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 Introduction 

  

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: 

 Launch the Peace System 

 Search for account information in Peace 

 Recite the major components of each Peace window 

 Use the Customer Enquiry menu to view a customer’s 

account 

 Perform updates using the Customer Maintenance menu 

 Review information about the property in the Premise 

Enquiry menu 

 Complete the setup of credit arrangements for a customer 

 

 

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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Here is a list of the lessons in this module. 

Lesson # Lesson Title 

1 Accessing Peace 

2 Searching Peace 

3 The Components of the Peace Window 

4 Customer Enquiry Menu Button 

5 Customer Maintenance Menu Button 

6 Premise Enquiry Menu  Button 

7 Other Menu Buttons 
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Lesson 1 

Accessing Peace 

 

Peace is a web-based application – as opposed to software that is 

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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3. Enter your user ID and password. 

 

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. 

 

Figure 2: Main Menu 
 

Below is the Customer Care menu. 

 

Figure 3: Customer Care Menu 
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Exercise: Logging into Peace 

 

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 

 

Prior to selecting an account, there are only a few options available to you 

in the Customer Care menu.  These are highlighted numbered below.  

 

 

Figure 4: Customer Care Menu Button 
 

 

1. Peace Button  

2. Customer Care Menu Buttons  

3. Log a Process 

4. To Do List 

5. Help 

6. Reset 

7. Exit 

8. Quick Search 

9. Advanced Search 
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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  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. 

 
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: 

 

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 

 

Directions: Use Peace to locate two account numbers that you can use 

for this exercise. 

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 , the following 

screen will appear: 

 

Figure 7: Advanced Search Window 
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With Advanced Search you can perform searches using criteria such as: 

 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 

 

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. 

 

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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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. 

 

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. 
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Exercise: Advanced Searches 

 

Directions: Using Advanced Search, search for information by inputting 

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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Understanding the Search Results 

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

will exist: 

 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. 

 

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. 
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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. 

 

Figure 10: Multi-Premise Account 
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If it is the main home account, the description field is blank.   

 

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.   

 

Figure 12: Multi-Premise Account 
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Exercise: Understanding Search Results 

 

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

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? 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 
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Search Components 

Now that you have searched for and accessed an account, you need to 

understand what you are seeing. 

 

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. 
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Exercise: Clicking on the Links 

 

Directions: Using one of the account numbers you used in a previous 

exercise, practice selecting the different search links. 

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? 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 

___________________________________________________________ 
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Lesson 3 

The Components of the Peace Window 

 

Peace is relatively easy to navigate because there are certain items you 

will find in every window. 

 

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. 

 

Figure 15: Common Area 

 

Static Area – This area is located in the center of the window and 

contains detailed account information that changes with each tab. 

 

Figure 16: Static Area 
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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: 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. 

 

Figure 17: Transaction Area 
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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  

 

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. 

 

Figure 18: Financial History Window 

 

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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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. 

 

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. 
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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)   

 

Figure 20: Process History Path 

Both types of PJTs appear in this area. 

 

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   

 

Figure 22: Usage Path 

 

 

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. 

 

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.  

 

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  

 

Figure 26: Notes Path 

 

 

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 

 

Figure 28: Address Path 

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

information. 

 

Figure 29: Address Change/Add 
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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 

 

Figure 31: Contacts Path 

 

 

Figure 32: Customer Contacts Window 

 

NOTE: You will learn how to add contacts in the Customer Maintenance 

module. 
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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). 

 

 

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: 

 ESI IDs and Program codes 

 Sign date – when the customer started 

 Service metered basis 

 Electric 1/1 – for standard meters 

   Electric 1/2 – for demand meters 
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Premise Menu: Notes Option 

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

 

Figure 34: Premise Notes Path 

 

The Notes window displays all notes related to the premise. You will 

never create notes in this window. 

 
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 

 

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.  
 

 

Figure 37: Process History Window 
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Lesson 7 

Other Menu Options 

 

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 

 

Figure 38: Readings Path 

 

 

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 

 

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. 
 

 
Figure 41: Payment Plan Summary without EPP 
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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 

 

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 

 

Figure 43: Payment Arrangements Path 
 

 

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. 

 

Figure 45: PTJ Button 

  

Clicking on this icon will open the following window: 

 
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 

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 

 

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: 

 Launch the Peace System 

 Search for account information in Peace 

 Recite the major components of each Peace window 

 Use the Customer Enquiry menu to view a customer’s 

account 

 Perform updates using the Customer Maintenance menu 

 Review information about the property in the Premise 

Enquiry menu 

 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. 

 

 

 

  


