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Chapter 1

Business User Guide

Oracle Utilities Customer Care and Billing is a customer information system designed to meet the needs of electric, gas, and
water utilities, and comprises of the following key functional areas:

Customer Information - Create and maintain demographic, geographic, and contract information. Start and stop
customer service. Capture customer interaction.

Sales and Marketing - Create and maintain initiatives, marketing campaigns, and packages that can be offered to
customers. Add eligibility criteria, as necessary, in order to target specific customer segments. Create and maintain leads
and orders that can market and enroll eligible customers into initiatives and packages.

Device Management - Create and maintain meter and item details including installation and removal information.
Generate field work to initiate meter and item tests, and record their subsequent results.

Field Work - Create and maintain field work requests. Dispatch field work to appropriate parties and record their
outcome.

Meter Reading - Generate and download meter read routes to meter readers. Upload meter read details and track of
consumption trends to highlight anomalies.

Billing and Statements - Create and maintain bills. Recalculate historical bills, as needed. Consolidate financial
information from multiple accounts into a single statement.

Rates - Configure and maintain rates that will be used to calculate charges that appear on bills.

Payments - Post and maintain customer payments. Distribute payments based on balance-forward or open-item
accounting practices. Manage automatic payments, as appropriate.

Credit and Collections - Monitor customer debt. Create and maintain processes to encourage customers to pay overdue
debt. Create and maintain payment arrangements and pay plans. Write-off debt, if necessary.

This documentation describes the features and functionality of the Oracle Utilities Customer Care and Billing system.

User Interface Standard Features

This section describes basic system concepts, features, and standards of the user interface.
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Page Components

Oracle Utilities Application Framework screens are comprised of the following main areas:

1. The Application Toolbar

2. The Page Title Area
3. The Object Display Area
4. The Dashboard Area

= Switch Language
(— Msin To Do Robes Acoes Secusity Poral Prefecences Bogkmarks Faworite Links Farvnrite Scripts Chacteritics Miseellaneous ﬂ\ LS
arlen
Cumvent To Do
Apugnmea To D
Favowite Links
o ey
To Do Summany

Witork List

LR GROUS EXPIRATION DT OnnLR

+ 0

o - PAS -

NOTE: The look and feel of the application may be modified after the product is installed. See Custom Look and
Feel Options for customization information, including how to change colors, fonts, and other system features. The
information provided in this document represents features and functionality available only in the delivered product.

The next topics provide more information about each component and the Script area, which appears in the Object Display
area when applicable.

The Application Toolbar

This section describes the features available on the application toolbar.
Home Button

Home
Click the Home button, -, on the Application Toolbar to open your home page. Your home page is defined in
User Preferences.

Oracle Utilities Customer Care and Billing Business User Guide * 31



Keyboard Shortcut Alternate Shortcut

At+0 Al t+Shift+0

NOTE: Refer to Shortcut Key Summary for information about the alternate shortcut.

Menu

Menu is available in the application toolbar to help you navigate to the different pages of the system

Keyboard Shortcut

arl+At+M

The menu list is organized by functional area. Clicking the Menu button displays each functional area. Clicking a functional
area, in turn, displays a submenu that contains pages within that area.

Menu~ Admin+ Q SearchMenu

Customer Information

Device Installation Install Event

Device Service Point

Usage Service Point Quantity
Communication Route Management
Initial Measurement Data Facility

Data Synchronization Network Location
Totals and Trends

Service Task

3

The pages within each functional area typically have two options: Search and Add. If the menu item does not have an Add
or Search option, select the menu item itself.

How the Search and Add option behaves depends upon whether the maintenance page is fixed or portal-based.
Fixed:

» Search: Displays a pop-up search window for the user to enter the search criteria and select the entity to display. Once
the entity is selected, the user is taken to the maintenance map with the data populated in the fields.

* Add: Displays the maintenance page with empty fields so that the user can complete the information and save the entity.

Portal-Based:

+ Search: Displays a search portal where the user can enter the search criteria and select the desired entity. Once the entity
is selected, the user is typically taken to a maintenance portal or the information is broadcast to other zones within the
same portal.

» Add: Either navigates to a page where the user can select the entity type or business object, or directly to the input map
where the user can enter and save the entity.
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Menuw Adminv Q Search Menu History =

Customer Information

Device Installation Start Debug Jebug Show Trace

Device Search

Usage Device Configuration
Communication Measuring Component
Initial Measurement Data Scratchpad Measuring Component

Data Synchronization Measuring Component Comparison Period

Users may also opt to use the Menu Item Search input field.

Admin Menu

The Admin dropdown is available in the application toolbar to help you navigate to the different pages of the system.

Keyboard Shortcut

Crl +Al t +A

Depending on how your implementation has configured the Admin menu list, it may be organized either by functional area
or alphabetically.

Clicking the Admin button displays each functional area or alphabetical list. Clicking one of the options, in turn, displays a
submenu that contains pages within that area. The following is an example of the Admin menu organized functionally.

Admin + Q Search Menu (Ctrl+Alt+F)

Analytics Configuration

Asset Management

Compliance Configuration Type

Condition Assessment Failure Cause

NOTE: Menu navigation paths referenced in the administrative user guide provide the functional grouping. If your
implementation uses the alphabetic grouping, the page can be find in the alphabetic letter that is the first letter of the
page name.

NOTE: Refer to Installation Options for information about the admin menu configuration options.

The menu lines displayed for each menu entry typically have two options: Search and Add. If the menu item does not have
an Add or Search option, select the menu item itself. See Menu for more information about these options.
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Admin v+ Q Search Menu (Ctri+Alt+F) History =

Analytics Configuration

Asset Management

Compliance Configuration Type P Add

Users may also opt to use the Menu Item Search input field.

Back Button

Click the Back button on the application toolbar to open the previously visited page.

Keyboard Shortcut

At+B

The back and forwar d navigation buttons, as well as the History list, appear in the application toolbar only when page use
warrants their appearance.

NOTE: Under certain circumstances, such as revisiting a page that was left unsaved after being loaded with default data,
a page may not appear as it did when you left it.

History Button

Click the History button to display a list of previously visited pages. When you click on an entry in the list to return to an
earlier page, all items above the selected page are removed from the list.

History + 4=

Algorithm Type

User

The back and forwar d navigation buttons, as well as the History list, appear in the application toolbar only when page use
warrants their appearance.

Note that if the page has been configured to display an information string in the page title area, that information will also be
visible in the History dropdown.

History -+ 4=

Statistics Control: Batch Monthly Statistics

To Do Management

User
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Keyboard Shortcut

arl+Alt+H

Forward Button

Click the Forward button to return to the page that was most recently dismissed.

Keyboard Shortcut

At +G

History v 4= =p

The back and forwar d navigation buttons, as well as the History list, appear in the application toolbar only when page use
warrants their appearance.

NOTE: Under certain circumstances, such as revisiting a page that was left unsaved after being loaded with default data,
a page may not appear as it did when you left it.

About Button

Click the about button to display a window that describes the current and release information for your version of your
product.

Anne Smith - About =

The about window shows a variety of information including:
* The logged in user ID

* The list of products installed in the application along with the release ID. This information comes from the installation
record. Note that in a Cloud installation, only the Cloud product name and release ID are displayed. The details of the
products that make up the Cloud installation are not displayed (but are still visible on the installation record).

User Menu

The User menu is available in the application toolbar to provide access to user-specific options.

Anne Smith

Preferences

Logout

Through this dropdown, the user can access their User Preferences or Logout of their current session.

NOTE: Configurable Menu. Additional menu entries may be visible in your implementation as this menu
configuration allows for additional options to be defined.
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Preferences

Click the Preferences menu item in the User Menu to view or modify your settings in a form that appears in the Main tab
in the object display area.

Anne Smith

Preferences

Logout

Keyboard Shortcut
Qrl+Alt+P

Logout

Click the L ogout menu item in the User Menu to complete your current session of the application. Clicking this item logs
the current user out and displays the Welcome page so that another user can login.

Anne Smith *

Preferences

Logout

Keyboard Shortcut
Crl+At+L

Menu Item Search

The Search Menu input field and search icon are used to allow a user to enter the description of a menu item entry to
navigate directly to the corresponding page or BPA script rather than using the menus to navigate to the desired page /
script.

Keyboard Shortcut
Ctrl +Al t +F

Q. Search Menu

Typing text in the field shows menu items whose descriptions include the typed text.

Q, config

Bucket Configuration

Add Bucket Configuration
Feature Configuration
o Add Feature Configuration

Master Configuration
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Note that only menu items within the Menu and Admin Menu that the user has security access for are included in the
results. The text included in the search is taken from the menu item description. As described in Menu, menu lines often
have two sub item: Search and Add. In most instances, the description of the "Search" menu item is simply the menu entry
text, for example To Do Entry. The description of the "Add" menu entry includes the word Add in front of the menu entry
text, for example Add To Do Entry.

As mentioned in Menu Item Suppression, menu items will not appear if it is associated with a module that is suppressed.

NOTE: When operating in debug mode, the description of the parent menu is displayed in parentheses after the menu
item description.

Help Button

Click the Help button in the Application Toolbar to open context-sensitive Help in a new browser window.

Keyboard shortcut:

Keyboard Shortcut
At +F1

Page Title Area

The Page Title Area displays the page title and the page actions toolbar.

For certain pages in the system, the page title may be followed by an information string. It is only applicable to portal-based
pages that display a single record. This information is only visible if the portal has been configured to display the primary
key’s information string. Typically only “stand alone” maintenance portals are configured to show the information string,
whereas “all-in-one” portals are not configured this way.

FASTPATH: Refer to Common Base Portals and Zones for more information about standard base product portals.

NOTE: If an information string is long and would interfere with a page actions button, the information string will
automatically be truncated and suffixed by an ellipsis, “...”, indicating that more information is available. In this
situation, the missing text can be viewed if the user hovers their mouse over the string.

The Page Actions Toolbar displays standard control options, such as Save and Duplicate. More detail about the actions that
may appear are described in the following section.

Page Actions Toolbar

In the Page Title Area, control functions appear in the Page Actions Toolbar; such as, Clear, Save, Duplicate, Delete and
Refresh buttons.

NOTE:
Buttons in the Page Title Area appear as the function is available to the user; for example, the Delete button will not
appear if the user has made any changes to the page’s content, or does not have the necessary security rights for this
action.
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In addition, other functions that are specific to a portal-based page may appear in the toolbar, if configured. For
example, the ability to navigate to the Search zone for a specific maintenance object may be visible on the maintenance
portal.

This section describes the standard features that are available in the Page Actions Toolbar.

Bookmark Button

Click the Bookmark button on the Page Actions Toolbar to save the current page and context to the bookmarks list.

Bookmark Duplicate Delel

Bookmark Page (Ctri+Alt+B)

Keyboard Shortcut
Crl+Al t+B

NOTE: Secured. This button is secured using the application service F1-BOOKMARK S.Users that do not have
security for the application service will not see the Bookmark button (or the corresponding dashboard zone).

After clicking the Bookmark button, you are prompted to provide a name for the bookmark. After saving, it is visible in the
Bookmarks Zone, allowing you to return to this page with this context loaded with one click.

NOTE: Unsaved data will not be included in the bookmark. If you view a record and make changes to data without
saving the changes and then bookmark the page, the unsaved changes are not included in the bookmark information.

You may change the name of the bookmark or change the sequence of the bookmarks by navigating to the User -
Bookmarks in the user preferences.

Next/Previous Item Buttons

Previous ltem MNext [tem

The (Previous Item and Next |tem buttons appear in the Page Actions Toolbar under these conditions:

* You access a fixed page, meaning that it is not portal-based.

* You use a search page to display an item.

* There are multiple items in the search results list below or above the selected item.

If, for example, you enter search criteria of "Smith" on the User Search page, you might see the following results:
¢ Smith, Albert

¢ Smith, Peter

¢ Smith, Zane

If you select Smith, Peter, Peter's user information is displayed on the User page. If you then click the Next Item button,
Smith, Zane will be displayed. In addition, because Smith, Zane is the last entry in the search results, the Next |tem button
is no longer needed and will not appear in the Page Actions Toolbar.

If you then click the Previous Item button, Smith, Peter will be displayed; click again and the Smith, Albert record will
appear, and, because Smith, Albert is the first entry in the search results, the Next [tem button is no longer needed and will
not appear in the Page Actions Toolbar.
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Keyboard Shortcut Alternate Shortcut
At +P
Al t+N Al 't +Shi ft+N

NOTE: Refer to Shortcut Key Summary for information about the alternate shortcut.

Duplicate Button

Click the Duplicate button in the Page Actions Toolbar to create a duplicate of the currently selected object.

Duplicate Del

Duplicate (Ctrl+Alt+D)

Before the new object is added to the database, a dialog appears in which you must enter the unique identifier for the
duplicate object. When you click OK, the system creates the record by copying the original record. It may be helpful to
think of the duplication function as the equivalent of a "save as" action.

Keyboard Shortcut
Crl+Al t+D

NOTE: Copying ancillary information for a record sometimes requires confirmation during a duplication request. If so,
you may also be asked if you also want to duplicate ancillary information. If, for example, you duplicate a user group,
besides supplying the ID of the new user group, you are asked if all users in the original user group should be linked to
the new user group.

This button does not appear in the Page Actions Toolbar when:
* Duplication is not supported for the current object.

* You are on a portal based page. (For these types of pages, if duplication is supported, the actions are defined in a zone on
the portal.)

* You have made changes to the object without committing the changes to the database by clicking Save. (After making
changes, you must either discard them using the Refr esh button, or save them.)

Delete Button

Not all transactions have the capability to be deleted. Deletion is related to the business impact of the action. In some
transactions, Delete is present for some scenarios and unavailable for others; for example, you may not be able to delete a
record at a certain status level.

NOTE:
If you make a change to an object and do not save the changes to the database, you cannot delete the object until you
either save the changes or refresh the object with the contents on the database.

Before you delete an object, the system verifies that the object is not referenced anywhere in the system. If it is, you cannot
delete it. If, for example, you attempt to delete a user, the system ensures this user has not been referenced in a user group or
on a To Do.

Depending on the type of page that you are using, the option to delete may vary.

» Fixed pages display a Delete button in the page actions toolbar when the option is available.
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Home Menu = Admin « Q, Search Menu History = =

A'gOrlth m Bookmark Mext item Duplicate Delete
Clear Refresh
» Portal-based pages display the Delete button in the object-related map.
Migration Request: Framework Configuration, Group Add Search Bookmark Refrash
Main
Migration Request @~ g
Main ~ Record Actions(D) X
Fi-FrameworkConfig Edit Delete Duplicate Export

Framework Configuration

» List style fixed pages commonly display the Delete button (garbage can icon) next to the entity in the list.

P ho ne T}"Pe Bookmark Clear Save
Main
PHONE TYPE Search
PHONE TYPE DESCRIPTION PHONE NUMBER FORMAT ALGORITHM
!:|'| " BUSN " Business Phone (:‘, North American phone format =
.j] " camp ) Campus Phone ,a_\';'? Morth American phone format =

In all cases, before the object is deleted, a confirmation dialog is displayed.

CAUTION: A timeout situation could occur as the system attempts to verify the use of the deleted object if the object is
referenced in many places and involves large volumes of production data. If this timeout situation occurs, you must with
your database administration group to delete the offending object.

Clear Button

Click the Clear button to remove the values from the currently displayed object’s fields. This action is typically used to
clear input fields when adding a new object.

Keyboard Shortcut
Ctrl+Al t+C
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Bookmark Clear SAVE !

Clear (Ctrl+Alt=C)

Save Button

Clicking the Save button saves any changes you have made in the data on the current object.

Bookmark Clear Save Refresh
Save (Alt+5)
Keyboard Shortcut Alternate Shortcut
Al't+S Al t +Shi ft+S

NOTE: Refer to Shortcut Key Summary for information about the alternate shortcut.

The button does not appear unless:
* You enter a page in add mode and default values are loaded.

* You make changes to an object after it is displayed (note that you must tab or click out of the field before the Save button
appears).

Refresh Button
Click the Refresh button to reload the values on the page with those from the database.

CAUTION: All unsaved changes are discarded.

Keyboard Shortcut
Al t+R

Bookmark Clear Save Refresh Fav

Refresh Page (Ctrl+Alt+R) i

Object Display Area

The Object Display Area contains the details of the object(s) currently being viewed or maintained. For example, if you
display a portal, its zones are displayed in this area.

Because many of the page components follow Internet standards of operation, the behavior of these types of components are
not explicitly described. This section focuses on special features that are unique to the application framework.

Multiple Tabs

When a page in the application includes a lot of information, the page may be implemented with vertical scrolling to allow
the user to view all the information. Or alternatively, the page may be implemented with several tabs, allowing the user
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to navigate between tabs to view or update information. The following image is a section of the User page showing the

multiple tabs.
User
Main To Do Roles Arcess Security Portal Preferences
USERID | SYSUSER
" srsuser
LAST NAME " sysTEM
FIRST NAME 2 English
LANGUAGE : English -
LEID i NORTHAM Homh America

Figure 1: Multiple Tabs Example

Bockmark Dusplicate Delete Chear Refresh

Bookmarks Favorite Links Favorite Scripts Characteristics Miscellaneous

ONHER  Framework

USER EMABLE Enable ~

The names of the tabs describe the type of information that will be displayed in the page when the tab is clicked. For
example, if you click on the Favorite Linkstab, the contents of the page show the favorite links configured for the user.

User
Main To Do Roles Access Security Portal Preferences
USERID | SYSUSER
SEQUENCE NANIGATION OPTION
1 | Cinoonoooss
+ | [\ 0 " mnpocTabiens

Bookmark Duplicate Delate Clgar Refresh
Bookmarks Faverite Links Favarite Scripts Characteristics Miscellaneous
OWHER  Framework
SECURITY ACCESS

T D Rode + s

Irina full calendar test ¥es

Figure 2: Multiple Tabs Example (After Favorite Links Tab Is Clicked)

NOTE: Hot key options. Rather than clicking on a tab, you can click F2 or Shi f t +F2 to scroll through the tabs. F2
moves you through the tabs from left to right. Shi f t +F2 moves you through the tabs from right to left.

NOTE: Hot key options. Use Al t + a number to navigate to the tab page whose relative position corresponds with the
number. For example, if you press Al t +6 on the above page, the Favorite Linkstab will be displayed. If there are
more than 9 tabs on a page, you must use the mouse or F2 / Shi f t +F2 to display a tab. Note that the numeric keypad
on your keyboard cannot be used to implement this function.

NOTE: Returningto a page that contains multiple tabs. If you return to a page (by clicking the Back button or the
History button), the page will be positioned on the last tab that was opened.

NOTE: Page versus Tab nomenclature. The documentation frequently refers to the contents of a given tab as a page.
However, the page actually comprises the entire collection of tabs.

Text Box

The following is an example of a basic text box:
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DESCRIPTION

If the text box is a large field, the text box may be configured to enable scrolling. In this situation, an expanded edit icon, (a
pencil), will appear adjacent to it.

This BO enter algorithm creates a To Do entry. i éf’

The To Do Type is set as follows:
= If To Do Type Element Name |5 defined, the value is retrieved from this element in the object's related type.
> If no Element Name is defined or no To Do Type is found on the related "type’, the To Do Type parm is used.

DETALED DESCRIFTION If no To Do Type is found, a log is added for the record with the error.

The To Do Role is set as follows:
> If To Do Role Element Name is defined, the value is retrieved from this elemeant in the object’s related type.
= |f no Element Name is defined or no To Do role is found on the related 'type', the To Do Role parm is used. 2

Additional capabilities are provided to display and edit data in these text boxes:

» If'the field contains more text than is visible, a pop-up that displays the full text appears when you hover your mouse
over the text box. The text in the pop-up can be selected and copied.

| could set up an info zone to produce a list of all contacts made by the customer in context.

| Info zomes offer many features that can be used to change how the list looks "on the fly” (by end usaers). For example, users can
DETAILED DESCRIPTION | add additional columns to the list, change the sort arder, ...
| For a more detailed description of how these zones look and behave, opan the help and navigate to the index entry titled "info
| 2ane configuration”

| To set up a new zone, fill in the zone's parameters a5 per each parameter’'s Comments, For examples, please refer to the "tips" A

JAMA CLASS NAME This zone type is used to create an info zane. Info 2ones contain a list of information about 3 given object. For example, you
could set up an info 2one to produce a list of all contacts made by the customer in context.
SEQUENCE PARAM  info zones offer many features that can be used to change how the list Llooks "on the fly" (by end users). For example, users can

add additional columns to the list, change the sort order, ...

+ @ 10 "lyigi{  Foramore detailed description of how these zones look and behave, open the help and navigate to the index entry titled "info
- zone configuration”.

1 To set up a new zong, fill in the zone's parameters as per each parameter's Comments. For examples, please refer to the "tips”
g . ¥ s that appear in the dashboard.

L] 1
This zone's parameters support a single SQL statement. If you require a zone that is built using multiple SQL statements (e.g., If
you need to retrieve rows from disparate sources), please use the Multi-SQL version of this zone type.

» Ifyou click the expanded edit icon, an editable pop-up window appears. If the field is not protected as a result of
business rules for the page, you may modify the text in this window.
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E Edit data - Google Chrome

@ Notsecure | slcao351.us.oracle.com:20000/sp

— g X

/textEdit,jsp?id=DESCRLONG... &

0K

Undo

Cancel

NOTE: The following table highlights special characters that are converted to equivalent standard characters when

entered in a text box.

Entered Character Description Unicode Converted Character Description
Curly left double quote. U+201D Straight double quote.

Curly right double quote. U+201C Straight double quote.

Curly left single quote. U+2019 Straight single quote.

Curly right single quote. U+2018 Straight single quote.

En dash. U+2013 Simple hyphen.

Em dash. U+2014 Simple hyphen.

Ellipse U+2026 Three dots.

Middle dot (bullet / centered dot) U+00B7 Asterisk.

Fraction 1/4 (using 1 character). U+00BC 1/4 (using three separate characters).
Fraction 1/2 (using 1 character). U+00BD 1/2 (using three separate characters).
Fraction 3/4 (using 1 character). U+00BE 3/4 (using three separate characters).

Date Only Field

When only the date is required, the Date field looks as follows:
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EXPIRATIOM DATE

*

£

If you click the calendar icon next to the date field, or you double-click inside the date field, the following window appears:

] E Date - Google Chrome = |

4 @ Notsecure | slcao351.us.oracle.ccom:... @G,
€| November > 2018
SUN MON TUE WED THU FRI  SAT
1 2 3
4 5 6 7 g g 10

11 12 13 14 15 1

o

Ir

18 19 20 21 22 23 24

Accept Cancel

If the date field was blank, the current date is highlighted when the window first appears. If the date field contained a date, it
is displayed.

You can double-click the desired date, or you can select a date and click Accept to close the date window and populate the
date field.

Date and Time Field

When both the date and time are required, the Date and Time fields typically look as follows:
DESIRED EXECUTICN DATE/TIME 11-05-2018 /1 10:54:3TAM

If you double-click or press the Enter key while the cursor is in a Date and Time field, the following window appears:
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E Date/Time - Google Chrome . L X

(® Not secure | slcao351.us.oracle.com:20000/spl/cod... &,
€| November > 2018
— i,
SUN MOM TUE WED THU FRI  SAT .
. . L]
1 2 3 \
9 : 3
4 5 6 7 8 g 10 . .
1 12 1\ #1516 a7 e
1§ A9 200 i 27 23 o4 ~ ~ ~
25 26 21 28 29 30 10 54 AM
v v v
Accept Cancel

Select the date and use the toggle buttons (or enter) the time and then click Accept to populate the original fields.

NOTE: The user cannot select and move the hands on the clock to set the time.

Search Button

The search button appears primarily as a magnifying glass.

*

ZONETYPE ™ |FL-DESINGLE

When using a pop-up search window, the search button can appear as a button with its function labeled.

[ Algorithm Search - Google Chrome — O >
@ Not secure | slcan351.us.oracle.com:20000/spl/uiPage/realAlgo é : 10 ] NGRIsveN o]
ALGORITHM CODE Search
ALGORITHM TYPE Search
DESCRIFTION Search

You can have the system search for an item that matches the data you entered using any of the following methods:

» Enter a value in the search field and press Enter while the cursor is in the search field. The system assumes you want to
search for the value entered and pre-populates it in the search window's search criteria. If a unique match can be found,
the system automatically populates the field with details corresponding to the record found. If a unique match cannot be
found (either no matches or multiple matches), a search page opens containing selectable items.

* Click the Search button without entering a criteria. This will typically cause a pop-up search window to appear so that
you can further refine your search.

* Enter a value and tab out of the search field. The system looks for a value that exactly matches what you entered. If it
cannot find such a value, the search dialog will not be presented.

When an item is selected in the search page, the search page closes and the input field is populated with the value selected.
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NOTE: Sorting columnswithin the search grid. You may click on the column heading of columns in a search grid to
cause the contents of the grid to be sorted. Refer to Sorting Functionality for more information.

Context Menu Button

The Context Menu button is a small arrow that appears adjacent to an object's value or information string. An example is
shown below:

ALGORITHM TYPE ¥ F1-FACT-ATTR ()

Context menus exist to help you navigate to other pages and populating the page with the current context (by passing the ID
of the related object). In addition, the menu items offered in a Context Menu differ depending on the entity that the menu is
related to; for example, when you click the Algorithm Type context menu, a pop-up menu similar to this appears:

ALGORITHM TYPE ¥ |F1-FACT-ATTR | O

O 10 AIJO [

DESCRIPTION Go To Algorithm P | Search

This algorithm format{¥atls

tha naramatare

Different context menus exist for each of the major objects in the system; for example, in Customer Care and Billing, the
context menu for Premise contains premise-oriented menu items, whereas the context menu for Account contains account-
oriented menu items.

Go To Button

Clicking a Go To button, “ , opens the page for the related object - it functions like a hyperlink.

USER GROUP EXPIRATION DATE OWNER

+ [ ipx ALL_SERVICES (), System User Group 01-01-2100 [ | Framework

‘ Go To User Group l

Broadcast Button

Some zones have been configured to "broadcast" unique identifiers to other zones within the portal; if so, you'll see a

broadcast icon, , in the first column. Clicking the icon causes specific zones to reload - these zones that have been
configured to rebuild when the unique identifier is received. For example, you might have configured a zone to display the
image of a bill when a bill ID is broadcast from an info zone.

Embedded Help Icon

The icon containing a small 'i' is an Embedded Help icon.
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When an embedded help icon is clicked, a tool tip appears containing additional information.

Work Lists

il
|:=

The work list buttons can appear in a zone’s column heading, “.

Clicking the icon results in populating the dashboard Work List Zone with the entire column. The user may use the Work

List zone to easily process entries one at a time without returning back to the source query zone. The work list stays

populated until the user overlays the work list by clicking a different column's icon.

When a user clicks on a work list entry in the dashboard, the system behaves as if the user clicked on the hyperlink in the
zone. In addition, the system adds a check mark next to the item showing that the user has "worked on" or visited the entry.

NOTE: The Work List zone is populated only upon user request.

Scroll Bars with Dynamic Height

Sometimes the height of a grid isn't sufficient to display a grid's rows. When this occurs, a vertical scroll bar appears and

an "expand button" appears above this bar, *”

available dashboard zones:

. For example, the following grid is not high enough to show all of a the

Dashboard - 7 of 8§ zones selected for display.

ZONE DISPLAY INITIALLY COLLAPSED SEQUENCE REFRESH SECONDS SECURITY ACCESS 8
Switch Language " 20 ] Yes
Bookmarks " 0 ] Yes
Current To Do " 0 0 Yes

If you want to view all of the person's phone numbers without using the vertical scroll bar, you can you click the expand
button. When clicked, the height of the grid expands to show all rows in the grid:

Dashboard - 7 of 8 zones selected for display.

ZONE DISPLAY INITIALLY COLLAPSED SEQUENCE REFRESH SECONDS SECURITY ACCESS &5
Switch Language v 20 V] Yas
Bookmarks v o t] Yes
Current To Do v o v] e
Favorite Links - 0 0 Yes
Favorite Scripts 0 0 Yes
Favorite Searches v o 4] Yes
To Do Summary v 0 0 ¥es
Work List o o o Yfag
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Notice, after the grid is expanded, the grid's vertical scroll bar disappears and the button in the upper corner becomes a
&
Collapse Button, — . If you click the collapse button, the grid will return to its original height.

NOTE: Search grids. Expand all functionality is not available in search grids.

Sorting Functionality

Grids have a heading row that contains labels for the columns. By clicking a column heading, you cause the rows to be
sorted in the order of the selected column. By clicking on a column more than once, you cause the rows to be sorted in
reverse order. Clicking the heading a third time removes the sorting function and returns the grid to its default display
organization.

The following shows how information look after organizing the grid, clicking the column heading, by algorithm type (notice
the icon in the column name).

ALGORITHM CODE DESCRIPTION ALGORITHM TYPE
F1-OVRDT-ALG Validates date in format YYYY-MM-DD
F1_PROSTINFO Process Flow Information F1_PROSTINFO
F1_VALDELPST | Process Flow Delete Validation F1_WALDELPST
F1-ACTIVEWS Web Service - Verify Active Operations | FL-ACTIVEWS
F1-ATCHM-INF | Attachment Information | F1-ATCHM-INF
F1-ATSZCLVL Attachment Size Class Validation F1-ATSZCLVL
F1-BAT-LSDEF | Timed Batch - Service Level Based on 1.5 Timer Interval Factor F1-BAT-LVSVC
F1-BFEMOLOG Add Business Flag Error MO Log | F1-BFEMOLOG
F1-BFSTDMMVA | Business Flag Standard Mame Validation | F1-BFSTDMMWVA

NOTE: Sorting on dropdown values. If you attempt to sort a column that contains a dropdown value, the information
is sorted in the order of the unique identifier associated with the dropdown value, not the description you see on the
screen; for example, if you sort on a column containing unit of measure, the information will be sorted in the order of
the unit of measure code, not the description that appears in the drop down. This means that the resultant sort will appear
incorrect and therefore we discourage you from doing this.

Get More Functionality

Grids in fixed pages that can potentially contain a large number of rows have special processing that we refer to as Get
More functionality. Below is an example using the Message maintenance page. A large number of messages are associated
with a given message category. This grid could contain hundreds of rows. Rather than show every message, the system
retrieves the first X records (where X varies from grid to grid, and from release to release) and appends a Get More button
to the bottom of the grid as illustrated below:
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MESSAGE NUMBER MESSAGE TEXT OWHER T

&+ W 11053 | Serips Type is required., Framework
+ j 11054 i Unable to generate the list of Group Names. Framawark
6 |+ T 11055 | Destination field name is missing for Step Sequence "1 Framawork
+ | [ 11060 | step Collection Overflow Framework

Get More..

When you click the Get M or e button, the system appends the next X rows to the bottom of the grid.
NOTE: Theabsenceof a" get more" button. For pages configured to include Get More, if no button appears at the

bottom of the grid, this means all of the rows are displayed.

NOTE: Search grids. The Get More function is not available in search grids.

Adding and Removing Rows Using Arrows

In some editable grids, a new row can be added to another editable grid (the grid on the left) by clicking the Add item

A
W

button, I , of the desired row in the grid on the right:
SEQUENCE DESCRIPTION SEQUENCE DESCRIPTION
o 10 | Winter kWh charge, first 500 @ 30 | Winter subtotal
o 20 | Winter kWh charge, remaining ¢ 60 | Summer subtotal
o 40 | Summer kWh charge, first 300
) 50 | Summer kWh charge, remaining

When the Remove item button is clicked, v , the row is transferred from the grid on the right to the grid on the left. This
change will not be committed to the database until you save the object being maintained

Reorganizing Items Using the Up and Down Arrows

Occasionally, rows can be repositioned in an editable grid by clicking up and down arrows. The following is an example of
such a grid:

MERGE TYPE SEQUENCE TYPE DESCRIPTION
(| I Original 10 | Service Quantity | Charges
4] o 9 Merge 20 | Service Quantity Winter kWh charge, remaining
4] ot Merge 40 | Service Quantity Summer kWh charge, first 300

Notice the following about such a grid:
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* The up arrow is dim in the first row. This is because it can't be moved further to the top.
¢ The down arrow is dim in the last row. This is because it can't be moved further down.
* The up and down arrows are usable in all other rows. Each time you click one of these arrows, the respective row is

moved up or down one row.

NOTE: Reminder. When you move rows into a grid, the system does not apply the change to the database until you
click the Save button (which commits the entire object to the database).

Trees

Trees are used to illustrate complex relationships between objects. The following is an example from Oracle Utilities
Customer Care and Billing of a page with a tree that is expanded:

Account Tree

- ."l! Account - 5922116763 Brazil Mark - Residential ™
4 {r:]‘ Premise - 389 Church Street, San Francisco, CA, 94114, USA, Single family home, 4603411969 %
A =t Sh el . WAl ' Biml WAL L_1 Art: 0.0 QR COIMIRA]T ™™
.h.] SA - California / Water residential, WALL-1, Active, 01-01-1998, 5922116417

% SP - -:;fi_l._‘:!'_er{}- meter (,'_,'\i% -wik 1-389 Church Street, San Francisco, CA, 94114, USA, Sil‘.gh—' .'--1'!1”'-J home, 4603411969 / HTU -Add ™

-

s T b T T . o o
B |L] SA - California / Cable, CABLE, Active, 01-01-1998, Basic Cable Service, 5922116431

GALL-1, Active, 01-01-1998, 5922116719 ™

1 3 [:_[] SA - California / Gas residential,
» F

SA, - California [ Waste water residential, WWALL-1, Active, 01-01-1998, 5922116874

B SA (No Premise) - California [ ERES Automation, TRATE, Active, 01-01-2000, 1325316234

fa a =21 M3 | Y et -
l(_.;) Person - Brazil,Mark - Main customer

The following points describe how to use trees:
You can expand and contract the nodes in a tree by clicking on the icon that prefixes the node (you can also click the arrows
to expand and contract a node).

NOTE: Expand all. If you press Ct r | while clicking on an icon that prefixes a node, all child nodes (and their
children) expand.

You can click the context menu button to cause a context menu to appear. You can navigate to any of the pages that are
presented on this menu. Refer to Context Menu Button for more information.

You can click on the information that appears in an underlined node to drill into the page in which the object is maintained.
For example, if you click on the account information, you will be transferred to the Account - Main page.

NOTE: Important! If you make changes after expanding a tree's nodes (e.g., by drilling down on a Premise and
changing the premise's address), the tree will contract to the first node if you return to the page.

Nodes in trees fit into two broad categories:

» Information nodes. Information nodes highlight the existence of other data. For example, on the Control Central - Bill
Payment Tree, a node exists to highlight the existence of new financial transactions that were created since the last bill
was completed.
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» Datanodes. Data nodes show information about objects in the system. For example, data nodes exist on the Control
Central - Bill Payment Tree that show bills and payments.

Required Field Indicator

An asterisk (*) is used to indicate that a field is required. The system determines this based on the field's configuration.
When a field becomes required because of an algorithm and not the field's configuration, however, the system will not add
an asterisk.

NOTE:
If a page includes a grid, fields within a row may be marked as required.
Operations®

OPERATION NAME SCHEMA TYPE SCHEMA NAME

= = x x

+ | [ -

In this situation, the field(s) within the grid are only required if the row is being populated.

Accordion Windows

Accordion windows are used when the data held in an object's rows does not comfortably fit into a grid.

Each row in an accordion has a header that summarizes a row's details. When you click a header, the row expands to show
the details. The following is an example of an accordion where all headers are collapsed (meaning that only summaries of
the rows' details are shown):

] sTeEPS ALL 3 DISPLAYED [EXPAND ALL] [COLLAPSE ALL]

(1 [l ( 10 ) Editdata- Getthe Physical BO for the MO
(] -+ [ ( 20 ) Editdata- Getthe prime keys of the BO
(] < [ill ¢ 30 ) Editdata-Readthe BO

When you expand a header, its details are exposed. For example, the following shows the same accordion after the third row
is expanded:

E‘ STEPS ALL 3 DISPLAYED [EXPAND ALL] [COLLAPSE ALL)

[J 4 [l ( 10 ) Edit gata - Get the Physical BO for the MO

ETEP SEQUENCE 0
STEP TYPE Edit data -
Get the Physical BO for the MO &
TEXT
EDIT DATA TEXT | move "parm/mo” 1o "F1-RetrieveMOOption/inputimo”, fo

move 'F1PB' to “F1-RetrieveMOOption/inputmoOptionType”
move 'Talse’ o "F1-RetrieveMOOptionfinpulisMultiple”;
invokeBS 'F1-RetreveMOOption' using “F1-RetrievelOOption™; ¥

O - [l { 20 ) Edindata- Getthe prime keys of the BO

[C] 4[] { 20 ) Editdata-Readthe BO
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NOTE: You must expand to update. In order to update a row in an accordion, you must expand it.

Row Summary and Chunk Management

At the top of an accordion you'll find a summary of its rows. The format of this information differs depending on the
number of rows and the size of the accordion:

» If the accordion contains every row, a summary of the total number of rows is displayed.

» If'the accordion contains a subset of rows, you are presented with a summary of the rows AND you are provided with
options to display different "chunks" of rows.

* Click First to display the first "chunk" of rows (the size of a chunk differs depending on the accordion). This option is
dimmed if the first chunk is in the accordion.

* Click Previousto display the previous chunk of rows. This option is dimmed if the first chunk is in the accordion.
» Click Next to display the next chunk of rows. This option is dimmed if the last chunk is in the accordion.

* Click Last to display the last chunk of rows. This option is dimmed if the last chunk is in the accordion.

Dashboard Area

The dashboard is a portal that contains zones. These zones appear regardless of the object being displayed in the Object
Display Area. Refer to Dashboard Portal for a description of these zones.

NOTE: User configurable. Every user has control over the zones that appear in their dashboard. Refer to Portal
Preferences for more information about how a user can customize the contents of the dashboard.

Script Area

When a script is initiated, the object display area shifts down to make room for the script area.

The information in the script area takes you through the steps in the selected business process (provided by your
implementation team).

ORACLE Oracle Utilities Customer Care and Billing Emplish System = About Hedp
Home Menu = Admin = Q Search Menu Control Central Account Information
= 7 Doesibe dashboard cortain the account to which the mew perion will be added? | Yes | Ha X =

| Switch Language
- Alerts
Control Central Bookmark Relreth Applicable Campaigns

Portal Pages

This section describes using portals and zones to find and display information. This is the preferred technique used by the
base product for building user interfaces.

Additionally, portals and zones may be configured by your implementation to supplement the base package provided
functionality.

The contents of this section provide background information about portal page behavior.
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Portals Are Made Up Of Zones

The term "zone" is used to describe a section on a portal. For example, the following is a portal with seven zones:

Switch Language
Bookmarks
Checked Out
Current Context
Current To Do
Favorite Links

Favorite Scripts

NOTE: This example may not be available in your application; it is used for illustration purposes only.
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Current Context N

@ Brazil,Mark -

@ 5922116763 4 Brazil,Mark, Residential,

= s
5-989.56
11 North-East, Morristown, CA, 07960,
; b
USA, Single family home, 3364881208
Current To Do
Assign me a To Do
Customer Contact e
LAST 27 days ago - System,English
TYPE -
COMMENT
#
Eligible Scripts v
Favorite Links N
User Group +
To Do Role +

Users Must Be Granted Security Access To Each Zone

A user must be security granted access rights in order to see a zone on a portal.

FASTPATH: Refer to Granting Access to Zones for information .

Zones May Appear Collapsed When A Page Opens

Zones may be designed to appear collapsed (or minimized) when the portal is initially displayed. To view the information in

N

a collapsed zone, the user can press the zone's expansion button, “ to either expand or collapse the zone:
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Favorite Links

b

Favorite Links

User Group + R |
To Do Role + (2]
QA Query Portal 2]
Workflow Process Template+ [4]

A zone's data is only retrieved when it is expanded.

Some Portals Allow User Customization

There are some portals in each base product that are configured to allow user customization. In this case, the portal is visible
on the user's portal preferences. For these portals each user has control over the following:

* Which zones appear on their portal
* The order in which the zones appear
*  Whether the zones should be "collapsed" (i.e., minimized) when the portal opens.

Users define their preferences by clicking the User Preferences button. Pressing this button transfers the user to the User
Preferences page on which their Portal Preferences can be defined.

Portals used for base product query and maintenance pages are typically configured to not allow user customization.

Dashboard Portal

The dashboard is a special portal that always appears on the desktop. Its zones contain tools and data that are useful
regardless of the object being displayed.

NOTE:

Minimize the dashboard. You can minimize the dashboard by clicking on the vertical bar on the left side of the
dashboard. This causes the dashboard portal to disappear allowing more of the page area to display. The vertical
dashboard bar is then displayed on the right side of the page. Clicking the dashboard bar restores the display of the
dashboard portal. It also suppresses the refresh of the zones within the dashboard based on updates to the context.
Maximizing the dashboard then refreshes the zones with the latest appropriate content.

Minimize the dashboard when launching the system. If desired, a URL parameter may be used to minimize the
dashboard when launching the system. The following URL highlights the syntax. http://system-server:1234/cisjsp?
minDashboar d=true

Keyboard Shortcut

Alt+J

The contents of this section describe the zones that are provided by the framework product for this portal. Please note the
following additional information about the dashboard portal that may impact how it appears.
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» Additional zones may be available in other products. The zones described below are available in every base product.
Please refer to the product-specific documentation for additional dashboard zones available in your product (open the
help and navigate to the index entry labeled Dashboar d).

» Context Sensitive Zones may appear. Some pages may define additional zones that should appear in the dashboard
only if that page is displayed. These are referred to as Context Sensitive Zones.

» Dashboard zones ar e configurable. The dashboard portal is configured to allow a user to define preferences for it.
Refer to Portal Preferences for more information.

NOTE: Security. As a general rule, dashboard zones each refer to a unique application service so that a security
administrator may configure which users are allowed to have access to which zones. Note that the user portal
preferences indicates which zones a user has security access to.

Bookmarks Zone

After clicking the Bookmark button and saving a bookmark, it is visible in the Bookmarks zone. Clicking one of the links
in the zone navigates to the page where the bookmark was saved and loads the information related to the record that was
displayed when the bookmark was saved.

Click the trash can icon to delete the bookmark.

Note that a user may change the name of the bookmark or change the sequence of the bookmarks by navigating to the User -
Bookmarks in the user preferences.

Current To Do Zone

The Current To Do zone is designed to streamline the process of working on To Do entries from assignment to completion.
It displays key information about the user's current To Do entry and provides functions that help minimize the number of
steps it takes to resolve the entry and potentially other entries related to it.

The following sections provide more detail about the zone.

Next To Do Assignment

Users may have the option to click the Assign me a To Do button to request the next To Do entry they should work on.
This functionality is optional and can be configured to follow your organization's business rules in determining the next task
for a user. For example, if your organization practices work distribution "on demand", this feature can be configured to find
the highest priority entry a user can work on and assign it to the user. Refer to work distribution for more information on
this business practice.

NOTE: Next To Do Assignment Rules Areln A Plug-in. Refer to Installation Options for more information on how to
configure the system to take advantage of this function.

If the system is successful in determining the next entry the user should work on, this entry becomes the user's current To
Do and its information is displayed on the zone.

User’s Current To Do

The user's current To Do may be set using the Next Assignment algorithm, or by drilling in on a To Do from the To Do List
or To Do Search page as described in A User's Current To Do. Once a current To Do has been set, the zone displays details
related to the To Do.

The M essage describes why the entry exists. The message description allows the user to drill into the page on which the
entry's respective object is displayed. For example, if the entry is associated with an asset that needs review, the user is
brought to the asset page to view the information and potentially take action. If the To Do type has been configured to

Oracle Utilities Customer Care and Billing Business User Guide * 57



associate a script with this To Do entry's message number, then instead of being taken to the respective page, the associated
script is launched.

Info displays the standard To Do information. An icon 5 appears if there are comments on the To Do and a Log Entry

icon E= appears if there is a log entry of type Forwar ded, Sent Back or User Details on the To Do. The description drills
into the To Do entry page allowing the user to view more information about the entry or make changes to it as needed.

The user may use the Complete button in the zone to complete the current entry.

Next / Previous Buttons

The Previousand Next buttons are enabled on this zone under the following conditions:

* The user selected an entry either on the To Do List page or the To Do Search page.

» At least one other entry exists below (for Next) or above the entry selected (for Previous).

Clicking Next or Previous will bring the user to the transaction indicated on the To Do Entry's message, where its
respective object is displayed. It also makes that To Do the Current To Do displayed in the zone.

Keyboard Shortcut Comments Alternate Shortcut
Al t+Y Previous To Do
At+Z Next To Do Al t+Shift+Z

NOTE: Refer to Shortcut Key Summary for information about the alternate shortcut.

NOTE: When a user drills down on a To Do entry from the To Do List page, the system automatically changes the
status of the entry to Being Worked. If Next To Do or Previous To Do is subsequently used to scroll through this list,
the system does not change the To Do entry's status. To change the status of these entries, the user must navigate to the
To Do List. On this page, multiple entries may be selected and their status changed with a single user-interface action.

Related To Do Entries

If the To Do entry has non-complete related entries a summary Related To Do description appears. The description states
the total number of related entries, how many are still in Open, how many are assigned to current user and how many
assigned to others. This hyperlink navigates to the To Do Search query allowing the user to review the related entries. At
this point the user may decide to assign entries that can be positively identified as being caused by the same problem as the
current To Do also to himself.

If at least one related To Do entry is Open or also assigned to the current user, the Complete All button is visible. If the
user determines that the related To Do entries have been resolved with the appropriate action taken, the button may be used
to complete in one step the current entry and all related entries that are Open or assigned to the current user.

If the related entries are not resolved with one action, the user may opt to use the Complete button to complete the current
entry alone and work on related entries one at a time. Using the related To Do information hyperlink the user may navigate
to the To Do search page and drill into the first related To Do to work on using the message hyperlink. This entry now

becomes the user's current To Do and the Next and Previous action buttons are set to scroll through the related entries list.

Favorite Links Zone

Each line in the Favorite Links Zone corresponds with one of the user's favorite links (e.g., transactions). Clicking on a
line invokes the transaction. A number appears adjacent to the first nine entries to highlight that these links can be invoked
by pressing an accelerator key (Ct r | + a number). Note that the numeric keypad on your keyboard cannot be used to
implement this function.
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Users define their favorite links by clicking the User Preferences button. Clicking this button transfers the user to the User
Preferences page on which their Favorite Links can be defined.

Favorite Scripts Zone

The Favorite Scripts zone lists the business process assistant (BPA) scripts that you have defined on your user preferences.
You can click on a script to execute it. You can click the Sear ch button in the zone to search for other scripts.

NOTE: If you do not see the Favorite Scripts zone in your dashboard, navigate to User Menu and click the Preferences
menu item to display the User - Portal Preferences page. Under the Dashboard Portal row, select the Display option for
the Favorite Scripts zone.

Favorite Searches Zone

If you marked a saved search as a favorite using Saved Searches functionality, the search is visible in the Favorite Searches
zone. Clicking one of the links in the zone navigates to the page where the search was saved and populates the filter values
and executes the search.

Switch Language Zone

The Switch Language zone is used to switch the application's language. Only languages that are supported by your
implementation will appear.

To switch the application's language, choose the desired language and press the Refresh button.

NOTE: If your implementation uses a single language, you should suppress this zone by not granting security rights to
the zone's application service.

To Do Summary Zone
The To Do Summary Zone has several purposes:

» It presents a summary of the To Do entries that have been assigned to you and are Being Worked On.

* The colored "age bars" highlight the age of the To Do entries. The colors red, yellow and green are used to highlight
the relative number of old, middle-aged and new To Do entries. The age associated with each of these colors is user-
configurable. Note, you can hover the cursor over an "age bar" to see the number of To Do entries.

» Ifyou click on the To Do Type description or on an "age bar", you'll be transferred to the To Do List transaction where
these To Do entries will be displayed. From this page, you can drill down to the specific entries.

NOTE: Timesaver! After you drill down on entry from the To Do List page, if you have the Current To Do zone
configured in the dashboard, you can use the Previous To Do and Next To Do buttons in the zone to scroll through
additional To Do list entries without returning to the To Do List page.

Work List Zone

The Work List zone provides quick access to an entire column of an info or query zone. When a user clicks on a work list
entry, the system will do whatever it would have done if they'd clicked on the hyperlink in the zone. In addition, the system
ticks off that they've worked on the entry (this feature is mostly so users know that they've at least looked at something).
Refer to Work Lists to better understand how to configure query columns to support work lists.
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Zone Types and Characteristics

The topics in this section describe common zone types, function, and common characteristics.

FASTPATH: Refer to The Big Picture of Portals and Zones for a description of general portal and zone functionality.

Common Characteristics of Zones

The following topics describe common characteristics of all zone types supported by the base package.

Zone Visibility
A zone may be configured to dynamically be visible or completely hidden depending on the information being displayed.

When hidden, not even the header is displayed.

For configuration information, refer to Zone Visibility Service Script.

Control Zone Headers

A zone may reference a Ul Map to define and control its header. This feature provides the means to achieve a uniform look
and feel for the application as well as add functionality to the zone header beyond being just a title bar to open and close the
zone. Refer to Ul Map and to its context sensitive tips zone for more information on Fragment UI Maps and how they are
used to construct zone headers.

Explorer Zones

The product provide several zone types that are used to find or display a set of information. These are called explorer zones.
There are two types of explorer zones:

» Infozones. An info zone displays a list of information about an object. These types of zones often display information
without requiring any input from the user.

* Query zones. A query zone allows users to find objects matching a given search criteria.

Virtually every aspect of an info or query zone is controlled by its zone configuration. However, most share basic common
components described in the subsequent sections.

Search Criteria / Filter Area

For query zones, the Search Criteria Area (also called Filter Area) contains the criteria used to find objects. The design of
the zone controls the number and type of filters that appear in this area. After search criteria is entered, clicking the Search
button causes the system to look for records that match the criteria. The results are shown in the Results Area.

For info zones, the zone's configuration indicates whether or not a Filter area is applicable and if so, whether or not it is
open or closed by default. If the filter area is configured, the Show Filter icon is visible in the zone header. Click this icon
to expose the Filter Area, if it is not visible and click the icon to hide the Filter Area if desired. Use this area to filter the
information that appears in the zone by different values. Click the Sear ch button to rebuild the Results Area using the
specified filters.

For example, the following shows an info zone listing user groups that do not have access to a given Application Service
where a filter area has been configured to allow users to show user groups specific to a given user by ID or name.
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User Groups not Linked"

Filters: Application Service CILQTDQP , User ID CCBDEV1
USER GROUP DESCRIPTION ["} GRANT ACCESS

1 | "PORTAL" Portal System Default Grant Access

USE TO SHOW USER'GROUPS WITH SPECIFIC USER
USERID CCBDEV1
FIRST NAME
LAST NAME
Search

The info zone includes configuration to indicate whether the filter area, when exposed, should be shown at the top of the
zone (above the results) or at the bottom of the zone (below the results). For query zones, the search criteria is always
displayed at the top.

NOTE: PressEnter. Rather than clicking the Sear ch button, you can press Ent er to trigger the search / info zone
refresh.

Description Bar

The Description Bar describes the search criteria that were used to build the Search Results Area.

Results Area

The Results Area displays the appropriate list of objects. For an info zone, this is the list of appropriate objects with any
input filter criteria considered. The following is an example of the results for an info zone. For a query zone, this is the list
that matches the search criteria defined in the Filter Area. The following is an example of the results set of an Info Zone.

Business Objects with Status Reason i

BUSINESS ORJECT DESCRIPTION STATUSES
F1-BusinessFlagError Business Flag Errar Disearded
Fl-CubeView Cuk Active, inactive
Fl.-GenaricBISyncRequest B Symic Reguest Discarded, Cancel

Fl-MessageFromDevice Canceled

Fl-MessageToDevice Queued, Canceled, Processad
F1-MigrDatasetExpant gratian Data Set Expart Canceled

Fi-MigrDataSstimpornt Higration Dath Set Impat Cancaled, Completed -

For a query zone, the columns that appear may differ depending on the search criteria. For example, if you search for a
customer by their driver's license number, the resulting columns may be different than the ones displayed when you search
by customer name.

The following points highlight details related to viewing and working with the result set:

Broadcast. If the results set is configured to display a broadcast icon, , it means that at least one other zone on the
portal is configured to display data related to the record selected in the results list. Clicking this icon will cause the other
zone or zones to be built or refreshed to display related data.
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* Hypertext. One or more columns in the zone may be configured as hypertext. Clicking the hypertext will result in
navigating to another page to display data related to that column based on the configuration for that column.

* Maximum height. The maximum height of the report area is controlled by the zone's configuration. A vertical scroll will
appear when more rows exist than fit into the height.

*  Maximum rows. The maximum number of rows that can appear is controlled by the zone's configuration. Excess rows
are truncated before display. Please note, you can configure the zone to download more rows to Excel than appear in the
Results Area.

» Control column sorting. By default zones are designed to allow a user to sort the results list by clicking any column
heading. Clicking once sorts ascending. Clicking again sorts descending. However, a zone may be configured to not
allow this type of sorting.

» Rearranging columns. A zone may be configured to allow a user to rearrange columns and add or remove columns
visible in the Result Area. Refer to Column Configuration for the details.

The type and variety of columns that appear in the Results Area is controlled by the zone's configuration.

Title Bar

The Title Bar contains the zone's description along with other icons and functions described in this section.

In the corner of the Title Bar, you'll see an indicator that tells you whether the zone is collapsed (e.g., minimized) or
expanded. Each time you click the indicator, the zone toggles between expanded and collapsed. The following image shows
a collapsed zone.

Bundle Entities %

NOTE: Recommendation: For zones that are configured to show on portal preferences, set up Portal Preferences to
collapse zones that aren't needed every time a portal is displayed. Rationale: The system doesn't build collapsed zones
when a portal is displayed. Instead, collapsed zones are only built when a user expands them. Thus, indicating a zone is
collapsed improves response times.

If the zone is configured with help text, a help icon appears to the right of the zone title. Click this icon to view the help text.
If a saved search is open for a zone, the name of the saved search is displayed after the zone title.

The following sections describe additional icons and tools visible on the title bar. Note that in addition to the information
described in this section, additional actions that are specific to a zone may appear based on configuration. The actions may
appear in the form of hypertext, an icon or a button.

Explorer Zone Menu
&

Click the Explorer Zone Menu icon . to list available tools. The following topics describe each tool.

Clear Filters
Click the Clear Filterslink in the Explorer Zone menu to clear the filter values and zone data.

Export to Excel

Click the Export to Excel link in the Explorer Zone menu to download the zone's data to Excel. This link is hidden if the
zone has been configured to not download rows to Excel.
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Print
Click the Print Zonelink in the Explorer Zone menu to print the zone.

Save Search Options

Query zones and info zones that include filter areas, allow a user to capture and save filter criteria so that the same search
can be more quickly executed in the future. Users may save many different search options for the same zone. Users also
have the option to nominate one search as the default so that this search is automatically loaded upon entering the zone.
In addition, users may choose to set one or more searches as a Favorite, which causes the search to appear in the Favorite
Searches zone in the dashboard. This allows a user to navigate to the portal for that zone and load the saved search in one
click.

The Explorer Menu includes various options for supporting Saved Searches that are described below.
Note the following additional points about this functionality:

» Click Search before Saving. When a user wants to save a search, the search criteria should be entered and the Search
button should be clicked prior to saving the search.

» Criteriaissaved, not results. Although a user must click Sear ch prior to saving the search, the system saves the
criteria, but not the results. When returning to the query or info zone in the future and opening a given saved search, the
results displayed will be the current records in the system that match the saved search criteria.

* Multi-Query Zones. When a user is on a multi-query zone, the searches are saved at the multi-query zone level so that
all saved searches for the various search dropdowns for a given multi-query zone are visible in the Open Saved Searches
menu option.

» Functionality is Secured. If for any reason an implementation wishes to restrict which users are allowed to save
searches, the functionality is securable. Only users with I nquire access to the F1_USRFAV SCH application service will
see these options in the explorer menu. This is the same application service that is used to provide access to the Favorite
Searches dashboard zone.

Save As
The Save As... option in the Explorer Zone menu allows a user to save the current entered search criteria. This should be
clicked after executing the search.

The user is prompted to provide a name for the search. This search is now available from the Open Saved Searches option.
If desired, a user can also choose to make this search the Default or may choose to Add to Favorites.

This option is visible whether or not an existing saved search is loaded. When a saved search is loaded, this option allows a
user to make changes to the search criteria and save a new search with that criteria.

Open Saved Search

The Open Saved Sear ch... option in the Explorer Zone menu is visible if there are any saved searches for the zone that is
currently visible. Select this menu entry to view the current list of saved searches for the zone. For multi-query zones, any
saved search for any of the query zones that are part of the multi-query zone are visible. Choose the desired saved search.
The criteria is updated with this information and the search is performed.

Save
The Save option in the Explorer Zone menu is visible if a Saved Search is already loaded. This option allows a user to save
changes to the criteria of an existing saved search (overwriting the previously saved criteria).

Set As Default
The Set AsDefault option in the Explorer Zone menu is only visible if a saved search is loaded and it is not currently the
default. Click this option to nominate this search to be the one that is loaded when navigating to this zone from the menu.

Remove As Default
The Remove As Default option in the Explorer Zone menu is only visible if a saved search is loaded and it is currently the
default. Click this option to no longer load this search automatically when navigating to this zone from the menu.
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Add To Favorites

The Add To Favorites option in the Explorer Zone menu is only visible if a saved search is loaded and it is not currently
included in the favorite searches zone. Click this option to include this search in the Favorite Searches zone. Once a search
is in the Favorite Searches zone, you can use the link to the search in the dashboard to navigate to the portal for this zone
and load the saved search in one click.

NOTE: Not available for dependent zones There are some portals that include a zone that is not the main query or info
zone on the portal, but is rather a zone providing additional information for a record that is displayed. If a zone like this
has filter options or configurable columns, a user is able to save searches and mark one as a default, but will not be able
to add the saved search to favorites because the zone is dependent on other data on the page that is not captured for the
individual zone.

NOTE: Dashboard Zone Preferences. Be sure that your portal preferences are configured to include the Favorite
Searches dashboard zone.

Remove From Favorites

The Remove From Favorites option in the Explorer Zone menu is only visible if a saved search is loaded and it is currently
included in the Favorite Searches zone. Click this option when you want to keep the saved search but you no longer want it
visible in your Favorite Searches zone. (Deleting a saved search that is also marked as a favorite will automatically remove
the search from the favorite searches zone.)

Delete
The Delete option in the Explorer Zone menu is only visible if a saved search is loaded. Click this option to remove the
currently opened saved search from the list of saved searches.

Note that if the saved search had been configured as favorite, deleting the saved search remove it from the favorite searches
zone.

Show Filters
Click the Show Filtersicon e to show the Filter Area. This button only appears if the zone has been configured to have
filters.

NOTE: If the zone is configured to have filters and the drag and drop (column configuration) area, only one or the other
is shown at any given time. It means that a user can either change the filter criteria and refresh the search results or
change the column configuration and refresh the results.

Show Column Configuration Area
Click the Column Configuration icon to show the Column Configuration Area. This button only appears if the zone
has been configured to allow columns to be dragged and dropped into the Results Area.

NOTE: If the zone is configured to have filters and the drag and drop (column configuration) area, only one or the other
is shown at any given time. It means that a user can either change the filter criteria and refresh the search results or
change the column configuration and refresh the results.

The Open Zone Maintenance Icon

o
Click the Go To Zoneicon “"® to switch to the zone's zone maintenance page. On this page, you can change the
parameters that control the zone's behavior.
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NOTE: Debug mode only. This icon only appears when the system operates in Debug mode.

Configurable Columns

Info zones and query zones may be configured to allow users to rearrange columns and to remove or add columns to the
output. This is also referred to as "drag and drop" of columns.

When a zones is configured to support this functionality, the Show Column Configuration Area icon is visible in the zone
title area. Click this icon to expose the Column Configuration Area, if it is not visible and click the icon to hide the Column
Configuration Area if desired.

If configurable columns are allowed, a user may rearrange the order of columns currently displayed in the Results Area by
clicking the column heading and "dragging" it to the desired location.

In addition, the column configuration area may display columns that are not currently in the Results Area. These are
indicated by a cream background. A user can drag one of these columns to the results area and then click Refresh to rebuild
the zone. To remove a column that is currently in the results area, click the trash can icon next to the column name in the
column configuration area and then click Refresh to rebuild the zone.

The following is an example of how the Column Configuration Area looks:

ASSIGN TO USER KEY 2 MNOTE _" TODDID
7] CHARACTERISTICS KEY 3 T PRIORITY TO DO ROLE
CREATE DATE/TIME KEY 4 _ RELATED
DAYS OLD KEY 3 F_ RELATED ENTITY
KEY 1 [l MESSAGE fl] STATUS
Refresh

Multi-Query Zones

This type of zone combines individual Query Zones into a single query zone. A Search By dropdown, built from the zone
descriptions of the individual Query Zones, allows you to select the desired query to execute. Selecting a specific Query
Zone display the filters of that query in the filter area. At this point the zone simply executes the selected Query Zone, as if
it was executed on a standalone zone. By default, the first query zone option is selected.

Asset Search 8 &

SEARCH BY | Aszset Information -
Asset Information

Asset Information

Asset Identifier

ASSETITHEE Asset Disposition i

DETAILED DESCRIPTION

Asset Specification

LOCATION Employee Information
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Map Zones

A map zone displays information related to one or more objects. For objects that are maintained using portal-based pages,
the standard display of the object is using a map zone. Map zones may be configured to display an explicit map or may
dynamically display the map based on the configuration of the record being displayed.

Because the information displayed in a map zone is configured using HTML, virtually any format supported by HTML is
possible. The following is an example of a typical map zone used to display information about an object.

Migration Request: Framework Configuration, Group Add Search Bookmark Refresh

Main
Migration Request

Main 2 Record Actions(

Fi-FrameworkConfig Edit Delete Duplicate Export

Framework Configuration
A tool tip can be used to display additional help information for the details shown in a map zone. The tool tip may appear
adjacent to the section header or adjacent to individual elements on a map.

NOTE: You can customize the help icon or disable map help using the Custom Look and Feel feature configuration.

Open Map Maintenance Icon

Click the Go To Map icon 14 to switch to the UI map maintenance page. On this page, you can view the HTML
configuration for the zone. Note that for map zones that display a business object configured without a map, the elements
displayed are automatically rendered. In this case, no "hammer" icon is visible.

NOTE: Debug mode only. This icon only appears when the system operates in Debug mode.

Timeline Zone

A timeline zone is used to show events over time for multiple types of data. This type of zone is helpful for providing
a consolidated view of separate events occurring in time that may in fact impact each other. For example, in the billing
system, a timeline can show bills, payments and collection processes for the same time period.

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

Timelines Zones Are Configured By Your Implementation Team

The product provides support for creating timeline zones. However, whether timeline zones are configured for your
implementation and on which portals they may be visible will depend on your specific configuration. Refer to Configuring
Timeline Zones for general information about configuring timeline zones. Refer to your specific edge application’s
documentation for details about what type of timeline information is provided out of the box.

You Can Move Through Time

You can click the controls at the top of a timeline zone to change the date-range of the zone's information. To reposition the
timeline to a specific date, selected the desired month and year at the top of the zone and click the search button.
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Controls at the top right of the zone allow you to navigate through time.
* To go back one year, click the double-left arrow.

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

* To go to today, click the middle dot.

* To go forward one month, click the single-right arrow.

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

Timelines Can Have Many Lines

Depending on how a timeline zone is configured, it will typically have one or more "lines" that show when significant
events have occurred. Each line represents a specific type of data. The data may be related to a specific maintenance object,
for example, payments may be displayed in one line and bills in another. It may also be possible to create multiple lines for
different types of records for the same maintenance object. For example, if your product provides an algorithm to display
cases, it may support defining a different entry for each case type.

Each Line Shows Events

Each line on a timeline may contain zero or more events where each event shows the date when the event occurs. For
example, the payment line in a timeline has a separate event for every payment received from the customer. Each line's
description contains the number of events on the line.

CAUTION:

If a line has more events than can fit onto a timeline, the line will show the first "chunk" of events and a message will
appear in the "more info area" explaining that some events have been truncated. If this happens and the truncated events
are in a later 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

The timeline zone is driven by algorithms and the algorithms may be configured to highlight different types of events
in different colors and / or icons. For example, a timeline that shows payments may use different colors and/or icons to
visually differentiate between canceled payments and frozen payments.

An Event's Hover-Text Can Contain Additional Information

The timeline zone supports providing hover text that appears when a user hovers the mouse over an event. Each type of
event can have different hover text. Typically the standard information string is shown for each event.

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:

* The event's common "information string" appears. This information is hypertext to allow for easy access to the
transaction on which the object is maintained.

* Additional information may appear. This is dependent on the particular timeline algorithm. Refer to each timeline
algorithm's description to find out if additional information appears in the detail area under any conditions.

» If'the algorithm has configured BPA scripts that can be executed to perform business processes on the object, the BPA
script description appears prefixed with a "wizard's hat" icon.

Common Base Portals and Zones

The following sections describe common standards followed by the product for base query and maintenance dialogue.
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All-In-One Portal

The all-in-one portal is used for low volume objects, where a small number of records are expected.

For example, many control tables use this style of portal. In this portal, rather than separate query and maintenance portals,
a single portal allows a user to find a record and maintain the record. A zone listing all existing records is displayed when
first entering the portal. A user can perform actions on existing records or add new records from there. More details about
the list zone are provided below.

Refer to Maintenance Portal for information about zones commonly found on maintenance portals.

The all-in-one portal will typically provide the ability to add a new record. This may be a button in the Page Action area or a
hyperlink defined directly on the list zone’s header area.

List Zone
This info zone appears when first entering the portal and displays a row for each record.
The following functions are commonly available in a list zone:

* A broadcast icon is included in each row. Clicking this icon opens other zones that contain more information about the
adjacent record.

* An Edit icon may be included in each row. Clicking this icon launches the maintenance BPA script to modify the
adjacent record.

* A Duplicate icon may be included in each row allowing the user to duplicate the adjacent record without having to first
display the record.

» A Deleteicon may be included in each row allowing the user to delete the adjacent record without having to first display
the record.

* If'the record has a simple BO lifecycle of Active and I nactive, the list zone may include a button to Activate or
Deactivate the adjacent record.

Separate Query and Maintenance Portals

For high volume objects where more sophisticated search criteria is needed to find a particular record, separate portals are
provided to search for the record and to maintain it.

The query portal contains a zone to search of the object that you wish to maintain. Additional information about the query
portal's search zone is provided below. Clicking an appropriate record in the search results navigates to the object's stand-
alone maintenance portal.

The query portal will typically provide the ability to add a new record. This may be a button in the Page Action area or a
hyperlink defined directly on the list zone’s header area.

Query Portal Search Zone
The query portal contains one zone used to search for the object.
The zone may be a standard query zone or may be a multi-query zone providing one or more ways to search for your record.

Once the search results are displayed, click on the hypertext for the desired record's information string to navigate to the
stand-alone maintenance portal.
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Maintenance Portal

A maintenance portal refers to a page that is used to view and maintain a specific record. These types of records are
governed by a business object, which defines the user interface layout for both the display of the record and the add or
update of the record.

An all-in-one portal is a type of maintenance portal where the maintenance zone is displayed once a record has been
broadcast from the list zone. For the separate query and maintenance portal dialogue, the maintenance portal includes only
zones relevant for the specific record selected.

Maintenance portals may have multiple tabs to display information relevant for the object. Often, if the object has a Log, the
log is on a separate tab. (However, there may be some maintenance portals that include the log zone on the Main tab.)

The stand-alone maintenance portal is typically configured with the ability to navigate back to the query portal using either
a Sear ch button in the Page Actions area or using a Go To Sear ch hyperlink in the main zone's header area. The stand-
alone maintenance portal may also include the ability to add a new record using an Add button in the Page Actions area. (If
not, a new record can be added by navigating through the menu or by navigating to the query portal where an Add hyperlink
may be found.)

The following sections describe zones that are common to portals used to maintain a record. Note that additional zones may
exist for specific all-in-one portals or stand-alone maintenance portals based on the particular functionality. Refer to the
documentation for each portal to understand the specific zones that are provided.

Object Display Zone
This is a zone that displays the object being maintained.

An object being displayed may or may not allow for actions or updates to be made. Typically there is a Record Actions
section in the display area that presents the valid actions. Depending on the functionality, the actions may prompt the users
to input values required for that action.

Log Zone

If the maintenance object for the record includes a status, it typically has a log that records important events in its lifecycle.

This log is shown in an info zone on the portal, either on the Main tab or on a separate Log tab. A link appears in the zone's
title bar to allow the user to add a new manual log entry.

Process Flow

This portal is used to guide a user through the steps needed to complete a process flow. If the process flow type is
configured to keep a record of a completed process flow then this portal may also be used to display the details of such
record.

Refer to Understanding Process Flows for more information.

Each type of process flow is assumed to be configured with designated custom menu options that allows you to launch a
new process flow of that type as well as review saved off and completed records. When reviewing existing process flow
records, you are brought to a query portal with options for searching for a specific record. You may Resume a saved off but
not yet finalized process flow or review a complete one.

The Process Flow zone on the portal's Main tab page assists the user in completing the process flow as well as displays the
information captured on a completed process flow.
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Fixed Pages

There are some pages in the system that are built using a fixed page metaphor. All user interfaces implemented in this way
function in a similar manner. This section describes functionality to these types of pages.

NOTE: Not all pages in the application use this metaphor. The preferred metaphor for pages in the system is to use
portal-based pages. For more information see Common Base Portals and Zones.

Maintenance Pages

Maintenance pages are used to maintain (add, change, etc.) the information in the system using a fixed page metaphor. This
section focuses on functionality common to all maintenance pages using this metaphor.

The Unique Identifier Area

Every object in the system must have a unique identifier. For some objects, typically administrative or control table data, the
unique identifier is defined by the user creating the record. Other objects, typically master or transaction entities, the unique
identifier is assigned by the system after the record is saved.

Where the identifier is displayed depends upon whether the ID is user-defined or system generated.

Pages displaying objects with a user defined identifier (such as To Do Type) typically display the identifier on the left along
with a search button. For master and transaction tables, (such as To Do Entry) the unique identifier is typically found in

the upper right corner of the screen along with a search button and is labeled as the entity’s ID. In this case, if there is an
information string associated with the object, it is displayed on the left.

If the object being maintained has an associated context menu, a Context Menu Button is displayed appear.

Confirmation & Error Messages

Whenever a database modification action is requested, the system first validates the data to be put on the database.

First, the system validates the information. If there are errors, the first error encountered is displayed in a window. In
addition to the error message, the error window also contains the error number and the identities of the programs that
detected the error. If you don't understand an error and you have to call product support, please supply them with this
information.

If there are no errors, the system is modified.

Warning If Unsaved Changes Exist

If you make any changes to an object and you don't commit these changes to the database, the following warning appears:
"You have unsaved changes that will be lost if you continue. Press OK to continue anyway."

If you want to commit the changes, click Cancel. You will then return to the page and can make further changes or press
Save. If you want to discard your changes and transfer to the new page, click OK.

CAUTION: This warning is not displayed if you are working on a new object on a fixed page and you navigate to a
different page. Information about new objects is preserved in memory in anticipation of your return to the page. For
example, if you are in the middle of adding a new user and you want to quickly reference information on a different
page, you will not receive the above warning because your information will be saved. If you use the back button to
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return to the user page, all of the information you were adding will be present and you can enter the rest of the new
user's data.

Query Pages

Query pages are used to display record sets in the system. Most query pages function in a similar manner. This section
focuses on functionality common to all of the system's query pages.

The Search Area

The upper right corner of the screen is almost always the identifier of the object associated with the search. In Oracle
Utilities Customer Care and Billing for example, the unique identifier on the Account Financial History page is the Account
ID.

To the right of the unique identifier is a Search button. This button is used to search for a different object than the one
whose data is being displayed in the page.

If the object being displayed has an associated context menu, a Context Menu Button is displayed.

User Preferences

The Preferences (or My Preferences) transaction and the User Maintenance transactions are the same except that with My
Preferences, only the following items can be modified:

e Main Tab

» Language

* Display Profile

* Time Zone

* Email Address

» Dashboard Width

* Home Page

* To Do Summary Age Bar Parameters
* Bookmarks

¢ All information can be modified
» Portal Preferences

* All information can be modified
» Favorite Links

* All information can be modified
» Favorite Scripts

* All information can be modified

User - Main

This page lets you view or define user information and access settings.

To open the page, use one of the following navigation options:
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* The Admin > Security > User > Search menu item.

e The Menu > My Preferences menu item.

* The User Menu > Preferences menu item in the application toolbar.

Note that some fields are only modifiable when the page is opened from the from the Admin menu.
Description of Page

Basic user identification information is viewed or set in the First Name, Last Name, User 1D, and L ogin ID fields, all of
which are modifiable only when the page is opened from the Admin menu. User and logon IDs must be unique. The Login
ID is the id that the user uses to log in to the system. The User ID is the ID that is used throughout the application when
users are assigned to tasks or when the user ID is stamped on records when logging add or update actions.

L anguage Code defines the language in which the user's screen prompts and messages appear.
Set User Enabled to allow the user to access the system.

NOTE: This field, available only when the page is accessed through the Admin menu, provides special field-level
security. A user can change the field only if the Enable/Disable access mode is set.

Display Profile 1D defines the display options for the user.

The next group of fields is used to view or set user preferences. For example, you can set up portal preferences on a
"template user" and indicate that specified users will inherit their portal preferences from the template. Doing so provides
consistency in the application of account information and dashboard zones. This fields are modifiable only when the page is
accessed through the Admin menu.

» Set User Typeto Template User if the user's preferences are to match those of other users.

» Ifauser's portal preferences are to be inherited from a "template user", use the Portals Profile User 1D to define the user
ID of the template user. If applied, the specified user will inherit portal preferences from the Portals Profile User ID and
will be unable to customize those preferences.

» Ifauser's favorite links are to be inherited from a "template user", use the Favorites Profile User 1D to define the user
ID of the template user. If applied, the specified user will inherit favorites preferences from the Favorites Profile User
I D and will be unable to customize those preferences.

The Time Zone associated with the user may be defined. Implementations may use this information for features and
functions where the user's time zone impacts display of data.

Email 1D captures the user's email address.

Dashboard Width defines the number of pixels to use for the user's dashboard area. A setting of 200 is recommended as a
minimum. Depending on the width of a user's monitor, a higher setting (such as 250) will display more information without
compromising the space on the main area of the application. Setting the value to 0 will suppress the dashboard.

Home Page defines the page that appears when the user starts a session or clicks the Home link.

The To Do entry fields control how To Do entries are aged in respect of the "age bars" that appear on To Do Summary, To
Do Supervisor Summary and the To Do Summary Dashboard Zone.

» Use Lower AgeLimit for Yellow Bar to define the number of days old a To Do entry must be to be considered
"yellow" in the age bar. To Do entries below this limit are considered "green" in the age bar.

» Use Upper Age Limit for Yellow Bar is the high limit for the "yellow" bar. To Do entries older than this are considered
"red" in the age bar.

The User Group collection defines the group(s) with which the user is associated and the date (if any) when the user's
association expires. This feature is modifiable only when the page is accessed through the Admin menu. For more
information, see The Big Picture Of Application Security. Assignments of users in a user group can also be established or
maintained through the User Group - Users page.
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NOTE: The ability to maintain the user groups on this page requires special field-level security. A user can change the
field only if the System Administration access mode is set.

If your implementation has configured Object Erasure for the User maintenance object, the Object Erasure Schedule
dashboard zone is visible displaying the erasure status for this user record, if applicable. Refer to Erasing User Information
by Obfuscation for more information on object erasure for User records.

User - To Do Roles

Open the User page and then navigate to the To Do Roles tab to define the To Do roles assigned to the user.
The information on this page cannot be modified if accessed through My Prefer ences.

FASTPATH: A user's To Do roles control the types of To Do entries the user can access. For additional information on
To Do roles, see To Do Entries Reference A Role.

Description of Page

The grid contains the user's To Do roles. To modify a To Do role linked to the user, simply move to a field and change its
value. To remove a To Do role, click the - (minus) button. To add a new To Do role, click the + (plus) button and enter the
role.

Where Used

Every To Do entry references a role. A To Do role has one or more users (and a user may belong to many To Do roles).
Users who are part of the To Do role assigned to a To Do entry may work on the To Do entry. For more information on this
feature, see The Big Picture Of To Do Lists.

User - Access Security

Open the User page and then navigate to the Access Security tab to define a user's security rights. You cannot modify this
page if you accessed it through My Preferences.

FASTPATH: Refer to The Big Picture of Application Security for more information about data access roles and access
groups.

Description of Page

Use the Default Access Group to define the access group that is defaulted on new records added by this user that are
subject to row security.

The scroll area contains the Data Access Roles to which this user belongs. A user's data access roles play a part in
determining the accounts whose data they can access.

To add additional data access roles to this user, click the + button and specify the following:

Enter the Data Access Role. Keep in mind that when you add a Data Access Roleto a User, you are granting this user
access to all of the accounts linked to the data access role's access groups.

Use Expiration Date to define when the user's membership in this data access role expires.

NOTE: You can also use Data Access Role - Main to maintain a data access role's users.

The tree highlights the Access Groupsto which the above Data Access Roles provide access.
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User - Bookmarks
This page is used to manage a user’s bookmarks that are created when a user clicks the Bookmark button and saves a
bookmark. From this page the user can delete a bookmark, change the name of the bookmark or change the sort sequence.

Open the User page and then navigate to the Bookmarks tab to modify or delete a bookmark.

Description of Page

Sequence is the sort sequence associated with the bookmark. Bookmarks with the same sequence are then sorted
alphabetically.

Name is the user-defined name assigned to the bookmark. This is the text that is visible in the Bookmarks dashboard zone.

NOTE: FavoriteLinksvs. Bookmarks. Favorite links are configured through the user page and define pages that a
user can navigate to. They do not define context (although some pages may use information currently in global context
when navigating). Some users may not be allowed to configure their own favorite links and would see the favorite
links associated with a profile user. Bookmarks are created using a bookmark button available on each page. The
bookmark saves navigation information, context information and also captures some information about the state of a
page. Bookmarks are not governed by any user profile configuration.

User - Portal Preferences

The base product contains several portals that allow users to customize them via portal preferences. Portal preferences allow
users to control:

*  Which zones appear on the portal

* The order in which the zones appear

*  Whether the zones should be "collapsed" (i.e., minimized) when the portal opens.
NOTE: You may not be ableto change your portal preferences. If a note appears immediately before the list of
portals, a system administrator has configured your user ID to reference a Portals Profile User ID (this is defined on the

Main tab). Preferences set in this way cannot be modified. System administrators do this in order to enforce a common
look-and-feel throughout the user community.

Open the User page and then navigate to the Portal Preferences tab to modify a user’s preferences.
Description of Page

The accordion contains a row for every portal configured to show on user preferences and to which you have access. To
change how a portal's zones appear, expand the respective row and change the elements accordingly. The remainder of this
section describes how you can configure how a portal's zones appear.

Zone lists all of the zones in the portal.
Place a check under Display if the zone should be displayed on the portal.

Place a check under Initially Collapsed if the zone should be minimized when the portal is initially opened. Setting zones
as initially collapsed is a good idea to save space and to help pages to load more quickly. Refer to Zones May Appear
Collapsed When A Page Opens for more information.

CAUTION: Recommendation. It is recommended that you set your preferences to collapse zones that you don't use
often. This is because the system doesn't perform the processing necessary to build collapsed zones until you ask to
expand a zone. Opening a page with zones collapsed accelerates the response times of portal.
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Use Sequence to control the position of the zone in respect of the other zones. This field is disabled if Display is not
checked. Duplicate Sequence numbers are allowed.

For zones displaying data that is changing often, use Refresh Seconds to define in seconds how often the zone is refreshed.
The minimum valid value is 15. The maximum valid value is 3600 (1 hour). A value of 0 indicates no automatic refresh.

Security Access indicates whether the user has access rights to a zone. Refer to Granting Access To Zones for more
information.

User - Favorite Links

This page is used to define a user's favorite transactions and URLs. Each such link appears as an entry in the Favorite Links
Zone in the Dashboard area.

NOTE: A hot key can be used to execute a favorite link. Rather than clicking a button in the favorite links zone, you
can invoke your first nine favorite links by pressing Ct r | + a number (where the number corresponds with the relative
position of the transaction in your list of favorites). Note that the numeric keypad on your keyboard cannot be used to
implement this function.

Open the User page and then navigate to the Favorite Linkstab to modify a user’s favorite links.

Description of Page

NOTE: You may not be ableto change your favoritelinks. If a Note appears beneath your User 1D, your user id has
been setup to reference a specific Favorites Profile User 1D as defined on the Main tab. If a system administrator has
setup your user ID in this way, your preferences may not be changed. System administrators may apply this feature in
order to enforce a common look-and-feel throughout the user community.

Each row references a Navigation Option. The navigation options supplied with the base package correspond with the
system's menu items. This means you can setup a favorite link to open any transaction in the system (in either add or
update mode).

NOTE: Favoritelinkscan point to other places. The navigation options supplied with the base package always

open a transaction's Main tab. If you find yourself continually accessing a different tab page, you can have your
implementation team create a new navigation option that references the desired tab page. Once this navigation option is
set up, you can reference it as one of your favorite links. In addition, it's also possible for your implementation team to
setup navigation options that open a URL outside of the system. For example, your implementation team could setup a
navigation option to a credit rating company's website. Once this navigation option is set up, you can reference it as one
of your favorite links.

Use a Sequenceto control the order in which the navigation option appears in the Favorite Links Zone.

Security Access indicates if you have been given security rights to the respective transaction. Refer to The Big Picture Of
Application Security for more information.

NOTE: FavoriteLinksvs. Bookmarks. Favorite links are configured through the user page and define pages that a
user can navigate to. They do not define context (although some pages may use information currently in global context
when navigating). Some users may not be allowed to configure their own favorite links and would see the favorite
links associated with a profile user. Bookmarks are created using a bookmark button available on each page. The
bookmark saves navigation information, context information and also captures some information about the state of a
page. Bookmarks are not governed by any user profile configuration.
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User - Favorite Scripts

This page is used to define a user's favorite scripts. Each script is displayed in the Favorite Scripts zone on the Dashboard
portal where it can be used to initiate a script.

NOTE: A hot key can be used to execute a favorite script. Rather than selecting a script from the business process
assistant, you can invoke your first nine favorite scripts by pressing Ct rI + Shi f t + a number (where the number
corresponds with the relative position of the script in your list of favorites). Note that the numeric keypad on your
keyboard cannot be used to implement this function.

Open the User page and then navigate to the Favorite Scriptstab to modify a user’s Favorite Scripts.

Description of Page

NOTE: You may not be able to change your favorite scripts. If a Note is displayed on top of the grid, your user id
has been setup to reference a specific Favorites Profile User 1D as defined on the Main tab. If a system administrator
has setup your user ID in this way, your preferences may not be changed. System administrators may apply this feature
in order to enforce a common look-and-feel throughout the user community.

Each row in the grid contains one of your favorite Scripts.
Use the Sort Sequence to control the order in which the scripts appear in the business process assistant menu.

Security Access indicates whether you have access to the script's application service. Refer to The Big Picture Of
Application Security for more information.

User - Characteristics

Select Admin > Security > User > Search and navigate to the Characteristicstab to define characteristic values for the
user. You cannot modify this page if you accessed it through My Preferences.

Description of Page
Use the characteristics grid to capture additional information about the user.

You can only choose Characteristic Types defined as permissible for the user record. Refer to Setting Up Characteristic
Types & Their Values for more information.

Enter a valid Characteristic Value for the selected characteristic type. You may enter more than one characteristic row for
the same characteristic type, each associated with a unique Sequence number. If not specified, the system defaults it to the
next sequence number for the characteristic type.

User - Miscellaneous

Select Admin > Security > User > Search and navigate to the Miscellaneoustab to view additional information
associated with a user.

User Id, First Name and Last Name are displayed. Depending on your implementation, additional zones may appear on the
User Portal

If additional zones appear, use the embedded help for information about the fields managed on the zone.
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Initiating Scripts

Your implementation team can set up business process assistant (BPA) scripts to walk you through business processes.
Once scripts have been set up, you can initiate a script using any of the following methods:

You can define a list of your "favorite scripts" on your user preferences. You can then invoke any of the scripts from the
Favorite Scripts zone on the dashboard portal. You can also invoke any of your first 9 favorites by pressing Ct r |+

Shi ft + a number (where the number corresponds with the relative position of the script in your list of favorites). For
example, if you press Ct r | +Shi f t +2 and you've setup your "favorite scripts" to be Start Autopay and Stop sending
marketing information; the Stop receiving marketing information script is invoked. Note that the numeric keypad on
your keyboard cannot be used to implement this function.

You can configure a menu item to launch a script by referencing a navigation option that is a script navigation option
type.

The system creates To Do entries to highlight tasks that require attention (e.g., bills in errors, accounts without bill
cycles, etc.). Users can complete many of these tasks without assistance. However, you can set up the system to
automatically launch a script when a user selects a To Do entry. For example, consider a To Do entry that highlights a
bill that's in error due to an invalid mailing address. You can set up the system to execute a script when this To Do entry
is selected. This script might prompt the user to first correct the customer's default mailing address and then re-complete
the bill. Refer to Executing A Script When A To Do Is Launched for more information.

You can indicate that a script should be launched upon entering the system. This functionality enables an external
system to launch the system and immediately launch a script.

The following hot keys cause an interactive menu is displayed:
o Ctrl+Alt+Q
o Ctrl +Shift+S

I
|DESCRIPTION

| SEARCH ONLY ELIGIBLE SCRIPTS

Description

Activity Resource Requirement - Add User Log Entry Eligible o
Add Activity from Template Work Order Eligible

Add Crew Type Rescurces Eligible

Add Design Element Work Location Maintenance Eligible

Add Financial Transaction Eligible

The menu allows you to search for a script using any word in its description. Note, if you've turned on Search only Eligible
Scripts, your search is limited to eligible scripts. Note, the system displays an indication if each script in the grid is
Eligible or Ineligible in this section.

You can initiate a script from this area by clicking on it.

When a script is initiated, this menu closes and the object display area shifts down to make room for the script area.

NOTE: Securing scripts. Only scripts the user is allowed to execute are displayed. Refer to Securing Script Execution
for more information.
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NOTE: Customizethescript area. Using the Height step type, an individual script may be configured to use more
or less of the script area than the standard script area. It is also possible to configure a script to hide the script area
altogether.

The information in the script area takes you through the steps in the selected business process (note, your implementation
team controls the information that appears in the script area).

The following points highlight useful information common to all scripts:

Return focusto script area. Often during a script the focus moves from the script area to another section of the page.
For example, you might be required to fill in data for a new record being added. When you are ready to return to the
script area, rather than using the mouse to return to the area, you can press Ct r | +Shi f t +F. The focus returns you to
either the first available input field or to a "default" button if no input field is available.

The Continue button. Many steps in a script ask you to click the Continue button when you're ready to restart a script.
For example, a step may ask you to confirm a customer's automatic payment information and then click Continue when
you're ready for the script to restart. Rather than using the mouse to click this button, you can press Ct r | +Shi f t +C.

Selected button changes color. When you click a button in the script area, the button selected changes color so that you
can easily see which option you selected.

FASTPATH: Refer to The Big Picture Of Scripts for more information about scripts.

NOTE: You can abort a script at any time by clicking the red X button in the upper right corner of the script area (or by
pressing Ct r | +Shi f t +X).

Shortcut Key Summary

The following table summarizes the keyboard shortcuts (hot keys) available in the system:

NOTE: It is possible that your specific product supports additional shortcut keys. Refer to your product documentation
for more information.

NOTE: It is possible that some of the following system accelerator keys may duplicate shortcuts, or hot keys, that are
predefined within your browser. If this is the case, the browser's functionality commonly takes precedence.

NOTE: It is possible that your implementation uses one of the accelerator keys listed below for a different purpose.

For example, in some languages, a shortcut key may be used for a special character in the alphabet not included on all
keyboards. It is possible to turn off any of the Alt+letter shortcuts and Ctrl+Alt+letter shortcuts listed below using a
properties file entry. The property is ouaf.shortcut.ignor e.altK eys= where one or more letters may be entered separated
by a comma. When setting this property, the system automatically enables a 'potential alternate key' for certain functions
(see the table below). Refer to the Server Administration Guide for more information about the property.

Accelerator Key Potential Alternate Key (see Note above) Function
Crl+Alt +A Opens the Admin Menu button.
At+B Returns to the previous page on which you

were working. This is the equivalent of clicking
the Back button.

Crl+Al t +B Launches the Bookmark dialog. This is the

equivalent of clicking the Bookmark button.

Alt+C Ctrl +Al t +C, Al t +Shi ft +C Clears the currently displayed object from the

page. This is the equivalent of clicking the
Clear button.
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Accelerator Key Potential Alternate Key (see Note above) Function

Crl+Shift+C If the current step in the Script area has a
Continue button, this shortcut is equivalent to
clicking Continue.

Crl+Al t+D, Al t +D Creates a duplicate of the object being
displayed. Equivalent to clicking the Duplicate
button.

Crl+Alt+F Positions the user's cursor to the Menu Item

Search input field.

Ctrl+shift+F If the Script area is open and you are working
on a different area of the page, this key
returns focus to the script area. Focus returns
to either the first available input field or to a
"default" button if no input field is available.

At +G Returns to the most recent page that was
displayed when the Back button was clicked.
Equivalent to clicking the Forward button.

Crl+Alt +H Opens a dropdown list of recently-visited
pages, the equivalent of clicking the History
button.

Alt+J Minimizes the dashboard. It also expands the

dashboard, if it was minimized.

At +K Transfers you to To Do Entry - Main for the
current item in the To Do list. Pressing Alt+K
while on this page takes you to the first To Do
entry on the list.

Crl+At+L Logs the user out of the system. This is
equivalent to clicking the Logout menu item.

Crl+Alt+M Opens the Menu button.

At +N Al t +Shi ft +N Displays the next entry in the search results.
Equivalent to clicking Next ltem.

Alt+0 Al t +Shi ft+0 Navigates to the user's home page.
Equivalent to clicking the Home button.

Crl+Alt +P Opens your User Preferences page.
Equivalent to clicking the Preferences menu
item.

At +P Displays the previous entry in the search

results. Equivalent to clicking Previous Item.

Crl+Alt+Q Opens the business process assistant, where
you can select a script that walks you through
a business process.

A t+RCr| +Al t +R Refreshes the page with the last saved
version of the object being displayed in the
page. Equivalent to clicking the Refresh

button.

Alt+S At +Shift+S Saves any changes that you've made on the
database. Equivalent to clicking the Save
button.

Crl+Shift+S Opens the business process assistant, where

you can select a script that walks you through
a business process.

At +X Al t+Shift+X Opens the To Do Summary.

Crl+Shift+X, Crl+Shift+z If the Script area is open, equivalent to
clicking the Close button in the script area.
If a pop-up window is open, this closes the
window.

Al t+Y Displays the previous item in the To Do list.
Equivalent to clicking the Previous button in
the Current To Do zone.
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Accelerator Key

Potential Alternate Key (see Note above) Function

At+Z

Al t+Shift+Z

Displays the next item in the To Do list.
Equivalent to clicking the Next button in the
Current To Do zone.

Al't +l nsert

Inserts a new row into an editable grid if the
insertion point is in the grid. Equivalent to
clicking the Insert button.

Al't +Del et e

Removes a row from an editable grid if the
insertion point is in the grid. Equivalent to
clicking the Delete button.

At +F1

Invokes online Help for the application.
Equivalent to clicking the Help button.

At+1l .. At+9

These keys are only applicable when a

page / portal with multiple tabs is open.

The shortcuts open the tab page whose
relative position corresponds with the shortcut
number. For example, if you press Alt+3 on

a page with multiple tabs, the third tab is
displayed. If there are more than nine tabs on
a page, you must use the mouse or F2/Shift
+F2 to display a tab. Note that you cannot use
the numeric keypad for these shortcuts.

Crl+1..Ctrl+9

Invokes the favorite link whose relative
position corresponds with the shortcut
number. For example, if you press Ct r | +3,
the transaction for your third "favorite link"
is invoked. Note that you cannot use the
numeric keypad for these shortcuts.

Crl+Shift+1..Crl+Shift+9

Invokes the favorite script whose relative
position corresponds with the shortcut
number. For example, pressing Ctrl+Shift+2
selects the second of your "favorite scripts”.
The numeric keypad cannot be used for these
shortcuts.

Alt+l eft arrow

Populates a scroll area with the previous
entry. Equivalent to clicking the scroll control

A
|

Al t+right arrow

Populates a scroll area with the next entry.

Equivalent to clicking the scroll control

Ent er when in a field with an adjacent
Search button

Invokes the search. Equivalent to clicking the
Search Button.

Ent er when a row in a search result grid is
highlighted

Selects the item and closes the search. Note
that after selecting an item from the search
results, you can press Alt+N or Alt+P to scroll
up or down through other items in the result
grid without returning to the search results.

Ent er when a menu item is highlighted

Selects the menu item.

Ent er when the insertion point is within a tree
node

Equivalent to clicking on the item in the tree:

» If the insertion point is on a node image,
the node is either expanded or collapsed,
dependant on its current state.

» If the insertion point is on a context menu,
the context menu is opened and normal
menu processing applies.

» If the insertion point is on a "link" element,
normal navigation processing occurs.

Tab when a row in a search result is
highlighted

Highlights the next row.

Shi ft + Tab when a row in a search result
is highlighted

Highlights the previous row.
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Accelerator Key

Potential Alternate Key (see Note above) Function

Space when the insertion point is on a button

Equivalent to pressing the button.

Space when the insertion point is in a date/
time field

Opens the date/time selection window.

Space when the insertion point is in a check
box

Toggles the check box between checked and
unchecked.

Page Up while in a list grid

Scrolls the contents of the list grid up
approximately one page.

Page Down while in a list grid

Scrolls the contents of the list grid down
approximately one page.

Up or Down Arrowwhen in a dropdown list

Moves to the next or previous value in the list.
You can also press a letter key to locate the
next value starting with that letter.

Up or Down Arrowkeys when in search
results

Highlights the next/previous row in search
results.

Up, Down, Left or Right Arrowwhen
using a menu

Highlights other menu items.

Esc when using a menu

Closes the menu.

F2 Opens the next tab page when viewing a
page / portal with multiple tabs.
Shi ft +F2 Opens the previous tab page when viewing a

page / portal with multiple tabs.

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.

Understanding The V

The "V" is the 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 objects in the "V", as well as
important objects related to the "V" objects (bill, payment, meter, field activity, meter read).
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You must intuitively understand the concepts embodied in the "V" before you can perform the business processes in the
system. In this section, we provide an overview of these objects. In later sections, we describe how you maintain this
information.

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, and Life
Support Details.

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

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

Accounts

Accounts are the entities for which bills are created. You 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 ID). We refer to this individual as the "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 bills, etc.
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Most accounts are linked to at least one service agreement because, without a service agreement, there is nothing on which
a bill 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 calculates 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:

* Obviously, the price of the service is different.

* The credit and collection criteria may be different.

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

* The service point measuring consumption will frequently be different.

e The list goes on...

Service agreements that bill for premise-based services are linked to one or more premises via their 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

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

* The address.

* Characteristics that determine tax jurisdictions.

» Descriptions of unusual situations associated with a property.
e The list goes on...

Most premises have at least 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:
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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 a new 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:

Basic information about the Service Point, including time zone, market, parent Service Point (if applicable), and status.

Information related to field work performed at the current Service Point, including any applicable warnings or
instructions.

The measurement cycle, route, and route sequence for the Service Point.

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.

Metered versus Item-Based versus Non-Badged Service Points

There are three major categories of service points:

Those where consumption is measured (e.g., electricity, gas, water) by a meter. We refer to these types of service points
as metered. 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 meters installed and removed.

Those where consumption is not 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 a single instant in time, a non-badged
service point may have many unbadged items installed 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 billing
scenarios, you may define non-badged items on a metered or item-based service point. For example, assume you have
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an item-based service point that exists to support lamp service. Also assume that the rate for lamp service is 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 the
item-based service point. On this service point, you can also keep track of the specific lamp that's installed.

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 Iltems

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 Items

/Gﬁ:;@?—;éqﬁq\

Item p 20KLAMP Item p 10KLAMP  Iltem p 20K LAMP ltem p 10KLAMP

i/

Logical
Service Point

>

item p item p Item p item p
4 ] ™
Parking Lot

123 Maple Drive

San Francisco, CA
. J

You 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

* pole

For each type of item, you indicate the quantity that exist in the parking lot:

e 20K lumen lamp - 2
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* 10K lumen lamp - 2
* pole-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 a few scenarios:

* When a new 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. You won't have to create a
new premise and service points because the customer is probably moving into an existing house.

» If the residential customer moves within your service territory, you don't have to set up new person or account objects.
You also don't have to set up new premise and service point objects if the customer is moving into an existing house.
You 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 business with a single location uses the same "V" objects as does a residential customer. If the business expands and
starts using services at other locations, you simply link new service agreements to the existing account. You 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. You 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
Starting Service, and The Big Picture Of Stopping Service.

Sample V For A Residential Customer

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

Sample V For A Commercial Customer With Multiple Premises

The following illustration shows the "V" objects for a commercial customer who pays for service at two premises.

Sample "V" For A Commercial Customer With Two Premises
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NOTE:

The above example shows a separate service agreement per premise. If your rates allow, you could link both premises to
a single service agreement.

How To Set Up Customer Hierarchies

Consider the following customer hierarchy:
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The above hierarchy shows a parent company (Michelin Inc) with two subsidiaries. Each subsidiary, in turn, could have
their subsidiaries, and these subsidiaries can have their own subsidiaries ...

You must set up a person for every individual and business in 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 like to import this script for use in
your implementation.

After a hierarchy is set up, the system displays its members in the Person Tree Zone (this is a zone on the Customer
Information Portal). In addition, if the persons in a hierarchy have accounts, summary information about these accounts is
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" customers to it.
After this hierarchy is set up, the manager could see a summary of these customers in the Account Summary Zone whenever
they display the "dummy" person.

Navigating The V Using Control Central

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

» Find a person.

* Find an account.

* Find a premise.

* View information about a person / account / premise.

* View alerts and messages about a person / account / premise.

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

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

Control Central - Main

Open Menu > Control Central to find a customer and/or a premise.
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Keyboard Shortcut Alternate Shortcut

Al t+L Al t +Shi ft+L

NOTE: Refer to Shortcut Key Summary for information about the alternate shortcut.

NOTE: Automatic transfer to Account Information tab. You 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 the main tab of control central.

Search Facilities

Control Central allows users to search for a person, account and/or premise using a variety of search criteria.

The following search options are provided in the base product:

* Name and Address: searches for an accounts, person and / or premise using a person’s name and / or a service address.
» Account ID: searches for an account using an Account ID.

» Person Contact: searches for accounts / persons using a person contact.

» Phone Number: searches for accounts / persons using a phone number.

» Person ID Type/Value: searches for accounts / persons using a person identifier.

* Geo Type/Value: searches for a premise using the geographic identifier of the premise or of one if its service points.
Refer to each search option’s zone help for details on the search criteria.

From the search results lists, you can select a record to navigate to Control Central - Account Information, where
information about the customer is displayed. You can also navigate to other pages in Control Central to view more
information about the account, person and / or premise.

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

Meter Search

Control Central does not provide an option to search using a meter ID. If you know the meter ID and want to find who's
paying for its service, transfer 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. You can then use the various context
menu buttons to return to Control Central where details about the customer are displayed.

ltem Search

Control Central does not provide an option to search using an item ID. If you know the item ID and want to find who's
paying for its service, transfer to Meter/Item 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.
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Search Options

The CIS Division filter can be specified to limit the search to accounts or premises in a particular CIS Division. The
matching is done on either the account’s CIS Division or the premise’s CIS Division depending on whether the search is
account-oriented or premise-oriented:

» Ifsearching by only a name, the search results that have an associated account will be matched on the account’s CIS
Division.

» Ifsearching by a name and any of the address constituents, the search results that have an associated account will be
matched on the account’s CIS Division.

» If searching by only the address constituents, the search results will be matched on the premise’s CIS Division,
regardless of whether or not the premise is linked to an account.

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 only (i.c., all address constituents are left blank)

» Search by 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 constituents only (i.e., 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 |ID 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 highlights if the selected account has other premises.

NOTE:
Default. The first time you open this page, Cl S Division and Show All Premises are defaulted from your user
preferences. When you return to this page, the last values are defaulted.

The Expand Results search option is available if your implementation has enabled expanded / fuzzy searching. (Refer to
Advanced Search Options for more information.) This functionality relies on special indexes configured in the database, to
attempt to include similar words or alternate spellings of a supplied search value. This expanded searching is applied only to
searches by name and / or address constituents.

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:
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» Ifyou 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

e Starts with a B, and

* has zero or more other characters followed by an N.

» Ifyou 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 searches 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.

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. You can perform searches on a
customer's name, address, phone number, person contact, person identifier and geographic value.

The information strings that display in the Per son/Account and Premise columns vary depending on what context
information is present:

» For a person that is not linked to an account, the Person/Account information string will include the text ‘No Account
Information’ and the Premise column will be blank.

* For an account that does not have a service agreement, the Person/Account information string will include the text ‘No
Service Agreement’ and the Premise column will be blank.

» For an account with a service agreement that is not currently linked to a service point, the Premise column will display
‘No Premise Information’.

» For a premise that is not linked to an account, the Person/Account column will display ‘No Person Information’.

NOTE:

Thefirst 300 matchesareretrieved and displayed. The base search zones are configured with the Number of Rows to
Display and Number of Rows to Retrieve for SQL parameters set to 300. If you do not find the account / person / premise
you are looking for in the set of results, refine your search criteria.

Automatic selection if only one match. You don't have to select a record if there is one and only one object that
matches your search criteria. The system automatically selects it and transfers you to Control Central - Account
Information.

Use Tab and Enter to select an account / person / premise. You don't have to use the mouse to select a record when
multiple matches are returned. The system highlights the first row in the search results. If this is the account / person /
premise you are looking for, press Enter to select it. If not, press Tab until you've highlighted the desired record and
then press Enter to select it.

Usethe Work List dashboard zoneto navigate to any account / person in the search results. When you select a
record 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. You can use
the Work List dashboard zone to load another account without leaving the Control Central - Account Information page.
To build the work list, run the search and click on the Work List button that appears in the Person /Account column
heading. This will copy over the contents of the Per son/Account column into the Work List zone in the dashboard.
Refer to Work Lists for more information.
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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.

Keyboard Shortcut

Alternate Shortcut

At +l

Al t +Shi ft +I

NOTE: Refer to Shortcut Key Summary for information about the alternate shortcut.

The following points should be noted about this page:

» Selecting an account on control central causes the 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.

» This portal page may be configured by the user. Refer to Each User Can Customize Which Zones Appear for
information about how to configure which zones appear.

* The Go To Control Central option on the account context menu navigates to this page.

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

Account Activity History Zone

The Account Activity History Zoneis a grid 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
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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

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
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Rebate Claim. One row is displayed for every  The rebate claim's description. Rebate claim portal
rebate claim.

WARNING:
The first 25 rows are displayed when this zone is initially 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 events in 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
maintained.

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 This is the 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 is the same as its Current Amount.

Payoff Balance This column shows the account's payoff balance after the financial event. Payoff Balance will be dimmed
if it is the same as its 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:
The first 25 rows are displayed when this zone is initially 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 Zoneis a grid that contains messages highlighting a variety of situations. Clicking on the hyperlink transfers
you to an appropriate page. The following table lists the various alerts that may appear and the page to which you will
be transferred if you click on the hyperlink. The table below lists alerts in alphabetical order, but it includes a column
indicating the order in which the alert will appear.
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NOTE:

You can create additional alert conditions. The following table contains those alerts 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 Status for examples of such
algorithms.

Account alerts areimplementation-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

41

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

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 free-form
comment has been entered for
the account (on Account - Main)

Account

Field Activity Pending

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

Field Activity

Field activity type alert message

Appears when the premise has
a service point with a completed

Field Activity
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field activity whose type has been
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

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)

40

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

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
of a non-billed budget service
agreement

14

Appears for every pending start,
pending stop, and active Non-
Billed Budget that is linked to the
account.

Non-Billed Budget Service
Agreement

Seasonal Address Exists

38b

Appears if the account has a
seasonal address and there is no
seasonal address active on the
current date.

Person - Correspondence Info

Seasonal Address Currently
Effective (MM/DD - MM/DD)

38a

Appears if the account has an
active seasonal address that is
effective on the current date. The
date range that the seasonal
address is effective is included in
the alert.

Person - Correspondence Info

Statement Construct Active

28

Appears if the person has an
active statement construct

Statement Construct

Third Party Guarantor

26b

Appears when the account

has a third party guarantor. An
account's third party guarantors
are maintained on the Account -
Person page.

Control Central - Account Tree

NOTE:

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

the installation record. This implies 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 Type for the General System Configuration Feature Configuration must be defined with a value of Y, and the
alert algorithms should not be plugged-in on the installation record. If this option is set, then the alerts in 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 is included. 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

11a

Appears when the account's
cash-only score exceeds the
cash-only threshold on the
installation record. Refer to How
are credit rating transactions

created for information describing

how a cash-only score is affected
by various system and user
events.

Account-C & C

Collection Process Active

Appears when an account has an

active collection process. Refer

Collection Process
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to How Are Collection Processes
Cancelled for information
describing when a collection
process is deactivated.

Collection Referral Active

Appears when the account
has active collection agency
referrals.

Collection Agency Referral

Credit rating: NNNN

11b

Appears when the account's
credit rating falls below the credit
rating threshold on the installation
record or the account’s CIS
Division. 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.

Account-C & C

Life Support / Sensitive Load on
Person

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

Person

Life Support / Sensitive Load on
Premise

Appears when the premise has
life support or sensitive load
information

Premise - Misc.

Pending Start

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

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

Appears when an account

has an active severance
process. Refer to 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:
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Refer to The Big Picture Of Campaign Eligibility for more information.

WARNING:
The first 25 rows are displayed when this zone is initially 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 Zone illustrates 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. This limitation
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:
» Ifyou hover the mouse over a bar in the graph, summary information about the bill will display.

» Ifyou click on a bar in the graph, you will be transferred to the bill page with the respective bill 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:

* Ifyou hover the mouse on a bar in the graph, summary information about the bill will display.

» Ifyouclick on a bar in the graph, you will be transferred to the bill page with the respective bill displayed.
NOTE:

Approximately a year and half is shown. This zone shows all bills within 20 months of the latest bill. This limitation
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, this information is formatted 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

Account |D This part of the context area contains the unique identifier of the account and the name of its main customer.
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Adjacent to the account ID appears a "check digit". This is 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.

Below Account ID, 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 Balance is 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 service isn't at a premise (e.g., a
deposit). Refer to The Big Picture Of Starting 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
Stopping Service for more information.

Credit and Collections Info Zone

The Credit and Collections Info Zone is a grid 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 The severance process's description and Severance Process - Main
every Active severance process linked to the create date/time
account's service agreements.

Collection Process.One row is displayed for The collection process's description and Collection Process - Main
every Active collection process linked to the create date/time

account.

Write-off Process.One row is displayed for The write-off process's description and create Write-off Process - Main
every Active write-off process linked to the date/time

account.
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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

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:

The first 25 rows are displayed when this zone is initially 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 Zoneis a grid 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 data is 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

Account - C&C
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monitor. Refer to When Is An Account's Debt
Monitored for more information.

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

NOTE: The system supports encryption for

Person Identifier. If your implementation has

configured the system to encrypt Person
Identifier, the data will be displayed with
a masked value; such as, ******* Refer
to Encrypting Sensitive Data for more
information.

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 User Interface 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
CI_CIMAP. To disable the base package zone simply deny access to its associated application service. You 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.
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» The field activity's Schedule Date/Time.

» FA Information contains a concatenation of information about the premise, service point and field activity.

+ If the field activity is linked to a field order, the Field Order's Status s displayed.

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

WARNING:

The first 25 rows are displayed when this zone is initially 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 Zone s a grid 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 appears in this zone and the page
to which you are transferred if you click the adjacent icon.

NOTE:

Rows are suppressed if the related data is 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
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Freezable Adjustments If freezable adjustments exist, this row Adjustment - Main
contains the number of adjustments and their
total amount.

Payment(s) Pending Upload Appears when the account has a pending Payment Upload Staging
payment staging record (i.e., the account
has an external payment that has not been
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.
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Refer to How And When Are Automatic
Payments Created? for more information.

Premise Information Zone

The Premise Information Zone is a grid 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 data is 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)

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

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)

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 state.

An item context menu has been provided
(allowing you to drill to a variety of item-
oriented pages).
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SA Premise List Zone

The SA Premise List Zone contains a row 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 is the same as its Current
Balance. Refer to Current Amount versus Payoff Amount for more information.

WARNING:
The first 25 rows are displayed when this zone is initially 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 a row 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 embership Type,
M ember ship Status and Balance (if applicable) are displayed for each membership.

Scheduled Payments Log

This zone displays an account’s pending payments. It includes the following

» Pending one time payments initiated from a third party payment processing system.

* Pending one time payments initiated from web self-service

* Pending bill-related automatic payment records

* One time payments in Error that are not succeeded by a Pending or Completed one time payment

Refer to Third Party Payment Processing for more information on third party payment processing.

Timeline Zone - Account Info

If your implementation team has configured one or more timeline zones, they may be visible on this page. Timeline zones
show when significant events have occurred in the past and when significant events will occur in the future. For example, a
timeline can show when payments and bills have been received for a customer.

Refer to Timeline Zone for a detailed explanation of how a timeline zone displays its information and other functionality
that it supports.

Refer to Configuring Timeline Zones for how to add and change timeline zones.
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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 page.

A mousewith aroller isuseful. This page can extend vertically past the normal desktop boundary. You 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.

Communication History Search

Search Fields:

The following options allow you to search for and find the desired communications:

» Search By (dropdown) allows you to specify the type of communication that you want to find. You can search for
Customer Contacts, Notifications from Oracle Utilities Notification Center and Lead Event logs, or all communications,
which combine the previous two.

» Start Date and End Date allow you to set a targeted range of communications.

» Search By Context (dropdown) allows you to specify whether the communication is associated to the Person, Account,
or Premise.

» Hide Notification L ogs allows you to display the search results with or without the log entries.

NOTE: The Hide Notification Logs option displays when applicable to the selected Search By option.

Results Grid:

The following details are displayed for each communication:
+ Date/Time:

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

» For lead / lead event related entries, the Log Date / Time where the Log Type is Notification for the communication
+ Details:

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

Oracle Utilities Customer Care and Billing Business User Guide * 108



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

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

» For the lead event related entry, a hyperlink to the lead event related to the communication

Person Tree Zone

The tree in 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.

* The hierarchy of parents and children linked this person.

* All aliases linked to this person.

You 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.

Active Account Summary Zone

The Active Account Summary Zone lists all 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. You can control which accounts appear
in this zone when you set up a hierarchy. You 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 Info 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 Arrearscolumn. 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 bill sent to the account.

Last Contact Info This column contains information about the last customer contact associated with the account's main
customer.
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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 a description of how to use these zones.

Control Central - Account Tree

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

Description of Page

This page is dedicated to a tree that shows the various objects linked to an account. You 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 Treeto 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. You 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 Treeto 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. You 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 nodes is equal to the sum of the current charges, adjustments and corrections on the bill.

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

» Ifabill 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 - Payment Agreements

Once Control Central - Main has an account context, you can navigate to the Payment Agreements page to see an
overview of the account's payment arrangement requests and/or pay plans.
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The contents of this section describe the zones that are available on this portal page.

Payment Arrangement Requests

This zone shows the account’s in-progress and finalized (e.g. granted, denied, canceled, etc.) payment arrangement requests.

You can use this zone to: view high-level information about the payment arrangement request, navigate to the Payment
Arrangement Request or start a payment arrangement request.

The Broadcast icon on each row displays the Payment Arrangement Request Details zone that shows summary information
about the payment arrangement request.

The New Payment Arrangement action located at the header of this zone is used to start a payment arrangement request.

Refer to this zone’s embedded help for information on other available actions.

Payment Arrangement Request Details

This zone is displayed when a Payment Arrangement Request is broadcast from the Payment Arrangement Requests zone.

It shows key information about the selected payment arrangement request.

Pay Plan Tree

This zone shows the pay plans linked to an account. It displays both current and past (expired) pay plans.

You 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.

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 dropdown. This is not the
recommended approach, as it requires several screen interactions; either of the following approaches is 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 a Person from Control Central. You 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 the next step.

¢ Click the + button adjacent to the Name field 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.

* 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: a new person is added, a new account
is added, the new person is linked to the new account, and you will be automatically transferred to Start/Stop where
you can start service. (Note: This is the default behavior of the system. However, an implementation can define
different functionality by setting up a customer information options feature configuration.

NOTE:
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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:

* Go to Meter - Main and display the meter. The meter's last 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. You can then use the various context menu buttons to toggle to
related information.

Finding Who Pays For An Item

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

* Go to Item - Main and display the item. The item's last 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 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 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 also maintain many of the objects in 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.

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:
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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 is required to set up a customer, refer to Customer Overview.

Person - Main Information

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

Description of Page

Per son Information contains basic information about the person. These values only appear after the person exists in the
database. The ID 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/Business indicates if the entity is a person or a business. Valid values are: Person, Business. This value controls
how the person's primary name is validated.

Life Support / Sensitive L oad 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 have life support / sensitive load infor mation. If the equipment is physically linked to the premise
(e.g., a hospital 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-LSSL-PER algorithm 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 a person 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 name is 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 Type to indicate if the name is an Alias, Alternate Representation, Doing Business As, Legal, or Primary
name. Note, for new persons, a value of Primary is defaulted. The values for the name type field are customizable using
the Lookup table. This field name is NAME TYPE FLG

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

NOTE:

Alternate representations of a person's name. You would use an Alternate Representation for a person's name when
you have an alternate ways to define the person's primary name. Alternate representations are typically used in countries
that use multiple character sets (e.g., the Primary name is 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.

Oracle Utilities Customer Care and Billing Business User Guide * 113


dataDictionary?type=algtype&name=PERS-INFO
dataDictionary?type=algtype&name=C1-LSSL-PER

The Alternate Representation Name Type only appears if you have enabled alternate names on the installation record.
Refer to the description of the Alternate Representation field under Installation - Main for more information.

Validation and formatting ar e performed by plug-ins. The validation that is applied to Person Name (e.g., a comma
separating the last and first name - Smith,Patricia ) is controlled by a plug-in algorithm on the installation record. More
than one algorithm can be plugged into this plug-in spot. Algorithms plugged into this plug-in spot can also perform
formatting such as removing special characters that your implementation’s business rules do not allow in person names.
Other algorithms can be configured to remove or replace text.

Click here to see the algorithm types available for this system event.

* The Do Not Format switch can be used to bypass any person name formatting done by the algorithms described above.
Validation such as requiring name separator is still applied, but no further formatting is applied. Setting the switch only
applies while the record is being saved and is then reset. The switch is reset because the formatting is only applied when
the record is subsequently changed. This switch is only shown if the Enable Person Name Format Bypass Option Type
on the Customer Information Options Feature Configuration has been enabled

NOTE: The Person Phone grid appears when the Legacy Person Phone and Email Option Type on the Customer
Information Options Feature Configuration has been enabled.

Per son Phone numbers are used by Control Central to look for accounts and persons. The following fields display:
» Phone Typeindicates 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 a different format, your system administrator should
configure this algorithm appropriately.

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

Person 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 licu of a person phone and all system processes such as start/stop and orders support
person contacts, your implementation may still opt to use person phone. 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 Contact via
Person Phone for more information.

Person contacts can also be edited or created from the Account Contact Information Zone. (See Account - 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.

NOTE: Contact Routings of type whose Contact Routing type is Self Service User can be viewed here and not
elsewhere in the system. Furthermore, they can be viewed, but not edited, added, or deleted.

» 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:
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Formatting is performed by a plug-in. The format that is applied to Contact Information 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. (This field is only active when the contact’s contact routing is
phone or fax.)

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. The initial status can be defaulted from the Person Contact Type.
The status can be manually maintained, as appropriate. (Note: This dropdown is enabled when the Person Contact Type
allows Status to be used. It is also disabled when the person contact type’s status is configured to be controlled by a
process such as an Opt-In process.) See Person Contact Status Can Be Controlled By A Process for more information.

Opt-in provides functionality to initiate an opt-in process for person contact types configured to support opt-in. This is
used to obtain permission to use the person contact type to send notifications. (Note: The functionality on this page is not
the primary way of initiating an opt-in process.) See Person Contact Status Can Be Controlled By A Process for more
information about Opt-In Processes.

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:

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 alternate 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.

Contact Nickname (display only) if you implementation is using self-service, users can assign nicknames to contacts
and they are shown here.

A Person's|D'shave several uses:

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 a person's primary identification in the search results area to 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
one id for a person is required or optional.

NOTE: The system supports encryption for Person Identifier. If your implementation has configured the system
to encrypt Person Identifier, the data will be displayed with a masked value; such as, ******* Refer to Encrypting
Sensitive Data for more information.

The following fields are used to define a person's ID(s).

Turn on Primary |D for the piece of ID that is the primary means of identifying the customer.

Indicate the ID Type. The ID Type defaults from the Installation Record based on the Person Type ( Person versus
Business ).
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 Enter the identification number in the adjacent fields. 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. 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 | D Number (e.g., dashes in 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 also define the new account's Customer Class. If this information is specified,
the system creates a new account and links the person to the account using the relationship type from the installation
options. In addition, you will be transferred to Start / Stop where you can start service for the newly added account.

If you have set the Installation Option CIS Division Control flag, you must first define the new account's CIS Division. The
values are restricted to the user’s CIS Division(s). See Users and CIS Division for more information. The value is defaulted
to user’s primary CIS Division. The new account’s Customer Class must then be defined.

NOTE:

Default note. The account's customer class defaults from the Installation Record based on the Person Type (Person or
Business). If shown, the customer class defaults first from the CIS Division and then from the Installation Record, each
based on the Person Type (Person or Business)

A message appears in the lower right corner of the page that describes the number of accounts the person has. You 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 bills, letters, quotes and statements. Use Menu > Customer
Information > Person > Search and navigate to the Correspondence I nfo page.

Description of Page

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 fields if the person wants their bills, letters, 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
already indicate that the person's mailing address should be used, you must update this person's account(s). This information
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.
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* The address constituents may differ depending on the Country. Refer to Defining Countries for more information on the
address constituents.

» Ifyou 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
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.

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.

NOTE: The Email Address field appears when Legacy Person Phone and Email Option Type on the Customer
Information Options Feature Configuration has been enabled.

Define the Language 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.

Define the person’s Time Zone preference if it is different from the installation’s time zone. Refer to Installation Options
— Framework, Main Page for more information. The time zone appears as part of the display anywhere the Do Not Disturb
start and end information is displayed; for example, in the Person Portal or Account Portal.

NOTE: Default Note. The Time Zone defaults to blank, which indicates that the installation’s time zone will be used.

The Seasonal Addresses scroll is only used if the person wants their correspondence sent to an alternate 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:

» Secasonal addresses will 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
quotes sent and where are statements sent.

* You don'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.

* You can enter multiple seasonal addresses if the customer so desires.

* The Seasonal period is 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).
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* 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.

» Ifyou 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 Characteristics page.

Description of Page

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

The following 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
a conglomerate, you can define its subsidiaries on this page. Refer to How To Set Up Customer Hierarchies for more
information about hierarchies.

NOTE:
You'redefining " 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 is implied by the relationship (e.g., spouses). There
are two ways to do this: 1) you can nominate one spouse as the "parent" and the other as the "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, a recursive relationship will exist.

WARNING:

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

Use Menu > Customer Information > Person > Search and navigate to the Persons page.

Description of Page
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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 This is the unique identifier 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. You 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. This field 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 Menu > Customer Information > Person > Search and navigate to the Person Portal page to view additional

information associated with a Person.

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

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

General Information
Person ID, Person Info are displayed.

Customer Notification Preferences

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 a hyperlink (if applicable).

Type

What Is Displayed

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

Customer Information: Customer Information hyperlink navigates you
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.
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 each time a new charge is calculated (specified on the Prepaid
Biller Task)

Contact Information: Contact details for the new charge Notification
Preference

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
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Type What Is Displayed

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

This zone displays active notification preferences for the customer in context and is only applicable if 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 a hyperlink (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.

* CSS Web User — End customer’s User ID supplied by Oracle Utilities Customer Self Service when the customer
registers for the notification task (self-service task).

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

Self Service Payment Options

This zone provides the ability to add, edit, and delete payment options used in customer self-service. This information is
only applicable if your implementation integrates with Oracle Utilities Customer Self Service.

Refer to the zone help for more details.

Maintaining Accounts

The account record contains information that controls billing and collection processes. You 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 topics in 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".

Account - Main Information

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

Description of Page
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The primary name of the Account's main customer and the Account |D are displayed on every tab in this page. These
values only appear after the account exists on the database. The Account ID 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. This is for information purposes only, and is not needed to operate
the system. The following points describe how the check digit is calculated for an Account ID equal to 0011883422

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

» Calculate the sum of the second and every alternate 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 was initially set up. This is purely informational.

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 Classplays a part in:
» If 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 several 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. If you have set the Installation Option CIS Division Control flag, the customer class defaults first
from the CIS Division and then from the Installation Record. When this option is set, the CIS Division is shown on the
page before customer class. You may only select Customer Classes with the account’s CIS Division.

CIS Division defines the jurisdiction that governs this account. You may only select Cl S Divisions associated with the
account's Customer Class. If you have set the Installation Option CIS Division Control flag, you need to choose the CIS
Division before choosing the Customer Class. The values are restricted to the user’s CIS Division(s). See Users and CIS
Division ngfor more information. The value is defaulted to user’s primary CIS Division. This field is updated behind
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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 CIS Division and do not want the system to change it when a service
agreement is activated, turn on Protect CIS Division. If the CIS Division’s Restrict to Account CIS Division flag is set to
Restricted, the Protect CIS Division is turned on and cannot be turned off.

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 CIS Division Portal 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, and premises). The system defaults this value from one of three sources, stopping after an access
group is determined. The first is the Customer Class Control — Determine Access Group system event. The next is the
access group defined directly on Customer Class Control. Lastly, it is defaulted from the user's default access group. Refer
to The Big Picture of Row Security for a complete description of how account security is implemented 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 this field is populated, an alert will highlight such in
the Alert Zone.

Bill Cycle controls when a bill is produced for an account. This field 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:

» It looks for all 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.

NOTE:

The list of bill cycles is restricted to those without a CIS Division and those with a CIS Division that matches the
account’s CIS Division. When the account does not have a CIS Division, the list is not restricted.

While this is a little complicated, it makes sense because it keeps the bill cycle in sync with the service cycle.

If you have assigned a bill 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 | 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.
If you want to stall billing until after some future date, enter the date in Bill After.

If a user should review the account's printed bills before they are sent to the customer in an on-going basis, enter this user’s
ID in Bill Print Intercept. This User ID will then be copied to future Bill - Bill Routing pages when they are created. If the
user no longer desires to intercept future bills, their User ID can be removed from this field.

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 Classis the debt class associated with the account's service agreement(s).
» Current Balance is the amount of debt the customer currently owes.

» Payoff Balance is the amount the customer would owe if they wanted to pay off their debt.
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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 toHow And When Are Automatic Payments Created for more information.

Open Menu > Customer Information > Account > Search and navigate to the Auto Pay page to maintain this
information.

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 Dateis the date on which the automatic payment information comes into effect. 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
Date is not specified, this means the automatic payment option applies indefinitely. You need only specify an End Date
if the customer wants to stop paying automatically.

* Auto Pay ID is the unique, system-assigned identifier of the auto-pay record. This value is 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 a customer 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. This field is visible only if feature configuration is set up to support payment advice functionality.
Refer to Payment Advices for more information on the payment advice functionality.

» Use External Account ID to define the customer's bank account / credit card number.

NOTE:

The system supports encryption for the External Account ID. If your implementation has configured the system
to encrypt the External Account ID, the data will be displayed with a masked value; such as, ******* Refer to
Encrypting Sensitive Data for more information

* You will be required to define an Expires On date if 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 as it appears in the financial institution's system. This name is routed to the financial
institution.

NOTE:
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Default note. The Name will default to the primary name of the main customer linked to the account after you enter a
Start Date. This defaulting is only possible for accounts that exist on the database.

* In some locales, customers can define a Maximum 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 Persons 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 a commercial 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 Menu > Customer Information > Account > Search and navigate to the Persons

page.
Customer Self Service and Account - Person | nfor mation:

It is possible that an implementation may have configured the system to integrate with Customer Self-Service. Account -
Persons can be created through the self-service application and will use a reserved relationship type that is defined on the
self-service master configuration.

Records with this relationship type can be thought of as “owned by the self-service application.” Changes to fields on the
page are disabled because the record can be deleted by the self-service application.

You can change the relationship type to another value, which will indicate that the record is no longer owned by self-
service. Self-service can no longer delete this record and changes are allowed to the fields on the page. Please note that the
relationship cannot be changed back to the self-service designation

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 is the 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 ID throughout the system.
Financially Responsible Turn on this switch if the person is financially responsible for the account's debt.

This switch is on and gray if the person is the 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 is a third party guarantor of the account's debt. This switch is off
and gray if the person is the 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:
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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.

Self-Service Role indicates that the Account - Person record has a corresponding entry in the self service application and
contains the value for the access in self-service. If there is no corresponding entry in self-service, this field will not display.
If configured in the Self-Service Master Configuration, a hyperlink appears allowing direct access to self-service.

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.

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 is the Main Customer because the main customer always
receives a copy of the bill.

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

Bill Route Type Indicate how the bill is sent to the customer. This field'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
fax number displayed is from a fax person contact associated with an active contact preference, the person’s primary
fax person contact identified by the contact routing, or a person’s fax phone type identified by a flag on the phone type.
Which is shown is dependent on how your system is configured.

+ If'the bill route type you select indicates that bills are routed via Email, the person's Email address is displayed adjacent.
The email address displayed is from an email person contact associated with an active contact preference, the person’s
primary email person contact identified by the contact routing, or a person’s email. Which is shown is dependent on how
your system is configured.

+ If the Bill Route Type you select indicates that bills are routed via the Postal service, you must choose an appropriate
Address 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 bill.
NOTE:

The values for this field are customizable using the Lookup table. The values need to match the formats supported by
your bill print software. This field name is 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
grays the remaining fields. This switch is on and gray if the person is the Main Customer because the main customer
always receives a copy of the account's quotes.

FASTPATH:
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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.

» Ifthe quoteroutetypeyou select indicates that quotes are routed via Fax, the person's fax number is displayed adjacent.
The fax number displayed is from a fax person contact associated with an active contact preference, the person’s primary
fax person contact identified by the contact routing, or a person’s fax phone type identified by a flag on the phone type.
Which is shown is dependent on how your system is configured.

« If the quoteroutetype you select indicates that quotes are routed via Email, the email address displayed adjacent.
The email address displayed is from an email person contact associated with an active contact preference, the person’s
primary email person contact identified by the contact routing, or a person’s email. Which is shown is dependent on how
your system is configured.

« Ifthe quoteroutetypeyou select indicates that quotes are routed via the Postal service, you must choose an appropriate
Address 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 is on and gray if the person is the 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 Sour ce 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 Address Sour ce.

Choose Mailing Premise on Account if bills / quotes should be sent to the address associated with the Mailing Premise on
the first page. This address is displayed adjacent.

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. These fields will be invisible 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 Validate button on the account 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.

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 is the 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.
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NOTE:
The source 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 Menu > Customer Information > Account > Search and navigate to the Financial Balances page.
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 Classis the debt class associated with the account's service agreement(s). To see summary information about the
service agreements that contribute to the debt class totals click the adjacent Go To button.

* Current Balance is the 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 Arrearsshows 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:
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 bills. 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. Refer to The Source of Bill Messages for more information about bill messages.

Open Menu > Customer Information > Account > Search and navigate to the Bill M essages 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 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, 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 Menu > Customer Information > Account > Search and navigate to the C& C

page.
Description of Page
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Collection Class controls how the account's debt is compared against collection criteria to 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 account debt monitor to review an account's debt the next time it runs, simply
change the Credit Review Date to a date in the distant past (e.g., 1/1/1900). The next time the ADM2 or C1-ADM

background process runs, it'll see that a great deal of time has passed 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 is an
account's credit rating calculated?.

The account's Current Cash-Only Scoreis displayed. For an explanation of how this number is derived, see How is an
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:

Start Date This is the first date the credit rating transaction affects the account's credit rating and cash-only score.
End Date This is the last 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 This is the 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 This is the 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.

How are credit rating transactions created?

Credit rating transactions may be created as follows:

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

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

» Ifa payment 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 a late payment charge. To do this
you could introduce a new adjustment freeze algorithm.

NOTE:

Created By Flag. The credit rating transaction includes a Created By flag that is customizable using the Lookup table.
This field name is CR_RAT CRE BY_ FLG. If your implementation uses algorithms to 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 algorithms if 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 beginning credit rating defined on the installation record. The result is the
customer's current credit rating.

NOTE: CIS Division can override the beginning credit rating. The system processes first check the account’s CIS
Division to see if the beginning credit rating has been specified on the CIS Division.

What impact does credit rating have in the system?

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

* An account's current credit rating is displayed in the Control Central Alert area when it's less than the threshold credit
rating defined on the installation record.

* An account'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 criteria if 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?
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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.

NOTE: CIS Division can override the beginning cash-only score. The system processes first check the account’s CIS
Division to see if the beginning cash-only score has been specified on the CIS Division.

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 algorithm is enabled on the installation record:

» The customer is flagged as cash-only in the Control Central Alert area.

» If a user attempts to add a payment whose tender type is a cash-equivalent, a warning 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:

You are actually changing service agreements. 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. You define whether a service agreement may participate in a budget plan on the service agreement's SA

type.

Open Menu > Customer Information > Account > Search and navigate to the Budget page to view this information.
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 a large 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 a New 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:
You must save the page in order for the budget changes to take effect.

» For an account with a large 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.
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NOTE:
Budget Recommendation. Though this page lists all SAs eligible for a budget, the budget recommendation only
calculates a budget amount for SAs whose start and end date (if any) includes the budget date.

Budget Plan controls how the account's debt is managed for budget-related purposes. Specifically, 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.

The list of budget plans is restricted to those without a CIS Division and those with a CIS Division that matches the
account’s CIS Division. When the account does not have a CIS Division, the list is not restricted

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 amounts in Total Budget Amount.

For accounts with a small number of service agreements, the system displays the sum of the service agreements' new budget
amounts in 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 This is a concatenation of basic information about the service agreement.

Last Changed Date This is the date when the service agreement's budget amount (i.e., recurring charge amount) was last
changed.

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

New Budget For accounts with a small 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 change is
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 Menu > Customer Information > Account > Search and navigate to the Deposits page to view this information.
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. This value is equal to the sum of
the payoff balances 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.

Cash Deposits Requested This value is equal 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.
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Non-Cash Deposits The total amount of active non-cash deposits currently held for the account. This value is 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 This is 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 a non-cash deposit, simply move to a field 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 This is the date the non-cash deposit is effective.
End Date This is the expiration date of the non-cash deposit.

Non Cash Deposit Type Select the appropriate non-cash deposit type. The value selected is important as it 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. This value is used when the
system amalgamates 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.

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 a 3rd 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 Menu >
Customer Information > Account > Search and navigate to the Characteristics page.

Description of Page
NOTE:

You 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
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The alerts page contains information that describes various alerts assigned to the account. Use Menu > Customer
Information > Account > Search and navigate to the Alertspage.

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 alerts 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 alert stops showing in Control Central. You can leave this field blank if the alert
should be effective indefinitely. The date defaults to the Start Date plus the Alert Type'salert period.

Account - Account Portal

Select Menu > Customer Information > Account > Sear ch and navigate to the Account Portal page to view additional
information associated with an Account.

Depending on your implementations requirements, you may define additional zones to appear on this Portal.
The contents of this section describe the zones that are available on this portal page.
General Information displays Account ID and Account Info

Account Contact I nformation Displays person contacts that are 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
a convenient way to edit basic information for person contacts. When adding a person contact, person contact types
associated with phone types are not available.

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

Push Communication Preferences Displays contact preferences and opt-out preferences for push-based notification types;
meaning, those notifications that customers do not need to subscribe in order to receive. You 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 individual 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.

This zone displays contact preferences for subscription-based notification types - meaning those notifications to which
customers need to subscribe in order to receive them. You 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.
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NOTE:
Unlike push notifications, communication preferences are established for the subscription notification types, which also
defines the message to be sent.

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.

Subscription Communication Preferences Zone

Refer to Push vs. Subscription Notification Types

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

Account Management Portal

The Account Management portal is used to maintain multiple accounts linked to a particular customer.

Open this page using Menu > Customer Information > Account Management

Some examples of customers with large numbers of accounts include:

Public school districts with many school locations
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.)

You 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
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
Tax exemptions

Characteristics

When you update information, you can select an account or SA to use as a template, 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 a person. The Person ID is required. | nclude Hierar chy determines whether
you wish to search for accounts directly linked to the person id specified, or if you want to find all accounts in the hierarchy
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using person to person relationships. You can also 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 associate 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.

Account - SAs For A Debt Class

This is 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 Menu > Customer Information > Account > Search.
Description of Page
The Account ID and the primary name of the account's main customer are displayed.
Debt Classis the 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 a list of all 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) Info is a concatenation of important details about the service agreement.

» Premise defines the service agreement's main premise.

» Current Balance is the 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 DaysOld 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.
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Using The Account/Person Replicator

There are two different ways to use this transaction:

* You can make many copies of a given Person / Account combination. This may be required if your company works
with third party agencies who enroll customers on its behalf. In this situation, the third party agency may receive
blocks of pre-allocated account numbers to 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:
* Add a new person and account if you don't already have a customer to serve as your "template".

» Use the 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 a single 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.

* Use the Account/Person Replicator to create copies of the account as described below (and make sure to use the
Replicate Account Only option).

Use 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 persons to Replicate.

Indicate the Main Person Name Base, which will be used as the main person name for all the new persons to be created.
This field will be protected if you choose a Replicate Type of Replicate Account Only (as no persons are created).

Use Replicate Typeto 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.

Information Replicated for New Persons

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

WARNING:
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This copy includes the person's identification number. This will result in multiple persons with the same identification
number. You should ensure that the identification number for your template person is a temporary number. When you
sign up your actual customer, be sure to update the identification number to a valid number for the person.

Information Replicated for New Accounts

Although most information for an account will be copied, not all 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 Date is 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 a third 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 calculates charges for a specific service
supplied to a customer. The topics in this section describe the pages on which service agreement related information is
maintained.

NOTE:

The system creates most service agr eements behind the scenes. Most service agreements are created "behind the
scenes" by the system as part of the Start Service and Order completion processes. You should only have to access the
service agreement pages if you need to fine-tune what the system defaults. Refer to Start/Stop and Maintaining Orders
for the details.

Service Agreement and Usage Subscription. A Usage Subscription will exist for each ‘usage-oriented’ service agreement.

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 as it 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.
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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 remains in this state until everything necessary to start service is defined in the
system.

Active The system automatically changes the state of Pending Start service agreements to Active when everything
necessary to start service exists in the system. Refer to Activating Pending Starts for more information. While in this state,
the system bills 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 service is 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 remains in 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
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 a financial balance.

Reactivated The system moves a service agreement to the Reactivated state if a financial 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.
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Cancelled You 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 notice in the above diagram that you can cancel an Active, Pending Stop or Stopped service agreement. You may
only do this if the service agreement's financial transactions and non-billed billable charges are all cancelled.

You 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.

If you cancel a pending 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 a final payment is received and the stopped service agreement's balance becomes zero, the system automatically
changes the state of the service agreement to closed. The system can also 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.

If a billable charge is interfaced into the system, the system automatically changes the state of the service agreement to
reactivated.

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

If a service agreement was activated inadvertently, you may cancel it (and therefore logically remove it from the system)
after canceling all of its financial transactions. You do this by clicking the cancel button on the service agreement page.
You 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. You might do this in order to create a bill 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. You might do this in order to create a real 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. You 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.

NOTE:

Onetimeinvoices (i.e., one-time billable char ges) are inter esting. One-time invoice service agreements follow the
above lifecycle; it's just that they do it quickly. You see, when a one-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.
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Renewing Service Agreements

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

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

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

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

» If the renewal process is 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 SAs when 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 Menu > Customer Information > Service
Agreement > Sear ch to maintain this information.

Description of Page

SA (service agreement) Info and SA 1D are displayed on every page. These values only appear after the service agreement
exists on the database. The |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-SAI-
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 the I nitiate 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.
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 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 is not turned off, a "real" service agreement can be created when aproposal service agreement is
accepted. If the service agreement you've displayed was created in such a way, information about the Proposal SA will
appear beneath SA Status.

Enter the Account ID that is financially 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 CI S Division and SA Type. These fields are very important as they control numerous aspects of the service
agreement's behavior. These fields are gray when the status is not Pending Start.

NOTE: If the service agreement’s account’s CIS Division’s Restrict to Account CI S Division flag is set to Restricted,
the CIS Division is set to the account’s CIS Division and cannot be changed.

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 a given value. These bill 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 Typehas a special role of Interval, you must enter the Cutoff Time and Start Day Option that is used by interval
pricing and derivation algorithms to determine the start and end intervals to process. Similarly, if the SA Typehas a

special role of Bill Determinants Required, you must enter the Cutoff Time and Start Day Option that is used on a bill
determinants usage request. Refer to Start and End Times for Billing for more information about how these fields are used.

» The Cutoff Timeis entered in "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 this field 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 values are: Yes, No.
Turn on Allow Estimatesif it's OK for the billing process to estimate this service agreement's consumption if a real meter
read is missing 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 a result of an ad hoc request);
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e) 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, Characteristic 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. This field is gray if the service agreement's SA type doesn't require a characteristic premise. For more information
about rates and their use of characteristics, refer toSetting 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 as a Char Premise. If the service agreement doesn't have service points, any premise
may be selected.

Your conversion process will fill in Old Account 1D for service agreements that were converted from your legacy CIS
system. The payment upload process uses this field to locate the accounts for payments that reference a legacy account
number.

If the service agreement requires a total amount to bill, the amount is displayed. This field is typically only used on loan
or cash deposit service agreements. It holds either the loan amount or the desired cash deposit. If you increase this field'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 this field 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.
» It should be called L oan Amount if the total amount to bill is for a loan.

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. This field is not visible if the service agreement's SA type doesn't allow
recurring charges. The label that appears for this field 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 contain Budget Amount if the recurring charge is for a budget.
It 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 a loan.

SA Relationship ID contains the ID of the SA Relationship that is associated with a sub service agreement. This field is
only visible on sub service agreements. Refer to Sub Service Agreements for more information.

CIAC Review Date displays the last date that the Contributions In Aid of Construction (CIAC) review process ran for
this service agreement. This field is only visible if the SA type indicates this is a CIAC service agreement. Refer to CIAC
Segmentation for more information on CIAC.

Deposit Interest Calculated contains the last date the system applied interest. This field is only visible if the SA type has a
special role of Cash Deposit.

The Scheduled Payment Autopay flag determines if 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. This field is only visible if the SA has a special role of Non-Billed
Budget.
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The NBB Recommendation Rule displays the description of the non-billed budget recommendation rule used for this SA.
This field is only 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 class is 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. This value is

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. You 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.

The topics that follow describe miscellaneous features on this page.

Changing A Start Option

If the service agreement is in the pending start state, you can use the Start/Stop - Pending SAs page to change the service
agreement's SA type and/or start option.

If the service agreement is in 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.

The fields in this dialog box allow you to define a Start Option whose terms should be copied to the service agreement
as of a given effective date ( Apply Start Option on). Because most terms on a service agreement are effective-dated,
it's important 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):

» Terms are reused 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.

» Ifthe Start Option references a contract rider that's currently defined in the service agreement, a new rider will NOT
be created.

» Terms that 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 a rider that is not referenced on the new start option, it will be
expired.

NOTE:
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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.

* Terms that 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 is in 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 a warning 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 module is 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 Statussection 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
a proposal 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 real 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.

FASTPATH:
Refer to Proposal SA State Transition for more information about ProposalSA 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 Start Option on pending and quotable proposal SAs.
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If a real 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. This information is only displayed if the service agreement's SA type allows a rate.

Open Menu > Customer Information > Service Agreement > Search and navigate to the Rate I nfo page.
Description of Page

The Rate grid controls the rate used to calculate 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 service is started. The method used to populate the initial Rate
depends on how service is started and whether you use start options:

» If'the service agreement's SA type uses start options:

» If 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 Date s the date the rate becomes effective. The service agreement's start date defaults.
» Rate Schedule defines the rate used to calculate 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 a terms 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.

The Contract Rider grid contains the contract riders that are in effect for the service agreement. This information 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:
* The rate used to calculate the bill segment contains a calculation rule that references a bill factor.
» The referenced bill factor requires a contract rider to levy the associated charge.

If a Contract 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 a contract rider linked to the service agreement, simply move to a field 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:
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» Use Start Dateto define the date on which the contract rider becomes effective. The service agreement's start date
defaults.

» Use End Dateto define the date on which the contract rider expires. This field need only be specified if the contract
rider expires on an explicit date.

» Use Bill Factor to define the type of rider. You may only reference Bill Factors designated as being applicable for
contract riders. Note, the Bill Factorslinked 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. This information 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:

» The rate 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 Dateto define the date on which the contract value expires. This field need only be specified if the value rider
expires on an explicit date.

» Use Bill Factor to define the type of value. You may only reference Bill Factors designated as allowing values in
contract terms. Note, the Bill Factorslinked to the rate that are marked as allowing values in 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 all or partially exempt.
Billing uses this information when it calculates a bill segment for the service agreement if:

» The rate used to calculate the bill segment contains a calculation rule that references a bill factor.

* The referenced bill factor can have tax exemptions that limit the amount of the charge.

If the bill factor doesn't have a tax exemption or there are none that are effective during the bill period, the tax is levied

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 Dateto define the date on which the tax exemption becomes effective.

» Use End Dateto define the date on which the tax exemption expires.
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» Use Bill Factor to define the tax from which the service agreement is exempt. You may only reference bill factors
designated as being tax exemptible. Note, the Bill Factors 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).

* Use Tax Exempt Typeto specify the type of exemption.

» Use Tax Certification if the customer has a tax 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 all 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 con