Oracle Utilities Customer to Meter User
Guides

Oracle Utilities Customer to Meter User Guides comprise the following:
* Oracle Utilities Customer to Meter Business User Guide

* Oracle Utilities Customer to Meter Administrative User Guide
Release 2.9.0.0.0

F52870-02



Oracle Utilities
Customer to Meter
Business User Guide

Release 2.9.0.0.0
F52870-02

April 2022 (Revised May 2022)

Also used with:

* Oracle Utilities Customer Cloud Service 22A
+ Oracle Utilities Billing Cloud Service 22A

* Oracle Utilities Rate Cloud Service 22A

ORACLE



Oracle Utilities Customer to Meter Business User Guide
Release 2.9.0.0.0

F52870-02

April 2022 (Revised May 2022)

Documentation build: 2.19.2022 20:23:5 [X1_1645233785000]
Copyright © 2022 Oracle and/or its affiliates. All rights reserved.

This software and related documentation are provided under alicense agreement containing restrictions on use and disclosure and are protected
by intellectual property laws. Except as expressly permitted in your license agreement or allowed by law, you may not use, copy, reproduce,
trandlate, broadcast, modify, license, transmit, distribute, exhibit, perform, publish, or display any part, in any form, or by any means. Reverse
engineering, disassembly, or decompilation of this software, unless required by law for interoperability, is prohibited.

The information contained herein is subject to change without notice and is not warranted to be error-free. If you find any errors, please report
them to usin writing.

If thisis software or related documentation that is delivered to the U.S. Government or anyone licensing it on behalf of the U.S. Government, then
the following notice is applicable:

U.S. GOVERNMENT END USERS: Oracle programs, including any operating system, integrated software, any programs installed on the
hardware, and/or documentation, delivered to U.S. Government end users are "commercial computer software” pursuant to the applicable Federal
Acquisition Regulation and agency-specific supplemental regulations. As such, use, duplication, disclosure, modification, and adaptation of the
programs, including any operating system, integrated software, any programs installed on the hardware, and/or documentation, shall be subject to
license terms and license restrictions applicable to the programs. No other rights are granted to the U.S. Government.

This software or hardware is developed for general usein avariety of information management applications. It is not developed or intended for
use in any inherently dangerous applications, including applications that may create arisk of personal injury. If you use this software or hardware
in dangerous applications, then you shall be responsible to take all appropriate fail-safe, backup, redundancy, and other measures to ensure its
safe use. Oracle Corporation and its affiliates disclaim any liability for any damages caused by use of this software or hardware in dangerous
applications.

Oracle and Java are registered trademarks of Oracle and/or its affiliates. Other names may be trademarks of their respective owners.Intel and Intel
Xeon are trademarks or registered trademarks of Intel Corporation. All SPARC trademarks are used under license and are trademarks or registered
trademarks of SPARC International, Inc. AMD, Opteron, the AMD logo, and the AMD Opteron logo are trademarks or registered trademarks of
Advanced Micro Devices. UNIX is aregistered trademark of The Open Group.

This software or hardware and documentation may provide access to or information about content, products, and services from third parties.
Oracle Corporation and its affiliates are not responsible for and expresdy disclaim all warranties of any kind with respect to third-party content,
products, and services unless otherwise set forth in an applicable agreement between you and Oracle. Oracle Corporation and its affiliates will not
be responsible for any loss, costs, or damages incurred due to your access to or use of third-party content, products, or services, except as set forth
in an applicable agreement between you and Oracle.




Contents

BUSINESS USEBI GUITE. ...t e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e s e e aaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaans
Customer to Meter Overview
Oracle Utilities Customer Care and Billing Overview

Oracle Utilities Meter Data ManagemeENt OVEIVIEW. ...........cuiiueeeiiiieeeeasiteeessiteeasssteeeesassseeesssssseaesssseessssssseesanssseeessnses 28
Oracle Utilities Smart Grid Gateway Overview. .
Oracle Utilities Service Order ManagemeNnt OVEIVIEW. .........cuuuieeiiiuueeeiiireeeeasstereessteeeesassseeeeaasssseessssseeessssseeeeassseeeesnnes 28
Oracle Utilities Operational Device Management OVEIVIEW. ...........uutieiiurieeeiiuiiieesiieeeeeaniteeeesssteeesssiteeeessnseesesnnneeeesaees 29
User Interface Standard Features ...29
Page Components...........c......... .. 29
The Application Toolbar... ... 30
(0] R oo ) o TP TSP USRS 30

Help Menu.....

User Menu...........

Page Title Area.............
Page Actions Toolbar....

Object Display Area..........
LT o LT - o1 S UPERSOUSR
L= = ) PSP PP PP PPPPPPUPPPPTTOPN
Date and Time Fields... .
SEAICH BULION. ...ttt h ettt h e e e et e e bt e eh bt e e bt e e b et e s b bt e e bt e e bb e e e ab e e e e et et nene e e e
CONIEXE MENU BUIION. ...ttt e e e e e e e e e e aabb b et e eeeaaaeeeeaaannbbbeeeeeeaaeeeaaaannbbbbseeaaaaaaaaans
Go To Button................
Broadcast Button........
Embedded Help Icon.
KT 4 G I PSP OUPPRN
Scroll Bars With DYNamIC HEIGNT.........eiiiiiiiie e e e e st e e st e e e e sn e e e enbeeeesnnneeeeean 47
Sorting Functionality.....................
Get More Functionality
Adding and RemMOoViNg ROWS USING AITOWS........ccciiuuireeiiieeeesiieeeeaaureresassseeeesssssessasssssassassssesssssssesssnsssseessssseessnses
Reorganizing Items Using the Up and Down Arrows

Required Field Indicator
ot o] o o] YAV T Vo [0 1Y PRSI
DASNDOAIT ATA.......eiiitiiitie ettt ettt e bbbkt ettt n e ae e nrees
Script Area
[0 oL =T [T TSP UPRRRN
Portals Are Made Up Of Zones
Users Must Be Granted Security Access To Each Zone...
Zones May Appear Collapsed When A Page Opens........
Some Portals Allow User Customization.............c..c.ce.... "
[z 1] g1 o= 1 (o I =0 o - | USRS
BOOKMAIKS ZONE.......eiiiiiiieieiti etttk b e e bt e e bt e s et e b et e s b bt e sa e e e b et e e ab e e e e e et n e e e
Tags Zone
(0] L=T ot = 011§V o 1 TP RRR
CUITENE TO DO ZONE... .ttt ettt e e e e e oo oottt ettt e e e e e e e e e e e s aabbbe et e eeaa e e e s e e aas bt beeeeeaaaeeeeaaannsbbbaaeaaaaaeaaaaaannnnnes
Favorite Links Zone .
LYo g1 (= IS od ] ] Ao ) U EEOUR
FaVOITE SEAICRES ZONE........oiiiiiiit e ettt ettt s bt e e b et a e e s e s te e e e s
Switch Language Zone....
To Do Summary Zone.....
Work List Zone........cccccvveveunnennn.
Z0NE TYPES ANU CHAIACIEIISHICS. . .eiittiiie ittt ettt ettt e et e e sttt e e s s s te e e e e aat e e e e asteeeeesnteeeeeasteeeeannnneaeeannes
CommMON CharaCteriStICS Of ZONES....ccciiuiiieeiiiiee e ettt e e et e e et e e e s rte e e e s atreeeasstaeeesssteeeeaasseeaeaassseaessssaneeesasseeeaanns




LD g0 (o] (= o 1= PSRRI STPRRO 59
Map Zones .
LI Lo o= B IS o] = YA o 1= ORI
LI T ST o T TSR
Common Base Portals and Zones..
All-In-One Portal...........cccccvveeenneee.
Separate Query and Maintenance Portals... .
[ (oo =TSR o SRS
[ Do I == o =P OPRRPRRP
Maintenance Pages
L LCIE LT [ TR o [T 1] T G Y = PR
COoNfIrMALION & EITOr IMESSAQES. .. eieicuutiiee ittt e i etieee e sttt e e e ste e e e s sstaeeeaasaeeaeastaeeeesssseeeaaassseaeaansssaesassaneeaanseeeeeannsaeens
Warning If Unsaved Changes Exist
(O 01T VA - To [ LS TP PPPPUPPPR RPN
TRE SEAICN ATB@.....ci ittt ettt bt e e h e e oot e ket e e h bt e e b et e be e eh e e b et bt et e s e e
User Preferences...........
User - Main................
User - To Do Roles
[0 LS G Yoot LT T ot U 1 2 PSP RPPRRN
[0 LS G =0 To 43 T TSP
User - Portal Preferences
[0 LS G Vo ) (= I 1SRRI
(0L G o AV ] (S Yot ] o (=T PR SPPRS:
User - Characteristics....
User - Miscellaneous.
Initiating Scripts.............
ST Lo o (oW = VST 110 = U2 PSRRI
(@I 1S) (o] L= G a1 3 4= L4 [0 ) o PSR
Understanding The V.
T £ 0] 0 L T TP P PR TPPRR
AACCOUNTS. ...ttt ettt etttk h e et e bt e sh bt e o2t et ek b e e oa b e e e b et e b e e oo a e et e R et e R b £ e ea e e e b e e e R et aE e e et n e nar e s s
Service Agreements (SAS)..
Premises.......ccccoovvniiininiens
SErViCe POINIS (SPS)..uiiiiiuiiieeiiiiie e cieee e eree e e e are e nnee e e
Metered versus Item-Based versus Non-Badged Service Points
Service Points With MUIIPIE ITEIMS........ueiiieiiiie ettt e e e e e e st e e e et e e e e staeaeeesaaeeeaansseeeeannaeaeennnnes
Putting It All Together.........cccccceeviiiieennne
Sample V For A Residential Customer
Sample V For A Commercial Customer With MUIIpIE PremiSesS..........viiiiiiiiiiiiiiee e
How To Set Up Customer Hierarchies...........ccocceeevcviieeeiiiveeeennnen,
NaVIgating TE V....oo oo
Control Central............ccccvvveeenns
Control Central - Search............ccccceeeverne
Control Central - Account Information......
Control Central - Customer Information..........
(00] )i (o I OL =T a1 = | R Aol oo 1U [ o A I == PR
CoNtrol Central - PremMISE TTEE.....c.uuiiiiiiiiieiiee ettt ettt ekt st e e be e sbb e e s bt et e e e sbn e e naneeeanreeas
Control Central - Bill/Payment Tree
Control Central - PaymeEnt AQrEEIMENTS. ... ...uiiiiiiiieeiiitieeeeiteee ettt e sttt e e s st e e s e taeeeessneeeeeaanaeeeeesteeeessntaeeeeannreeas
How To Add A New Customer From Control CeNLral...........eieiiiiieeiiiiiieeeiiiee e e eiee e e sste e e e siaee e e ieae e e s snaeaeesnneeees
CUSLOMET 360.....ccuiiiiiiiiiieirie et
Customer 360 - Unified Search
Customer 360 - Program Enroliment
Customer 360 - Customer Insights
Customer 360 - CUSIOMET ACHIVILY......eiiiieiiieiiiiiee ettt ettt s e et e e s st e e e s st e e e asbe e e e s teeeeeaanbeeeeesnnneeeessrtneeeaan
Customer 360 - Financial Activity....
(V= U L=Vl T o T I = PRI
[V = UL e= T o =T 6o T SR
Person - Main Information
Person - Correspondence Information
Person - CharacteristiCS.........ccocvveriieenniennennn
PISON = POISONS. ...ttt ettt a o e et e e e e e e e e e et e et et ee e bbb e e et e e e e e e e eeeeeeeeerennbrnnnnn s
PEISON = PEISON POMAL.....ciiiiiiiiiiiiiie ettt e bbbt e bt s b et s b et e st e e e abr e e sab e e abe e e nbnees
LV = UL e= T T o Yoo 10 g £ USRS




AccoUNt - MaIN INFOMMALION. .......iiiiiiiiii ettt e e st b e bt nbn e e seb e e sreeesbneeaaee 123
Account - Auto Pay
ACCOUNE - Person INFOMMALION. .......coiiiiiiii ittt ettt e e et e e e e e s e e b e e nenees
AccoUNt - FINANCIAl BAIANCES..........eiiiiiiiie e ettt e et e e e e e e e e e e e st et e e e s saeeeeessteeeeeaasseeeeaansaaeaeessaeeeaansseneeanns
Account - Bill Messages.....................
Account - C&C...ceevviiiiiiiiiiiiiiiiiieeeeee,
Account - Budget.......
Yot ot 010 | A B =T o T 13 | RSP
ACCOUNT = CRAIACIEIISTICS. ... .cutieitit ettt ettt h et s bt e et et e b bt e s e bt e sb et e ebn e e san e e s sbaeennneenans
Account - Alerts
ACCOUNTE = ACCOUNT POITAL......citiiitiieiiie ettt ettt ettt e s et et e e e sbn e s sbe e e nnneesens
P XoToto 10 [ QY= U FoTo [T o g U= oLl = o Ty = | SRS
Account - SAs For A Debt Class
UsiNg The ACCOUNY/PEISON REPICALON. .. ... iiiiieiiiiieeeciit e ettt s et e e e e e et e e e e stae e e e s aasaeaeessstaeeeesssaeeeeasaaeaeanssaeaens
Information Replicated fOr NEW PEISONS. ..........iii ittt e st e e s s e e e s nnba e e e e snraeeeeaas
Information Replicated for New Accounts....
Maintaining Service Agreements............cccc.....
The Lifecycle Of A Service Agreement............ccccccvveeennne
Service Agreement - Main INFOMMALION. .........coiiiiiiieie et e e e e s b e e e sbbeeeessnneeas
Service AgreemeNt - RAIE INTO.......icuuiiiiiiiie et e e et e e e et te e e e e st e e e e snbaeaeesnseeeeeenssaeeeeannreeas
Service Agreement - SA / SP
Service Agreement - Chars, Qty & REC. CRaAIgES.........uuiiiiuiiieeiiiee et see e re e e s tee e e s e e e e sstaae e e sssaeeeannseeas
Service Agreement - MISCEIIANEOUS. ........coutiieiiiiie ettt e e s e e e st e e s sbe e e e e e anbeeeesensreeeesnnaees
Service Agreement - Contract Options...........
Service Agreement - TOU Contract Values....
Service Agreement - Billing Scenario.............
Service Agreement - SA Portal
MaintaiNniNg SA REIAHONSIIPS. ... eiiiiiiiie ettt e e e e e e e st e e e s taeeeeesstaeeesasssaeeeansssaeesassaneeeasseeeaannsseeensnsn
Service Provider SA Relationship
LV = UL e= T T o o =10 0T FT= PSS SURRRN
Premise - Main INFOMELION. ..........uiiiiiiitie et b e st e e et et esab e e et e e seneesnnees
Premise - Characteristics..........
Premise - Miscellaneous...........
Premise - Geographic Data.......
Premise - Alternate Address
Premise - PrEMISE POIAL..........cciiiiiiiiiiiiee et e et e ettt e e et e e e e st e e e e et e e e e sstaeeeaasaaeeeeansaaeeeesssaeeeeansseneeannsseaennnses
Maintaining Service Points
(2= 1] g1 oo = U0 N T o - | OSSPSR
CUITENT CONEEXE ZONE..... ettt ettt ettt e bt bt e sh bt e et et e ket e ea bt e s bt e e be e e e b bt e e be e e bb e e se bt e s b e e e be e e naneennneas
Customer Contact Zone.............ccccvvvvveeeeenn.
Financial Information Dashboard Zone.....
Alert Dashboard Zone.............cccceeevvneennn.
Customer Context Zone...
Premise Context Zone.....................
Setting Up Bill Print Groups...................
LTI T L AT (o TU o T 1Y =V o TSRS SURRRN
Bill Print GroUP = SA SUD GrOUP....ciiiiitiiieeiiiiee ettt sttt e ettt e e e sttt e e ss et e e e sabe e e e e e tteeeeaanseeeeeasbeeeessntaeeeeannaeeeeannnneeas
Landlord Reversion...........ccccceevvvveeene
Setting Up Landlord Agreements
USING THE PremiSE REPICALON. . .c.ii iiiieiiiiiie et e ettt e et e e e sttt e e e sttt e e e sstaeeeeastaeeeaassseeeeanssaaeeesssaeeeeansseneeannnneens
Premise Replicator - Main Information..
Premise Replicator - Premise.............
Premise Replicator - Premise SPs.....
L T4 (o SO PSRSR
The Big PIiCture Of StartiNg SEIVICE.......coiiiiiiiie ittt e et e e s sttt e e s abe e e e sbbe e e e s snbaeeeeanbeeaeennsneeens
The Lifecycle Of A Pending Start Service Agreement....
Starting Service and Field ACHVILIES. ........uii it e et e e s e e e s ana e e e snbeeeesanraeeeeans
P (1YYl g Vo =T o o g T ] = Uy £ U ERR
What Happens After A SA Is Started?........
The Big Picture Of Stopping Service.........cccccvveeviiveeeennnen.
The Lifecycle Of A Pending Stop Service Agreement....
Stopping Service and FIeld ACHVItIES. ........uuiii i et e e st e s e e e et e e e s et e e e e s taaeaeesstaeeeasnseeeeaanseeens
L= T4 T =T o g T ] (o] o USRS SP
What Happens After A Service Agreement Is Stopped?




Sy e= a7 A3 (o o Y oV (=T o F= g T OO PSRPRRIN 177
Start/Stop - Main
Start/Stop - Start CONFIMMEALION. ......coiiiiii e e e st e e et e e s st e e e s anb et e e eanbbeeeesnteeeesanneeas
Start/Stop - StOP CONFIMMALION. ... ..iiiiiiiie e e s e e e st e e e e ttaeeeeasteeeeeasbeeaesassaeeesssssneeeannsneeeannes
Start/Stop - Address/Phone..........

Start/Stop - Pending SA.......cccccviviie i
Start/Stop - Pending Field Activity...

(ST (o] 44 [T O]y = Lot TP PP P P OPOPROPPTPR
Person-Based Versus Premise-Based Customer Contacts
HOW CUuStomMeEr CONLACES ArE CIEALET. .........eiuiriiiieei ittt sttt ettt na ettt be et esb e e st e e bt e b e e be e bt e nbe e bt e nneeees
Customer Contacts Are Used TO THQQEI LELEIS........cciiiuiieee et e sttt e e s seee e s e teae e e s ssaraeeesareeeesssseeeessnsaaeeeannes
A Customer Contact May Trigger Reminders
Customer Contacts Can Be USed AS CaSE FlES.........cuiiiiiiiiiiiiieiie ettt sane s
[V =L e= T T oo R @ U RS (o] 4 =T G @o g} = Tox £ TSRS

Customer Contact - Main
Customer Contact - Log..........c.ccueenee.
Customer Contact - Characteristics
Customer Contact - Customer CONACT POMTaAL.........cc.oiiuiiiiiiiiii e

LT o IR 1 (=T SRR
The Letter EXtract ProCeSSes.......cocvvververieneeiienieenieenneeees
Bl Publisher Versus Document Composition Applications
Where Does The AdAresSs COME FIrOM?........c.uiiiiiiiiii ittt ni e st e st e e sen e 200
Technical Implementation Of Online Letter Display..
Reproducing The Letter Print Flat File..................
How To Reprint A Specific Letter...........ccccvveeennnnen..
Letter Data Area OFQANIZALION. ........i.uueieiiiiiie ettt e st e et e ettt e e sttt e e s s bt et e e sbbeteesasteeeeeasbeeeeaanseeeeeanbaeeesaansneeeanns
Letter EXIFACE FIlE STrUCTUIE......oiiii ettt ettt ettt ettt etttk e e e s hb e e e bt e e ebb e e s st e e e ke e e sbeeeeabeeeneeesaneeanneeanee
Extending Letter Record Types

[V = U L= YT o R T=Tod = T Ui o 1 USROS

SEIVICE TASKS. ...ttt ettt ettt ekt eh e e bt e e b e e h e e e Rt Rt et h e et e e e
The Big Picture of Service Tasks..........
Searching and Viewing Service Tasks..

Registration POINtS...........ccccceeeviiieeeiiciiee e,

Understanding RegISIration POINTS.........cciiiiiiieiiiiiie it e e e e e st e e e s anb et e e s st e e e s areeeeeeaneeeeeannneeeens
Maintaining Registration Points

Consumer Contracts...........ccceevueennee.

Maintaining CONSUMET CONITACES. ... ...ciiuiieieiiiiiteeeetieeeesieeeeseteeeeeaabeeaesssteeeesassseeeesassseaassssaeaaesasseeeesanssseaeannsseeessnsens

CUSTOMET SEIVICE REGUESES. ... .eiiuiiiteiitieite ettt ettt b et b e bttt b e bt e bt b e e e bt e e bt eae e s b e ee bt e bt e e b e eae e eb e nat e e aeeneeenaees
Understanding Customer SErviCe REQUESES.........ccviiieiiiiieeeiiiieeessirreeeeieeeeesseeeeeesnneeaeanes

About Starting, Stopping and Transferring Service Using Customer Service Requests...
The Start Service Process and REQUESL..........cccuiiieiiiuiiieeiiiiie e sre e e iaee e
The Stop Service Process and Request...............

The Transfer Service Process and Request
Additional Information About the Start, Stop, and Transfer Processes
Displaying Insights on Start and Transfer SErviCe® PrOCESSES..........cciiiiiieiiiiieeeeiireeesieee e e ssee e e st e e e e snaeeessnneaeee s
Maintaining CUStOMEr SEIVICE REQUESTS. ... uiiieiiiiiie et ee ettt e et e et e e ettt e e e s st e e e sbbe e e e s enbeeeesansteeeeaannneeesannes

Maintaining Customer Service Request Person

Maintaining Customer Service REQUESE ACCOUNL........coiuuiiiiiiiiieeiiieie ettt e ettt e e s s teeee e st e e e s snbeeeeesseeeeeasnneeeeaanns

Maintaining Customer Service REQUESE PremMISE.........uuiiiiiciiiie ettt e e tee e s a e s e e e e eneaee e e enaes

Maintaining Customer Service Request SA.............

Maintaining Customer Service Request Contract.................

Maintaining Customer Service Request Contract Product....

Maintaining Customer Service Request SErvice LOCAtION...........ccccuuireiiiiiieeiiieeeessieeeesteeeessteeeesssseeessnsneeaessnees

AADOUL ASSEES.. ..ttt ettt ettt h bbbttt b bt h e R e E Rt e R e e e e bt e R e e e b e r e s e rn e e
= UL e= T T o AT~ USRS
Asset Activities...............

About Asset Activities

Maintaining Asset Activities
PN C A 1171 A € 1T 1= = L o] £ SRS
F Y o To 10| QSIS o 1)V A =T LT o (o] SRR
Maintaining ASSEt ACHVILY GENMEIALOIS. ... .ciiiiiuiiiieiiiiie e e ettt e eetete e e st ee e s teeeeassaaeeeeassbataeessteeeeessseeeesassseaessnsaneeesnssens




F SIS O] 4] o1 (= o] T =T o (PSRRI
About Asset Completion Events
Maintaining ASSet COMPIELION EVENES........uuiiiiiiiiee ittt s e sttt e e s st e e e e bt e e e snnt e e e e sbteeeeaannneeeeanns

Asset INDOUNA COMMUNICALIONS. .......cotiiiiiieitie ettt e st et e bt e e bt e e s ab e e eabe e e be e e sabeesabeeeabbeesabeeabeeeanneesnbeeene
About Asset Inbound Communications...........
Maintaining Asset Inbound Communications...

ASSEt LOCALIONS. ....cc.vviiiiiiiiicirie e
ADOUL ASSEE LOCALIONS. .....ceiuteieitiie ettt ettt ettt et et e bt e e sttt e e bt e e ket e ehe e e ea ke e e ab e e eab e e e be e e e bb e e embe e e abeeeambeeembeeebeeesabeeanneas
[ UL =T T o AN = A I Tox= L1 ) T PSPPSR

Asset Replication
P o To 10| QNS ISY o] =T o] o= 4o o PO SRR
Maintaining ASSEt REPICALION. .......cciiiiiie ittt e e e e e e e e st e e e e s aa e e e e astaeeeessseeeeesassseaesansseaaessstaneeans

Manufacturers
PN Lo TN | QY = g 10 =T (] 1= £ O PSSO PP UPR PP
[ U= T o Y= T U = Vo (0 =T PSPPSR

Mass Asset Disposition Update

Service History...............
About Service History
MaINAINING SEIVICE HISTOMY ... coiiiiiiiiiiiei ettt ettt e e ettt e e e e a bt e e e st bt e e s nteeeesanbeeeeeanbeeeesantaeeeean

LS a7 o] o g 1YL =0 2T TSRS RUSSRN
About Shipping Memos
Maintaining ShiPPING IMEMOS. .......ceiiiiiiie ittt e et e et e e e s e e e e tte e e e e s taeeeeaaaaeaeaassaaeesassseeeeaassseeeeansseeaesansaneennn

ST =T o= 1 4o ] SRR URPUPSRIN
About Specifications............
Maintaining Specifications...

Device Management...................

DIBVICES. ..ttt ettt h e h e R e bR et e e e Rt e h e e e bt e e R et e e E e et et e nhn e e s e e e ne e nne e
PN Lo TN | QY [= =T £ T OO P PO URT PP
About ltems
About CoOMMUNICALION COMPONENTS. ... ..eieiiiiieeeiittiieeestereessteeeeaatreeeesssteeaeasseaeeeaaaseereaaasseeaesassseeesassseneeaassseeaeasssneees
Y = UL e= T T o T Tt RSP PPR

Device Configurations..............cc.......
About Device Configurations...........
Maintaining Device Configurations...

MEASUING COMPONENES. .....eiitiiitit ettt ettt et s et etk et s h bt e et et e b bt e e s bt e et et e ket e na bt e e be e e ebb e e sab e e e be e e nbneenaneeeanneeas
ADOUL MEASUINNG COMPONENES. .. .ciuttiieeiiiieeeisttteeeatttteeesttaeeesstaaeeeaasseeaeasstaeaesasseeeeaasssaaesassaeeessssaneeaansseeeesnsssneensses
Physical Measuring Components
Scratchpad MeasuriNg COMPONENES. ......c.uuiieiiiiieeeiriieeeeattereeestaeeesstereeeaastreaesasreaeesassaeeeaasssseaeasssseeesssssneesanssssesaanes
Maintaining MeasUING COMPONEINES. ......c.iuuiitiiiiieee ittt e e ettt e e e sttt e e asaae e e s s teeeeeaasteeeeeasbeaeesastaeeesanseeeeeaanseeeesansneeeens
Uploading Measurement Data...............ccccueenn.

Requesting Measurement Data .........

Measuring Component Comparison Periods................

About Measuring Component COMPAIISON PEIOUS........c.ciiiuiiiiiiiiiee ettt e e e e s e e e ssnreeeessneeeeees 237
Maintaining Measuring Component COMPAriSON PEIOUS. .........ccccuiiieiiiiiie et e e etee e e seae e e s s e e e snraeaessneaeeeaas
Device INStallations...........cccviiiiiiiiiiiiiciic e

SEIVICE POINES. ...ttt ettt ettt etttk et e e a bt e e bt e oo kbt oo a bt e ek e e e EE e e oAbt e 2R e e e kb e e o abe e e be e e nhb e e eabeeenbbeeanbeeanbeeenbnee e
ADOUL SEIVICE POINS......iiiiiiiiiti ettt st b et s b et e st e e e b et e ebb e e sa b e e e b e e e s be e e nab e e e neeenanee s
Maintaining Service Points

SEIVICE POINT QUANTIIES. ... .uutiiiiiiiie ettt e e e e e e e e e e eeeeeaeeeeeasaabbssaeeeeaaeeeesaaassstsaasaaaaaeeeeasssssssranees
ADOUL SErvice POINt QUANTILIES. ... ....cciiiiiiieiiitiireeeiiie e e st e e st e e e st e e e e s ttaeeesaaaeeeesssseaaessssteeeeaassaeeeaasseeaeanssneeesssens
Maintaining Service Point Quantities..

INStall EVENLS......couiiiiieiee e
About Install EVeNts..........ccccveiiiieniiciiiiciieee
MaiNtAINING INSTAI EVENES......ciiiiiiiictiiie ettt ettt e et e e et e e e st e e e e ste e e e e asaaaeaesstaeeessssaeeeeansseeaeassseaeesnssneeeanssaeeennnns

Correcting CroSS INSTAIEA IMELETS. .....coiiiiiieee ittt e e e e s st e e e st bt e e e snta e e e e asbeeeeeannbeeeesnnaeeeesanneees

Route Management
ADOUL ROULE IMBNAGEMIENLT. ...ttt ettt e e e ettt e e ettt e e e s bt e e s antte e e e e anbeeeeeansbeeeessteeeesansteeeeannnneeesanteeeeens
Working With ROULE MaNAGEMENT........c.uuiieeiiiiie ettt e e s e e et e e e st e e e s sata e e e e s aaeaaesteaeeesassaeeeeanseeaeastaeaesansseeeeannseeas

Facilities........coccoviinieiiicece
About Facilities
Maintaining Facilities

[N =] AT S o o=V o o LT TP TSP PRT VPPN
ADOUL NEIWOTK LOCALIONS. ....eciiiiitiieiiiie ettt b et e st e e bt e s ab e e et e e e s eb e e s bt e e abe e e sir e e ebeeenbnee e
Maintaining NEtWOIK LOCALIONS. .......ciiiitiiieeiiiee ettt e st e e e st e e e st e e e st e e e e esta e e e e s teaeeeaanssaeeeassseaessssaneesanssneeesnsnseens




IMBASUIEIMIEIES. ...ttt ettt ettt etk e et e bt e s et o ettt o b st o4 a bt e 4o bt e ek et eeh e e e ot et e b st e e b bt e ea b et e ket e nb b e e nab e e e neeesareeaaree et
Initial Measurement Data
About INitial MEASUIEMENT DALA........c.eiiiiiiiiiii ittt b ettt et et et e st b e e sabe e e be e e seb e e abe e e ntnee e
Processing Initial Measur€mMENt DAta..........ccccuuiieiiiiiieeiiiieee et e e et e e e see e e e s ste e e e e saaeaaesseaeeesansaeeeeanssaeaesnssseeesasens
CSV Upload.......cceveeiiiiiieiiiceeice e
Importing Data From External Systems
Final Measurements...........ccccocvverinieenieennns
ADOUL FINAI MEBASUINEIMENES. ... iiiieeiiiiee e et e et e e et e e e ettt e e s et e e e e asteeeesssteeeeeassseaeaassaeaeesssseeeeaanssaeeeannsaeaessstnnnenns
REAUET REIMAIKS. ... ettt ekt a e e bt oo h bt e e bt e e b et e e b et e e et e e e b bt e sab e e et e e e ket e s eb e e s abeeeanreenanee s
Periodic Estimation
ADOUL PeriodiC ESHIMALION. .......citiiiiiiiiie ittt et s b e sab e s b e e e b e e e ner e e sabe e e abn e e neneeeanes
MEASUIEMENT REPIOCESSING. ... e iutteeeeiiiteteesittteeestaeeeesstteeeeaaaraeaeasteeaeaastaeeeaaasseeaeaassssaesssssneeeaassseesaassseasssssneseesssseneeanns
About Measurement Reprocessing
Reviewing Measurements fOr REPIOCESSING......u.ciiiuiieiiiiieeeisiee e ettt e e e st e e e st e e e s beaaessstaeeeeansseeeeanssseaeessseeeeennsees 265
(0] 01U ] q] 01110 ] 4 TS/ o PRSPPI
Introduction to Consumption Sync...............

Introduction to VEE....
ADOUL VEE ...t h bbb e bbbt e bt H oAbttt a bR bt h e h e Rt h e ea b bt e bt nheenae e
DeCISION-MaKING VEE RUIES..........ceiiiiiiiiee ettt e ettt e e et e e s et e e e s aba e e e e sstaeeeeastaeeeaassseaeeassseeeessnsaeeeeannsees

Validations.........ccocceevnieiiieiiinenns
About IMD Validations
Reviewing and ResoIVING VEE EXCEPLONS. .....ccciiiiiieiiiiee ettt ettt e st ee e e st e e s sntae e e e anneeeeannnneeas 272
Usage Transaction Validations

Estimations.............ccceeeuee.
About IMD Estimations
Usage Transaction Estimations

=0 111 T OSSPSR
About IMD Editing...................
Editing Initial Measurements
Generating New INitial MEASUIEIMENTS. ........uiiiiiiiiee ittt e ettt e e s st e e e sn e e e s anbaeeessnbeeeeeaansaeeeeasneeeens 274

Introduction to Usage Calculation
About Usage Calculation..............

(OS2 Vo LS U] o Lo ] 1[0 T RSP SRP
ADOUL USAJE SUDSCIIPIIONS. .. .eeitviiieeiiieeeesititee e e sttt e e e st ee e e teeeeeeasaaeaaeastaeaeessteeeeaassseeaeassseaesassaeeeeassaeeeaansaeaesansaneenan
Maintaining Usage Subscriptions

Usage Subscription Market PartiCiPantS...........ccuvieeiiiiieeiiiiieeesiier e e ssieee e s sieeeeessaaeaaessnaaeaeessaeeeesassseeeeannsaeaesssseneessssees
About Usage Subscription Market PartiCipantS............oiuuiieiiiiieoiiiiee e e e taee e e s snneee e e anneeas
Maintaining Usage Subscription Market Participants

Usage TranSaCtioNS.......c..eeieerieereinieeniiesiee e
About Usage Transactions
About Usage Validations.............ccccceevviiverennnnen.
Reviewing and Resolving Usage Transactions.....
Triggering Adjustment Notifications.......................
Inventory of Other Usage CalCulation RUIES...........cocuiiiiiiiiiie ettt e e et e e e s st e e e snbaeeessraaeeesansaeeeeanns

USAGE REOUESTES. ... ittt ettt h ke h bt bt e b ekt e bt e bt e b€ e bt e e et ea bt 4o bt e s bt e ab e h et eh e he e e bt e he e b e bt e ne et e nne s

Usage Calculation Requests
About Usage CalCulation REQUESES.........cciiuiiiiiiiiiiee ettt e e st e e st ee s st e e e e aanbe e e e s snbbeeeesaneeeeeeanreeas
Maintaining Usage CalCulation REQUESES...........coiiiiiiiiiiiieeeiiiie e e st e e s st e e e st e e e e seae e e e ssstaeeaaasaseaesssseeeessssaeeesansees

Usage Subscription Quantities......................

About Usage Subscription Quantities
Maintaining Usage Subscription Quantities

LI TSI L LTI Y= o PSSR
ADOUL TIME-0f-USE PrOCESSING. ... eeiiiitiiee ittt ettt et e e sttt e e e sttt e e e ab et e e e nteeeesanseeeeeanbeeeeeanseeeessnnaneeeaan
About TOU Maps
MaINAINING TOU MaPS... . eiiiiiiiiiie ittt ettt e e st e e st tee e e s sa bt e e e e anbe e e e s anbeeeeesntaeeeeaanseeeeeannseeeessteeeesansaeeeeanns

[ F= 0 1 (R @ ) o o PSRRI
About Dynamic Options................
About Dynamic Option Events.....................

Maintaining Dynamic OptioNS..........cccceveviiieeeiiiiieeenns
Maintaining DynamiC OPLION EVENTS.........coiuiiieiiiiiie e scee et e e e s e e s st e e e ateeeeesasaaeeeeansbeaaeesssaeeeeasseeeeannneeens

COoNSUMPLION EXIFACT REGQUESTS. ...ttt sttt ra bbbttt b e bt b ettt bttt e et e e e eae e

About ConsUMPLION EXIFACE REQUESTS........uiiiiiiiiieiiiiiee sttt e e e siee e e e seee e e s et e e e e s sabaeaeesstaeeeesasseeeeaassseaeessseneeesasseeeeanns




Maintaining Consumption EXIrACt REQUESTES.........ccoiiiiiiiiiiiiie ettt se e e e et e e s sntae e e s ssnnaeeeans 291
Contacts
ADOUL CONEBCES. ...ttt ittt ettt ettt bt e s bt e b et e h s e e e s b et e b bt e ea e e e bt e e ket e e st bt et e e e sb bt e e bt e e ebe e e saneesnrne et
[V = UL €= T T o B @] 1 =T £ SR
360 Degree and Unified Search...
Using 360 Degree Search.........
Using Unified Search....................
360 DEOIEE VIBWS.......ieeeeeiiiiieeeeetiee e e sttee e e sttt e e aaa e e e et taeeeaasteeeeaansseeaeassseeeeasseeeeeassseeeeansseeeeasstaeeeeansaeeeeanseeaeeansaneenaneees
360 View Measuring Component
Using 360 Degree View Measuring Component
APPIYING MEASUrEMENT FUNCHONS. ... ..ttt e et e e e ettt e e ettt e e s ss bt e e e e anbe e e e enbeeeessntaeeeesnnneeeeanns
360 DEGIEE VIEBW DBVICE. ....ciiiiiieieiiiee e eittite e e sttt e e sttt e e ettt e e e e s tae e e e ssteeeeassaseeeeasstaeeeaasseeeeaanssaeeeansseeeeensseneeeansanaeannnaeaens
Using 360 Degree View Device....
360 Degree View Service Point
Using 360 Degree VIEW SEIVICE POIMNL..........oiiiiiiiieeiiiiee e eiiiiee ettt e e st e e e st e e e sttt e e s snteeeeessbeeeesanbreeessnneeeeeans
360 Degree View Usage Subscription......................
Using 360 Degree View Usage Subscription
360 Degree View Contact.........ccccevvvveeeeiieereensnnnnn.
USING 360 DEGree VIEW CONTACT........uuiitiiiiiiie ettt e e sttt et e e sttt e e sttt e e s sttt e e aabe e e e e esteeeeeanbeeeeaansbeeeesnseeeeesanseeeeaans
SEIVICE OFUEIS. ...ttt ettt ettt ettt ettt ettt be e ook et e o2 bt e o2kt e e kb e oo ab e a4 bt e e h e e e oh b e 422k e £ e sb e e oabe a4 a ke e e bbb e nsbeeembeeeanbeeanbeesnbeeenbnean
About Service Order Activities
How Are Service Order ACHVItIES CrEatEU?..... .o ittt ettt e bt s b e e s b e e e bt e e sbbeesabeeabeeessneesnee et 299
About Service Order FIld ACHVITIES. ......ccciiiiiiiiiie ittt e st e e e s
What Happens After A Field Activity Is Completed?
About AppPOoINtMENES.......ccoiiieieiiiiireirieee e,
Field Activity Maintenance............
LIifECYCIE OF @ FIIA ACHIVILY.....eiiiiiiiie ettt e e e e ettt e e ettt e e e anbe e e e e asb e e e s enbaeeesanseeeeeannnneens
Field Activity - Main INfOMMAtION. .........uieeiiiiiie ettt e e et e e e st e e e e st e e e e e asaeeeeesstaeeeesassaeeeaansseeaessseeaessnseneeanns
Field Activity - Steps
Field Activity - CharaCteriStCS/REMAIKS. .........ccuiiiieiciiie ettt e s e e et e e e e st e e e e asbeaeessstaeeesanseeeeesanssaaenanees
Field Activity - Field Activity Portal
Field Activity - LOG.....ccoveeviviieeeinnenn,
Outage Calls........cc.cccvveeenes
Outage Call Zone....
(@01 =To [= I 101 0] 422 F= L1 T ] o TSR SPRPRRRN
B Lo o TN 1] (o USROS
Call History
[T aTaT=To B @ 101 Vo =SSR
2 11TV PP PRRRPTTRR
The Big Picture of Billing.................
An lllustration Of A Simple Bill
An Overview of the Bill Creation Process....

Bill EIFOrS....ccooiiiiiiiiiicciccec e
Bill Segment Errors.............
Bill Completion Errors
Cancel / Rebill INCOITECt Bill SEQMENTS........ciiiiiiiiee ittt e e e e e eee e e e see e e sssaaeaessrtaeeeessssaeeeaasbeeaesnssaeeeessneneaans
Credit Notes - Presenting Cancellation Details on a Separate Bill.............coooiiiiiiiiiiiiieiiiee e
Credit Notes Are Only Possible if the Installation Option Is Turned On..
Credit / Correction NOtES @nd AULO PaAY.........uiiiiiiiiiee ettt ee ettt e e ettt e e e st e e s snbae e e s steeeeeannneeeesanns
AdJUSTMENES ON Credit NOTES. ... ueiiiiiiiieeeeiit et e et e e e e st a e e st e e e e s taeeeeaassaeeaeasssaeeeeasssaeeeasseeaeeansaeeesssnees
Credit Note RoUtING SUPPIESSION........vviieriiieeeeiiiieeeeiiiee e e e

Correction Notes - Presenting Correction Details on a Separate Bill
Correction Notes Are Only Possible if the Installation Option Is Turned On
Correction NOteS VErsus Credit NOES. ........ii ittt ettt et e e e be e et aeesabeeebreesabeeabeeanbeeas
Correction NOLES @NU AULO PAY......coiiiiiiiiiiiiiiie ettt e st e e sttt e s abee e e e aanbeeeesastaeeesansteeeeaanseeeesansneeesanees

How the System Requests How Much Was Consumed....
10T 0 IS g =T 0 1] o ) SRS SP
Service QUANTILY SNAPSNOL. ... .ccciiiiiie e e et e e e s e e e s ettt e e e s taeeaeassteeeeaansaeeeeansseeaeesssaeeeeansseeeeaansaaeeeanes
Calculation / Audit Read Details......

Calculation / Audit Usage Details
How To Override The Commodity Amount In A Bill Segment....
How Rates Affect the Information on Bill SEgMENTS.........cciuiiii i e e e e e e e e e snbaaeeesneaeeeaas
Bill Frequency - Bill Cycle vs Bill SEgMENt DUFALION. .......coiuiiiiiiiiie et e s snaee e e enaeeee s

Ways To Control The Start Date Of A Bill SEgMENT..........oveiiiiie e e e e e e e e e eranee e e sneaeeeans




Ways To Control The End Date Of A Bill SEGMENT........coiiiiiiiiiiiiee e e et anneeas 317
Preventing Short Bill Segments
Prorating Charges When a Rate iS APPIIEU. .........eiiiiiiiiieiiiie ettt e et e e st e e e st ee e s snaeeeeens
[ (o o T = 11T SRS
Window Billing And The Bill Cycle Schedule..................
Confirming A Batch Of Bills Before Completing Them
Canceling A Batch Of Bills After They're Complete...........
Reopening A Batch Of Bills After They're COMPIELE.......cccccuiiie ettt a e srae e e e enees
Fixing Errors Detected IN BatCh BilliNg.......coouiiiiiiiiie ettt e e et e e e reee e e s snneeeeeanes
Completing Pending Bills.............ccoocvveeiiiieeeens
Billing Financial Transaction Considerations
Billing - Current Balance versus Payoff BalAnCe............cccuuiiiiiiiiieiiiiiie s sie et e e s e e e snaaae e e ssnaeeeans
The Source Of GL Accounts On A Bill Segment's Financial Transaction
Determining the StatiStiCal QUANTITY..........uiiiiiiiiee i e s e e st e e e et e e e e steeeeesaaseeeeessaeaeeesssaneesanssneeeanns
The Source Of Bill ROUtING INfOIMALION. ........uiiiiiiiiiie ettt e et e e st e e e s e e e anneeeas
Bill MESSAQES......cvvveiiiiiieeeiiiiee e
The Source Of Bill Messages
Substituting Field Values Into A Message
A Bill May Affect More Than Just Customer Balances
Auto Cancel / Rebill If A Service Agreement Is Stopped Retroactively...........cooveeveieciiree i
Cancel Historical, Estimated Bill Segments When a Real Read Is Found..
Deposits May Be REFUNTEM..........ccouiiie ettt e e s e e e ettt e e e s tee e e e s antaeeeesnsbaeaeesssaeeeeansseeeeannnreens
FT FrEEZE REPEICUSSIONS. . ...utiiueiitteieie sttt ste ettt sttt b et e bttt e bt e bt e bt et e s bt ea bt e s bt e h e e ee bt e b et nh e e bt e b e nheeab e e nbeenbeenbeenne s
Budget Billing........ccccoeeveviveeiiiiieeeee,
Account versus Service Agreement
How To Set Up A Customer To Participate In A Budget Plan....
The Financial Impact Of BUAQEL PIANS. ..........iiiiiiiiie ettt e e e e s a e s anbeeeeesnneees
Budget Billing BaCKgrOUNG PrOCESSES........uuuieiiiiiieeiiiiiteeaitittaesstteeesestaaeeeassaaeaaessseaaessssaeeeeansaseeeaassseeeessseeeesnsnees
Canceling A Budget
LN L A= (0 VY, 1 (=T oV PSSR
What IS Net ENEIQY MELEING?. ...oci ittt e e ettt e e sttt e e e s bt e e s tte e e e e antteeeeanbeeaesanteeeeesnteeeesannreeas 329
Net Energy Metering Service Agreements...

Net Energy Metering True Up.......ccccovveviiriinecninne

Setting Up the System for Net Energy Metering

Net Energy Metering BilliNg EXAMPIES. ... ..uiiiiiiiiie ittt s e et e e e ettt e e s rnn e e e snb e e e s nnteeeeeannees
Using Billable Charges for Pass Through / Convergent BilliNg...........ccccoiiiiiiiiiiiiiie e e e seee e 334
Printing Bills

Bill Routings Are Created For Each RecCipient Of A Bill...........uoiiiiiiiiieccie st e e ee e stae e saaaa e e e 336

Bill Route Types Control The Information Merged Onto BillS...........ooouiiiiiiiiieiiiiie e 336

Technical Implementation Of ONlNE Bill DISPIAY.........uuieeiiiiieee et ese e e e s e e e e srre e e s srreeeeannseeas 337

Technical Implementation Of Printing BillS 1N BALCN...........coiiiiiiiiiiiiiie e 338
Reproducing The Bill Print FIat File..........uuiiiiiiie ettt et e s e e et e e e et e e e e s ste e e e s naaeaesensaneeean 338

How To Reprint A Specific Bill........... PRSP e —— 338
WhOo Gets A COPY OF A Bill 2. ..ottt ettt e st e e ettt e e e s ta e e e e aateeaeeassaeaessntseeeeansnnaeeeannneeens 338
Final Bills and Bill Print..........ccoccveviiiiiiiinieiee e s 338
LTI S = U L= o (o USSR 339
XML Bill EXEFAICES. ...ttt ettt et h ettt ekt e e et e e bt e bt e s e e et et e s ene e s e e e b e e nnnee s
Sequential Bill Numbers
Sequential Numbers Are Only Assigned If The Installation Option Is Turned ON...........ccoccveeveiiieeeiniiieee e 352
Pending Bills Do Not Have A Sequential Bill NUMBET.........c..vvi i

When / How Is The Sequential Bill Number Assigned...
Additional Functionality for Sequential Bill Numbering...
DOCUMENT NUMDEIS. ..ottt
Document Numbers Are Only Assigned If the Installation Option Is Turned On

Pending Bills Do Not Have a DOCUMENt NUMDET.........cc.uiiiiiiiiie it e e e e s snneeeeeeaes
When/How Is the Document Number Assigned
Additional Functionality Exists When Document NUMDbers Are USEd..........cooeiiuiiieiiiiiiieeiiiiiee e 354
[T 11 LIRS o g T LT =TRSO
Writing Off BillS......ccoovieviiiiiieeiieee,
Idiosyncratic Manual Bill Cancellation
Maintaining BillS...........cccccviiiiiiiiiice e
[ 1) =Y Y[ USSR
Bill - MaIN INTOMMIBTION. ...ttt bbbt e et e ekt e s e bt e e b e e e st e st e s be e e nbneenabeennnneeas
(CT=T o T=T = (T PO P PR PPPRPRPPN

10



[ (T 7 A= A o] ] o] =] (PSS UPRR 363
Complete
Delete.........

A1 IO 1 P TP T T T U ST P PP PR UPP PR
Reverse Write Off
CANCEI Bill....cieeeet ettt e bt b e e e e n e s
[T =71 (I ST=T 4T ) SRS
Generate (Bill - Bill Segments)..
Freeze (BIill - Bill Segments)
Delete (Bill - Bill SEOMENIS).......uiiiiiiiiieiiiiiee ettt a e e e st e e e et te e e e e aabe e e e e snb et e e e enteeeesasteeeesannaeaessnsaneeess
Cancel/Rebill/Freeze (Bill - Bill Segments)
Cancel (Bill - Bill Segments)........
Credit Note (Bill - Bill Segments)
Correction Note (Bill - Bill SEOMENTS).......uuiiiiiiiiiie it r e e e e e st ee e e e b e e e sbaeeeesssteeeeaanneeeeeannneeeas
Bill = Bill ROULINGS. ... vtiieeiiiiie ettt e e ettt e ettt e e ettt e e e sttt e e et e e e e saseeeeeasst e e e e ssteeeeeastseeeeannsseaeeassaeeeesnssneeesansaneeeansnnnaeas
Bill - Bill Messages....
=] O - T Tod (=] 1] 1 o1 T TP U PP OPPTSPRPTRPPPOt

How To Create A Bill For All Service Agreements Linked To An Account....
How To Create A Bill For A Specific Service Agreement
How To Create a Bill with no Bill Segments......................
HOW TO Create A ONE-TIME INVOICE. .......iiiiiiiiieiitiieeit ettt sttt e s be e et e e s b e e s b e e e sbn e ssre e e bneenenis
How To Correct A Bill SEGMENt THA'S IN EITON.......cciiiiiieiiiiiee et e e ciee e s ere e e s st e e e e steaeeesssaeeeesssseeaessssaaeessnnens
How To Correct A Bill That's In Error
HOW TO CanCel A Bill SEOMENT..........eiiii ettt s et e e e et e e e s e e e e e e seaaaeesstaeeeeassaeeeaassseaeeassaeeeaansnees
How To Cancel / Rebill A Bill SEOMENL..........oiiiiiiiieiiiiie et e e e st e e s st e e e snnbr e e s snbneeeenneee
How To Create A Credit NOte.........ccceevieriiiiiniee e
How To Create A Correction NOE..........cceveerieiieneciieieceeiee
How To Create An Off Cycle Bill Generator............cccccccvveevrivneennn.
How To Override The Items Billed On A Specific Bill Segment
How To Remove Unwanted Adjustments (or Payments) From A Completed Bill............ccoocciieeiiiieee e, 381
How To Add An Adjustment (or Payment) To A Completed Bill
How To Reprint A Bill (For The Original Recipients or FOr SOmMeone NEW).........ccuuveiviieeeeiniiieeeeiieeeesieeee e 382
How To Add Ad HOC MeSSAQGES TO A Bill......eiiieiiieiie ettt e s e e s e e e naeeeeaan 383
How To Remove A COMPIELEA Bill.........cooi ittt e e e e et e e e st e e e e s naaa e e s ertaneeeaneees 383
HOW TO DiISPIay A Bill ON=liNe.......eeiiiiiiiiiee ettt s e e e sttt e e s sttt e e e s anbe e e e e annb e e e ssaneeeesnneeeeeanns 384
Financial Transactions On A Bill..... PP PR OUPP PR 384
Maintaining Bill Segments................... ... 385
Bill Segment Lifecycle................... et eee e e ———eeaa———ee e e ——eeea——eeeaaaaaeeaarraen e —————————— 386
Bill Segment - Main INfOrmation...........coooiiiiiiiiiiiee e e 387
[TeT oL (oI (1 IS T=Te [ T ) TSSO URPPRR 389
Delete (Bill SEOMENL)... ..ottt e e et e e s sttt e e s st e e e e nb bt e e e e tte e e e e anbe e e e e anba e e e e enbeeeeeanneaeeeans
Freeze (Bill Segment)
L=t o111 I (ST RS T=T o [ 4= o] PSSR OURRR
INit CANCEl (BIll SEOMENL).....eiiiiiiiiie ettt et e e e st e e e s staeeeeassta e e e e s ttaeeeaassaeeeeanssseaeesssaneeeanssnneeannsneaennnses 391
Undo (Bill SEGMENL).....ccciiiiiiiiiiiiieeeiiiiee e e e e e e aae e e e e 392
(@ Lot I (= 111 IS Yo o 0 =T | SR SRR 392
Credit Note (Bill Segment)..... e e 392
Bill SEgMENL - REAA DELAIIS. ......cciiiiiii e ittt s e e e e e s e ee e e e s ste e e e e s saaeaeesstaeeessssaeeeeannseeaeanseneeesnnsens 393
Bill SEGMENT = TEIM DELAIIS. .....eeeieeeiiiiee et e e sttt e e ettt e e e ab e e e astte e e e s anteeeeeannbeeeesnbeeeessnnaeeeeans
Bill Segment - SQ Details...
Bill SEGMENT = CAIC LINES......ieiiiiiiiiie ettt e ettt e e e sttt e e e ab e e e e nt et e e e e st e e e e e aanb e e e e enbbeeeesnnteeeeeannneeas
Bill Segment - FINANCIAI DELAIIS. ..........eieiiiiiie ittt ee et e e e e e e et e e e s asa e e e e sstteaeeasssaeeeeasseeaeanssaaaesssnneeesns
Bill Segment - Bill Segment Messages
Bill Segment - Sub Bill Segments.........
Bill Segment - Bill Segment Portal
ST T=To =T oL A L Vo = RS
Financial - Bill Segment Calculation Line CharaCteriStCS..........oouiiiiiiiiiie it seeee e 400
(@1 @ vt T S| I =T g T=T - o ) USSR 401

11



Off CYCle Bill GENEIALOT QUETY......uuiiiieiiieiee e ettt e ettt e e ettt e e s sttt e e e sttt e e e s sttt e e e s teeeeeaanbeeeeeanbeeeesanbeeeesansteeeesannneaesannes 401
Off Cycle Bill Generator Portal
Off Cycle Bill Generator Actions
Off Cycle Bill Generator Zone
Financial Transactions On Bill
Off Cycle Bill Generator Log...........
Multi Cancel/Rebill.............cccoveviiiniiennen.
Multi CaNCEI/REDII = IMAIN......eiiiiiieii ettt ettt h e b et b bt e sab e e ek et e sbe e e sab e e enbeeeanbeeanbeeaabeeees
L[ O= T p ot =] =T o ]| B ] =T o o T R RPPPSRN
SA Billing History
(21 Cot=T o] 1T T PSS PPPPRRN
(2111 IS Te =T | =t (o =T o o o T PSSP
Maintaining Billable Charges..
111 o LI O g T T o [T /- 1o TSP
Billable Charge - LiN@ CRaraCteriSHICS........uuiiiiuiiieeiiiiiie e iiiiee st te e st ee et e e s st e e e sab e e e s snbateessnbeeeeeaanbeeeesnnnbeeeennnene
Billable Charge - SQ Details...............
Billable Charge - Read Details
Uploading Billable Charges..........cccccveeviviveeviiieeeeeen.
Billable Charge Upload Background Processes
Process X - Populate BC UpPIOad StAgiNg........uueeeiiiuiieiiiiiieeeiiiieessiteeeesssseeeeassssesesssssesesssssssessssssssasssssssessssssseeeans
BCUL - Validate & Populate Billable Charge Upload Staging.
BCU2 - Create Billable Charge........cooiiiiiiiiiiiee ettt ettt e e et e e e et e e e s saaa e e e e sntaaeeeestaeeeaansneeeeanaeeaeennnes
BCUP-PRG - Purge Billable Charge Upload OBJECLS. ........cuuiiiiiiiiiee it
Billable Charge Upload Staging..........ccccccvveevcvvieeeiiivenenn.
Billable Charge Upload - Main.....
Billable Charge Upload - Lines
Billable Charge Upload - SQ Details
Billable Charge Upload - Read DEtallS..........c.uuiiiiiiiiie et cie e e st e e e e et e e e s sataaaeesnaaeaeeesssaneesansneeeennns
Billable Charge Upload Exception
T80 To = =1 YRR
P AYIMIEIES. ...ttt h e btttk h e et h R e et e R e et e b e R e e e e R e e e R et e Rt e bt e e b et e hr e et e nans
The Big Picture of Payments...........cccceeevvcivveeennnen.
A Payment Event Has Payments And Tenders...........c..c.......
Multiple Tenders Used To Pay For Multiple Accounts...........cccccccuu.....
An Overview Of The Payment Event Creation & Allocation Process
Distributing A PayMENT EVENT.......ccoiiiiiie et e et e e et e e e et e e e e eab et e e e sstaeeeesstaeeeaassseeaesnsseeeesansaneeaans
Distributing A Payment Amongst An Account's Service Agreements...
(O V7=] 1 0=\ 1 4[] | S PP P U PP UTTTPPPPPT
Canceling A Tender Versus CanceliNng A PaYMENt........cooiiiiiiiiiiiiee e aiiee et e st e e e st e e s snb e e e s steeeeessnneeeeanas
NSF Cancellations...........ccceeieiiiiieiiieiie e
Transferring A Payment.............cccceeene.
Unbalanced Payment EVENtS.........ccccceevvvveeeeviiinnenn.
How And When Payments Appear On Bills.............
Tender Management and Workstation Cashiering...
Managing Your Cash Drawers..........ccccceevvuveeeennns
LIS L I 10O P PP PP PPPPUPTTTTRT
2 F 1T ToTaTo T =Y =T 0o L= I/ o1 TSP
Cash BacK........cceeiuiiiiiiiiieee e
Managing Payments Interfaced From External Sources
Payment Financial Transaction CONSIEIAtIONS. ........cuutieiiirieeeiiiireeestieeeeesieeeeasareeeeasbeeaesstaeeeesasseeeaansrenaesssaneeans
Payment - Current Balance versus Payoff Balance...............ccccccouu....
The Source Of GL Accounts On A Payment Financial Transaction
A Payment May Affect More Than Just Customer Balances.........................
Open Item Accounting and MatCh EVENES.........ccuuiiiiiiiiie e e e et e e e e a e e e stee e e e s nnsaeeeeannreeas
FT Fre@ZE REPEICUSSIONS. . ..ciiieieiiieitie ettt eite ettt e st sit e s b et e abs e e sa et e et et e sk st e sa bt e e b et e ebs e e eabe e e be e e sbb e e naneeebeeesaneesnne e et
Automatic Payments.........ccccvevviveeeeiiiiiee e
How To Set Up A Customer To Pay Automatically.
What Are AULOMALIC PayMENEIS?......cuviiieiiiiiie ettt e e e e e e et e e e e st e e e e s tae e e e s steeeeaansaeeaeenstaeeessnsaeeeesnnseeas 437
How And When Are Automatic Payments Created?............
Automatic Payment Dates..........cccceevevvveeeniveeeennnn,
How To Implement Maximum Withdrawal Limits..
How Are Automatic Payments CanCeIIEU?...........uiiii ittt e e e et e e e saaa e e e s nnr e e e e snnaeeeeennnees
Match Events Are Created For Open-ltem Customers When An Automatic Payment Is Created.............c...c....... 440
Pay Plans and AUtOMALIC PaYMENTS..........cciiiuiieeiiiieeeeiiieeeeeeieteessiaeeeessstaeeeaasseeaessaeeeessssseeeaanssesasesssseeesssssnneeans 440

12



Non-Billed Budgets and AULOMALIC PAYMENT........c.uiiiiiiiiieeiiiie et sse e e s e e e st e e e s eneeeeesanbeeeesnnes
Downloading Automatic Payments and Interfacing Them To The GL
PO I =T oo o I Yo T | ORI
SEPA Direct Debit RECOI LAYOULS........ccccuuiieeiiiiiie e eiiete e eciee e s st e e e s e e e e st aeeeteeeeesasseeaeasnsseaaesssaeeessssaeeeeannseeas
Third Party Auto Pay Record Layouts
Third Party Payment Processing
One Time Payments..........cc.co......
ACCOUNE VEIITICALION. ...ttt ettt ettt e ettt e e ab e e e ab e e e b et e ke e e eab e e e ab e e e bt e e sab e e e abe e e abeeensbeesnneeennneeanne
P U 1ol aq b Lol = 1Y 4 T=T L ST (o SRR
Interfacing Automatic Payments To A Third Party...
Highlighting SCheduled PaymMeENtS...........uii ittt e st e e e st e e e snb e e e s rteeeeaanneeeeeanns
Automatic Payment Confirmations And CanCellationsS..............ooiuuiieeiiiiiee e eeer e ee e sere e rvre e e s erree e e e nnaees
Third Party Payment Tender Controls Processing
Issuing A Payment Advice Instead Of Creating An Automatic Payment............cceeiuviieeiiiiiieeeiiiee e eieee e 456
How To Set Up A Customer To Receive Payment AGVICES. .......c.uuiiiiiiiiieiiiiiee ettt e e niiee e e e 456
Payment Advice Option Is For Bill-Related Automatic Payments Only... e 456
Maintaining Payment Events.............cccce..... e e 456
Payment Lifecycles................. e e —e e a e et — e, 457
L N =T L T | A I =T os o SO TPRRt 457
LI 00 L= I 1= w3 Yo OSSP
Payment Lifecycle
Payment EVENt = A DiIAlOQ..........oeeiiiiieeiiiiie ettt see e e et e e e et e e e et e e e e sstaeeeeasseaeeeaasaaeaeeasstaeeeesssaneeeassaeaeennsaeaens 460
Payment Event - Main INfOrMatION. .........uiiiiiiiiiie ettt e s e e et e e s sttt e e e snbe e e e e enbaeeeesseees 461
Payment Event - Tenders...................
Payment Event - Characteristics
[ YCeT= o] (o] o RS
L N A T=T L VT | (o= oo 1 o PSR SP
L 1Y T=T L A (ot =Y o] 1T o PSSR SURRR
Resolving Exceptions Automatically...
Payment EVENE ACHON COUES. ... ..cciiiiieieiiiiie e eiitte e e ettt e e s st e e e et e e e e staeeeesaaeeeeaasaaeeeeassaeeeesassaeeeaassseeaesstaeeeaansneeeanns
L 1Y 1= 1 A 2 1o PSSP
Payment Event Actions....
Tender Actions.................
Payment Event Quick Add............ccceeenne.
Multiple Payment Events Dialog
Single Payment EVENE DIAI0Q........cuuuiieiiiiieeeiiiiie e e ettt e e s eee e s staee e e st e e e e sstteeeeassseeeeaasssaaeesssaaeeeaassaeeeaansseeaesnssneaesnnsens
Payment Quick Add
[V = UL =TT o 1Y 4= ) PSSR
Lo N1 0L A Y =V o SRR
Payment - Pay Segments..........
Payment - Manual Distribution..
Payment - Characteristics..........
Payment Action Codes..............
Distribute (A Payment)..............
Redistribute (A Payment)..........
(@0 )11 04 T 0N = 1Y 14 1= 1 O RSR
Freeze (A Payment)
Cancel (A Payment)
IS = G AN =Y/ 1= 01 PSRRI
D= 1oy LT AN oo\ =T | SRS
Payment Portal
Credit Card Payments
Non CIS Payments....................
Alternate Currency Payments

How To Add A New Payment Event
HOW TO CASN A CRECK..... .ttt ettt r e st e e b e e st e e e et e e e s ineennee e
How To Allocate The Tender Amount TO MUItIPIE ACCOUNES........c.uuiiiiiieiiieeciiiee e e e ser e e e e s seee e e e s naaaeeeennnaeees
How To Print Receipts And Endorsements
HOW TO Cancel A TeNUEr........coiuiiiiiiiiieiee e
How To Transfer A Payment From One Account To Another........

How To Distribute A Payment To A Specific Service Agreement
How To Get An Unbalanced Tender Control In Balance (FiXing OVer/UNEr)..........cccueieiriiiieriiiieeesiiieeeesiieee e 488
How To Add A Non-CIS Payment USING A TEMPIALE. .........ccoiiiiiieiiiiee e eiieee e s eiiee e steee e e savee e e siaeeeessnsaeeeesnaeaaeanes 489

13



How To AUthorize A Credit Card TENOET........ooiiiiiiie ittt e s et sb e be e e sinee e 490
How To Reverse A Credit Card Tender
How To Process An Alternate CUIreNCY PaYMENT..........oouiiiiiiiiiiiiiiee sttt ettt 491
Financial Transactions On A Payment
Payment History.......ccccocoveveiiiiiieniiieeenn,
Payment Tender History...
Payment / Tender Search.......
Maintaining Deposit Controls
The Lifecycle Of A DEPOSIt CONIIOL........uiiiiiiiiiee ettt e ettt e e e st e e e s s nb e e e sbbeeeessnteeeeeannseeeesannaeeeesnens 496
Deposit Control - Main
[D]=T o o XY | A @fo] g i fo) M =T oo (=T Sl @ o] o1 (o] SO 498
[D1CT oo 1Y | N @do] o )i fo) M =Y oo (=Tl DT CY oo 1 | SRR 498
Deposit Control - Turn Ins
[D1=T o011 A @d0] )i fo) B @ P - (ot (=T 1] 1o OSSPSR 499
[V = UL e= Yl Tl o I =T g To (=] G @ o g1 o] SRR 500
The Lifecycle Of A Tender Control..........ccccvvveevivveeeennnnen. et EeeeeeaEe—eee e ———eee e —reeeaa———aeearareeearareeaans
Tender Control - Main...............
Tender Control - Tenders....
TeNdEr CONIOI = TUIM INS... ittt e e e b et s b bt e et e e e bb e e s b e e e be e e sbe e e sareeenbneenans
I g e (=T o] a1 o) B (o= o i o ] 1 SRR
Tender Control - Characteristics
Interfacing Payments From EXIEIMAl SOUICES..........uiiiiiiiieeiiiite e e sttt e e sttt e sste e e e e e taae e e s teaeeeassaaeeeeasbeaeessssaneesassneeeeanns
INEEITACING PAYMENTS. .. . eeeiiiiieiie ettt e e ettt e e e sttt e e ettt e e e satte e e e e aste e e e e annbeeeeeasbeeeesanteeeeeaanseeeeeannteeeennees
Populating The Payment Upload Staging Records.....
PYUP-PRG - Purge Payment Upload Objects......
Maintaining Deposit Control Staging...........cccveevenens
L N =T o1 AT o o T=To B = o |1 o PP PSRPTPI
Payment UplOad EXCEPLION. .......ccciiii et e e et e et e e e et e e e e st e e e e ate e e e s sstaeeeaansseeeeasbeeaeessseneeeansseneeaansseaenannes
Interfacing Payments Using Distribution Rules
Populating The Payment Event Upload Staging RECOIS..........cccuuvieiiiiiee e eeiiie e sieee e sven e seaee e 517
Payment Event Upload Staging
AdJUStMENLS.....cciiieeeeciiiee e
The Big Picture Of Adjustments
Adjustments - Current Balance versus Payoff Balance
When Current Balance Equals Payoff BaAlANCe............oooiiiiiiiiiiiiie et
When Current Balance Differs From Payoff Balance
Adjustment Type And Balances
[ T o= [TaTo AN 1) 13 0 T=T o £ PP ERSSN
LG L) (=T AN [ 1U ) 0 1T S UPSRPPRRN
Calculated AdjUSIMENTS.........ccoviiiieeiiiiieeeiiee e seee e
Adjustment Amount May Be PoSitive, NegatiVe, OF ZEIO0........c.ciiuiiiiiiiiiieeeiiiee et sie e sieee e e s e e e sneeeee s 531
Adjustment Type CoNntrolS EVEIYENING...........ioiiiiii et s e e e et e e e s ae e e e sastaeaeesnnreeeessseneeesansaeeeaanns 531
Controls Which Balance(s) Are Affected.........cccooiviieiiiiiiieiiiee e e 531
Defines The GL Account Affected By The AdJUSIMENT.........cccuiiieiiiiiie e et e e e e e e s e e e e sntree e e esaaeeeans 531
Defaults The Adjustment Amount............cccoevcviverrinnnnn. e e e 532
Calculates The AdJUSTMENT AMOUNL.........uiieiiiiieeeiieee e st e e et e e s s stee e e s aareeeessaseeaessstaeeeaaasseeeeaassseaesssseeeesnsnneeanns 532
Controls The Interface To A/P & 1099 REPOIING........uiiiiiiiieiiiieeeiiiiieeesiieee e s sieee e s st eeeesnnbeeeessnteeeeeannseeeessnneeens 532
Controls Information Printed On The Bill
Controls If The Adjustment Can Be Frozen Prior To Bill COMPIEtION...........coccviiiiiiiiiriiiiiee e 533
Controls If The Adjustment REQUIrES APPIOVAL ..........cuuiieiiiiieeeeiiite e e eiteee s eteeeeastreeesesteaeeesssaeeeesssseeaessssaeeesansens
Unbilled Adjustments And Aged Debt.........ccccooviveiiiiieiniiieeein,
An Adjustment May Affect More Than Just Customer Balances.............
Maintaining AdJUSIMENES.......coiiiiieiiiiiiee e
The LifeCcyCle Of AN AGJUSTMIENT........cciiie et se e e e st e e e e e e e s s e e e e saaeeaeasstaeeeaassseeeeaassseaesasseeeaessnsaneeeansseeas
Adjustment - Main INFOIMELION.........oiiiiii e e et e e s st e e e st e e e s nntee e e e anaeeeesnnneeee s
Adjustment - Characteristics
Adjustment - Transfer AGJUSTMENT.........oiuiiie it e st e e st e e e s aa bt eeeanbbe e e e s steeeesanbeeeeeannneeaesannes
AJUSTMENE = A/P REQUESL......eeiiiiiieei e ittt ete et e e e ettt e e ettt e e e s tte e e e e steeeeaasseeeeeassteeaeeassaeeeeansseeaeassaaeeennsnneeeannsees
Adjustment - Adjustment Portal.............cccccceenne
Adjustment - Approval..........ccccceeevcivreennnnns
Adjustment Information...........
Y o) o1V = U =T [0 1= ] SR
F Y o) o0V = Ul L= [0 1= ] oo PRSPt
Financial - Adjustment Calculation Line CharaCteriStiCS...........cccuureriiiiieeiiiiieeeeiiireessaeeeesseeeeessareeaeesnsaeeesseeeeeenas

14



How and When TO USE AN AGJUSTMENT. .....c.oiiiiiiee ittt e sttt e e e s s e e e sa e e e s sntee e e e asaeeeeaannbeaeesnsaeeeesannees
How To Create A Transfer Adjustment
How To Create A Calculated Adjustment
How To Cancel An A/P Adjustment After It Has Been Selected BY A/P.........ooooiiiiie i see e 544
How To Correct Normal Service Agreement Debt.........cccoccvveiviiiieniiiennene
How To Apply Ad Hoc Fees To A Service Agreement........ccceeeeevveeeeicveeeeninnns
How To Apply Interest TO A DEPOSIt.........eereiruriieriiiiieeiiiieee e
How To Apply A Deposit TO OULSTANAING DEDL...........ueiiiiiiiie et e e e e e e s e e e e etreeeessnneeeeaas
How To Refund A Deposit WIth A CRECK..........uuiii et s et e e st e e e s nnbeeeeeanes
How To Write-Down Deposit Due...........ccccccvveennn.
How To Refund A Credit Balance With A Check
How To Transfer A Credit Balance To A Service Agreement IN AITEAIS.........ueieiecuureeeiiiieeeesieeeesssiieeeesnvreaessseeeees 546
How To Change The Age Of Debt
How To Write-Down A Charitable Contribution Service Agreement Debt...........ccccveiiiiiii i 547
HOW TO WIIE-Off DEDL.......eiitiiiiiieiie ettt sttt et e b e e e be e e st e e e bn e e ner e e saneeenes
How To Cancel A Service Agreement's Budget................
How To Adjust A Service Agreement On A Budget..........
How To Adjust An Installment Plan Service Agreement
How To Use An Adjustment To Change The GL DiStrDULION. ........ccooiiiiiieriiiiee e 548

Interfacing Adjustments From EXIEINAl SOUICES.........cciiiiiiiieiiiiiteeeiieee e e st e e sste e e e e stte e e e ssstaeeeaasaaaaeenssaeaesssaeeeeannsees 549
Interfacing Adjustments

Process X - Populate Adjustment Upload RECOITS...........ccoiiiiiiiiiiiie e eciiie e st e e s see e e st e e e et e e e s snsaeeeesnaaeaesnes 549

Process C1-ADUP1 - Preprocess Adjustment UPIOAdS.........coouuiiieiiiiiieniiiiie ot seee e e e 555
Process C1-ADUP2 - Upload Adjustments.....................

Suspense Adjustments.........cccooceeeeiiiieneens

What Are Suspense Adjustments?..............

How Are Suspense AdJUSIMENS RESOIVEU?.......c..uiiii it e et e e st e e e snneeeeenns

Maintaining Adjustment Staging CONLIOL...........uueiiiiiiiieeeiiee et e e e s e e e e e e e s s treeeesssbaeaeesstaeeeessssaneeaanseeeaeannes

Maintaining Adjustment Upload Staging...

(O (Yo [ A O] 1= i o o O T PSP TP TP PR UPPRPPRRTPPI

The Big Picture Of Credit & COlECHON. ..........iiiiiieee ettt s et e e st e e e sttt e e e sanbeeeessteeeesannneeeeaans
Automating Your C&C ACtiVItiesS.........cceevvvvreeeiiiiee e
The Lifecycle Of A Collection Process And Its Events............

What Is A Collection Process?........cccoceevvveiiirenieeennns
How Are ColleCtion ProCeSSES CrEAEUY........ccicuiiiiiieiiie ittt sttt ettt sire e s e e s e e sneeenee
How Are Collection EVENtS COMPIEIEA?........cc.uiiiie ettt e e s e e e s e e e et e e s steeeeessabaeaeessnaaeeessssaneeans 562
How Are Collection Processes (and their Events) Canceled?....
What Happens If A Payment IS NOt RECEIVEUA?.......cccuuiie ittt e e e aee e st e e e e entaaa e s ssaeeeeannseeas 562
The Collection Process BaCKgroUNT PrOCESSES. .....coiiuuitiiiiiiiieiiiiiee e ssiieeeeasiiee e s st e e e s siteeeessteeeeeannbeeeessnseeeessnaeeeeaas
ACCOUNE DD IMONITOT. ...ttt ettt st e et e e sib e e bt e nbe e e sateesneeas
ColleCtion EVENT ACHVALON. .....cciiiiiiiieiiie ittt e st et e et sine e
COlleCtion ProCeSS MONITON. ... ..iiiuiiiiiitaiie ettt st e et e et nbe e e sbbeesabeeenneeas
The Lifecycle Of A Severance Process And ItS EVENES.........ccooviiiriiiiiiee i
What IS A SEVEIraNCe PrOCESS?.......ciiiiiiiiiiiiiiie ittt ettt
How Are Severance Processes Created?...
How Are Severance EVENtS COMPIEIEA?........couiiiiiiiie ettt e e e e et e e e s e e e e ertaeeaesnnseeeeeannseeas 566
How Are Severance Processes (and their Events) CancCeled?...........ovi i 566
What Happens If The Customer Does Not Pay?.............ccccveeeennnen.
The Severance Process BaCKgroUNd PrOCESSES. ......coiuiiiiiiiiiii ettt et e e st e e e s ttee e e s anneeeesnneeees
SEVEIANCE EVENT ACHVALON. ... .eiiiiiiiiie ittt ettt ettt b e e ke e e s b bt e e abe e e bb e e aabeeeabe e e beeesmaeeanbeeennreeanneean
Completing Severance Events That Are Dependent On The Completion Of A Field ACtiVity.........ccccoevvvvereennneee. 568
Set Trigger Date.......cccuveeeiiieeeeiiiiee e rrreea————————— 568
The Lifecycle Of A Write-Off Process AN ItS EVENIS.........uiiiiiiiiiie et e e s eneaeee s 569
WHaL 1S A WWHE-Off PrOCESS?.... ittt ettt e kbt e h bt e s bt e e be e e s abe e e be e e ebbeesabeeabeeesaneesnbee et 570
How Are Write-Off ProCeSSES CrEAEUAY.........coiiviiiiiiiiie ettt st et e ser et ee e 570
How Are Write-Off Events Completed?.........cccccvevvivveeeenee.
How Are Write-Off Processes (and their Events) CancCeled?...........ovo i 570
What Happens If The Debt IS NOt PaiU?........ccccuiiiiiiiiiii sttt et e e et e e e s st e e e s aaaaa e e entneeeeennnees 571
How |Is Debt Referred To Collection Agencies..
The Write-Off Process Background Processes.....
Write-Off MONItOr.........cocviiiiiiiiec e
WIEE-OFf EVENT ACHVALO. ...ttt ettt ettt bt e e skt e e e s te e e kbt e eh bt e sabe e e be e e sbbeesrbeeebbeeanbeeanbeean

COlleCtion ProCESS MAINTENANCE. ... ...ciiuiiiiitieiti ettt ettt ettt et ettt ese bt e e b et e ebb e e aab et et et e sbn e e san e e e aneeessreeanee

Collection Process - Main INFOIMEALION. .........ioiuiiiiii ettt ettt e bt st e e s sbe e e be e e ssb e e abeeennneeanee

15



Collection Process - SAS (SErVICE AQIEEMENTS).......uuitiiiuriieeiiiieee e ittt e aatreeesatteeeesseeeeeaansteeesaassreeessteeeesssseeeeanns 575
Collection Process - Events
How To Perform Common Collection ProCeSS FUNCHIONS.........ccciiiiiiiiiiii ittt 577
HOW TO Create A COllECHION PrOCESS. ......i vveeeiiiiieeeeitiee e e ettt e e e seee e e st e e e e staeaessteeeeeaasseeaeaassaeaessnseeeesansseneeaanssees
How To Change Collection Events....................
How To Cancel A Collection Process................

Severance Process Maintenance.................
Severance Process - Main INfOMMALiON...........oiiuiiiiiiiiie et se e e e e e e s ee e e e snstaeeeesnnbaaaessseaeeeaansneeeaanns
Severance ProCeSS - SEVEIANCE EVENTS.........iiiiiiiiiiiii ittt e et ntne e
Severance Process - Field Activity/Customer Contact
How To Perform Common Severance ProCeSS FUNCLIONS. ........c.cuiiiiiiiiiiiiiicciit ettt 583

HOW TO Create A SEVEIANCE PrOCESS.....cii i iiiiiiiiiiiae e ettt et e e e e e e e e bbbt ettt e e e e e e s s e n bbbt eeeeaeaaeeeaaaannssbbsaeeaaaaaeens 583
How To Change Severance Events
HOW TO CanCEl A SEVEIANCE PrOCESS. ... .cciiiiieeeiiieeeeietite e e sttt e e e s st e e e st eaeaasaaeaesstsaeeaassaeeeaassaeaessssneeeesnsseneeanns

WIite-Off ProCeSS MaINTENANCE. ........eiiiiiiiiiie ittt et bb e e bt e et et e sbe e e sab e e sne e e anneesneeene
Write Off Process - Main Information....................
Write Off Process - SAs (Service Agreements)....
Write Off Process - EVENtS.........ccccvveeeicieee e
How To Perform Common Write-Off ProCcess FUNCHONS. .........cccuiiiiiiiiiieiiiceiie ettt 588

HOW TO Create A WHE-Off PrOCESS. .. .iiiiiiiieiiiiee e ittt e et e et e e e et e e e e st e e e e e taeeeessstaeeesansaeeaessaaeeesansaneseannseeas 588
How To Change Write Off Events
HOW TO CanCel A WIE-Off PrOCESS. .. .iiiiiiiieeiiiiie et e e et e e et e e e s e e et a e s s tae e e e sasaeeaeaansaeaeesssaeeeaassaeeeaanseeas 589

Writing Off UNCOIECLADIE DEDL..........oiiiiiee e e e st e e e an bt e e s enb e e e e sneeeeeannneeeas

Write Off - Main.........ccocveeevvciieeecen.
How To Manually Write-Off Debt....
Write Off - Write Off SAs.........cccvvee..

COllECHION RETEITAL.....eiiiiiiiee ettt e et b et e s a bt st e e e b bt e se e e s bt e e be e e s ene e s e e e nns

Downloading Collection AQENCY RETEITAIS.........ccciiiiiiee ettt e e s e e e st e e e e st e e e s etaeeeeaansaeeeesnnsaeaesnnens 592
Collection Agency Extract Record

Payment Arrangements and Pay PIanS..........coociiii oot e et e e s s e e e st a e e e st e e e e ttae e e e aaa e e e e nnraaaeennnes

Setting Up Payment Arrangement REGUESES. ......cccuuiiiiiiiiiiiiiie ittt sttt et et stne e nine e
Starting A Payment Arrangement Request...........
Maintaining Payment Arrangement Requests.......
Payment Arrangement Request Process Flow.........
Viewing Payment Arrangement Request History

Setting Up PaymMent ArTANGEMENTS. ... ...uuiiiiiiieeeiiieieeeeiteeaeesieeeesstteeeesasaetaeastaeeaeasseaeeesasssseeaaassseeessssseeessnsseeeesasseses
Pay Arrangement - Main..........cccocccvveeeriiennenn.

How To Set Up A Payment Arrangement
How To Add Additional Debt To A Payment ArrangemENt...........cviiiiuiieeiiiiieeesiieeessiiee e e s e e seeeee s sneeeeesnnneeees 599
How To Break A Payment Arrangement.........ccccccvveeevievireesieneeens

How To Cancel A Payment Arrangement....
Pay Arrangement - History............ccceene.

Setting Up Pay Plans..........ccccccoveeeeinnnen.
Pay Plan - Main........ccccceevevveeeiiiineeeens
How To Set Up A Pay Plan..................
VLY a T T = 1A = - T 1TSS

FINANCIAI TIANSACTIONS. .. .ccttieiiii ittt ettt s e bt s bt e et et ek bt e se bt e e bt e e e be e e e s be e e be e e sb bt e sn e e e anneesareeanee

The Big Picture Of Financial Transactions
Bill Segment FINANCIAl TIrANSACTIONS. ........uuiieiiiiiee ettt et e e ettt e e e st e e e s bttt e e s anneeeeesanbeeeesentaeeeeannneeeeanns
Payment Segment FINANCial TranSACHIONS. .........uiiiiiiiieeiieee ettt s e e e e e e e s e e e st eaeesstaeeeessaaeeeaassseeeesnneaeesnnees
Adjustment Financial Transactions........................

Financial Transactions And Aged Debt.....

Current Balance versus Payoff Balance
Adjustments - Current Balance versus Payoff Balance

Billing - Current Balance versus Payoff BalanCe............cccuuiiiiiiiiiiiiiiee e
Payment - Current Balance versus Payoff Balance

The Source Of GL Accounts On Financial TranSaCONS. .........ciiiviiiiieiiieeiit ettt 604

Obscure ThiNgs That Can HaPPEN........cci ittt e e s st e e e et e e e e sstaeeeesasbaeaeeastaeeessssaeeeaansaeeeeannnanaeas 604
A Stopped Service Agreement May Be Closed..........cccceevvivieennnnns e 605
A Closed Service Agreement May Be REACHVALE. ............uvieiiuiiie it e e e s snaae e e s enaeee s 605
A Write-Off Process May Be Deactivated If The SA IS ClOSEU........ccoiiiiiiiiiiiieiiiee e 605
A Reactivated Service Agreement May Be CIOSEU.........ccuuiiiiiiiiie ettt e ae e e s e e e s saaa e e s enaeeee s 605
A Collection Process May Be Canceled When A Credit FT IS FIrOZEN.......c..coiviiiiiiiiiiiie e 605
A Severance Process May Be Canceled When A Credit FT IS FIrOZEN......cc..oviiiiiiee i 606

16



One Or More AIgorithms May Be EXECULEM. .........ceii ittt e e e e e e e e e e s nnneees 607
The Big Picture of Balance Control
The Balance Control BaCKgrOUNG PrOCESSES. ......cuuuiiiiiiiiieeiiiieteesiieee e sttt e e steeee s snaeeeesssbeeeessnteeeeesnneeeeesanreeeennnes
Balance Control Information IS Available ONIINE..........cc.uuiiiiiiiiie e e e e e s stae e e e snnnaeaeannes
The GL INtEIfAaCE......c.eiiiiiiiiit e
GLASSIGN - Assign GL Account Numbers To GL Details
GLS - Prepare FTs for Download..........ccccevvvvieeviiieeeeiiiieneenne
GLDL - Create General Ledger Download Flat File...........cccciiiiiiiiie et e e re e eeaae e e enees
FINANCIAI TIANSACTION. ....ceitiiiiiit ettt e bt h e ettt e e e s b bt e e sttt e abs e e sab e e e b e e et e e e nsb e e s nreeannee s
Financial Transaction - Main
Financial TranSACHON = FT PrOCESS. ......uiiiiiiiiiiiiie ettt ettt b et st e et e e s et e sab e e e b e e sbe e e sre e e nbneenans
ACCOUNT FINANCIAL HISTOTY ....oiiiiiiiiie ettt e e st e e e sttt e e e s tee e e e s seaeeeaansbeeaeesstaeeeeansseeeeansseeaesnnsnaeeennsnns
Account Bill / Payment History..
Y AN o 1= L (o T= U o 1] (o USRS
SA Non-Accrual ACCOUNLING BaAlANCE.........oiiiiiiiiiiiiiei et e et e e s sttt e e e an bt e e s enbaeeeeaneeeeeaannreeas
Balance Control..........ccccceevevveeeiiiieee e,
Match Event.........cccocveviicnnncne
Match Event - Main................
Match Event - FT Details
[ Lo T =T oL A YU o] (o = 1SS
How To Perform Common Match Event Functions
How To Find The Match Event Associated With A Financial TranSaction............cccccccvvveeiiiieeeeiiiiee e 624
[ (oY o T B TS o 1U (= AN o T €= 0 o RSP PRRTPR
How To Match A Small Mismatch
DEPOSItS. ...evvveeeiiiieeeiiieee e
The Big Picture Of Deposits
(O TS g T B =T o1 171 PR PPP R
LR (0 g To [T To T LT o Lo ] £ SSURRRN
Partial Refunds
LI} 2= LY 4o 0L o T = SRR SUPRRN
Current Balance versus Payoff BaAlANCE..........cuuuiiiiiiiii ittt e e st e e e e
Multiple Deposits Linked To A Single Account..
Deposits and Credit & Collections...........ccoccveeeeviiieeennnns
Deposit Seizures When Other SAs Are Stopped
(o] B O T g I B 1= o T 1 | PRSPPI
B gL o B =T YA LT o T 1 £SO SPPS
Deposit Class Controls Everything..
(00] )i o] S T (=1 =TS O | (o101 =T o TSP
Controls The Recommended DePOSIt AMOUNL.........uuiiiiiiiiieiiiiiee et ee et e e e s e e st e e e s e eeeaanaeeeesseneeesanraeeeeans
Defines The Conditions That Cause The System To Recommend A New or Additional Deposit..
Defines Automatic Refund CONMItIONS...........ccoiiiiiiiiiiiii e
Controls How Deposits Are Refunded TO A CUSIOMEN.........ccviieiiiieieeiiiiiee e seeee e eaee e
Deposit BACKGIrOUNG PrOCESSES. ......uuiiieiiiiiieeiitiie ettt se e e st e et e et e e e s snns e e e snbeeeesneaeeeaan
Deposit Interest.............
Deposit Refund..........
VLTV 1= o 01 | SRS
DEPOSIE REVIBW.......eiieiiiiiie ettt et e e ettt e e ettt e e ettt e e e an b et e e eas bt e e e e sntee e e e aanbe e e e e amsbe e e e ensteeeeeanbeeeeeannnteeenannreeeean
Statements
The Big Picture of COMPIEX StALEMENTS. .....c.uuiiiiiiiiie et e e st e e sttt e e s st e e e e anb e e e snsbneeesanreeeeeans
(7] g1 1 0o 11T S €= (=T 4 1=T SRS USPRS
ProducCing StAtEMENTS.......oii ittt e e s e et e e st e e e ann e e e enraeee s
StatemMENt CYCIES....coiiiiie ettt e e eaee e
Create Statements Background Process........ e
I 11 0 =Y Ll = L0111 o PR
WHhEre Are STAEMENTS SENT.......oiiiiiiiiii ittt et et st e e et et et bt e sab e e e b e e e sbn e e nareennneeas
On-Line Statement Production
How to Regenerate a SPeCIfic StAtEMENL..........ooii i e e e s e e e snb e e e eneeeeeans
LT Lo TR = (T (=T o1 (USSR
Statement Route Types Control The Information Merged Onto Statements
Technical Implementation Of Online Statement Display..........cccccovcveeeeiicireennnns
Technical Implementation Of Printing Statements In Batch
Reproducing The Statement Print Flat FilE............uieiiiiiiiiiiie et e a et e e e e e e s e e e e ennreeeeenneees
How TO Reprint A SPeCIfic STAEMENL.........uiiiiiiii e e e e st e e st e e e e annbeeeesnnneeeas
The StatemMent EXIFACT RECOMS. .......coiiiiiiieiiiiiee et e et e st e e s st e e e e st eaeesstaeeeaassaeeeeansseeaessssseeesansseeeesassseaanannes

17



Statement CONSIIUCT MAINTENANCE.........oiuiiiiiiiti ettt ettt ettt b et b ettt e b e et es e aa bt beenabeeaeeabeesaeesbeeniee e
Lifecycle of a Statement Construct
StateMENt CONSIIUCT = IMAIN. ......iiiiiiiiii ettt ettt ekt e s e bt e e b et e e ab e e e bt s e be e e nbeeesabeesanneenanee s
StatemeNnt CONSIIUCT - DBLAIIS. ......oiiiiiiiii ettt ettt e e kbt esab e e e bt e e aab e e esbee e beeesabeeanbeeennneeaane

Statement Maintenance.................
Lifecycle of a Statement...
Statement - Main...........cccoceeeenee.

SEAIEMENE = DBLAIIS. ...ttt ettt e bt e e h bt e o bt e e ehb e e e h b e e ettt e kbt e eR bt e e be e e hb e e enbe e e beeennns
S F 1S (Y - T = 1] o PRSPPSO

The Big Picture of Campaigns, Packages, and Orders
An Overview of Campaigns, Packages and OFUEIS........ccuuiieiiiiiieeiiiee et ee et e et e e s s e e s raeeeessneeeeeaans
SUPPOIEU BUSINESS PrOCESSES. ... .uuuiieiiiiiieeiitttteeaittttaesstaeeeasstaeaeaasetaaeasttateesassaeeeaaassteaesassseeesssseeeeaassesessassseesnnnnn

Marketing to Prospects from a Marketing List...
Marketing t0 Pre-SeleCted CUSIOMEIS. ... ....uiiiiiiiie e ittt e eetite e e et e e e eaee e e st eaeestaeee e s staeeeaasseeaeanssaeaesssssneeeannsees
Real-Time Marketing of Additional Services t0 @ CUSIOMEN........cciuiiiiiiiiiiee et e e s e e nneee 657
Real-Time Marketing of Services to a Prospect...................
Setting up a New Customer Prior To Using Start/Stop
Examples of Campaigns and Packages.............ccccvveernnnne
Campaigns WItNOUL PACKAGES. ......coiuiiiieiiiiiee ettt e e e s et e ettt e e s aee e e e e anbb e e e ensbaeeesanteeeeeannseeeeannnreeas
Campaigns With SIMPIE PaCKAQES. .......coiuiiiiiiiiiie ettt e ettt e e st e e e et e e e s e teeeeasaaeeaeasstaeaeeassaeeeeaassaaeesannaeaens
Campaigns With Complex Packages

The Big Picture Of Package Eligibility RUIES.........cccuiiiiiiiiee ettt e e s e e e nntaa e e st aa e e e e nnsaeeeennnaeeas
Criteria Groups Versus ElgiDility CritEIa. .......ciiuiiieiiieie ettt e e et e e e s s e e e snb e e e e snteeeeean
Defining Logical Criteria.............ccceeeeunen..
Examples Of Package Eligibility Rules.....

A Package That Is Always Eligible.................
A Package With A Time Span Comparison
A Package With Service TYPE COMPAIISON. .....cciiuuiieiieiireeeiiteeeessiteeeeaatrreessssaeeeesstaeeeaaassereeasssseeesssseneeesnseeeesanns
A Package With More Complex Operators

The Big Picture Of Campaign Eligibility RUIES..........c.vviiiiiiiie ettt e e e st e e e s e e e e sneaeeeeennnes
Campaign Eligibility Rules Are NOt Strictly ENfOrCE........coiiiiiiiiiiiie e
Campaign Eligibility Rules Are Defined Using AlGOrthMS. .........cuuiiiiiiiiie et e e e e seaee e
Examples Of Campaign Eligibility Rules............ccccccveviiiennn.

A Campaign That Is Always Eligible.....
A Campaign That 1S NeVEr ElgIDIE........ooi e e e st e e s s e e st e e e snnees
A Campaign For ResSidential CUSIOMELS. .......cccuuiieiiiiiieeeiiiee e e st e e e s steee e e saaeaaesstaeeesssteeeesassaeaessnsseeeeanssaeesaanssees
A Campaign For California, Residential Customers....

Designing Campaigns AN PaCKAJES. .........uueieiiiuiiieeiiiiie e e sieeeeseieeeeastteae e s ttaeeeassaeeeasassetaeaassseeessssseeeesasseeesansseeeesssnns
Determine The Place Of Start/STOP........oiiiiueiiiiiiiiee ittt sse e e ettt e e s st e e e ssab e e e s srbeeeesabteeeeaansreaeeannreeeens
Determine Which Types Of Service Agreements Are Created..........ccceevvvveeeeiiiieeeesieneennn
Determine The Different Start Options That Exist For Each Type Of Service Agreement...
Determine The SP Type (if any) For Each Service Agreement.........cccccuvveevcveeeesiineeesennnn.
Determine The Method Used To Create Each Service Agreement...
Extract Algorithms From The Start Method...........cccocovvvveiiciiee e,
Determine Which Combinations Can Be Grouped Under A Package..
Determine Package ElgIDility RUIES..........coiiiiiiiieiiie ettt e e s e e e s e e e et e e e e stteeeesnsnaaaeesnnraeaeannens

Eligibility RUIES FOr PACKAGE L.....ccoiiiiiiiiiiiiie ittt e e sttt e e e an e e e s e e s sntee e e e anbeeeeennneeeas
Eligibility Rules For Package 2....
Eligibility RUIES FOr PACKAGE 3.....cciiiiiiieiiiiiie ittt e e sttt e e e st e e e s st e e s snb e e e e e anbeeeesannreeas
Eligibility RUIES FOr PACKAGE 4......ccoieeiee ettt ettt e e et e e e et e e e e et e e e s st e e e e sbaaaessnseneeeasseneeannnreeas
Extract Algorithms From The Eligibility Rules...........c.ccccee..
Extract Miscellaneous Fields From The Eligibility Rules
Determine Additional Information That Is Required If A Package Is Selected........................
Determine If There Are Additional Questions / Fields FOr Your Packages..........cccuvveviiiieeeiiiiieeessiiiee e sieee e seiaeee e
Determine If Additional Instructions Should Be SNOWN............cooiiiiiiiiiiiiie et
Determine If There Are Campaign-Level Fields / Questions
Determine The Properties Of Every Miscellaneous FIeld..........ccuiiiiiiiiioiiiiee et
Extract Characteristic From The MiIscellan@ous FIelds...........ocuiiiiiiiiiiiiieeie e
Extract Column References From The Miscellaneous Fields..................
Extract Algorithms From The Column References..........cccococvveviviieeeiiieee s
Determine Account / Premise Dependency For Each Column Reference...........
Determine If Any Properties Are Overridden On ANy Package..........ccuuiiiiiiiieeiiiiie et e e see e tee e snnee e
Determine The Eligibility Rules FOr The CampPaigi.........cccuuiieiiiiiiieiiiiee s aniee e st e e st e e e s nnnaeeeennns
Determine How The Campaign BENAVES...........ccuuiiiiiiiiii ettt e e ete e s e e e et e e e staa e e e s nssaeaeeansbaaaeenssaneeean

18



ST (0] oIS T=To [T o ot PSPPSRV TUPTPRPURTPPIO
Other Useful Information
Order versus Start/Stop
Orders Cannot Be Changed After They Are COMPIELEd..........ccciiiuiiiiiiiiiiee e e e e e e e aae e e e nnaaees
Premise and SP Characteristics May Be Populated From Postal Defaults....
TO DO LiSt PrOCESSING....ccuvvieeiiiiiieeieiiieeeeitieee e s siee e e e ssreeeeesnsaaaeesneaeeeseseeas
Hold and Cancel Reason Codes.............ccccevvinene TP OTRRTRRPPRN
Automatically Cancelling Old OFUEIS........cocuuiieiiiiee et s e e st e e e et e e e s staeeeeaasbeaaesssssaaeeasssaeeeaasseeeeansseeans
Additional Things Can Happen When An Order IS COMPIEIEM..........ocueieiiiiiiiiiiiiee e
New Premises and Accounts Are Only Created if an Order is Completed
Premise Geographic Types Are Populated In An UNUSUGI WA ..........coiiiiiiiiiiiiiiieciie e
Account And Premise Usage Are Controlled By The Campaign
MaiNtAINING OFUEIS...ccii ittt
L) =Ty Vo3 [0 =T T o Y SRS
Order USEr INTEITACE FIOW.........ooiiiiiiiiiiii ettt a ettt et e st b e e s e e e abe e e aer e e enee et
Order - MaiN......ccoovieiiieniieieeeieee e

Order - Main - Person Information

Order - Main - Service Address.........

Order - Main - ACCOUNE INFOIMALION. .......ciiiiiiiiiiii it e et sre e nene e e
Order - QUESHIONS & IMISC. FIBIAS .....oiiiiiiiiiie ittt e e e et e e e et e e e et e e e e e st taeeeassaeeeeassaaeeesnseneeeanseneaeennns
Order - Log
(O] o [ e =Tt - o [T @0 o 10 - U1 [ o PSR
(@] 1] e = o] (o I - 1 Yo PRSPPSO
Order - Cancel Dialog...

Maintaining CampPaigNS.........coeiiuiiieeiiiiiee e s et e s seee e e s ee s snreeeesnneee
Lifecycle of @ Campaign..........cccueieiiiiiree e a e e
(=T 0] o =T | N 1V - o PSPPSR
Campaign - QUESLIONS AN MISC. FIEIAS. .......cuiiieiiiiiie ettt s e e e e e e tae e e e sseeeeeenssraaeesnseneeeennees
Campaign - Algorithms
(O Tl o=l T =T 2 Vo [T PSS SUPRRN
[ = UL =Yl T o Vo 1=V 1= PSPPI
Lifecycle of a Package...........
Package - Main..................
Package - SAs To Create...................
Package - Questions & Misc Fields
[Tt =T T = o 1 o1 2SS
Package - Instructions
The Big Picture of Program Management
The Big Picture of Initiatives, Leads, and RePreSENIAtiVES. ..........uueeiiiiiiiiiiiiee e

The Big Picture of INtiatiVes...........cccvveeiiiiiee e

The Big Picture of Leads

The Big Picture of Sales Representatives..........ccccveevevereeviiieeeeeiiineeenns

The Big Picture of Third Party Representatives....
Maintaining INItAtIVES........cccccuieeeiiiiie e

Initiative Portal.........cccocviiiiiiiiiie e

How To Perform Common INItIAtive FUNCHONS. ........coiiiiiiii ittt be e
Maintaining Leads

My Leads

(=T Vo I o o | O T PO O T PO P OO O TP TPPTRPPRTPPRS

How To Perform Common Lead FUNCLONS. .......cc.uiiiiiiiiieiiie ettt ettt ettt st e sae e e ib e e be e e bneesineeens
Maintaining Sales Representatives..........cccoccvvveviiiieennne

Sales Representatives Portal...........cccoecvvveeviiieeeviciiee e,

How To Perform Common Sales Representative Functions....
Maintaining Third Party REPIESENTALIVES. ........cccuuiieiiiiiee et e ser e e e e e e e sae e e e ssaaaeaeasaaeeesssseeeeesasseeeeansseeaesssseeeeans

Third Party RepreSentatiVeS POIAL...........iiiiiiiiee ittt e e st e e s e e e s bt e e e sntaeeeesnneeeeeaaas

How To Perform Common Third Party Representative Functions....

All Calculation Rule-Based Rates Share a Common Structure..................
Control Tables That Must Be Set Up Before Creating a Rate Schedule....
Master ConfiQUuIatioN...........ccueeiiiiiiiee e
D= il a1l To I (= To [U =T ooy VA @o o =T SRR
Y=y u Tt IO o = 1| =T o RPN
AN OVEIVIEW OFf Bill FACIOIS.......uuiiiiiiiiiieeiciit et e et e s st e e e ettt a e e st e e e saaaeeeaasab e e e e e seaeeeeansseeeeassseaenansaeeesnsnees

19



The Structure Of @ Bill FACTON......couiiiiiiiiiie e ettt e s e et sane e
An lllustration of a Bill Factor and Its Characteristics
Deriving/Passing IN CharacteriStiC VaAlUES...........ouiiiuiiieeiiiie ettt e et e e st e e e st e e e e nnnneee s
= T T = 11 = T (o] USRS
Defining Bill Factor Values.....
Rate Schedule Execution.......
Understanding Calculation Groups and Rules
About Calculation Groups @nd RUIES..........couuiiieiiiiee ettt et e s e e et e e e s sseeeeeaanaaeeeesseaeeesansaneeaans
Designing Calculation Groups and RUIES.........cooiiiiiiiiiiiee ettt s e e e e e e s bt e e e baeeeeannneeas
Analyzing Your Rates and Identifying Calculation Rules and Groups
ReUSING CalCUIALION RUIES. ... iiiiieiiiiee ittt e et e e e et e e e e a bt e e e et te e e e s anbe e e e e anbbeeeessnbaeeeeanreeas
Leveraging Eligibility Criteria to Dynamically Apply Calculation RUIES.............ccoiviiieiiiiiie e 772
Case Study: Three Sample Rates
The Big Picture of Calculation Rule Eligibility RUIES...........cccuiiiiiiiiiee et e e aee e e s 775
A Rate Component is Eligible DY DefauUll..........ccoi i e s s e e e e
Defining Logical Eligibility Criteria...................... .
Examples of Calculation Rule Eligibility Rules
Working with Calculation Groups and Rules...............
DefiNiNg CalCUIAtION GIOUPS. .. . iiiiiiieieiiiiite ettt e et e e et e e e ettt e e e aat et e e e anb et e e ssae e e e s snteeeeeannbeeeeeanbseeeesneneeeans
Searching and Maintaining CalCulation GrOUPS..........ocuuiieiiiiiieeeiiieeesste e e e sseeeessbraeeesiteeeesssaeeeessssseaessssseaessnsnn 778
Defining Calculation Line Category Types
Maintaining Calculation LINE Cat@QOry TYPES. . .uuu i uureeeiiieeeeaaittetaeesieeeesasreeeasasseraesssreresssssaeeesassseeeesssseeasssssnneeas
DefiNiNg CalCUIAtION RUIES. ........eiiieiieiee ettt e e et e e st be e e e st te e e e s anbe e e e e anbbeeeesnnbeeeeeanneeas
Searching and Maintaining Calculation Rules....
Defining Calculation Rule Eligibility Criteria.......
Creating Rate Schedules...........ccccooevvvveeiciineeennns
DefiNiNg RAte SCREUUIES. .......coo et e e e e ettt e e e st e e e e nb e e e eanbbe e e e sraeeeesnnneeas
Searching and Maintaining Rate SCREAUIES...........cccuuiiii i e e ree e s e e e e s saae e e e ssanaees
Base Package Calculation Rule Descriptions....
(0o Ty g o] o I == 1=V 4 1Y (=T TS U TSP
Calculation Rule Validation
Calculation Rules....................
Rate Check.............
About Rate Check...............
Performing a Rate Check
Viewing the ResUlts Of @ RAE CRECK..........uiiiiiiiiie et e e e e e e st e e e e naa e e e e sntaeeeeannees
Effective Dates and Price Proration
LI S SIS0 d €] - (o o TSRSt
PrOFALION FACTOIS. ...ttt ettt ettt s et e e bt e e b et e e hb e e et e e e ebb e e seb e e s be e e sbe e e sareenateas
Overriding Proration Factors..
Service Quantity Proration.....
Calculation Rule Value Proration.
Bill Factor Value Proration............ccccceeveueeiiieinnieninie e
Example of Generating Prorated Bill Calculation Lines
Seasonal Proration...........ccceeeiveeiieenieeennie e
Price Changes and Interval QUANTILIES. ..........ccuuiiieiiiiieeeiieee st e e e e e e e e s se e e e s aaeaaeeentaeeeeesseeeeaannsaeeeannneaens
Setting Up Estimated ConsSuMPLioN fOr IEEIMS.......ooiiiiiiiiiiie e et e e st e e e snbeeeeenes
Setting Up Degree Days (and Average Temperatures)
(O] T1=Te I QT gTo fo (o] 0 BV AN BT o To [ O PRSP
UK VAT OVEIVIEW. ...ttt ettt ettt ettt ettt e ket s kbt e s 2 et e e be e ek bt e oa bt e 42k e e e b e e e oh b e a2 abe £ e kb e e eabe e eabe e e abb e e nsbeeenbeeeanneeanneeanee
UK CCL Overview.........ccccecueerunee.
UK VAT and CCL Bill Examples
Billing and UK VAT......cccccviviiieniiieeenn,
EXCESS CreditsS AN0 UK VAT ... . ittt ettt ettt ettt ekt e e ab e e b e e ehb e e e abe e e ke e e sbb e e eabeeenneeanbeeanbeeenbneees

The Big PiCture Of QUOTALIONS. ... ...iiiiiiiiiee ettt e e e et e e ettt e e e s tte e e e e anbe e e e e ansbeeeessnteeeeeannteeeeannneeeens
(S T (o @ U o] - L1 To] o 0o aTod =T o ) SRR
A Quote Shows How Bill Segments Might Look...
Proposal Service Agreements Must Exist
Creating Quotes And Quote Details..........ccccccuveeerviiieeiiniiene e,
Completing A Quote Creates Quote Routings (And More)
Accepting / Declining QUOLE DELAIIS. ........ocuuiiiiiiiiiee et a e e e s eba e e e st e e e st ee e e e anreeas
Tinkering With Proposal SAs After QUOLE GENEIALION. .......c..uvieiiiiieeeiiieee e st e e e st e e e e staeeeessereeesssaeaeessnsreeeesnneees

20



Printing Quotes
Quote Routings Are Created For Each Recipient Of A Quote.............
Quote Route Types Control The Information Merged Onto Quotes
Technical Implementation Of Online Quote Display..........ccccceevvvvveennnnenn.

Technical Implementation Of Printing QUOLES 1N BAICN..........c.eeiiiiiiiiie e e e
Reproducing The QUOLE PriNt FIAt File.......coouiiiiiiiiie et e e e e e e e rtee e e s snneeeeeanns
How To Reprint A Quote (For The Original Recipients or For Someone New).............
The QUOLE EXIFACE RECOIUS. ......cciii ittt e e e e e e e e ettt e e e e e e e e e s s et b bbb e e eeeaaaeeeaaaassssssaassaaaeeeeeeesaans

V= U1 =T T o @ T} (= USRS

The Lifecycle Of A Quote And Quote Detail
(@ W] (I 1 {=T w3 Y o RS
(@ N To] (oI B T=] = T I I (=T Vo[ T RSP

Quote - MaiN........cccveeviiieeeiiiieeens
Action Buttons On Quote Main....
Quote Actions.........cccecevveeeennnnen.
QUOLE DELAI ACHIONS.....cii i ittt ettt e e e e e et e e e et e eeeeeeeeees e abbaseeeeeeaeeeesaaaasbsaaaeeeaaeeeeaaaaassssasasaeaeeaeens
0] L0 TST: RS Y AN Yo 1 (o] 1 SRR
Quote - Quote Details
(@ U To] (ST @ 10T (= = Lo 11 i o U SET

ST =T AV [T T @1 {=o [} TP PP PRSPPI

The Big Picture Of Service Credit MEMDEIrSNIP.......ccocciiieiiiiiie e
Who are the Members?... TP TURUPRPUIN

Joint Membership.......ccccccoevveeeiiciieennns e ————————

Changing the Membership ACCOUNTS. .......oiiuiiiei ittt s s e e sttt e e st e e e e snee e e e anbeeeessnbaeeesannees
Membership Application
Creation of a Membership............
LY LT T LY 6] 1T o 1= T= T PR S
Stopping a Membership vs. Inactivating @ MembBership.........coouuiioiiiiiiieie e
The Big Picture of SC EVENS.......ccccccvveeiiiiiee e
Event Amounts May Contribute to a Balance....
Events May Indicate a Fiscal Year....................
Events May INAICAtE @ SUDCAIEGOIY......cciiiuiiiiiiiiiiie ettt e et e e et e e e e bt e e s tteeeesanbteeeeaanbeeaesanneeeeens
An Event May Cause Other ACHONS 10 OCCUT........uuiiiiiiiieeeciiie e e st e e sttt e e e staeaaessteaeeessstaeeeesanseaaessssaeaesssseeesanssees
Financial Transactions for an Event
HOW EVENLS AFE CrEALEM. ... .eiiuiiiiiii ettt ettt ettt ettt e et e kbt e e bt e e be e e b et e ea b e e e ke e e aab e e sabe e e be e e ahbeeeabeeenbeeanbeeanbeeas

Events Created by an AlGOItM...... ..o e e e e e s st e e e s b e e e et eae e e s annreeeeann

Events Created as a Result of a Background Process........
Creating Pending EVENtS.........ccccoieiiiiiieeniiiiee e
Events May Be Transferred.............cccccevevivineennnns
CPCRALOC - Allocating Capital Credits..................
CPCRRETR - Capital Credit Retirement...........cccccceevvveenn.
Maintaining Service Credit Memberships and Their Events..
SerViCe Credit MEMDEISIIP. .. . .. it e et e e e et e e e e st tee e e e asteeeeaasseaaeesssseeeesanseeeeeansaaaeeensaneeean

Lifecycle Of @ MeMDEISRIP. ... et e ettt e e e et e e e st e e et e e e et e e e e anreeas

Service Credit Membership - Main

Service Credit MEmMBErSNIP = ACCOUNL..........iiiiiiiie ettt e et e e e st e e e s snbe e e e e annbeeeesanbeeeesanneees

Service Credit Membership - CharaCteriStCS...........iiuiiieiiiiiie e e e e e e e e ere e e s s e e e e saae e e e srteeeeeannsaeas

Service Credit Membership - Membership Tree....
Maintaining Service Credit Events.........

Lifecycle of a Service Credit Event....

SErVICe Credit EVENE = IMBIN......oiiiii ittt ettt e bttt et e e e b et e s hte e eabe e e abb e e aab e e e be e e sbeeesabeeebeeenaneeennes

The Big Picture Of Loans
LOANS AIE SEIVICE AQIEEIMENTS. ....ciutiiiiii ittt ettt ettt e ettt b e e bt e e b et e s s et e et e e e s tr e e se bt e s be e e e be e e ssb e e s beeenbneeseneeeanes
(0T L I L0 (T (=S O o o SRR
Loan Amortization Schedules..........c.ccccovvviiiniiiiiiiniienne
Negative AMOTtIZAtiON.........eiiiiiiieeeciiie e ciee et e e e e e e e e e see e e s snbe e e e snaeees

LOAN OVEIPAYMENTS.....iiiiiiiiiiiiiie ittt
I LT (=Yoo LT @ ) N I - Vo USSR
[ TaE= 4] g lo I Y g To @3 (o X< T g T N o =1 o PRSP
Navigating To The Loan MaiNtENaNCE PaAgE..........cciiuiiiiiiiiieeeiiiie e st e e s see e e st ea e s srtaeeeasnsseeeeassaaeeeessseeeessssaeeeanns

21



HOW TO Start A LOAN SEIVICE AQIEEIMENT.....ciuuiiitititit ettt ettt sttt s e e e b e e st e e e sbee s nbneeneneesanes 871
How To Modify The TErMS OF A LOAN........ccciiiiiee it ettt e e st e e e eieee e s aaraaaessstaeaesstaeeeesassaeeeaasseeeesssseeeesasssneeeanns
How To Adjust Loans........ccccccevvvviieeeennnnnenn.
How To Stop A Loan Service Agreement
Non-Billed BUdgets.........cueveviiieeiiiiiiiieeiiiiee e

The Big Picture Of NON-Billed BUAQELS.........coiiiiiiiieiiiiiie ettt ettt e st e s e e e et e e e e saaaeeesssbaaaessntaeeessnsaaeeeaannseaesnnnes
NON-Billed BUdget SErviCe AQIEEIMENTS. ... ..uiiieiiiiieeeiiiee ettt e ettt e e e ettt e e s sttt e e s sae e e e aastreeesastaeeesanseeeeeaanseeeesansaeeesan
Which SAs Are Covered By A Non-Billed Budget?...........
Non-Billed Budgets Versus Other Plans FOr PAYMENt..........ooiuiiiiiiiiiieiiiiiee et ssiiee et e e s e e s e s snreeeesnees
There Are TWo Types Of NON-Billed BUAGELS. .......cuuiiieiiiiie e ciiiee e criie et e e e e re e e e s teae e e s b e e e e sstaeeeessssaeeesasneeeeanes
Navigating To The Non-Billed Budget Maintenance Page.
Recommending Scheduled Payments

Maintaining Non-Billed Budgets
Non-Billed Budget - Main..............
Non-Billed Budget - History.............

How To Start A Non-Billed Budget Service Agreement
How To Cancel / Stop NON-Billed BUAQEL SAS......ccoiiuiiiieiiiiiee ettt e ettt e sttt e et a e e st e e e e ssstaeeeasssaeeeesseaeeeaanseeeeaans
How To Renew Non-Billed Budgets
How To Set Up Automatic Payment For A Non-Billed BUAQEL..........coccuuiieiiiiiiie e 879
CASE MBNAGEIMIENT. ......ei ittt h et s h bt e ettt e bb e oa bt e e bt e ek et e e bbb e e e b e e ek bt e e s b e e e b et e be e e nbn e e et e e e enb e e st e b s
Background Topics..
Case Type.........
Creating Cases....
[ To [ ) (0] 11 T 1T o 1 PSPPSR
F (=T £SO TP T R UUPR PP
To Do's and Cases
(R U] o101 £ TR TS U PP PPPPRPPPIRE
(V= U L=Vl T o = L= PR SPPPRRIN
Case - Main
Case - Log.......ccueenne
Premise Management
OVEBIVIBW....c ettt ettt b e e bt et e ket ek bt e oo b et e b st a4 h e e e £ b et e b et e oa bt e e bt e e b et e eh e et e R e e e R bt e e bt e e e e n et
(D) T [ o =10 T EST= I o 1T Vo] o YOS
Manage Premises for a Landlord
Manage GrOUPS Of PrEIMISES. ......ccciiiiiiieiiiiiee ettt e e ettt e s st e e e e et e e e s sstae e e e s saeeeeaassataesassaeeeesassaeeeaansseeaeassseeessnsnnneanns
Premise ManagemMENTt PAgE........cc.ui ittt ettt bt st e bt bttt s bt
Start Service.........cccevveeenen.
Stop Service
Assign Parent Premise.....
Remove Parent Premise........
Assign Landlord......
Remove Landlord
Umbrella Agreement Management
Overview Of Umbrella Agreement & TermMS Of SEIVICE.......c.uuiiiiiiiiieiiiiie et e et e e st e e s snneeeeeees
TOS Covered ENtities........cooveeiieeriiieniieeieeiee e
Rate Terms Overridden By Terms Of Service
Rate Schedule OVEITIAE DY TOS.. ... i iiiiie ettt s st s e e e s e e e e st eeeaasaaa e e e e seaeeeessseeeeeassseaeesnsaneesansnees
Override Of Other Rate Terms By TOS......
Umbrella Agreement Renewal............ccccveeviiieeeviiieneenne
Umbrella Agreement Renewal Background Process...
Umbrella AQreemMENtS & PrOPOSAIS. ....c.ciiuiiieiiiiiie e ettt e ettt e e et e e s st e e e st e e e s asaaaeaesttaeeeasssaeeeaaassseaeaassaeaessnsseeeesnnsees
Additional Umbrella AQree@mENt TOPICS. ... ..ueeiiiuuiieeiiiiiie ettt e e ettt e e sttt e e s st ee e e e ssste et e s anbeeeessbeeeesanseeeeeaansreeesannneeeesaneees
Umbrella Agreement Alerts
Orders ANd UmDBrella AQrEEIMENTS........ooiiiiiiiie ettt et e e sttt e e e st e e e ab bt e e s ssteeeessnseeeeeaanbeeeeeanseeeessneneeeaas
(O] o] =1 - WA [=T=T g LT o =T o o] o SRR SR
Umbrella Agreement Maintenance.........
Lifecycle Of An Umbrella Agreement
Umbrella Agreement - Main................
Umbrella AQreemMENT - CONTACES........ciiiiuiieeeiiiiiee ettt e eattee e e sttt taesstaeeesssaeeeaaassetaeeassseeesasaaeeeaassseeeeassseaessnssanessassees
Umbrella AQreement - CharaCleriStCS. .. ...iuuuiiiiiiiiiie ettt e s e e st e e s st e e e s bte e e e e annreeeeenreeeens
TErms Of SEIVICE MAINTENANCE. .......eiiiiiiiiiie ittt ettt ettt e tb e e e bt e e bt e e be e e shbe e s abeeebbeeambeeabeeeabeeessbeeenbeeennneenane

22



LifECYCIE Of TEIMS Of SEIVICE. ... cceiiiiiiee ettt et s bt e e ettt e e e aa et e e e ab et e e e entaeeeesanbeeeeeanbeeaesantaeeeean 895
Terms Of Service - Main
TEIMS OF SEIVICE - SAS....oiiiiiiitit ettt b et h et ettt e ket e e b bt e s bt e e be e e e bn e e s te e e br e e naneenanes
Overdue FINANCIAl ODIIGALIONS. .......cciiiiieiiiiie ettt e e et e e e sae e e e st eaeasstaeeeessteeeeeassseeeeaasssaaessssseeeeaasseeeesansaeaesssseeanas
Overdue Processing Background Information.......................
Overdue Process Maintenance
Overdue Process - Main.........cccceevveerivieniniciiinenieenne
OVEIAUE PrOCESS = EVENES....cciuiiiieiiiiiie e iitiite e e sttt e e ettt e e e st e e e aaaae e e e e sstaeaeeesstaeeeaanssaeeeasseeaeesssseeeesansneeeeannsaaaesnnsaneenan
(@Y= (o [T o o o S X o To PSR SRN
How To Perform Common Overdue Process Functions
How To Create An Overdue Process
HOW TO Change OVEIAUE EVENTS.......cccuuiieiiiiiieeiiiieeeeeiiee e e sieeeeessteeeeesateaaesttaeeeaassseeeaassaeaeasssaeeesanssneeeanssseaeannes
How To Cancel An Overdue Process
CUL PrOCESS MAINTENANCE. ... .eceiiiiieeiitieeeesittteeeetteee e st teeeeaaareeeesseeeeesassaeeeaasseeaeaasssaeesassaeeeeaassaeeeaansseaassnsseneesassnneeanns
CUL PIOCESS = IMBIN...cuiiiiiiiii ittt ettt ettt e ket e s bt e s bt e e be e e ea bt e et et e sbb e e sab e e s be e e e bneesaneeebne et
Cut ProCess - EVENLS.......ciiiiiiiiiiiiiiiiiieiceee e
How To Perform Common Cut Process Functions..
How To Create A Cut Process...........coeeeuvvvnenes
[ (oY o I O g T To T @AW =T o (PP
HOW TO CANCEl A CUL PIrOCESS. .. uiiiiiiiiiieiiiii e e ettt e sttt e et e e e st e e e st e e e s asaeeaeeastaeaeesstaeeeeanssaaeeaasseeaeeansaneeeaseees
Payment Arrangement for BillS..........ccccociveeniieennn.
How To Set Up A Payment Arrangement
How To Add Additional Debt To A Payment ArrangeMENT.........ccuuieeiiiiieeeiiiieeeseieeeeesiiee e e s siieeeessieeeeessnreeaessneeeeees 909
How To Break A Payment Arrangement.........cccceeecvveeeeiiineneenns
How To Cancel A Payment Arrangement
Rebate Claims..........cccovveeiiiiiieiriee e
Rebate Claim QUETY POITAL........coouiiiiiiiiiiee ettt e s e e e ettt e e s an bt e e e e e st et e e aasbbe e e e s tteeeesanseeeeeannbeeeesnnteeeenan
REDALE ClAIM POITAL ... ..ciiiieeeeiiiiie et et e e sttt e e e st e e e e e tteeeeaasaeaaeessseeae e e steeeesansseaeeanssaeaeeansaeeesassneeeannssaaenansen
Rebate Claim Zone
REDALE ClAIM STALUS. ... .uiiieiiiiiee ettt et e st e e e et e e e et eeesteeeeesasseeeeeansteeaeasstaeeeeansseeeeaansseeessnssneeeanssnneeanns
REDALE ClAIM ACHONS......eitiieiiie ittt bttt b et ekt e s bt e e b et e aae e e st et e be e e nbneenaneeeanneenane
Editing Rebate Claims.....
Verifying Rebate Claims......
Approving Rebate Claims...
REJECHING REDALIE CIAUIMS. .....eiiiiiiiiie ittt e et e e ettt e e e e bt e e e bte e e e s anbeeeeeanbeeeeenbeeeeesntaeeeeannneeas
Noting Issues Related t0 @ REDAtE ClaiM..........iiiiiiiiieiiiiee e e e e e sre e e e s e e e e snraeaessraneeeaas 913
Canceling Rebate Claims
WX (o o =T o = (I O F= 1o USSR
ReDAte ClaIM LINE ZOMNE.......citiiiiiiiiieee ettt e et b e ettt et etk et e sab e e s bt e e ebr e e abe e e beeeninee e
Adding Rebate Claim Lines...
Deleting Rebate Claim Lines.
Editing Rebate Claim Lines.......
Verifying Rebate Claim Lines....
Rebate Claim Log Zone..........cccceevvevveennne
Adding Rebate Claim Log Entries
(@) 013 210 1T o= L1 =SSP
DIBVICE EVENTS.....c..eiiiiiie ittt ettt h ettt et ekt e e bt e e bt e e ket e s a bt e e b et e e Rt e e bt e e et e b et s e et n e
About Device Events
PrOCESSING DEVICE EVENLS.....iiuiiiiieiiiiiieeeiiiee ettt ettt e et e e ettt e e e ettt e e e sa e e e e sntte e e e sste e e e e annbeeeeensteeeesantaeeeeannseeeennes
2 1711 TSRS
About Activities...........cceeue
Maintaining Activities
Communications..........c..c.cuee.e
About Communication Out
ADOUL COMMUINICATION [N..iitiiiitiiiiiti ettt sttt e bt e s st e ot e e e ket e s eb e e s b e e e abs e e sabe e ebe e e nbneenineenas
Maintaining Communications
(0] ] o1 1=3 1 o] g T V=T o | PRSPPI
ADOUL COMPIELION EVENES....cciiiiiiiiiiiiie e et e e ettt e ettt e e e st e e e s tte e e e e ssaeeeeeasabaeaesstaeeessssaeeeeaassseaeaassesaeessssneeeannsnneenanns
Maintaining Completion Events....
Notification SUPPreSSIONS........ccccvvvveeriiveeeiiiiieeeennns
About Device Event Notification Suppressions..
Maintaining NOtIfiCAtION SUPPIESSIONS. ......icuviiieiitiiee e ettt e e e sttt e e e e e e s st e e e s staeeeeaasbaeaeaastaeaaeassaeeesassseeeeasseeaessnseneennn
1= | = o] 0 RS OPUPPRRRNS
[ TO I QLTI - Vo 1P

23



ADOUL BUSINESS FIAGS. ... eetiiiiiiiie ettt s e e e sttt e e ettt e e e s te e e e e aas bt e e e ensbeeeesanteeeeeanneeeesanbneeeennees
Maintaining Business Flags
Oracle UtilitiesS ANAIYEICS INSIGNTS......coiiiiiiiiiiiiee et e et e e s st e e e e bt et e e s arteeeesanseeeeeaannreeeeanneeeeens 924
Using the Meter Insights INVESHJAtiON VIBWET ..........uiiiiiiiieeiciiie et e ettt e st e e e sre e e e stae e e e s snbeaaeesnsaeaesssneeeesnnnneas 924
AQOregatioNS. ......cocuviieeiiiiiee et
Standard Aggregations.....
About Aggregations..........
Creating Aggregators
BaSE PrOGUCT AQQIEOAIOIS. ... .eiiiitieitit ettt ettt ettt sttt ettt ekt sh bt e s b e e e abe e e abb e e et et ek e e e sab e e sane e e abr e e asneeabeeenbneene
Maintaining Aggregations....
[V g T= g T (ol AN o (=T F= L1 o o P PR SOPPRR
DyNamiC AQQregation OVEIVIEW..........cciuueieeiiuieieeasitieeaessieeeesateeeeaaasseeaessstsaeeeasssaeeeaaasseaaeasssssaesssseeeesassseeeessssesessnens
Understanding Dynamic Aggregation Execution
Dynamic AQQregation PrOCESSING........ciiiuueieiiiiieeeiittteessteeeeartaeeeastaeeaeattaeeeaasseeeeaasseteeaasseeeesansseeeeaasssseeesnssneees
LY SISO LAY o =T T LT L3PPSR
Aggregation Measuring Components..............
About Aggregation Measuring Components
Maintaining Aggregation Measuring Components
Master Data Synchronization
(@01 = To T IR (o] 12 4 1Y/ Lo -SRI
About Outage Storm Mode
ReVIEWING WiIdESPIrEAU OULAGES. ... ueeeiiiiieeeiiiiiieeeiiiteeeestteeeesstaeeeessateeaessstaeeeaasteeeeaassseaesasssaeeeasssaseeaassesaeanssseeessssneeenns
DASHDOAITS. ...ttt b a e bt e e E e e e bt e R e e e e et e b et e ne e nn e e s e ar et
About Dashboards...........ccccocoiviiiiiiiiiice
Using the Customer Operational Dashboard
Using the Meter Operational Dashboard..................
Using the Service Order Operational Dashboard
Using the Service Order Trends Dashboard
Totals and Trends
PrOCESSING STALISTICS. .. ieiuttieeeiiiiieeistii e e e sttt e e ettt e s st e e e e s aaaeeaeassteeeeeasseeeeeasseeeeassseeeeassseeeeassseeeaanssaaaeenssaeeeenssaneeennnseeas
ADOUL ProCESSING STALISTICS. .....vteiiiiiiiiee et ee ettt e e e et e e ettt e e s sttt e e ss et e e e annb e e e s enbbeeeesanbeeeeaannseeaennnes
About Head-End System Processing Statistics.....
Consumption StatiStiCS........ccvveerriieeeeiiiieee e
Time Zone Support.......cccceeveuvnennn.
Daylight SAVINGS TIME SUPPOI. ......eieieiiitee ettt ee e ettt e e st e e e ettt e e ettt e e s enteeeeeaneeeeesannbeeeesnsteeeesanseeeeeannneeeas
L] LT o LT T LN oY g TSRS U o] o Lo o RSP USSN
Service Issue Monitors
ADOUL SEIVICE ISSUE IMONITOIS......eiiitiiiieie ittt ettt ettt ettt b e hb e e e abe e ekt e e e b bt e eab e e ek e e e asbeeembe e e beeenbbeesnbeeenneeanneeanee
ADOUL SErVICe INVESHGALIVE OFUEIS. .. .ceiiiiiiiie ettt et e sttt e e s sttt e e s anbe e e e s sntteeeeanbeeeeeanbbeeeennraeeeeannneeas
Oracle Utilities Rate Cloud Service
OVEIVIEW.....eiiiiiiriiceiiicsree e
Setting Up Rates with Oracle Utilities Rate Cloud Service............ccccoeeennee et e e e e a———a 955
Using Rate Check with Oracle Utilities Rate Cloud Service. e e 955
Oracle Utilities BilliNg ClIOUA SEIVICE. ......cccuuuieeiiiiieeeiiiee e eetiee e e st e e s etae e e e st aaesstaeeessssseeeesassaeeessnssaeeessssneeeanns ... 956
OVEBIVIBW. ...ttt ettt b e e h bt e ekt o kbt 4o bt e b s e 44 h et e oAt et £ kst eoh bt 4o b et e b et e e bR et e e e e R bt e e bt e e e e e na e 956
Billing Cloud Service FUNCHONEAI AFBAS.........ccciiiuiiieeiiiiieeeiieeeeeseeeeaateea e e ttreeesssaeeeeaaasseeaeaasseeeesssseeeesansseeeeanssesanssnees 956
DAt ACCESS RESIICHONS. ... .eeiutiiititeitit ettt ettt e bt e e et e e b et ek et e sh et e s st e e e b bt e eab e e et et e ket e sbn e e san e e e anneesnneeanne
Using Data Access Restrictions.
B IO T B o N o o o] 2] oo RSO PRPTI
UNderstanding TO DO PrOCESSING. .....ccuuuteeiitreeeeeieteesatteeeasettteaeestaeeeaassseeeeaassaaaeessteeeeeaassaseeaassesessnssseeesssssseeesnsssneeannes 958
TO DO ROIE.....coiiiiiiiiiiiicc e
To Do Priority....
Work Distribution
A USEI'S CUIMENT TO D0..iiiiiiieiiiieee ettt ettt e e et e e e st e e e e e st e e e s bt e e e e sk ee et e e s b e e e e e enn e e e e e nsnneeesnannes 960
TO DO CRAIACTEIISTICS. ...eeiuvieeiitecitee ettt ettt e bt e e b bt e ettt e b et e sk bt e s ab et e b st e ebb e e e sbe e e nbn e e seb e e saneeennneenane
Related To Do Entries..
(7] ] 1= (=T AN o T o TSP
[ IoTo Tl = 011V A= o PP P PP
Managing To Do Entries..
To Do Management.........cccooeeeeeeieieeens
To Do Supervisor Functions...............
Supervisor To Do Summary
SUPEIVISOI USEI SUMIMAIY.......viiitiiiititeeiite ettt ettt e bttt sat e te e e be e s et e s bt e e sbe e e s ae e e e abe e e kb e e sab e e s be e e abeeessreentneenans
SUPEIVISOr TO DO ASSIGNMENT. ....eeeiiiiiiieieiiiee e ettt e e e eae e e e st eaeasteeeeeesttaeeeaassaaaaeaasssaeesssteeeeeansseeeeaansssaaessseeeesaseees 967

24



TO DO LISt FUNCHIONS. ...ttt ettt ettt b et s b et e e bt e e b bt e ebb e e e b et e ket e s bn e e nabeeeaneeeaaneeas 968

To Do Summary

TO DO LIST. ettt ettt b R et b et R bt e e b et n e e r e e s nr e e nnn e

LI T B Lo I =l 11 OO T PP URPPPPPPPNY

Adding a Manual To Do Entry..

To Do Search......ccccceeviieniirinncene

To Do Dashboard
(] 010 4 K T OO PP TP TR TP
F Y oo 101 R =T o T £ PSP TPR

Running Oracle Utilities Meter Data Management REPOIS. ........cccuuiieiiiiieeiiiiieeeesiireeesiereessseeeeeasssseeeesssaneeesssaneeeaas 974

25



Chapter 1

Business User Guide

Customer to Meter Overview

Oracle Utilities Customer to Meter is a next generation customer service and billing application that incorporates a modern
meter data management system. This system is designed to scale with mass smart meter volumes while handling the
complexity associated with a utility’s processes across multiple types of service, operating divisions, and jurisdictions. The
new application components allow for traditional scalar meter functionality that is equivalent to prior versions of Oracle
Utilities Customer Care and Billing; so, it can accommodate the many types of utility environments, and evolve with the
business to include more advanced digital requirements.

Theroles for each application areain are defined as follows:

measurement data
management

Oracle Utilities C2M o g DSMILERGH

Customer Service

and Call Center =~
~ Advanced pre-billing

<1115 A— calculations
i Usage and event data
Revenue =~ loads and commands
Management

"~ Field work orchestration

The application components have internal integration for master, admin, and transactional data. The primary transactions
between them are for bill determinant processing with MDM and service order processing with SOM. These transactional
processes can be initiated by the CCB solution, or from other external systems.
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Usage Requests

Bill Determinants

Customer Account
MDM
Master Data | e

Usage Data Repository

Rates and Billing

Admin Data

Payments Interval Data Calculations

=]
som(§)
Credit & Collection SGG "
...'-..- Single engine for
customer service orders

Commands to Head-ends T r s ol T

Service Orders SGG commands
Request / Completion Usage & Events
loaded & normalized

In addition, Oracle Utilities Customer To Meter can also include asset management functionality via Oracle Utilities
Operationa Device Management which provides the ability to handle large volumes of assets and to manage the receipt,
installation, maintenance, tracking and removal of those assets.

Oracle Utilities Customer Care and Billing Overview

Oracle Utilities Customer Care and Billing (CCB) manages customer information and processes associated with the
customer lifecycle including:

» Salesand marketing, and program management.

 Customer information for residential, commercial, and industrial customers; including, complex premise management,
umbrella agreements, and quotations proposals.

« Starting and stopping service; including, order entry for eligible products and services.

» Customer care interactions for inbound communications (such as phone calls), outbound communications (such as letters
or notifications), and case management (configurable customer processes).

» Advanced rating rules.
» Financial management for billing, budget plans, deposits, loans, and payment processing (including cashiering portals).
* Credit and collection for overdue receivables management.

Oracle Utilities Customer Care and Billing acts as a detailed sub ledger for accounts receivables with the ability to

send resultsto ageneral ledger. It also provides a Control Central portal that increases productivity by providing a
comprehensive view of the customer and their related account information so that most questions can be quickly answered
without having to navigate through the system.
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Oracle Utilities Meter Data Management Overview

Oracle Utilities Meter Data Management (MDM) acts as a consolidated usage measurement data repository with advanced
validation, editing, and estimation (VEE) rules. These rules ensure accuracy and measurement compliance that is associated
with advanced metering infrastructure (AMI), traditional one-way meters, and arich usage calculation rules engine.

The following lists the most crucial business processes that are enabled within this system:

» Defining devices; such as, meters at customer locations, device configurations for measurement collection and command
execution, customer service points, and effective device installations.

» Loading scalar readings, interval data, and events data from a Head End system or other source.
» Automatic validating, editing, and estimating (VEE) measurement data
» Robust editing capabilities for scalar readings and interval measurement data

» Calculating and publishing bill determinants and other transactions from measurement data. This datais then used
in external systems; such as, hilling, and pricing. It can also be applied to aggregation for settlement, load research,
forecasting, and revenue management.

» Service Issue Monitor configurable process to identify and correct devices that may have operating issues.

The system has a 360 Degree View device portal that provides advanced navigation and operational analytics to improve
operational efficiency. It isdesigned for handling large volumes of meter/device datato enable increased accuracy,
flexibility, and scalability.

Oracle Utilities Smart Grid Gateway Overview

Oracle Utilities Smart Grid Gateway (SGG) is designed as a messaging broker to communicate with meters and other
devices using a common interface. This allows the system to hide much of the background complexity that can occur when
multiple head end or meter data collection systems are used.

SGG functionality covers the following types of standardized processing.
» Loading usage and event data records that are collected on a frequent basis.

» Providing normalized raw data to other applications that require information with the ability to filter based on
requirements.

» Standardizing command and control use cases; such as, turning a meter device on or off, checking the current status of a
device, and requesting a measurement on-demand via el ectronic messages to the corresponding head end system.

+ Centralizing command and data exceptions with the ability to automate retry processing.

SGG delivers pre-built adapters that support integrations to leading metering technology vendors. It also provides an
Adapter Development Kit (ADK) to easily integrate with other sources. The system can provide a single auditable link to
devices across all systems, simplify integrating with other utilities applications, and allowing normalized protocols and data
types. The platform can expand to allow other types of device and customer communications, beyond meters; or other types
of distribution and network devices that are upstream from the metering technology.

Oracle Utilities Service Order Management Overview

Oracle Utilities Service Order Management (SOM) delivers a new approach to handling the most common customer service
order use cases for smart metering technology and traditional metering. Rather than generating specific field activity tasks,
Oracle Utilities CCB triggersfield activity requests that are based on the classic customer scenarios:. start service, stop
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service, disconnect for non-payment, reconnect service, etc.. Oracle Utilities SOM receives these requests and determines
whether the installed device technology can support electronic commands (sending messages via Oracle Utilities SGG), or
not (meaning that afield visit is required to compl ete necessary tasks). Some situations may also require both automated
and manual activities to occur, and in a specific sequence; such as, first replacing an old meter with a smart meter through a
field visit, then sending a series of Oracle Utilities SGG messages to the new meter.

Oracle Utilities SOM continually monitors and initiates activities to get the service point, device, and completion fully
processed; this includes obtaining supporting data, such as measurements needed for billing, in a manner that is appropriate
for the associated meter’ s technology. As more smart devices are installed in the field, Oracle Utilities SOM provides
increased savings by reducing field visits, and using more electronic messaging that take care of logic and error handling.

In addition to being initiated by the customer system, service order requests can aso be initiated by other systems; for
example,

» Oracle Utilities Meter Data Management might detect service issue through its monitoring processes
» Oracle DataRaker’ s advanced analytics might detect patterns with the meter, device, or customer behavior.

» Oracle Utilities Operational Device Management (ODM) might trigger operational processes; such as, periodic device
testing or configuration parameter updates.

It iscritical for customer service business processes to see al types of requests that are initiated by other systems and their
current execution status. SOM assumes that a mobile workforce system isin use. These systems provide severa important
functions: they remove the need for printed service orders, handle the assignment and scheduling of work to crews, and
provide appointment booking services.

Oracle Utilities Operational Device Management Overview

Oracle Utilities Operational Device Management provides functionality to handle large volumes of assets and to manage the
receipt, installation, maintenance, tracking and removal of those assets.

The system supports the following business processes:

» Capturing device attributes and supporting any type of device

 Supporting integration with other utility applications requiring device information and configuration

» Supporting detailed smart device attributes

» Supporting detailed location management and tracking of individual devices throughout their lifecycle

» Capturing device configurations and settings

« Managing configuration between devices, components and software

» Tracking firmware and firmware versions on smart devices

User Interface Standard Features

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

Page Components

Oracle Utilities Application Framework screens are comprised of the following main areas:
1. The Application Toolbar

2. ThePageTitle Area

3. The Object Display Area
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4. The Dashboard Area

= Orache Litilities Application Framework
0O 8 <« r B | Q

r‘-.ll' T P A _\-‘ -

witth Language
oo
( By Tor Do Rodes AccHss Sacusity [

Current To Do ~

| Asaign me a To Do ]

Favorite Links ~ ’ o

Favorite Scripts  Seanch [ A
To Do Semmary ”
. 7 5 - A
Keyboard Shortcuts Description
At +[ Moves the cursor focus to the next main page component based on the
standard browser keyboard navigation "order".
Shi ft +Alt +[ Moves the cursor focus to the previous main page component based

on the standard browser keyboard navigation "order".

NOTE: Thelook and feel of the application may be modified after the product isinstalled. 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
areawhen applicable.

The Application Toolbar

This section describes the features available on the application toolbar.

Home Icon

Click the Homeicon, , on the Application Toolbar to open your home page. Y our home page is defined in User
Preferences.

Keyboard Shortcut Alternate Shortcut

At +0 Al 't +Shi ft +O

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

The Menu icon, o , isavailable in the application toolbar to help you navigate to the different pages of the system. Y ou
only see the menu items that you have security access for.

Keyboard Shortcut
Crl+Al t+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.

= @, = @ Q Search Menu
Dashboards 3 W
Integration P | Business Flag 4
Market Transaction Management P | JMS Message Browser

: ToDo P | Outbound Message
Tools [

My Preferences

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.

= ﬁ_il e @ Q Search Menu

Dashboards

» EIER
Integration P | Business Flag P | Search
Market Transaction Management P | JMS Message Browser Add
: To Do P | Outhound Message
Tools 3

My Preferences

Users may also opt to use Menu Item Search to find a page.
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Admin Menu

The Admin menu icon, Jisavailable in the application toolbar to help you navigate to the different pages of the
system. Y ou only see the menu items that you have security access for. If you don't have security access to any of the
entries in this menu, then the whole menu is suppressed.

Keyboard Shortcut

Crl+Alt +A

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

Clicking the Admin icon 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.

g — @ Q Search Menu

Analytics Configuration P | Ana lytics Table »
Database P | Bucket Configuration 3
General P | Calendar and Time Dimensions
Geographic P | Characteristic Mapping 3
Implementation Tools P | cube Type 3
Integration »

Market Transaction Management P

Reporting »

Security »

System »

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 found in the al phabetic | etter that isthe 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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g = @ Q Search Menu

Anabytics Configuration P | Analytics Table P | Search 1
Database P | Bucket Configuration P | add

General P | Calendar and Time Dimensions

Geographic P | Characteristic Mapping »

Implementation Tools P | CubeType .3

Integration »

Market Transaction Management P

Reporting »

Security »

System »

Users may also opt to use the Menu Item Search to find a page.

Back and Forward Arrows

« -

The back and forward arrows, , in the application toolbar allow you to navigate between the most recently
viewed pages.

Back
Click the Back arrow to open the previously visited page.

Keyboard Shortcut

At +B

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

Keyboard Shortcut

Alt+G

The back and forwar d arrows are enabled in the 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,
apage may not appear asit did when you left it.

History Icon

L
Click the History icon, , to display alist of previously visited pages. When you click on an entry in thelist to return
to an earlier page, al items above the selected page are removed from the list.
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@ ‘ Q Search Menu
| Extendable Lookup —
Extendable Lookup Query
Characteristic Type Query
User
The back and forward arrows, aswell asthe 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
visiblein the History dropdown.

@ |Q Search Menu

Inbound Web Service: Common Business Insights

Inbound Web Service Query

Keyboard Shortcut

Crl+Alt +H

Search

The toolbar Search field and search icon provide the ability to search for specific menu items or, depending on your
product, certain business entities.

Menu Item Search

This search allows 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 or script. Enter your search text starting with aslash
"[" to indicate that the search is confined to menu items.

Keyboard shortcut:

Keyboard Shortcut

Al't+F1

Q Search Menu

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

Bucket Configuration

Add Bucket Configuration

Feature Configuration

Add Feature Configuration

Master Configuration
Maintenance Object Configuration

Market Configuration

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.

Unified Search

If your product has implemented unified search, you may use the toolbar search box to search for business entities. The
unified search feature is a simplified version of your product’ s main search that allows you to lookup up records using free
form text without leaving your current page. For more complex queries, use the link provided as part of the search box to
navigate to your product's advanced search portal.

Q aetianeed Seare

The type of business entities you may query and the filters you may use depend on the specific unified search
implementation of your product. For example, if your product supports a search for customers based on their name or
address, you may typein part of aname or an address to find matching results. If aunified search option is not configured
for your product or you do not have security access to use it then the search box may only be used for searching for menu
items.

To search for business entities, you may enter your search criteriain the following ways:

» Typeinyour search text in free form. For example, if your product's unified search option supports a search for
customers by name or address, the text you enter may be considered as part of a name or an address.

» Depending on your product's unified search configuration, you may use specific hintsto explicitly identify your filtering
criteria. For example, an address filter may be associated with the hint name "ad:" allowing you to be more explicit and
enter "ad: main" to find records by their address.

» You may use freeform text or hints but not both.

Asyou typein your text, the application attempts to find matching records and presents the top most results for your review.
Y ou may select arecord from the results list to navigate to the corresponding portal .

Refer to your specific product documentation for more information about your product's unified search features.
Refer to Understanding Unified Search to better understand unified search configuration.
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Help Menu

The Help menu is available in the application toolbar to provide access to the following product support options. Open the
menu by clicking the Help icon

Help

Select the Help entry in the menu to open context-sensitive help information in a new browser window. Alternatively, use
the following shortcut key to launch online help directly.

Keyboard shortcut:

Keyboard Shortcut

Alt+F1

Prepare Issue Details

Select the Prepar e I ssue Details entry in the menu to launch a script to capture details of an error that needs to be reported.
Refer to Prepare Issue Details for more information on this option.

About

Select the About entry in the menu to display awindow that describes the current release information for your version of
your product.

The about window shows a variety of information including:
e Theloggedinuser ID

» Thelist of productsinstalled 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 till visible on the installation record).

User Menu

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

the User icon

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

Preferences

Select the Prefer ences entry in the menu to view or modify your settings in aform that appearsin the Main tab in the
object display area. Alternatively, use the following shortcut key to access preferences directly.

Keyboard Shortcut

Crl +Al t +P

Refer to User Preferences for more information.
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Switch Ul View

Select the Switch Ul View entry in the menu to change the user experience from the current system default to the prior user
experience or from the prior user experience to the current version. This option is only available for users that have access
to the FLUIVIEW application service.

Logout

Select the L ogout entry in the 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. Alternatively, use the following shortcut key to
logout.

Keyboard Shortcut

Crl+At+L

Page Title Area

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

For certain pagesin 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. Thisinformation isonly visibleif the portal has been configured to display the primary
key’sinformation 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 aninformation string islong 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.

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.
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Bookmark Button

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

Keyboard Shortcut
Crl+Alt+B

NOTE: Secured. Thisbutton is secured using the application service F1-BOOKMARKS. 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 isvisible in the
Bookmarks Zone, allowing you to return to this page with this context loaded with one click.

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

Y ou 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 I[ MNext Item ]

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

» You access afixed page, meaning that it is not portal -based.

* You use asearch page to display an item.

o There are multiple itemsin the search results list below or above the selected item.

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

 Smith, Peter

e Smith, Zane

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

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

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 reguires confirmation during a duplication reguest. 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 usersin the origina 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 areon aporta 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 isrelated 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
deleteit. If, for example, you attempt to delete a user, the system ensures this user has not been referenced in a user group or
onaToDo.

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.

0= 2 « 9 (Q
- THES | N . T TS W T . - LA R -
ﬁh?&-&""ﬂ‘!ﬂ { Bookmark | I Mext Item l | Duplicate | 1 Delete | [ Clear

 Portal-based pages display the Delete button in the object-related map.
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Migration Reguest: Framework Configuration, Group [ add ][ search || Bookmark | [ metresn |

Main
e —
Migration Request BqE ~
Main 2 Record Actions @
Fl-FramewerkCanfig [ Edit ][ Delete ][ Duplicate H Export ]

Framework I’_ol'l-g-,:al.lpn

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

‘

Phone Type Description Phone Number Format Algorithm
+ | [ | " susn * Business Phone &  North American phone format ~
+ | W | " camp * Campus Phone & | 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 del ete the offending object.

Clear Button

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

Keyboard Shortcut
Crl+Al t+C

Save Button

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

Save

Keyboard Shortcut Alternate Shortcut
Alt+S Al t+Shift+S

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

The button does not appear unless:
» You enter apage 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).
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Refresh Button
Click the Refresh button to rel oad the values on the page with those from the database.

CAUTION: All unsaved changes are discarded.

Keyboard Shortcut
Al t+R

Object Display Area

The Object Display Area contains the details of the object(s) currently being viewed or maintained. For example, if you
display aportal, 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 apage in the application includes a lot of information, the page may be implemented with vertical scrolling to allow
the user to view al the information. Or alternatively, the page may be implemented with several tabs, alowing the user

to navigate between tabs to view or update information. The following image is a section of the User page showing the
multiple tabs.

user Bookmark |l Duplicate || Delete |l Clear

Main To Do Roles Access Security Partal Preferences Bookmarks Favarite Links Favarite Scripts Characteristics Miscellaneous

SYSUSER ChaTee Frameviork

" SYsusER
i System = : 1 Enable =
i English

i English ~

| MNORTHAM Morth America avarites Brofile User
Figure 1: Multiple Tabs Example

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 Links tab, the contents of the page show the favorite links configured for the user.
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User Bookmark ]l Duplicate JI Delete ]I Clear I

Main Ta Do Raoles Access Security Portal Preferences Bookmarks Favorite Links Favorite Scripts Characteristics Miscellaneous
—
" SyYSUSER cwmer  Framework
Saquence Mavigation Option Security Atcess
10 " CID0DO000EA 1 To Do Role +
0 | CI0D0ODD0HR ) Usér Group + | Yes

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

NOTE: Hot key options. Rather than clicking on atab, 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 + anumber 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 Links tab will be displayed. Al t +0 may be
used to navigate to the tenth tab. If there are more than 10 tabs on a page, you must use the mouse or F2 / Shi f t +F2 to
display additional tabs. Note that the numeric keypad on your keyboard cannot be used to implement this function.

NOTE: Returningto a pagethat contains multiple tabs. If you return to a page (by clicking the Back arrow or the
History icon), 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

Thefollowing is an example of a basic text box:

If the text box isalargefield, 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 algerithm creates a To Do entry &

The To Do Type is set as follaws:

= If To Do Type Element Mame is 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.
If ne Ta Do Type is found, a log s added for the record with the error.

The To Do Role is set as follows:

= If To Do Role Element Mame is defined, the value is retrieved from this element in the object’s related type x
> If no Element Name i5 defined or no To Do role is found on the related "type’, the To Do Rale parm s used. i

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

 If thefield 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.
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[This zone type is used to create an info zone. Info zones contain a list of information about a given object. For example, you could setup an -

info zone to produce a list of all contacts made by the customer in context.

Info zones offer many features that can be used to change how the list looks “on the fly” (by end users). For example, users can add additional
columns to the list, change the sort order, ...

For a more detailed description of how these zones look and behave, open the help and navigate to the index entry titled "info zone
configuration”.

To set up a new zone, fill in the zone's parameters as per each parameter's Comments. For examples. please refer to the “tips” that appear in -

Sequence
+ W 19
= Tl g "

This zone type is used to create an info zone. Info zones contain a list of information about a given object. For example, you could set up an info zone to produce a
list of all contacts made by the customer in context.

Info zones offer many features that can be used to change how the list looks “on the fiy* (by end users). For example, users can add additional columns to the list,
change the sort order, ...

Fora more detatled description of how these zones look and behave, open the help and navigate to the index entry titled “info zone configuration™
To €L up & ndw Z0ne, fillin the zone's parameters as per each parameter's Comments. For examples, please refer ta the "tips” that appearin the dashboard.

This zone's parameters support a single SQL statement, if you require a zone that is built using multiple 5QL statements (&.g., if you need to retrieve rows from
disparate sources), please use the Multi-SQL version of this zone type.

« If you 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.

[=] Edit data - Google Chrome = O *

A Not secure | slcao351.us.oracle.com:20000/spl/textEditjsp?id =STEP:2$SCR_TEXT&language=ENG

0K Undo Cancel

NOTE: The following table highlights special characters that are converted to equivalent standard characters when
entered in atext 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.
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Entered Character Description Unicode Converted Character Description

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 and Time Fields
When both the date and time are required, the Date and Time fields typically ook as follows:
Date / Time ®
When only the date is required, the Date field looks as follows:
Date
When only the time is required, the Time field looks as follows:
e ®

If you click on the calendar icon or press the Enter key while the cursor is positioned to the left of theicon in a Date or Date
and Time field, the following window appears:

e February 2022 o

Sun Mon Tue Wed Thu Fri Sat

1 2 3 4

&6 7 n 9 10 11 12

13 14 15 16 17 18 19

&n

20 1 22 23 24 25 28

27 23

TODAY CANCEL

Click or press enter to select the date and popul ate the input field. Use the left and right arrows to scroll back or forward a
month. Click on the ‘Month’ text to bring up arange of months to select from. Click on the year to bring up arange of years
to select from.

If you click on the clock icon or press the Enter key while the cursor is positioned to the left of theicon in a Time or Date
and Time field, the following window appears:
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CANCEL

Select the hour then click or press enter on the minutes to select the time and populate the input field.

Search Button

The search button appears primarily as a magnifying glass.
ype & FI-BUNIMPAPP Q

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

& Algorithm Search - Google Chrome = O *
g g

A Not secure | slcao351.us.oracle.com:20000/spl/uiPage/realAlgorithmSearchGeneralPage?language=ENG&svcName=CILTALGP

Search

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

» Enter avauein the search field and press Enter while the cursor isin 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 sel ectable items.

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

» Enter avalue and tab out of the search field. The system looks for avalue that exactly matches what you entered. If it
cannot find such avalue, 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.

NOTE: Sorting columnswithin the search grid. You may click on the column heading of columnsin a search grid to
cause the contents of the grid to be sorted. Refer to Sorting Functionality for more information.
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Context Menu Button

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

AlZornnm

ype & F1-ENDL-INFO Q

)

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 &' FI-BNDL-INFO 5}
Go To Algorithm Type
Hescrption Go To Algarithm »

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 Qwner

+ | [l | & |ALL_SERVICES Q) System User Group | |12-31-2100 Framework

Broadcast Button

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

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 abill when abill ID is broadcast from an info zone.

Embedded Help Icon

Theicon containing asmall 'i' is an Embedded Help icon.

@

When an embedded help iconis clicked, atool tip appears containing additional information.

Work Lists

The work list buttons can appear in a zone's column heading, [‘1 .
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Clicking the icon resultsin 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'sicon.

When a user clicks on awork list entry in the dashboard, the system behaves asif 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: TheWork List zone is populated only upon user request.

Scroll Bars with Dynamic Height

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

an "expand button" appears above this bar, - . For example, the following grid is not high enough to show all of athe
available dashboard zones:
Dashboard - 10 of 10 zones selected for display.
Zone Display Collapsed Sequence Refresh Security Access P
Switch Language [#] 20 0 Yes
Bookmarks [i] 0 0 es
Collect Entity [ir] 0 0 Yes -

If you want to view all of the available zones without using the vertical scroll bar, you can you click the expand button.
When clicked, the height of the grid expandsto show all rowsin the grid:

Dashboard - 10 of 10 zones selected for display.

Zone Display Collapsed Sequence Refresh Security Access

i
Switch Language O 20 0 Yes
Bookmarks [} 0 0 Yes
Collect Entity [ 0 0 Yes
Current To Do [ 0 0 Yes
Favarite Links =] 0 0 Yes
Favorite Scripts O 0 0 Yes
Favorite Searches I—I 0 0 es
Tags [l 0 0 Yes
To Do Summary O 0 0 Yes
Work List [} 0 0 Yes

Notice, after the grid is expanded, the grid's vertical scroll bar disappears and the button in the upper corner becomes a

Collapse Button, T you click the collapse button, the grid will return to its original height.
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NOTE: Search grids. Expand al 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
organi zation.

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

Algorithm Description |5 Algorithm Type &
1 F1-OVRDT-ALG Validates date in format YYYY-MM-DD ADHV-DTD
2 FI-ACTIVEWS Neb Service - Verify Active Operations FI-ACTIVEWS
z F1-ATCHM-INF Attachment Information F1-ATCHM-INF
4 F1-ATSZCLVL Attachment Size Class Validation FI-ATSZCLVL
5 F1-BAT-LSDEF Timed Batch - Service Level Based on 1.5 Timer Interval Factor F1-BAT-LVSVC
6 F1-BFEMOLOG Add Business Flag Error MO Log F1-BFEMOLOG
7 FI-BFSTDNMVA | Business Flag Standard Name Validation FI-BFSTDNMVA

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

Gridsin fixed pages that can potentially contain alarge number of rows have special processing that we refer to as Get
More functionality. Rather than show every row, 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:

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

button, @ , of the desired row in the grid on the right:
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Sequence Description Sequence Description

10 | Winter kWh charge, first 500 3| Service Charge
20 | winter kWh charge, remaining
When the Remove item button is clicked,  , 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 agrid:
i &
W | o S
| ¢

Merge Type Sequence SQ Rule

Original 10 | DA Credits

Original 20 | Calc. Number of Days In Bill Period
Original 30 | Copy SQs from Master SA to sub SA

Notice the following about such agrid:

The up arrow isdim in the first row. Thisis because it can't be moved further to the top.

The down arrow isdim in the last row. Thisis 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

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 atree that is expanded:

moved up or down one row.

NOTE: Reminder. When you move rowsinto 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).
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Account Tree

4 [G5] Account - 5922116763 Brazil Mark, Residential, (5252.20) (&
- 'G]‘ Premise - 389 Church Street, San Francisco, CA, 94114 @

By
4 SA - Water residential/California,Waste water, Active,07-01-2014, Balance:50.00 @

IJ[—“J] SP - Water - residential/Quarterly meter cycle - wk 1/Route 1/389 Church Street, San Francisco, CA, 94114 f HTU - Add @
4 (| sA-Water residential/California Waste water, Active 07-01-2014, Balance:50.00 @
"r—-:] SP - Water - residential/Quarterly meter cycle - wk 1/Route 1/389 Church 5treet, San Francisco, CA, 94114 f HTU - Add @
=1y

Water residential/California Water, Active,01-03-1998, Balance:($525.02) @

(7
T

- California/Cable " CABLE Active,01-01-1998, Balance:51,307.26 (&)

i
b4

- Electric residential/California Electric residential stepped daily minimum, Active,01-01-1998, Balance:(5503.14) @

(7
i

SA - Gas residential/California,Gas, Active, 01-01-1998, Balance:(5564.53)

- Waste water residential/California Waste water, Stopped,01-01-1998,08-20-2019, Balance:(5231.76 @

I EIEDE
L
I

b

istown, CA, 07360 (&)

remise - 11 North-East 1, Morr

b4 b 4 b4

L
"
3
I
F
o
=1
=
m
w
ot
=
=4
o
E
O
=
«

v
I
<

@E}E}vvvvv

Premise) - Rebate 5A/California, Stopped ,04-15-2017,04-15-2017, Balance:50.00 @

w
14
=
[=]

=k 1 i - - ' - 1 &
b | S&([NoPremise) - ZZERESZ Electric residential (E-RES)/California,Electric residential stepped daily minimum, Active 01-01-20 '_'3,3.J|:Jl'ct-'_-:;,:':|.':|':|
’ B o 3 . i - K i ot s
SA (Mo Premise) - Connection charge/California,Stopped,01-01-2010,01-01-2010, Balance: S50.00 @
=Ty - "
P |.] sA(MoPremise) - Cannection charge/California,Stopped,01-03-2009,01-03-2009, Balance:50.00 @
4 @ SA (No Premise) - Electric residential/California,Pam’s Electric Residential (CSQ - Calc Line), Active,02-14-2008, Balance:30.00 @

-

b4
i

DO m ¥ 0 m T
L
LS

SA (Mo Premise) - Charitable contribution/California, Active,02-18-2008, Balance:50.00 @
Mo Premise) - Ele Energy for Calif Com - PGE/California,Electric California Com, Active, 10-27-2007, Balance: 50.00 @

SA (Mo Premise) - Gas - Master SA/California,Gas - distribution charges, Active,05-26-2005, Balance:($333.53) @

v v W

A (No Premise) - Excess credit (overpayment)/California Active,04-15-2005, Balance:50.00 @

wr

Person - Brazil Mark - Main customer @

The following points describe how to use trees:
Y ou can expand and contract the nodes in atree 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 pressCt r | while clicking on an icon that prefixes anode, al child nodes (and their
children) expand.

You can click the context menu button to cause a context menu to appear. Y ou can navigate to any of the pagesthat 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 atree'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.

Nodesin treesfit into two broad categories:

» Information nodes. Information nodes highlight the existence of other data. For example, on the Control Central - Bill
Payment Tree, anode exists to highlight the existence of new financial transactions that were created since the last hill
was compl eted.
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» Data nodes. 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 (*) isused to indicate that afield is required. The system determines this based on the field's configuration.
When afield becomes required because of an algorithm and not the field's configuration, however, the system will not add
an asterisk.

NOTE:
If apageincludes agrid, fields within arow may be marked as required.
Operations @

+ @|°

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

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 arow'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):

O Steps All 3 displayed

xpand All] [Collapse All]

[J 4 [i] | 10 ) Editdata-Getthe Physical BO for the MO

[ 4+ [if { 20 y Editdata- Getthe prime keys of the BO

O 4+ 1 [ 30, Edit data - Read the BO

When you expand a header, its details are exposed. For example, the following shows the same accordion after the third row
is expanded:
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[¥7]

O Steps All

displayed [Expand all] [Collapse all]

Step Type Edit data -

Get the Physical BO for the MO

Edit Data Text move "parm,/mo" to "Fl-RetrieveMOOption/input/mo™;
move 'FIPB' to "F1-RetrieveMOOption/input/moOptionType";
move 'false' to "F1-RetrieveMOOption/input/isMultiple”;
invokeBS 'F1-RetrieveMOOption' using "F1-RetrieveMOOption”;

O 4+ i 20 ) [Edit data - Get the prime keys of the BO

[0 4[] | 30 ) Editdata-ReadtheBO

NOTE: You must expand to update. In order to update arow 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 thisinformation differs depending on the
number of rows and the size of the accordion:

« If the accordion contains every row, a summary of the total humber of rowsis 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.

e Click First to display thefirst "chunk" of rows (the size of a chunk differs depending on the accordion). Thisoption is
dimmed if the first chunk isin the accordion.

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

Dashboard Area

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

The dashboard areais displayed to the left of the Object Display area by default but you have control over itslocation,
width and more as part of your user preferences.

Script Area

When a script isinitiated, the object display area shifts down to make room for the script area.
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Theinformation in the script areatakes you through the steps in the selected business process (provided by your
implementation team).

n =g ® |Q . ®
B % p_-% - = T . O TS W T L A e | L EE L T T
£t Does the dashboand contain the conmect account?® et ] J X

Portal Pages

This section describes using portals and zones to find and display information. Thisis 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.

Portals Are Made Up Of Zones

Theterm "zone" is used to describe a section on a portal. Each zone has a heading and content.

Keyboard Shortcuts Description

Alt+] Moves the cursor focus to the next zone on the page based on the
standard browser keyboard navigation "order".

Shi ft +Al t +] Moves the cursor focus to the previous zone on the page based on the
standard browser keyboard navigation "order".

Thefollowing is a portal with seven zones:
» Switch Language

» Bookmarks

» Checked Out

e Current Context

e Current To Do

« Favorite Links

» Favorite Scripts

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

2, Brazil Mark ®

59221167463 4 Brazil, Mark, @
Residential, ($252.20)

{n} 11North-East, (&)

Morristown, CA, 07960

Current To Do ~

Assignme a To Do

Customer Contact ~
Last
175 days ago - Dandugula,Krishna 1
Type
Commer

s
Eligible Scripts v
Favorite Links ~
User Group + [
To Do Role + [2]

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 Accessto Zones for information .

Zones May Appear Collapsed When A Page Opens

Zones may be designed to appear collapsed (or minimized) when the portal isinitialy displayed. To view the informationin

a collapsed zone, the user can press the zone's expansion button, 7 toeither expand or collapse the zone:

Favorite Links v
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Favorite Links ~

To Do Role + [1]

User Group + [2]

A zone's dataisonly 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 porta isvisible
on the user's portal preferences. For these portals each user has control over the following:

»  Which zones appear on their portal
» Theorder 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. Y ou can minimize the dashboard by clicking on the vertical bar between the dashboard
and the object display area. This causes the dashboard portal to disappear and displays a single vertical dashboard
bar, allowing more of the page areato display. It also suppresses the refresh of the zones within the dashboard based
on updates to the context. Clicking the dashboard bar restores the display of the dashboard portal. 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, using the parameter minDashboar d=true. Refer to Creating Application Links
in External Applications for more information and examples.

Adjusting the dashboar d width. Y ou can adjust the width of the dashboard by moving the slider that separates the
dashboard from the object display area. This also updates your user preferences with the new width.

Keyboard Shortcut
At+d

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.

» Additional zones may be availablein 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 Dashboard).

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

» Dashboard zones ar e configur able. The dashboard portal is configured to allow a user to define preferences for it.
Refer to Portal Preferences for more information.
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NOTE: Security. Asageneral 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 Bookmar ks zone. Clicking one of the links
in the zone navigates to the page where the bookmark was saved and |oads 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.

Tags Zone

The Tags zone provides a quick way to associate the entity currently being displayed with an entity tag or remove any of
thetagsit current has. Tagging an entity may be useful to highlight various contexts in which it can be used, for example for
testing or reporting purposes. Refer to Defining Entity Tags for more information.

Note that the zone is visible only when there is an entity in context, i.e. thereis an entity to tag, and the user has application
security access to this zone.

Collect Entity Zone

The Callect Entity zone provides a quick way to add or remove the entity currently being displayed to and from the
migration request in context. Thisis mainly useful when reviewing data to export and while doing so maintain the export
list. The zone automatically appears once an Entity List migration request is visited and set in context.

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 rulesin determining the next task
for auser. For example, if your organization practices work distribution "on demand", this feature can be configured to find
the highest priority entry auser 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 RulesAreln 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 itsinformation is displayed on the zone.
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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
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.

I nfo displays the standard To Do information. Anicon *- g appears if there are comments on the To Do and a Log Entry

icon — 'appearsif thereisalog entry of type Forwarded, Sent Back or User Details on the To Do. The description
drillsinto 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 compl ete the current entry.

Next / Previous Buttons

The Previous and 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 Previouswill bring the user to the transaction indicated on the To Do Entry's message, whereiits
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
Alt+Z Next To Do Alt+Shift+Z

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

NOTE: When auser drillsdown on aTo 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 thislist,
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 till 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 a'so to himself.

If at least onerelated To Do entry is Open or also assigned to the current user, the Complete All buttonisvisible. 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 atime. Using the related To Do information hyperlink the user may navigate
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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 Pr evious action buttons are set to scroll through the related entrieslist.

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. The first nine entries can be invoked by pressing an accelerator key (Ct r | + the number of the
relative position of the link in the list). Note that the numeric keypad on your keyboard cannot be used to implement this
function.

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 executeit. 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 Pr eferences
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 Sear ches
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:
» |t presents a summary of the To Do entries that have been assigned to you and are Being Worked On.

» Thecolored "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 colorsis user-
configurable. Note, you can hover the cursor over an "age bar" to see the number of To Do entries.

« If you 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.
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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 buttonsin the zone to scroll through
additional To Do list entries without returning to the To Do List page.

Work List Zone

TheWork List zone provides quick access to an entire column of an info or query zone. When a user clicks on awork 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.

Zone Types and Characteristics

The topicsin 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 al 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 aUl Map to define and control its header. This feature provides the means to achieve a uniform look
and fedl for the application as well as add functionality to the zone header beyond being just atitle bar to open and close the
zone. Refer to Ul Map and to its context sensitive tips zone for more information on Fragment Ul 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. Aninfo zone displays alist 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.
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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 criteriais entered, clicking the Sear ch
button causes the system to look for records that match the criteria. The results are shown in the Results Area.

The system automatically collapses the filter areato allow more space for displaying the results. At that time the Expand
Filter s button may be used to open the filter areato enter different criteria. When the filter areais expanded the Hide
Filter s button may be used to collapse the filter area again without performing a new search.

For info zones, the zone's configuration indicates whether or not a Filter areais applicable and if so, whether or not it is
open or closed by default. If thefilter areais configured, the Show Filter icon is visible in the zone header. Click thisicon
to expose the Filter Area, if it isnot visible and click the icon to hide the Filter Areaif desired. Use this areato 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 afilter area has been configured to allow users to show user groups specific to a given user by ID or name.

User Groups not Linked @ YE ~

Filters: Application Service CILZRERE, User ID EUBALDC

1 *PORTAL*

EUBALDD

Theinfo 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 criteriais aways
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, thisisthe list of appropriate objects with any
input filter criteria considered. The following is an example of the results for an info zone. For aquery zone, thisisthelist
that matches the search criteria defined in the Filter Area. The following is an example of the results set of an Info Zone.
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Business Objects with Status Reason Y = ~

Business Ooject Description

=1 Fl-BusinessFlagEror

= 2 Fl-CubeView
= 3 Fl-GenericBISyncRequest Generic Bl Sync Request Discarded, Cancel

= 4 Fi-MessageFromDevice Message From Device Canceled

= 5 Fl-MessageToDevice Message To Device Queued, Canceled, Processed
= F1-MigrDataSetExport Migration Data Set Export Canceled

=7 Fl-MigrDatasetimport Migration Data Set Import Canceled, 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 meansthat at least one other zone on the
portal is configured to display datarelated to the record selected in the resultslist. Clicking thisicon will cause the other

zone or zones to be built or refreshed to display related data.

» 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 datarelated to that column based on the configuration for that column.

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

e 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 thistype of sorting.

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

The type and variety of columns that appear in the Results Areais 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
acollapsed zone.

Bundle Entities [f v

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

If the zone is configured with help text, a help icon appears to the right of the zone title. Click thisicon to view the help text.
If asaved search is open for a zone, the name of the saved search is displayed after the zone title.
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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 Menuicon ~ toligt available tools. The followi ng topics describe each toal.

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. Thislink is hidden if the
zone has been configured to not download rows to Excel.

Please note the following with respect to this feature:

 Clicking export performs the search because it is possible to configure a number of records for excel that differs from the
number of records configured to display.

» Because the search is performed, you can request an export to Excel even without first searching on the zone. Thefilters
populated (or not populated) at time of exporting are the ones used for the export. If the user did not search at all or did a
search and then changed the filters and exported before searching again, the results in the export may not match what is
visible on the zone.

» It ispossible through zone configuration to mark columns that are visible to the user interface as suppressed in the
export. Conversely, it's also possibly to mark columns as suppressed on the user interface but included in Excel. As such,
the columns visible in the export may not always match what is visible in the user interface. This applies when for zones
that support configurable columns. Columns removed from view through this technique are till included in the export if
not marked to suppress.

« If the column resultsinclude any HTML, the HTML is stripped out before exporting to Excel.

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 |oaded 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 Sear ch
button should be clicked prior to saving the search.
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» Criteriaissaved, not results. Although auser 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 amulti-query zone, the searches are saved at the multi-query zone level so that
al 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 Inquir e 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, auser 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 isvisibleif 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 criteriais updated with this information and the search is performed.

Save
The Save option in the Explorer Zone menu isvisibleif a Saved Search is already |oaded. This option alows a user to save
changesto the criteria of an existing saved search (overwriting the previously saved criteria).

Set As Defaullt
The Set As Default option in the Explorer Zone menuisonly visible if a saved search isloaded 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 Defaullt
The Remove As Default option in the Explorer Zone menuisonly visibleif a saved search isloaded and it is currently the
default. Click this option to no longer load this search automatically when navigating to this zone from the menu.

Add To Favorites

The Add To Favorites option in the Explorer Zone menu is only visible if a saved search isloaded 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
isin 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 arecord that is displayed. If azone 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 isonly visible if asaved search isloaded 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
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visiblein your Favorite Searches zone. (Deleting a saved search that is aso marked as a favorite will automatically remove
the search from the favorite searches zone.)

Delete
The Delete option in the Explorer Zone menu isonly 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 * to show the Filter Area. This button only appears if the zone has been configured to have
filters.

NOTE: If the zoneis configured to have filters and the drag and drop (column configuration) area, only one or the other
isshown 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 appearsif the zone
has been configured to allow columns to be dragged and dropped into the Results Area.

NOTE: If the zoneis configured to have filters and the drag and drop (column configuration) area, only one or the other
isshown 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

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.

NOTE: Debug mode only. Thisicon 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. Thisis also referred to as "drag and drop" of columns.

When a zonesis configured to support this functionality, the Show Column Configuration Areaiconisvisiblein the zone
title area. Click thisicon to expose the Column Configuration Area, if it is not visible and click the icon to hide the Column
Configuration Areaif 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 namein the
column configuration area and then click Refresh to rebuild the zone.
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The following is an example of how the Column Configuration Arealooks:

Refrash

Multi-Query Zones

This type of zone combines individual Query Zonesinto asingle query zone. A Sear ch 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, asif
it was executed on a standalone zone. By default, the first query zone option is selected.

Asset Search Y [=] ~

Search By Asset Information it

Asset Information
_ Asset Identifier e
Asset Information | ... Disposition

Asset Specification

Asset Type Employee Information
o Install Date

Detailed Description Asset Maintenance Specification
Asset Attribute

LoCanon

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 amap 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 amap zone is configured using HTML, virtually any format supported by HTML is
possible. The following is an example of atypica map zone used to display information about an object.

Migration Reguest: Framework Configuration, Group [ add ][ search || Bookmark | [ metresn |
Main
—
Migration Request BqE ~
Main 2 Record Actions @
Fl-FrameworkConfig [ Edit I[ Delete ][ Duplicate ||_ Export I

Deserip Framework I’_ol'l'g-,:al.lpn
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.
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Open Map Maintenance Ilcon

Click the Go ToMap icon 4 to switch to the Ul 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 el ements
displayed are automatically rendered. In this case, noiconisvisible.

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

Tabbed Display Zones

This type of zone combines individual map zones into a single zone, allowing for complex of information to be organized
and displayed in different tabs.

Tab labels are built from the zone descriptions of the individua zones and become the zone' s title. Selecting a specific tab
displays the information managed by the underlying zone. By default, the first tab is selected.

Timeline Zone

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

The topicsin this section describe the 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

Y ou can click the controls at the top of atimeline zone to change the date-range of the zone'sinformation. To reposition the
timeline to a specific date, selected the desired month and year at the top of the zone and click the search arrow.

Controls at the top right of the zone allow you to navigate through time.
» Togo back oneyear, click the double-left arrow.

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

» Togo totoday, click the middle dot.

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

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

Timelines Can Have Many Lines

Depending on how atimeline 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.
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Each Line Shows Events

Each line on atimeline may contain zero or more events where each event shows the date when the event occurs. For
example, the payment line in atimeline 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 aline has more events than can fit onto atimeline, the line will show the first "chunk™ of events and a message will
appear in the "moreinfo area" explaining that some events have been truncated. If this happens and the truncated events
arein alater period, you can reposition the timeline's base period to show the truncated events.

Hovering Over An Event Shows the Event Information

When you hover over an event’s date icon, a pop-up widow appears showing details of the event. The following information
may appear:

« Theevent date.

« Theevent “hover text”. Typicaly the standard information string is shown for each event.

» Theevent'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 pop-up 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 dial ogue.

All-In-One Portal

The al-in-one portal isused 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,
asingle portal alows auser to find arecord 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 areaor a
hyperlink defined directly on the list zon€' s header area.

List Zone
Thisinfo zone appears when first entering the portal and displays arow for each record.
The following functions are commonly availablein alist zone:

» A broadcast icon isincluded in each row. Clicking thisicon opens other zones that contain more information about the
adjacent record.
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« An Edit icon may beincluded in each row. Clicking thisicon launches the maintenance BPA script to modify the
adjacent record.

» A Duplicateicon may beincluded in each row alowing the user to duplicate the adjacent record without having to first
display the record.

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

« If therecord has asimple 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 criteriais 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-
aone maintenance portal.

The query portal will typically provide the ability to add a new record. This may be a button in the Page Action areaor 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.

Maintenance Portal

A maintenance portal refersto apage 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 al-in-one portal is atype of maintenance portal where the maintenance zone is displayed once arecord 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 hasa L og, 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 arecord. Note that additional zones may
exist for specific al-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.
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Object Display Zone
Thisis azone 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 areathat 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 alog that records important eventsin itslifecycle.

Thislog is shown in an info zone on the portal, either on the Main tab or on a separate Log tab. A link appearsin 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 typeis
configured to keep arecord 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. Y ou 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.

Fixed Pages

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

NOTE: Not al pagesin the application use this metaphor. The preferred metaphor for pagesin the system isto 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 al 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.
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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 istypically 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 thereisan
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, thefirst error encountered is displayed in awindow. 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:
"Y ou have unsaved changes that will be lost if you continue. Press OK to continue anyway."

If you want to commit the changes, click Cancel. Y ou 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: Thiswarning is not displayed if you are working on a new object on afixed 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
return to the user page, al 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 asimilar 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 pageis the Account
ID.

To theright 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:
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e MainTab

« Language

» Display Profile

« TimeZone

» Email Address

« Dashboard Width

 Dashboard Location

» Dashboard State

« Home Page

e 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:

e The Admin > Security > User > Search menuitem.

» TheMenu > My Preferences menu item.

» TheUser 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 Login 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 isthe ID that the user usesto log in to the system. The User ID isthe 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.

Language defines the language in which the user's screen prompts and messages appear.
Set User Enableto allow the user to access the system.

NOTE: Thisfield, 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 modeis set.

Display Profile defines the display options for the user.

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

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

» |f auser'sporta preferences are to be inherited from a "template user”, use the Portals Profile User to define the user ID
of the template user. If applied, the specified user will inherit portal preferences from the Portals Profile User and will
be unable to customize those preferences.

» If auser'sfavorite links are to be inherited from a"template user”, use the Favorites Profile User to define the user ID
of the template user. If applied, the specified user will inherit favorites preferences from the Favorites Profile User and
will be unable to customize those preferences.

The Time Zone associated with the user may be defined. Implementations may use thisinformation for features and
functions where the user's time zone impacts display of data. Refer to Designing Time Zones for more information about the
use of time zones.

Email Address captures the user's email address.

Dashboard Width defines the number of pixelsto use for the user's dashboard area. A setting of 250 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. The width
setting is updated in background to retain the value based on dynamic sizing.

Dashboard L ocation governs whether the dashboard appears to the left or right of the screen. If no value is specified, the
default position of the dashboard is left.

Dashboard State indicates whether the dashboard is open or closed. The state is updated in background to retain the value
based on dynamic opening or closing of 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.

» UselLower 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 AgeLimit for Yellow Bar isthe 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 usersin auser group can also be established or
maintained through the User Group - Users page.

NOTE: The ability to maintain the user groups on this page requires specia field-level security. A user can change the
field only if the System Administration access modeis 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 Pr efer ences.
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FASTPATH: A user's To Do roles control the types of To Do entries the user can access. For additional information on
To Doroles, 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 afield and change its
value. To removeaTo Do roleg, click the - (minus) button. To add anew To Do role, click the + (plus) button and enter the
role.

Where Used

Every To Do entry references arole. 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. Y ou cannot modify this
page if you accessed it through My Prefer ences.

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 apart in
determining the accounts whose data they can access.

To add additional data access rolesto 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 aUser, you are granting this user
access to all of the accounts linked to the data access rol€'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 Groups to which the above Data Access Roles provide access.

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 Bookmar ks 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
alphabeticaly.

Name is the user-defined name assigned to the bookmark. Thisisthe 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
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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 portalsthat allow users to customize them via portal preferences. Portal preferences allow
usersto control:

»  Which zones appear on the portal

» Theorder in which the zones appear

»  Whether the zones should be "collapsed"” (i.e., minimized) when the portal opens.
NOTE: You may not be able to change your portal preferences. If anote appearsimmediately before the list of
portals, a system administrator has configured your user ID to reference a Portals Profile User (thisis defined on the

Main tab). Preferences set in thisway 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 arow 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.

Zonelists all of the zonesin the portal.
Place a check under Display if the zone should be displayed on the portal.

Place acheck under I nitially Collapsed if the zone should be minimized when the portal isinitially opened. Setting zones
asinitialy collapsed is a good ideato 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. Thisis 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 accel erates the response times of portal.

Use Sequence to control the position of the zone in respect of the other zones. Thisfield isdisabled 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 vaue 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 | + anumber (where the number corresponds with the relative
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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 Links tab to modify a user’s favorite links.

Description of Page

NOTE: You may not be able to change your favoritelinks. If a Note appears beneath your User ID, your user id has
been setup to reference a specific Favorites Profile User as defined on the M ain tab. If a system administrator has setup
your user 1D in thisway, your preferences may not be changed. System administrators may apply this featurein order to
enforce a common |ook-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 atransaction'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 aso 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 asone
of your favorite links.

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

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

NOTE: Favorite Linksvs. 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 - 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 scriptsby pressingCt rI + Shi ft + anumber (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 Scripts tab to modify a user’s Favorite Scripts.

Description of Page

NOTE: You may not be able to change your favorite scripts. If aNoteisdisplayed on top of the grid, your user id
has been setup to reference a specific Favorites Profile User as defined on the Main tab. If a system administrator has
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setup your user 1D in thisway, your preferences may not be changed. System administrators may apply this feature in
order to enforce acommon |ook-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 Char acteristics tab 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.

Y ou can only choose Char acteristic Types defined as permissible for the user record. Refer to Setting Up Characteristic
Types & Their Values for moreinformation.

Enter avalid Characteristic Value for the selected characteristic type. Y ou may enter more than one characteristic row for
the same characteristic type, each associated with a unique Sequence number. If not specified, the system defaultsit to the
next sequence number for the characteristic type.

User - Miscellaneous

Select Admin > Security > User > Search and navigate to the Miscellaneous tab 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.

Initiating Scripts

Y our 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 definealist of your "favorite scripts' on your user preferences. Y ou can then invoke any of the scripts from the
Favorite Scripts zone on the dashboard portal. Y ou can aso invoke any of your first 9 favoritesby pressngCtrl - +
Shi ft + anumber (where the number corresponds with the relative position of the script in your list of favorites). For
example, if you pressCt r | +Shi f t +2 and you've setup your "favorite scripts' to be Start Autopay and Stop sending
mar keting infor mation; the Stop receiving marketing infor mation script isinvoked. Note that the numeric keypad on
your keyboard cannot be used to implement this function.

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

» Thesystem creates To Do entries to highlight tasks that require attention (e.g., billsin 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 selectsa To Do entry. For example, consider a To Do entry that highlights a
bill that'sin error dueto an invalid mailing address. Y ou 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 I's Launched for more information.
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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:

e Crl+At+Q
e Ctrl+Shift+S

Description A Q
Search only Eligible Scripts
Description
S
Account Sync on CS Req Account page Eligible
Accounting Calendar Maintenance Eligible
Activity Asset Completion Action Eligible
Activity Resource Requirement - Add User Log Entry Eligible
Add Crew Type Resources Eligible ”

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

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

When a script isinitiated, 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.

NOTE: Customizethescript area. Using the Height step type, an individual script may be configured to use more
or less of the script areathan the standard script area. It is aso possible to configure a script to hide the script area
atogether.

Theinformation 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 datafor 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 stepsin 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 pressCt 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.
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NOTE: You can abort ascript 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 ispossiblethat your specific product supports additional shortcut keys. Refer to your product documentation
for more information.

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

NOTE: It is possiblethat 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
propertiesfile 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 aternate 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
Qrl+At+A Opens the Admin Menu.
A t+B Returns to the previous page on which you

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

Crl+Al t+B Launches the Bookmark dialog. This is the
equivalent of clicking the Bookmark button.

At+C Crl +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.

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.

Qrl+Alt+F Positions the user's cursor to the Search input
field.

Cirl +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 arrow was clicked.
Equivalent to clicking the Forward arrow.

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

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.

Oracle Utilities Customer to Meter Business User Guide » 78



Accelerator Key Potential Alternate Key (see Note above) Function

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

Crl+Alt+M Opens the Menu.

Al't +N Al t +Shi ft+N Displays the next entry in the search results.
Equivalent to clicking Next Item.

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

Crl +Al t +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.

Ctrl+Al t+Q Opens the business process assistant, where
you can select a script that walks you through
a business process.

Alt+RCrl +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.

A t+S Al t+Shi ft+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 +Shi ft +X Opens the To Do Summary.

Crl+Shift+X, Ctrl+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.

Alt+Y Displays the previous item in the To Do list.
Equivalent to clicking the Previous button in
the Current To Do zone.

Al t+Z Al t+Shift+zZ 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.

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

Al 't +[ Navigates to the next main page component
area of the application. Refer to Page
Components for the list of the main page
components. Using Shift+Alt+[ reverses the
sequence of navigation.

Alt+] Navigates to the next zone. When you are on
a portal with zones, this key brings you to the
next zone in the portal. If you are on the last
zone in the portal, the key brings you to the
first zone on the dashboard, if visible. Keying
through all the zones on the dashboard brings
you to the first zone on the portal displayed in
the main area. If the page displayed is a fixed
page rather than a portal, this key will only
navigate within the dashboard. Using Shift+Alt
+] brings you to the previous zone.

Al t+F1 Invokes online Help for the application.
Equivalent to clicking the Help entry in the
Help menu.
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Accelerator Key

Potential Alternate Key (see Note above) Function

At+l1. . At+9, At+0

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. Alt+0 navigates to the 10th tab. If
there are more than ten tabs on a page, you
must use the mouse or F2/Shift+F2 to display
additional tabs. 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 arow in a search result
is highlighted

Highlights the previous row.

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.
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Accelerator Key

Potential Alternate Key (see Note above) Function

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 infor mation 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" isthe shape of adiagram we use to illustrate the objects that form the core of the system: Per son, Account,
Premise, Service Agreement, and Service Point. These objects hold demographic, geographic, and financial information
about your company's customers and properties. The following diagram illustrates the objectsin the "V*", aswell as
important objects related to the "V" objects (bill, payment, meter, field activity, meter read).

Customer
Person or
* A Business

Premise

T, o

Account

Bill i Service Point (5P)

Payment

Service Agreement (SA) R Field Activity
Reguests
Financial Details '-‘:\' ‘5{'
| Demographic Geographic

Y ou must intuitively understand the concepts embodied in the "V" before you can perform the business processesin the
system. In this section, we provide an overview of these objects. In later sections, we describe how you maintain this
information.
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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 |east one account because, without an account, the person cannot receive abill. There arerare
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. Y ou must create at least one account for every customer. The account
contains information that controls when bills are created and how they are formatted.

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

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

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

Service Agreements (SAS)

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

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

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

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

» Ohbvioudly, the price of the serviceis different.
» Thecredit and collection criteria may be different.

» Thegeneral ledger account to which the resultant revenue and/or receivable are linked is different.
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» Thesalestax could be different for each good / service/ location.
» The service point measuring consumption will frequently be different.
» Thelist goeson...

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

e The address.

» Characteristics that determine tax jurisdictions.

 Descriptions of unusual situations associated with a property.

e Thelist goeson...

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

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

Service Points (SPs)

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

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

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

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

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

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

» The measurement cycle, route, and route sequence for the Service Point.
» Basic characteristics about the service; for example, pipe size, take point, and amperes.

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.
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The following topics describe the relationship between a service point and the physical devicesthat may beinstalled at the
service point.

Metered versus Item-Based versus Non-Badged Service Points

There are three mgjor 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
asmetered. A metered service point may have zero or one meter installed at any instant in time. Over time, a metered
service point may have many metersinstalled and removed.

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

» Those where one or more non-badged items (i.e., items without a unique identity) that have some impact on billing
or dispatching exist. We refer to these types of service points as unbadged. At asingle instant in time, a non-badged
service point may have many unbadged itemsinstalled at it. Refer to Service Points With Multiple Itemsfor 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
an item-based service point that exists to support lamp service. Also assume that the rate for lamp serviceis based on
the type of lamp and the number of feet of electric wire between the pole and the power source. To define the number
of feet of wire, you could create a non-badged item type called WIREFEET and indicate the number of feet on the
item-based service point. On this service point, you can also keep track of the specific lamp that's installed.

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.
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A Premise With One Service Point
Where The Service Point Has Multiple Items
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San Francisco, CA
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Y ou can set up the above example with one premise with a single non-badged service point. On the service point, you create
one item for each type of item in the parking lot:

e 20K lumen lamp

e 10K lumen lamp

+ pole

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

* 10K lumen lamp - 2

e pole-4

Putting It All Together

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

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

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

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

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

FASTPATH:
For moreinformation, 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.

Sample "V" For A Simple Residential Customer

Account 19291991
Elsciric Zenace Agresment

Femines S

Exemo

Sample V For A Commercial Customer With Multiple Premises

The following illustration shows the "V" objects for acommercial customer who pays for service at two premises.
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Sample "V" For A Commercial Customer With Two Premises

Acme, Inc.

Fremise

&7 Ord St
Oakland, Utsh
{=3

LER="N

Service
{ o

Senvice Agreement

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

asingle service agreement.

How To Set Up Customer Hierarchies

Consider the following customer hierarchy:

4 Person Tree

= E!E. = Person - Michelin Inc (Parent Company)
- 43 2 child persons exist

E= Subsidiary: Michelin Travel Services

=) o
Sl

HE = Subsidiary: Michelin Tyres

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 ...

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

NOTE:
A script can be used to set up a hierarchy. The demonstration database contains a script that guides users through the

process of setting up a hierarchy. Please speak to your implementation staff if you'd like to import this script for usein
your implementation.

After ahierarchy is set up, the system displaysits members in the Person Tree Zone (thisis a zone on the Customer
Information Portal). In addition, if the persons in a hierarchy have accounts, summary information about these accountsis
displayed in the Account Summary Zone.
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While hierarchies would typically be set up to define parent companies and subsidiaries, you can use this functionality for
many other purposes. For example, a customer relationship manager could set up a hierarchy containing their "important”
customers. To do this, they'd need to create a"dummy" person for the parent and then link the "important” customersto it.
After this hierarchy is set up, the manager could see a summary of these customersin the Account Summary Zone whenever
they display the "dummy" person.

Navigating The V

The product provides two options for Navigating the V:

» Control Central

e Customer 360

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

» Find a person.

 Find an account.

» Find apremise.

» View information about a person / account / premise.

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

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

Customer 360 is an updated and more configurable alternative to Control Central. The Customer 360 functionality works
in conjunction with Unified Search, which provides for a more sophisticated, single-box search for customers or premises.
Once Unified Search has populated a customer and/or premise, you are brought to the Customer 360 portal to see an
overview of the customer.

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

Control Central

The following sections describe Control Central features.

Control Central - Search

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

Keyboard Shortcut Alternate Shortcut

Alt+L Al 't +Shi ft+L

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

NOTE: Automatic transfer to Control Central — Account Information. 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 control central search.
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Search Facilities

Control Central alows 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: searchesfor 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 oneiif 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 arecord to navigate to Control Central - Account Information, where
information about the customer is displayed. Y ou 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 I nformation tab. If your search criteriaresult in a single customer being retrieved, you
are automatically transferred to Control Central - Account Information with that customer'sinformation displayed.

Meter Search
Control Central does not provide an option to search using a meter 1D.

Item Search
Control Central does not provide an option to search using an item ID.

Search Options

The CIS Division filter can be specified to limit the search to accounts or premisesin 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:

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

« If searching by aname 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 premiseislinked to an account.

The Show All Premises search option controls whether you see al 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 premiseis selected at random).

This switch pertains to the following search methods:

» Search by name only (i.e., all address constituents are left blank)
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e 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., nameis 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 1D and press enter, the system automatically selects the
account; you don't have to wait for the search results to be populated with the multitude of premises linked to the account
(and then select one of the rows). Please note, an alert highlightsif the selected account has other premises.

NOTE:
Default. Thefirst time you open this page, CI 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:

« If you enter aB, 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 StartswithaB, and
 has zero or more other characters followed by an N.
» If you enter %B the system searches for %B%. It will find anything with a B in it, no matter what it starts and ends with.
NOTE:
Certain wildcard 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. Y ou 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:
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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 apremise 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. A Control Central Search Factor feature
configuration option (in the General System Configuration feature type) controls the maximum number of indexed
results that will be evaluated by name and/or address before filtering is done. For instance, if the search factor is set to
3000 and a search isfor 'Smith%' on '%Main St', the search will get the first 3000 'Smith%' from the name index and
the first 3000 '%oMain St' from the address 1 index. Then it will filter out non-matching combinations. Regardless of the
resulting set, the search will not return more than the Number of Rows to Retrieve for SQL, which is set to 300. The
search factor can be set to any number from 301 to 50000. Note that the higher the factor used, the more possibility of
affecting performance. If this option is not specified, the default is 3000.

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

Use Tab and Enter to select an account / person / premise. Y ou don't have to use the mouse to select arecord when
multiple matches are returned. The system highlights the first row in the search results. If thisis 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.

UsetheWork List dashboard zone to 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 M ain tab. Y ou 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 Per son /Account column
heading. Thiswill 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.

Control Central - Account Information

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

Keyboard Shortcut Alternate Shortcut

Alt+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 causesthe global context information to be refreshed. Various zones available on
this page use the value in the global context to display relevant data for the appropriate account, person and premise.
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» Thisportal 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 Zoneisagrid that summarizes a variety of account-related events (in reverse chronological
order). Clicking on an information hyperlink transfers you to an appropriate page. The following table lists the type
of information that may appear in this zone and the portal to which you will be transferred on click of the information

hyperlink.

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

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 control, template,
status, status reason and create date/time

Collection Process - Main

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

The overdue event'’s information based on
the overdue event type’s Event Information
algorithm, if configured. Otherwise, default
overdue event information.

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 information based
on the overdue process template’s Overdue
Process Information algorithm, if configured.
Otherwise, default overdue process
information.

Overdue Process - Main

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

The cut event's information based on the cut
event type’s Event Information algorithm,

if configured. Otherwise, default cut event
information.

Cut Process - Events

Cut Process.One row is displayed for
every Inactive cut process linked to the

The cut process's information based on
the cut process template’s Cut Process

Cut Process - Main
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account. Inactive processes are displayed
(as opposed to active) because active cut
processes have pending events and pending
events are shown separately.

Information algorithm, if configured.
Otherwise, default cut process information.

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

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
unique non-cancelled field activity linked

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

If the field activity not Canceled, the field
activity type is orchestrated by Service Order
Management (SOM) and the field activity is
synchronized: SOM field activity information,
Outbound Communication information.

Otherwise, premise information and field
activity information (from installation options)

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, start option (if applicable) 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 The case's information based on the Case Case - Main
associated with the account. Information algorithm, if configured on

installation options. Otherwise, default case

information.
Rebate Claim. One row is displayed for every  The rebate claim's standard information. Rebate Claim

rebate claim.

Business Flag. One row is displayed for
every business flag.

The business flag's standard information.

Business Flag

WARNING:
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Thefirst 25 rows are displayed when this zoneisinitially built. If more rows exist, aNext button appears. If you click
this button, the system appends the next set of records.

Account Financial History Zone

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

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

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

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

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

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

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

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

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

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

Alert Zone

The Alert Zoneisagrid that contains messages highlighting avariety of situations. Clicking on the hyperlink transfers you
to an appropriate page.

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.

Alerts are produce from one of two sources.

+ Alertsare primarily produced by plugging in alert algorithms on the installation record. The alerts are shown based
on the configured sequence on the installation record. Refer to Count Customer Contacts of a Given Type (CC-NBR-
VALID) and Count Pay Plans with a Given Status (PP BY STATUS) for examples of such algorithms.
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» Alerts can also be created by system-generated alerts, which are also referred to as legacy alerts. To enable the system-
generated alerts, set the Use Legacy Alerts Option Type on the General System Configuration Feature Configuration to
Y. When thisfeature is enabled, the system-generated alerts are executed before the plug-in alert algorithms.

NOTE:

A plug-in version for each of the system-generated alertsis provided with the product in addition to many without
a system-generated equivaent. If the legacy alert feature is enabled, you would not use the equivalent plug-in alert
algorithm, otherwise, these alerts may appear twice on the Alert Zone.

Y ou can introduce your own alert algorithms to highlight additional alert conditions based on your business rules.

The table below lists the system-generated alerts that may appear if the use legacy alert feature is enabled and the page to
which you will betransferred if you click on the hyperlink. The table below lists alertsin alphabetical order, but it includes

acolumn indicating the order in which the alert will appear.

Alert Text

Order

Description Drill Down Transfers You To

Account alerts

6

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

Account has Multiple Premises

24

Appears when the account has Control Central - Account Tree
service agreements whose

service points reference multiple

premises

Account SA(s) linked to Umbrella
Agreement

41

Appears when the account has Terms of Service - Main
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.

Active Write Off Process

10

Appears when an account has Write Off Process
an active write off process. Refer

to How Are Write off Processes

Cancelled for information

describing when a write-off

process is deactivated.

Appointment Exists

37

Appointment

Auto-Pay Active:auto pay
method description

25

Appears when the account has Account - Auto Pay
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.

Cash-Only Account

1lla

Appears when the account's Account-C &C
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
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by various system and user
events.

Collection Process Active

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

Collection Process

Collection Referral Active

Appears when the account
has active collection agency
referrals.

Collection Agency Referral

Comment Exists On Account

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

Account

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

Field Activity Pending

19

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

Field Activity

Field activity type alert message

12

Appears when the premise has

a service point with a completed
field activity whose type has been
marked with an alert message
(refer to Field Activity Type)

Field Activity

Held Order Exists

32

Appears when the person has a
held order.

Order

Installation dynamic alerts

42

You can install plug-in algorithms
on the installation record that will
create alerts (if given situations
exist). Refer to Count Customer
Contacts of a Given Type (CC
BY TYPCL) and Count Pay Plans
with a Given Status (PP BY
STATUS) for examples of such
algorithms

Varies by plug-in

Landlord Exists

27

Appears when a landlord is linked
to the premise

Premise

Last Contact:days old - user
name who added the contact

Appears when the person and/or
premise has a customer contact.
The "days old" presents how

old the contact is (based on the
contact's date). The word Today

Customer Contact
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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.

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.

Multiple Financially Resp

26a

Appears when the account
has more than one financially
responsible person linked to it

Control Central - Account Tree

Non-cash Deposit

15

Appears when the account has
non-cash deposits effective on
the current date

Account - Deposit

n Open Contact(s) for Person /

n Open Contact(s) Premise

Appears if there are open
customer contacts associated
with the person and/or premise.
Refer to Customer Contacts Can
Be Used As Case Files for more
information.

Customer Contact

Pending Order Exists

31

Appears when the person has a
pending order.

Order

Pending Proposal SA Exists

36

Appears when the account has
a proposal service agreement

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

Service Agreement

Pending Quote Exists

34

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

Quote

Pending SA Relationships

16

Appears when the account has
SA relationships that are pending

SA Relationship

Pending Start

17

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

Start/Stop

Pending Stop

18

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

Start/Stop
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Person is linked to Multiple 22 Appears when the person has Control Central - Customer
Accounts multiple accounts. A person's Information

accounts are maintained on the

Account - Person page.

n Persons on Account 26¢ Appears when the account has Control Central - Account Tree
multiple persons linked to it. An
account's persons are maintained
on the Account - Person page.

Premise has Multiple Accounts 23 Appears when the premise has Control Central - Premise Tree
that are linked to non-closed non-
canceled service agreements that
are linked to different accounts.

Premise has n Child Premise(s) 40 Appears when the premise is Premise Management
defined as the parent premise
for one or more premises. Refer
to Define Premise Hierarchy for
more information.

Premise is linked to Parent 39 Appears when the premise Premise
Premise defines a parent premise. Refer

to Define Premise Hierarchy for

more information.

Quotable Proposal SA Exists 35 Appears when the account has Service Agreement
a proposal service agreement
in the quotable state. Refer to
Proposal SA State Transition for
more information.

Quote Awaiting Customer 33 Appears when the account has Quote
Response Exists a complete quote with a quote

detail that references a quotable

proposal SA. Refer to Quote

Lifecycle for more information.

Reactivated SAs Exist 21 Appears when any of the Service Agreement

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.

SA type alert message 13 Appears when the customer has Service Agreement
a service agreement with an SA
type that has been marked with
an alert message (refer to SA
Type - Details)

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.
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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 person 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 person 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

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. Referto How Are
Severance Processes Cancelled
for information describing

when a severance process is
deactivated.

Severance Process

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

Applicable Campaigns Zone

The Applicable Campaigns Zone lists the campaigns that may be of interest to the customer. If you press a campaign's
Add Order button, you will be transferred to the Order transaction where you can walk the customer through the campaign's
provisions and determine if they are interested in its goods and services.

FASTPATH:

Refer to The Big Picture Of Campaign Eligibility for more information.

WARNING:

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

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

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

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

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

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

Billed Consumption Zone

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

The following points describe unique features of this zone:

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

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

Approximately a year and half is shown. This zone shows al bills within 20 months of the latest bill. This limitation
exists to prevent this zone from becoming unmanageably wide.

Current Customer Zone

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

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

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

Adjacent to the account 1D appears a'check digit". Thisisfor 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.

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 (PREM-INFO) for an example.
If you prefer adifferent format, your system administrator should configure the system appropriately

Below Premise, 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.
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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 ageis
not applicable to open-item accounts.

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

Stop Service 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 I nfo Zoneisagrid that contains a variety of credit & collections-oriented events. Pushing the
button adjacent to the information transfers you to an appropriate page. The following table lists the type of information that
may appear in this zone and the page to which you will be transferred if you push the adjacent button.

Activity Label What Is Displayed Drill Down Transfers You To

Severance Process.One row is displayed for 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 - Main

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

The collection process's description and
create date/time

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

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

Write-off Process - Main

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

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

Overdue Process - Main

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

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

Payment Arrangement - Main
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special role of Payment Arrangement) linked
to the account

WARNING:

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

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

Customer Information Zone

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

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

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

NOTE:

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

Label

What Is Displayed

Drill Down Transfers You To

Account ID

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

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

Main Customer

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

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

appropriately
Set Up Date The account's setup date Account - Main
CIS Division The account's CIS division Account - Main

Customer Class

The account's customer class

Account - Main

Bill Cycle

The account's bill cycle

Account - Main

Current Credit Rating

The account's current credit rating

Account - C&C

Next Credit Review Date

The next date on which the account's

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

Account - C&C

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

The account's auto pay source

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

The main name of the miscellaneous person A person context menu has been provided
(allowing you to drill to a variety of person-

oriented pages)

Budget Plan

The account's budget plan Account - Budget

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

The characteristic's value Person - Characteristic

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

The telephone number Person - Main

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

The person identifier value Person - Main

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.

Email Address

The person's email address Person - Miscellaneous

Service Provider.

The service provider's name and a description ~ SA Relationship - Main
of the service provider's billing relationship as

of the effective date.

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
Cl_CIMAP. To disable the base package zone simply deny access to its associated application service. Y ou should only

grant access to your hew Customer Information zone.

Financial Information Zone

The Financial Information Zoneisagrid that contains financial information related to the account. Clicking the hyperlink
transfers you to the appropriate page. The following table lists the type of information that 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 datais blank for the person / account.

Label What Is Displayed

Drill Down Transfers You To

Current Balance

account's current balance is greater than zero,

The account's current balance. If the

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

a colored bar is displayed adjacent. This bar
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provides information about the age of the
account's debt. Refer to Current Customer
Zone for more information about this bar.

Payoff Balance

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

Not applicable

Last Bill

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

Bill - Main

Last Payment

The date and amount of the account's last

Payment Event - Main

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

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

Pending Bill Exists

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

Bill - Main

Freezable Bill Segments

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

Bill Segment - Main

Incomplete Adjustments

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

Adjustment - Main

Freezable Adjustments

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

Adjustment - Main

Payment(s) Pending Upload

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

Payment Upload Staging

Incomplete Payment(s)

Appears when the account has payments
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

Payment - Main
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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
are in error. This row contains the number of
payments and their total amount.

Payment - Main

Freezable Payments)

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

Payment Event - Main

Auto Pay will be created on

This row shows the date that the next auto
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.

Bill - Main

Auto Pay will be distributed on

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

Payment Event - Main

Premise Information Zone

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

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

NOTE:

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

Label

What Is Displayed

Drill Down Transfers You To

Premise Information

The premise's address. Note, the address
information is formatted by a plug-in algorithm
on the installation record. Refer to the base
package's premise format algorithm (PREM-
INFO) 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
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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)

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

The device's badge number, device type,
installation date, and status.

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 status.

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

SA Premise List Zone

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

The service agreements appear in the following order:

» Service agreements linked to the premise on which you're working appear first.

» Next appear service agreements linked to the account that don't have a premise (deposits, charitable contributions, etc.).

» Following this are the remaining service agreements linked to the account.

NOTE:

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

WARNING:

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

Service Credit Membership Zone

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

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

 Pending one time paymentsinitiated from athird party payment processing system.

» Pending one time payments initiated from web self-service

» Pending bill-related automatic payment records

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 atimeline zone displays its information and other functionality
that it supports.

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

Control Central - Customer Information

Once Control Central - Search 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. Y ou will find that a
mouse with a"roller" will facilitate navigating through the page.

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

Communication History Search

Search Fields:
The following options alow 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. Y ou can search for

Customer Contacts, Notifications from Oracle Utilities Notification Center and Lead Event logs, or all communications,
which combine the previous two.
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» Start Date and End Date allow you to set atargeted 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 acustomer contact related entry, the Customer Contact Date/ Time for the communication

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

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

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

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

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

Active Account Summary Zone

The Active Account Summary Zone lists al accounts related to the person in context where they are the main customer
on the account. In addition, accounts linked to this person's children also appear in this zone, and if a child has children,

the grandchildren's accounts are included. In fact, the system will look for accounts up to five levels deep (meaning that the
great, great grandchildren's accounts will be included in this zone).

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

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

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

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

Description of Page

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

Control Central - Premise Tree

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

Description of Page

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

Control Central - Bill/Payment Tree

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

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

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

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

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

 If abill or payment node is expanded, a summary of the match status of its financial transactionsis shown.

» Credit and correction notes appear as separate nodes.

Control Central - Payment Agreements

Once Control Central - Search 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.

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.

Y ou 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 zoneis 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.

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

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. Thisis not the
recommended approach, asit requires several screen interactions; either of the following approaches is preferable.
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« If your team has set up sales and marketing campaigns, you can use the order transaction to add a new customer. Refer to
Order User Interface Flow for more information. Refer to Sales & Marketing for background information about sales and
marketing campaigns.

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

» You start from Control Central - Search. 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 al 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: anew person is added, a new account
is added, the new person is linked to the new account, and you will be automatically transferred to Start/Stop where
you can start service. (Note: Thisisthe default behavior of the system. However, an implementation can define
different functionality by setting up a customer information options feature configuration.

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

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

Customer 360

Use the unified search box to find a customer and/or premise. After selecting a search result, you are brought to the
Customer 360 portal to see an overview of the customer.

Refer to Search for details on how to use the unified search box.

Customer 360 - Unified Search

Use the unified search box to find a customer or premise, in addition to the standard search for menu items. For more
complex queries, click the Advanced Sear ch to navigate to the advanced search portal.

The contents of this section describe how to use unified search for Customer 360.

Unified Search - Filters and Hints

Depending on the text entered into the toolbar search box, filter rules are dynamically performed to evaluate which filter is
applied when searching for a customer.

The following filters and associated filter rules are used:

Filter Filter Rule
Name Minimum of 5 characters excluding whitespaces
Address One or more numeric characters followed by space and an

alphanumeric character

Account ID 10 numeric characters

ID Number Social Security Number: 3 numeric characters followed by a dash, 2
numeric characters, a dash and 4 numeric characters
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Phone Number Plus character and 1-3 numeric characters (country code, optional)
followed by a space, period, dash or open parentheses, 3 numeric
characters (area code), followed by a space, period, dash or close
parentheses, followed by 3 numeric characters (exchange code),
followed by a space, period or dash, followed by 4 numeric characters
(subscriber number).

Email Address Non-whitespace characters followed by an @ sign, non-whitespace
characters, a period, non-whitespace characters

To search explicitly using a specific filter, precede the filter value with one of the following predefined hints:

Filter Hint Examples

Name n: n:brazil

Address ad: ad:123 main

Account ID ac: ac:1234567890

ID Number id: id:123-45-6789

Contact Info c ¢:555-2287 c:mbrazil@oracle.com

For more information on configuring unified search, filters, and hints, refer to Understanding Unified Search.

Unified Search - Search Results

When a search filter is applied, search results matching your search criteria are populated below the toolbar search box.
Theinformation displayed in this area can include the person, account, or premise information. Additionally, the search
filter and search filter value that was used for determining the matching search criteriais displayed. Select the customer or
premise to navigate to the Customer 360 portal.

NOTE: Thefirst 300 matchesareretrieved and displayed. The base search zones are configured with the Number
of Rowsto Display and Number of Rowsto Retrievefor 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.

Customer 360 - Program Enrollment

The Program Enrollment Zone contains messages highlighting a variety of insights related to the account in context. Insight
Types associated to the Insight Class of Program Enrollment are displayed.

The base product provides Insight Types for: Auto Pay Enrollment, E-Bill Enrollment, Budget Billing Enrollment and
Customer Web Enrollment. Refer to the Insight Type configuration in the application, for more details.

NOTE: For moreinformation about Insight Types and Insight Groups, see Contextual Insights.

The following provides high-level stepsto define insight types that can be associated to the program enrollment zone:

» Define new Insight Types. For the program enrollment zone, the insight types are intended to be defined with avisual
structure of List Insight. Specify an insight algorithm that receives account as input context value.

» Definean Insight Group that references the Program Enrollment insight class. Configure the valid visua structure as
List Insight.

» Associate the insight types to the insight group.
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Customer 360 - Customer Insights

The Customer Insights Zone contains messages highlighting a variety of insights related to the customer (person, account,
premise) in context. Insight Types associated to the Insight Class of Customer Insights are displayed.

NOTE: For more information about Insight Types and Insight Groups, see Contextual Insights.

The following provides high-level stepsto define insight types that can be associated to the customer insights zone:

» Define new Insight Types. For the customer insights zone, the insight types are intended to be defined with avisual
structure of List or Card. Specify an insight algorithm that receives person, account or premise as input context values.
The base package provides algorithm type CICIALERT (Contextual Insight - Control Central Alert) for exposing control
central aerts as contextual insights.

» Definean Insight Group that references the Customer Insightsinsight class. Configure the valid visual structures as List
or Card.

» Associate the insight types to the insight group.

In addition to the Customer Insights zone, contextual insights can be configured to potentially render within certain areas of
the other Customer 360 zones. The following table lists the available insight classes included in the base package and the
associated Ul placement within the corresponding customer 360 zone that insights can render. Additionally, the intended
valid visual structures are listed as a guideline when defining the associated insight group. Follow the steps as described
above to define insight types and insight groups for these zones.

Insight Class Zone Ul Placement Input Context Valid Visual Structures
Customer Context Customer (dashboard Upper section of the zone, PER_ID, ACCT_ID Badge
(Upper) zone) under person name field
Customer Context Customer (dashboard Bottom section of the PER_ID, ACCT_ID Inline
(Lower) zone) zone, under person hame
field
Financial History Financial Activity Upper section of Financial ~ ACCT_ID Inline

History tab, above the
financial history fields

Usage and Billing Financial Activity Upper section of Usage ACCT_ID Inline
and Billing tab, below the
filters

Payment Agreements Financial Activity Upper section of Payment ~ ACCT_ID Inline

Agreements tab

Credit and Collections Financial Activity Upper section of Credit ACCT_ID Inline
and Collections tab,
above the credit and
collections trees

Customer 360 - Customer Activity

The Customer Activity History Zoneis agrid that summarizes avariety of account-related events (in reverse chronol ogical
order). Use the Filter By drop down to select or deselect activity typesto display. Clicking on the activity record transfers
you to an appropriate page.
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This zone displays similar information as the Account Activity History Zone, with a number of additional activity types
added. The following table lists the additional types of information that may appear in this zone and the page to which you
will be transferred when selecting the activity record:

Activity Label

What Is Displayed

Drill Down Transfers You To

Bill. One row is displayed for every The bill amount, bill due date, number of days Bill
Completed bill linked to the account. in the bill period, and bill date.
Payment. One row is displayed for every The payment amount, the payment events Payment

Frozen payment linked to the account.

tender type(s), payment status, and payment
date.

Self Service Task. One row is displayed for
every self service task linked to the account.

The self service task type description, self
service task status, and creation date time.

Self Service Task

Business Flag. One row is displayed for
every SP-based business flag linked to the
accounts SA/SP's.

The business flag type description, status,
and create date/time

Business Flag

Device Event. One row is displayed for every
device event pertaining to paired device
event types (e.g., power outage/restoration)
and device event types configured to trigger
service issue monitors.

The device event type description, status, and
event date/time

Device Event

Service Order Field Activity. One row is The activity type description, service address Activity
displayed for every service order field activity information, status

that is not linked to a parent orchestrator

activity.

Service Order Orchestrator Activity. One The activity type description, service address Activity

row is displayed for every service order
orchestrator activity.

information, status

Customer 360 - Financial Activity
The Financial Activity Zone provides an overview of Usage and Billing, Financial History, and Payment Agreements linked

to the account.

The Usage and Billing tab provides a graphical view of bills and metered usage. Use the Cost / Usage drop down to toggle
between graphs. If the account is associated to multiple premises, use the Premise drop down to view a particular premise.

NOTE: Usage and Billing settings are configured by adding or changing the Billing and Usage Display Configuration.
Y ou can access the portal through Admin > General > Master Configuration.

The Financial History tab shows financial detail highlights and lists the account’ s financial eventsincluding charges,
payments, and adjustmentsin reverse chronological order. The financial details highlight section contains the following

financial information about the account:

e Current Balance
« LastBill

« Next Bill Date
» Autopay Source
» Deposit Amount
» Payoff Amount
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» Payoff Balance
e Current Credit Rating
» Next Credit Review Date

Y ou can use the financia history grid to both view high-level information about these events and transfer to the respective
page in which an object is maintained. Additionally, charge and payment events may be expanded for viewing additional
details.

The Payment Agreementstab lists scheduled payments for the account’ s active payment arrangements and/or pay plans,
and whether the scheduled payment has been received.

The Credit & Collection tab appears when the customer in context is active in a collections, severance, overdue, cut, or
write-off process. The tab contains a tree showing the respective process and associated events, along with badge insights
alongside each node indicating its status.

NOTE: Refer to the C1-CollectionsSeveranceProcess, C1-OverdueCutProcessTree, and C1-WriteOff ProcessTree tree
definitions for more information about the Credit & Collections node definitions and hierarchy.

Maintaining The V

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

Maintaining Persons

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

FASTPATH:

For more information about persons and their place in the "V", refer to Understanding The "V". For more information
about how most persons are added, refer to How To Add A New Customer From Control Central. For more information
about how a person 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 Infor mation contains basic information about the person. These values only appear after the person existsin the
database. The I D is a system-assigned random number that stays with a person for the life of the system.
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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 a gorithm (PERS-INFO) 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:

Person/Business indicatesif the entity is a person or abusiness. Valid values are; Person, Business. This value controls
how the person’s primary name is validated.

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

A premise can also havelife support / sensitive load infor mation. If the equipment is physically linked to the premise
(e.g., ahospital haslife 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-L SSL-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 aperson has life support or sensitive load equipment, it is possible for a different credit & collection severance process
to be kicked off if the person's account associated has overdue debt. Refer to Designing Y our Severance Procedures for
more information.

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

» UseName Typeto indicate if the nameisan Alias, Alternate Representation, Doing Business As, Legal, or Primary
name. Note, for new persons, avalue of Primary is defaulted. The values for the name type field are customizable using
the Lookup table. Thisfield nameisNAME_TYPE_FLG

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

NOTE:

Alternate representations of a per son's name. Y ou 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.
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 for matting ar e performed by plug-ins. The validation that is applied to Per son Name (e.g., acomma
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.

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

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

NOTE:

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

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

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

While person contacts can be used in lieu of a person phone 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 |nformation 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:

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

Enter the Extension, if any, of the contact information. (Thisfield 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 Status indicates the option contact’s status. Theinitial 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 a so 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.
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« Opt-in provides functionality to initiate an opt-in process for person contact types configured to support opt-in. Thisis
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/lnactive 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 aternate phone number, the
contact should be deleted. Inactive should only be used when the person contact cannot be deleted because it is
referenced on another object such as a contact preference.

» 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's have 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 aperson's primary identification in the search results area to help a user identify the customer
when multiple customers match the search criteria.

NOTE:

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

NOTE: The system supports encryption for Person Identifier. If your implementation has configured the system
to encrypt Person Identifier, the datawill 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).
e TurnonPrimary ID for the piece of ID that is the primary means of identifying the customer.

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

» Enter the identification number in the adjacent fields. Please note that if the ID Number should be formatted (e.g.,
dashesin an American social security number), you do not have to enter the dashes. Rather, you can enter the
information as a contiguous value and the system will format this for you. The format is shown in the adjacent | dentifier
Format column.

NOTE:

Formatting is performed by a plug-in. The format that is applied to an ID Number (e.g., dashesin an American social
security number) is controlled by the algorithm that is plugged in on the respective ID Type. If you prefer adifferent
format, your system administrator should configure this a gorithm 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 thisinformation 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.
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If you have set the Installation Option CIS Division Control flag, you must first define the new account's CI S 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 Per son 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 Per son Type (Person or Business)

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

Person - Correspondence Information

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

Description of Page

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

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

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

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

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

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

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

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

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

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

NOTE: The Email Addressfield appears when Legacy Person Phone and Email Option Type on the Customer
Information Options Feature Configuration has been enabled.
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Define the L anguage in which the person prefers their bills and correspondence printed.

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

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

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 Porta 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 isonly 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:

» Seasonal addresses will only be used if the customer's bills, statements, quotes, and / or |etters 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 seasona 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. Y ou can set the status to Inactive if you want a seasonal addressignored
(alternately, you can just remove the seasonal address).

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

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

Person - Characteristics

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

Description of Page

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

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

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

Person - Persons

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

NOTE:
You'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 isimplied by the relationship (e.g., spouses). There
are two waysto do this: 1) you can hominate one spouse as the "parent" and the other asthe "child" or 2) you can define
the spousal relationship for both persons (i.e., you would define Robert Chopin as the husband of Jeanette Chopin, and
Jeanette Chopin as the wife of Robert Chopin). If you choose the latter approach, arecursive relationship will exist.

WARNING:

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 achild 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

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

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

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

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

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

Person - Person Portal

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

Depending on your implementations regquirements, you may define additional zones to appear on this Portal.
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The contents of this section describe the zones that are available on this portal page.

General Information
Person I D, 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

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

Customer Information: Customer Information hyperlink navigates you
to Person

Contact Method: Statement Route Type specified on the statement
construct

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

Self-Service Notification Preferences

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 ahyperlink (if applicable):

» Notification Task Information — Summary information for each of the customer’s active notification tasks. The hyperlink

navigates you to the notification task (self-service task).

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

the account.

e CSSWeb User — End customer’s User 1D supplied by Oracle Utilities Customer Self Service when the customer

registers for the notification task (self-service task).
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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 del ete payment options used in customer self-service. Thisinformation 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. Y ou should only need to use this
page if you need to fine-tune the information that the system has set up by default because:

Most accounts are created when you add a new person or when you complete an order for a new customer.
Many fields are populated behind-the-scenes as part of the service activation process.

The topicsin this section describe the pages on which account related information is maintained.

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

Account - Main Information

The Main page contains core account information. Open this page using Menu > Customer |nformation > Account >
Sear ch.

Description of Page

The primary name of the Account's main customer and the Account 1D are displayed on every tab in this page. These
values only appear after the account exists on the database. The Account 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 (C1-AC-INFO) for an example. If you prefer different formatting
logic, your system administrator should configure the system appropriately.

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

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

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

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

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

Subtract E from C. For example, F=35=44-9
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 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 Dateisthe date the account was initially set up. Thisis 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 Class playsapart 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. Y ou may only select Customer Classes with the account’s CIS Division.

CIS Division defines the jurisdiction that governs this account. Y ou may only select CI 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 Usersand CIS
Division ngfor more information. The valueis defaulted to user’s primary CIS Division. Thisfield is updated behind

the scenes every time a service agreement is activated (the system uses the CI S Division associated with the service
agreement's SA type). If you have assigned a Cl S Division and do not want the system to change it when a service
agreement is activated, turn on Protect CI S Division. 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 Setting Up CIS Divisions and Setting Up Customer Classes for more information.

Access Group controls which users are allowed to view and update this account's information (including hills, service
agreements, payments, and premises). The system defaults this value from one of three sources, stopping after an access
group is determined. Thefirst is the Customer Class Control — Determine Access Group system event. The next isthe
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 isimplemented in the system.

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

Enter a Comment to define unusua information about the account. If thisfield is populated, an alert will highlight suchin
the Alert Zone.
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Bill Cycle controls when ahill is produced for an account. Thisfield is updated behind the scenes every time a service
agreement with a service point is activated. The route the system takes to do this update is as follows:

» Itlooksfor al service points linked to the service agreement.
|t extracts the service cycle from one of the service points.
» Finally, it takesthe hill cycle from the service cycle.

NOTE:

Thelist of bill cyclesisrestricted 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 thisisalittle 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.

If you want to stall billing until after some future date, enter the date in Bill After. Note that the bill’ s cutoff date should be
after this date, for the account to bill.

Mailing Premise I D defines the address on hills 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 auser should review the account's printed bills before they are sent to the customer in an on-going basis, enter thisuser’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 thisfield.

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

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

» Current Balanceisthe amount of debt the customer currently owes.

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

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

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

Account - Auto Pay

The Auto Pay page is used when an account pays their bills automatically (e.g., by direct debit or credit card).
FASTPATH:
Refer 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.
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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 Date is 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
Dateis not specified, this means the automatic payment option applies indefinitely. Y ou need only specify an End Date
if the customer wants to stop paying automatically.

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

Use Auto Pay Sour ce 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. Thisfield isvisible only if feature configuration is set up to support payment advice functionality.
Refer to Payment Advices for more information on the payment advice functionality.

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 1D, the datawill be displayed with a masked value; such as, ******* Refer to
Encrypting Sensitive Data for more information

Y ou will be required to define an Expires On date if the Auto Pay Sour ce Code references atender type that requires
an expiration date (e.g., if the Auto Pay Source is acredit card company).

Enter the Name of the customer asit appearsin the financial institution's system. This name s routed to the financial
institution.

NOTE:
Default note. The Name will default to the primary name of the main customer linked to the account after you enter a
Start Date. 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 Comments to 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 acommercia customer) can be
linked to an account.

When you add an account from Person - Main or from Order - Main the system automatically links the person to the
account, so you typically won't have to open this page. However, if you need to link multiple persons to an account (e.g.,
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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 Per sons

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.” Changesto fields on the
page are disabled because the record can be deleted by the self-service application.

Y ou 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 Per sons scroll contains one entry for every person linked to the account. The following fields display:
Person | 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 1D throughout the system.
Financially Responsible Turn on this switch if the person is financialy responsible for the account's debt.

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

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

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

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

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, thisfield 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 hills 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 ison and gray if the person isthe 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 ahill.

Bill Route Type Indicate how the bill is sent to the customer. Thisfield's value defaults from the Installation Record.
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« 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 afax 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 aflag 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 hill.

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

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

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

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

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

Quote Route Type Indicate how the quote is sent to the customer. This field's value defaults from the Installation Record.

 If the quoteroute type you select indicates that quotes are routed via Fax, the person's fax number is displayed adjacent.
The fax number displayed is from afax 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 aflag on the phone type.
Which is shown is dependent on how your system is configured.

» |f the quoteroute type 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 aperson’s email. Which is shown is dependent on how
your system is configured.

» If the quoteroute type you 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 lettersto the main customer and any other
person linked to the account that Receives Notifications. This switch ison and gray if the person isthe Main Customer
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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 addressis displayed adjacent.

Choose Person if bills/ quotes should be sent to the person's mailing address. This address is displayed adjacent.

Choose Account Overrideif 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 Addr ess 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 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 isthe Main Customer because their contact information can
always be used on contact preferences for notifications.

Account - Financial Balances

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

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

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

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

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

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

Account - C&C

The Credit Rating page contains the credit rating transactions that impact an account's credit rating and cash-only score. To
view or modify these transactions, open Menu > Customer Information > Account > Search and navigateto the C& C
page.

Description of Page

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

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

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

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

Forced ADM review. If you want the account debt monitor to review an account's debt the next time it runs, simply
change the Credit Review Date to adate in the distant past (e.g., 1/1/1900). The next time the ADM background
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process runs with the Include Minimum Days Review (Y/N) setto Y, it'll seethat 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 isan
account's credit rating cal culated?.

The account's Current Cash-Only Scoreisdisplayed. For an explanation of how this number is derived, see How is an
account's cash-only score cal cul ated?.

The Credit Rating History scroll contains one entry for each credit rating history record associated with the account. The
following fields display:

Start Date Thisisthefirst date the credit rating transaction affects the account's credit rating and cash-only score.
End Date Thisisthe 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 Thisisthe effect of the credit rating transaction on the account's credit score. This should be a
negative number because the lower the score the worse the credit rating.

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

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

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

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

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 pointsis
defined on the severance event type.

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

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

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

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

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

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

Created By Flag. The credit rating transaction includes a Created By flag that is customizable using the Lookup table.
Thisfield nameisCR_RAT_CRE _BY_FLG. If your implementation uses 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 cal culated by summing the Affect on Credit Rating from credit rating transactions effective
on the current date. Thisvalue is added to the beginning credit rating defined on the installation record. The result isthe
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 seeif 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:

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

» 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 criteriaif you set up your collection processes to do this.

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

How is cash-only score calculated?

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

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

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

type.

Open 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 aNew Budget for each service agreement. At that point the service agreement's budget amount has not been
updated. The user may review the cal culated amounts; make desired changes and then click Save to update the budget
amount for the service agreements.

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

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

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

NOTE:
Budget Recommendation. Though this page lists all SAs eligible for a budget, the budget recommendation only
calculates a budget amount for SAswhose start and end date (if any) includes the budget date.

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

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

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

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

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

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

SA Information Thisis a concatenation of basic information about the service agreement.

Last Changed Date Thisis the date when the service agreement's budget amount (i.e., recurring charge amount) was last
changed.

Budget Amount Thisis 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 changeis
defined in New Budget Date.

Account - Deposits

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

NOTE:

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

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

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

Total Depositson Hand Thisisthe sum of cash and non-cash deposits held for the account.

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

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

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

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

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

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

Deposit Amount Indicate the amount of the non-cash deposit.

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

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

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

Account - Characteristics

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

Description of Page
NOTE:

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

The following fields display:

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

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

Account - Alerts

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

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

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. The aert is shown through the end date.
Y ou can leave thisfield blank if the alert should be effective indefinitely. The date defaults to the Start Date plus the Alert
Type'saert period.
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Account - Account Portal

Select Menu > Customer Information > Account > Search 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. Y ou can maintain the customer's
preferred method(s) of contact (the preferences) for receiving these notifications, or process a customer's request to opt out
of receiving them.

NOTE:

Push notifications have parent and individua 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 hel p text for information about this zone's fields.

Subscription Communication Preferences Zone displays contact preferences for subscription-based notification

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

NOTE:
Unlike push notifications, communication preferences are established for the subscription notification types, which also

defines the message to be sent.

Not all naotification 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
» Please see the zone's hel p text for information about this zone's fields.
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Account Management Portal

The Account Management portal is used to maintain multiple accounts linked to a particular customer.
Open this page using 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.)

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

» Mailing address

» 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

o Tax exemptions

» Characteristics

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

Description of Page

Use the Account Search zone to search for a person. The Person 1D isrequired. Include 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
using person to person relationships. Y ou can also enter one or more of the following values to further restrict the list of
accounts returned: Customer Class, Account M anagement 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.
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Account - SAs For A Debt Class

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

NOTE:
The 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.

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

The Account 1D and the primary name of the account's main customer are displayed.

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

NOTE:

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

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

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

» Payoff Balance is the amount the customer would owe if they wanted to pay off their debt. Payoff balanceis 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 Arrearsdisplaysthe age of the amounts that make up the current balance.
» TheDays Old and Arrears Amount information shows the age of the service agreement's debt.

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

Using The Account/Person Replicator

There are two different ways to use this transaction:

 You can make many copies of agiven Person/ Account combination. This may be required if your company works
with 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:
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» Add anew person and account if you don't already have a customer to serve asyour "template”.

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

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

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

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

» Usethe Account/Person Replicator to create copies of the account as described below (and make sure to use the
Replicate Account Only option).

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

NOTE:

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

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

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

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

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

If everything looks clean, click save.

Information Replicated for New Persons

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

WARNING:

This copy includes the person's identification number. Thiswill result in multiple persons with the same identification
number. Y ou should ensure that the identification number for your template person is atemporary number. When you
sign up your actual customer, be sure to update the identification number to 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
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e Setup Dateis set to the current date

» Credit Review Date and Postpone Credit Review Until Date will be set to blank
» Auto Pay information will not be copied

 Credit Rating History will not be copied

» Non-cash deposit information will not be copied

NOTE:

that all miscellaneous persons linked to the account (i.e., those who are not flagged as Main Customers) will be linked
to the new accounts. With this functionality, for example, you can create a person for athird party enroller and link this
enroller to the template account. This enroller will then be linked to all the new accounts.

Maintaining Service Agreements

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

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. Y ou 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 asit will affect
how the customer is billed, what rate can be specified, how overdue debt is collected, and much more. After the service
agreement is activated, you may not change its SA type.

The Lifecycle Of A Service Agreement

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

Pending Start

Billable States

Pending Stop

\

Stopped Reactivated

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 existsin 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 serviceis defined in the
system.

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

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

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

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

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

Cancelled 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. Y ou may
only do thisif the service agreement's financial transactions and non-billed billable charges are al cancelled.

Y ou should rarely have to change a service agreement's status. Why? Because the system changes the status behind-the-
scenes when various events take place. For example,
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»  When you request a service start using the Start/Stop page, the system creates a service agreement in the pending start
state.

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

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

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

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

» When afinal payment is received and the stopped service agreement's 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.

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

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

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

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

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

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

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

NOTE:

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

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

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

Renewing Service Agreements

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

The SA renewal background process initiates the renewal for all active service agreements when the renewal date is reached
(i.e., therenewal date is on or before the process date). When a service agreement is renewed:
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» The SA renewal agorithm (specified on the SA type) is executed. The SA renewal agorithm can be used to customize
the processing required to renew an SA.

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

» If the renewal processisnot successful, a To Do list entry (of type TD-SARN) is created for the account and service
agreement.

Expiring Service Agreements

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

Service Agreement - Main Information

The Main page contains basic service agreement information. Open Menu > Customer Information > Service
Agreement > Search 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 I D is a system assigned random number that stays with a service agreement for life. The SA
Info is a concatenation of important details about the service agreement and its account.

NOTE:

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

appropriately.

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

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

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

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

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

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

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

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

If the quotation module 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 away, information about the Proposal SA will
appear beneath SA Status.
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Enter the Account ID that isfinancially responsible for the service agreement. If you change a service agreement’s Account
ID, you are effectively transferring this service agreement (and its debt) to the new account.

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

Use Maximum Bill Threshold if you want the system to generate a bill error when a bill segment is produced in batch that
exceeds agiven value. These 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.

the SA Type has a special role of Bill Determinants Required, you must enter the Cutoff Time and Start Day Option that
is used on ahill determinants usage request.

« The Cutoff Timeisenteredin "legal time". This value defaults from either the start option or the installation record.

» 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 their own meter. Valid values are: Yes, No.

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 serviceis started using either Start / Stop or the Order transaction. The Start Option field contains the last
start option whose field values were copied to the service agreement. If you need to change a service agreement's terms by
applying a different start option, you can. Refer to Changing A Start Option for a description of how to do this.

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

I D defines the premise that supplies these characteristics. This field also defines the premise under which the service
agreement’s bill segments are classified and is used to identify where the service agreement’s service is located on various
windows. Thisfield 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 asa Char Premise. If the service agreement doesn't have service points, any premise
may be selected.

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

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

« It should be called Cash Deposit Amount if the total amount to bill isfor a deposit.
» |t should be caled L oan Amount if the total amount to bill is for aloan.

Number of Payment Periods only appears for loan SA types. It displays the number of periods specified when the loan
was first activated. (The number of payment periods may have been subsequently changed on Loan maintenance.)

If the service agreement uses a recurring charge, the current recurring charge amount is displayed. Transfer to the Service
Agreement - Recurring Charge to update this value. Thisfield is not visibleif the service agreement's SA type doesn't allow
recurring charges. The label that appears for thisfield is defined on the SA type (on the Billing tab). We recommend that the
system be set up so that this label is very specific, for example:

It should contain Budget Amount if the recurring chargeis 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 aloan.

SA Relationship ID contains the ID of the SA Relationship that is associated with a sub service agreement. Thisfield is
only visible on sub service agreements. Refer to Sub Service Agreements for more information.

CIAC Review Date displays the last date that the Contributions In Aid of Construction (CIAC) review process ran for
this service agreement. Thisfield isonly visible if the SA type indicates thisis a CIAC service agreement. Refer to CIAC
Segmentation for more information on CIAC.

Deposit Interest Calculated contains the last date the system applied interest. Thisfield isonly visibleif the SA typehasa
special role of Cash Deposit.

The Scheduled Payment Autopay flag determinesif the Non-Billed Budget scheduled payments are excluded from
automatic payment or included by automatic payment. If the account is not set up for automatic payment for the period that
covers the Non-Billed Budget, this flag cannot be set. Thisfield is only visible if the SA has a special role of Non-Billed
Budget.

The NBB Recommendation Rule displays the description of the non-billed budget recommendation rule used for this SA.
Thisfield isonly visible if the SA has a special role of Non-Billed Budget.

Expiration Date contains the date at which the service agreement is set to expire.

Renewal Date contains the date at which the service agreement is to be renewed. Renewal date is disabled if renewal is not
allowed on the SA type.

Debt Classindicates the debt class into which the service agreement’s current balance is categorized by credit and
collections. A service agreement's debt 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. Thisvaueis
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.
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This bottom of this page contains a tree that shows the various objects linked to the service agreement. Y ou can use this
tree to both view high-level information about these objects and to transfer to the respective page in which an object is
maintained.

The topics that follow describe miscellaneous features on this page.

Changing A Start Option

If the service agreement isin 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 isin the active or pending stop states and if the SA type uses start options, a button appears on
Service Agreement - Main called Apply New Start Option. When clicked, the Apply New Start Option dialog box opens.

Thefieldsin this dialog box alow you to define a Start Option whose terms should be copied to the service agreement
as of agiven effective date ( Apply Start Option on). Because most terms on a service agreement are effective-dated,
it'simportant that you understand the following ramifications of applying a start option (note, we use the word "terms" to
generically reference any of the fields that can be defaulted from a start option):

» Termsarereused if Start Option contains the same value as defined in the service agreement. For example,

 If the Start Option references the same rate as defined in the service agreement, a new rate record will NOT be
created.

» If the Start Option references a contract rider that's currently defined in the service agreement, a new rider will NOT
be created.

» Termsthat support explicit expiration (i.e., those with an end date) are expired if they are not referenced on the new
start option. For example, if the service agreement has arider that is not referenced on the new start option, it will be
expired.

» Termsthat support implicit expiration (i.e., those without an end date) are left unchanged if they are not referenced on
the new start option. For example, a service agreement characteristic that isn't referenced on the new start option will
NOT be modified when a new start option is applied.

NOTE:

Only start optionsrelated to the service agreement's SA type can be used. It should be noted that only start options
related to the service agreement's SA type can be specified. If the service agreement isin the pending start state, you

can change the service agreement's SA type on the Main tab or via Start/Stop - Pending SAs. If the service agreement is
active, you may not change its SA type.

When you click OK awarning window will appear that summarizes the changes that will be made to the service agreement.
After confirming what will be changed, click OK to change the service agreement's terms. The Start Option that is shown
on the Main tab will now reflect the start option whose terms were just applied.

The Impact of Proposal Service Agreements

If the quotation moduleis not turned off, you may display a proposal service agreement on Service Agreement - Main. This
section describes how Service Agreement - Main differs when a proposal service agreement is displayed.

The SA Status section is replaced with a section that shows the status of the proposal service agreement (proposal SA).

Proposal SA Status defines the state of the proposal service agreement. The Quote Maintenance transaction typically
changes the status of a proposal SA when users accept, decline and cancel quote details. If you wish to change the status of
aproposal SA independent of this transaction, you can press one of the adjacent buttons
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» 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'sterms, 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.

If area service agreement was created when the proposal SA was accepted, Real SA 1D appears and contains the ID of the
real service agreement. Refer to Accepting / Declining Quote Details for more information.

Service Agreement - Rate Info

The rate info page contains the service agreement's rate and information needed by the rate to calculate the service
agreement's bill segments. Thisinformation is only displayed if the service agreement's SA type allows arate.

Open 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 cal cul ate the service agreement's bill segments. Multiple rows will only exist if the
service agreement's Rate changes over time.

A service agreement's Rate is populated by the system when service is started. The method used to populate the initial Rate
depends on how serviceis 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 popul ated on the service
agreement.

Billing selects a single rate from the Rate grid when it calculates a bill segment for the service agreement. If multiple rates
are defined in this grid, the rate is selected based on the service agreement's SA type's Rate Selection Date. The following
fields display:

» Effective Dateisthe date the rate becomes effective. The service agreement's start date defaults.
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» Rate Schedule defines the rate used to cal culate the service agreement’s bill segments. Note, you can only choose rates
defined as permissible on the service agreement's SA type; the permissible rates are shown in the adjacent tree.

NOTE:

Possible override. If your service agreement is linked to aterms of service record, it is possible that the rate used by the
system could get overridden by one referenced on the terms of service. If the rate is overridden by the TOS, the tree on
this page indicates the rate source.

The Contract Rider grid contains the contract riders that are in effect for the service agreement. Thisinformation is
defaulted when service is started using a start option (using the contract rider information defined on the start option). Y ou
should only have to access this section if you need to fine-tune what the system defaults.

Billing uses this information when it calculates a bill segment for the service agreement if:
» Therate used to calculate the bill segment contains a calculation rule that references a bill factor.
» Thereferenced bill factor requires a contract rider to levy the associated charge.

If aContract Rider does not exist or is not effective, the charge associated with the calculation rule is not applied to the
customer's bill.

To modify acontract rider linked to the service agreement, simply move to afield and change its value. To remove a
contract rider, click the - button. To add a new contract rider, click the + button and fill in the information for each field.
The following fields display:

» Use Start Dateto define the date on which the contract rider becomes effective. The service agreement's start date
defaults.

» Use End Date to define the date on which the contract rider expires. This field need only be specified if the contract
rider expires on an explicit date.

» UseBill Factor to define the type of rider. Y ou may only reference Bill Factor s designated as being applicable for
contract riders. Note, the Bill Factorslinked to the rate that are marked with contract rider applicability are shown in the
adjacent tree under the Contract Rider node.

The Contract Values grid contains the contract values that are in effect for the service agreement. Thisinformation is
defaulted when service is started using the contract value information defined on the start option used to start service (if
any). Y ou should only have to access this page if you need to fine-tune what the system defaullts.

Billing uses this information when it calculates a bill segment for the service agreement if:

» Therate used to calculate the bill segment contains a calculation rule that references a bill factor.
» Thereferenced bill factor uses a contract value to define the amount charged.

The following fields display:

» Use Start Dateto define the date on which the contract value becomes effective. The service agreement's start date
defaults.

» Use End Date to define the date on which the contract value expires. This field need only be specified if the value rider
expires on an explicit date.

» UseBill Factor to define the type of value. Y ou may only reference Bill Factors designated as allowing valuesin
contract terms. Note, the Bill Factor s linked to the rate that are marked as allowing values in contract terms are shown in
the adjacent tree under the Contract Value node.

» UseValueto define contract value.

FASTPATH:
For more information about contract values, refer to Defining General Bill Factor Information.

The Tax Exemptions section contains the taxes from which the service agreement is al or partially exempt.
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Billing uses this information when it calculates a bill segment for the service agreement if:
» Therate used to calculate the bill segment contains a calculation rule that references a bill factor.
» Thereferenced hill factor can have tax exemptions that limit the amount of the charge.

If the bill factor doesn't have atax exemption or there are none that are effective during the bill period, thetax islevied

in full. If the service agreement is exempt, the appropriate charge associated with the tax is calculated. We strongly
recommend using the "%T" substitution character in the Description on Bill on tax-exemptible calculation rules so that an
appropriate tax exemption message appears on the customer's hill.

The following fields display:
» Use Start Dateto define the date on which the tax exemption becomes effective.
» Use End Date to define the date on which the tax exemption expires.

» UseBill Factor to define the tax from which the service agreement is exempt. Y ou may only reference bill factors
designated as being tax exemptible. Note, the Bill Factor slinked to the rate that are marked as tax exemptible are shown
in the adjacent tree under the Tax Exemption node.

» Use Percent Exempt to define the customer tax exemption percent (e.g., 90 means the customer is 90% exempt and will
only pay 10% of the normal tax rate).

» UseTax Exempt Typeto specify the type of exemption.
» UseTax Certification if the customer has atax exemption certificate.

Rate Information Tree

The tree shows the service agreement's permissible rates and the related types of contract riders, contract values and tax
exemptions that are possible given these rates.

» The Permissible Rates node displays al the rate schedul es 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 hill 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 cal culation 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 aso shown.

» The Contract Value node displays al the bill factors linked to the service agreement's rate(s) that may have contract
values defined for them. If you expand a hode, you can see the individual calculation rule(s) on which the bill factor is
specified. If the service agreement has a contract value defined that is currently in effect, it is also shown.

» The Tax Exemption node displays all the bill factors linked to the service agreement's rate(s) that may have tax
exemptions defined for them. If you expand a node, you can see the individual calculation rule(s) on which the bill factor
is specified. If the service agreement has atax exemption defined for the bill factor that is currently in effect, it isalso
shown.

If the service agreement is currently linked to aterms of service record for an effective umbrella agreement, additional
information is displayed in the tree.

» The Permissible Rates node displays the rate source value associated with the service agreement's SA Type.

» |f the terms of service record linked to the service agreement has atemplate SA and the rate source is Check TOS First,
then SA , the Effective Rate Schedule node displays the rate schedul e for the template SA. An additional node indicating
whether the rate source is the template SA or the current SA is displayed below.

» The Contract Rider, Contract Vaue and Tax Exemption nodes include the terms of service usage value from the hill
factor.

FASTPATH:
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Refer to Rate Terms Overridden By Terms Of Service for more information.

Service Agreement - SA / SP

The SA / SP page contains the service points that are linked to the service agreement. Thisinformation is only displayed if
the service agreement's SA type allows service points.

Thisinformation is updated by the system when serviceis started. Y ou should only have to access this page if you need to
fine-tune what the system defaults.

WARNING:
Y ou must understand the "V" very well before attempting to maintain this information. Refer to Understanding The
"V"for moreinformation.

Use Menu > Customer Information > Service Agreement > Sear ch and navigate to the SA/SP page
Description of Page

Billing uses SA / SP information to amalgamate consumption when it calculates a bill segment for the service agreement.
The following fields are displayed:

Service Point 1D Theidentity of the service point. The type and location of the service point is displayed adjacent. This
field is gray after the service point is committed to the database.

Meter/Item Info The meter / item that is currently installed at the service point is displayed.

How to Use (SP) Indicates how billing uses the consumption associated with the service point. Thisfield is gray for item-
type service points. Valid values are: Add, Check, Subtract. Add service points have their consumption added to the total
amount of consumption billed under a service agreement. Subtract service points have their consumption subtracted from
the total amount of consumption billed under a service agreement. Check service points are ignored by hilling.

Use Percent Indicates the percentage of this service point's consumption that is billed under the service agreement. This
field is gray for item-type service points.

Start Date/Time The date and time the service point's consumption starts being billed under the service agreement. Thisis
defaulted from the service agreement's start date.

NOTE:
For SAswhose type has a special role of Bill Determinants Required, the time component of the start date/time does not
necessarily reflect the SA’s cutoff time.

Stop Date/Time The date and time the service point's consumption stops being billed under the service agreement. Thisis
defaulted from the service agreement's end date.

NOTE:
For SAswhose type has a special role of Bill Determinants Required, the time component of the stop date/time does not
necessarily reflect the SA’s cutoff time.

The Field Activity grid contains the list of field that have been generated in respect of this SA / SP. Refer to Field Activities
to Start Service, Field Activitiesto Stop Service and The Big Picture Of Severance Events for more information.

Field Activity Theunique ID of any field activity associated with starting, stopping, investigating, or severing the service
at the service point.

Field Activity Type Indicates why the field activity islinked to the SA/SP. Valid values are Start Activity, Stop Activity,
Severance Activity, Cut Process, or Service Activity.
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The Characteristics grid contains characteristics that are only applicable for agiven SA / SP combination. These are
typically only used for obscure SA/SP relationships for which unusual pricing terms

NOTE:
Y ou can only choose characteristic types defined as permissible on the SA/SP record. Refer to Setting Up Characteristic
Types & Their Values for moreinformation.

The following fields display:

Effective Date Indicate the date on which the characteristic value becomes effective. The service agreement's start date
defaults.

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

Service Agreement - Chars, Qty & Rec. Charges

This page contains the Characteristics, Contract Quantities and Recurring Charges that are in effect for the service
agreement.

Use Menu > Customer Information > Service Agreement > Search and navigate to the Chars, Qty & Rec. Charges
page.

Description of Page

The Characteristics grid contains information that describes miscellaneous information about the service agreement. This
information is defaulted when service is started using the characteristics defined on the start option used to start service (if
any). You should only have to access this section if you need to fine-tune what the system defaullts.

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

The following fields display:

Effective Date Indicate the date on which the characteristic value becomes effective. The service agreement's start date
defaults.

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

The Contract Quantity grid contains the contract quantities that are in effect for the service agreement. Thisinformation is
defaulted when serviceis started using the contract quantities defined on the start option used to start service (if any). You
should only have to access this section if you need to fine-tune what the system defaullts.

Billing may use this information when it calculates a bill segment for the service agreement if the rate has pre-processing
calculation groups. Refer to All Calculation Rule-Based Rates Share a Common Structure for more information about pre-
processing calculation groups.

The following fields display:

Effective Date The date this quantity becomes effective. The service agreement's start date defaults.
Contract Quantity Type Thetype of contract quantity.

Contract Quantity The contract quantity.
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The Recurring Char ge section contains effective-dated information that defines the recurring charge amount used to
calculate the service agreement’s bill segments. Thisinformation isonly displayed if the service agreement's SA type allows
arecurring charge amount.

A service agreement's recurring charge amount history is updated by the system behind-the-scenes as part of the Start
Service process. The budget recal culation process can aso update this information. Y ou should only have to access this
section if you need to change a service agreement's recurring charge amount on some future date.

Billing uses recurring charge information to select the appropriate recurring charge when it calculates a bill segment for
the service agreement. To modify arecurring charge, simply move to afield and change its value. To change the recurring
charge amount effective on a given date, click the + button to insert arow, then fill in the information for each field. The
following fields display:

Effective Date The date the charge becomes effective. The service agreement's start date defaults.
NOTE:

Recurring charge changes during a bill period. Only one recurring charge will be used on any bill segment. The
system selects the recurring charge value effective on the end date of the bill segment.

Recurring Charge Amount The recurring charge amount.

Service Agreement - Miscellaneous

The miscellaneous page contains information that describes miscellaneous information about the service agreement. Use
Menu > Customer Information > Service Agreement > Search and navigate to the Misc page.

Description of Page

Start Requested By displays the information entered in the Regquested By field on the Start Stop page when this SA was
started.

Stop Requested By displays the information entered in the Requested By field on the Start Stop page when this SA was
stopped.

Select the SI C associated with the customer. Thisistypically only used for commercia and industrial customers.

Enter a Business Activity associated with the customer. This can be used to further define what types of activities are
served by this contract.

The bill message grid contains information about the message(s) to appear on a service agreement's bill segments. Both one-
time and permanent messages may be defined. Thisinformation is used when the system assembles messages to appear on
an account's bill (as part of bill completion). Refer to The Source Of Bill Messages for more information. The following
fields are displayed:

» For Bill Message, select a message code to appear on the customer's bill.

» For Bill Message Type, use Temporary to indicate the message should only be linked to the next bill produced for the
account. Use Permanent if the message should appear on every hill. Note, avalue of Temporary defaults.

The terms and conditions (T& C) grid contains the service agreement's T& C's. This information is defaulted when service
is started using a start option (using the T& C information defined on the start option). Y ou should only need to change
thisinformation if you need to fine-tune the defaults. Refer to Legal Terms and Conditions May Be Specified on Service
Agreements for more information. The following fields display:

» Use Start Dateto define the date on which the T& C becomes effective. The service agreement's start date defaullts.

» Use End Date to define the date on which the T& C expires. Thisfield need only be specified if the T& C expires on an
explicit date.

» UseTermsand Conditionsto define the type of T&C.
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Service Agreement - Contract Options

The contract options page contains the contract options and contract option events for service agreements.

Open this page using Menu > Customer Information > Service Agreement > Sear ch and then navigate to the Contract
Options page.

Description of Page

The Contract Option collection contains effective-dated information that defines the contract options linked to the service
agreement. The following information may be defined for each contract option:

Contract Option Id Thisistheid of theto link to the service agreement. The SA Contract Option 1D is displayed
adjacent. Thisisthe unique identifier of the SA / contract option record.

Effective Date/Time Thisisthe date and time that the contract option isin effect for the service agreement.
Expiration Date/Time Thisisthe date and time that the contract option is no longer in effect for the service agreement.
The Override Events Collection contains information about the override events for a shared contract option.

If a contract option event for a shared contract option should not be applicable to this service agreement, enter the Contract
Option Event I D, the Override Date/Time that the override is effective and the Status. The status value of Active means
that the override isin effect. The status value of Inactive 'cancels' the override, meaning that the event is applicable to this
service agreement.

If seasonal time shift records are linked to both the base time zone and to the time zone on the service agreement's
characteristic premise, the Seasonal Time Shift associated with the time zone on the characteristic premise is displayed.

The Seasonal Time Shift Remark indicates whether the datais displayed and should be entered in legal time or standard
time. If the datais displayed in legal time use the Show in Standard button to toggle to standard time. If the datais
displayed in standard time use the Show in L egal button to toggle to legal time.

NOTE:
Thistab may not appear. Thistab is suppressed if theinterval billing Complex Billing moduleis turned off.

Contract Option and Dynamic Option. A Dynamic Option will exist for each Contract Option.

FASTPATH: For moreinformation about Dynamic Option, refer to Dynamic Option.

Service Agreement - TOU Contract Values

TOU Contract Values Tree

Service Agreement - Billing Scenario

NOTE:
Thistab may not appear. Thistab is suppressed if the quotation Contract Management moduleis turned off.

This page alows you to define a proposal service agreement's billing scenario. Refer to Proposal SAs Contain Billing
Scenarios for more information.
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Open this page using Menu > Customer Information > Service Agreement > Search, then navigate to the Billing
Scenario page.

Description of Page
This pageis protected if the service agreement being displayed is not a proposal service agreement.

When aquote is generated for a proposal SA, the system creates a simulated bill segment for each billing scenario linked to
the proposal SA. Each simulated bill segment shows the prospect how much their bill would be if the pricing terms on the
proposal SA were applied to the billing scenario's consumption in the related time period.

NOTE:
Y ou should not haveto enter thisinformation from scratch. Y ou can set up the system to automatically generate
billing scenarios when a proposal SA is created. Refer to Proposal SAs Contain Billing Scenarios for the details.

The following information is defined for each billing scenario:

» Start Date and End Date define the simulated bill segment's period.

» Thegrid contains the consumption that will be priced during this period:
» Unit of Measureis the unit of measure of the service quantity.
e TOU isthetime-of-use code of the service quantity.
» SQI isthe service quantity identifier of the service quantity.

 Initial Service Quantity istheinitial quantity passed to the rate (and massaged by the rate's pre-processing
calculation group(s), if any exist).

» ServicePoint ID isused if your rate uses pre-processing cal culation groups that require characteristic values from the
service point or premise. For example, the calculation rule that converts CCF to therms uses a bill factor to store the
conversion factor. This bill factor may have been configured to use characteristics on the service point / premise (e.g.,
the conversion factor may differ based on the storage location associated with the service point).

Service Agreement - SA Portal

Select Menu > Customer Information > Service Agreement > Search and navigate to the SA Portal pageto view
additional information associated with an SA.

Depending on your implementation’ s 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 SA ID and SA Info.

Consumer Contract Products displays the service agreement’s consumer contract products. Add, Edit and Delete actions
are provided.

Maintaining SA Relationships

The SA Relationship page contains information about a specific relationship between a service provider and a customer.

WARNING:
The following page looks deceptively ssimple. It's not. Refer to The Big Picture of SA Relationships and Service
Providersfor more infor mation.

Open Customer Information, SA Relationship to maintain thisinformation.
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Description of Page

The SA Relationship Info is a concatenation of important information about the SA relationship record. The SA RelID isa
system-assigned random number that stays with a SA relationship record for life. This value is assigned when the record is
added to the database.

SA Rélationship Status defines the state of the SA relationship. The buttons are used to change the state:

» Click the Activate SA Rel button to activate a Pending SA relationship. This button is only enabled when the status of
the SA relationship is Pending.

» Click the Cancel SA Ré button to cancel an Active or Pending SA relationship. This button is only enabled when the
status of the SA relationship is Active or Pending.

NOTE:
Automatic SA Relationship creation and activation. The system automatically creates and activates required SA
Relationships when the Activate SA background process sees that there are required SA relationships for the master SA

Type.

Account 1D isthe account associated with the Service Agreement ID. Thisfield is protected after the SA relationship has
been added to the database.

Use Service Agreement to define the "master” service agreement ID that has arelationship. Thisfield is protected after the
SA relationship has been added to the database.

Premiseisadisplay-only field that shows the Service Agreement's characteristic premise (i.e., the primary premise
associated with the service agreement).

Use SA Rélationship Typeto define the type of relationship. Thisfield is only enabled if:
» A Service Agreement ID is specified, and

» The status of the SA Relationship is not Canceled, and

» All sub SAsin the grid at the bottom of the page (if any) are Canceled.

Enter the Effective Date of the relationship. Thisfield isonly enabled if:

» A SA Rdationship Typeis specified, and

» The status of the SA Relationship is not Canceled.

Usage defines how this relationship is used. The following options are available:

» Relationship With SPr. Use this option if this relationship is used to define a relationship between a customer and a
service provider.

» Expire SA Relationship. Usethisoption if this relationship expires any prior relationship between a customer and a
service provider and there is no relationship with a service provider going forward.

If the SA Relationship Type's Service Provider Model isMarket Service Provider, the following fields are enabled:

» Market identifies the market in which the service provider participates. Selecting a value will enable Provider
Configuration Option.

« Provider Configuration Option specifies a service provider’s billing/payment relationship within the specific market.
Selecting avalue will enable the Market Relationship Service Provider..

» Market Relationship Service Provider specifiesthe ‘It's Us' service provider, meaning the utility company who is
implementing this system. Thisis either a distributor or aretailer, depending on the utility’ srole in the market. The
selection list consists of service providers with the selected billing/payment relationship for the selected market.

NOTE: Refer to Setting Up Market SA Relationship Options for more details on Service Provider Market Options.
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The Service Provider associated with this relationship is the one who provides the related service, if any. Y ou can only
choose service providers who are linked to the "master” service agreement's SA type and the above SA Relationship Type.
In addition, if the SA Relationship Type's Service Provider Model isMarket Service Provider, the service provider must
also be valid for the selected M arket, Provider Configuration Option and M arket Relationship Service Provider. The
Service Provider field isonly enabled if:

» Usageis Réationship with SPr, and
» A SA Relationship Typeis specified, and

» The SA Relationship Type's Service Provider Model isMarket Service Provider and Market, Provider
Configuration and M arket Relationship Service Provider are specified, and

» The status of the SA Relationship is not Canceled, and
» All sub SAsin the grid at the bottom of the page (if any) are Canceled.

If the Service Provider reads the customer's meter (as defined on the service provider's record), the customer's override
Read Cycle should be defined. Thisfield is only enabled if:

» A Service Provider is specified, and

» The Service Provider hasthe ability to override the service point's service cycle, and

» The status of the SA Relationship is not Canceled

The Account Number in Provider's ClSisthe customer's ID in the service provider's system. Thisfield is only enabled if:
» A SA Rédationship Typeis specified, and

» The status of the SA Relationship is not Canceled.

The Create Sub SA button is used to create Sub Service Agreements for a service provider for which your organization
provides billing services. This button will be gray if:

» You do not provide billing services for the service provider (i.e., the service provider doesn't have a billing relationship
of It'sUsor WeBill For Them), or

« If the SA relationship's Statusis not Active, or
« If the status of the master Service Agreement isnot Active, Pending Start, or Pending Stop.

The grid at the bottom contains the sub service agreements (if any) that exist when your organization provides billing
service for the Service Provider. You can click the Go To button on arow to transfer to the sub service agreement. Refer
to Sub Service Agreements for more information. Note: you can click the Create Sub SA button to create sub service
agreements for a service provider.

NOTE:

Automatic sub SA creation. The system will automatically create sub service agreements for you. It does thiswhen
the Analyze SA Relationships background process (known by the batch control ANLY ZSAR) sees that anew SA
relationship has been activated.

Service Provider SA Relationship

Use this page to manage a service provider's SA relationships and customers. Y ou can view a given service provider's
SA relationships of a given type that isin effect on a specified date. Y ou can expire existing relationships or add new
relationships. This page is particularly useful for managing negotiated terms.

Open Menu > Customer Information > Service Provider SA Relationship to view thisinformation.
Description of Page
Select the SA Relationship Type.
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If the SA Relationship Type's Service Provider Model is Market Service Provider, the following additional inputs are
required:

» Market identifies the market in which the service provider participates. Selecting a value will enable Provider
Configuration Option.

» Provider Configuration Option specifies the service provider’s billing/payment relationship within the specific market.
Selecting avaue will enable the Market Relationship Service Provider.

» Market Relationship Service Provider specifiesthe ‘It's Us' service provider, meaning the utility company who is
implementing this system. Thisis either adistributor or aretailer, depending on the utility’ srole in the market. The
selection list consists of service providers with the selected billing/payment relationship for the selected market.

NOTE: Refer to Setting Up Market SA Relationship Options for more details on Service Provider Market Options.

Select the Service Provider. If the SA Relationship Type's Service Provider Model is Market Service Provider, the
service providers to choose from are those that are valid for the selected M arket, Provider Configuration Option, SA
Relationship Type and Market Relationship Service Provider.

Enter an Effective Date. This date filters the results so that only those SA relationships that are in effect on this date are
shown.

Use SA Filter to restrict the SA relationships that are shown in the grid based on criteria of the related master service
agreement. The following options are available:

» Address. Use this option to restrict SA relationships to those whose service agreements are linked to service points
associated with a given Address, City and/or Postal code. Note, you can specify any combination of these fields.

» All. Usethisoption if you do not wish to restrict SA relationships based on service agreement attributes.

» Geographic Type. Use this option to restrict SA relationships to those whose service agreements are linked to premises
or service points associated with a given Geo Type and Value.

» SA Type. Use thisoption to restrict SA relationships to those whose service agreements are linked to agiven CIS
Division and SA Type.

Don't forget to click the search button after changing the filters.

The Select All / Clear All buttons are used to select / unselect the SA relationshipsin the results grid. These buttons are
enabled if thereis at least one SA relationship in the results grid.

The grid that follows contains aline for each SA relationship that has a status of pending or active that meets the search
criteria. Canceled SA relationships are not shown. If an SA relationship has more than one sub-SA, additional lines are used
to show the additional sub-SA information. The following information appearsin the grid:

» Select box. Use this checkbox to select SA relationships that you want to expire using the Expire SA Relationship(s)
button.

« Click the go to button to transfer to the Account - Main page where you can perform maintenance functions on the
account listed under Account Information.

e The Account I D column shows the account of the master SA linked to the SA relationship.
» The Account I nformation column shows information about the account identified by the account ID.

» Click the go to button to transfer to the Premise - Main page where you can perform maintenance functions on the
premise listed under Premise Information.

» The Premise I nformation column shows information about the premise of the service point linked to the master SA of
the SA relationship. If the master SA is linked to multiple service points, oneis selected at random.

e ThePremise D column showsthe ID of the premise whose premise information is shown.

« Click the go to button to transfer to the Service Agreement - Main page where you can perform maintenance on the
service agreement listed under SA Information.
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e The SA Information column shows information about the master SA that the SA relationship is linked to.
» The SA ID column showsthe ID of the master SA that the SA relationship is linked to.

» Click the go to button to transfer to the Service Agreement - Main page where you can perform maintenance on the
service agreement listed under Sub SA Information.

» The Sub SA Information column shows information about the sub SA linked to the SA relationship.
» The Sub SA ID column shows the ID of the sub SA linked to the SA relationship.

 Click the go to button to transfer to the SA relationship page where you can perform maintenance functions on the SA
relationship listed under SA Relationship Information.

» The SA Relationship Information column shows information about the SA relationship meeting the search criteria.
» The SA Relationship ID column showsthe ID of the SA relationship meeting the search criteria.

Following the grid is a section with action buttons that allow you to add or expire relationships for the given service
provider:

» Pressthe Expire SA Relationship(s) button to expire the SA relationships that you have sel ected with the checkbox.
You will be asked to confirm the date that you want the selected SA relationships to expire. Each selected SA
relationship is expired by creating a new SA relationship without a service provider, i.e., its Usage is Expire SA
Relationship. This new SA relationship will be effective the day after the expiration date you specify. Thisis because an
SA relationship that expires on agiven day is deemed to be effective until the end of that day.

» Note that you can only expire SA relationships where the SA type and SA relationship type alow gapsin the
relationship.

» Pressthe Add SA Relationship button to add a new SA relationship for the service provider and SA relationship
type entered above. Enter the effective date for the new SA relationship and the service agreement that the new SA
relationship isfor. After confirmation, anew SA relationship is added in a pending status. Note that if thereis an existing
SA relationship with the same effective date whose Usage is Expire SA Relationship, thisrelationship is replaced by a
new SA relationship with the given service provider.

Maintaining Premises

The premise record contains geographic information about your service addresses.

The following methods list the various ways in which premises can be created:

» A premise can be added via the premise replicator.

e A premise can be added when an order is completed.

» A premise can be added using this transaction.

The topicsin this section describe the premise maintenance transaction.
FASTPATH:

For more information about premises and their placein the "V", refer to Understanding The "V". For more information
about the relationships between premises, service points, meters and items, refer to An lllustration Of A Premise.

Premise - Main Information

The Premise page contains basic premise information. Open Menu > Customer Information > Premise> Search to
maintain this information.

Description of Page
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Basic information about the Premise and the premise's unique identifier (i.e., the Premise I D) are displayed on every page.
These values only appear after the premise exists on the database. The ID is a system assigned random number that stays
with apremisefor life.

NOTE:

Formatting is performed by a plug-in. The basic information about a premise that appears at the top of this page
(and on many other pagesin the system) is controlled by a plug-in algorithm on the installation record. Refer to the
base package's premise format agorithm (PREM-INFO) for an example. If you prefer a different format, your system
administrator should configure the system appropriately.

Indicate the Premise Type to categorize the type of premise.
The address's constituent fields vary based on the Country. Please refer to the Country page for more information.

NOTE:

Default note. A premise's state, city, county, division, characteristics, trend area and geogr aphic data default from
your postal default information. Refer to Setting Up Premise & Service Point Postal Defaults for more information. If
you change the premise's postal code, the system will default geographic values based on the new postal code.

Use CI S Division to define the jurisdiction in which the premise is located if the premise type allows CIS Division. This
defaults based on the Country and the Postal, but can be overridden here. If your implementation has set the Installation
Option Control By CIS Division flag, 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, but that can be overridden by the postal defaults

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

Indicate whether the addressis avalid Mailing Address. Premises that are valid mailing addresses may be specified as the
mailing premise on an account. Refer to Account - Person Information for more information.

Use Landlord Agreement to define the landlord agreement that covers the premise, if any.
NOTE:
Landlord reversion. When you specify alandlord agreement on a premise, you are telling the system that service
associated with the premise's service points should be reverted to the landlord's account when a tenant stops service. The

system uses this information during the stop service process to automatically create pending start service agreement(s)
for the landlord.

Managing a large number of premisesfor the samelandlord If the premise management module is not turned off,
the premise management page helps you to manage the premises linked to the landlord.

If the premise management module is not turned off, you may reference a Par ent Premise to include this premisein a
premise hierarchy.

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

Premise - Characteristics

The Characteristics page contains information that controls taxation and other rate options that differ based on geography.
Use Menu > Customer Information > Premise > Search and navigate to the Char acteristics page.

Description of Page
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Many charges that appear on bills associated with consumption at this premise are controlled by the premise's characteristic
values (e.g., the taxing city defines the city tax percent applied to the premise's consumption). Refer to An Illustration Of A
Bill Factor And Its Characteristics for more information.

Characteristics also matter if your rates were set up to convert measured consumption into some other unit of measure
before charges can be calculated (e.g., converting a cubic foot of gasto its therm value). Refer to All Calculation Rule-
Based Rates Share a Common Structure for more information about pre-processing calculation groups.

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

The following fields display:

Effective Date Indicate the effective date of the characteristic type and value. The effective date defaults from the
Installation Record when you are adding a new premise. The effective date defaults to the current date when you are
changing an existing premise.

Characteristic Type Indicate the type of characteristic.
Characteristic Value Indicate the value of the characteristic.
NOTE:
Default note. A premise's characteristics default from your postal default information. Refer to Setting Up Premise &

Service Point Postal Defaults for more information. If you change the premise's postal code, the system will default
characteristic values based on the new postal code.

Premise - Miscellaneous

The Miscellaneous page contains information meter read controls and life support information related to the premise. Use
Menu > Customer Information > Premise> Search and navigate to the Misc page.

Description of Page
Turnon OK to Enter if the meter islocated in the interior of the premise and your company has permission to enter.
Indicate aMR War ning if a specific warning should be downloaded to the person who reads the meter.

Indicate aMR Instruction if specific instructions should be downloaded to the person who reads the meter. Meter read
instructions and warnings are downloaded as part of the meter read download.

Use Instruction Details to provide more detailed instructions to the individual who reads meters at this premise.

Turn on Key at Premise if the meter is secured in alocked area and your company has the key. If thisfield is turned on,
you may also specify the Key 1D.

Indicate if the premise has life support or sensitive load equipment. Valid values are: LS/SL (i.e., the premise haslife
support / sensitive load equipment), None. If avalue of LS/SL has been selected, define the type of equipment in Life
Support / Sensitive L oad Notes.

NOTE:

A person can also have life support / sensitive load infor mation. If the equipment is persond (i.e., it travels with the
person as they move from premise to premise), you should NOT specify the life support information on the premise.
Rather, transfer to Person - Main and specify life support information on the person.

Alert and C& C. If the base package's C1-L SSL-PREM algorithm is enabled on the installation record, and life
support / sensitive load information is specified, an alert will appear when the premise is displayed on control central.
In addition, if a premise haslife support or sensitive load equipment, it is possible for a different credit & collection

Oracle Utilities Customer to Meter Business User Guide » 160



severance process to be kicked off if the account associated with the premise has overdue debt. Refer to Designing Y our
Severance Procedures for more information.

Premise - Geographic Data

The Geographic Data page contains information that defines where the premise islocated. Use Menu > Customer
Information > Premise> Search and navigate to the Geographic Data page.

Description of Page

Enter the Time Zone in which the premiseislocated. This value defaults from your postal defaults.

The geographic information is used by Control Central to look for premises. The following fields display:
Geographic Type Indicate the type of geographic data.

Geographic Value Specify the coordinate value. If the entered value must be in a specific format, a description of the
required format is displayed adjacent. For example, if you see the format 99A 99A 99 9, you must enter 2 numbers,
followed by aletter, followed by a space, followed by 2 numbers, followed by aletter, followed by a space, followed by 2
numbers, followed by a space, followed by a single number.

NOTE:

Formatting is performed by a plug-in. The format that is applied to a Geogr aphic Valueis controlled by the
agorithm that is plugged in on the respective Geographic Type. If you prefer a different format, your system
administrator should configure this algorithm appropriately. Note, algorithms of thistype will NOT convert the input
value into the relevant format (i.e., you must enter the information in the exact format dictated by the algorithm).

Default note. A premise's geographic data defaults from your postal default information. Refer to Setting Up Premise
& Service Point Postal Defaults for more information. If you change the premise's postal code, the system will default
geographic values based on the new postal code.

Premise - Alternate Address

WARNING:
Thistab only appearsif you have enabled aternate addresses on the installation record. Refer to the description of the
Alternate Representation field under Installation - Mainfor mor e infor mation.

This page is used when you have an alternate way to define a premise's address. Thisistypically used in countries that use
multiple character sets (e.g., the Main addressis entered in Chinese, the Alter nate Addressis entered in English). When a
premise has an alternate address, both the main and alternate addresses can be used to search for a premise.

Open Menu > Customer Information > Premise> Search and navigate to the Alter nate Addr ess page to maintain this
information.

Description of Page
The remaining fields on the page are used to define the premise's alternate address.

The address's constituent fields vary based on the Country. Country is aways protected on this page because a premise's
alternate address must be located in the same country as its main address. Please refer to the Country page for more
information about address constituents.

NOTE:
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Default note. An alternate address's state, city and county default from your postal default information. Refer to Setting
Up Premise & Service Point Postal Defaults for more information.

The Swap Main / Alt Addr ess button becomes enabled when you've entered an Alter nate Address. When clicked, the
contents of the address on the M ain tab are swapped with the Alter nate Address.

Premise - Premise Portal

Select Menu > Customer Information > Premise and navigate to the Premise Portal page to view additional
information associated with a Premise.

Depending on your implementations regquirements, 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

Premise 1D, Premise I nfo are displayed.

Maintaining Service Points

Service point records contain information describing the services supplied to a premise.
The following methods list the various ways in which service points can be created:
» A service point can be added when a premise is created using the premise replicator.
» A service point can be added when an order is compl eted.
» A service point can be added using this transaction.
FASTPATH:
For more information about service points and their placein the"V", refer to Understanding The "V". For more

information about the rel ationships between premises, service points, meters and items, refer to An Illustration Of A
Premise.

Dashboard Portal

The Dashboard is a portal that always appears on the Oracle Utilities Customer Care and Billing desktop. Its zones contain
tools and data that are useful regardless of the object being displayed.

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

Global context. The system automatically refreshes the values saved in global context with information about the
object that appearsin Object Display Area. Various zones available in the dashboard portal have been designed to
display datarelated to aperson id, account id or premise id, which are populated by the base global context agorithm
C1-GLBL-CTXT.

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

NOTE:
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Other zones exist. The zones described below are unique to Oracle Utilities Customer Care and Billing. Please see Core
Dashboard Zones for a description of other zones that can appear on the dashboard.

Current Context Zone

The Current Context Zone contains basic information about the customer on which you are working.

A maximum of six rows may appear:

Thefirst row contains a person context menu and the person's name. Y ou can click on the person's name to transfer to
the Person - Main page. Note, the person's name is formatted by a plug-in algorithm on the installation record. Refer to
the base package's name format algorithm (PERS-INFO) for an example. If you prefer different formatting logic, your
system administrator should configure the system appropriately.

The second row contains an account context menu and the account's:
» |ID and check digit

e The primary name of the main customer

« Customer class

The third row contains a premise context menu and the premise's address and premise type. Note, the address
information is formatted by a plug-in algorithm on the installation record. Refer to the base package's premise format
algorithm (PREM-INFO) for an example. If you prefer adifferent format, your system administrator should configure
the system appropriately.

The fourth row contains a service point context menu and the service point’ s information; including:
» Premise address

» Service point type

» Measurement cycle and route

» Status of the service point

The fifth row contains a device context menu and the device' sinformation; including:

» Badge number

» Devicetype

» Deviceinstallation date/time

» Status of the device

The last row contains a measuring component context menu and the measuring component’ s information; including:
» The associated device's badge number

+ Measuring component type

NOTE: If apremise has multiple service points, only one will be displayed in the Current Context Zone.

Customer Contact Zone

The Customer Contact Zone has three purposes:
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It showsthe age of the Last customer contact associated with the person displayed in the Current Context zone. The
word Today is shown if the last contact was on the current date. The word Y esterday is shown if the last contact was on
the current date - 1 day. If neither is applicable, the number of days old is shown.

* |t shows the name of the person who added this contact.

It greatly simplifies the addition of anew customer contact. To add a new contact, simply select the Type of customer
contact, enter a brief Comment, and press the Add Contact button.

» After the contact is added, you can click the hyperlink in the L ast areato go to the newly added contact where you can
set up reminders or indicate the contact should remain open until future resolution.

Financial Information Dashboard Zone

The Financial Zone that appears on the dashboard contains the same information that is described in the Financial
Information Zone on the account information portal .

Alert Dashboard Zone

The Alert Zone that appears on the dashboard contains the same information that is described in the Alert Zone on the
account information portal.

Customer Context Zone

Along with the Premise Context Zone, the Customer Context Zone is an alternative to the Current Context Zone. It contains
basi c information about the customer on which you are working. When a person or account isin context, the following
information appears:

¢ Customer Name
» Primary Person Identifier

» Account ID. When the person in context is the main customer on multiple accounts, thiswill appear as a drop down,
allowing for selection and switching between these accounts in context.

e Current Balance

» 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.

» CISDivision. This appears only when multiple divisions exist.
» Customer Class
» Related Financially Responsible Persons
NOTE: The base package deliversthis zone configured on the Dashboard Portal but with the Display turned off by

default. To enable the Customer Context zone, navigate to your User - Portal Preferences, open the Dashboard portal
settings and turn on the Display option for the Customer Context zone.

Premise Context Zone

Along with the Customer Context Zone, the Premise Context Zone is an alternative to the Current Context Zone.
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The zone contains atree that shows the various objects linked to the premise in context as well as any additional premise(s)
associated to the account in context. Y ou can use this tree to both view high-level information about these objects and to
transfer to the respective page in which an object is maintained.

NOTE: Refer tothe C1-PremiseTree tree definition for more information about the premise tree node definitions and
hierarchy.

M oving Service options are used to initiate start, stop, or transfer service requests.

NOTE: The base package delivers this zone configured on the Dashboard Portal but with the Display turned off by
default. To enable the Premise Context zone, navigate to your User - Portal Preferences, open the Dashboard portal
settings and turn on the Display option for the Premise Context zone.

Setting Up Bill Print Groups

Bill print groups allow you to categorize an account's service agreements into groups for bill print purposes.

NOTE:

Bill print groups are optional. Typically, only accounts with many SAswill use bill print groups because the
standard bill print priority is sufficient for accounts with alimited number of SAs. Refer to SA Type - Billing for more
information about the standard bill print priority.

Let's use an example to clarify the bill print group concept. Consider alocal government's account. This account would have
many service agreements (some for the police department, others for the court system, others for the department of public
works, etc.).

If you don't create a bill print group for this customer, their bill segments will be printed in the order dictated by each
segment's service agreement's SA type's bill print priority. If you create abill print group for this customer, you can define
the customer's desired categories (e.g., police, courts, DPW, etc.) and then link each of the account's SAsto the appropriate
category.

NOTE:

Nomenclature. We refer to the categories under a bill print group as "subgroups”. A bill print group can have an
unlimited number of subgroups. When you create a subgroup, you define its relative bill print priority and the associated
verbiage to print on the bill (assuming you print information about the subgroup on the bill).

We'd like to highlight the following characteristics of bill print groups:

» A bill print group is associated with a specific account. If multiple customers have the exact categorization preferences,
you will have to set up multiple bill print groups.

» Over time, a customer could have many hill print groups. This would happen if a customer's bill categorization
preferences change over time. We'd like to stress that while an account can have multiple bill print groups, only one will
be used by the bill print process (the one effective on the bill date).

« Bill print groups only affect printed bills. Bill print groups do not affect the order in which service agreements appear on
the bill maintenance transaction.

» If new service agreements are added after ahill print group is set up for an account, they will not be linked to a subgroup.
If you neglect to link the new service agreements to one of the bill print group's subgroups they will be printed under the
"default" subgroup (every hill print group must have one default subgroup to cater for this situation).

WARNING:
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While the system supports the definition of bill print groups and the categorization of an account's service agreements
into the various subgroups, the base package's bill print extract does NOT take advantage of this information.

The topicsin this section describe how to set up abill print group and how to link an account's service agreements to its
subgroups.

Bill Print Group - Main

Open Menu > Customer Information > Bill Print Group > Sear ch to maintain an account's bill print group and
subgroups. After defining thisinformation, transfer to the SA Sub Group page to link the account's service agreements to
the subgroups.

Description of Page

The Bill Print Group ID isdisplayed on every page. This value only appears after the bill print group exists on the
database. The ID is a system-assigned random number that stays with a bill print group for life.

Enter the Account | D associated with the bill print group.

Use Effective Date to define when the bill print group is effective for the account. This date isimportant asit allows a
customer to change their preferences over time. For example, if the customer wants to change the number of subgroups on a
given date, you would simply add a new bill print group effective on this date and then define the new subgroups (and link
each service agreement to one of the subgroups).

Use Statusto define if the bill print group is Active or Inactive. Y ou would only use the Inactive value if the bill print group
isno longer needed (as thereis no delete action on this transaction).

Enter a brief Description of the bill print group.

Use Commentsto describe anything special about the bill print group.

The grid contains the hill print group's subgroups. The following information should be defined for each subgroup:

» Bill Print Sub Group. Thisisthe unique identifier of the bill print subgroup.

» Sub Group Bill Print Priority. Thisisthe relative print priority of the subgroup in respect of the other subgroups.

» UseasDefault. Turn on this switch for the default sub group. A bill print group must have one and only one default
subgroup. The default group is used by the bill print processif it detects a service agreement that is not linked to a
subgroup (it links this service agreement to the default subgroup).

» Sub Group Description. Thisisabrief description of the subgroup.

» Description on Bill. Thisisthe verbiage that will print on the bill (assuming you print something on your bills for the
subgroup).

After defining the bill print group's subgroups, navigate to the SA Sub Group tab to link the account's service agreements
to the subgroups.

Bill Print Group - SA Sub Group

This page is used to link the account's service agreements to one of the bill print group's subgroups.

Open Menu > Customer Information > Bill Print Group > Sear ch and navigate to the SA Sub Group page to maintain
thisinformation.

Description of Page
The Bill Print Group's|D, Account 1D and Effective Date are displayed at the top of the page.
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Thefilters control the service agreements that appear in the SAsin Bill Print Group grid. The following points describe the
various options:

» Usethe SA Filter to define the types of service agreements that appear in the grid. The following options are available:

» Address. Use this option to restrict service agreements to those linked to service points associated with a given
Address, City and/or Postal code. Note, you can specify any combination of these fields.

» All. Usethisoption if you do not wish to restrict service agreements based on service agreement attributes.

 Bill Print Sub Group. Use this option to restrict service agreements to those that are linked to a given Bill Print Sub
Group.

» Geographic Type. Use this option to restrict service agreements to those linked to service points associated with a
given Geo Type and Value.

» SA Type. Usethis option to restrict service agreements to those linked to agiven CI S Division and SA Type.
» Use StatusFilter to restrict the service agreements based on their status. The following options are available;

» All. This option shows all service agreements regardless of status.

» Refer to Service Agreement Lifecycle for the various status values.
Don't forget to click the search button after changing the filters.

The SAsin Bill Print Group contains an entry for every non-cancelled service agreement linked to the account that is
linked to one of the bill print group's subgroups. The following information appearsin the grid:

» UseBill Print Sub Group to define the subgroup associated with the service agreement.

» Use Sequence when there is more than one service agreement in the subgroup. The sequence controls the order in which
the service agreement's financial information appears on the bill.

» The SA Information column provides a brief description of the service agreement.
» The Service Agreement column contains the unique identifier of the service agreement.

» The Premise Information column contains the characteristic premise associated with the bill segment's service
agreement.

The next set of filters control the service agreements that appear in the SAs Not in Bill Print Group grid. The following
points describe the various options:

» Usethe SA Filter to define the types of service agreements that appear in the grid. The following options are available:

» Address. Use this option to restrict service agreements to those linked to service points associated with a given
Address, City and/or Postal code. Note, you can specify any combination of these fields.

» All. Usethisoption if you do not wish to restrict service agreements based on service agreement attributes.

» Geographic Type. Use this option to restrict service agreements to those linked to service points associated with a
given Geo Type and Value.

» SA Type. Usethis option to restrict service agreements to those linked to a given CI S Division and SA Type.
» Use StatusFilter to restrict the service agreements based on their status. The following options are available:

» All. This option shows all service agreements regardless of status.

» Refer to Service Agreement Lifecycle for the various status values.
Don't forget to click the search button after changing the filters.

The SAsNot in Bill Print Group contains an entry for every non-cancelled service agreement linked to the account that is
NOT linked to one of the bill print group's subgroups. The following information appears in the grid:

» UseBill Print Sub Group to define the subgroup associated with the service agreement.
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» Use Sequence when there is more than one service agreement in the subgroup. The sequence controls the order in which
the service agreement's financial information appears on the bill.

» The SA Information column provides a brief description of the service agreement.
» The Service Agreement column contains the unique identifier of the service agreement.

» The Premise I nformation column contains the characteristic premise associated with the bill segment's service
agreement.

Landlord Reversion

Landlord reversion occurs when alandlord would like to have service reverted to their name when atenant moves out. The
landlord defines their reversion preferences using alandlord agreement.

» A landlord's preferences can differ for each type of service. For example, you can indicate that a specific landlord always
wants electric and gas service reverted to their account when atenant stops service. However, they do not want water
serviceto revert.

» A landlord's preferences can also be seasonal. For example, you can indicate water service should only revert to the
landlord's account during the winter.

The account to use for the reversion of service is defined on the landlord agreement.

Assuming that you have plugged-in alandlord reversion algorithm on SA type, the system uses the information defined on
landlord agreement to create a pending start service agreement(s) for the landlord when service for the existing tenant is
stopped.

The following examples illustrate how your organization's landlord reversion agorithm might handle various scenarios for a
premise that defines alandlord agreement that indicates service should be reverted:

» When the existing customer callsto stop service and no new customer is scheduled to move in, a pending start service
agreement is created for the landlord.

* When anew customer callsin to start service

« If the start date matches the outgoing customer's start date, the pending start service agreement for the landlord is
canceled

» |f the start date is earlier than the outgoing customer's stop date, the pending start service agreement for the landlord is
canceled and the stop date of the outgoing customer is changed to match the new date

 |If the start dateis later than the outgoing customer's stop date, the pending start service agreement for the landlord is
updated with a stop date that matches the new customer's start date

« If changes are made to start or stop dates for the tenants' service agreements, a service agreement for the landlord may
need to be created or canceled
« If the changein dates causes a gap in service that did not exist before, alandlord service agreement is created to cover
the gap
« If the change in dates means that the tenants are now starting and stopping on the same date (and there used to be a
gap), alandlord service agreement is canceled

« If the new customer cancels their pending stop, alandlord service agreement is created (if one did not exist) or the
landlord SA's stop date is removed (if the new customer's start date resulted in a gap that was being covered by the
landlord.

Setting Up Landlord Agreements
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The landlord agreement page is used to maintain alandlord's service reversion preferences.

NOTE:

A landlord could have many landlord agreements. A landlord will have at |east one landlord agreement. However,
if the landlord has different service reversion preferences for different properties, you can create multiple landlord
agreements - one for each set of preferences. After alandlord's reversion preferences have been defined, link the
landlord agreement record to the respective premises.

Use Menu > Customer Information > Landlord Agreement > Search to maintain aLandlord Agreement.
Description of Page

Landlord and Landlord I D only appear after the landlord is added to the database. Landlord ID is a system-assigned
random number that stays with the landlord agreement for life. Landlord is the description of the landlord agreement.

If the premise management moduleis not turned off, a message is displayed indicating the number of premises linked
to thislandlord. Clicking the hyperlink message text transfers you to the premise management page, which helps you to
manage the premises linked to the landlord.

Enter a Description of the landlord agreement.

Use Account | D to define the account to use when service is reverted to the landlord. This should be one of the landlord's
accounts.

The grid that follows contains one row for each type of service to be reverted to the landlord's account. Any service point
whose service typeis not referenced in this scroll will NOT revert to the landlord's account when atenant stops service. For
each row define the following:

» Service Type defines the type of service point that will revert to the landlord's account when atenant stops service. Note,
aservice point inheritsits service type from its SP Type.

» Turn on Seasonal if the service should only revert to the landlords account during a specific season of the year. When
turned on, you must define the Start Month/Day and the End Month/Day of the effective season.

NOTE:
The month and day must be entered in the format MM/DD. For example, if a season starts on March 1, you must enter
the value as 03/01.

Using The Premise Replicator

Y ou use the premise replicator to create many copies of a premise and its service points.
Perform the following steps to replicate a premise:

e Addapremise.

» Add one or moreto the premise.

» Usethe premise replicator to create copies of the premise and its service points.

The topicsin this section describe how to use the premise replicator.

Premise Replicator - Main Information

Y ou use this page to create many copies of agiven premise and its service points.

WARNING:
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The system warns you if you attempt to create. However, thisisjust awarning as you may want to generate similar
premises and then update them with, for example, a unique apartment number on Premise - Main Information.

UseMenu > Customer Information > Premise Replicator to open this page.
Description of Page

Choose the Premise that serves as the template premise.

NOTE:
Recommendation. Carefully verify the template premise using the other pages in this page before you save the
replicated premises. After you save the replicated premises, any corrections could prove time consuming.

The two sections at the top of the page determine the number of replica premises to be created and the address information
that will be set up for each premise. The left section is used to define how the system will create the part of the address that
is different for each replica premise. The right section defines the parts of the address that will be the same for each replica
premise.

In the left section:
Use the Replicate option to control how the position of the replicated number in the first address line:

» Choose Street Number if the replicated number should prefix the Base value in the first address line of the premise. For
example, if you have a Start # of 1020 and a Base value of Main St and you choose the Street Number option, the first
replicated premise will be 1020 Main St.

» Choose Apartment Number if the replicated number should suffix the Base value in the first address line of the premise.
For example, if you have a Start # of 1020 and a Base value of 101 Main St, Apt. and you choose the Apartment
Number option, the first replicated premise will be 101 Main St, Apt. 1020 .

Indicate the Number Of Premises you wish to create.

Use Base to define the information that will appear at the end of the first address line on each of the replicated premises.
Use Start # to define the number assigned to the first copy of the premise. Use I ncrement to define the value to increment
successive numbers by. The first and last address lines to be created by the replicator are displayed below.

For example, if the first address you want to create is 101 Derby St, and the last addressis 199 Derby and you want to do
the odd numbered side of the street, you'd enter the following parameters:

Number of Premises would be 50
Address Suffix would be Derby St
Start From would be 101
Increment by would be 2

Theright section displays the rest of the address information that will be copied onto each replicated premise. This
information is defaulted from the template premise that you selected. The Address 1 field is not shown because you define
the information to be entered there in the previous section, as explained above. The remaining fields, however, may be
edited if so desired.

After entering the parameters, click the Replicate button to generate your new premises. Y ou can use the sections at the
bottom of the page to view the premises that will be created when you click save. The left section will show how Address
Line 1 will look on the first 10 premises. If you are creating more than 10 premises, the right section will show how Address
Line 1 will look on the last 10 premises. If everything looks clean, click save.

Premise Replicator - Premise
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The Premise page is a display only page provided to let you confirm that the premise you selected on the add dialog isthe
one to be used as the template by the replicator. Use Menu > Customer Information > Premise Replicator and navigate
to the Premise page.

Description of Page
Thisisadisplay only page that displays key information about the premise being replicated.

Premise Replicator - Premise SPs

Thisisadisplay only page provided to let you confirm that the premise you selected on the add dialog is the one to be used
as the template by the replicator. Use Menu > Customer Information > Premise Replicator and navigate to the Premise
SPs page.

Description of Page
Thisisadisplay only page that displays the detail s about the template premise's service points.

Start/Stop

The topicsin this section describe how to start and stop service.

WARNING:
Please see Order versus Start/Stop for a discussion of the pros and cons of using the order transaction versus the start/
stop transaction to start service.

The Big Picture Of Starting Service

Almost al requests to start service involve a conversation between a customer and a customer service representative (CSR).
During this conversation, the following is defined:

« WHO will pay for the service (i.e., the account).

» WHERE the serviceis consumed (i.e., the premise). Note, thisis only required for premise-oriented services.
» WHEN the service isrequested (i.e., the start date).

 WHAT TYPE of serviceisdesired (i.e., the service agreement and service points).

« HOW MUCH will be paid for the service (i.e., the rate and contract riders).

After the conversation is complete, one or more service agreements in the state of pending start will exist. If the service
agreement uses service points, field activities may a so be created.

In this section, we provide background information about the start process. For information about the page used to start
service, refer to Start Stop Maintenance.

The Lifecycle Of A Pending Start Service Agreement

When you request a new service for a customer, a pending start service agreement is created. The following diagram
illustrates the lifecycle of atypical pending start service agreement:

The above diagram is referenced in the topics that follow.
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Starting Service and Field Activities

When you initiate a request to start service, the system creates a service agreement in the state of pending start. If the
service agreement is service point-oriented, pending necessary to start will be created at some point prior to the service
agreement being activated. The question is when? The contents of this section provide information about when they are
created and what types of activities are created.

FASTPATH:
When you enable the Control Central alert algorithm, C1-PEND-STRT, an alert displays when there is a pending start
service agreement linked to the account. This algorithm is plugged-in on the installation record.

What Type Of Start Field Activities Are Created

In addition to being linked to the service points, these are also linked to the service agreement / service point relationship so
that the system can automatically activate the service agreement when the are compl ete.

NOTE:

Back-to-Back. We use the term back-to-back to describe the situation when a single field activity supports both the
stop and start service requests. The fieldwork agorithm delivered with the base package sets up a back-to-back situation
by default when it is aware of both the start AND stop customers at a premise.

FASTPATH:

For more information about the field activities associated with your SP types, refer to Setting Up Field Activity Type
Profiles. Refer to The System Activates Most Service Agreements Behind-The-Scenes for information about how the
system monitors field activities linked to a service agreement.

When Start Field Activities Are Created

will be created when the pending start service agreement is created if the following conditions are true:

» The Create Field Activity Start Stop switch is enabled on the installation record. Refer to Installation Options - Main for
more information.

» The appropriate create fieldwork creation algorithm is defined on the service agreement's SA type. Refer to SA Type -
Algorithms for more information.

If the Create Field Activity Start Stop switch is NOT enabled on the installation record, will NOT be created when the
pending start is saved. Rather, a background process (PSASPM) creates the shortly before the start date. The number

of days before the start date on which will be created is defined on the service agreement's SA type's fieldwork creation
agorithm.

NOTE:

A fail safe. If any person or process attempts to activate a pending start service agreement and neither of the above
events has taken place, field activities will be created when the user attempts to activate the pending start. The creation
of thefield activitieswill prevent the service agreement from being activated as described under The System Activates
Most Service Agreements Behind The Scenes.
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WARNING:

will only be created if you have defined the appropriate field work creation algorithm on the service agreement's SA
type. The algorithm that is supplied with the base package checks if the service agreement / service point already has a
start, if so, will not be created (the field work has aready been initiated).

Activating Pending Starts

When you initiate arequest 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 serviceis defined in the system. At that time,
the service agreement can be activated.

What Is Necessary To Start Service?

The service agreement's SA type defines what is necessary to start service:

For SA typesthat have service points, all linked to the service point must be complete before the service agreement can
be activated.

For SA typesthat don't have service points (e.g., charitable donations, deposits, one-time charges), everything necessary
to activate the service agreement is defined when you initiate the request to start service. These types of service
agreements can be activated immediately.

The System Activates Most Service Agreements Behind-The-Scenes

Service agreements are activated by one of the following methods:

» The SA activation background process (SAACT) automatically activates pending start service agreements once it detects

that everything necessary to start service is defined in the system. This is the most common method for activating service
agreements. This process runs as often as your organization desires (but it should run at least daily).

NOTE:

Sub SAsarenot handled by the SA activation background process. If your organization uses the SA relationship
functionality and you have service providers that necessitate sub service agreements, you should be aware that the
SA activation background process only activates normal and master SAs; sub SAs are activated by the analyze SA
relationships background process (described in the next bullet point).

If your organization uses the SA relationship functionality and you have service providers that necessitate sub service
agreements, the analyze SA relationships background process (ANLY ZSAR) automatically activates pending start sub
SAsif their master SA isactive.

Y ou can automatically activate a service agreement when it's created if you plug-in an SA creation algorithm of type
SACR-AT on the SA type. Because everything necessary to start service must be defined in the system before a

service agreement can be activated, this method only works for SA types that don't have service points (e.g., charitable
donations, deposits, one-time charges, etc.). If this algorithm is not plugged in on an SA type, service agreements of that
type are activated by the SA activation background process or manually.

Y ou can activate a service agreement manually (assuming everything that's necessary to activate serviceisin place).
Simply open Service Agreement - Main and click the Activate SA button. Thisisonly necessary if you do not want to
wait until the SA activation background process next runs.
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What Happens At Activation Time?

When a service agreement is activated, the following takes place:
» The service agreement's state is changed from pending start to active.

« If the account's bill cycle is not protected and the service agreement has a metered service point, the bill cycle will be
changed to reflect the service point's bill cycle.

 |f the account's mailing premise is not protected and the service agreement has a service point whose premiseisa
mailing premise, the mailing premise is changed to reflect the service point's premise.

« If the account's division is not protected, the division is changed to reflect the service agreement's SA type'sdivision.
» If thereisastart adjustment defined on the service agreement's start option, an adjustment islevied.

» The main customer's billing address is changed to reflect the value specified on the Start/Stop page (and this may involve
changing the main customer's override mailing address on their person record).

What Happens After A SA Is Started?

FASTPATH:
Refer to The Lifecycle Of A Service Agreement for more information about a service agreement's lifecycle.

The Big Picture Of Stopping Service

To stop service you must define:

» WHO paysfor the service (i.e., the account).

» WHEN service should stop (i.e., the stop start date).

» WHAT servicesto stop (i.e., the premise or specific service agreements).

After the above is defined in the system, the state of one or more service agreements will be changed to pending stop. If the
service agreement uses service points, field activities may also be created.

In this section, we provide background information about the stop process. For information about the page used to stop
service, refer to Start Stop Maintenance.

The Lifecycle Of A Pending Stop Service Agreement

When you request to stop service for a customer, the status of an existing service agreement becomes pending stop. The
following diagram illustrates the lifecycle of atypical pending stop service agreement:

The above diagram is referenced in the topics that follow.

Stopping Service and Field Activities
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When you initiate a request to stop service, the system changes the service agreement to the state of pending stop. If the
service agreement is service point-oriented, pending necessary to stop will be created at some point prior to the service
agreement being stopped. The question is when? The contents of this section provide information about when they are
created and what types of activities are created.

What Type Of Stop Field Activities Are Created

In addition to being linked to the service points, these are also linked to the service agreement / service point relationship so
that the system can automatically stop the service agreement when the field activities are compl ete.

NOTE:

Back-to-Back. We use the term back-to-back to describe the situation when a single field activity supports both the
stop and start service requests. The fieldwork algorithm delivered with the base package sets up a back-to-back situation
by default when it is aware of both the start and stop customers at a premise.

FASTPATH:

For more information about the associated with your SP types, refer to Setting Up Field Activity Type Profiles. Refer
to The System Finalizes Most Service Agreements Behind-The-Scenes for information about how the system monitors
linked to a service agreement.

When Stop Field Activities Are Created

will be created when the pending stop service agreement is recorded when the following conditions are true:

+ The Create Field Activity Start Stop switch is enabled on the installation record. Refer to Installation Options - System
for more information.

» The appropriate create fieldwork creation algorithm is defined on the service agreement's SA type. Refer to SA Type -
Algorithms for more information.

If the Create Field Activity Start Stop switch is NOT enabled on the installation record, will NOT be created when the
pending stop is saved. Rather, a background process (PSASPM) creates the shortly before the stop date. The number of
days before the stop date on which field activities will be created is defined on the service agreement's SA type's fieldwork
creation algorithm.

NOTE:

Morein