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INTRODUCTION

Please state your name, occupation and business address.

My name is Carlos Vidal. I am employed as an Advanced Business Analyst for
FirstEnergy Service Corp. (“FirstEnergy™). My business address is 76 South Main Sireet,
Akron, Ohio 44308.

Please describe your work experience and educational background. |

I have worked for FirstEnergy since 1999, During that time, [ have held several positions
in FirstEnergy’s contact centers and have earned experience in nearly every aspect of the
contact center function. Prior to my current position, I was a supervisor in FirstEnergy’s
Ohio contact center for approximately one year. In this position, I supervised the
personnel who field incoming phone calls from customers. Prior to that, [ worked for
approximately one year as a quality monitor in the Reading call center. In this position, |
assisted supervisors in ensuring that contact center personnel handled customer calls
appropriately and in accordance with our procedures. Prior to that, | worked for two
years as a team lead in the Pennsylvania contact center of FirstEnergy’s predecessor
company. In 1999, I started as a call taker in the Reading contact center.l Before coming
to FirstEnergy, I worked in several capacities, from call taker to Vice President, at an
automotive manufacturing company in New Jersey. | have completed business
coursework at Rutgefs University in New Jersey.

What is the contact center?

The contact center is the location where FirstEnergy representatives answer incoming

calls and other communications from customers.

QOI-1454704v1



10
11
12
13
14
15
16
17
18
19
20
21
22

23

Q4.
A4,

What are your job responsibilities as Advanced Business Analyst?

My job responsibilities consist of a variety of oversight and process improvement
functions in FirstEnergy’s Ohio contact center, which serves the customers of Ohio
Edison Company (“Ohio Edison™) and the other FirstEnergy Ohio operating utilities, For
example, the legislative and regulatory requirements governing how Ohio Edison
operates are constantly evolving, and I am responsibie for ensuring that the procedures
followed by our contact center representatives reflect those requirements, as well as any
new business decisions or initiatives implemented by the Chio operating utilities, |
review and revise the materials that are used to train contact center personnel to ensure
that those materials accurately reflect the applicable procedures. 1 frequently consult
with contact center agents and supervisors regarding those procedures, and I regularly
assist them with questions regarding the proper way to handle specific calls, especially
where an unusual issue or question arises.

I often handle the contact center portion of investigations of damages claims submitted
by customers of the Ohio operating utilities, including Ohio Edison. As part of this
function, I review the notes of our contacts with customers that were made by our contact
center personnel, listen to recordings of underlying phone calls between customers and
the contact center, and speak with the employees involved in the claim. As part of this
process, I determine whether the contact center procedures were followed. In my time at
FirstEnergy, | have worked on approximately 100 such investigations.

A large part of my job responsibilities also include working to improve the quality and
efficiency of contact center gperations. | frequently review the functionality of the

contact center computer systems in order to identify ways in which the computer
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processes can be improved, and I work with FirstEnergy’s information technology
personnel to implement these improvements. For examiple, I recently implemented a
change to the order of computer “prompts™—the automatic messages that appear on the
computer screen to guide representatives through calls—that are used to handle incoming
calls from 911 emergency dispatchers. As part of my process improvement
responsibilities, [ also review the results of customer satisfaction surveys taken by
customers who call the contact center. Where a customer rates his or her experience as
less than satisfactory, I will review the recordings of the underlying calls and work with
the corresponding contact center representative to identify ways to improve performance.

You mentioned that you review notes of phone calls with customers. Do contact

~ center representatives create written records of phone calls with customers?

Yes. Our representatives are trained to create an entry in a customer’s contact log every
time the customer contacts us, whether by phone, e-mail, fax, letter or via our website.
The contact log thus reflects any action taken by contact center representatives while on
the phone with the customer, such as updates to a customer’s phone number or other
information, or whether the call was transferred to another part of the contact center.
These logs are easily accessible by customer name, account number, business partner
number or address. 1 frequently review these logs as part of my job responsibilities, for
example, to investigate claims submitted to the claims department or to identify possible
improvements in our procedures. Further, every time a customer calls the contact center,
the call is automatically recorded and retained for a period of two years. | also frequently
review recordings of phone calls as part of my investigation and process improvement

responsibilities.
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Have you ever testified before the Commission?

Yes. [ offered live testimony in Locker v. Ohio Edison, No. 05-1469-EL-CSS, regarding
Ohio Edison’s systems and processes for documenting customer contacts and regarding
Ohio Edison’s log of contacts with the complainant in that case.

Are you familiar with the facts of the instant case?

Yes. I was asked to investigate communications between Complainant and our contact
center representatives and the facts underlying Complainant’s dispute. To do this, 1
gathered and reviewed several documents and materials available on FirstEnergy’s online
database, including the contact log for the property at issue, which is 1930 Mahoning
Avenue in Warren, Ohio. ] reviewed the Amended Complaint and the Answer to the
Amended Complaint. I reviewed the contact center procedures and other materials that
govern residential new service requests. I also listened to recordings of several phone
calls between Complainant and contact center representatives. I understand that
Complainant is disputing the removal of the meter at the 1930 Mahoning Avenue
property in January 2009 because he believes that he applied for and established
residential service with Ohio Edison prior to that date.

What is the purpose of your testimony?

The purpose of my testimony is to discuss the procedures that apply to initiation of new
residential electric service and the type of information required to be submitted in
connection with electric service applications. 1also will testify regarding the
communications between Complainant and contact center representatives regarding

service at 1930 Mahoning Avenue in Warren, Ohio.
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OHIO EDISON'S PROCEDURES FOR INITIATION OF NEW RESIDENTIAL
SERVICE

You previonsly mentioned that you are responsible for ensuring that contact center
procedures reflect the latest legislative, regulatory and business requirements.
What are these procedures?

Contact center representatives are required to follow certain procedures in handling calls
from customers. Because those representatives field calls regarding a variety of inquiries,
problems, questions and other issues, there are a variety of procedures that our
representatives must know and follow.

Does Ohio Edison have procedures that govern the processing of applications for
new residential service?

Yes. Under Section I of Ohio Edison’s tariff, in order for Ghio Edison to establish
service with a customer, the customer must first make an application for service, which
must then be accepted by Ohio Edison. These applications typically are processed by the
contact center, and there are several procedures that must be followed in processing such
applications. Specifically, the general procedures for handling new residential service
applications are contained in a document titled “Procedure Form Title: Move In Existing
Residential And Non-Residential Business Partners - NI, NY, OH, PA,” which is
attached to my testimony as Ohio Edison Exhibit B.

There are additional procedures that apply to more specific scenarios that contact center
representatives may encounter when dealing with new residential service inquiries. For
example, where a customer requests service at a location where there has been

unauthorized usage, the applicable procedures are contained in a document titled
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“Procedure Form Title: Consumption / Use on Vacant Accounts — NJ, NY, OH, PA,”
which is attached to my testimony as Ohio Edison Exhibit C. Where a customer requests
residential service at a location where there has been no active service account for longer
than one year, the contact center representatives refer to the procedures contained in a
document titled “General Procedure: New Service Type Calls — NJ, NY, OH, PA” and
follow the step-by-step procedures outlined in the document titled “AFS — Create a
Reinstallation Notification.” Those two new service procedure documents are attached to
my testimony collectively as Exhibit D.

What is a “reinstallation notification?”

A reinstallation notification refers to the re-initiation of service at a particular location.
For example, if an active account is closed and service at a property is disconnected and
remains off for over a year, a customer who subsequently moves into that property must
re-apply for service, and a reinstallation notification is required. By contrast, where a
new customer moves into a property but service was not disconnected from the previous
resident, a reinstallation notification is not required.

You mentioned that if there has been no service and no active account at a location
for longer than ane year, an electrical inspection is required before service can be
initiated. Where is that requirement reflected in these procedures?

In Ohio Edison Exhibit B, on the document labeled “OE 84,” it states that “[i}f the meter
has been inactive (vacant) for 13 months or longer, the call needs to be transferred to
New Service/New Install. New Service/New Install will create a DR for an upgrade

because the meter will require an inspection.”
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What is “New Service/New Install?”

Because of the variety of types of calls the contact center receives, some of our
representatives receive special training in order to handle particular types of inquiries and
activities. For example, “New Service/New Install” refers to the group of contact center
representatives who are trained to process new service requests. Thus, the procedures
described above require that calls regarding new service requests be transferred to one of
the individuals trained to handle those calls. Sometimes there are unusual complications
that arise in an application for new service, such as where there has been meter tampering
or unauthorized usage, or where the contact center representative is unable to verify the
identify of the caller. Those calls are handled by another specially-trained group of
representatives, who are part of the “Advanced Move-In” team.

What is an “upgrade?”

An “upgrade” refers to the notification created by the contact center that initiates service
in response to a customer’s application. When an upgrade is created, the customer is
assigned a unique account number for the property, and an Chio Edison crew will
reconnect service to the location. In short, by issuing an upgrade notification, Ohio
Edison accepts the customer’s application for service, and service is initiated.

What must a customer do in order to apply for new service at a location where there
has been no service for longer than one year?

In order to apply for new service at a location where there has been no service for longer
than one year, a customer must do two things. First, as noted above, the customer must

obtain an electrical inspection of the property. Second, the customer must provide certain
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information to the contact center regarding the expected load and type of service at that
location.

What is that information?

That information is set forth in Ohio Edison Exhibit D, Specifically, the customer must
provide (i) the voltage of the service required for that location; (ii) the amps for the
service; (iii) the phase of the service (i.e., one or three phases); (iv) the kind of hot water
source at the property (e.g., gas or electric); (v) the size of the hot water source or tank;
(vi) the heating source at the property and the associated load (e.g., the type of fuméce);
(vit) the type of cooling source at the property and the associated load (e.g., the type of
air conditioner); and (viii) a description of the major electrical appliances at the property.
Once the customer provides this information, the contact center personnel can issue an
upgrade order, which initiates service at the property.

Why does Ohio Edison require this information as part of a customer’s application
for new service?

In order for Ohio Edison to safely re-establish and provide power to a location where
there has been no service for an extended period of time, Ohio Edison must know what
kind of service the customer requires and what the load is expected to be. This allows
Ohio Edison to ensure the adequacy and safe operation of the transformers and other
equipment that will service the new location,

BACKGROUND REGARDING SERVICE AT THE 1930 MAHONING AVENUE
PROPERTY

Is there currently an active service account at 1930 Mahoning Avenue in Warren?

COR 145470441 -8-
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No. The most recent active service account at 1930 Mahoning Avenue was in the name
of Joseph Page. That account was final billed and closed at the request of Mr, Page’s
wife in April 2005. A true and accurate copy of screenshots from Ohio Edison’s system
that reflect the closed account and date is attached to my testimony as Ohio Edison
Exhibit E.

Has Complainant established a residential service account at 1930 Mahoning
Avenue?

No. As I explain below, although Complainant called Ohio Edison to inquire regarding
service on several occasions beginning in September 2008, he never provided our contact
center with the information required to make an application for new service. Morcover,
as I explain below, although Complainant was told by Ohio Edison in January 2009 that
an electrical inspection was required following the discovery of a broken meter base at
the 1930 Mahoning Avenue property, to Chio Edison’s knowledge, Complainant has
never obtained this inspection.

COMPLAINANT’S COMMUNICATIONS WITH OHIO EDISON

Did Ohio Edison and the contact center make a record of Complainant’s
communications regarding service at 1930 Mahoning Avenue?

Yes. Ohio Edison retained both the written notes made by contact center representatives
regarding Complainant’s phone calls and recordings of several of the phone calls
themselves. The contact log of those phone calls is attached to my testimony as Chio
Edison Exhibit F. A compact disc containing audio files of those calls is being submitted
with my testimony as Ohio Edison Exhibit G. | have reviewed those contact log notes

and listened to the phone calls.
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When did Complainant begin calling the contact center regarding service at the
1930 Mahoning Avenue property?

Complainant began calling regarding service at 1930 Mahoning Avenue in September
2008.

What w-as the nature of the first call?

Complainant’s first call regarding sewice at 1930 Mahoning Avenue was on September
10, 2008. The notes regarding this call are included in Ohie Edison Exhibit F on the page
labeled “OE 26.”

During that call, Complainant inquired regarding service at 1930 Mahoning Avenue and
told the representative that the electricity was on at that property. At that time however,
and as discussed by Ohio Edison witness Rick Padovan, there was no record of any
metered usage at the property. Because the last active account at 1930 Mahoning Avenue
was closed in April 2005, it was necessary for Complainant to obtain an inspection of the
property before service could be initiated. After explaining this to Complainant, and
recognizing that Complainant was requesting new service, the representative transferred
the call to another representative trained to handle new service requests. This is reflected
by the comment in the log, “trnsfrd to new srve.”

Following the transfer, the new service representative again explained that Complainant
would need to obtain an inspection before service could be imitiated. The new service
representative offered to initiate an upgrade order for Complainant, but Complainant
declined and indicated that he would call back later.

Did Ohio Edison initiate service at 1930 Mahoning Avenue for Complainant as a

result of this call?

COL-1454704v1 -10-
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No. Because Complainant still needed to obtain an electrical inspection of the property,
and because Complainant had not provided the specific information required to initiate
new service, Ohio Edison did not issue an upgrade notification order, and service was not
initiated.

Did Complainant obtain an electrical inspection of 1930 Mahoning Avenue?

Yes. Ohio Edison received a copy of an inspection release form from the City of Warren
for 1930} Mahoning Avenue on September 26, 2008. In order to establish service,
however, Complainant still needed to provide the specific load and service-type
information for that property.

What did Ohio Edison do in response to receiving the inspection release form?
Because Complainant had not completed an application for service, and because Ohio
Edison thus had not issued an upgrade order for the service, there was no new customer
of record at 1930 Mahoning Avenue. Consequently, Ohio Edison did not send a service
crew to initiate service at the property. Instead, Ohio Edison personnel noted in the
contact log that the inspection had been received so that if Comﬁlainant applied for
service, the contact center representative would know that the inspection had taken place,
When did Complainant next contact Ohio Edison?

Complainant called Ohio Edison again on November 5, 2008,

What was the nature of this call?

Complainani called to indicate that he had obtained an inspection of the 1930 Mahoning
Avenue property. Notes of these calls are reflected on the page labeled OE 28 in Ohio
Edison Exhibit F. Because the call related to new service, the representative attempted to

transfer the call to a new service representative, but instead the call was transferred to an
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advanced move-in representative. When the second representative attempted to transfer
Complainant to a new service representative, it appears that Complainant hung up
without completing the transfer. This conclusion is based both on the way in which the
call recording ended and the fact that no further notes appear on the contact log.

Did Ohio Edison extend a “contractor’s courtesy” to Complainant during this call?
No. There is no record of a “contractor’s courtesy” being extended to Complainant,
either in the notes of the November 5, 2008 call or in any other calls. Moreover, 1 have
never heard of a “contractor’s courtesy,” generally.

Did Ohio Edison initiate service at 1930 Mahoning Avenue for Complainant as a
result of this call?

No. Again, because Complainant had not provided the specific information required to
initiate new service, Chio Edison did not issue an upgrade notification, and service was
not initiated.

Wilat happened next?

As described by Ohio Edison witness Rick Padovan, Ohio Edison began recording usage
through the meter at 1930 Mahoning Avenue in October 2008. Because there was no
active service account at that property during that time, the usage was unauthorized, and
Ohio Edison witness Rick Padovan removed the meter on January 27, 2009. As further
explained by Mr. Padovan, when he removed the meter, he diécovered that the meter base
was broken, likely as the result of prior tampering with the meter.

Was Complainant informed in advance that power to the 1930 Mahoning Avenue

was going to be disconnected?
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Yes. On Januvary 7, 2009, Ohio Edison sent Complainant a “Dear Occupant” letter
indicating that electric service was being used at the property but that no one had applied
for service there. The letter indicated that Complainant had until January 21, 2009 to
contact Ohio Edison or else Ohio Edison would initiate termination of service. The letter
was seni to 1930 Mahoning Avenue, Because over two years have passed since this letter
was sent, Ohio Edison no longer has a copy of thé“letter. However, Ohio Edison Exhibit
H is the form that was used for that letter. Contact Jog notes reflecting the mailing of this
letter and the deadline for Complainant’s response are reflected on the page labeled OE
28 in Ohio Edison Exhibit F.

When was the next time Complainant contacted Ohio Edison?

The next time Complainant contacted Ohio Edison was on January 30, 2009. In fact,
Complainant made muliiple calls to Ohio Edison on that day. As both the contact notes
and call recordings indicate, on each occasion, Complainant indicated that power had
been disconnected to 1930 Mahoning Avenue. And each time, the contact center
representative explained that the reason for the disconnection was unauthorized usage at
the property. Additionally, the representatives explained that Complainant would need to
pay charges assessed as a result of the tampering and that, because the meter base was
broken, Complainant would have to replace the meter base and obtain an additional
inspection before service could be initiated.

Did Complainant contact Ohio Edison again?

Yes. Complainant called Ohio Edison’s contact center again on February 11, February
24 and March 2, 2009 to complain about the service disconnection, The representatives

explained that service was disconnected because of unauthorized usage and that
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Complainant would have to pay for the unbilled usage as well as tampering charges
before service could be initiated.

On February 12, 2009, Ohio Edison received a fax detailing his dispute. Based on my
investigation of this communication, it appears that although the individual responsible
for processing this fax properly filed it, he did not note our receipt of it on the customer
contact log. However, on March 5, 2009, Ohio Edison received a mailed version of that
document, In it, Complainant continued to refuse to make the payment required to
initiate service at the property.

Is Ohio Edison currently insisting on payment of tampering charges in order for
Complainant to initiate service at 1930 Mahoning Avenue?

No. Ohio Edison will not charge Complainant for tampering charges.

Is Ohio Edison currently providing service to 1930 Mahoning Avenue?

No.

Why not?

As I describe above, where service at a location has been off for over a vear, there are
two items that a customer seeking new residential service must do: (i) the customer must
obtain an electrical inspection of the property; and (ii) the customer must provide load
and service information to Ohio Edison. Although Complainant obtained an electrical
inspection in September 2008, he did not provide the necessary load and service
information to Ohio Edison and therefore did not make an application for residential
service. Moreover, to Ohio Edison’s knowledge Complainant has not obiained an

electrical inspection reflecting the replacement of the meter base, as Complainant was

COI-1454704v1 -14-




advised by Ohio Edison. Until Complainant obtains this inspection, Ohio Edison cannot
initiate new service for Complainant at 1930 Mahoning Avenue.

37. Docs this conclude your testimony?

A37. Yes.
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CERTIFICATE OF SERVICE

[ hereby certify that a copy of the foregoing was sent by first class mail, postage prepaid,

and email to the following person on this 16th day of February, 2011:

Gr: . Garber _
Attorney for Respondent Ohio Edison Company

Bruce M. Broyles

Bruce M. Broyles, Co.
164 Griswold Drive
Boardman, Ohio 44512
brucebroyles(@yahoo.com
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Procedure Form Title: Move In Existing Residential and
Non-Residential Business Partner's - NJ, NY, OH, PA
PURPOSE

This process will gulde represeatatives through the move-in process for existing residential and non
vesidential business pariner's.

A ———— 4 a0 e e —— 1 " ————— .-

DEFINITIONS
CQVA - Consumpiion on Vacant Accounts. For further information on COVA, dlick on the link 3.
Exlsting Business Partner - Somebody that hes existing service estabilished in thelr namne.

' Expertan - The agency used to verify jdentity through an applicant’s social security number. This
agency also provides credit-releted information,

PROCEDURE

RESIDENTIAL

N3
e The movedn can be performed by speaking with the business partner, spouse, bullder, Realtor, or
Atormey. The caler st vl the st 4 ighs o the s ofdler to obtain service at anither
o  Searching for the business partner by social securly number will be completed within the move In
process. Afl legal names provided by Experian MUST be used when creating the business partnar.
If the result of the search presents accounts with an outstanding balance, follow the

POSID procedure [,

¢  When a soclal security number needs to be added 1 an account or the social securlty screen is

presenbed during the move in process:
1. Do not aid the social security number
2. The Advanced move in follow-up group will verify and add the social security number to the

account,
3. Send an emall to Move-In Application Follow-Up, Inciude the soclai securfty number and the

customer’s name.

e Theteis not a shared meteiing tule, Advise the business partner of the shared metering listed under
tha Edgerton Rule [3 and that the situation rwst be resolved between the fandiord and the tenant,

» If the existing business partner is cailing because they recelved a 10 day occupancy notics, follow the
10 day ocoupancy notice procedure [3.

102/08/20 Tiiove In Existing Residential and Non-Residential Business Parlner's - NJ, NY, GH, PA Procedure
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» If samebady is calling about an Estate of or Execitor of, see the Deceased Business Partner
procedure [3

» Ifapop up box "Check on Disconnection/Notification™ appears, verify the date located naxt to
"Requested Start Date® Is within the Jast 12 months. ey
1. Ifthe date has been active within the last 12 months, continue with the move In.
2. X the meter has been inactive (vacent) for 13 months or lunger, the call neads ta be
transfervad to NewiService/New Install. New Servica/New Instel) will create a DR for an
Upgrade because the metar wilt require an Inspection,

*  When performing a move Ik on a premise with a block order In “LOAD FNET" status complete the

followiny steps:
1. DO NOT offar sama day reconnect.
2. Advise the businass partner the service Is scheduled to be shut off today and it will be turned
off. The service will he turned back on by the end of the next business day,
3. If the buslness pasiner Insists on the service being tumed on today, inform them of the same
day reconnect fee [} and that it must be paid prior to service belng tumed on, Payments can
be mada by Ready Pay, Credit card or IPS ( The business partner MUST call back with a

receipt number to confirm payment has been made),

¢ Ifan ajert for Disconnect for Non-payment where the business partner will be moving In Is presented
follow the POSID procedure, ‘

o If a COVA alert is presented, follow the COVA procecure B

e I there [s an OAL attached at the property, follow the OAL procedure [3).

» Ifthere is a no access skuation, follow the No Access procedure [,

» It the business partner has questions In reference to PowerGuard, follow the PowerGuard procedure

[t .

e If presented with a security depost, see the Security Deposit, Request, Review and Release
procedure &,

e Ifan RS TOD meter exists st the premise, explaln to the business partner the difference In load rates
and the monthly charges,
e Ifan RS TOD meter does nit exist at the premise and the business partner requests TOD;
1. Go to Notification Tab > METR - Meter Work Notification > MRXR - Meter Exchange/Rate

Change .
2. Change the new rate category by clicking the drop down box, click on the line - Rate
Category and enter the first 6 characters of the information followed by an * (EX/ PN_RS_*),

click the green cherk and double click on the correct rate
»  If the business partner has existing service and Is calling for service at 2 new location, verify if they
want the service turned off at the existing location, If the business partner does not want the
existing service turned off at this time, document what will be happening to the existing service,

s Pace a note (using CCC) on the account with the first and fast name of the person that called and
any other detalls pertaining i the call,

e The ONLY time a move-in will be completed by an apaitment complex is when they mail or fex the

202/08/2011Move In Exisiing Residantial and Non-Residsntial Busingss Periner's - NJ, NY, OH, PA Procadure
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“Service Transfer Notice” (Authorizes Apt Complex Mgr ta put service in tenant's neme) ko
ted in the
SAP Fulfifiment Center, To.-access the Fulfliment Center through - v
"  Reest ugh SAP, click on FCR-Processing a

e  The business partnier may start service via phone, webslte (www.firster
m % pa ia phone, {www.firstenergycorp.com), or

¢ Whena move in is being campleted using correspondence and the business partner does not spacify
rﬂiehmfomﬁonmgyudbereiaamdbuMmmwppﬂas,mmmehfu'maﬂunir?gebu;
ulation items” k or no. The business Infol
Dereg ol selectmgn.ves partner's information should never be
NY

»  The move-in can be perfonmed by speaking with the business parter or an authorfzed -
E%ﬂwagr (. TheCaller Must Vérlty the last 4 digits oFthé 5% in order to obtainSérvice at!
another \ .

*  Searching for the business partner by social security number will be completed within the move In
process. All legal names provided by Experian MUST be used when creating the business partner.
If the result of the search presents accounts with an outstanding balance, foliow the

FOSID procedurs [,

¢ When a social security number needs to be added to an account or the soclal securlty screen s
presented duiing the movedn process:
1. Do not add the soclal security number
2. The Advanced move in follow-up group will verify and add the soclal security number to the

account, :
3. Send an email to Mova-Tn Application Follow-Up. Indude the soclal security number and the

customer’s neme

e  Where sharsd metering exdsts, the service must stay in the name of the property owner. Follow the
procedure for shared metering (3.

»  If the exdsting business partner [s calling because they recelved a 10 day occupancy notice, follow the
10 day occupangy notice procedure (3,

e K somebo%is calling about an Estate of or Executor of, see the Decsased Buslness Partner
procedire [3),

* If apop up box "Check oh Blscannection/Notification” appears, verify the date located next to

“Requested Start Date” is within the [ast 12 months,
1, Ifthe date has been active within the last 12 months, continue with the move in.

2. If the meter has been inactive (vacant) for 13 months or longer, the calf needs to be
transferred to New Servica/New Install. New Service/New Install will create a DR for an
upgrade because tfie meter will require an inspection,

*  When performing 2 mave in on a premise with 8 block order n “LOAD FNET" status complete the

following stepst
1. DO NOT offer samg day reconnect.
2. Advise the business pariner the service Is scheduled to be shut off today and it will be turned

off. The service will be tumed back on by the end of the next business day.
»  If an alert for Disconnect for Nen-payment where the business partner will be moving In Is presented
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follow the POSID procedure,
» IfaCOvVA élart Is presented, follow the COVA procedura [3.
* Ifthere Is an QAL attached at the property, follow the QAL procedure ().
* IFthere is a no access situation, follow the No Access procedure [3).

o  If presented with & securlty deposit, see the Securlty DeposR, Request, Review and Release
procedure [,

¢ If an RS 'TOD meter exists at the premise, explain to the business partner the difference In Joad
and the monthly charges. P : " rores

* Ifan RS TOD meter does not exist at the premise and the business partner requests TOD:
) g?al;]ONoﬁﬂcaﬁunTab>METR-MeterWorkNoﬁﬂt:aﬁon>MRXR-MeterE:chaqgeiRate
ge
Z. Change the new rake category by dicking the drop down box, click on the fine - Rate
Category and enter the first § chavacters of the Information followed by an * (EX/ PN_RS_3¥),
¢lick the green check and double click on the comect rate

« If the business partner has existing service and Is calling for service at a new location, verify if they
want the service tumed off at the existing location. If the business partner doas not want the
existing servica turned off at this time, document what will be happening to the existing service.

»  Place a naota {using CCC) on the account with the first and last neme of the person that called and
any other detalls pertaining to the call,

e The ONLY tme a move-in will be completed by an apartment complex is when they mail or fax the
“Service Transfer Notice" (Autharizes Apt Complex Mgr to put service In tenant's name) located in the
SAP Fulfiiiment Oenter or ¥ they are an authorized landlord/owner [). To ecoess the Fulfiliment
Center through SAP, click oh FCR-Processing a Fulfliiment Center Request.

¢  The business parther may start service via phone, website {www.ﬂmﬁmergyaafp.mm}, or
correspondence,

» When a move in is belng admpleted using correspondence and the business partner does not specify
If thelr Information should bie released to alternate suppliers, restrict the information in the box
"Dereguiation ftems” by selecting yes or no, The business partner's information should never be
released without thelr parmiission,

OH
s The move-in can be pesformed by speaking with the business partner, customer contact, spouss or
refative, The cafier mmtverifyfge last 4 digits of the sé#,in order to'obtein service at another!
address; If there Is doubt ds to the validity of the person caliing to request a move in, additional
Information may be requested before performing the move in. Appropriate remarks are needed
detafling the reason the caller Is required to provide additional detalls, The detalls need to provide
gtldance for the next agent to be able to proceed with the move in, If the caller complies with the

requirement.

» Existing Business Partners, who have not had active service for 2 yaars, will be run through Exper'ian,
to determine the need for a deposit, The system determines the need to query Experian.
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¢  Searching for the business partner by socia! security number will be completed within the move In
EF tho osultof e et presonts cemom wth sy roaingthe business pater.
| , ents accoun an ou bal
iviady oy ny hatance, foliow the

¢ When 2 soclal securily numiber needs tv be added to an account or the social
presentad during the move In process: securly screen s
1, Do not add the sodal sequrity number
2, TheA:]annoedmmmfollow-upmupwﬂlveﬂfyandaddthesocialsecurltynumbertothe
3, Send an email to Chio Application Follow-Up. Include the social security number and the
custamer’s name

+  Where shared metering exists, the service must stay In the name of the property owner.

¢ Ifthe existing business partner is calling because they received a 10 day occupancy notice, foliow the
10 day occupancy notice procedure (3.

o Ifsome Is calling abot an Estate of or Executor of, see the Deceased Business Partner
procedurs (g).

« If a pop up box "Check on Disconnection/Notification® appears, verify the date located next to
"Requested Start Date” Is within the last 12 months,
1. If the date has beeh active within the last 12 months, continue with the move In,
2. If the meter has been inactive (vacant) for 13 months or longer, the call needs to be
transferred by New Sarvice/New Instal. New Service/New Install will create a DR for an
upgrade because the meter will requira an inspection.

+ When perfurming a move lh on a premise with a block order in "LOAD FNET" status complete the

following steps:
1. DO NOT offer same day reconnect. .
2. Advise the business pariner the service is scheduled to be shut off today and It will be turned

off. The service will be tumed back on by the end of the next business day.

» If the customer Indicates that an unusual crcumstance exists and requests a same day
reconnection hetween the hours of 8:00am - 3:00pm Monday thru Friday:
1. Advise thacustomer of the same day fee ($35.00), which will be billed I meter

services Is able to honor the request.
2, Consult a Contact Center Supervisor to obtain appioval to contact meter services

3. Contact méter services via telephone 1o determine if a meber person Is available to
reconnect tha meter for a fee

4, If meter services agrees to reconnect the meter:
1. Process a same day move in - enter the appropriate fee during the move in

process

2. The system wili automatically print the same day order to metey services

3. Edit the same day order to add remarks

4. Send 3 telamema to the appropriate meter services depariment, induding the
notification number, confirming that 2 same day unbleck for a fee has been

lsstied.
5. If meter sevices DOES HOT agrees to reconnect the meter:
1, Process the move In for the next busipess day (no fee),

* If the customer indicates that ar unusual dreumstance exists and requests a same day

502/38/2071Move fn Existing Resldentfal and Non-Residentisl Business Pariver's - NJ, NY, OH, PA Procedure

[y

OE 000000084

p————




reconnection betwesn the hours of 3:00pm-6:00pm Monday thru Friday:
1. Advise the customer of the same day fee ($35.00), which whi be billed if the RDO [s
asbie to honor the request, :
2, Consuit a Contack Center Supervisor to obtaln approval to contact RDO
3. %’Tffe RDO via telephcne to determine If a crew ks avaliable to reconnect the meter
4. If the dispatcher agrees to send a crew to reconnect the metar:
1., Process a same day move In - enter the appropriate fee during the move in

. process
2. The syster will automatically print the same day order to RD0
3. Edit the same day order to add remarks
4. Force print the order with remarks to RDO
5. If the dispatcher DOES NOT agrees to reconnect the meter:
1. Process the move In for the next business day (no fee).

» If an alert for Disconnect for Non-payrment where the business partnar will be moving In Is presented
follow the POSID procedure.

& If a COVA alert Is pressnted, follow the COVA procedure &),
» If there s an OAL attached at the property, follow the OAL procedure [,
» Iithere Is a no access situation, follow the Na Access procedure (3,

» I presented with a securfty deposit, see the Security Deposit, Request, Review and Release
procedure 3.

e If the business partner has existing service and is calling for service at a new location, verify If they
want the service umexd offat the exdsting location. If the business pariner does not want the
existing service turned off at this time, document what will be happening to the existing service.

» Place 3 note (using CCC) on the account with the first and last name of the person that calied and
any other detafls partaining to the call.

» The ONLY time a move-in will be completed by an apartment complex is when they mall or fax the
"Service Transfer Notice" (Authorizes Apt Complex Mgr to put service in tenant's name) focated in the
SAP FulMiliment Center, To access the Fulfiliment Center through SAP, ¢lick on FCR-Processing a

Fulffliment Center Request.

» The business partner may start service via phone, website (www.firstenergycorp.com), or
oorrespondence,

PA
*  The move-in can be performed by speaking with the business partner or gnauthorized =
landlord/owner [, THie Caller Wiust verlfy the last'¢ digits of the ss&, in‘Order to abtaln service at:
ahotheraddress,
e  Searching for the business partner by soclal secuiity number will be completed within the move in

process, Al legal remes provided by Experian MUST be used when creating the business pariner,
If the result of the search presents accounts with an outstanding balance, follow the

POSID procedurs [,
¢ When a social security number needs to be adkded to an account or the sodal securlty screen is
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presented during the move In process:
1. Do not add the socal security number
2. MAdvancedt move in follow-up group will verify and add the social security number to the
accoun :
3, -Send an emall to Move-In Apphication Follow-Up. Include the social security number and the
customer’s name )

*  Where shared metering exdsts, the sarvica must stay In the name of the pro . owner, Follow the
mmmmrshamdnwhainé. ' property

¢ Ifthe existing business pariner Is caliing because they recatved a 10 day'ocwpancy notice, follow the

10 day occupancy notke procedure (3.

. Ifmmebo%lsdmgaboutan Estate of or Executor of, see the Deceased Business Partner
procedure 18),

» Ifa pop up box "Check on Pisconnection/Notification” appears, verffy the date [ocated next to
"Requested Start Date” is within the last 12 months.
1. Ifthe date has been active within the fast 12 months, continue with the move in.
2. Ifthe meter has been Inactive {vacant) for 13 months or longer, the call needs o be
transferred to New Sarvicefilew Install. New Service/New Install will create & DR for an
_upgrade because the meter will require an inspection.

. Whenpeﬂmnmgamweinonla pmbevﬂhablndcmﬁerih"LﬂADFNEPsﬁhsmple’o&the

following steps:
1. DO NOT offer same day reconiect,
2. Advise the business partner the service Is scheduled to be shut off today and It will be turned

off, The service will be turned back on by the end of the next business day.
3. 1f the business parther insists on the service being turned on today, sea a Supervisor,

» Ifan alert for Disconinect for Non-jrayment where the business partner will be maoving In Is presented
follow the POSID procedure,

e Tfa COVA alert Is presented, follow the COVA procedure B,
o Ifthere s an OAL attached ot the propesty, folow the OAL procedure (3.

» I there Is @ no access situation, follow the No Access procedure (3,
s Ifthe business partner has questions i reference to PowerGuard, follow the PowarGuard procedure

e JF presented with a security deposi, see the Sacurity Deposit, Request, Review and Release
procedure B,

e If an RS TOD meter exists 4t the premise, explain to the business partner the difference in load rates
and the monthly charges. '
» If an RS TOD meter does not exist at the premise and the business partner requests TOD:
1, Go to Notification Tab > METR - Meter Work Notification > MRXR - Meter Exchange/Rate

Change
2. Change the new rate category by clicking the drop down box, Click on the fine - Rate
Category and enter the first 6 characters of the Information followed by an * (EX/ PN_RS_¥),
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click the green chegk and double click on the correct rate i

¢ If the business pariner has-existing service and is calfing for service at a new location, verify if they
want the service turned off at the existing location. If the business partner does not want the
existing servios tumed off at this time, document what will be happening to the existing service.

¢ Place 3 nots (using CCC) o the account with the first and last name of the person that cafled and
any other detalls pertalning to the calk. :

* The ONLY time a move-in will be completed by an apartiment gamplex is when they mall or fax the
"Sarvica Transfer Notice” Apt Complex Mor to put servica In tenant's n2me) located in the
SAP Fulfilment Center or if they are an authorized Jandlord/owner [D.. To access the Fulfiliment
Cenber through SAP, click oh FCR-Processing a Fulfiliment Center Request,

¢ The business partner may start sesvice via phone, website (www.firstenergycorp.com), or
correspondenca,

¢  When a move In Is belng cdmpleted using correspondence and the business partner does not specify
if thelr Information should bis released 1o alternate suppliers, restrict the information In the bex
"Deregulation tems” by selecting yes or no. The business partner’s information should hever be
refsased without thelr permission.

NON-RESIDENTZAL

NI
e Searching for the business partner by tax id with a t behind the number or sockal securfty number will

be completed within the meve In pracess, Example of a tax d number: 12345678T

¢ DO NOT offer sama day reconnect,

» Ifthe account is a seasonak account such as falrs, festivals, private cottages, etc., see the procedure
Saasonal or Move In's within 12 months [,

" ﬁapopupbm'dwﬁonﬁwmwecﬂoﬂﬂoﬁﬂaﬂm‘appws,valfyﬂuedatelmﬁadnexttn
"Requested Start Date” Is within the last 12 months.
1. If the date has been active within the last 12 months, continue with the move in. : i

2. Ifthe meter has been Inactive (vacant) for 13 morths or longer, the cail needs to be transferred
to Mew Service/New Install, New Servicefiew InsteR will create a DR for an upgrade because

the meter will require an inspection.
o Ifa COVA alert is presented, follow the COVA procedure (3,
¢ Ifthese is an OAL attached at the praperty, follow the OAL procadure &3
e IFthere Is a no access situation, follow the No Acgess procedure (3.,
e If the husiness partner has questions In reference to PowerGuard, follow the FowerGuard procedure

» I presented with a security deposit, see the Security Deposlt, Request, Review and Release
procedure (3.
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» Ifthe business partner has existing service and Is calling for service at a new location, venify If they
want the sesvice tumed offat the existing location, 1 the business partner does not want the
existing service turned off gt this time, document what wil! be happening to the existing service.

*  Place a note (Using CCC) on the account with the first and last name of the person who called, title or
relaggnstﬁpmmeorganizaﬂm,andmemmenwnberlfithdﬁGMMHﬁn the phone number Hsted
on the accourt.

» The business partner may start service via phone, website (www.firstenergycorp.com), or
correspondsnce,

e Whan a move In Is being campleted using correspandence and the business parmer does not speciy
If thelr information showld be released to altesnabe suppliers, restrict the Information In the box
ftlams"” by selecting yes or no, The business partner’s information should never te

"Deregulation
releesed without their permission.

NY
e  Searching for the business partner by tax Id with a t behing the nuriber or socka) securfty number will
be completed within the maove In process, Examiple of a tax id number: 12345678T

e DO NOT offer same day reConnact.

* If the account Is 3 seasonal account such as falrs, festivals, private cottages, elc,, see the procedure
Seasonal or Move In's withih 12 months [3),

« IFapop up box "Check on Disconnection/Motification” appears, verify the date located next to
*Requestad Start Date” is within the last 12 months.
1. If the date has heen active within the last 12 months, continue with the move In.
2. Ifthe meter has been Inactive (vacant) for 13 months or longer, the call needs to be transferred
to New Service/New Install. New Service/New Install will create a DR for an upgrade because
the metar will require an Inspection.

» If a COVA alert Is presented, follow the COVA procedure (@,
»  If there Is an DAL attached it the property, follow the OAL procedure &3,
o If there Is @ no access situation, follow the No Access pracedure (.

« If presented with a securityl deposk, sea the Security Deposit, Request, Review and Release
procedure (3.

e If the business partner has existing service and Is calling for service at a new location, verlfy If they
want the service tumed off at the existing location. If the business partner does not want the
existing service turned off at this time, document; what will be happening to the existing service,

Place a note {using CCC) on the account with the first and last name of the person who called, title or
' relaﬂnnslipbg the orgc:}mtlon, and the phone number If it Is different than the phone number listed

on the account,

» The business partner may start service via phone, website (www.firstenergycorp.com), or
adirespondaince. .
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¢ When a move in Is being completed using correspondence and the business partner does not speci
r lela:onmﬂom mgs“shouldw e released to a!hefhmaeinel) z;ppﬂers, ﬁg the Information in the boxpec "
se!ectlng ¥es or no. ness Informa
released without thelr parmission. a ) Fon shavil et be

OH '
*  Searching for the business partner by tax Id with a t behind the number or social security number will
be completed wikhin the mive in process, Exampla of a tax [d nunber: 12345678T

* DO NOT offer same day reconnect,

s I'the customer Indicates that an unusual drcumstance exdsts and requests a same day
recontiection between the howrs of 8:00am - 3:00pm Monday thru Friday:
1. Advise the customer of the same day fee ($35.00), which will be billed if meter services Is
able to hanor the request,
2. Consult a Contact Center Suparvisor to obtaln approval to contact meter services
3. Contact meter services via telephone to determine If a meter person Is avallable to
reconnect the meter fur & fee :
4, If meter services agrees to reconnect the meter:
1. Process a same day move In - enter the appropriats fee during the move in process
2. The systena will automatically print the same day order to meter services
3. Edit the saine day order to sdd remarks
4. Sand a telémemo to the appropriate meter services department, including the
notification number, confirming that a same day unblock for a fee has been issued,
5 If meber services DOES NOT egrees ip reconnect the meter:
1, Process the move in for the next business day (o fee).

e If the customer indicates that an unusual drcumstance exists and requests a same day

reconnection between tha hours of 3:00pm-6:00pm Monday thru Friday:

1, Advise the cusiomer of the same day fee ($35.00), which will be billed if the RDO Is able
to honar the request.

2. Consult a Contack Cenber Supervisor to oblain approval ko contact RDO

3. Contact RDO via telephone to determine If 2 crew s available to reconnect the meter for
a fea

4, Ifthe dispatchér agrees to send a crew to recannect the meter:
1, Process a same day move In - enter the appropriste fea during the move In process
2, The system will automatically print the same day order to RDO
3, Edit the saine day order to add remarks
4. Force print the order with remarks to RDO

5. I the dispatcher DOES NOT agrees to reconnect the meter:
1. Process the move in for the next business day

¢ Ifthe account is a seasonal account such as fairs, festivals, private cottages, etc., see the procedure
Seasonal or Move In's within 12 months 3.

s If a pop up box “Check on Disconnection/Netification” appears, verify the dats located next to
“Requestad Start Date” {s within the last 12 months,
1. If the date has been adtive within the last 12 months, continue with the move in,
2. If the meter has been inactive (vacant) for 13 months or fonger, the call needs to be transferved
to New Service/New Install. New Service/New Install will create a DR for an upgrade because
the meter will require an inspection,

e Ifa COVA alest is presented, follow the COVA procedure [8).
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¢ Ifthere Is an QAL aitached at the property, follow the OAL procedure [,
s Ifthere Is & no acosss situation, follow the No Acuess procedure [,

e I presented with a security;deposit, see the Securlty Deposlt, Request, Review and Release
procedure .

» TFthe business pariner has pxisting service and Is calling for service at a new location, verdiy if they
want the service turnad off jat the existing location, If the business partner does not want the
existing service turned off at this Yime, document what will be happening to the existing service.

»  Placz a note (using CCC) or the account with the first and last name of the person who called, titie or
rela;zmhh 1o the aorganization, &nd the phone number if it Is different than the phona number listed
on the account.

s The business parkner may start service via phone, website (www.firstenergycorp.com), or
cerrespondence,

PA
o  Searching for the business pariner by tax {d with a t behind the number or sockal security number will
be completed within the move In process, Example of a tax Id number: 12345678T

» DO NOT offer seme day reconnect,

« Ifthe account Is a seasonaliaccount such as fairs, festivals, privats cottages, eit., see the procedure
Seasonal or Mova In's within-12 months &)

e Ifa pop up box "Check on Disconnection/Notification” appears, verlfy the date located next to
‘Requested Start Date® ks within the last 12 months.
1, Ifthe date has been achive within the last 12 months, continue with the move in.
2, If the meter has been Inactive (vacant) for 13 months or longer, the call needs to be transferred
o New Service/New Install. New Service/New Install will create a DR for an upgrade because
the meter will require an Inspection.

e If a COVA alert Is presanted, follow the COVA procedure i),
o Ifthere Is an OAL attached &t the property, follow the OAL procedure [,
» Ifthere Is a no access situaion, follow the No Access procedure (3.

» I presented with & securfty deposk, see the Security Deposlt, Request, Review and Release
procedurs 3,

e If the business partner has existing service end is calling for service at a new location, verify if they
want the service turned off at the existing Jocation. If the business partner does not want the
existing service turned off at this time, document what will ba happening to the existing service,

¢  Place 8 note (using CCC) on the account with the first and lest name of the person who called, title or
relationship to the organization, and the phone number If It Is different than the phone number listed

on the account,
s The business partner may start service via phone, website (www.firstenergycorp.com), or
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correspondence,

e When a move In Is being complated using correspondenca and the business partner doe
I‘lfl:l'nalr lnfoﬁguntatlon s,hgyuld be released to altarnate suppliers, restrict the Irfo?rra)ation in ﬂi: ;fmscpec'fy
Deregulation iterns.' by selecting ves or no. The buslness partner's i
releaond WIHOUE el oy p nformation should never be

REPORTS

APPROVALS

Manager Approvali  Scott Uindsey, James Rey Approval Date: §7/27/2007
Cust. Seyv. Systems Approvals Cust Service Systems Approvel Date; 07/31/2007

Latest Changes: 3-4-08--under ail states removed > 2. Disregard the message "YOU MUST CALL THE
BUSINESS OFFICE AND CONFIRM THE STATUS", 3. Always check the radio button next to the message
"Meter Is Blocked/Create MRUB Betar Unblock for:” under when a notification Is In LOAD FNET status
9-19-08,..under OH Res, the bullets pertaining to TOD since & |s no longer offered.
9-22-08,.under PA > buflet 8 > #3-replacad charging a fee for same day service to SEE A SUPERVISOR
& under all statas added the link;to the POSID procedure,

12-2908~-The bullat fms undeér Res and Non Res that sald "Document the customer contact with...."
have been changed to "Place a nobe {using CCC) on the account with.....”

6-7-10...Per Carlos.,.no changes for CH. Corrected attachments to POSID

8-16-10,..added "Existing Partners, who have not had active service for 2 years, will be run
through Bxpetian, to detarmine the need for a deposit. The system determines the need o query
Experian,”

ﬁil...wded *he calter must verify the last 4 digits of the s, In order to obtzin service at another
ress.”

Created: 06/15/2000 Coordinator: Lisa M Weller/FirstEnergy
Sub Process: Custorner Interzction Center
Last Moditled: 0171073011 Sub Procass Manager(6):  Scolt L. Lindsey/FirstEnergy,
' James 5, Rey/FirstEnergy
Modilied by: Renee & Schew Reviavs Datas 07710/201% 10:24:26 AM
Procudure No: 51944 E6DEDFD1385256930
CO7AA5AA
Print Procedure)
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Procedure Form Title: Consumption/Use on Vacant Accounts -
NJ, NY, OH, PA
PURPOSE

This Procedurse is designed to cutline how to Identify and biil a Customer for usage and to recoup revenue
for the usage consumed but not previously billed, Use on vacant accounts are generally identified as @
rasult of working Implausibles Validation Point Z196. (Customer Accounting)

Addlitional scenarios refated to COVA accounts can be found within the POSID procedure,

DEFINITIONS
COVA - Consumption on vacant account, A premise that shows kilowatt usage after the account Is final

L3

Implausiblas - A validity check done by SAP/CCS of all actual meter readings called Implausible
Processing, Implausihle processing takes place once the actual usage information from the fiefd, both
periodic (on cyde) and Non-perlodics (off cycle) is uploaded Into CCS, but before the account is billed.
This check Is performed In order to prevent bilfing errors.

VACB Nobification - Vacant/Blocked - Meter shows use when the service was blocked and s now
unblociked,

vuc;:r:d Notification - Vacant use on meter ~ Unbilled usage when the meter may or may not have been
blocked.

Vatldation Point Z196 - Occurs when consumption registers on a disconnected meter or inactive
(vacant) account, This error Indicates that consumption of over 51 KWh has registered on a disconnected
meter or an Inactive (vacant) account, The usage may have reglstered on a blocked meter or a
discormected Instaflation (cut at pole). In the case of a vacant account, there is no active Business
Partner,

PROCEDURE , . . . D -

Ugtoner Cons
*  Consumption
e View the OMR (Meter Reading Overview) sceen for usage,

s Appliances that may have been used in a vacant home or apartment:
1. Electric heat or the blower on a gas furnace
2. Elechric water heater
3. Refrigerator or freezer
4. Alr Condfdoning/fans

gl

X

n aca red alert will éppear during the move In process.
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- o Dahumidifier or humidifier

*  Ask the new occupant questions to determine who Is responsibla for the unbilied service:
1. What date did they move Into the property? Were they rasponsible for service sarier?
2, r]l?sanybedywarklng {painting, repalrs, ¢tc) in the housa/apartment before they actually moved
3. What date did the lease or dedd become effective?

* Ifthe unbllied usage is 100 kWh and higher for residential or 200 KWh and higher for commerdal and
the new party Is unwilling to accept the raspensibillty, deny the new party service - MIP - Deny
Service for Consumption on a Vacant Account, Advise the new party, usage has been showing at
that premise and they need to verify when they moved Into the property before service will be placed
Into thelr name. Ask the néw party to fax e lease, deed or mortgage for verification of thelr
occupancy date,

Fax numbers - NJ, §Y, PA - 610-935-8572
All of OH - 877-289-6374

Click here for EUP -
e IFah aotouit was vacantfor more than'l2 moniths with a disconinettion date but the meter was

- el

never physically biocked, ai inspection Is NOT requilved. Issue a ove in,

o IANacc0unt wes vacant for.moreithan 12.months with a disconnection date'and the meter was
blocked, an'inspection IS requirsd. "B not Issue 2 move In!

Back Dated Move-In with COVA

» If it caniot be determined whether the lights are on or off, assume the lights are off. If the
service Is off; the service will be turned on the next business day.

* When a back dated move In Is created, the system determines what initlal reading should be

used,
e Ifthere Is a pending VUOM notification on the account, the system will complete the notification

when the move in is created,

®  The system will identify when the usage began, the last read date and the total kilowstt
eonsumption,
NOTE: If thare are 2 premises, the consumption displayed during tha move In Is for the first

premise only.
e If the Wnitial read is estimated, advise the business partner of the estimated reading.

»  Enter contact Information such as: who called, why the account is being back dated, was

customer satisfled, ete,
s To create a back dated move in, follow the process - MIP - Backdating a Move In With or Without

Feld Notification in SAP.

Back Dated Move-In with COVA Notification in Load Status

& Ask If the business pariner’s service is off,

- Yes/Unknown « The system creates an unblock notification,

- No - Displays the YACB notification fs In LOAD status, Contact the appropriate field office.
s If the fizld office cannct confirm IF the block has been canceled, select Meter is blocked/Create

MRUB meter unblock for move [n date.
e Advise the business partner if the service Is already off, an unblock wili take place the next

business day.
e Tocreate a back dated move In that Is in load status, follow the process - Backdated Move-In

with COVA Notification in Load Status
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Future Dated Move-In with COVA
¢ Atempt to have the new party {owner or tenant) accept responsibility for any unbilled

consumption.
. gthew glrlyismmﬂlling to acoept responsibility for the consumption, the move In can be
= The usage Is less than 100 kWh for residential service '
- The usage [s less than 200 kWh for commerclal service
- The consumption Is old and there was no usage for 3 or more months
®  Ask if the business partner's service is off.
~ Yes/Unknown - Make this selection If the business pariner Is unsure If the service is on or
off. The sysbem will create an MRUB/Unblock notification,
- No ~ A read notifisation ks created. A pending VACE or VOUM notification will automatically
be completed by the system,
s A reading and/or unblock will be taken on the next business day.
e Tocreate a future dated move I with COVA, follow the process - MIP - Future Dating a Move In
With or Without Fleld Notification In SAP,

Future Dated Move-In with Cova Notification in Load Status
»  Attempt to have the new party {owner or tenant) acoept responsibiiity for any unbilled
consumption.
. Im E&rw is unwilling to acoept responsibility for the consumption, the mova In can be
p :
- Residential sarvice - The usage is lass than 100 XWh
« Commercial service - The usage Ig less than 200 kWh
- The consumption Is very old and there was no usage for a long period of time - seek a
Supervisor for assistance I necessary
e  Ask if the business pariner's service Is off,
~ YesfUnknown - The system will create an MRUB/Unblock notificatian. ,
« No - The system will create an MRUB/Unblock notification, Advise the business partner the

service may be shut off today,
e A reading and/or unblock will be taken on the next business day.
s Tocreate a future dated move In with COVA In load status, follow the process - Future Dated

Move-In with COVA it Load Statos.

Metar Sarvices:
In arder to comply with the PUC regulations, provide good customer service and capture any

outstanding revenue, the following guidelines wil be used when handling PA accounts with
use on vacant and final blocks.

When working a final block order MBMR, If it appears that someone is living at the premise, service
personne! will leave a 72 hour riotice and will manually follow-up. (Will be requesting system follow-up

similar to the 10 day occupant notice)

After the 3rd attempt to block & meter and I Is unable to be blocked due to aocess, and If this s an ERT
meker, service personnel will note In comments: "ERT-No Blk",

VACE ot YUOM notifications will be handled In accorgdance with Senate Blll 677 In a consistent manner at
Mated, Penelec and Penn Power,
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»  VAGB - block and Install high integrity seal
» ot x‘l:l:eu - leave a 72 hour notice for occupant to apply for service. Block the meter If application Is

Note: OH does not have to leave a 72 hour notice

Regional Follow-up;

When meter services and customer acoounting ars unable to resolve “use on vacant accounts® due to
access, hazardous conditions, etc., the account Information will be forwarded 1o a regional designee

(TBD) for follow up and appropriate action,

(Afso now knowin as FleldNet)

If service personnel Is unable to block meter, change notification from block to read, cancel the
disconnection document and final the acoount.

Disconneacted Meter Actlve Business Partneis

e  Cherk the Disconnection Date and the Move In Date on the OBP screen in SAP, I the Disconnection
Date Is prior o or the same date as the Move In Date, check the Disconnection Reason, If the
reason Is '02', Vecant Status Disconnection, Enter Reconnection,

e Check the Disconnection Date and the Move In Date on the OBP, If the Disconnection Date Is aRter
the Move In Date, check Ghe Disconnection Reason, If the reason is '01', Disconnection Dunning
Level has been Reached, check for payments/payment arrangements on or about the Disconnection
Date. If found, enter Reconnection. If there are no payments/payment arrangements, lssve a
telememo to REVPROT-JC telememo distribution box. Note the County that the customer lives in
on the title line of the telememo, Put the date the seivice was cut for nonpayment and the amount
of usage shown from the periodic reading on the telememo also,

» If you need to speak to one of the CSRs regarding a notification, call 732-714-2819 (3-262-2819) for
Central Jersey, This dispatch line Is manned from 6:30 am, to 9:00p.m, Monday thru Friday. If there
Is a notification that Is high priority contact John Shields at 732-714-2827 (3-262-2827) and he will
arrange v have k worked. Contact Laurie Woods In North Jersey for assistance with notifications

Releass the implaugblel

Reminderlt A fransformer rated service can not be Blocked at the meter, This typa of service
must be cut at the pole. Seék the assistamce of 2 Supervisor or Senlor before creating any
notifications. .

#  Check meter Indexes for possible misreads or wrap around. If there Is an emor with a meter
reading(s), correct the Implausible meter reading using the appropriate Meter Reading Type Code, If
there Is an erTor with a previous meter reading, comect the meter reading using  Click on this

Hotspat for EL29 TXN Implausible correction
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s Check for prorated/estimated/ingorrect ‘Move-Qut’ meter reading. If the move out readi
Incarrectly estimated/provated/read as determined by the Imp!au'slb back out for eal:lll?g e
plausibile meter readings and Issue a corrected final bill . Feting, comect

¢ Check the OMR (Mater Rearling Overview Screen). Verlfy that the Move Out meter posted
to the screen. If not, update the Move Out meter reading, reading &

o Check premise for Owner Allocation, If there Is Owner Allocation and the system did not move the
mﬁrg‘e Move in the owngr, Maintaln Owner Allocation and activate the Event, create Bllling Orders

®  Check the premise for Owner Information. If there Is an awner attached to the premise without
Owner Allocation, contact the owmer to determine who shoukl be paying for the consumption. If you
are unable ko contact the castomer by phane, send the owner a Dear Qccupant letter.

»  Check premise remarks for information regarding any customers who may have been denied service
for Falling POS 1D,
Click here to see the XJ and Ohlo PosiD information--> NJ  OH
Click here to see the PA and NY PosID Information—> PA/NY

o  Check Premise remarks for an exsting open Revenue Protection Case. If there Is an open case
number assigned, i would be located In the bext remarks on the premise, If a case number already .
exists, no action Is necessaiy, unless thare Is still consurption on & meter that was reb-locked by
revenue proteciion. In that case send an email to the appropriate Revenue Protection Department
Indicating *more usags on meter that was re-blocked”, .

»  Check for Shered Metering/N] Edgerton. If shared metaring is involved, follow the procedure in
C-Net, '
Click here to see the prooadure for Penelec and Met-Ed—>{.
Click here for the JCP&L precedure-->[

e Check the QBP for the last Business Partner at the premise and review the Meter Block Notification:

1 - If a Meter Block not¥fication was Issued and the Company was unable to block the meter due to a
hazardous or cther condition, attampt to contact the owner,

* To determine the owner's name: Contact the Tax Office or the Internet website; for Apartment

Complaxes try reviewing the MRS screen for the Name of the Owner,

o  Contact the owner by phone: If you are unable to speak directly to the owner, leave 8 message to
have the owner contact the company and updata the Information on the Premise, Foliow up by
sending the owner a Dear Qcoupant ietter and create Owner Allocation (no €SC) (Link to instructions

on Creating Owner Allocation In SAP) ;
»  While working ODVA's if a FA customer has failed-POSID and not responded within 10 days, it s ok

to send a block to the fleld, A block can be Issued Immediately In NJ for those customers that falled
POSID. Make sure the remarks on the notification reads "Must Block Meter, Cust did not show lease

and ID" Note: follow proper winter moratorium pracedure

If you are unable to obtaln the name and address of the owner, send a Dear Occupent Letter. For the
first month the letber should only be sent if the usage exceeds 200 kWh for the month or more than 20

kwh per day.
2 - 1§ a Mater Block notiﬂcatbn was worked and there Is consumption an the meter, ettempt to conlact
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the owner,

To determine the owner's name: Contact the Tax Office; for Apartment Complexes, try reviewing the
MRS screen for the Name of the Owner; oonhcttheuwu;erbyphone. IFyou areur;agetospeakngd!recﬂy
g:theowna,!aave;ymessage?zmmmnqeoanhctﬂlemmpanvandupdaheme!nfonnaﬂononme
remise. Foliow up by sending the owner a Dear Ocoupant letter Creata Owner Atlocation (o nk
to instructions on Creating Owner Allocation Ih SAP) (o &q

If you are ynable to obtaln the name and addvess of the owner:

For New Jersey/Chig: lssue Notification VACB, In the Job Information area note: "Obtain
customer name and phone sumbar or BLOCK and install Barrel Lock” (no barrel lock In OH),
Customer finaded __/__/ _, use on VACGANT,

For Pennsylvanin: Issus Notification VACB and note "block and Install high Integrity seal

3 ~ If a Meter Block notification was worked and there are notes indicating that the service was feft on,

update the DTRT order and take appropriste action. For example:

¢ If meter was not blocked due to weather conditions issue a VOUM notification

e [ meter was nat blocked due to access, bushes; eic: Issue a tele-memo to the apprapriate business
office to issue the customer the appropriate GUT letier

4 - If the meter was blocked as:a result of Dunning and the Move Out was an Automatic Move Qut, check
for payments/payment arrangements on or about the Disconnection Dabe. If either exists, do back-out
for rehbilling of the final bill, reverse the Move Out, enter Reconnection, create bilfing orders and bil} the

accoumt,

5 - IF the meter was blocked as a result of Dunning and the Move Out was an Automatic Move Out, check

for payments/payment aangements on or about the Disconnection Date, If there are no
payments/payment amangements, lssue a telememo to REVPROT-JC telememo distribution hox. Note

the County that the customer jives [n on the thie line of the telememo, Fut the date the service was cut
for nonpayment and the amourt of usage shown from the perlodic reading on the telememo also.

If vau need to speak to one of the CSRy regarding a netification, call 732-714-2819 (3-262-2819) for
Central Jersey, This dispatch fina Is manned from 6:30 a.m. to 9:00p.m. Monday thru Friday. If there sa
notification that Is high priority contact John Shields at 732-714-2627 (3-262-2827) and he will arrange to
have Rt worked, Contact Laurie'Woods In North Jersey for assistance with notifications

Click here to display how to create & tele-memo

INBOX -DISTRIBUTION LIST FOR PA & NJ : REV PROTECT
INBOX-DISTRIBUTION LIST FOR OHID: REVPRUT-CE, REVPROT-OE, OR-

REVPROT-TE
+  Check for incomplete Naw Service work, Search for a ‘DR’ notification.

Moratorium Procedure for NJ and PA only

e Continue to send Dear Occupant letters and notifications as appropriate, When creating VACE's and
VUOM's please note: "Obtain customer Info for billing - do not block”

» Ravanue Protection wii) determine If a block Is required, All block orders for COVA will be Issued and
worked under the Revenue Protection umbrela,

+ Ifyou suspect theft, Issue 8 MRRP noticication to Revenue Protection,
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Reminder!] Transformer rated service can not ba hlocked at the meter; This type of service
.':l"c?&t;; ::t at the pole, Seek the assistance of a Supervisor or Sentor'befurewg-eaﬂng any
5,

Active Meter no Business Paitner:

*  Check meter indexes for passible misteads or wrap around, If there Is an error with 8 meter
reading(s), correct the Implausible mater readings using the appropriate Meter Reading Type Code,
1f there s ah error with a previous meter reading, correct the meter reading using Transaction EL29

v Check for prorated/estimated/incorrect ‘Mave-Out’ meter reading, If the move out reading was
Incorrectly estimated/prorated/read as determined by the Implaustble, back out for rebilfing, correct
plausible meter readings and Issue a carrected fina! bill

¢ Check the Meter Reading Overview Screen, varify that the Move Out meter reading is posted to the
screen and ¥ not, update the Move Out meber reading.

»  Check premise for Owner Allocation. If Owner Allocation exists and the system did not automatically
move the owner i, Move-la the owner, Maintain Owner Allocation and activate the Event, create
Biling Orders and bill the Customer, :

e  Chack the premise for Owner Information. If there is an cwner attached to the premise without
Owner Allocation, contact the owner to determing who should be paying for the consumption. ¥ you
are undble to contact the cistomer by phone, send the owner a Dear Cocupant letter,

e Check premise remarks for information regarding any customers who may have been denled service
for failing POS ID, Click here to see the NJ and Ohio PoeID information. Click here to see the PA
and NY PosID Information.

o Check Premise remarks for an existing Opaen Revenue Protection Case, If there is ah open case
number assigned, It would be located In the text remarks on the premise, If a case number
already exists, no action is necessary, _

«  Check far Shared Matering/NJ Edgerton. If shared metering is Involved, follow the procedure in
C-Net. Click here to sea the procedure for Penelec and MebEd->[3). Click here for the JCP&L
procedura—>E !

» Check the OBP for the last Business Partner at the premise and review Contacts and Notifications.

1 - ¥f the Move Ouk was created by a Move In, check the OMR. If the Move Out and Move In are
not posted, update the indexas,

2 - If the Move Out was created by a Move In, check the OMR. If the Move Out Is posted and
not the Move In, check the Move In Document, If it was reversed and there are no contacts indicating the

previots customer contacted us to confirm they were moving, back out the fina! bill, reverse the

Move Qut, create billing orders an bill the account,

3 - If a Meter Block Notification was created and never worked and # Is greater than five days
from the date requested, cancel the order and create notification VUOM. Enter Into the Information
area, "the original Meter Block Notification Number requested for __/__/__ was never worked." Prorate a
fove Cut Meter Reading and biill the customer.

o Check for Incomplete New Service work, Search for a ‘DR’ notification,

Reminder!! Transformer raked service can not be blacked at the mater. This type of service
must be cut at the pole, Seek the assistance of a Supervisor or Senlor before creating any
notifications,
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BRling Related:

All-atcounts are to be-bilied-and Involoed monthly, “If & Clistomeris to Be billed for more than 60
days, outsoit the bills (o be forwarded to the customer, Issue the make up bill ketter, and code the
account disputed for 30 days using the CDL transaction, This will give the customer a chance o contact
g-;’e sgﬂgw fornt.w arrangements (If necessary) without any dunning being performed on the

acoou

COVA EMMA Cases Raplace Tele-mento Prooess for Mova In and Move Out

The EMMA now replaces tele-mema's that were sent to Back Office Billing when a backdated COVA Move
In has ooourred.

s Case Type MIMO, Move In or Move Out Estimation Fall

»  Case Cabagory ZCME, COVA MI Estimation Fall

o Case Catagory ZCMI, COVA MI Required Revarse/Re-Creation of MR Qrders

New Billing Block Reasons Addad to BLIN Yransaction

When a COVA EMMA case Is produced, the contracts are now blocked from billing with new billing block
reason 16 (QOVA Backdated Mave In). I a blll block reason of 16 Is Identified, the Rebill Invoice (BLIN)
process will not continua to bil and Involce the account, If biliing block reason 17 (Matar Audit) ks
identifiad, the BLIN process wilf nok continue to bill and Invoice the contrack actount, billing blocks wilt
need to be removed menuelly after the correction hes been made to the accoumt.

REPORTS

APPROVALS
Manager Anproval: Kelly Goehxing, Scolt Lindsey Approval Date: 03/29/2004,
05/03/2009 L
Cust. Serv, Systems Approval: Lisa Weller Approval Date; (6/03/2009

Latest Changes: 3/21/06 cha several notifications from cut et pale to disconnect meter, changed
outsoring routine, bills no hngrgegemrnad to CSR, added New Bliilng Exror information provided by

Workforce Development.

added Moratoriun procedure for customer accounting 12/7/06 gwen

5-11-07—coivected links to keanning Bbraty for back dated and future dated move In's...Imw

6/22/07 changed procedure under bitling related to use CDL for creating dunning lock not MCA...dek; on
1/8/08 reviewed & corrected bad Iinks for falled POSID info-L.Gran,..on 1/9/08 corrected printer number
for rev prot..gnriaster

2/28/08 corrected tearning liorary links Corvected links to FE Learming Library (K. Arula)

4/24{09 reviewed for Customer.Acoountng - no changes at this &me ML Clough

5-28-09-Under Customer Contsct Center section > added the bulists that advise what to do if_an account
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was vacant for more than 12 months and the meter was and was not blocked., weller
11/18/09: Removed 330-384-4754 & 330-384-4756 as per emall from David Mils. Semi-Annual Review -
No changes -K5S. 7/7/2010 reviewed for Customer Accounting - no changes at this time ML Clough

Creatads 0471612003 Coordinators

M@ﬁ%newm Uom,
dkennedy@firstensrgycorp.co
Subs Procass: Customer Accounting, mstumr
Interaction Center
Last Modifted: 07/07/2010 Sub Process Manager(s)t  Kelly E, Goelring/FirstEnergy,
Scoit L, Lindsey/FrstEnergy
Modiflad byr Mary Lo Clough Review Date; 01/07/2011 04:21:30 PM
Procagure No: SBO024B978EADACOS5256D0A
- DOGCI29F
Print Procadure|
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102/14/2011New Service Type Calls - NJ, NY, OH, PA Procadure

FarsiEnergy.

General Procedure: New Service Type Calis - NJ, NY, OH, PA

GENERAL INFORMATION ===

If somebody is requesting to apply for new construction or an
Request form from the electronic forms databasea.
1. JCP&L, Mat-Ed, Penelec and Penn Power - the fax number is B77-445-6369
2. CEI, OE & TE - the fax number is 877-289-6374

by fax, fax the Builder Install

New construction of any type Including mobile homes
Upgrades of service (ex/100 to 200 amps)
Relocating the service coming to the building - moving meter base location
Meter base needs to be replaced (no matter what the reason is)
Replacement of entrance cable (cable that runs down the side of the home into the meler base)
If the meter was pulled or blocked due to any emergency situation, such as a fire, and the meter
must be re-installed:
- before the meter can be installed, an inspection must be obtained unless it is determined by
field personnel that an inspection is not necessary
No meter in base for more than 12 months, meter is blocked (vacant) For more than 12 months, if
the timeframe is not known a DR# should be created and the designer can cancel it if he/she feels
no inspection is needed.
1. If an aocount was vacant for more than 12 moenths with a disconnection date but the meter
was never physically blocked, an inspection is NOT required. Issue a move in.
2. If an account was vacant for more than 12 months with a disconnection date and the meter
was blocked, an inspection IS required. Issue an upgrade notification.
Customer's service was pulled from the home and damaged (ex/entrance cable needs to be replaced)
Customer is having a generator installed
Customer is gaing from a fuse box to a breaker box
If a customer is calling to have their service removed (meaning: they will never need service to that
property again. ex/fhome being demolished) no inspection is required
Any work that needs to be done in the panel box (Penelec Only) _
Point of attachment - For further details, click on the attached procedure |,

NOTE: Follow the disconnect/recannect procedure 13 for the appropriate Company when the above
types of phone calls are received.

NJ, NY and PA - A-Base/Metal Back Meters - For further details, click on the attached procedure [
and look under the Upgrades section.

R nl ion is Needed: Anytime a customer has the above information completed (except
for having service removed), an Electrical Inspector must inspect the work the Electrician did to be

sure there is no fire hazard from the work that was done. We must receive an inspection card from
the Inspector before we can energize the customer's service.

OH - To determine if an inspection is required, click on the link to see a list of inspection and non
inspection territories 3.
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APPROVALS
APPROVALS

Manager Approvai: Scott Lindsey, James Rey Approval Date: 08/03/2009
Cust. Serv. Systems Approval:  Business Services Approval Date: 06/03/2009

Latest Changes: Per Wendy Sanderson and Nick Vass---bullet 8....removed--or meter is active with no
usage or minimal usage (5 kwh) for more than 12 months

06-09-08—-no changes

12-19-08....na changes

5-28-09...under the 8th bullet added 1 & 2 for accnts that are vacant for more than 12 months.
7-29-29---combined Ohio companies to be directed to one local and one toll free fax number
11/18/09: removed 330-384-4754 & 330-384-4796 as per emall from David Milis

07-12-10...No changes needed per Carios and Renee

1-26-22...n0 changes per Carlos and Renee

Created: 04/27/2000 Coordinator: Lisa M Weller/FirstEnergy
Sub Process: Customer Interaction Center
Last Modified: 01/26/2011 Sub Process Manager(s):  Scott L. Lindsey/FirstEnergy,
James S. Rey/FirstEnergy
Modified by: Lisa M Weller Review Date: 07/26/2011 17:53:34
Procedure No: 15F3FBE0BTM83216652566CE
004500AA

Print Procedure
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fag AFS-Create a Reinstallation Naotification Page 1 of 4

AFS - Create a Reinstallation Notification

LStép Action, I View in SAP ]
1  |From the Finder screen, enter
House No
Street
City

Then click the Find Premise button.
2 Enter AFS in the Cali Code box an

the Environument Tree tab and click
the Launch Process button.
3 [|Click the appropriate upgrade Work
Type:
RESU
RESL
COMU
INDU i {v‘“*iRe_s!c!anuai Dexelgpment
'”'}i&esmemaz Opgrade -NoLoad Addion
4 For Ohio Only ‘?"*‘"""“!"“ ST
= W FaBS MDA BE CALLER THE TG THGT 0GNG SRkl doi Wit K
SE]ECt the Waive Fee bOK and the FEE Ay sefib teial MERS 1t 4s BE CUOTED B FELY FRFSLIAEL
reason code of No Active Contract % ESers Lonpaky Fos 500
Account, Click the Continue button.
pracpon  SHEHHRETRE
& wwvr e
B T s
§ iEnter the following information in the
Contact Persons box,
Reported By

http://resite/webhelp/Customer%2 0Care%20and%208ervices%20Job%20Aids/p_faq AFS... 2/10/2011
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taq AFS-Create a Reinstallation Notification

Tel
Contact Person (Efectrician)

Tel

Page 2 of 4

Enter the Business Partner Number in

. [lthe Rate Payer field.

Enter the closest cross street or the
poie number in the X-St/Pule field.

Update the Connection Type if
applicable:

Tvpe 011 |

Click the Goto Equipment Details
button,

[ Guto Equigment Details |

Place a check mark in the Follow Up
Req radio button onfy if the customer
requests a follow-up call.

11

Enter tha voltage in the Voltage field:

07-120

02-120/240
03-120/208

04-240/480

12

Enter the amperage in_tﬁé Arnps field:
1I -100 Amps
2-200 Amps
3-400 Amps
4600 Amps

5-800 Amps

Enter the phase in the Phase fizld:
1-8ingle Phase

|3-Three Phase

Update the Hot Water Source, Hot
Water Type, and Size.

Update the Heating Source, Heating
ype, and Heat Load.
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faq_AFS-Create a Reinstaliation Notification

Page 3 of 4

16

Update the Cooling Source, Cooling
Type, and Cool Load.

17

Note any additicnal large Appliances
if known.

18

Enter Remarks;

Who called?

VWhat was requested?

Advised inspection needad?
Chio Only: Also indicate that you
waived the minimum service fee

because the customer is requesting a
reinstallation.

T S A S i e

-ﬁ(ara Amedeq caﬂedh

fre eslablish sere-ady inspection eguired-

Hwaived fee due 1o re-installing meter

Click the Sumnmary Screen button.

;.Stimmianiscreen

20

Click tha check box in the Customer
Contact Required field, if the
customer requests a phone call.

Verify the information and then click
the Save button,

21

Answer Yes or No 1o the Question for
Move-In,

Answering yes will turn service on

in the Rate Payer's name once the
meter is set. Answering no to the
question means the meter will be
sefl blocked.

E*auusum Tar Marwe-thl & .

ﬁ W) & W 1n e requlree’

[eyee ] " Ng ]

22

Enter the appropriate Customer Class
and click the Continue button.

Customer Clase  RES!

23

Provide the customer with the
Notification Created number, and
then click the Continue button,

http://resite/webhelp/Customer%20Care%20znd %203 ervices¥:20Job%20Aids/p_faq AFS...
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faq_AFS-Create a Reinstallation Notification Page 4 of 4

= Nottcation and Cortast nfommetion B 7

Nuiificstion Created 000700031 855
Contact Created 100000264007

24 |PA Companies Only

Ask the customer the scripting and
select either the Yes, No or Not
Applicable bution based on their
response.

' rﬁmaﬁsﬁanuﬁmwtmmm,mMLm
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Error! Filename not specified.
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«RTN_ADDR_2»
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«LETTER_DATE»
«RCPNT_NAME_i»
«RCPNT_NAME 2»
«RCPNT_ADDR_1»
«RCPNT_ADDR 2»
«RCPNT_ADDR 3»

Dear Resident:

Our records show that electric service is being used at «SERV_ADDR»; however, no one has applied
for electric service.

Toa apply for service, call a Customer Service Representative at the toll-free number shown above,
You may also apply for service using our Web site: www.firstenergycorp.com. If you do not apply
for service by « APPLY_DATEp, we will have to initiate termination of service.

Please refer to the premise number, meter number and service address listed below when applying for
service.

Premise: «PREMISE»
Meter Number: « METER_NBR»
Service Address: «SERV_ADDR»

Your prompt attention to this matter will be greatly appreciated.

Sincerely,

«COMPANY LONGNAME»
«COMPANY_QUALIFIER»

DEAROCC Rev 06/25/10
«CREATED BY»
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