their place in the "V", refer to Understanding The "V". For more
information about the source of information defaulted onto service agreements, refer to Setting Up Start Options.

WARNING:

Take special care when adding a new service agreement to specify the appropriate Division and SA Type asit will affect
how the customer is billed, what rate can be specified, how overdue debt is collected, and much more. After the service
agreement is activated, you may not change its SA type.

Contents

The Lifecycle Of A Service Agreement
Service Agreement - Main Information
Service Agreement - Rate Info

Service Agreement - SA/ SP
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Service Agreement - Chars, Qty & Rec. Charges
Service Agreement - Miscellaneous

Service Agreement - Contract Options

Service Agreement - Interval Info

Service Agreement - TOU Contract Values
Service Agreement - Billing Scenarios

Service Agreement - SA Portal

Service Agreement - SA Portal

The Lifecycle Of A Service Agreement

The following diagram shows the possible lifecycle of a service agreement.

Service Agreemert Lifecyrle

Fending Start

1

Active

‘_-_-_-_._-_-'\

Pending Stop

\

Stopped Reactivated

Billable States

Canceled

Closed

Pending Start When you initiate a request to start service, the system initiates a service agreement in the state of Pending
Start . A pending start service agreement remainsin this state until everything necessary to start service is defined in the
system.

Active The system automatically changes the state of Pending Start service agreementsto Active when everything
necessary to start service existsin the system. Refer to Activating Pending Starts for more information. While in this state,
the system hills the service agreement's account for the service.

Pending Stop When you initiate a request to stop service, the system progresses the service agreement to the Pending Stop
state. A pending stop service agreement remains in this state until everything necessary to stop serviceis defined in the
system.

Stopped The system automatically changes the state of Pending Stop service agreements to Stopped when everything
necessary to stop service exists in the system. Refer to Finalizing Pending Stops for more information. The service
agreement remainsin this state until it is paid in full.

A service agreement can be automatically stopped depending on the SA Type configuration of the Stop Option Flag.
Service agreements configured to automatically stop will be stopped when all SP related SAs of the account are stopped.
For example, if an account has a cable service and a charitable contribution service agreement then the charitable
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contribution service agreement can be configured to automatically stop when the cable service agreement is stopped. The
stop date of the charitable contribution will be set equal to the stop date of the electric SA.

Closed The system moves a service agreement to the Closed state when it no longer has afinancial balance.

Reactivated The system moves a service agreement to the Reactivated state if afinancial transaction is created after a
service agreement is Closed (e.g., when a payment is canceled after the service agreement is closed). Please be aware that
Reactivated service agreements are processed by the Write Off Monitor.

When the service agreement once again has a zero balance (e.g., because the customer pays or the debt is written off), the
service agreement returns to the Closed state.

Cancelled Y ou may Cancel a service agreement if it shouldn't exist (because the customer doesn't want service). While
cancellation doesn't physically remove a service agreement from the database, most queries and trees suppress information
about canceled service agreements. This means cancellation is a nice way to logically delete undesired service agreements.

You'll noticein the above diagram that you can cancel an Active, Pending Stop or Stopped service agreement. Y ou may
only do thisif the service agreement's financial transactions and non-billed billable charges are all cancelled.

Y ou should rarely have to change a service agreement's status. Why? Because the system changes the status behind-the-
scenes when various events take place. For example,

» When you request a service start using the Start/Stop page, the system creates a service agreement in the pending start
state.

» |f you cancel apending start before service is activated, the system automatically changes the state of the service
agreement to cancelled .

» When everything necessary to start service exists, the system automatically changes the state of the service agreement to
active.

» When you request a service stop using the Start/Stop page, the system changes the state of the stopped service agreement
to pending stop state.

» When everything necessary to stop service exists, the system automatically changes the state of the service agreement to
stopped .

» When afinal payment is received and the stopped service agreement's bal ance becomes zero, the system automatically
changes the state of the service agreement to closed . The system can a so close a service agreement as part of the write-
off processing.

« If the payment bounces, the system automatically changes the state of the service agreement to reactivated . And the
system will change it back to closed when the account's balance returns to zero.

» |f abillable charge isinterfaced into the system, the system automatically changes the state of the service agreement to
reactivated .

Y ou may need to manually change a service agreement's state for the following reasons:

» |If aservice agreement was activated inadvertently, you may cancel it (and therefore logically remove it from the system)
after canceling al of itsfinancial transactions. Y ou do this by clicking the cancel button on the service agreement page.
Y ou may also cancel an incorrect service agreement if the status transitions to pending stop or stopped before you have a
chance to correct the mistake.

 If you don't want to wait for the system to automatically activate a pending start service agreement, you may push the
activate button on the service agreement page. Y ou might do thisin order to create abill for an impatient customer.

 If you don't want to wait for the system to automatically finalize a pending stop service agreement, you may push the
stop button on the service agreement page. Y ou might do thisin order to create areal time final bill for a customer.

» If you don't want to wait for the system to automatically close a stopped service agreement, you may push the close
button on the service agreement page.

» Sometimes a service agreement is closed or stopped by mistake. Y ou can activate a stopped, closed, or reactivated
service agreement using the Reinstate SA button on the service agreement page. Using the Reinstate SA button retains
the current service's billing history.
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NOTE:

Onetimeinvoices (i.e., one-time billable char ges) are interesting. One-time invoice service agreements follow the
above lifecycle; it'sjust that they do it quickly. Y ou see, when aone-time invoice service agreement is created, both

its start and stop dates are known (they are the invoice date). If you followed the above state transition discussion,

you'll understand that the system progresses these invoices from pending start to stopped when the service agreement is
activated.

Contents
Renewing Service Agreements
Expiring Service Agreements

Renewing Service Agreements

Some service agreement types (e.g., non-billed budgets) may allow or require renewal. If renewal is optional, arenewal date
may be specified when the service agreement is created. If renewal is required, you must specify arenewal date.

The SA renewal background process initiates the renewal for all active service agreements when the renewal dateis reached
(i.e., therenewal date is on or before the process date). When a service agreement is renewed:

» The SA renewal agorithm (specified on the SA type) is executed. The SA renewal agorithm can be used to customize
the processing required to renew an SA.

 |f the SA renewal algorithm is successful, the renewal and expiration date (if calculated by the renewal agorithm) on the
service agreement are updated with the values returned from the renewal agorithm.

 If the renewal processis not successful, a To Do list entry (of type TD-SARN ) is created for the account and service
agreement.

Expiring Service Agreements

Service agreements may specify an expiration date. Some service agreement types (e.g., non-billed budgets) require an
expiration date. The SA expiration background process initiates the request to stop service for all active SAswhen the
expiration date is reached (i.e. the expiration date is on or before the process date).

Service Agreement - Main Information

The Main page contains basic service agreement information. Open Main Menu > Customer Information > Service
Agreement to maintain thisinformation.

Description of Page

SA (service agreement) I nfo and SA ID are displayed on every page. These values only appear after the service agreement
exists on the database. The I D is a system assigned random number that stays with a service agreement for life. The SA
Info is a concatenation of important details about the service agreement and its account.

NOTE:

Formatting may be performed by a plug-in. The contents of SA Info may be formatted by a plug-in algorithm on
SA Type. Refer to the base package's C1-SAT-INFO for an example. If such an algorithm is not plugged-in on the SA
Type, the system looks for a corresponding algorithm on the installation record. Refer to the base package's C1-SAl-
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INFO for an example. If you prefer different formatting logic, your system administrator should configure the system
appropriately.

SA Status defines the state of the service agreement. The system typically changes the state of a service agreement behind-
the-scenes. If you can't wait for the system, use one of the adjacent buttons:

» Click the Activate SA button to activate a Pending Start service agreement.

» Click the Cancel SA button to cancel a Pending Start or Active , Pending Stop or Stopped service agreement.

« Click thelnitiate Stop button to populate the End Date and change the state of the service agreement to Pending Stop .

» Click the Stop SA button to stop a Pending Stop service agreement.

» Click the Close SA button to close a Stopped or Reactivated service agreement.

» Click the Reinstate SA button to reinstate a Closed , Reactivated , or Stopped service agreement to an Active service
agreement.

FASTPATH:
Refer to The Lifecycle of a Service Agreement for more information about SA Status.

If the quotation module isnot turned off, a'rea" service agreement can be created when a proposal service agreement is
accepted. If the service agreement you've displayed was created in such away, information about the Proposal SA will
appear beneath SA Status.

Enter the Account ID that isfinancially responsible for the service agreement. If you change a service agreement's Account
ID, you are effectively transferring this service agreement (and its debt) to the new account.

Indicate the C1 S Division and SA Type. Thesefields are very important as they control numerous aspects of the service
agreement's behavior. These fields are gray when the statusis not Pending Start .

FASTPATH:
For more information about what the SA type controls, refer to Setting Up SA Types.

The Start Date defines when the financial relationship begins. The End Date defines when the financial relationship
terminates. If the end date is blank, the service agreement has not yet been terminated.

Use Maximum Bill Threshold if you want the system to generate a bill error when a bill segment is produced in batch that
exceeds agiven value. These hill errors will appear on the standard billing queries and To Do lists. If, after reviewing the
high value bill segment, a user truly intends to send the bill out, they should regenerate the bill. Refer to How To Correct A
Bill Segment That's In Error for more information.

NOTE:
Default note. The value of Maximum Bill Threshold defaults from the service agreement's SA type.

If the SA Type has a special role of Interval , you must enter the Cutoff Time and Start Day Option that is used by
interval pricing and derivation agorithms to determine the start and end intervals to process. Similarly, if the SA Type has
aspecial role of Bill Determinants Required , you must enter the Cutoff Time and Start Day Option that is used on abill
determinants usage request. Refer to Start and End Times for Billing for more information about how these fields are used.

» The Cutoff Timeisenteredin "legal time". This value defaults from either the start option or the installation record.
Refer to Bill Period and Seasonal Time Shifts for information describing how thisfield is used.

» For Start Day Option, you may choose Current Day or Previous Day . This value defaults from either the start option or
the installation record.

Use Customer Read to define if the customer reads his or her own meter. Valid valuesare: Yes, No.
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Turn on Allow Estimatesif it's OK for the billing process to estimate this service agreement's consumption if areal meter
read ismissing at billing time. If the SA type does not allow estimates, this field will be gray.

NOTE:
Consumption estimation. Consumption is only estimated by billing if all of the following points are true:

a) A real read cannot be found;

b) The service agreement allows estimation;

¢) The bill cycle schedule allows estimation (if the bill is produced by the BILLING background process);
d) The operator allows estimation (if the bill is produced as aresult of an ad hoc request);

€) The rate schedule allows estimation;

If you've set up the system to use start options, you can have the system default many fields by copying the terms from a
start option when service is started using either Start / Stop or the Order transaction. The Start Option field contains the
last start option whose field values were copied to the service agreement. If you need to change a service agreement's terms
by applying a different start option, you can. Refer to Changing A Start Option for a description of how to do this.

If the service agreement’s rate uses premise-based characteristics for taxation and other purposes, Char acteristic Premise

I D defines the premise that supplies these characteristics. This field also defines the premise under which the service
agreement’s bill segments are classified and is used to identify where the service agreement’s service is located on various
windows. Thisfield isgray if the service agreement's SA type doesn't require a characteristic premise. For more information
about rates and their use of characteristics, refer to Setting Up Bill Factors.

NOTE:

Selecting a characteristic premise. If the service agreement has service points, only premises associated with these
service points may be selected asa Char Premise. If the service agreement doesn't have service points, any premise
may be selected.

Y our conversion process will fill in Old Account I D for service agreements that were converted from your legacy CIS
system. The payment upload process uses thisfield to locate the accounts for payments that reference alegacy account
number.

If the service agreement requires atotal amount to bill, the amount is displayed. Thisfield istypically only used on loan
or cash deposit service agreements. It holds either the loan amount or the desired cash deposit. If you increase thisfield's
value, the customer will be billed for any difference between the new amount and the total amount billed (and paid for) to
date. The label that appears for thisfield is defined on the SA type (on the Billing tab). We recommend that the system be
set up so that this label is very specific, for example:

+ It should be called Cash Deposit Amount if the total amount to bill is for a deposit.
« |t should be called L oan Amount if the total amount to bill isfor aloan.

Number of Payment Periods only appears for loan SA types. It displays the number of periods specified when the loan
was first activated. (The number of payment periods may have been subsequently changed on Loan maintenance.)

If the service agreement uses a recurring charge, the current recurring charge amount is displayed. Transfer to the Service
Agreement - Recurring Charge to update this value. Thisfield is not visible if the service agreement's SA type doesn't allow
recurring charges. The label that appears for thisfield is defined on the SA type (on the Billing tab). We recommend that the
system be set up so that thislabel is very specific, for example:

« It should contain Budget Amount if the recurring chargeis for a budget.
|t should contain I nstallment Amount if the recurring charge is used for a deposit being paid in installments.
« It should contain Payment Amount if the recurring charge is used for aloan.

SA Relationship I D contains the ID of the SA Relationship that is associated with a sub service agreement. Thisfield is
only visible on sub service agreements. Refer to Sub Service Agreements for more information.
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CIAC Review Date displays the last date that the Contributions In Aid of Construction (CIAC) review process ran for
this service agreement. Thisfield is only visible if the SA type indicates thisis a CIAC service agreement. Refer to CIAC
Segmentation for more information on CIAC.

Deposit Interest Calculated contains the last date the system applied interest. Thisfield isonly visible if the SA type hasa
specia role of Cash Deposit .

The Scheduled Payment Autopay flag determinesif the non-billed budget scheduled payments are excluded from
automatic payment or included by automatic payment. If the account is not set up for automatic payment for the period
that covers the non-billed budget, this flag cannot be set. Thisfield is only visible if the SA has a special role of Non-billed
Budget .

The NBB Recommendation Rule displays the description of the non-billed budget recommendation rule used for this SA.
Thisfield isonly visible if the SA has a special role of Non-billed Budget .

Expiration Date contains the date at which the service agreement is set to expire.

Renewal Date contains the date at which the service agreement is to be renewed. Renewal date is disabled if renewal is not
allowed on the SA type.

Debt Classindicates the debt class into which the service agreement's current balance is categorized by credit and
collections. A service agreement's debt classis defined on its SA type. Refer to Different Collection Criteria For Different
Customers And Different Debt for more information about debt class.

Current Balance indicates the amount the customer currently owes for the service.
Payoff Balance indicates the amount the customer would owe if they wanted to close the service agreement. Thisvalueis
only displayed when it differs from current balance.

FASTPATH:
Refer to Current Amount versus Payoff Amount for more information.

The Days Old and Arrears Amount information shows how old the current balance is. This information will be blank if
the current balance is a credit.

NOTE:
Information about debt balances by age is not applicable to open-item accounts.

This bottom of this page contains a tree that shows the various objects linked to the service agreement. Y ou can use this
tree to both view high-level information about these objects and to transfer to the respective page in which an object is
maintai ned.

The topics that follow describe miscellaneous features on this page.
Contents

Changing A Sart Option

The Impact of Proposal Service Agreements

Changing A Start Option

If the service agreement isin the pending start state, you can use the Sart/Stop - Pending SAs page to change the service
agreement's SA type and/or start option.

If the service agreement isin the active or pending stop states and if the SA type uses start options, a button appears on
Service Agreement - Main called Apply New Start Option. When clicked, the Apply New Start Option dialog box opens.

Thefieldsin this dialog box allow you to define a Start Option whose terms should be copied to the service agreement
as of agiven effective date ( Apply Start Option on). Because most terms on a service agreement are effective-dated,
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it'simportant that you understand the following ramifications of applying a start option (note, we use the word "terms" to
generically reference any of the fields that can be defaulted from a start option):

» Termsarereused if Start Option contains the same value as defined in the service agreement. For example,

« If the Start Option references the same rate as defined in the service agreement, a new rate record will NOT be
created.

» |f the Start Option references a contract rider that's currently defined in the service agreement, anew rider will NOT
be created.

» Termsthat support explicit expiration (i.e., those with an end date) are expired if they are not referenced on the new
start option. For example, if the service agreement has arider that is not referenced on the new start option, it will be
expired.

NOTE:

Interval profiles and TOU maps are expired using the Start Day Option and Cutoff Time in the new start option and not
the existing values for the SA.

» Termsthat support implicit expiration (i.e., those without an end date) are left unchanged if they are not referenced on
the new start option. For example, a service agreement characteristic that isn't referenced on the new start option will
NOT be modified when a new start option is applied.

NOTE:

Only start optionsrelated to the service agreement's SA type can be used. It should be noted that only start options
related to the service agreement's SA type can be specified. If the service agreement isin the pending start state, you
can change the service agreement's SA type on the Main tab or via Start/Stop - Pending SAs. If the service agreement is
active, you may not change its SA type.

When you click OK awarning window will appear that summarizes the changes that will be made to the service agreement.
After confirming what will be changed, click OK to change the service agreement's terms. The Start Option that is shown
on the Main tab will now reflect the start option whose terms were just applied.

The Impact of Proposal Service Agreements

If the quotation moduleis not turned off, you may display a proposal service agreement on Service Agreement - Main.
This section describes how Service Agreement - Main differs when a proposal service agreement is displayed.

The SA Status section is replaced with a section that shows the status of the proposal service agreement (proposal SA).

Proposal SA Status defines the state of the proposal service agreement. The Quote Maintenance transaction typically
changes the status of a proposal SA when users accept, decline and cancel quote details. If you wish to change the status of
aproposal SA independent of this transaction, you can press one of the adjacent buttons

» Click the Activate button to change the status from Pending to Quotable . Note, you can set up the system to
automatically make newly created proposal SAs quotable by plugging in the appropriate Proposal SA Creation algorithm
on the SA's SA type.

» Click the Accept button to change the status from Quotable to Accepted . When you accept a proposal SA, you will be
asked to supply the Start Date of the rea service agreement that will be created.

 Click the Decline button to change the status from Quotable to Declined . When you decline a proposal SA, you will be
asked to supply a Decline Reason.

 Click the Cancel button to change the status from Quotable to Canceled .
» Click the Reactivate button to return a Canceled or Declined proposal SA to the Quotable state.
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FASTPATH:
Refer to Proposal SA Sate Transition for more information about Proposal SA Status.

If the proposal SA has been declined, the Decline Reason appears beneath Proposal SA Status. Refer to Accepting /
Declining Quote Details for more information.

It the proposal SA was changed after a quote detail was generated using the proposal SA's terms, a Remark appears
beneath Proposal SA Status highlighting such.

NOTE:
Changing A Start Option. You can Apply A New Sart Option on pending and quotable proposal SAs.

If areal service agreement was created when the proposal SA was accepted, Real SA 1D appears and contains the ID of the
real service agreement. Refer to Accepting / Declining Quote Details for more information.

Service Agreement - Rate Info

The rate info page contains the service agreement's rate and information needed by the rate to calculate the service
agreement's bill segments. Thisinformation is only displayed if the service agreement's SA type allows arate.

Open Main Menu > Customer Information > Service Agreement and navigate to the Rate I nfo tab to access this page.
Description of Page

The Rate grid controls the rate used to calcul ate the service agreement's bill segments. Multiple rows will only exist if the
service agreement's Rate changes over time.

A service agreement's Rate is populated by the system when serviceis started. The method used to populate the initial Rate
depends on how service is started and whether you use start options:

 |f the service agreement’s SA type uses start options:

» |f the Order transaction is used to start service, the rate is populated using the start option associated with the package
that was selected by the user when the order was completed.

» If Start / Stop is used to start service, the rate is populated using the start option selected by the user when service was
initiated.
« If the service agreement's SA type does not use start options, the SA type's default rate is populated on the service
agreement.

Billing selects a single rate from the Rate grid when it calculates a bill segment for the service agreement. If multiple rates
are defined in this grid, the rate is selected based on the service agreement's SA type's Rate Selection Date. The following
fields display:

» Effective Dateisthe date the rate becomes effective. The service agreement's start date defaults.

» Rate Schedule defines the rate used to cal culate the service agreement's bill segments. Note, you can only choose rates
defined as permissible on the service agreement's SA type; the permissible rates are shown in the adjacent tree.

NOTE:

Possible override. If your service agreement is linked to aterms of service record, it is possible that the rate used by the
system could get overridden by one referenced on the terms of service. If the rate is overridden by the TOS, the tree on
this page indicates the rate source.
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The Contract Rider grid contains the contract riders that are in effect for the service agreement. Thisinformation is
defaulted when service is started using a start option (using the contract rider information defined on the start option). You
should only have to access this section if you need to fine-tune what the system defaults.

Billing uses this information when it calculates a bill segment for the service agreement if:
» Therate used to calculate the bill segment contains a calculation rule that references a bill factor.
» Thereferenced bill factor requires a contract rider to levy the associated charge.

If aContract Rider does not exist or is not effective, the charge associated with the calculation rule is not applied to the
customer's bill.

To modify acontract rider linked to the service agreement, simply move to afield and change its value. To remove a
contract rider, click the - button. To add a new contract rider, click the + button and fill in the information for each field.
The following fields display:

» Use Start Dateto define the date on which the contract rider becomes effective. The service agreement's start date
defaults.

» Use End Date to define the date on which the contract rider expires. This field need only be specified if the contract
rider expires on an explicit date.

» UseBill Factor to define the type of rider. Y ou may only reference Bill Factor s designated as being applicable for
contract riders. Note, the Bill Factor slinked to the rate that are marked with contract rider applicability are shown in the
adjacent tree under the Contract Rider node.

FASTPATH:
For more information about contract riders, refer to Defining General Bill Factor Information .

The Contract Values grid contains the contract values that are in effect for the service agreement. Thisinformation is
defaulted when service is started using the contract value information defined on the start option used to start service (if
any). You should only have to access this page if you need to fine-tune what the system defaults.

Billing uses this information when it calculates a bill segment for the service agreement if:

» Therate used to calculate the bill segment contains a calculation rule that references a bill factor.
» The referenced bill factor uses a contract value to define the amount charged.

The following fields display:

» Use Start Dateto define the date on which the contract value becomes effective. The service agreement's start date
defaults.

» Use End Date to define the date on which the contract value expires. Thisfield need only be specified if the value rider
expires on an explicit date.

» UseBill Factor to define the type of value. Y ou may only reference Bill Factor s designated as allowing valuesin
contract terms. Note, the Bill Factor s linked to the rate that are marked as allowing valuesin contract terms are shown in
the adjacent tree under the Contract Value node.

* Use Valueto define contract value.

FASTPATH:
For more information about contract values, refer to Defining General Bill Factor Information .

The Tax Exemptions section contains the taxes from which the service agreement is al or partially exempt.
Billing uses this information when it calculates a bill segment for the service agreement if:

» Therate used to calculate the bill segment contains a calculation rule that references a bill factor.

» Thereferenced bill factor can have tax exemptions that limit the amount of the charge.

Oracle Utilities Customer Care & Billing Business Processes Guide « 100



If the bill factor doesn't have atax exemption or there are none that are effective during the bill period, thetax islevied

in full. If the service agreement is exempt, the appropriate charge associated with the tax is calculated. We strongly
recommend using the "%T" substitution character in the Description on Bill on tax-exemptible calculation rules so that an
appropriate tax exemption message appears on the customer's bill.

FASTPATH:
For more information about tax exemptions, refer to Defining General Bill Factor Information .

The following fields display:
» Use Start Date to define the date on which the tax exemption becomes effective.
» Use End Date to define the date on which the tax exemption expires.

« UseBill Factor to define the tax from which the service agreement is exempt. Y ou may only reference bill factors
designated as being tax exemptible. Note, the Bill Factor s linked to the rate that are marked as tax exemptible are shown
in the adjacent tree under the Tax Exemption node.

» Use Percent Exempt to define the customer tax exemption percent (e.g., 90 means the customer is 90% exempt and will
only pay 10% of the normal tax rate).

» UseTax Exempt Typeto specify the type of exemption.
» UseTax Certification if the customer has atax exemption certificate.

Rate Information Tree

The tree shows the service agreement's permissible rates and the related types of contract riders, contract values and tax
exemptions that are possible given these rates.

» The Permissible Rates node displays all the rate schedules associated with the service agreement's SA Type.
» The Effective Rate Schedule node indicates the rate schedule currently effective.

» The Contract Rider node displays the bill factors linked to the service agreement's rate(s) that may have contract riders
defined for them. If you expand a node, you can see the individual calculation rule(s) on which the bill factor is specified.
If the service agreement has a value defined for the contract rider that is currently in effect, it is also shown.

» The Contract Value node displays al the bill factors linked to the service agreement's rate(s) that may have contract
values defined for them. If you expand a node, you can see the individual calculation rule(s) on which the bill factor is
specified. If the service agreement has a contract value defined that is currently in effect, it is aso shown.

» The Tax Exemption node displays all the bill factors linked to the service agreement's rate(s) that may have tax
exemptions defined for them. If you expand a node, you can see the individual calculation rule(s) on which the bill factor
is specified. If the service agreement has atax exemption defined for the bill factor that is currently in effect, it isalso
shown.

If the service agreement is currently linked to aterms of service record for an effective umbrella agreement, additional
information is displayed in the tree.

» The Permissible Rates node displays the rate source value associated with the service agreement's SA Type.

 If the terms of service record linked to the service agreement has atemplate SA and the rate source is Check TOS First,
then SA |, the Effective Rate Schedule node displays the rate schedule for the template SA. An additional node indicating
whether the rate source is the template SA or the current SA is displayed below.

» The Contract Rider, Contract Vaue and Tax Exemption nodes include the terms of service usage value from the hill
factor.

FASTPATH:
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Refer to Rate Terms Overridden By Terms Of Service for more information.

Service Agreement - SA / SP

The SA / SP page contains the service points that are linked to the service agreement. Thisinformation is only displayed if
the service agreement's SA type allows service points.

Thisinformation is updated by the system when serviceis started. Y ou should only have to access this page if you need to
fine-tune what the system defaults.

WARNING:
Y ou must understand the "V" very well before attempting to maintain this information. Refer to Understanding The
"V"for moreinformation.

Use Main Menu > Customer Information > Service Agreement and navigate to the SA/SP tab to open this page.
Description of Page

Billing uses SA / SP information to amalgamate consumption when it calculates a bill segment for the service agreement.
The following fields are displayed:

Service Point 1D Theidentity of the service point. The type and location of the service point is displayed adjacent. This
field is gray after the service point is committed to the database.

Meter/Item Info The meter / item that is currently installed at the service point is displayed. Refer to Installing and
Removing A Meter and Installing and Removing An Item for more information.

How to Use (SP) Indicates how billing uses the consumption associated with the service point. Thisfield is gray for item-
type service points. Valid values are: Add , Check , Subtract . Add service points have their consumption added to the total
amount of consumption billed under a service agreement. Subtract service points have their consumption subtracted from
the total amount of consumption billed under a service agreement. Check service points are ignored by billing.

Use Percent Indicates the percentage of this service point's consumption that is billed under the service agreement. This
field is gray for item-type service points.

Start Date/Time The date and time the service point's consumption starts being billed under the service agreement. The
service agreement'’s start date defaults. If the SA Type has a special role of Bill Determinants Required , the system sets this
date based on the service agreement's start date, the service agreement's start day option and cutoff time, and the SA Type's
initial start date option to reflect the earliest possible date/time that usage may be requested for the SA.

Start Meter Read The meter read that records the register values, as they appeared when the service point was linked to
the service agreement. The meter reading's date and time are displayed adjacent. Thisfield is disabled for item-type service
points.

NOTE:
Only meter reads that have been marked as "Use on Bill" may be specified.

Stop Date/Time The date and time the service point's consumption stops being billed under the service agreement. If the
SA Type has a specid role of Bill Determinants Required , the system sets this date based on the service agreement's stop
date and the service agreement's start day option and cutoff time to reflect the latest possible date/time that usage may be
requested for the SA.

Stop Meter Read The meter read that records the register values as they appeared when the service point was unlinked
from the service agreement. The meter reading's date and time are displayed adjacent. Thisfield is disabled for item-type
service points.

NOTE:
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Only meter reads that have been marked as "Use on Bill" may be specified.

The Field Activity grid contains the list of field activities that have been generated in respect of this SA / SP. Refer to Field
Activitiesto Sart Service, Field Activities to Stop Service and The Big Picture Of Severance Events for more information.

Field Activity Theunique ID of any field activity associated with starting, stopping, investigating, or severing the service
at the service point.

Field Activity Type Indicates why the field activity islinked to the SA/SP. Valid values are Start Activity , Stop Activity ,
Severance Activity , or Service Activity .

The Characteristics grid contains characteristics that are only applicable for a given SA / SP combination. These are
typically only used for obscure SA/SP relationships for which unusual pricing terms or interval billing options have been set

up.

NOTE:
Y ou can only choose characteristic types defined as permissible on the SA/SP record. Refer to Setting Up
Characteristic Types & Their Values for more information.

The following fields display:

Effective Date Indicate the date on which the characteristic value becomes effective. The service agreement's start date
defaults.

Characteristic Type Indicate the type of characteristic.

Characteristic Value Indicate the value of the characteristic.

Service Agreement - Chars, Qty & Rec. Charges

This page contains the Characteristics, Contract Quantities and Recurring Charges that are in effect for the service
agreement.

Use Main Menu > Customer Information > Service Agreement and navigate to the Chars, Qty & Rec. Char ges page.
Description of Page

The Characteristics grid contains information that describes miscellaneous information about the service agreement. This
information is defaulted when service is started using the characteristics defined on the start option used to start service (if
any). You should only have to access this section if you need to fine-tune what the system defaullts.

NOTE:
Y ou can only choose characteristic types defined as permissible on the service agreement record. Refer to Setting Up
Characteristic Types & Their Values for more information.

The following fields display:

Effective Date Indicate the date on which the characteristic value becomes effective. The service agreement's start date
defaults.

Characteristic Type Indicate the type of characteristic.
Characteristic Value Indicate the value of the characteristic.

The Contract Quantity grid contains the contract quantities that are in effect for the service agreement. Thisinformationis
defaulted when service is started using the contract quantities defined on the start option used to start service (if any). You
should only have to access this section if you need to fine-tune what the system defaullts.
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Billing may use this information when it calculates a bill segment for the service agreement if the rate has pre-processing
calculation groups. Refer to All Calculation Rule-Based Rates Share a Common Structure for more information about pre-
processing cal culation groups.

The following fields display:

Effective Date The date this quantity becomes effective. The service agreement's start date defaults.
Contract Quantity Type Thetype of contract quantity.

Contract Quantity The contract quantity.

The Recurring Char ge section contains effective-dated information that defines the recurring charge amount used to
calculate the service agreement's bill segments. Thisinformation isonly displayed if the service agreement's SA type allows
arecurring charge amount.

A service agreement's recurring charge amount history is updated by the system behind-the-scenes as part of the Start
Service process. The budget recal culation process can also update this information. Y ou should only have to access this
section if you need to change a service agreement's recurring charge amount on some future date.

Billing uses recurring charge information to select the appropriate recurring charge when it calculates a bill segment for
the service agreement. To modify arecurring charge, simply move to afield and change its value. To change the recurring
charge amount effective on a given date, click the + button to insert arow, then fill in the information for each field. The
following fields display:

Effective Date The date the charge becomes effective. The service agreement's start date defaults.
NOTE:

Recurring charge changes during a bill period. Only one recurring charge will be used on any bill segment. The
system selects the recurring charge value effective on the end date of the bill segment.

Recurring Charge Amount The recurring charge amount.

Service Agreement - Miscellaneous

The miscellaneous page contains information that describes miscellaneous information about the service agreement. Use
Main Menu > Customer Information > Service Agreement and navigate to the Misc page.

Description of Page

Start Requested By displays the information entered in the Requested By field on the Start Stop page when this SA was
started.

Stop Requested By displays the information entered in the Requested By field on the Start Stop page when this SA was
stopped.

Select the SIC Code associated with the customer. Thisistypically only used for commercial and industrial customers.

Enter a Business Activity associated with the customer. This can be used to further define what types of activities are
served by this contract.

The bill message grid contains information about the message(s) to appear on a service agreement's bill segments. Both one-
time and permanent messages may be defined. This information is used when the system assembles messages to appear on
an account's bill (as part of bill completion). Refer to The Source Of Bill Messages for more information. The following
fields are displayed:

» For Bill Message Code, select a message code to appear on the customer's bill.

» For Bill Message Type, use Temporary to indicate the message should only be linked to the next bill produced for the
account. Use Permanent if the message should appear on every bill. Note, avalue of Temporary defaults.

Oracle Utilities Customer Care & Billing Business Processes Guide « 104



The terms and conditions (T& C) grid contains the service agreement's T& C's. Thisinformation is defaulted when service
is started using a start option (using the T& C information defined on the start option). Y ou should only need to change
thisinformation if you need to fine-tune the defaults. Refer to Legal Terms and Conditions May Be Specified on Service
Agreements for more information. The following fields display:

» Use Start Dateto define the date on which the T& C becomes effective. The service agreement's start date defaullts.

» Use End Date to define the date on which the T& C expires. Thisfield need only be specified if the T& C expires on an
explicit date.

» Use Termsand Conditionsto define the type of T&C.

Service Agreement - Contract Options

The contract options page contains the contract options and contract option events for interval billing service agreements.
Refer to Contract Option Background Topics for more information.

NOTE:
Thistab may not appear. Thistab is suppressed if the interval billing Complex Billing moduleis turned off.

Open this page using Main Menu > Customer Information > Service Agreement and then navigate to the Contract
Optionstab.

Description of Page

The Contract Option collection contains effective-dated information that defines the contract options linked to the service
agreement. The following information may be defined for each contract option:

Contract Option Id Thisistheid of the contract option to link to the service agreement. The SA Contract Option ID is
displayed adjacent. Thisisthe unique identifier of the SA / contract option record.

Effective Date/Time Thisisthe date and time that the contract option isin effect for the service agreement.
Expiration Date/Time Thisisthe date and time that the contract option is no longer in effect for the service agreement.

The Override Events Collection contains information about the override events for a shared contract option. Refer to SA
May Override a Shared Event for more information.

If a contract option event for a shared contract option should not be applicable to this service agreement, enter the Contract
Option Event I D, the Override Date/Time that the override is effective and the Status. The status value of Active means
that the override isin effect. The status value of Inactive 'cancels' the override, meaning that the event is applicable to this
service agreement.

If seasonal time shift records are linked to both the base time zone and to the time zone on the service agreement's
characteristic premise, the Seasonal Time Shift associated with the time zone on the characteristic premise is displayed.
Refer to Time Zone and Time Changes for more information.

The Seasonal Time Shift Remark indicates whether the datais displayed and should be entered in legal time or standard
time. Refer to Interval Time Display for more information. If the datais displayed in legal time use the Show in Standard
button to toggle to standard time. If the data is displayed in standard time use the Show in L egal button to toggle to legal
time.

Service Agreement - Interval Info

Theinterval info page contains various collections needed by an interval service agreement. This information may be used
by validation and derivation algorithms or may be used by interval and time of use pricing algorithms. Refer to Interval
Billing for more information.
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NOTE:
Thistab may not appear. Thistab is suppressed if the interval billing Complex Billing moduleis turned off.

Open thispage using Main Menu > Customer Information > Service Agreement and then navigate to the I nterval Info
tab.

Description of Page

The tree at the bottom of this page shows information about interval profiles and TOU maps that are referenced in the
calculation rules linked to one of the service agreement's rates.

» A nodewill display for each Interval Profile Relationship Type, which is priced directly, i.e., it isreferenced on
acalculation rule of type Interval Pricing. When this node is expanded, information about every Interval Pricing
calculation rule, which references this relationship type is displayed.

» A nodewill display for each TOU Map Relationship Type and Interval Profile Relationship Type, which are referenced
on acalculation rule of type TOU Pricing. When this node is expanded, information about every TOU Pricing cal culation
rule which references these relationship typeis displayed.

» A nodewill display for each Interval Profile Relationship Type, which is referenced on a calculation rule of type
Calculation Algorithm. When this node is expanded, information about every Calculation Algorithm calculation rule,
which references this relationship type is displayed.

» A nodewill display for each TOU Map Relationship Type, which is referenced on a calculation rule of type Calculation
Algorithm. When this node is expanded, information about every Calculation Algorithm calculation rule, which
references this relationship type is displayed.

The Interval Profile collection contains effective-dated information that defines the interval profiles linked to the service
agreement. Refer to Interval Pricing Background Topics for more information.

To link an interval profile to a service agreement, enter the Interval Profile Relationship Type that defines the role that this
interval profile will serve for the service agreement. Choose the Interval Profile Id for the profile that you wish to link to
this service agreement. This profile may be Common or SA Owned.

FASTPATH:
If the profile does not exist yet, then you must create it. Refer to How to Link Common Profiles to a Service Agreement
and How to Link SA Owned Profilesto a Service Agreement for more information.

The Start Date/Time indicates the date and time that this profileis linked to the service agreement for this profile
relationship type.

The End Date/Time indicates the date and time that this profile is no longer linked to the service agreement for this profile
relationship type.

The Status values are Active and | nactive. By default, al records are active. The system will use the start date/time and end
date/time to ensure that it processes the correct profile for the SA and Profile Relationship Type for the correct time period.

No two profiles may be active for the same SA, Profile Relationship Type and overlapping time period. A user may change
the status of arecord to Inactive. The system will not change this status.

If datafor this profileis derived using a creation algorithm on the interval profile's profile type, then the Derivation
Algorithm and the Creation Priority for theinterval profile type are displayed.

FASTPATH:
Refer to Setting Up Interval Profile Types for more information about linking data creation algorithms to an interval
profile type.

The Derive Interval Data button will be enabled when the service agreement isin a billable status. Use this button to
create profile data through data derivation. Clicking this button opens the Derive I nterval Data dialog box.
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In the resulting dialog box, turn on Force Derivation and enter a Force Derivation Start Date if you wish the system to
re-derive data for a period that may have already been derived.

NOTE:
Not all algorithms will necessarily support force derivation. It depends on whether or not the algorithm can detect
changes in the source data.

Enter the Cutoff Date to indicate to the system until what date to generate data for.

After clicking Process, the system will execute any "Interval Data Creation" derivation algorithm linked to the profile type
of an SA Owned profile where this SA is the owner. The algorithms are executed in creation priority order.

NOTE:

Y ou can design your control tables so that the appropriate common and SA-owned profiles are linked to the service
agreement at start time. Refer to Designing Your Interval Billing Start Options for more information about designing
and setting up these start options.

The TOU Map collection contains effective-dated information that defines the TOU maps linked to the service agreement.
Refer to Time of Use Mapping Background Topics for more information.

To link a TOU map to a service agreement, enter the TOU Relationship Type that defines the role that this TOU map will
serve for the service agreement. Choose the TOU Map ID for the map that you wish to link to the service agreement. This
map may be Common or SA Owned.

The Start Date/Time indicates the date and time that this TOU map is linked to the service agreement for this TOU map
relationship type.

The End Date/Time indicates the date and time that this TOU map is no longer linked to the service agreement for this
TOU map relationship type.

The Status values are Active and Inactive. By default, al records are active. The system will use the start date/time and
end date/time to ensure that it processes the correct map for the SA and Map Relationship Type for the correct time period.
No two maps may be active for the same SA, Map Relationship Type and overlapping time period. A user may change the
status of arecord to Inactive. The system will not change this status.

If datafor this map may be created using a creation algorithm on the TOU map's map type, then the Derivation Algorithm
and the Creation Priority for the TOU map type are displayed.

The Derive TOU Data button will be enabled when the service agreement isin a billable status. Use this button to
automatically create TOU map data. Clicking this button opens the Derive Interval Data dialog box.

In the resulting dialog box, turn on Force Derivation and enter a Force Derivation Start Date if you wish the system to
re-derive data for a period that may have already been derived.

NOTE:
Not all algorithms will necessarily support force derivation. It depends on whether or not the algorithm can detect
changes in the source data.

Enter the Cutoff Date to indicate to the system until what date to generate data for.

After clicking Process, the system will execute any "TOU Data Creation” algorithm linked to the TOU map type of an SA
Owned profile where this SA is the owner. The algorithms are executed in creation priority order.

NOTE:

Y ou can design your control tables so that the appropriate common and SA owned TOU maps are linked to the service
agreement at start time. Refer to Designing Your Interval Billing Sart Options for more information about designing
and setting up these start options.
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If seasonal time shift records are linked to both the base time zone and to the time zone on the service agreement's
characteristic premise, the Seasonal Time Shift associated with the time zone on the characteristic premise is displayed.
Refer to Time Zone and Time Changes for more information.

The Seasonal Time Shift Remark indicates whether the datais displayed and should be entered in legal time or standard
time. Refer to Interval Time Display for more information. If the datais displayed in legal time use the Show in Standard
button to toggle to standard time. If the data is displayed in standard time use the Show in L egal button to toggle to legal
time.

Service Agreement - TOU Contract Values

This page enables you to define customer specific time of use values. Refer to Customer Specific TOU Values for more
information.

Open this page using Main Menu > Customer Information > Service Agreement and navigate to the TOU Contract
Values page.

Description of Page
The service agreement may contain a collection of TOU contract values, which change over time.

Choose the Bill Factor that defines the type of value. Y ou may only reference bill factors designated as"TOU" hill factor
types and where the value may be in contract terms.

Indicate the TOU Group that corresponds with the TOU group on the service agreement's TOU Map. Once entered, the
collection of TOU codes linked to this TOU group will display.

For agiven TOU contract value entry, the Start Date and End Date indicate when these TOU values are effective.

For each Time of Use code, enter the appropriate Value.

TOU Contract Values Tree

The tree shows bill factors linked to the service agreement’s rate that may have TOU contract values defined for them.

Service Agreement - Billing Scenario

NOTE:
Thistab may not appear. Thistab is suppressed if the quotation Contract Management moduleis turned off.

This page alows you to define a proposal service agreement's billing scenario. Refer to Proposal SAs Contain Billing
Scenarios for more information.

Open this page using Main Menu > Customer Information > Service Agreement, then navigate to the Billing Scenario
page.

Description of Page
This pageis protected if the service agreement being displayed is not a proposal service agreement .

When a quote is generated for a proposal SA, the system creates a simulated bill segment for each billing scenario linked to
the proposal SA. Each simulated bill segment shows the prospect how much their bill would beif the pricing terms on the
proposal SA were applied to the billing scenario's consumption in the related time period.

NOTE:
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You should not haveto enter thisinformation from scratch. Y ou can set up the system to automatically generate
billing scenarios when a proposal SA is created. Refer to Proposal SAs Contain Billing Scenarios for the details.

The following information is defined for each billing scenario:

» Start Date and End Date define the simulated bill segment's period.

» Thegrid contains the consumption that will be priced during this period:
» Unit of Measureisthe unit of measure of the service quantity.
e TOU isthetime-of-use code of the service quantity.
» SQI isthe service quantity identifier of the service quantity.

 Initial Service Quantity istheinitial quantity passed to the rate (and massaged by the rate's pre-processing
calculation group(s), if any exist).

» ServicePoint ID isused if your rate uses pre-processing cal culation groups that require characteristic values from the
service point or premise. For example, the calculation rule that converts CCF to therms uses a bill factor to store the
conversion factor. This bill factor may have been configured to use characteristics on the service point / premise (e.g.,
the conversion factor may differ based on the storage location associated with the service point).

NOTE:
Interval service agreements and template consumption. Refer to Proposal SAs And Interval Consumption for a
description of how interval consumption is defined on a proposal SA.

Service Agreement - SA Portal

Select Main Menu > Customer Information > Service Agreement and navigate to the SA Portal tab to view additional
information associated with an SA.

General Information
SA ID, SA Info are displayed.
Depending on your implementations requirements, you may define additional zones to appear on this Portal

Refer to The Big Picture of Portals and Zonesin the Oracle Utilities Application Framework Administration Guide for a
description of portal and zone functionality.

Maintaining SA Relationships

The SA Relationship page contains information about a specific relationship between a service provider and a customer.

WARNING:
The following page looks deceptively simple. It's not. Refer to The Big Picture of SA Relationships and Service
Providersfor moreinformation.

Open Customer Information, SA Relationship to maintain thisinformation.
Description of Page

The SA Relationship Infois aconcatenation of important information about the SA relationship record. The SA RellD isa
system-assigned random number that stays with a SA relationship record for life. Thisvalue is assigned when the record is
added to the database.
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SA Relationship Status defines the state of the SA relationship. The buttons beneath the status are used to change the state:

» Click the Activate SA Rel button to activate a Pending SA relationship. This button is only enabled when the status of
the SA relationship is Pending.

» Click the Cancel SA Rel button to Cancel an Active or Pending SA relationship. This button is only enabled when the
status of the SA relationship is Active or Pending.

NOTE:
Automatic SA Relationship creation and activation. The system automatically creates and activates required SA
Relationships when the Activate SA background process sees that there are required SA relationships for the master SA

Type.

Account 1D isthe account associated with the Service Agreement ID. Thisfield is protected after the SA relationship has
been added to the database.

Use Service Agreement to define the "master” service agreement ID that has arelationship. Thisfield is protected after the
SA relationship has been added to the database.

Premiseisadisplay-only field that shows the Service Agreement's characteristic premise (i.e., the primary premise
associated with the service agreement).

Use SA Rélationship Typeto define the type of relationship. Thisfield is only enabled if:
e aService Agreement ID is specified, and

« the status of the SA Relationship is not Cancelled, and

« al sub SAsinthegrid at the bottom of the page (if any) are Cancelled.

Enter the Effective Date of the relationship. Thisfield is only enabled if:

» aSA Rd Typeis specified, and

« the status of the SA Relationship is not Cancelled.

Usage defines how this relationship is used. The following options are available:

» Relationship With SPr. Use this option if this relationship is used to define a relationship between a customer and a
service provider.

» Expire SA Relationship. Use this option if this relationship expires any prior relationship between a customer and a
service provider and there is no relationship with a service provider going forward.

The Service Provider associated with this relationship is the one who provides the related service, if any. Y ou can only
choose service providers who are linked to the "master” service agreement's SA type and the above SA Rel Type. Thisfield
isonly enabled if:

» Usageis Relationship with SPr, and

» aSA Rd Typeis specified, and

« the status of the SA Relationship is not Cancelled, and

 all sub SAsin the grid at the bottom of the page (if any) are Cancelled.

If the Service Provider reads the customer's meter (as defined on the service provider's record), the customer's override
Read Cycle should be defined. Thisfield is only enabled if:

» aService Provider is specified, and

+ the Service Provider has the ability to override the service point's service cycle, and

« the status of the SA Relationship is not Cancelled

The Account Number in Provider's Cl Sisthe customer's ID in the service provider's system. Thisfield is only enabled if:

» aSA Rd Typeis specified, and
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« the status of the SA Relationship is not Cancelled .

The Create Sub SA button is used to create Sub Service Agreements for a service provider for which your organization
provides billing services. This button will be gray if:

» you do not provide billing services for the service provider (i.e., the service provider doesn't have a billing relationship of
It'sUsor We Bill For Them), or

« if the SA relationship's Statusis not active, or
« if the status of the master Service Agreement is not Active, Pending Start, or Pending Stop.

The grid at the bottom contains the sub service agreements (if any) that exist when your organization provides billing
service for the Service Provider. You can click the Go To button on arow to transfer to the sub service agreement. Refer
to Sub Service Agreements for more information. Note: you can click the Create Sub SA button to create sub service
agreements for a service provider.

NOTE:

Automatic sub SA creation. The system will automatically create sub service agreements for you. It does this when
the Analyze SA Relationships background process (known by the batch control ID of ANLYZSAR ) seesthat anew SA
relationship has been activated.

Service Provider SA Relationship

Use this page to manage a service provider's SA relationships and customers. Y ou can view a given service provider's
SA relationships of a given type that isin effect on a specified date. Y ou can expire existing relationships or add new
relationships. This page is particularly useful for managing negotiated terms.

Open Main Menu > Customer Information > Service Provider SA Relationship to view thisinformation.
Description of Page
Enter the Service Provider and SA Relationship Type of the SA relationships that should be displayed.

Enter an Effective Date. This date filters the results so that only those SA relationships that are in effect on this date are
shown.

Use SA Filter to restrict the SA relationships that are shown in the grid based on criteria of the related master service
agreement. The following options are available:

e Address. Usethis option to restrict SA relationships to those whose service agreements are linked to service points
associated with a given Address, City and/or Postal code. Note, you can specify any combination of these fields.

» All . Usethisoptionif you do not wish to restrict SA relationships based on service agreement attributes.

» Geographic Type . Use this option to restrict SA relationships to those whose service agreements are linked to premises
or service points associated with a given Geo Type and Value.

» SA Type. Use this option to restrict SA relationships to those whose service agreements are linked to agiven CIS
Division and SA Type.

Don't forget to click the search button after changing the filters.

The Select All / Clear All buttons are used to select / unselect the SA relationshipsin the results grid. These buttons are
enabled if thereis at least one SA relationship in the results grid.

The grid that follows contains aline for each SA relationship that has a status of pending or active that meets the search
criteria. Canceled SA relationships are not shown. If an SA relationship has more than one sub-SA, additional lines are used
to show the additional sub-SA information. The following information appearsin the grid:

» Select box. Use this checkbox to select SA relationships that you want to expire using the Expire SA Relationship(s)
button.
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Click the go to button to transfer to the Account - Main page where you can perform maintenance functions on the
account listed under Account Information.

The Account I D column shows the account of the master SA linked to the SA relationship.
The Account I nformation column shows information about the account identified by the account ID.

Click the go to button to transfer to the Premise - Main page where you can perform maintenance functions on the
premise listed under Premise Information.

The Premise Information column shows information about the premise of the service point linked to the master SA of
the SA relationship. If the master SA islinked to multiple service points, oneis selected at random.

The Premise I D column shows the ID of the premise whose premise information is shown.

Click the go to button to transfer to the Service Agreement - Main page where you can perform maintenance on the
service agreement listed under SA Information.

The SA Information column shows information about the master SA that the SA relationship is linked to.
The SA 1D column shows the ID of the master SA that the SA relationship is linked to.

Click the go to button to transfer to the Service Agreement - Main page where you can perform maintenance on the
service agreement listed under Sub SA Information.

The Sub SA Information column shows information about the sub SA linked to the SA relationship.
The Sub SA 1D column showsthe ID of the sub SA linked to the SA relationship.

Click the go to button to transfer to the SA relationship page where you can perform maintenance functions on the SA
relationship listed under SA Relationship Information.

The SA Relationship Information column shows information about the SA relationship meeting the search criteria.
The SA Relationship 1D column shows the ID of the SA relationship meeting the search criteria.

Following the grid is a section with action buttons that allow you to add or expire relationships for the given service
provider:

Press the Expire SA Relationship(s) button to expire the SA relationships that you have selected with the checkbox.

Y ou will be asked to confirm the date that you want the selected SA relationships to expire. Each selected SA
relationship is expired by creating a new SA relationship without a service provider, i.e., its Usage isto Expire SA
Relationship . This new SA relationship will be effective the day after the expiration date you specify. Thisis because an
SA relationship that expires on agiven day is deemed to be effective until the end of that day.

Note that you can only expire SA relationships where the SA type and SA relationship type allow gapsin the
relationship.

Pressthe Add SA Relationship button to add a new SA relationship for the service provider and SA relationship

type entered above. Enter the effective date for the new SA relationship and the service agreement that the new SA
relationship isfor. After confirmation, anew SA relationship is added in a pending status. Note that if thereis an existing
SA relationship with the same effective date whose Usage is Expire SA , this relationship is replaced by anew SA
relationship with the given service provider.

Maintaining Premises

The premise record contains geographic information about your service addresses.

The following methods list the various ways in which premises can be created:

A premise can be added viathe premise replicator.
A premise can be added when an order is completed.
A premise can be added using this transaction.
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The topicsin this section describe the premise maintenance transaction.

FASTPATH:
For more information about premises and their placein the "V", refer to Understanding The "V". For more information
about the relationships between premises, service points, meters and items, refer to An Illustration Of A Premise.

Contents

Premise - Main Information
Premise - Characteristics
Premise - Miscellaneous
Premise - Geographic Data
Premise - Alternate Address

Premise - Premise Portal

Premise - Main Information

The Premise page contains basic premise information. Open Main Menu > Customer Information > Premise and
navigate to the Main tab to maintain thisinformation.

Description of Page

Basic information about the Premise and the premise's unique identifier (i.e., the Premise | D) are displayed on every page.
These values only appear after the premise exists on the database. The ID is a system assigned random number that stays
with apremisefor life.

NOTE:

Formatting is performed by a plug-in. The basic information about a premise that appears at the top of this page (and
on many other pages in the system) is controlled by a plug-in algorithm on the installation record. Refer to the base
package's premise format algorithm for an example. If you prefer a different format, your system administrator should
configure the system appropriately.

Indicate the Premise Type to categorize the type of premise.
The address's constituent fields vary based on the Country. Please refer to the Country page for more information.

NOTE:

Default note. A premise's state, city, county, division, characteristics, trend area and geogr aphic data default from
your postal default information. Refer to Setting Up Premise & Service Point Postal Defaults for more information. If
you change the premise's postal code, the system will default geographic values based on the new postal code.

Use CIS Division to define the jurisdiction in which the premise islocated. This defaults based on the Country and the
Postal Code, but can be overridden here.

The Vadlidate button on the premise page will only be available if you have set the Allow Address Validation option type to
Y on the General System Configuration feature configuration. Once clicked, the Address Validation Script on the General
System Configuration feature configuration will be invoked to validate the entered address. Refer to Implementing Address
Validation for more information.

Indicate whether the addressis avalid Mailing Address. Premises that are valid mailing addresses may be specified as the
mailing premise on an account. Refer to Account - Person Information for more information.

Use Landlord Agreement to define the landlord agreement that covers the premise, if any.
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NOTE:

Landlord reversion. When you specify alandlord agreement on a premise, you are telling the system that service
associated with the premise's service points should be reverted to the landlord's account when a tenant stops service. The
system uses this information during the stop service process to automatically create pending start service agreement(s)
for the landlord.

Managing a large number of premisesfor the samelandlord If the premise management moduleis not turned off,
the premise management page helps you to manage the premises linked to the landlord.

If the premise management module is not turned off, you may reference a Parent Premise to include this premisein a
premise hierarchy.

At the bottom of this page is a tree that shows the various objects linked to the premise. Y ou can use this tree to both view
high-level information about these objects and to transfer to the respective page in which an object is maintained.

Premise - Characteristics

The Characteristics page contains information that controls taxation and other rate options that differ based on geography.
Use Main Menu > Customer Information > Premise and navigate to the Characteristics tab to open this page.

Description of Page

Many charges that appear on bills associated with consumption at this premise are controlled by the premise's characteristic
values (e.g., the taxing city defines the city tax percent applied to the premise's consumption). Refer to An Illustration Of A
Bill Factor And Its Characteristics for more information.

Characteristics also matter if your rates were set up to convert measured consumption into some other unit of measure
before charges can be calculated (e.g., converting a cubic foot of gasto its therm value). Refer to All Calculation Rule-
Based Rates Share a Common Structure for more information about pre-processing cal culation groups.

NOTE:
Y ou can only choose characteristic types defined as permissible on the premise record. Refer to Setting Up
Characteristic Types & Their Values for more information.

The following fields display:

Effective Date Indicate the effective date of the characteristic type and value. The effective date defaults from the
Installation Record when you are adding a new premise. The effective date defaults to the current date when you are
changing an existing premise.

Characteristic Type Indicate the type of characteristic.
Characteristic Value Indicate the value of the characteristic.
NOTE:
Default note. A premise's characteristics default from your postal default information. Refer to Setting Up Premise &

Service Point Postal Defaults for more information. If you change the premise's postal code, the system will default
characteristic values based on the new postal code.

Premise - Miscellaneous

The Miscellaneous page contains information meter read controls and life support information related to the premise. Use
Main Menu > Customer Information > Premise and navigate to the Misc tab to open this page.
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Description of Page
Turn on OK to Enter if the meter islocated in the interior of the premise and your company has permission to enter.
Indicate aM R Warning if a specific warning should be downloaded to the person who reads the meter.

Indicate aMR Instruction if specific instructions should be downloaded to the person who reads the meter. Meter read
instructions and warnings are downloaded as part of the meter read downl oad.

UseInstruction Details to provide more detailed instructions to the individual who reads meters at this premise.

Turnon Key at Premiseif the meter is secured in alocked area and your company has the key. If thisfield isturned on,
you may also specify theKey ID.

Specify the Trend Area in which the premiseislocated. A premise's trend area plays an important role in how consumption
at the premiseis estimated for high / low and missing read purposes.

NOTE:
Default note. A premise's trend area defaults from your postal default information. Refer to Setting Up Premise &
Service Point Postal Defaults for more information.

Indicate if the premise has life support or sensitive load equipment. Valid values are: LS/SL (i.e., the premise haslife
support / sensitive load equipment), None . If avalue of LS/SL has been selected, define the type of equipment in LS/ SL
Description.

NOTE:

A person can also have life support / sensitive load information. If the equipment is personal (i.e., it travels with the
person as they move from premise to premise), you should NOT specify the life support information on the premise.
Rather, transfer to Person - Main and specify life support information on the person.

Alert and C& C. If the base package's C1-LSS_-PREM agorithm is enabled on the installation record, and life support /
sensitive load information is specified, an alert will appear when the premise is displayed on control central. In addition,
if apremise has life support or sensitive load equipment, it is possible for adifferent credit & collection severance
process to be kicked off if the account associated with the premise has overdue debt. Refer to Designing Your Severance
Procedures for more information.

Premise - Geographic Data

The Geographic Data page contains information that defines where the premise islocated. Use Main Menu > Customer
Information > Premise and navigate to the Geogr aphic Data tab to open this page.

Description of Page

Enter the Time Zone in which the premiseis located. This value defaults from your postal defaults. Please note that Time
Zoneisonly relevant for interva billing customers. Refer to Time Zone and Time Changes for more information.

The geographic information is used by Control Central to look for premises. The following fields display:
Geographic Type Indicate the type of geographic data.

Geographic Value Specify the coordinate value. If the entered value must be in a specific format, a description of the
required format is displayed adjacent. For example, if you see the format 99A 99A 99 9, you must enter 2 numbers,
followed by aletter, followed by a space, followed by 2 numbers, followed by aletter, followed by a space, followed by 2
numbers, followed by a space, followed by a single number.

NOTE:
Formatting is performed by a plug-in. The format that is applied to a Geographic Valueis controlled by the
algorithm that is plugged in on the respective Geographic Type. If you prefer adifferent format, your system
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administrator should configure this algorithm appropriately. Note, algorithms of thistype will NOT convert the input
value into the relevant format (i.e., you must enter the information in the exact format dictated by the algorithm).

Default note. A premise's geographic data defaults from your postal default information. Refer to Setting Up Premise
& Service Point Postal Defaults for more information. If you change the premise's postal code, the system will default
geographic values based on the new postal code.

Premise - Alternate Address

WARNING:
Thistab only appearsif you have enabled alternate addresses on the installation record. Refer to the description of the
Alternate Representation field under Installation - Mainfor mor e information.

This page is used when you have an alternate way to define a premise's address. Thisistypically used in countries that use
multiple character sets (e.g., the Main addressis entered in Chinese, the Alter nate Addressis entered in English). When a
premise has an aternate address, both the main and alternate addresses can be used to search for apremise.

Open Main Menu > Customer Information > Premise and navigate to the Alternate Address tab to maintain this
information.

Description of Page
The remaining fields on the page are used to define the premise's alternate address.

The address's constituent fields vary based on the Country. Country is aways protected on this page because a premise's
alternate address must be located in the same country as its main address. Please refer to the Country page for more
information about address constituents.

NOTE:
Default note. An alternate address's state, city and county default from your postal default information. Refer to Setting
Up Premise & Service Point Postal Defaults for more information.

The Swap Main / Alt Address button becomes enabled when you've entered an Alter nate Address. When clicked, the
contents of the address on the M ain tab are swapped with the Alter nate Address.

Premise - Premise Portal

Select Main Menu > Customer Information > Premise and navigate to the Premise Portal tab to view additional
information associated with a Premise.

General Information
Premise 1D, Premise I nfo are displayed.
Depending on your implementations regquirements, you may define additional zones to appear on this Portal.

Refer to The Big Picture of Portals and Zonesin the Oracle Utilities Application Framework Administration Guide for a
description of portal and zone functionality.

Maintaining Service Points

Service point records contain information describing the services supplied to a premise.
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The following methods list the various ways in which service points can be created:
» A service point can be added when a premise is created using the premise replicator.
» A service point can be added when an order is completed.
» A service point can be added using this transaction.
Thetopicsin this section describe the pages on which service point related information is maintained.
FASTPATH:
For more information about service points and their placein the "V", refer to Understanding The "V". For more

information about the rel ationships between premises, service points, meters and items, refer to An Illustration Of A
Premise.

Contents

Service Point - Main Information
Service Point - Facilities

Service Point - Characteristics

Service Point - SP Type Info

Service Point - Geographic Information
Service Point - Multiple Items

Service Point - Device History

Service Point - Equipment

Service Point - Operations Area
Service Point - SP/SA

Service Point - Field Info

Service Point - SP Route Configuration
Service Point - SP Portal

Service Point - Main Information

This page contains basic service point information. Use Main Menu > Customer Information > Service Point to open
this page.
Description of Page

Service Point information and SP 1D are displayed on every page. These values only appear after the service point exists
on the database. The I D is a system assigned random number that stays with a service point for life. The Service Point
information is a concatenation of important details about the service point and its premise.

Enter the Premise I D of the premise at which the service point is located.
Indicate the SP Type. A service point's SP type controls the following:

It defines the type of service delivered at the SP.

« It defines the service point as metered or item-based.

» It playsapart in how consumption at the service point is estimated for high / low and missing read purposes.
|t defines characteristics that are the same for all of its service points.

It definesthe type of field activities that may be performed at its service points.
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« It defines the type of metersthat may be installed at its service points.
« |t defines the type of service agreements that may pay for service at its service points.
« It defines the types of equipment that may be linked to its service points.

FASTPATH:
Refer to Setting Up Service Point Types for more information about SP types.

Use the Service Point Statusto indicate if the service point is In Service or Abolished . SP status controls whether the
service point can be linked to new service agreements.

NOTE:
The values for the SP status field are customizable using the Lookup table. Thisfield nameis SP_STATUS FLG.

If the Service Point StatusisIn Service, the Abolished Dateis gray; otherwise, it contains the date the service point was
abolished.

Specify the Install Date. Thisisthe date of the installation of the service point at the premise. It is not the date of
installation of any meters or other physical device(s) at the service point.

The following service point information will not be displayed for all SP Types. If the SP Type allows external service
reguests, portions of thisinformation will be hidden for adding service points. All of these fields will be hidden for
maintaining an existing service point that allows external service requests:

» Usethe Service Point Sour ce Status to define whether the service point is connected to the source of power. Valid
values are: Connected and Disconnected . If the source status is disconnected, use Disconnect L ocation to specify
where service was severed. Source status impacts the type of field activity created for the service point under various
circumstances. For example, if a customer wants to start service at a service point that is disconnected, afield activity
that reconnects the service point would be generated. Refer to Setting Up Field Activity Type Profiles for more
information about automated field activity generation.

» UseLocation to define where the service point is located on the premise. If needed, L ocation Details may be used to
clarify the location at the premise.

» If the SP Type uses a service route, specify the Service Cycle, Service Route, and Service Cycle/ Route Sequenceto
define the logical position of the service point in the meter reader's route.

+ At the bottom of this page is atree that shows the various objects linked to a service point. Y ou can use this tree to both
view high-level information about these objects and to transfer to the respective page in which an object is maintained.

Service Point - Facilities

This page contains miscellaneous information about a service point. Use Main Menu > Customer Information > Service
Point and navigate to the Facilities tab to open this page.

Description of Page

Designate the facility hierarchy that supplies service to the service point using the Facility L evels. The prompts that appear
in front of the facility levels differ depending on the type of service (the type of serviceis defined on the service point's SP

type).
Use the Description to specify anything special about the service point.

Service Point - Characteristics
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The characteristics page contains information that describes miscellaneous information about the service point. Use Main
Menu > Customer Information > Service Point and navigate to the Char acteristics to open this page.

Description of Page
Service point characteristics are purely informational. The following fields are displayed:
Effective Date Indicate the effective date of the characteristic type and value. The service point'sinstall date defaults.
Characteristic Type Indicate the type of characteristic.
Characteristic Value Indicate the value of the characteristic.
NOTE:

Default note. A service point's characteristics default from your postal default information. Refer to Setting Up Premise
& Service Point Postal Defaults for more information.

Service Point - SP Type Info

The SP type info page is an information only page that shows the characteristics the service point inherits from its SP type.
UseMain Menu > Customer Information > Service Point and navigate to the SP Type Info tab to open this page.

Description of Page

This page shows the characteristics the service point inherits from its SP type. No fields on this page may be modified.

Service Point - Geographic Information

The Geo page contains geographic information that defines where the service point is located. Use Main Menu >
Customer Information > Service Point and navigate to the Geo tab to open this page.

Description of Page
The following fields are displayed:
Geographic Type Indicate the type of geographic data.

Geographic Value Specify the coordinate value. If the entered value must be in a specific format, a description of the
required format is displayed adjacent. For example, if you see the format 99A 99A 99 9, you must enter 2 numbers,
followed by aletter, followed by a space, followed by 2 numbers, followed by aletter, followed by a space, followed by 2
numbers, followed by a space, followed by a single number.

If the geographic type has arequired format, you must enter the geographic value in the respective format; the system will
NOT convert the input value into the relevant format.

NOTE:
Default note. A service point's geographic data defaults from your postal default information. Refer to Setting Up
Premise & Service Point Postal Defaults for more information.

Service Point - Multiple Items

The multi-item page is used to define the non-badged items that exist at the service point. Refer to Service Points With
Multiple Items for more information about when to set up this information for a service point.

Use Main Menu > Customer Information > Service Point and navigate to the M ulti-Item tab to open this page.
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Description of Page

Billing accumulates all unbadged items linked to a service point and levies a charge for each type of item based on
information in the service agreement's rate.

The collection of items at a service point is effective dated and therefore when you modify thisinformation, you must
differentiate between:

» Correcting how the collection of items looked historically by changing existing data.
+ Adding another collection of items to reflect how the itemslook after field work has taken place.
NOTE:
Removing Multi-items from a Service Point. If you want to remove al multi-items from a service point, add a multi-

item collection that doesn't include any items. The effective date should be the date the multi-items were removed from
the service point (i.e. no longer applicable to the rate).

Define the Effective Date of the collection of items.

The following fields display:

Item Type Indicate the type of item, its description is displayed adjacent.

Item Count Indicate how many of the given type of item exist at the service point.

Service Point - Device History

The device history page is an information only page that shows the meters or items that have been installed at the service
point. Use Main Menu > Customer |nformation > Service Point and navigate to the Device History tab to open this

page.
Description of Page

This page shows the history of meters/ items that have been installed at this service point. No fields on this page may be
modified. Refer to Installing and Removing A Meter and Installing and Removing An Item for more information.

Service Point - Equipment

The equipment page contains the equipment that is linked to the service point. Use Main Menu > Customer Information
> Service Point and navigate to the Equipment page. Refer to Equipment May Be Associated With Service Points for more
information.

Description of Page

The following fields display:

Equipment ID Indicate the unique equipment identifier. When a piece of equipment is entered, its Badge Number and
Equipment Type description are displayed adjacent.

NOTE:

Thisisactualy the ID of an item as an item must be set up for each piece of equipment that can be linked to a service
point. Only items with an item type defined on the service point's SP type's equipment collection may be defined (in
other words, the valid types of equipment are defined on the service point's SP type).
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Equipment Count Thisfield should be 1 except when you are using an item to define a generic piece of equipment. If you
use an item to define a generic piece of equipment, you can indicate the number of such generic pieces of equipment that are
associated with this service point.

Install Date Define the date that the equipment was installed at the service point.
Removal Date Define the date that the equipment was removed from the service point.

Comment Use comments to explain anything unusual about the piece of equipment.

Service Point - Operations Area

The Op Area page is used to define the operation areathat is assigned to field activities associated with this premise. A
different operation area can be associated with different categories of field activities (identified by afield activity'sfield
activity type'sfield service classification). Use Main Menu > Customer Information > Service Point and navigate to the
Op Areas page to open this page.

Description of Page

The following fields display:

Field Service Class Indicate the field service classification.

Operation Area Specify the operation area that manages field activities associated with the field service classification.
NOTE:

Default note. A service point's operations areas default from your postal default information. Refer to Setting Up
Premise & Service Point Postal Defaults for more information.

Service Point - SP/SA

The SP/ SA page contains the service agreements that are linked to the service point.
Thisinformation is updated by the system when serviceis started. Y ou should only have to access this page if you need to
fine-tune what the system defaults.

WARNING:
Y ou must understand the "V" very well before attempting to maintain this information. Refer to Understanding The
"V"for moreinformation.

Use Main Menu > Customer Information > Service Point and navigate to the SP/SA tab to open this page.
Description of Page

Billing uses SP / SA information to amalgamate consumption when it calculates a bill segment for a service agreement. To
modify information for a service agreement linked to the service point, simply move to afield and changeits value. To add
anew service agreement, click +, then fill in the information for each field.

This page works exactly the same as the Service Agreement - SA / SP page except for the field described below:

Service Agreement The identity of the service agreement. The division and type of the service agreement is displayed
adjacent. Thisfield is gray after the service agreement is committed to the database.

FASTPATH:
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For a detailed description of the remaining fields on this page, refer to Service Agreement - SA/ SP.

Service Point - Field Info

The Field Info page alows the user to override premise field information on a specific service point. It also showsthe
corresponding premise field information.

Use Main Menu > Customer Information > Service Point and navigate to the Field I nfo tab to open this page
Description of Page

To override premise field information on a specific service point, set Override Premise Field Information to Yes. If the
valueisset to No, the premise information may not be overridden.

Turnon OK to Enter if the meter islocated in the interior of the premise and your company has permission to enter.
IndicateaM R Warning if a specific warning should be downloaded to the person who reads the meter.

Indicate aMR Instruction if specific instructions should be downloaded to the person who reads the meter. Meter read
instructions and warnings are downloaded as part of the meter read downl oad.

Use Instruction Details to provide more detailed instructions to the individual who reads meters at this premise.

Turnon Key at Premiseif the meter is secured in alocked area and your company hasthe key. If thisfield isturned on,
you may also specify the Key ID.

Service Point - SP Route Configuration

The SP Route Configuration page contains the effective dated route configurations for the Service Point.

NOTE:
Thistab may not appear. This tab page only appearsif the service point's SP Type alows multiple route usage.

Description of Page
Define the Effective Date of the collection of Service Routes.
Use Commentsto explain anything unusual about the service point.
The Service Routes grid contains arow for each unique Service Cycle/Route:
Specify the Service Cyclein which the service point resides.
Use External Route Refer ence to indicate how this service point is referenced in an external system, if applicable.
Enter theService Cycle/Route Sequence to define service point's relative position within the route.
FASTPATH:

Refer to Designing Cycles for Metered Services and Designing Cycles for Waste Collection Services for information on
designing service cycles.

Service Point - SP Portal

Select Main Menu > Customer Information > Service Point and navigate to the SP Portal tab to view additional
information associated with a Service Point.
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General Information
SPID, SP Info are displayed.
Depending on your implementations regquirements, you may define additional zones to appear on this Portal

Refer to The Big Picture of Portals and Zonesin the Oracle Utilities Application Framework Administration Guide for a
description of portal and zone functionality.

Dashboard Portal

The Dashboard is a portal that always appears on the Oracle Utilities Customer Care and Billing desktop. Its zones contain
tools and data that are useful regardless of the object being displayed.

NOTE:
User configurable. Refer to Each User Can Customize Which Zones Appear for information about a user can configure
which zones appear.

Global context. The system automatically refreshes the values saved in global context with information about the
object that appearsin Object Display Area. Various zones available in the dashboard portal have been designed to
display datarelated to aperson id, account id or premise id, which are populated by the base global context agorithm
C1-GLBL-CTXT.

The contents of this section describe the zones that are available on this portal.

NOTE:
Other zones exist. The zones described below are unique to Oracle Utilities Customer Care and Billing. Please see Core
Dashboard Zones for a description of other zones that can appear on the dashboard.

Contents

Current Context Zone

Customer Contact Zone

Financial Information Dashboard Zone
Alert Dashboard Zone

Current Context Zone

The Current Context Zone contains basic information about the customer on which you are working.
A maximum of three rows may appear:

» Thefirst row contains a person context menu and the person's name. Y ou can click on the person's name to transfer to the
Person - Main page. Note, the person’'s name is formatted by a plug-in algorithm on the installation record. Refer to the
base package's name format algorithm for an example. If you prefer different formatting logic, your system administrator
should configure the system appropriately.

» The second row contains an account context menu and the account's:
» |D and check digit

» The primary name of the main customer
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e Customer class

» Thelast row contains a premise context menu and the premise's address and premise type. Note, the address information
is formatted by a plug-in algorithm on the installation record. Refer to the base package's premise format algorithm for
an example. If you prefer adifferent format, your system administrator should configure the system appropriately.

Customer Contact Zone

The Customer Contact Zone has three purposes:

« It showsthe age of the Last customer contact associated with the person displayed in the Current Context zone. The
word Today is shown if the last contact was on the current date. The word Y esterday is shown if the last contact was on
the current date - 1 day. If neither is applicable, the number of days old is shown.

« It shows the name of the person who added this contact.

» |t greatly ssimplifies the addition of a new customer contact. To add a new contact, simply select the Type of customer
contact, enter a brief Comment, and press the Add Contact button.

» After the contact is added, you can click the hyperlink in the Last areato go to the newly added contact where you can
set up reminders or indicate the contact should remain open until future resolution.

Financial Information Dashboard Zone

The Financial Zone that appears on the dashboard contains the same information that is described in the Financial
Information Zone on the account information portal.

Alert Dashboard Zone

The Alert Zone that appears on the dashboard contains the same information that is described in the Alert Zone on the
account information portal.

Setting Up Bill Print Groups

Bill print groups alow you to categorize an account's service agreements into groups for bill print purposes.

NOTE:

Bill print groups are optional. Typically, only accounts with many SAswill use bill print groups because the
standard bill print priority is sufficient for accounts with alimited number of SAs. Refer to SA Type - Billing for more
information about the standard bill print priority.

Let's use an example to clarify the bill print group concept. Consider aloca government's account. This account would have
many service agreements (some for the police department, others for the court system, others for the department of public
works, etc.).

If you don't create a bill print group for this customer, their bill segments will be printed in the order dictated by each
segment's service agreement's SA type's bill print priority. If you create abill print group for this customer, you can define
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the customer's desired categories (e.g., police, courts, DPW, etc.) and then link each of the account's SAsto the appropriate
category.

NOTE:

Nomenclatur e. We refer to the categories under a bill print group as "subgroups'. A bill print group can have an
unlimited number of subgroups. When you create a subgroup, you define its relative bill print priority and the associated
verbiage to print on the bill (assuming you print information about the subgroup on the hill).

We'd like to highlight the following characteristics of bill print groups:

» A bill print group is associated with a specific account. If multiple customers have the exact categorization preferences,
you will have to set up multiple bill print groups.

» Over time, a customer could have many hill print groups. This would happen if a customer's bill categorization
preferences change over time. We'd like to stress that while an account can have multiple bill print groups, only one will
be used by the bill print process (the one effective on the bill date).

« Bill print groups only affect printed bills. Bill print groups do not affect the order in which service agreements appear on
the bill maintenance transaction.

 If new service agreements are added after abill print group is set up for an account, they will not be linked to a subgroup.
If you neglect to link the new service agreements to one of the bill print group's subgroups they will be printed under the
"default" subgroup (every bill print group must have one default subgroup to cater for this situation).

WARNING:
While the system supports the definition of bill print groups and the categorization of an account's service agreements
into the various subgroups, the base package's bill print extract does NOT take advantage of this information.

The topicsin this section describe how to set up a bill print group and how to link an account's service agreementsto its
subgroups.

Contents
Bill Print Group - Main
Bill Print Group - SA Sub Group

Bill Print Group - Main

Open Main Menu > Customer Information > Bill Print Group to maintain an account's bill print group and subgroups.
After defining thisinformation, transfer to the SA Sub Group tab to link the account's service agreements to the subgroups.

Description of Page

The Bill Print Group ID isdisplayed on every page. This value only appears after the bill print group exists on the
database. The ID is a system-assigned random number that stays with a bill print group for life.

Enter the Account 1D associated with the bill print group.

Use Effective Date to define when the bill print group is effective for the account. This date isimportant asit allows a
customer to change their preferences over time. For example, if the customer wants to change the number of subgroups on a
given date, you would simply add a new bill print group effective on this date and then define the new subgroups (and link
each service agreement to one of the subgroups).

Use Statusto define if the bill print group is Active or Inactive . Y ou would only use the Inactive value if the bill print
group is no longer needed (as there is no del ete action on this transaction).

Enter a brief Description of the bill print group.
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Use Commentsto describe anything special about the bill print group.

The grid contains the bill print group's subgroups. The following information should be defined for each subgroup:

» Bill Print Sub Group. Thisisthe uniqueidentifier of the bill print subgroup.

» Sub Group Bill Print Priority. Thisisthe relative print priority of the subgroup in respect of the other subgroups.

» UseasDefault. Turn on this switch for the default sub group. A bill print group must have one and only one default
subgroup. The default group is used by the bill print processif it detects a service agreement that is not linked to a
subgroup (it links this service agreement to the default subgroup).

» Sub Group Description. Thisisabrief description of the subgroup.

» Description on Bill. Thisisthe verbiage that will print on the bill (assuming you print something on your billsfor the
subgroup).

After defining the bill print group's subgroups, navigate to the SA Sub Group tab to link the account's service agreements
to the subgroups.

Bill Print Group - SA Sub Group

This pageis used to link the account's service agreements to one of the bill print group's subgroups.

Open Main Menu > Customer Information > Bill Print Group and navigate to the SA Sub Group page to maintain this
information.

Description of Page
TheBill Print Group's|D, Account I D and Effective Date are displayed at the top of the page.

The filters control the service agreements that appear in the SAsin Bill Print Group grid. The following points describe the
various options:

» Usethe SA Filter to define the types of service agreements that appear in the grid. The following options are available;

» Address. Use this option to restrict service agreements to those linked to service points associated with agiven
Address, City and/or Postal code. Note, you can specify any combination of these fields.

« All. Usethisoption if you do not wish to restrict service agreements based on service agreement attributes.

« Bill Print Sub Group. Use this option to restrict service agreements to those that are linked to a given Bill Print Sub
Group.

» Geographic Type. Use this option to restrict service agreements to those linked to service points associated with a
given Geo Type and Value.

» SA Type. Usethis option to restrict service agreements to those linked to a given CI S Division and SA Type.
o Use StatusFilter to restrict the service agreements based on their status. The following options are available;

« All. Thisoption shows all service agreements regardless of status.

» Refer to Service Agreement Lifecycle for the various status values.
Don't forget to click the search button after changing the filters.

The SAsin Bill Print Group contains an entry for every non-cancelled service agreement linked to the account that is
linked to one of the bill print group's subgroups. The following information appearsin the grid:

» UseBill Print Sub Group to define the subgroup associated with the service agreement.

» Use Sequence when there is more than one service agreement in the subgroup. The sequence controls the order in which
the service agreement's financial information appears on the bill.

» The SA Information column provides a brief description of the service agreement.
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» The Service Agreement column contains the unique identifier of the service agreement.

» ThePremise Information column contains the characteristic premise associated with the bill segment’s service
agreement.

The next set of filters control the service agreements that appear in the SAs Not in Bill Print Group grid. The following
points describe the various options:;

» Usethe SA Filter to define the types of service agreements that appear in the grid. The following options are available;

» Address. Use this option to restrict service agreements to those linked to service points associated with agiven
Address, City and/or Postal code. Note, you can specify any combination of these fields.

« All. Usethisoption if you do not wish to restrict service agreements based on service agreement attributes.

» Geographic Type. Use this option to restrict service agreements to those linked to service points associated with a
given Geo Type and Value.

» SA Type. Usethis option to restrict service agreements to those linked to a given CI S Division and SA Type.
» Use StatusFilter to restrict the service agreements based on their status. The following options are available:

« All . Thisoption shows all service agreements regardless of status.

» Refer to Service Agreement Lifecycle for the various status values.
Don't forget to click the search button after changing the filters.

The SAsNot in Bill Print Group contains an entry for every non-cancelled service agreement linked to the account that is
NOT linked to one of the bill print group's subgroups. The following information appearsin the grid:

» UseBill Print Sub Group to define the subgroup associated with the service agreement.

» Use Sequence when there is more than one service agreement in the subgroup. The sequence controls the order in which
the service agreement's financial information appears on the bill.

» The SA Information column provides a brief description of the service agreement.
» The Service Agreement column contains the unique identifier of the service agreement.

» ThePremiseInformation column contains the characteristic premise associated with the bill segment’s service
agreement.

Landlord Reversion

Landlord reversion occurs when alandlord would like to have service reverted to his’her name when a tenant moves out.
The landlord defines his/her reversion preferences using alandlord agreement.

» A landlord's preferences can differ for each type of service. For example, you can indicate that a specific landlord always
wants electric and gas service reverted to his/her account when a tenant stops service. However, they do not want water
service to revert.

» A landlord's preferences can also be seasonal. For example, you can indicate water service should only revert to the
landlord's account during the winter.

The account to use for the reversion of service is defined on the landlord agreement.

Assuming that you have plugged-in alandlord reversion algorithm