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Peace - Navigating and Searching

Introduction

OVERVIEW Peace is the system that you will use during virtually every customer call.
Peace is a customer information and billing system that contains each
customer’s personal information and billing history. You will access Peace
to research customer’s accounts and assist them with requests.

Objectives

By the end of this module, you will be able to:

e Launch the Peace System
e Search for account information in Peace
¢ Recite the major components of each Peace window

e Use the Customer Enquiry menu to view a customer’s
account

e Perform updates using the Customer Maintenance menu

e Review information about the property in the Premise
Enquiry menu

e Complete the setup of credit arrangements for a customer

TERMS Here is a list of terms introduced in this module.

New Term Definition

EPP Equal Payment Plan

PTJ Process Tracking Job

Wildcard A wildcard is a symbol that instructs Peace to display

names that are similar in spelling to the one you are
searching for. In Peace the asterisk (*) is a wildcard
symbol.
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Lesson #

N o o1 A W N

Here is a list of the lessons in this module.

Lesson Title

Accessing Peace

Searching Peace

The Components of the Peace Window
Customer Enquiry Menu Button
Customer Maintenance Menu Button
Premise Enquiry Menu Button

Other Menu Buttons
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Lesson 1

Accessing Peace

' ARy Peace is a web-based application - as opposed to software that is
i - installed on your computer. Web-based applications are stored on a
server and allow users to access and view the same data, such as our

customer information.
To launch Peace, perform the following steps:

1. Double click the Peace Icon on your desktop (your computer screen).

2. Enter your unique user ID and password.

NOTE: Your user ID and password are case sensitive. You must enter
the information exactly as it was given to you.
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Fm‘ﬁ" 3. Enter your user ID and password.

3 Login to Peace 8 - Microsoft Internet Explorer

File Edit View Favorites Tools Help

ar
Qi - © - B B 6| Pswrer S © - & B - LKL
Adciress | @] htip://happed2:10025/LaginForm. jsp?firstContact=false Y ‘ Go
Google [Gl+ ~ ~vGoo® B~ 1% Bookmarks+ S0blocked ‘P Check v '\ Autolink ~ - AL (s Send tov (© settings~

Please enter username and password.
only authorized users may aceess this system.

&]Done

& Local intranet.

Figure 1: Peace Login Window
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Peace opens to the main menu. From there you can search for
information about a specific account by clicking Customer Care.

Customer Care

Receivables and Collections
My Account

Interface menus

Logout

Figure 2: Main Menu

Below is the Customer Care menu.

Customer Care 1{{"1'«?’1‘#'1‘*‘1#"“!
| overmer | cuetomer L ~Aetone= A TEreEmeeT A T Premg A Reaamaer A Payment A conecror ) S Y (T ) P —
—_—— e e - - -

No customer has been selected.

Figure 3: Customer Care Menu
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Exercise: Logging into Peace

fmwlw Directions: Log into the training system using the generic user ID and
[ password that your instructor gave you. Review the different options

= available to you when accessing Peace.
Below write in the account number that your instructor has given you for
your records.
Citrix Training ID Login: ad_train_ _ _
Citrix Password: password _ _ _
Peace Training Login: train_ _
Peace Password: train_ _

Account Number:

What would you like to remember about logging in to the Peace system?
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Lesson 2

Searching Peace

g':',gg" Prior to selecting an account, there are only a few options available to you
f@ in the Customer Care menu. These are highlighted numbered below.
Y T ™
I“] @

Figure 4: Customer Care Menu Button

Peace Button

Customer Care Menu Buttons
Log a Process

To Do List

Help

Reset

Exit

Quick Search

Advanced Search

WO N RWNRERE
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When performing a Customer Search you can use a variety of criteria to
access an account. The easiest way is to type the account number into

||
the text field and then click the _‘_JJ button or press the enter key. Since
this number is unique to an account, you will normally only see the
desired customer account; however, other accounts that use the same
numbers could also appear.

[

|| i ,.J]
Figure 5: Text Search Field

Because many customers do not have their account number available,
you can also perform a Customer Search by typing in the customer’s last
name.

You can search for a customer by typing the entire last name (for
example, ‘Johnson’) or by typing the first few letters of the last name
({Johns’).

Typing the last name in the Customer Search field will bring up all
customers with that last name (which could literally be hundreds). If your
search causes more than 100 records to be returned, Peace will display
the following error message:

J Peal:e ] | Quick Search Results 1 ! 4%

Only 100 rnatching customer names shown. If you dont see your result in this list then please enter more detailed name search infarmation or try the Advanced Search

Figure 6: Records Error Message

NOTE: Although the results window lists the names in alphabetical
order, the system randomly selects 100 records from the total
number. When you get a message like this, it is best to narrow
your search by providing more detail and trying again. Next,
you will learn how to do an advanced search.

NOTE: Peace has a wildcard character that you can use if you are not
sure how to spell the name or premise. The wildcard in Peace is
the * (SHIFT+8). Typing an asterisk at the end of your ‘best
guess’ at spelling will bring up all similar spellings of the name
or premise you are searching for.
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Exercise: Searching for Accounts

;";“: Ry Directions: Use Peace to locate two account numbers that you can use

i
for this exercise.
k

1. Write the first account number here:

What information do you see?

2. Write the second account number here:

Write down any differences that you see between the two accounts?

3. Search for a customer by using the last name of ‘Smith’. Notice the
number of accounts that are returned.

4. Search again using the last name of ‘Lull’. Notice the difference in the
information that is returned.
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Refining Your Search

Searching by the account number is the easiest and most accurate way to
search in Peace. There are times, however, when you will need to search
for the account using information other than the account number. In
situations like that, you can use Peace’s Advanced Search to help you
refine your search.

Once you click on the Advanced Search button I, the following
screen will appear:

A Advanced Search - Microsoft Internet Explorer

= 1
| advanced Search '

]
0]

| fsweets | [ -

All Market Participants hd
All Participant Roles -

Figure 7: Advanced Search Window

Direct Energy — Confidential 10



Peace - Navigating and Searching

IPRIMARY With Advanced Search you can perform searches using criteria such as:

NOTE:

NOTE:

Because the Advanced Search feature opens in a separate
window, it uses two user licenses. Since we have a limited
number of user licenses, make sure to close the Advanced
Search window when you are done to allow other users access.

Peace has a wildcard character that you can use if you are not

First and last name

Premise address

Premise number

Postal address

Social security number

Phone number

External code (ESI ID - identifies the location)
PTJ number

Statement Number

Meter Number

sure how to spell the name or premise. The wildcard in Peace is

the * (SHIFT+8). Typing an asterisk at the end of your ‘best
guess’ at spelling will bring up all similar spellings of the name

or premise you are searching for.

Direct Energy — Confidential

11



Peace - Navigating and Searching

Enter your criteria and click the Search button, then wait a second or two
and scroll to the bottom of the window. Your search results will appear
there. You will see a list of all of the records that match your search or
you will get a message stating no records were found using that search

criteria.

1108451

SMITH, BYFORD

Mo Premise

10191453

1012280

SMITH, M3 BECKY

4200%W.34TH 210 HOLL.

Current from 10252002

963023

9551498

SMITH, BYROMN

3708 LASKER AVE WA

Current from 081 52002

955367

4 7HET

SMITH, BOBEIE

3216 KESSLER AVE M.

Current from 07292002

993434

285031

SMITH, B.D.

5116 AUDREY ST DALL...

Current from 052002002

108499

18499

SMITH, BARRY

B25WILLOWY ST HURS. .

Current from 0452972002

l Search l Clear | |

Figure 8: Advanced Search Results

Remember to use the Clear button between searches so that you clear

the information from the previous search.

The instructor will now lead you into a simulation that will step you
through launching Peace, logging on and then searching by account

number, phone number, name and social security number.

Direct Energy — Confidential
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Exercise: Advanced Searches

fmwlw Directions: Using Advanced Search, search for information by inputting
f%l one of the search criteria in the lesson.
Ask your instructor the following questions.

1. Why would a customer have his ESI ID but not his account number?

2. Why would you need to search using the PTJ?

Remember This

What would you like to remember about searching within Peace?
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will exist:

A~ Understanding the Search Results

No records match your search criteria
One record matches your search criteria
Multiple records (less than 100) match your search criteria

More than 100 records match your search criteria

If no records match your search criteria, you will receive a message
stating there are no Search Results.

A Advanced Search - Microsoft Internet Explorer

" advanced search 1 9
i i

When you search for a record in the Peace system, one of four conditions

There are no Search Results

[Whﬂﬂdf Stop 3]

Figure 9: Advanced Search Return No Results

If only one record matches your search criteria, click on the customer
name and you will be taken to the Customer Overview Window.

When multiple records (less than 100) are returned, you will see all of
the records that match your search. If your search returned more than
100 records, you will get the message Only 100 matching customer
names shown (See Figure 6). If that occurs, it is best to refine your

search and try again.

There will be times when, after entering an account number, you will
receive multiple matches. This is because the customer has different
premises listed with the same account. Let us explore this scenario.

Direct Energy — Confidential
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A~ Multiple Premises for the Same Customer

A single customer may have multiple premises or, more likely, the

customer has one premise and an extra service, such as a guard light, at
the same address. In that situation, you will see what looks like two

identical records. There will be a drop down menu available for all multi-
premise customers. Single premise customers will not have a drop down

menu.

] Peace ] Premise Details

B I

1136350} BLAIR'S TRANSMISSION

Credit Rating : 0 Total bal

Premise 1142178
Address 405 W TEXAS 5T, MESQUITE , TX 75143-4243
County DALLAS, TX

Access

Description

Occupancy Ovner

Connect Date 02262003

Disconnection Date

Round a2

Secondary Round

Lot#

Job # 9409

GIS Reference

Key

WMeter Location Info

(114

Rural Fire #

Network ZY - Defauft Netwark Code
Reticulation

Main

Facilities Ref.

Altitude of

Figure 10: Multi-Premise Account

Consumer: BLAIR'S TRANSMISSION Premise: (1142178) 405 TEXAS ST MESQUITE.
28145 BUCKNER BLVD, DALLAS,
2308 S BUCKNER BLVD A DALLAS,
2904 5 BUCKNER BLVD, DALLAS,

1147177) 8126 SCYENE RD, DALLAS,

T, MESQUITE,

Company
Division

Branch

Network Charge Per
Sequence
Secondary Sequence

Work Day
Sales Temitory

Safety Switch Status
Substation
Deposited Plan #
Depot

Comm. Lights Total
Comm. Lights Active

Status: Current from 06/13/2003
0-29 Days old:§1752.46 60 or more Days.
01d:$0.00

71142178

Ditect Energy Texas
EAT
™

271
1

0000

0 - Default Depot
0
0

(=)

Direct Energy — Confidential

15



Peace - Navigating and Searching

If it is the main home account, the description field is blank.

1
" )
(1069265) JUAN C PONCE
Consumer: JUAN C PONCE Premise: (1054595) 1515 HILLCREST DR, ARLINGTON, Status: Current from 01/20/2003
Credit Rating : 0 Total balance : $58.00 %ﬁz‘%}f GRG0 o5 more b
Premise 1064695 0Old Premise # 1064695
Address 1515 HILLCREST DR, ARLINGTON,, TX 76010-4708
County TARRANT, TX
Access
Description Company Direct Energy Texas
Occupancy Owner Division EAT
Connect Date 12/05/2002 Branch ™
Disconnection Date Network Charge Per
Round 793 Sequence a7
Secondary Round Secondary Sequence
Lot#
Job # 9349 Work Day 1
GIS Reference Sales Teritory
Key
Meter Location Info Safety Switch Status
Rural Fire # Substation 0000
Network LY - Default Metwork Code Deposited Plan #
Reticulation Depot 0 - Default Depot
Ma Comm. Lights Total ]
Facilities Ref. Comm. Lights Active ]
Alitude 0f
Market Utiliy Model Start Date End Date
T Eles Elestricity Retail Consolidated Bill Ready 01/20/2003
Display all Biling Market Models
Utility Role Market Participant Start Date End Date External Code
Electricity Texas Utility Account Number null 12/05/2002 4229068958
Elesiricity Clearing House CH - ERCOT (163529049) 12/05/2002
Elecricity Sign Date CUSTOMER SIGN 12/05/2002 2002-11-26
Electricity Direct Energy Payroll System AGENT IDENTIFER 12/05/2002 194499
Electricity Electric Senice Identifier ESID - Permanent ESI 1D 12/06/2002 10443720004229068
Electricity Retail Electric Provider REP - Direct (039713354) 12/05/2002

Figure 11: Premise Details Window

You can see the difference between the records by choosing each account
in the drop down menu and you will be automatically taken to the Premise
Details Window.

| P@ACE | Fremiseperais T T )
(1136350) BLAIR'S TRANSMISSION

Consumer: BLAIR'S TRANSMISSION Pri Status: Current from 06/13/2003 @
Credit Rating : 0 Tof ?)ﬁ?g%ng: 01d:$1752.46 60 or more Days
Premise 1142178 71142178

Address 405 W TEXAS ST, MESQUITE,, TX 76149.

County DALLAS, TX

Access

Description Company Direct Energy Texas

Occupancy Owner Division EAT

Connect Date 024262003 Branch U

Disconnection Date Network Charge Per

Round 832 Sequence 271

Secondary Round Secondary Sequence

Lot#

Job # 9409 Work Day 1

GIS Reference Sales Termitory

Key

Meter Location Info Safety Switch Status

Rural Fire # Substation 0ooo

Network ZY - Default Network Code Deposited Plan #

Reticulation Depot 0 - Default Depot

Main Comm. Lights Total a

Facilities Ref. Comm. Lights Active i)

Altitude oft

Figure 12: Multi-Premise Account

Direct Energy — Confidential 16
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Exercise: Understanding Search Results

/mwlw Directions: Using the account numbers that you located, perform a

r%l search.
- What do you know about this account from your search?

Search now using the next account number.

Write the account number here

What do you know about this account from your search?

Remember This

What do you want to remember about this search?

Direct Energy — Confidential
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’ﬁ

:

£

TPRIMARY
 PAGE

Search Components

Now that you have searched for and accessed an account, you need to
understand what you are seeing.

Identifier

Premise

Name

Address

Status

3054372

30584184

ShITH, MR ROEERT D

B34 W 24TH STHOUS. .

Current from 05/26/2006

3054372

3034185

SMITH, MR ROBERT D

834 1U2W24TH BT H...

Current from 0572672006

3026847

3055986

SMITH, JAMES DAYID

1 RRABOH 76 HBARM..

Current fram 0671972006

Figure 13: Search Results Components

The search results pane contains the following columns:

Identifier - this field lists the customer account number

NOTE: The Customer, Name and Address fields are links that, when
clicked, will take you into other windows of Peace.

Premise - Service Location Number

Name - this field gives you the name of the customer

Address - this field lists the service address of the property - the
address where the electricity is delivered

Status - this field tells you what the account status is:

Current from - means that the customer has been at the premise
since the date listed.

Future from - means that the customer is going to move into the
premise as of the future date listed. At that time, the status will
change to ‘Current from'.

Vacant - means the customer no longer has service with us at this

location

Direct Energy — Confidential
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Exercise: Clicking on the Links

JPRIMARY Directions: Using one of the account numbers you used in a previous
exercise, practice selecting the different search links.

Wom e Which link will you be using most often?

HINT: Once you have searched, use the Back button or Backspace
key to return to the Search window.

Remember This

Are there any final thoughts you have about searching?

Direct Energy — Confidential 19
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Lesson 3

The Components of the Peace Window

JEraany Peace is relatively easy to navigate because there are certain items you
f 7 N— will find in every window.
I f -
o TPeace | e oo 0 G e~ 5
\ overew ) eustorer K “Actone= | prevse™ A —Prcig= | Readmge? | Payments | covectiom ) W ( )| FY

Figure 14: Peace Customer Care Menu Buttons

Main Menu - No matter which area of Peace you are viewing, you can
see the main menu on the top of the window (see figure 12). You can
access any of the menu options by moving your cursor over the menu
name and clicking once with the left mouse button.

NOTE: These menu options are also called buttons.

The name of the menu that you are currently accessing will appear at the
top of the window, and it will be highlighted on the main menu. Notice
that *Customer Care’ is the selected menu item in this example.

Common Area - This area at the top of the window shows account
information and the particular customer that you are reviewing. No
matter where you are in Peace, you will see this common thread in every

menu option.

(10899) BARRY SMITH
Consumer: BARRY SMITH

Credit Rating : 1

Figure 15: Common Area

Premise: (1839) 625 WILLOW ST, HURST, Status:

rent from 04/29/2002

0-29 Days old:4334.00 60 or more Days

Total balance : $334.00 01d:$0.00

Static Area - This area is located in the center of the window and
contains detailed account information that changes with each tab.

Phone Ho

Password

Pastal address

Birthday

Latest account due date
Customer Groups

Premise

Equal Payment Plan Customer

Senvice Delivery Point 833359

Figure 16: Static Area

OW ST, HURST TX 760535535

047301563

022572008

Agent Door to Door Marketing

1899, 625 WILLOW ST, HURST, TX 76053-5535

Utiity Charges:§1369.37 Installments:§1108.00 Diff $261 37 Other $803 59¢r EPP Amt $334.00
MET MTRD reference (35678597 GE

Previous Premises

Direct Energy — Confidential
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o Transactions Area - This is the area at the bottom of the window and it

lists every transaction that has occurred with an account both pending

and completed. You will usually have to scroll down to see every

transaction.

Transactions include financial transactions, notes, payment arrangements,
payment plans, statements, payments, credits, PTJs, deposits, deposit
interest, etc. This is a great place to begin scanning the account!

NOTE:

From Date 01/01/2000_[v]

Date

0B/05/2008
0B/05/2008
0B/05/2008
0B/05/2008
0B/05/2008
0B/05/2008
0B/05/2008
0B/05/2008
04/07/2008
04/07/2008
04/07/2008
04/07/2008
04/07/2008
04/07/2008
04/07/2008
04/07/2008
04/07/2008
03/02/2008
02/01/2008
02/01/2008
01/31/2008

Figure 17:

Because Peace is web-based, it acts the same as any website.
Throughout the system, you will see links that allow you to
jump to another area. Usually, the link that you select will
open additional information about that specific item. Links
are the blue colored text.

To Date N 3R (e ciearFiker "]~ Rdvancod Fikor )

Ref Description Amount Statement/Status

sata reaea
204343123 Letter Wiiting: TX Res Pay Argmt Lagged
204343117 [EDI 814 Otbnd Drop: MYOUT Standard: E 1 (Premise 1899) Normal Queved to Transmit
204343108 Letter Wiiting: TX Res Pay Argmt Lagged
204333104 Account Maintenance: Pay Arrangmnt Added: Aangernent Expiring 09/13/2008 Cornpleted
204343096 Account Maintenance: Pay Arrangmnt Delete: Payment Arrangement Deleted Cornpleted
204343095 Drop: Gen Drop Move Out (Premise 1899) Lagged
204333091 Account Maintenance: Pay Arrangmnt Added: Arangernent Expiring 0404/2008 Cornpleted

Normal Renewsls process will NOT apply to this customers
Mormal Renewsls process reinstated for customers premise
Normal Renewsls process will NOT apply to this customers
Mormal Renewsls process reinstated for customers premise
Normal Renewsls process will NOT apply to this customers
Choicepay payments received on Manday, 12-31-07 were
HELP DESK “agent ci to see if cust was still on epp advised
RELATIONSHIP - Spouse

MEDIA

32788945 & Days Past Due Statement # 32785048 Mormal
32026408 Electricity Invoice Unpaid due 02/25/2008 (Premise 1839) (PDF) Tax 81,44 32785346
6223908 SM Jourmal : EPP Smoothing Journal $252 56 32785346
305888610/ Cash Receipt - CQ $258 Ollex. 32785346

Transaction Area

Direct Energy — Confidential
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Lesson 4

Customer Menu

When you click either the Customer account number or the Name from
the Search Results pane, it defaults to the Customer Overview window.
Let us look at what is contained in each tab in the Customer Overview
window.

Customer Overview

]Peace] " Gustomer overview | Loces b g LD _ Sa__i wl
| oversien | Cuzromer A ~xerone I, -Pramize® A ~pricing ™ REadinges | Payment | consetion | Wes Y (1 ) &

(10899) BARRY SMITH

Consumer: BARRY SMITH Premise: (1835) 525 WILLOW ST, HURST, Status: Current from 04/29/2002
Credit Rating : 1 Total balance : §334.00 gﬁ?‘%‘gj CIEB AL o5 e ey
Phone No 517-2857826

Password 40

Postal address 525 WILLOW 5T, HURST TX TB053-5535

Birthday 04/30/1969

Latest account due date 0242572008

Customer Groups Agent Door to Door Marketing

Premise 199; 625 WILLOW 5T, HURST, T 760535535

Equal Payment Plan Customer Utifty Charges $1389.37 Installments:$1108.00 Diff $251 37 Other $803 59cr EPP Am: $334 00

Semice Delivery Foint G355 MET MTRD reference (36676557 GE

Pravious Premises

From Date 12000 [] 1o Date N @R [ ritor [ Clearriar ) Advancod Fltor )

Date Ref Description Amount Statement/Status

06/05/2008 204343123 Letter Witing: TX Res Pay Arrgmt Lagged
06/05/2008 204343117 |EDI 814 Qtbnd Drop: MYOUT Standard: E 1 (Premise 1899) Normal Queued to Transmit
06/05/2008 204343108 Letter Witing: TX Res Pay Arrgrt Lagged
06/05/2008 204343104 Account Maimenance: Pay Arangmnt Added: Anangement Expiring 09/13/2008 Complated
06/05/2008 204343096 Account Maimenance: Pay Arangmnt Delete: Payment Arangement Delated Complated
06/05/2008 204343095 Drop: Gen Drop Move Out (Fremise 1899) Lagged
06/15/2008 204343091 Account Maimenance: Pay Arangmnt Added: Anangement Expiring 04/04/2008 Complated
04/07/2008 Mormal Renewals process wil NOT apply to this customers

04/07/2008 Mormal Renewals process reinstated for customers premise.

04/07/2008 Mormal Renewals process wil NOT apply to this customers

04/07/2008 Mormal Renewals process reinstated for customers premise.

04/07/2008 Mormal Renewals pracess will NOT apply to this customers

04/07/2008 Choicepay payments received on Monday, 12-31-07 were

04/07/2008 HELP DESK ~agent ci to see if cust was stil on epp advised

04/07/2008 RELATIONSHIP - Spouse

04/07/2008 MEDIA

03/02/2008 32785946 5 Days Past Due Statement # 32785945 Nommal
02/01/2008 32926408 Electricity Invaice Unpaid due 02/25/2008 (Premise 1899) (PDF) Tax $61.44 32785345
02/01/2008 223906 SV Joumal : EPP Smocthing Journal $252.56 32785345
01/31/2008 305838610 Cash Receipt - CQ $258.00- 32785348
01/04/2008 32616753 Electricity Invaice due 01/28/2008 (Fremise 1899) (FDF) Tax §171.60 32478122

Customer Overview is one of the main windows in Peace. It provides an
overview of the account.

As you can see, this window contains all of the components mentioned
earlier in this lesson - the main menu, common area, static area,
transactions area and tabs.
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Customer Overview Financial Window

Just as you would imagine, the Financial window shows you specific

financial information for the account. Anything that refers to money will

show here.

This window is laid out very similar to the Overview window. There is a
static area at the top and a transaction area at the bottom that you can

scroll.

| Peace ] [ Financial History

(10899) BARRY SMITH
Consumer: BARRY SMITH

Credit Rating : 1

Status

Credit Action

Credit Rating
Deposit
Unprocessed Cash
Uninvoiced Charges

EPP Charges to date
EPP Installments to date

From Date 06/072007 V]

Date Ref
02/01/2008
02/01/2008
01/31/2008
01/04/2008
01/04/2008
01/02/2008
111302007
1173072007
101302007
10/30/2007
102242007
10/08/2007
10/0172007
10/0172007
09/25/2007
0B/30/2007
08/30/2007
0B/30/2007
08/202007
0773172007
n7rA1on7

b

Premise: (1899) 625 WILLOW ST, HURST,

Total balance : $334.00

Mormal Account Statement Balance
Special Arrangements Statement Date
1 Pay Method
$0.00 Total Balance
$0.00 0 -29 Days Old
50.00 30 - 59 Days Old

60 o1 more Days Old
§1.369.37 EPP Amount
§1,108.00 EPP Difference

433400
020112008
Cash
933400

526137

Status: Current from 04/29/2002
0-29 Days old:4334.00 60 or more Days

01d:40.00

To Date 06062008 _[] IWWWI

Description stmt Unalloc
32926408 Electricity Invoice (Premise 1699 (PDF) (xML) 32785945
6223906 SM EPP Smoothing Joumal 32785945
305888610 Cash Recsipt - CQ 32785945
32616753 Electricity Invoice (Premise 1658) (FDF) (ML) 32478122
6103623 SM EPP Smoothing Joumal 32478122
303232120 Cash Receipt - CP 32478122
32309941 Electricity Invoice (Premise 1695) (FDF) (ML) 32173175
562024 SM EPP Smoothing Joumal 32173175,
32001659 Electricity Invoice (Premise 1699) (FDF) (ML) 31866627
560362 SM EPP Smoothing Joumal 31666827
296619940 Cash Receipt - CF' 31666827
5596367 SM Smooth Current Balance 31866827
31692367 Electrivity Invoice (Premise 1899) (PDF) ML) 31559506
5679798 Iterest charged an overdue amount 315659606
294029730 Cash Receipt - CP' 31559606
291340480 Cash Recsipt - CQ 31219172
31360192 Electricity Invoice (Premise 1699) (PDF) (XML) 31219172
5464524 Iterest charged an overdue amount 31219172
5484523 WS EPP Wash up charge 31219172
30992957 Electrivity Invoice (Premise 1699) (FDF) (ML) 30653984
FAT70198 =M FRR [manthinn . Injmal B

Figure 18: Financial History Window

a1.44
252.56

Amount

Balance

81.44 334.00
252,56 252.56
268.00-= 0.00
171.50 268.00

86.60 86.60
216,00z 0.00
145.22 216.00
112.78 70.78
167.62 42.00cx
90.38 209.62:x
300.00ex 300.00cx
803.69-- 0.00
287.35 803.59
2371 516.24
300.00-- 49253
183.00z= 792.53
338.48 975.53

18.30 637.05
23878 618.75
301.01 382.00
1A Anaa

The transaction area on the Financial window is a ledger card. It shows all
of the debits and credits for the account. The easiest way to read this is
from bottom to top so you see the oldest transactions first.
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TPRIMARY . . ]
fa— Customer Overview Collections Window

As you see from the example below, the Collections window is broken into
two major components - current credit and collections information and
Credit Control Events.

J Peace ] " Collection Histary 1 et ) GE) ? o= e ﬂ =
OUEFHE BHE A PraIEs R A o) ey
(10899) BARRY SMITH
Consumer: BARRY SMITH Premise: (1899) 625 WILLOW ST, HURST, Status: Currert from 04/29,2002
N T 0.29 Days 0ld:4331.00 60 or more Days
Credit Rating : 1 Total balance : §334.00 GHTIES
Account Status Naormal Account Credit Action Special Arrangements
Total Balance $334.00 Oldest Debt Due Date 112/25/2008
0 -29 Days Old $334.00 Credit Rating 1 out of 4
30 - 59 Days Old $0.00
60 or more Days Old $0.00
Current Payment Arangement exists
Unprocessed Cash $0.00 Uninvoiced Charges $0.00
— February _—

Credit Events

Payment Plans

Payment Arrangements

Next Anticipated Event Spevial Arangements in place of nex anticipated credit svent

Current Cycle Standard Residential Cycle Type Anears

Current to Sep 13,2008
Date Event Notes Amount Status
03/02/2008 5 Days Past Due LATE PAYMENT 334.00  Normal
127302007 5 Days Past Due LATE PAYMENT 216.00 | Normal
10/032007 Pending Disconnection FTC Pending Drap 48263 |Normal
09/24/2007 DNP Notice(Standard) FTC Drop YWarning 792.53  Normal
087312007 5 Days Past Due LATE PAYMENT 199.00  Normal
08/30/2007 Rerminder Notice REMINDER 199.00  Normmal
0773172007 5 Days Past Due LATE PAYMENT 183.00 Normal
07/0472007 Rerminder Notice REMINDER 183.00 Nomal
070172007 5 Days Past Due LATE PAYMENT 183.00 Normal
06/03/2007 5 Days Past Due LATE PAYMENT 136.94  Normal
1212372002 DNP Notice/Standard) CUT OFF 321.23 Normal ad

Figure 19: Collections History Window

Listed within the Credit tab is all collection activity that has occurred on
the account. If a customer is behind in payments, the actions that have
been taken will be listed in the Credit Control Events area.

An account that has a good payment history does not have a Credit
Control Events section. Accounts like the one above, who made a number
of late payments and received some disconnect notices; do have a Credit
Control Events section.

NOTE: As you will see when we get to the Credit and Collections
portion of training, Direct Energy, like most energy providers,
disconnects customers who fail to pay their bills.

Direct Energy — Confidential 24



Peace - Navigating and Searching

Customer Overview: Process History

The Process History window displays the history of PTJs for an account.
Most PTJs are generated manually, but there are some that are system-
generated.

The pathway to view Process History: (Customer
Overview/Premise/Process History)

] Peace ] " customer overviev 1 ! | ™ ™™ l
(1069265) JUAN C PONCE Details [P]

Consumer: JUAN C PONCE Motes Premise: (1064655) 1515 HILLCREST DR, ARLINGTON, Status: Current from 01/20/2003

Credit Rating : 0 Remi-o Total balance : §58.00 %ﬁ’:g“.‘ﬁ CRBEED 60 eira Py

Tax Jurisdictions

Fhone No 817-957-0024

Password 2402

Postal address B2 R 1515 HILLCREST DR, ARLINGTON T 78010-4708

Birthday PN — 0972511970

Latest account due date IHIEEh7 031472008

Customer Groups Agent Daar to Door Marketing

Premise 1084895, 1515 HILLCREST DR, ARLINGTON, TX 760104709

Equal Payment Plan Customer Utility Charges:$1299.56 Installments: $1238.00 Diff $61.56 EPP At $88.00
Senice Delivery Point 1795512 METMTRD reference 00082100254

Previaus Premises

Fom Date vz (7] Topate 0 @R (e [ wearrier ) —Ravancea e —)

Figure 20: Process History Path
Both types of PJTs appear in this area.

| PEACE | Process istory 1 2 = e |

\OvErATew A COStamer A “ATHons = A (Premise A “Prcing = A Readinge® A Payrients A Collecton) Y

(10899) BARRY SMITH

Consumer: EARRY SMITH Premise: (1899) 525 WILLOW ST, HURST, Status: Current fiom 0472912002
P . 0-29 Days ol d:3334.00 60 or more Days

Credit Rating : 1 Total balance : $334 00 s

Type/Class Notes Status Assigned To Logged Date Date Required

EDI 814 Otond Drop - My OUT Standard - (Premise 1599) Queved to Transmit 5572008 0612008

Drop - Gen Drop Move Out - (Prermiss 1895) Loged 0B05/2008 0B/06/2008

105133\; & Callections - Collectons Cortact: Premise | 4y S— e——

Eles Complaint - Elec Complaint - (Premise 1599) [10/8/2007 ECHOUSER] ECHO Com In Progress Customer Selutions 10082007

Customer Inquiry : Bilng Incuiry : (Premise 1899) EARRY SMITH CI ABOUT HIS ACCT . Completed 101082007

Credit & Collections : No Contact - (Prerise 1899) No Answer Completed 10082007

Credit & Collections - No Cortact - (Premise 1899) No Answer Completed 10062007

Credit & Collections - No Cortact - (Premise 1899) Busy Completed 10052007

Credit & Collections - No Cortact - (Prermiss 1899) No Answer Completed 10042007

£DI 850 Otbnd SO - Disconn - Non Pay - (Premise 1899) Cancelled 10032007 10032007

Credit & Collections - No Contact - (Premise 1839) No Answer Completed 10032007

Credit & Collections - No Cortact - (Premiss 1899) No Answer Completed 10012007

Credit & Collections : No Cortact : (Premise 1899) Na Answer Completed 0972072007

1053\)« & Callastions : Collsctions Contact: (Premise | — e——

Credit & Collections : No Cortact : (Premise 1899) Na Answer Completed 0972472007

1053\)« & Collections : TX Fast Track Credit : (Premmise — e—

Credit & Collections - No Cortact - (Premiss 1899) No Answer Completed 0972202007

Credit & Collections : No Cortact : (Premise 1899) Na Answer Completed 092172007

Credit & Collections : No Contact - (Preriss 1899) No Answer Completed 092072007

Credit & Collections - No Cortact - (Premise 1899) No Answer Completed 091972007

Credit & Collections - No Cortact - (Premise 1899) No Answer Completed 982007

105133\)1 & Callactions - Collectons Contact- (Premise | o o —— —

1053\)1 & Callactions - Collectons Cantact- (Premise | o0 —— —

Elec Complaint : Elec Complaint : (Premise 1899) 3/5/2007 ,ECHOUSER] ECHO Comp Completed Customer Selutions 982007

Account Maintenance - EPP Set Up - (Premise 1898)  Customer not slgible for PP Completed BILLING TEXAS 982007

1053\)1 & Callactions : Collectons Cantact- (Premise | oo oo —— ——

109’;;‘)‘ & Callations - Collectons Contaet - (Premise | o —— —

Account Maintenance : EPP Cancel : (Premise 1898)  Non Payment cancel EPP Completed Credlt and Collections  03/30/2007

Figure 21: Process History Window

To view additional detail about any of the PTJs listed in the Process
History tab, click the blue PTJ] link in the Type/Class column. You will then
be able to view notes. Later we will review the Log A Process menu option
where notes are entered.
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Customer Overview: Usage History

The Usage window displays electricity usage per month. The pathway to
view Usage: Customer Overview/Overview/Usage

| PEACE | [ customer overview ? ] % I
—_— =
\ GUETIEw | CTStaner A “ACHGNS = A (Prermise i ~Prichg = A Readmgse A Payments A conection ) 8 & (0 ) &
overview [0]  PONCE
Financial[F] | PONCE Premise: (1064535) 1515 HILLCREST DR, ARLINGTON, Status: Curent from 0172012003
Collections [L] Total balance : §55.00 el 01d:488.00 60 or more Days
Process History o
H]
Ussge 1] B17-957-0024
pads 2402
Billie ) 1515 HILLCREST DR, ARLINGTON TX 76010-4703
Statement
Messages (] 09.25/1970
o e date 034142008
faf;t;&;"g?st Agent Door to Door Marksting
Customer 1064695; 1515 HILLCREST DR, ARLINGTON, TX 76010-4709
Correspandence fan Customer Uity Charges: $1299.56 Installments: $1236,00 Dift $61.55 EPP Am. $38.00
Servics Delivery Point 1795512 MET.MTRD reference 0006Z10025A
Previous Premises
From Date 011772000 _[V] 0 pate N @R (e | cwearrirer—— )~ havancea Fior—)

Figure 22: Usage Path

] Peace ] Usage History ! | D e e T s I i
\ OVerview A Custoner A “Actions = A Prentise™ A Pricing = A, Readings® A Payrient: A Collection ) (0 ) &
(10899) BARRY SMITH
Consumer: BARRY SMITH Premise: (1899) 625 WILLOW ST, HURST, Status: Current fiom 047/28/2002
Credit Rating : 1 Total balance : $334.00 %ﬁﬂ"ﬁ‘_‘{j CEERAIDED o e B
Date Days Consumption Daily Avg Reading Read Type ae:;'od Reversed Invoice
01/30/2008 El) 507.0 16.90 507 Actual 32926408
1243172007 k3] 11060 352 1106 Actual 32616753
112872007 EE] 931.0 2821 31 Actual 32309941
10/26/2007 = 1080.0 3857 1080 Actual 32001659
09/26/2007 El 1876.0 60.52 1876 Actual 31697367
08/26/2007 P 22160 76.41 2218 Actual 31350192
07/30/2007 El 1967.0 63.45 1957 Actual 30992957
06/26/2007 Ell 17880 50,50 1785 Actual 30650025
05/30/2007 7] 13640 4263 1354 Actual 0284587
04/26/2007 Ell 781.0 26.03 781 Actual 29923807
05/29/2007 P 62,0 2352 662 Actual 29546663
0242672007 b 49,0 238 619 Actual 29154660
01/30/2007 b 561.0 2004 561 Actual 2777254
01/02/2007 k7 666.0 2081 666 Actual 28396769
12012006 El 7360 2381 78 Actual 27903540
103172006 ) 909.0 3134 909 Actual 27174399
1010272006 7] 1448.0 45.25 1448 Actual 26487003
08/31/2006 Ell 2021.0 67.37 2021 Actual 25721073
064012006 2 21800 68,13 2180 Actual 24962522
06/30/2006 ) 1481.0 51.07 1481 Actual 24266023
06/01/2006 El) 1306.0 4353 1306 Actual 23604767
05/02/2006 k7 1059.0 .09 1059 Actual 22988840
03/31 2006 Ell 656.0 2193 656 Actual 22385181
0340172006 ) 82,0 2007 ) Actual 21789578
01/31/2006 b3 578.0 2064 578 Actual 21170068
01/03/2006 k7 10400 3250 1040 Actual 20623850
1200222005 El 7520 24.25 752 Actual 20030703
1140172005 ) 844.0 29.10 844 Actual 1933204
1010372005 7 1792.0 56,00 1792 Actual 18857508
09/01/2005 [ 1886.0 6287 1896 Actual 18194858
081272005 2 1979.0 6184 1979 Actual 17572502
07/01/2005 ) 1674.0 57.72 1674 Actual 17024758
06/02/2005 El 12440 4013 1244 Actual 15479852

Figure 23: Usage History Window

NOTE: This tab comes in handy when researching a complaint about a
high bill.

In the Usage window you can view the reading date, the amount of
electricity used (consumption), the number of days that are in each
service period, the average amount of electricity used each day of the
service period and the invoice number on which the consumption
information appears.
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Lesson 5

Customer Menu

The Customer Details menu allows you to perform updates or
maintenance on an account. You may have to update a phone number,
postal address or some other piece of information. Let us take a look at
each tab in the Customer Details menu option.

Customer Menu: Customer Tab

The Customer tab displays general information about the customer. When
you verify account information with the customer, you will use this
window.

ﬁ'ea[:e ] " Customer Details | e b g5 L2 _L Owm__L_ e l
(10899) BARRY SMITH

Consumer: BARRY SMITH Premise: (1899) 625 WILLOW ST, HURST, Status: Current from 04/29/2002
Credit Rating : 1 Total balance : §334.00 gﬁf’&“g‘f CIEB AL o5 e ey
Customer Type DOMESTIC Company Direct Energy Texas

Customer Tax Type Branch U

Consumer Type DOMESTIC

Name BARRY SMITH

Addressee

Home Phone B17-285-7826 Work Phone

Mobile Phone Fax

Email

Preferred Language English Customer Groups /Agent Door ta Door Marksting

Date of Birth 04301968 Password ]

Drivers Licence Ocupation TTU30-005401

Tax 1D/ SSN s Employer

Dog Owmer o Life Support o

Phone Day Before Mo Summarize Invoice ltems Mo

Aggregation Level Premise Use Aggregated Rates Yes

Account Status MNormal Account Credit Action Special Arrangements

Rating ZERO Cycle Group Defaul

Statement Cycle Gensrated with Energy invoices Statement Synch 123172007

Special Discount Default Special Discount Prompt Payment Discount

Payment Period Payment Method Cash

Apply Service Fee to Credit Card Payment Yes

Account Manager Sales Team

Bank Account Summarize on Overview Mo

Last Statement 02/01/2008 First Residence Date

Overview Display Profile Standing Charge

Add an Online Self Servics Account

Staterments are sent via Post to Premise

Supply Details

Premise Supply Request Date Status Utility Application #
1699 0412972002 Curent Electicity

Figure 24: Customer Details

You can change information in this tab.

NOTE: You will learn how to do that later in the training.
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Customer Menu: Consumer Tab

If the account is set up as a Commercial or Industrial customer, you may
find additional information in this tab about the company and the service
class; however, it is often left blank.

[ consumers summary T T .

Teve | cuzeemer | ~Kersne A “pramze | ~premg A Resamge | Paymene A caneeeen | s Ymm— L ) P —
(10899) BARRY SMITH
Consumer: BARRY SMITH Premise: (1823) 625 WILLOW ST, HURST, Status: Current from 04/28/2002

Credit Rating : 1 Total balance : §334.00 I;J’f:-slzany: 01d:4334.00 60 or more Days

This Customer has no-zoomonar Gonsu

Figure 25: Consumer Tab
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Customer Menu: Notes Option

The Notes option displays a history of notes made by Back Office agents,
CSO or escalations while updating a customer account. During each
telephone call with the customer, you will use the Log a Process menu
option to log notes. We will review the Log A Process menu later.

The pathway to view Notes: Customer Overview/Customer/Notes

] Peace ] " customer overview

(1181534) CAS WVICE

Consumer: CA ERVICE Premise: (1188448) 230 VINE ST 1, EULESS, Status: Curent fiom 07/30/2003
Addresses

Credit Rating Total balance : 30.00 60 or more Days O1d:$0.00
Contacts

Phione No| Commetial 617-8323168

Password e 5138

Postal addres f@ﬁa‘ﬁ,‘m 230 VINE ST 1, EULESS T 7R040-4542

Latest accour “C0N 02/2072008

Customer Gro 3% Jurisdictions Agent Docr to Doar Marketing

1188448; 230 VINE ST 1, EULESS, T 76040-4542
462-04-5138
MET:MTRD reference 0B963IBINVE RATE TATU reference 05

i il
Premise | Synchronization
Diivers Licen: Mairitenance
Senice Deliver| Suppression of

Estimated
Readings

Demand
Summation

Method
ol woome|  [7]

External Billing

Previous Premises

[ rier " oleareior ) ™ Advancod Fitor ")

@)

Figure 26: Notes Path

| Peace | nots R 0 O N 0 W |
overstew | custemer J “AtHars | -Premse= | —PHem | REaams | Paymene | CovetHan ) [ ) &

10899) BARRY SMITH

Consumer: BARRY SMITH Premise: (1899) 525 WILLOW ST, HURST, Status: Current fram 02/29/2002

0-29 Days old:$334.00 60 or more Days

Credit Rating : 1 01d:$0.00

Total balance : $334.00

Customer Notes

Number Type
26650818

Date Created | Created By Last Changed Date Last changed by Note

General  0B/06/2008
Note

12.42.43 traind 05/06/2008 12:42:43 traind 1 ata reasa

General  01/03/2008
285791127 Note 00:00.00 system

General |10/06/2007 HELP DESK ™agent ¢i to see if cust was still an epp advisedagent that it was canceled on 05/07 becausse of over dus bal advised agent that
257RA244 ZENEE kthomas2 |04/07/2008 15:26:55 CONVERSION  cust needs to pay the dissonnect amount of 492.53 to keep from being disconnested and once the pymt of 492,53 post to the acet cust can be
Note  00:00:00
put back on epp. kthomas/enn hd/10008/07 ra

04/07/2008 15:28:55 CONVERSION | Choicepay payments received on Monday, 12-31-07 were not processed and applied to customer accounts until Wednesday, 01-02-08

25747346 General  02/01/2002
Note

222825 system 04/07/2008 15:28:56 CONVERSION  RELATIONSHIP - Spouse
General  0118/2002
257458105 e system  (04/07/2008 15:28:56 CONVERSION  MEDIA

—

System Generated Customer Notes

There are no System Generated Customer Notes for this Customer

Figure 27: Notes Window
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Customer Menu: Address Option

Often customers prefer to have their bills and other correspondence sent
to an address other than the premise address. This alternate address is
called a postal address or billing address. To add a postal or billing
address, click the Add button.

The path to Addresses: Customer Overview/Customer/Addresses

Consumer: CA ervice Premise: (1188448) 230 VINE ST 1, EULESS, Status: Cuent frorn 07/30:2003

Credit Rating | e Total balance : $0.00 60 or more Days 01d:30.00
Contacts

Phione No_| Commercia 517-832-3188

Password | Dt 5138

Postal addres Faading 230 VINE ST 1, EULESS TX 76040-4542

Latest accour N 0202072008

Customer Grq 19% Jurisdictions Agent Door to Door Marketing

Premise | Bil - 1186448, 230 VINE 5T 1, EULESS, TX 76040-4542

Diivers Licent Maintenance 452045138

Senice Dalier. Supprassion of MET.MTRD reference D89639639WE RATE. TXTU reference 05

Readings Pravious Prermizes.
Demand
Summation
Method I 2 (<] [» Fiiter CIEarrier Ravancea Fier
External Billing
Options

H L]
Figure 28: Address Path

To change the billing address, click the Add button to input the new
information.

Addresses Details

(1069265) JUAN C PONCE
Consumer: JUAN C PONCE Premise: (1064595) 1515 HILLCREST DR, ARLINGTON, Status: Current fram 01/20/2003

0-29 Days old:$88.00 60 or more Days

Credit Rating : 0 Total balance : $38.00 O1:50.00

Statements are sent via Post to Premise.

There are no additional addresses for this Customer,

Add

Figure 29: Address Change/Add

[ Addresses Maintenance — e P

[ cverer ) custamer ), #etone= i Pramse=l Prichg | Readings" | Paymene | Cotection ) I - Y | R ) P S—
[ ey e e e e e e (0 L

10899) BARRY SMITH
Consumer: BARRY SMITH Premise: (1699) 625 WILLOW ST, HURST, Status: Current from 04/29/2002

0-29 Days old:$334.00 60 or more Days

Credit Rating : 1 Total balance : $334.00 01d:$0.00

[

Billing Address ~|
[Billing Address

IDelivery Address
[Not Applicable
| [mird Party Address for Credit Notices
" [Third Party Address for Statements
[Third Party Address for Statements and Credit Notices I
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TPRIMARY
. PAGE

f ;: = Customer Menu: Contacts Option

Contacts are the authorized users on the account other than the primary
account holder. When you are verifying whether the person on the phone
is an authorized user, refer to the Contacts window. Only the primary
account holder can ask you to add a contact to the account. The contacts
window will often contain no information.

The pathway to Contacts: Customer Overview/Customer/Contacts

| PEace | customeroverview ) &5 Ve 2 = x|
\OVerrIev A COStomer A “ACHONS = A "Pramise™ A " PHCG "\ Readimgs® A Payrment A ColGcriom ) & ( )] Y
(181534 €AS| Details [C] VICE
Consumer: ca Notes ERVICE Premise: (1188448) 230 VINE 5T 1, EULESS, Status: Curent from 07/30/2003
addresses

Credit Rating Total balance : 50,00 60 or more Days 01d:$0.00
Phone Mo Commercial 317-8323188
Password | - 5138
Postal addres agi@ﬁ"ﬂg 230 VINE ST 1, EULESS TX 76040-4542
Latest accour #7101 0272012008

H L]
Figure 31: Contacts Path
] Peace ] " customer Contact Details ) £ap &3 ? = P I

(10899) BARRY SMITH
Consumer: BARRY SMITH Premise: (1899) 525 WILLOW ST, HURST, Status: Current from 04/29/2002
Credit Rating : 1 Total balance : §334.00 0-29 Days old:$334.00 60 or more Days

01d:$0.00
There are no additional contacts for this customer

Figure 32: Customer Contacts Window

NOTE: You will learn how to add contacts in the Customer Maintenance
module.
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PRIMARY
PAGE

Lesson 6

Premise Menu

This menu button presents information about a specific premise. If you
select the address link from the Search window, this view will open.

Premise Menu: Details Window

The Details window lists the premise information, including Market
Participants and if a premise is metered or unmetered (such as with a
guard light).

| PEACE | | premise vetails ) ) ) L |
- S -
\ overtevr ] castomer & etors—_pramize~ A priem A, reatings™K_paymene A conecton W) i 4] &
{1136350) BLAIR'S TRANSMISSION
Consumer: BLAR'S TRANSMISSION Premise: | (1140639) 2914 S BUCKNER BLVD, DALLAS, A Status: Cument from 05/19/2003 @
. 0.29 Days old:$1752.46 60 or more Days
Total balanc : $1762.66 D
iace O1d Promise § )
2914 S BUCKNER BLVD, DALLAS . TX 75227-5907
DALLAS, T
Direct Energy Texas
Crumer EAT
(021272003 ™
1] 253
408
Q000
I - Default Network Code
)~ el Dapet
Main Comm. Lights Total 1
Facilities Ref. Comm. Lights Active 0
Altimde ot
Market Uity Madel Start Date End Date
e Eioeiiy Retal Consoldated B Ready osita2003

Cisplay all Biling Market Madets

Ral Warket Participant End Date Extemnal Cade
Y Texas Utiity A awll BOEEN94541177
Claaring Houze CH - ERCOT (183529043)
¥ CUSTOMER SIGN 2000218
y Din 1y Payroll System AGENT IDENTIFER 172179
Electric Senice Idermifier ESID - Pemnanent ES| ID 10443720002370513

Figure 33: Premise Details Window

You will also find information in the Roles column that is further defined in
the External Code column. The external codes will tell you:
v" ESI IDs and Program codes
Sign date - when the customer started
Service metered basis

Electric 1/1 - for standard meters

AN N NN

Electric 1/2 - for demand meters

32
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Premise Menu: Notes Option

The pathway to view Premise Notes: Premise Details/Premise/Notes

f n i 1 2 I
Peace | oo N T .-
T 1 @

(1181534) CASEYS WRECKER SERVICE | Details [P]
Consumer: CASEYS WRECKER SERVICE Premise: (1188448) 230 VINE ST 1, EULESS, Status: Cunent from 07.30/2003

Premise
Credit Rating : 0 Contatts Total balance : $0.00 60 or more Days 01d:50.00
Premise [118544) T2% Jurisdictions Old Premise # 1188448
Address 230 VN Process History | 760404542
County TARRA Price Eligibility

Status
Access
Description HE Company Direct Energy Texas
Occupancy Owner Division EAT
Connect Date 06/132003 Branch ™

Figure 34: Premise Notes Path

The Notes window displays all notes related to the premise. You will
never create notes in this window.

Peace | e R Y

I I B
[ J &
(136350] BLAIR'S TRANSHISSIoN
Consumer: BLAR'S TRANSMISZION Pmmise;‘(1140539)Z@MSBUCKNERBWD,DALLAS, v‘ Status; Cument from 819/2003 @
Credit Rating :0 Total balance : §1752.48 m. L B4 i
Ol
Premise Notes
Premise (1140639) 2914 5 BUCKNER BLVD, DALLAS
Number Type Dt Created ~ Created By Last Changed Date|Last changed by Note
25Bmﬁaﬁenera\ 0122007 sy OATAOR 53001 COWERSON Normsl Renewals pracess wil NCOT apoly to this custamess premise shice it ofiering the same rate s the customers exdsting Kb usage

Note 000000

rate. Upon contract expiry they wil be venened under their existing rate, marth to morth

pae

Figure 35: Premise Notes Window
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Premise Menu: Tax Jurisdiction Option

The Tax Jurisdiction option displays the same tax information as the Tax

Jurisdiction in the Customer Details window. The types of taxes that can
be viewed are:

City

County

State

Public Utility Commission (PUC)

Special taxes

]Pea[:g] [Tax Jurisdiction Details T ? [ J('l'l
\overwEw | Crstore | #eone L e | Pr A Resdge A payrent A covector - [ < &

(1136350 BLAIR'S TRANSMISSION

Consumer: BLAIR'S TRANSMISSION Premise: ‘ (1140639) 2914 5 BUCKNER BLVD, DALLAS, v Status: Current from 05/19/2003 @
Credit Rating : 0 Total balance : §175245 lz’ﬁlg‘%ngﬂs old:$1752.46 60 or more Days

current Tax Jurisdiction Details for Premise Related Charges

Jurisdiction Type Jurisdiction Date Effective From Date Effective To Exempt Defined at
City DALLAS 071401/1997 N City

Gross Receipts Tax GRT »9 999 0140172002 N City
County Dallas, Tx 02:27/2003 N Premize
PUC Tax PLUC TAX 01/01/2002 N State
State TEXAS STATE TAX 01401/1993 N State
Transit Tax DALLAS MTA 010172002 N City

Figure 36: Tax Jurisdiction Window
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Premise Menu: Process History Option

The Process History window displays only the PTJs for a specific
premise. If the customer has multiple premises, you will want to
view all of the PTJs from the Customer Overview section.

] Peace ] [ process History 1 e | e J ‘ 7& |

{10899) BARRY SMITH
Consumer: BARRY SMITH Premise: (1899) B25 WILLOW ST, HURST, Status: Current from 04/23/2002
Credit Rating : 1 Total balance : 533400 ] CIERERTDED 6 e Do

Process Tracking Jobs

Type/Class Notes Status Assigned To Logged Date Date Required
EDI 814 Othnd Drop : MYOUT Standard : (Fremise 1893) Queued to Transmit OBMGA005 06/11/2008
Drop : Gen Drop Mave Out : (Premise 1899) Lagged 06//2008 OBME/2008
@g;{ & Collections : Collections Contaet - (Premise |, o Completed (T

Elec Complaint : Elec Complaint : (Premise 1599) [10/8/2007 |ECHOUSER] ECHO Com. In Progress Customer Solutions 10/06/2007

Customer Inguiry  Billing Inguiry : (Premise 1898) BARRY SMITH Cl ABOUT HIS ACCT Cornpleted 10/08/2007

Credit & Collactions : No Contact : (Premise 1899) Mo Answer Cornpleted 10/08/2007

Credit & Collactions : No Contact : (Premise 1899) Mo Answer Cormnpleted 10/06/2007

Credit & Gollections : No Gontact : (Premise 1899) Busy Cornpleted 10/05/2007

Credit & Collections : No Contact : (Premise 1899) Mo Answer Completed 10/04/2007

EDI 650 Othnd SO : Discann - Non Pay © (Premise 1699) Cancelled 10/05/2007 10/03/2007
Credit & Collections : Mo Contact : (Premise 1899) Mo Answer Cornpleted 10/03/2007

Credit & Collactions : No Contact : (Premise 1899) Mo Answer Cornpleted 10/01/2007

Credit & Collactions : No Contact : (Premise 1899) No Answer Completed 05/29/2007

%g;;{ & Collections - Collections Gontact - (Premise | oo oo complerea e —

Credit & Collactions : No Contact : (Premise 1899) Mo Answer Completed 087242007

%;g\)t & Collections : TX Fast Track Credit : (Premise complerea e —

Credit & Collections : No Contact : (Premise 1899) Mo Answer Cornpleted 0972212007

Credit & Collactions : No Contact : (Premise 1899) No Answer Completed 0872172007

Gredit & Gollections : No Contact : (Premise 1899) Mo Answer Cornpleted 0572072007

Credit & Collections : Mo Contact : (Fremise 1899) Mo Answer Completed 09192007

Credit & Collections : Mo Contact : (Premise 1899) Mo Answer Cornpleted 09182007

%gg;t &Collections : Callections Contact: (Promise |, 6 e oo Completed e

$é;g;t & Collections : Collections Contact - (Fremise |, oe o completea T

Elec Gomplaint : Elec Gomplaint : (Premise 1859) (94672007 EGHOUSER] ECHO Cornp. Completed Customer Solutions 09/062007

Account Maintenance : EPP Set Up : (Fremise 1899)  Customer not eligible for EPP Completed BILLING TEXAS 091062007

Eg;{ & Collections : Collections Contaet - (Premise |, oe o completea TSR

%;g;t & Collections - Collections Contact - (Premise |, oo compierea i

Account Maintenance : EPP Cancel : (Premise 1899)  Nan Payment cancel EPP Completed Credit and Callections 08/30/2007

Figure 37: Process History Window
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Lesson 7

Other Menu Options

PRIMARY
_ PAGE

f Readings: Reading Entry Option

Within the Readings menu option, the only option you will use is the Reading
Entry. The Reading Entry window displays readings that have been received
from the Transmission and Distribution Service Provider (TDSP).

The pathway to Reading Entry: Customer Overview/Readings/Reading
Entry

f 0 1
] Peal:e ] Customer Overview ! /@P I /@ I 7 f— w I
\Overvien A CTStamer A “ACtions = A “Fremise A “PHeing = A Readings: A Payments A, conecerom N & [| ‘J] =3
(1181534) CASEYS WRECKER SERVICE
Consumer: CASEYS WRECKER SERVICE Reversal Entry Premise: (1188448) 230 VINE ST 1, ELLESS, Status: Current from 07/30/2003
Credit Rating : 0 Multiple Total halance : 50.00 60 or more Days 01d:$0.00

Reversals

Phone No Multiple Rebill 817-832-3188
Password Special Charges 5138
Paostal address amendments 230 VINE ST 1, EULESS T 76040-4542
Latest account due date 02/20/2008

Preview Invaice

Customer Groups Reading Review | Aent Door to Door Marketing

Premise 1188448; 230 VINE ST 1, EULESS, TX 760404542
Drivers License 462-04-6138
Senvice Delivery Point 2050887 MET:MTRD reference 0B9639B33WE RATETXTU reference 05

Previous Premises:

T — N (rr— ] e | )

Figure 38: Readings Path

] Peace ] | Reading Entry 1 i ) I /@ i ? el I I
\overver | custoriee | s | Premmse )| Prcing | Reaigs*), vayiment | cotecton | W ( ) &

{10899) BARRY SMITH

Consumer: BARRY SMITH Premise: (1899 625 WILLOW 3T, HURST, Status: Current from 04/29/2002

Credit Rating : 1 Total balance : $334.00 02 Dy R M (T o i D

0Old:60.00

Reading History

Premise 1899 Current Meter 293

Service Electric-1-1 Meter Model DE - DEFAULT METER MODEL

Date Days Consumption Average Consumption Reading Read Type Read Method Status, Invoice
01/30/2008 30 507.0 16.90 507 Actual 32926408
1243172007 33 1060 3352 1106 Actual 32616753
1172872007 EE] 931.0 282 931 Actual 32309841
107262007 28 10600 3857 1080 Actual 32001653
0972812007 31 1876.0 B0.52 1876 Actual 31892367
082872007 29 22160 76.41 216 Actual 31380192
07/30/2007 £l 1967 0 b3.45 1967 Artual 30992957
(06/29/2007 a0 1785.0 59.50 1785 Actual 30659925
05/30/2007 32 1364.0 4283 1364 Actual 30284587
nas2a¢n07 an RN PR 7R Artiial PRA73A07

Figure 39: Readings Window

NOTE: Back Office personnel use the other tabs in this menu option to
enter readings and correct existing readings.
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Payment Plans

The Payment Plans menu option is currently used to enter Equal Payment
Plans (EPPs). The pathway to Payment Plans: Customer
Overview/Payment/Payment Plans

| Pnaﬂa m Customer Overview

overview . Customar M. “Action=™ A Premize” A “Pricng " M. Readings" . Pavment” A callaction | M

(10899) BARRY SMITH Payment Plans
Consumer: BARRY SMITH Direct Debit 895 625 WILLOWY ST, HUR
. A Direct Debit .
Credit Rating : 1 Arrangement nce : §334.00
Histary
Phone No Direct Debit ]
Payment
Password History
Postal address Payment ST, HURST T¥ 76053-553¢
Birthday Arrangement

Figure 40: Payment Plans Path

Typically, you will see a blank screen, as seen in the example below, because
the customer is not enrolled in an EPP.

Payment Plan Surmary

Loda Lo ay L2 | om L e |
overmewe | custerer | —xerene A Premee A TPreng L Resameee A Paymene A cemeeeer | e W A T ) —
(1475747) FOREST CALHOUN DBA WEDGWOOD OP

Consumer; FOREST CALHOUN DEA WEDEWOOD OP Premise: ‘ (1447661) 5709 WESTCREEK DR, FORT \WORTH, @ Status: Current from 11/11/2004

Credit Rating : 4

. 029 Days old:$1244.60 3059 Days
Tt Crllne BFIEEED old:$413.30 60 or more Days 01d:$208.66

This customer has no payment plans

r )|
Add
e

Figure 41: Payment Plan Summary without EPP
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PAGE™  You will see a EPP window with completed information if:

= Customer had an EPP in the past

= Customer is currently on an EPP

= Customer has multiple EPPs because in prior years they changed plans

U Peace ] ["Payment Plan Summary | T Y T ™ J
- - 3 T T

\Overen | CUstormer A “AEtEne = A TPremice A T Preng A Readmge: A Fayments A CoNecton ) [ J] @

(10899) BARRY SMITH

Consumer: BARRY SMITH Premises (1395) 625 WILLOW ST, HURST, Status: Cunent fram 04/28/2002
A ) 0.29 Days old:§334.00 60 or more Days

Credit Rating = 1 Total balance : §334 00 RS

Current Plans

No. Type Status _ Premise Date Effective Installment Amount Utility Charges Installments Paid/Billed Difference

165277 Egual Payment Plan Curent 1899 625 WILLOW ST HURST 10/08/2007 §334.00 136037 4 §1,108.00 526137

Previous Plans

No. Type Status Premise Date Effective End Date Installment Amount

156153 Equal Payment Plan Cancel 1899 B25 WILLOW ST HURST 05/07£2007 08/3072007 $183.00
17733 Equal Payment Plan ‘Washed up 05/06/2007 1899 625 WILLOW ST HURST 05/06/2008 05/06/2007 §171.00
52533 Equal Payment Plan Washed up 06/06/2006 1899 B25 WILLOW ST HURST 05/07£2005 05/05/2006 $96.00
16233 Equal Payment Plan Washed up 08/08/2005 1899 B25 WILLOWY ST HURST 05/07 /2004 05/06/2005 $105.00
26684 Equal Payment Plan Washed up 06/06/2004 1899 B25 WILLOW ST HURST 05/21/2003 05/06/2004 $155.00

Figure 42: Payment Plan Summary with EPP

The Payment Plan window will give you information when talking with the
customer about stopping a payment plan. It will give you an idea whether the
customer will owe money or if Direct Energy will owe the customer money.
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Payment Arrangements

The Payment Arrangements menu option allows you to create payment
arrangements for customers who have fallen behind on their payments or
express an inability to pay.

The pathway to Payment Arrangements: Customer
Overview/Payment/Payment Arrangements

” — ——
|| Peace | customeroverview N o YO | | P Ly .
| verviewe | customer I —Actions™ I Premise™ L Pricing™ A Readngs® A Pavment® A conectiam ) Ny N
(1181534) CASEYS WRECKER SERVICE Payment Plans
Consumer: CASEYS WRECKER SERVICE Direct Debit 1198448) 230 VIME ST 1, EULESS, Status: Current from 07/30/2003
Direct Debit
Credit Rating : 0 Arrangement  [nce : 50.00 60 or more Days 01d:$0.00
History
Phone No Direct Debit ]
Payment
Password

Postal address
Latest account due date
Customer Groups ggzﬂnﬁgvmnt io Door Marketing

Premise 0 VINE ST 1, EULESS, TX 76040-4542

1, EULESS TX 76040-4542

Lo Income
Drivers License Credi
Arrangement
Service Delivery Point 2050667 referenc e 0B9639E3IFWE RATE THTU reference 05
Non Authorized
Payment Previous Premises
om0 [v] I L1 <] [»] Fiiter Clear Filter Rdvanced Filter

Figure 43: Payment Arrangements Path

| P@ACE | | royment arrangements P - S

( overotavr | custormer A Actione™ A premice™ | —pricng™ A Readnge” A, Payrment A contsctiam )| I Y

(10899) BARRY SMITH

Consumer: BARRY SMITH Premise: (1899) 25 WILLOW ST, HURST, Status: Curten ftom 04/29/2002

Credit Rating - 1 Total balance : §334.00 (O [ R RO 0 G e s
010:40.00

Total Balance §334 00 Due Date 021257008

0-29 Days O1d $334 00 30 -59 Days Old %000

60 or more Days 0ld 5000

Drop Amount 50.00 Diop Date Due

NSF Amount 5000 Collection Holds Amount %000

CAP Plan -

-

625 WILLOW ST, HURST, ¥

Calculate

[_# [instanment wontt] _Date Due v [Amount .. [ Amount Faid | instaiment wet [ | -

]

Figure 44: Payment Arrangements Window

Options in the arrangement type field are:

Deferred Payment Plan (DPP) - a formal arrangement

Extended Payment Plan (EXPP) - an informal arrangement
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Log a Process (PTJs)

Many processes involve creating PTJs for other staff to create

notes on customer accounts. Click on the button on the
Peace toolbar to open up a new PTJ.

Gustomer Gare 3é<9,1'5 5'1-‘1 g}*“qw.u.'i

— — —— —— — — — — R
| overrew | cueramer | —xerene= I pramze™ | ~prcmg™ | REsamge L Pavment A, conection | N A

Figure 45: PT] Button

Clicking on this icon will open the following window:

MS BECKY SMITH

ESID 1008901007161877183100 - 4200 W.34TH 210, HOUSTO...

M3 BECKY SMITH

4200 W.34TH 210, HOUSTON,, TX 77092

Cancel

Figure 46: PTJ Log A Process Window
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Exercise: Exploring Tabs

‘."‘""“""" Directions: Using an account number that you previously looked up; take
(Vs — about 10 minutes to explore the various tabs in each of the menu options
in lessons 4 through 7. Now answer the following questions:

In what Radio button and tab would you find:

1. The customer’s credit rating?

2. Credit control events?

3. Postal address information?

4. Whether or not a property has a guard light?
5. Premise-related PTJs?

6. The blank PTJ form?
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Module Summary

e This module was designed to familiarize you with the Peace system.
¥
; Peace is the tool that stores the information you will need to successfully
help any customer.

Now, you should be able to:

e Launch the Peace System
e Search for account information in Peace
¢ Recite the major components of each Peace window

e Use the Customer Enquiry menu to view a customer’s
account

e Perform updates using the Customer Maintenance menu

e Review information about the property in the Premise
Enquiry menu

e Complete the setup of credit arrangements for a customer

In the days to come, you will be using Peace to handle specific customer
requests and specific tasks.
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