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Business Process: 	4.2.2.8 C2M.CCB.Manage Billing Disputes               
Process Type:  		Sub Process                      
Parent Process: 		4.2.2 C2M.CCB.Manage Bill 
Sibling Processes:  	3.4.1.1 C2M.CCB. Manage Customer Contacts, 4.2.2.2 C2M.CCB-MDM Manage Meter Charges, 4.2.2.3 C2M.CCB-MDM Manage Item Charges, 4.2.2.4 C2M.CCB Manage External and Miscellaneous Charges, 4.2.2.5 C2M.CCB Manage Loan Charges, 4.2.2.6 C2M.CCB Manage Deposit Charges, 4.2.2.14 C2M.CCB Manage Off Cycle Charges, 4.3.2.4a C2M.CCB Manage Payment Arrangements, 4.3.2.3a C2M.CCB Manage Pay Plan, 3.4.4.1b C2M.CCB Enroll in Non-Billed Budget, 3.4.4.1b 3.4.4.1a C2M.CCB Enroll in Budget, 

This process describes alternatives for managing tracking and resolution of a customer disputed bill in C2M.CCB.  To resolve a disputed bill or charges in question, the CSR or Authorized may make use of the following options in base C2M.CCB:

· Cancel/Rebill
· Reopening of current Bill
· Off Cycle Billing
· Pay Plans
· Payment Arrangements
· Budget Plans
· Protect Account against Credit and Collection Review while dispute is in progress
· Transfer disputed amounts to a separate SA while dispute is in progress
· Record interaction with customer through Customer Contacts and automatic reminders for follow up

In addition, an organization may use a C2M tool, “Case Management” functionality to further track and document the details of a disputed amount with the customer.  Case Management allows for lifecycle statuses as the disputes moves through resolution.   The lifecycle statuses provide visibility across users in C2M.CCB-MDM.      This is considered custom configuration to be developed by the individual organization.  C2M.CCB documentation is available as a guide for developing this functionality.   
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1.0 Search for Customer 
Actor/Role: CSR or Authorized User
Description:
Upon receipt of a customer inquiry for a disputed bill, the CSR or Authorized User accesses Control Central Search to locate the customer in C2M(CCB).  
              
	Installation Options – Installation Options Framework


Configuration required Y          Entities to Configure:  

                         
1.1 Perform Initial Analysis 
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User performs an initial, overall analysis of the Account.   Typically, there are established guidelines and business rules for analyzing the disputed amount.   There may be a checklist for discussion with the customer.    Areas of C2M.CCB-MDM are reviewed and may include:  Account Financial History, Billing History, 360 View for Service Point, Usage and Device History, Account Activity, Field Activity and Service Order information.   


1.2 Create Customer Contact
Actor/Role: CSR or Authorized User   
Description:
Most organization routinely document interaction with the customer.   The CSR or Authorized User follows established business rules and documents the interaction with the customer through a Customer Contact.

1.3 3.4.1.1 C2M.CCB Manage Customer Contacts
Actor/Role: CSR or Authorized User   
Description:
Refer to 3.4.1.1 C2M.CCB Manage Customer Contacts for detailed procedures.


1.4 Evaluate Options for Disputed Bill 
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User considers options for working through the disputed bill and attempting to resolve the disputed amount with the customer.   Each organization has established business rules as well as potential governmental regulations.   The options will vary dependent on each customer scenario.       




1.5 4.2.2.2 C2M.CCB-MDM Manage Meter Charges
Actor/Role: CSR or Authorized User   
Description: If cancel rebill is required on a metered service SA, the CSR or Authorized User initiates cancel/rebill.  Refer to 4.2.2.2 C2M.CCB-MDM Manage Meter Charges.


1.6 4.2.2.3 C2M.CCB-MDM Manage Item Charges
Actor/Role: CSR or Authorized User   
Description: If cancel rebill is required on an itemed service SA, the CSR or Authorized User initiates cancel/rebill.  Refer to 4.2.2.3 C2M.CCB-MDM Manage Item Charges.


1.7 4.2.2.4 C2M.CCB Manage External and Miscellaneous Charges
Actor/Role: CSR or Authorized User   
Description: If cancel rebill is required on external and miscellaneous charges, the CSR or Authorized User initiates cancel/rebill.  Refer to 4.2.2.4 C2M.CCB Manage External and Miscellaneous Charges.


1.8 4.2.2.5 C2M.CCB Manage Loan Charges
Actor/Role: CSR or Authorized User   
Description: If cancel rebill is required on a loan SA, the CSR or Authorized User initiates cancel/rebill.  Refer to 4.2.2.5 C2M.CCB Manage Loan Charges.


1.9 4.2.2.6 C2M.CCB Manage Deposit Charges
Actor/Role: CSR or Authorized User   
Description: If cancel rebill is required on a deposit SA, the CSR or Authorized User initiates cancel/rebill.  Refer to 4.2.2.6 C2M.CCB Manage Deposit Charges.


2.0 4.2.2.14 C2M.CCB Manage Off Cycle Charges
Actor/Role: CSR or Authorized User   
Description: 
If an off-cycle bill is required, the CSR or Authorized User may initiate an off-cycle bill to include specific changes for the Account’s financial balance.  Refer to 4.2.2.14 C2M.CCB Manage Off Cycle Charges.


2.1 Evaluate Other Options
Actor/Role: CSR or Authorized User   
Description:
Dependent on investigative results and dispute resolution, the CSR or Authorized User may offer the customer an option to enter into a Payment Arrangement, Pay Plan or Budget Plan.   Each of these options requires consideration within established business rules.



2.2 4.3.2.4a C2M.CCB Manage Payment Arrangements
Actor/Role: CSR or Authorized User   
Description:
If the customer is eligible for Payment Arrangements, refer to 4.3.2.4a C2M.CCB Manage Payment Arrangements.


2.3 4.3.2.3a C2M.CCB Manage Pay Plan
Actor/Role: CSR or Authorized User   
Description:
 If the customer is eligible for a Pay Plan, refer to 4.3.2.3a C2M.CCB Manage Pay Plan.


2.4 3.4.4.1b C2M.CCB Enroll in Non-Billed Budget
Actor/Role: CSR or Authorized User   
Description:
If the customer is eligible for Budget Billing using Non-Billed Budget options, refer to 3.4.4.1b C2M.CCB Enroll in Non-Billed Budget.


2.5 3.4.4.1a C2M.CCB Enroll in Budget
Actor/Role: CSR or Authorized User   
Description: If …   Refer to 3.4.4.1b 3.4.4.1a C2M.CCB Enroll in Budget.


2.6 Request Reopen Bill
Actor/Role: CSR or Authorized User   
Description:
Resolution may include reopening of the current bill.  The reopening of the bill allows for adjustments, payments and rebilling to reflect the financial impact on the current bill.  


2.7 Update Current Bill to Reopen
Actor/Role: C2M(CCB)
Description:
The current bill is reopened in C2M.CCB.



2.8 4.1.1.1 C2M.CCB Manage Adjustment and Adjustment Approval
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User determines if an adjustment should be added or canceled for the Account’s Service Agreement(s).


2.9 4.3.1.1 C2M.CCB Manage Payments
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User determines if a Payment should be added or canceled for the Account’s Service Agreement(s).  Redistribution of a payment may be considered.   


3.0 Request Complete Bill
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized requests to complete the reopened bill.  Refer to the specific C2M billing processes.   


3.1 Evaluate C&C Impact
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User considers potential Credit and Collection impacts for the customer’s Account.   Typically, there is further discussion with the customer.    Based on established business rules, the CSR or Authorized User may temporarily protect the Account from Credit and Collection processing using the Postpone Review functionality.


3.2 Determine Postpone Credit Review Date and Request Update
Actor/Role: CSR or Authorized User   
Description: CSR or Authorized User updates the Postpone Credit Review Until Date on the Account record.   Credit and Collection information is on the C&C tab for the Account record.   


3.3 Update Account C&C Details
Actor/Role: C2M(CCB)   
Description:
The Account record is updated with the changes for Credit and Collection in C2M.CCB.   




3.4 Create Reminder
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User makes use of the Customer Contact reminder functionality.   A reminder can be created for today or a future date.   This functionality is used in conjunction with a specific To Do Type, To Do Roles, and background processing.  Refer to 3.4.1.1 C2M.CCB Manage Customer Contact for further details.


3.5 Select Dispute SA and Request Start
Actor/Role: CSR or Authorized User   
Description:
At times, it may be necessary to transfer monies to a separate Service Agreement while the dispute is in progress.   This Service Agreement Type requires configuration that meets the individual organization’s business rules.  This configuration may include a Dashboard Alert.  

	SA Type and all associated configuration


Configuration required Y          Entities to Configure:  

 
3.6 3.3.2.2 C2M.CCB Start Non-Premise Based Service
Actor/Role: CSR or Authorized User   
Description:
The dispute Service Agreement Type is typically configured as Non-Premise based.   Refer to 3.3.2.2 C2M.CCB Start Non-Premise Based Service for details starting a Non-Premise based Service Agreement.


3.7 Confirm Disputed Amount
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User again reviews and confirms the disputed amount.



3.8 Transfer Dispute Amount to Dispute SA
Actor/Role: CSR or Authorized User   
Description:
Using a specific Adjustment Type for transfers, the CSR or Authorized User shifts the disputed amount from the original Service Agreement to a separate Dispute Service Agreement.  




3.9 Analyze Issue and Resolution
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User again considers the overall resolution decision to date, and may have further interaction with the customer.   Final resolution may require escalation or further investigation based on business rules or regulatory considerations.  


4.0 Create Service Investigation Field Activity
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User creates a Field Activity for an actual onsite investigation of the Device and Service Point.


4.1 5.3.2.1 C2M.SOM Manage Field Activities and Service Orders
Actor/Role: CSR or Authorized User   
Description:
Refer to 5.3.2.1 C2M.SOM Manage Field Activities and Field Orders for the Field Activity lifecycle.  


4.2 Reinstate Original Disputed Amount
Actor/Role: CSR or Authorized User   
Description:
Once the issue is resolved, the disputed amount is moved back to the original Service Agreement.   This can be done through a separate transfer Adjustment or cancellation of the existing Adjustment.


4.3 Remove Postpone Credit Review Date and Request Update
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User removes the Credit Review Date to allow for normal Credit and Collection processing.   Business rules dictate when this date should be removed.   


4.4 Create Customer Contact with Final Resolution Details
Actor/Role: CSR or Authorized User   
Description:
The CSR or Authorized User creates a separate Customer Contact with the final resolution for the disputed amount.    Alternately an existing Customer Contact may be updated with a log entry.   Refer to 3.4.1.1 C2M.CCB Manage Customer Contacts.
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Main

Account ID = 6342136607 Brandon,David, Residential, $344.00
SA Information g;;:osrz‘gasi?emc Residential, ER-DMINU, Active, 01-01-2016, sap = %70,

Start Date End Date Days Status Current Amount Payoff Amount uom Billable Service Quantity Average Daily Service Quantity

06-052017  07-05-2017 30 Frozen $92.00 $88.00 Kilowatt-Hours 690.000000 23.00
05052017 06-05-2017 31 Frozen $92.00 $94.00 Kilowatt-Hours 740.000000 2387
04052017 05-05-2017 30 Frozen $92.00 $89.00 Kilowatt-Hours 700.000000 2333
03052017 04-05-2017 31 Frozen $92.00 $91.00  Kilowatt-Hours 720.000000 2323
02052017 03-05-2017 28 Frozen $92.00 $86.00  Kilowatt-Hours 670.000000 23.93
01052017 02:05-2017 31 Frozen $92.00 $98.00 Kilowatt-Hours 780.000000 25.16
12052016 01-05-2017 31 Frozen $103.00 $103.00 Kilowatt-Hours 825.000000 2661
11-05-2016 1205-2016 30 Frozen $102.00 $102.00 Kilowatt-Hours 808.000000 26.93
10-05-2016 11-05-2016 31 Frozen $100.00 $100.00  Kilowatt-Hours 792.000000 2555
09-05-2016 10-05-2016 30 Frozen $86.00 $86.00  Kilowatt-Hours 678.000000 2260
08052016 09-05-2016 31 Frozen $111.00 $111.00 Kilowatt-Hours 886.000000 2858
07-052016  08-05-2016 31 Frozen $73.00 $73.00 Kilowatt-Hours 564.000000 18.19
06-05-2016  07-05-2016 30 Frozen $88.00 $88.00 Kilowatt-Hours 692.000000 23.07
05052016 06-05-2016 31 Frozen $85.00 $85.00 Kilowatt-Hours 669.000000 2158
04-052016  05-05-2016 30 Frozen $80.00 $80.00 Kilowatt-Hours 619.000000 2063
03052016 04-05-2016 31 Frozen $90.00 $90.00  Kilowatt-Hours 712.000000 2297
02052016 03-05-2016 29 Frozen $64.00 $64.00 Kilowatt-Hours 485.000000 16.72

01-01-2016 02-05-2016 36 Frozen $82.00 $82.00 Kilowatt-Hours 625.000000 17.36
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Payment Arrangement

4 Current Context
4 = Hansen Floyd
= Hansen,Floyd, Residenti
o $495.84
= 1523 Normans Crossing
{ERNw, San Francisco, CA, 941
Single-family Home:
= 1523 Normans Crossing
Nw, San Francisco, CA, 941
USA / Electric Residential / F
'Cycle 01, Route 100/ Next
Scheduled Read:11-01-2017
Active
= 54323/ Electric Smart M
Install Date/Time: 06-01-201
0:00:00 PDT / Connected /

Commissioned / Active
o I 54323/ 1/ Electric Scals
S - Auto Read

A Financial Information

Current Balance $495 84

 E——
Payoff Balance $892.50 v
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360 View>Device
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360 View>Service Point
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360 View>Usage Subscription
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360 View>Contact
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360° View Search by Name  Search by Address  Search by Device ~Bookmark  Refresh

Measuring Component | Device ~ Service Point  Usage Subscription  Contact

A4 Measuring Component Overview ol

A
Measuring Component == 54321 / Electric Scalar kWh - Auto Read

Service Point = 1520 Normans Crossing Rd NW, San Francisco, CA, 94102, USA / Electric Residential / Read Cycle 01, Route 100 / Active
Installation _ Install Date/Time: 05-01-2017 1:00:00 PDT / Connected / Commissioned
Usage Subscription = Hansen,Jon / Electric - Residential / 05-01-2017 0:00:00 PDT / Active

4 Device Configuration Overview & &
Type Information 360
| Smarteter = 54321/ Electric Smart Meter / Install Date/Time: 05-01-2017 1:00:00
PDT / Connected / Commissioned / Active
) Device Configuration = Electric Smart Meter / Effective Date/Time:01-01-2017 0:00:00 PST / New Reading
Electric Auto Read - kWh - Scalar / 1 Measuring Component(s) / Active
3 Register - Auto-Read = 54321/ Electric Scalar kiWh - Auto Read 360
Service Point-MDM = 1520 Normans Crossing Rd NW, San Francisco, CA, 94102, USA/ 360 Install DatefTime: 05-01-2017 1:00:00 PDT / Connected / Commissioned
4
Electric Residential / Read Cycle 01, Route 100 / Active
A Final Values Overlay @ &

Measuring Component = 54321 Electric Scalar kWh - Auto Read
Value Identifier Type

10-07-2017 4 g= 1:00:00 PDT -
Start Date/Time = o
11-06-2017 A = 0:00:00 PST A
End Date/Time B o v

- o —
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360° View Search by Name  Search by Address  Search by Device ~Bookmark Refresh

Measuring Component | Device | Service Point  Usage Subscription  Contact
4 Device Overview &

A
Device = 54321/ Electric Smart Meter / Install Date/Time: 05-01-2017 1:00:00 PDT / Connected / Commissioned / Active

Service Point = 1520 Normans Crossing Rd NW, San Francisco, CA, 94102, USA / Electric Residential / Read Cycle 01, Route 100 / Active
Installation _ Install Date/Time: 05-01-2017 1:00:00 PDT / Connected / Commissioned
Usage Subscription = Hansen,Jon / Electric - Residential / 05-01-2017 0:00:00 PDT / Active

4 Device Configuration Overview & ol
Type Information 360
| Smartieter = 54321/ Electric Smart Meter / Install Date/Time: 05-01-2017 1:00:00
PDT / Connected / Commissioned / Active
) Device Configuration = Electric Smart Meter / Effective Date/Time:01-01-2017 0:00:00 PST / New Reading
Electric Auto Read - KiWh - Scalar / 1 Measuring Component(s) / Active
3 Register - Auto-Read = 54321/ Electric Scalar kiWh - Auto Read 360
Service Point-MDM = 1520 Normans Crossing Rd NW, San Francisco, CA, 94102, USA/ 360 Install Date/Time: 05-01-2017 1:00:00 PDT / Connected / Commissioned
4
Electric Residential / Read Cycle 01, Route 100 / Active
4 Scalar Readings @ =3 £+ Enter NewRead

Filters: Device 001494610738

Read Date Time Edit Do NotUse
1 Meter: 001494610738, Read Date: 11-06-2017 0:00:00 PST, 1 register read, Reading: 11000, Condition: Regular Va A
2 Meter: 001494610738, Read Date: 10-16-2017 0:00:00 PDT, 1 register read, Reading: 7000, Condition: Regular Va

2 Meter 001494610738 Read Date: 10-04-2017 4-00-00 PDT 1 reaister read Readina: 9100 000000 Condition: Reaular &
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360° View

Measuring Component  Device | Service Point | Usage Subscription  Contact
4 Service Point Overview &

Search by Name  Search by Address  Search by Device ~Bookmark  Refresh

Service Point = 1520 Normans Crossing Rd NW, San Francisco, CA, 94102, USA / Electric Residential / Read Cycle 01, Route 100 / Active

Device = 54321/ Electric Smart Meter / Install Date/Time: 05-01-2017 1:00:00 PDT / Connected / Commissioned / Active
Device Configuration = Electric Smart Meter / Effective Date/Time:01-01-2017 0:00:00 PST / Electric Auto Read - kWh - Scalar / 1 Measuring Component(s) / Active
Installation Install Date/Time: 05-01-2017 1:00:00 PDT / Connected / Commissioned
Usage Subscription = Hansen,Jon / Electric - Residential / 05-01-2017 0:00:00 PDT / Active

Service Point Category Meter

4 Measuring Component Types &

Measuring Component Type.

N\ FElectric Scalar kWh - Auto Read

A4 Message ol

Please broadcast a Measuring Component Type to view its consumption history

A Timeline

December

2017

® KO »

Oct2017 Nov2017 Dec2017 Jan2018 Feb2018 Mar2018 Apr2018 May2018 Jun2018 Jul2018 Aug2018 Sep2018
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360° View Search by Name  Search by Address  Search by Device ~Bookmark Refresh
Measuring Component  Device  Service Point | Usage Subscription | Contact
4 Usage Subscription Overview ol

Usage Subscription

Main Customer

Hansen,Jon

Hansen,Jon / Electric - Residential / 05-01-2017 0:00:00 PDT / Active

Service Point = 1520 Normans Crossing Rd NW, San Francisco, CA, 94102, USA / Electric Residential / Read Cycle 01, Route 100 / Active
4 Usage Transaction History @
Filters: Usage Subscription 086040398075
Start Date/Time End Date/Time Information Number of Days.
1 10-04-2017 4:00:00 PDT  11-06-2017 0:00.00 PST _ Sent/ 10-04-2017 4:00:00 PDT - 11-06-2017 0:00:00 PST / Elctric - Simple 32
, 10:04-2017 400:00 PDT  10-16-2017 23:60:59 PDT Discarded / 10-04-2017 400,00 PDT - 10-16.2017 23,5959 PDT / Electric- 12 ~
Simple
4 10:04:2017 400:00 PDT  10-16-2017 23:60:59 PDT Discarded / 10-04-2017 400,00 PDT - 10-16.2017 23,5959 PDT / Electric- 12
Simple
4 10.042017 4:00:00 PDT  10-16-2017 0:00:00 PDT _ Sent/ 10-04-2017 4:00:00 PDT - 10-16-2017 0:00:00 PDT / Electric - Simple 11
5 10-04-2017 4:00:00 PDT 10-16:2017 0:00:00 PDT  Sent / 10-04-2017 4:00:00 PDT - 10-16-2017 0:00:00 PDT / Electric - Simple 11
6 10-04-2017 4:00:00 PDT  10-16-2017 0:00:00 PDT _ Sent/ 10-04-2017 4:00:00 PDT - 10-16-2017 0:00:00 PDT / Electric - Simple 11
7 10-04-2017 4:00:00 PDT  10-16-2017 0:00:00 PDT  Sent / 10-04-2017 4:00:00 PDT - 10-16-2017 0:00:00 PDT / Electric - Simple 11
o 10:04-2017 000:00 PDT  11-02:2017 200:00 PDT  Discarded / 10-04-2017 0:00:00 PDT - 11.02-2017 200:00 PDT / Electric - 29
Simple
10042017 0:00:00 PDT 10252017 2:00:00 PDT  Discarded / 10-04-2017 0:00:00 PDT - 10-25-2017 2:00:00 PDT / Electric - 21 v

A Timeline

Simnle

A
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360° View

Measuring Component  Device  Service Point  Usage Subscription | Contact
4 Contact Overview &

Search by Name  Search by Address  Search by Device ~Bookmark  Refresh

Contact = Hansen,Jon
Primary Name ~Hansen,Jon

Exteral D 6155567366

4 Service Points Referencing Contact @ o)

Filters: Contact ID 342784785665

4 Contact's Usage Subscriptions @ ol

Filters: Contact ID 342784785665

Usage Subscription Relationship Type

1 Hansen,Jon / Electric - Residential / 05-01-2017 0:00:00 PDT / Active Main Customer
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Customer Contact with Reminder

[image: image1.png]Customer Contact Bookmark Clear Save  Refresh

Main | Log Characteristics = Customer Contact Portal
Hansen,Jon, 1520 Normans Crossing Rd NW, San Francisco,

Customer Contact Info  Customer service contacts/High bill complaint, Contacted Customer Contact ID 6152232122
12-22-2017
PersoniD = 6155567366 . Hansen,Jon Open
AccountiD = 8441210491 O, Hansen,Jon, Residential, $1,602.61 UserID USER08  Student, 08
Premise D = 7729680924 | O, 1520 Normans Grossing Rd NW, San Francisco, CA, 94102, Single-family Home
Preferred Contact Method
Contact Date/Time 12222017 | / 18:24:49
Contact Class Customer service contacts  [v]
Contact Type HIGHBILL O, High bill complaint
‘Sample for Disputed Bill. Information regarding interaction with Customer placed here Va
Comments

Related Records

Letter Information Display Letter

Create Date/Time Created by Log Entry Reminder Send To Trigger Date

Additional Information and | #*
4 f 1222201718:27:05  Student, 08 possible follow up may be Sendto User[v|  USER08 O, Student, 08~ [12-28-2017 =]
entered as a log entry v
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Customer Contact with Reminder
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Main | Log Characteristics = Customer Contact Portal
Hansen,Jon, 1520 Normans Crossing Rd NW, San Francisco,

Customer Contact Info  Customer service contacts/High bill complaint, Contacted Customer Contact ID 6152232122
12-22-2017
PersoniD = 6155567366 . Hansen,Jon Open
AccountiD = 8441210491 O, Hansen,Jon, Residential, $1,602.61 UserID USER08  Student, 08
Premise D = 7729680924 | O, 1520 Normans Grossing Rd NW, San Francisco, CA, 94102, Single-family Home
Preferred Contact Method
Contact Date/Time 12222017 | / 18:24:49
Contact Class Customer service contacts  [v]
Contact Type HIGHBILL O, High bill complaint
‘Sample for Disputed Bill. Information regarding interaction with Customer placed here Va
Comments

Related Records

Letter Information Display Letter

Create Date/Time Created by Log Entry Reminder Send To Trigger Date

Additional Information and | #*
4 f 1222201718:27:05  Student, 08 possible follow up may be Sendto User[v|  USER08 O, Student, 08~ [12-28-2017 =]
entered as a log entry v
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