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1 I. INTRODUCTION 

2 Ql. Please state your name, occupation and business address. 

3 Al. My name is Carlos Vidal. I am employed as an Advanced Business Analyst for 

4 FirstEnergy Service Corp. ("FirstEnergy"). My business address is 76 South Main Street, 

5 Akron, Ohio 44308. 

6 Q2. Please describe your work experience and educational background. 

7 A2. I have worked for FirstEnergy since 1999. During that time, I have held several positions 

8 in FirstEnergy's contact centers and have earned experience in nearly every aspect of the 

9 contact center function. Prior to my current position, I was a supervisor in FirstEnergy's 

10 Ohio contact center for approximately one year. In this position, I supervised the 

11 personnel who field incoming phone calls from customers. Prior to that, I worked for 

12 approximately one year as a quality monitor in the Reading call center. In this position, I 

13 assisted supervisors in ensuring that contact center personnel handled customer calls 

14 appropriately and in accordance with our procedures. Prior to that, I worked for two 

15 years as a team lead in the Pennsylvania contact center of FirstEnergy's predecessor 

16 company. In 1999,1 started as a call taker in the Reading contact center. Before coming 

17 to FirstEnergy, I worked in several capacities, from call taker to Vice President, at an 

18 automotive manufacturing company in New Jersey. I have completed business 

19 coursework at Rutgers University in New Jersey. 

20 Q3 What is the contact center? 

21 A3 The contact center is the location where FirstEnergy representatives answer incoming 

22 calls and other communications fi'om customers. 

23 
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1 Q4, What are your job responsibilities as Advanced Business Analyst? 

2 A4. My job responsibilities consist of a variety of oversight and process improvement 

3 fimctions in FirstEnergy's Ohio contact center, which serves the customers of Ohio 

4 Edison Company ("Ohio Edison") and the other FirstEnergy Ohio operating utilities. For 

5 example, the legislative and regulatory requirements governing how Ohio Edison 

6 operates are constantly evolving, and I am responsible for ensuring that the procedures 

7 followed by our contact center representatives reflect those requirements, as well as any 

8 new business decisions or initiatives implemented by the Ohio operating utilities. I 

9 review and revise the materials that are used to train contact center personnel to ensure 

10 that those materials accurately reflect the applicable procedures. I fi-equently consult 

11 with contact center agents and supervisors regarding those procedures, and I regularly 

12 assist them with questions regarding the proper way to handle specific calls, especially 

13 where an unusual issue or question arises. 

14 I often handle the contact center portion of investigations of damages claims submitted 

15 by customers of the Ohio operating utilities, including Ohio Edison. As part of this 

16 fimction, I review the notes of our contacts with customers that were made by our contact 

17 center personnel, listen to recordings of underlying phone calls between customers and 

18 the contact center, and speak with the employees involved in the claim. As part of this 

19 process, I determine whether the contact center procedures were followed. In my time at 

20 FirstEnergy, I have worked on approximately 100 such investigations. 

21 A large part of my job responsibilities also include working to improve the quality and 

22 efficiency of contact center operations. I frequently review the functionality of the 

23 contact center computer systems in order to identify ways in which the computer 
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1 processes can be improved, and I work with FirstEnergy's information technology 

2 personnel to implement these improvements. For example, I recently implemented a 

3 change to the order of computer "prompts"— t̂he automatic messages that appear on the 

4 computer screen to guide representatives through calls—that are used to handle incoming 

5 calls from 911 emergency dispatchers. As part of my process improvement 

6 responsibilities, I also review the results of customer satisfaction surveys taken by 

7 customers who call the contact center. Where a customer rates his or her experience as 

8 less than satisfactory, I will review the recordings of the underlying calls and work with 

9 the corresponding contact center representative to identify ways to improve performance. 

10 Q5. You mentioned that you review notes of phone calls with customers. Do contact 

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

12 A5. Yes, Our representatives are trained to create an entry in a customer's contact log every 

13 time the customer contacts us, whether by phone, e-mail, fax, letter or via our website, 

14 The contact log thus reflects any action taken by contact center representatives while on 

15 the phone with the customer, such as updates to a customer's phone number or other 

16 information, or whether the call was transferred to another part of the contact center. 

17 These logs are easily accessible by customer name, account number, business partner 

18 number or address. I frequently review these logs as part of my job responsibilities, for 

19 example, to investigate claims submitted to the claims department or to identify possible 

20 improvements in otir procedures. Further, every time a customer calls the contact center, 

21 the call is automatically recorded and retained for a period of two years. I also frequentiy 

22 review recordings of phone calls as part of my investigation and process improvement 

23 responsibilities. 
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1 Q6. Have you ever testiHed before the Commission? 

2 A6. Yes. I offered live testimony in Locker v. Ohio Edison, No. 05-1469-EL-CSSs regarding 

3 Ohio Edison's systems and processes for documenting customer contacts and regarding 

4 Ohio Edison's log of contacts with the complainant in that case. 

5 Q7. Are you familiar with the facts of the instant case? 

6 A7. Yes. I was asked to investigate commimications between Complainant and our contact 

7 center representatives and the facts underlying Complainant's dispute. To do this, I 

8 gathered and reviewed several documents and materials available on FirstEnergy's online 

9 database, including the contact log for the property at issue, which is 1930 Mahoning 

\Q Avenue in Warren, Ohio. I reviewed the Amended Complaint and the Answer to the 

11 Amended Complaint. I reviewed the contact center procedures and other materials that 

12 govern residential new service requests. I also listened to recordings of several phone 

13 calls between Complainant and contact center representatives. I understand that 

14 Complainant is disputing the removal of the meter at the 1930 Mahoning Avenue 

15 property in January 2009 because he believes that he applied for and established 

\6 residential service with Ohio Edison prior to that date. 

17 Q8. What is the purpose of your testimony? 

18 A8. The purpose of my testimony is to discuss the procedures that apply to initiation of 

19 residential electric service and the type of information required to be submitted in 

20 connection with electric service applications. I also will testify regarding the 

21 communications between Complainant and contact center representatives regarding 

22 service at 1930 Mahoning Avenue in Warren, Ohio. 

23 

new 
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1 H. OHIO EDISON'S PROCEDURES FOR INITIATION OF NEW RESIDENTIAL 

2 SERVICE 

3 Q9. You previously mentioned that you are responsible for ensuring that contact center 

4 procedures reflect the latest legislative, regulatory and business requirements. 

5 What are these procedures? 

6 A9. Contact center representatives are required to follow certain procedures in handling calls 

7 from customers. Because those representatives field calls regarding a variety of inquiries, 

8 problems, questions and other issues, there are a variety of procedures that our 

9 representatives must know and follow. 

10 QIO. Does Ohio Edison have procedures that govern the processing of applications for 

11 new residential service? 

12 AlO. Yes. Under Section II of Ohio Edison's tariff, in order for Ohio Edison to establish 

13 service with a customer, the customer must first make an application for service, which 

14 must then be accepted by Ohio Edison. These applications typically are processed by the 

15 contact center, and there are several procedures that must be followed in processing such 

16 applications. Specifically, the general procedures for handling new residential service 

17 applications are contained in a document titled "Procedure Form Tide: Move In Existing 

18 Residential And Non-Residential Business Partners - NJ, NY, OH, PA," which is 

19 attached to my testimony as Ohio Edison Exhibit B, 

20 There are additional procedures that apply to more specific scenarios that contact center 

21 representatives may encounter when dealing with new residential service inquiries. For 

22 example, where a customer requests service at a location where there has been 

23 unauthorized usage, the applicable procedures are contained in a document tided 
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1 "Procedure Form Title: Consumption / Use on Vacant Accoimts - NJ, NY, OH, PA," 

2 which is attached to my testimony as Ohio Edison Exhibit C. Where a customer requests 

3 residential service at a location where there has been no active service account for longer 

4 than one year, the contact center representatives refer to the procedures contained in a 

5 document tided "General Procedure: New Service Type Calls - NJ, NY, OH, PA" and 

6 follow the step-by-step procedures outlined in the document titled "AFS - Create a 

7 Reinstallation Notification." Those two new service procedure documents are attached to 

8 my testimony collectively as Exhibit D. 

9 Qll . What is a "reinstallation notification?" 

10 All. A reinstallation notification refers to the re-initiation of service at a particular location. 

11 For example, if an active account is closed and service at a property is disconnected and 

12 remains off for over a year, a customer who subsequently moves into that property must 

13 re-apply for service, and a reinstallation notification is required. By contrast, where a 

14 new customer moves into a property but service was not disconnected from the previous 

15 resident, a reinstallation notification is not required. 

16 Q12. You mentioned that if there has been no service and no active account at a location 

17 for longer than one year, an electrical inspection is required before service can be 

18 initiated. Where is that requirement reflected in these procedures? 

19 A12. In Ohio Edison Exhibit B, on tiie document labeled "OE 84," it states that "[i]f the meter 

20 has been inactive (vacant) for 13 months or longer, the call needs to be transferred to 

21 New Service/New Install. New Service/New Install will create a DR for an upgrade 

22 because the meter will require an inspection." 

23 
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1 Q13. What is "New Service/New Install?" 

2 A13. Because of the variety of types of calls the contact center receives, some of our 

3 representatives receive special training in order to handle particular types of inquiries and 

4 activities. For example, "New Service/New Install" refers to the group of contact center 

5 representatives who are trained to process new service requests. Thus, the procedures 

6 described above require that calls regarding new service requests be transferred to one of 

7 the individuals trained to handle those calls. Sometimes there are unusual complications 

8 that arise in an application for new service, such as where there has been meter tampering 

9 or unauthorized usage, or where the contact center representative is unable to verify the 

10 identify of the caller. Those calls are handled by another specially-trained group of 

11 representatives, who are part of the "Advanced Move-In" team. 

12 Q14. What is an "upgrade?" 

13 A14, An "upgrade" refers to the notification created by the contact center that initiates service 

14 in response to a customer's application. When an upgrade is created, the customer is 

15 assigned a imique accoimt number for the property, and an Ohio Edison crew will 

16 reconnect service to the location. In short, by issuing an upgrade notification, Ohio 

17 Edison accepts the customer's application for service, and service is initiated. 

18 Q15. What must a customer do in order to apply for new service at a location where there 

19 has been no service for longer than one year? 

20 Al 5. In order to apply for new service at a location where there has been no service for longer 

21 than one year, a customer must do two things. First, as noted above, the customer must 

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

2 location. 

3 Q16. What is that information? 

4 A16. That information is set forth in Ohio Edison Exhibit D. Specifically, the customer must 

5 provide (i) the voltage of the service required for that location; (ii) the amps for the 

6 service; (iii) the phase of the service (/.e., one or three phases); (iv) the kind of hot water 

7 source at the property (e.g., gas or electric); (v) the size of the hot water source or tank; 

8 (vi) the heating source at the property and the associated load {e.g., the type of furnace); 

9 (vii) the type of cooling source at the property and the associated load (e.g., the type of 

10 air conditioner); and (viii) a description of the major electrical appliances at the property. 

11 Once the customer provides this information, the contact center personnel can issue an 

12 upgrade order, which initiates service at the property. 

13 Q17. Why does Ohio Edison require this information as part of a customer's application 

14 for new service? 

15 A17. In order for Ohio Edison to safely re-estabhsh and provide power to a location where 

16 there has been no service for an extended period of time, Ohio Edison must know what 

17 kind of service the customer requires and what the load is expected to be. This allows 

18 Ohio Edison to ensure the adequacy and safe operation of the transformers and other 

19 equipment that will service the new location. 

20 HI. BACKGROUND REGARDING SERVICE AT THE 1930 MAHONING AVENUE 

21 PROPERTY 

22 Q18. Is there currently an active service account at 1930 Mahoning Avenue in Warren? 

COI-l454704vl - 8 -



1 A18. No. The most recent active service account at 1930 Mahoning Avenue was in the name 

2 of Joseph Page. That account was final billed and closed at the request of Mr. Page's 

3 wife in April 2005. A true and acciu-ate copy of screenshots from Ohio Edison's system 

4 that reflect the closed accoimt and date is attached to my testimony as Ohio Edison 

5 Exhibit E. 

6 Q19. Has Complainant established a residential service account at 1930 Mahoning 

7 Avenue? 

8 A19. No. As I explain below, although Complainant called Ohio Edison to inquire regarding 

9 service on several occasions beginning in September 2008, he never provided our contact 

10 center with the information required to make an application for new service. Moreover, 

11 as I explain below, although Complainant was told by Ohio Edison in January 2009 that 

12 an electrical inspection was required following the discovery of a broken meter base at 

13 the 1930 Mahoning Avenue property, to Ohio Edison's knowledge, Complainant has 

14 never obtained this inspection. 

15 IV. COMPLAINANT'S COMMUNICATIONS WITH OHIO EDISON 

16 Q20. Did Ohio Edison and the contact center make a record of Complainant's 

17 communications regarding service at 1930 Mahoning Avenue? 

18 A20. Yes. Ohio Edison retained both the written notes made by contact center representatives 

19 regarding Complainant's phone calls and recordings of several of the phone calls 

20 themselves. The contact log of those phone calls is attached to my testimony as Ohio 

21 Edison Exhibit F. A compact disc containing audio files of those calls is being submitted 

22 with my testimony as Ohio Edison Exhibit G, I have reviewed those contact log notes 

23 and listened to the phone calls. 
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1 Q21. When did Complainant begin calling the contact center regarding service at the 

2 1930 Mahoning Avenue property? 

3 A21. Complainant began calling regarding service at 1930 Mahoning Avenue in September 

4 2008. 

5 Q22. What was the nature of the flrst call? 

6 A22. Complainant's first call regarding service at 1930 Mahoning Avenue was on September 

7 10,2008. The notes regarding this call are included in Ohio Edison Exhibit F on the page 

8 labeled "OE 26." 

9 During that call, Complainant inquired regarding service at 1930 Mahoning Avenue and 

10 told the representative that the electricity was on at that property. At that time however, 

11 and as discussed by Ohio Edison witness Rick Padovan, there was no record of any 

12 metered usage at the property. Because the last active account at 1930 Mahoning Avenue 

13 was closed in April 2005, it was necessary for Complainant to obtain an inspection of the 

14 property before service could be initiated. After explaining this to Complainant, and 

15 recognizing that Complainant was requesting new service, the representative transferred 

16 the call to another representative trained to handle new service requests. This is reflected 

17 by the comment in the log, "tmsfrd to new srvc." 

18 Following the transfer, the new service representative again explained that Complainant 

19 would need to obtain an inspection before service could be initiated. The new service 

20 representative offered to initiate an upgrade order for Complainant, but Complainant 

21 declined and indicated that he would call back later. 

22 Q23. Did Ohio Edison initiate service at 1930 Mahoning Avenue for Complainant as a 

23 result of this call? 
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1 A23. No. Because Complainant still needed to obtain an electrical inspection of the property, 

2 and because Complainant had not provided the specific information required to initiate 

3 new service, Ohio Edison did not issue an upgrade notification order, and service was not 

4 initiated, 

5 Q24. Did Complainant obtain an electrical inspection of 1930 Mahoning Avenue? 

6 A24. Yes. Ohio Edison received a copy of an inspection release form from the City of Warren 

7 for 1930 Mahoning Avenue on September 26, 2008. In order to establish service, 

8 however. Complainant still needed to provide the specific load and service-type 

9 information for that property. 

10 Q25. What did Ohio Edison do in response to receiving the inspection release form? 

11 A25. Because Complainant had not completed an application for service, and because Ohio 

12 Edison thus had not issued an upgrade order for the service, there was no new customer 

13 of record at 1930 Mahoning Avenue. Consequently, Ohio Edison did not send a service 

14 crew to initiate service at the property. Instead, Ohio Edison personnel noted in the 

15 contact log that the inspection had been received so that if Complainant applied for 

16 service, the contact center representative would know that the inspection had taken place. 

17 Q26. When did Complainant next contact Ohio Edison? 

18 A26, Complainant called Ohio Edison again on November 5, 2008. 

19 Q27. What was the nature of this call? 

20 A27. Complainant called to indicate that he had obtained an inspection of the 1930 Mahoning 

21 Avenue property. Notes of these calls are reflected on the page labeled OE 28 in Ohio 

22 Edison Exhibit F. Because the call related to new service, the representative attempted to 

23 transfer the call to a new service representative, but instead the call was transferred to an 
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1 advanced move-in representative. When the second representative attempted to transfer 

2 Complainant to a new service representative, it appears that Complainant hung up 

3 without completing the transfer. This conclusion is based both on the way in which the 

4 call recording ended and the fact that no further notes appear on the contact log. 

5 Q28, Did Ohio Edison extend a "contractor's courtesy" to Complainant during this call? 

6 A28. No. There is no record of a "contractor's courtesy" being extended to Complainant, 

7 either in the notes of the November 5,2008 call or in any other calls. Moreover, I have 

8 never heard of a "contractor's courtesy," generally. 

9 Q29. Did Ohio Edison initiate service at 1930 Mahoning Avenue for Complainant as a 

10 result of this call? 

11 A29. No. Again, because Complainant had not provided the specific information required to 

12 initiate new service, Ohio Edison did not issue an upgrade notification, and service was 

13 not initiated, 

14 Q30. What happened next? 

15 A30. As described by Ohio Edison witness Rick Padovan, Ohio Edison began recording usage 

16 through the meter at 1930 Mahoning Avenue in October 2008. Because there was no 

17 active service account at that property during that time, the usage was unauthorized, and 

18 Ohio Edison witness Rick Padovan removed the meter on January 27, 2009. As further 

19 explained by Mr. Padovan, when he removed the meter, he discovered that the meter base 

20 was broken, likely as the result of prior tampering with the meter. 

21 Q3L Was Complainant informed in advance that power to the 1930 Mahoning Avenue 

22 was going to be disconnected? 
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1 A31. Yes. On January 7, 2009, Ohio Edison sent Complainant a "Dear Occupanf letter 

2 indicating that electric service was being used at the property but that no one had applied 

3 for service there. The letter indicated that Complainant had until January 21, 2009 to 

4 contact Ohio Edison or else Ohio Edison would initiate termination of service. The letter 

5 was sent to 1930 Mahoning Avenue, Because over two years have passed since this letter 

6 was sent, Ohio Edison no longer has a copy of the letter. However, Ohio Edison Exhibit 

7 H is the form that was used for that letter. Contact log notes reflecting the mailing of this 

8 letter and the deadline for Complainant's response are reflected on the page labeled OE 

9 28 in Ohio Edison Exhibit F. 

10 Q32. When was the next time Complainant contacted Ohio Edison? 

11 A32. The next time Complainant contacted Ohio Edison was on January 30, 2009. In fact, 

12 Complainant made multiple calls to Ohio Edison on that day. As both the contact notes 

13 and call recordings indicate, on each occasion, Complainant indicated that power had 

14 been disconnected to 1930 Mahoning Avenue. And each time, the contact center 

15 representative explained that the reason for the discormection was unauthorized usage at 

16 the property. Additionally, the representatives explained that Complainant would need to 

17 pay charges assessed as a result of the tampering and that, because the meter base was 

18 broken, Complainant would have to replace the meter base and obtain an additional 

19 inspection before service could be initiated. 

20 Q33. Did Complainant contact Ohio Edison again? 

21 A33. Yes. Complainant called Ohio Edison's contact center again on February 11, February 

22 24 and March 2, 2009 to complain about the service disconnection. The representatives 

23 explained that service was disconnected because of unauthorized usage and that 
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1 Complainant would have to pay for the unbilled usage as well as tampering charges 

2 before service could be initiated. 

3 On February 12,2009, Ohio Edison received a fax detailing his dispute. Based on my 

4 investigation of this communication, it appears that although the individual responsible 

5 for processing this fax properly filed it, he did not note our receipt of it on the customer 

6 contact log. However, on March 5,2009, Ohio Edison received a mailed version of that 

7 document. In it, Complainant continued to refuse to make the payment required to 

8 initiate service at the property, 

9 Q34. Is Ohio Edison currently insisting on payment of tampering charges in order for 

10 Complainant to initiate service at 1930 Mahoning Avenue? 

11 A34. No. Ohio Edison will not charge Complainant for tampering charges. 

12 Q35. Is Ohio Edison currently providing service to 1930 Mahoning Avenue? 

13 A35. No. 

14 Q36. Why not? 

15 Q36. As I describe above, where service at a location has been off for over a year, there are 

16 two items that a customer seeking new residential service must do: (i) the customer must 

17 obtain an electrical inspection of the property; and (ii) the customer must provide load 

18 and service information to Ohio Edison, Although Complainant obtained an electrical 

19 inspection in September 2008, he did not provide the necessary load and service 

20 information to Ohio Edison and therefore did not make an application for residential 

21 service. Moreover, to Ohio Edison's knowledge Complainant has not obtained an 

22 electrical inspection reflecting the replacement of the meter base, as Complainant was 
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1 advised by Ohio Edison. Until Complainant obtains this inspection, Ohio Edison cannot 

2 initiate new service for Complainant at 1930 Mahoning Avenue. 

3 Q37. Does this conclude your testimony? 

4 A37. Yes. 
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ProG^ure Form Tftte: Move In Existing Residentiai and 
N<»i-nei^deiftial Business Partner's - m , NY, OH, PA 

PURPCKIJE 

This process will guide representatives through the move-In process for existing resident) and non 
residential busfn^s partror's. 

DEFINITIONS 

COVA - DonsumiiAlon on Vacarit Accouhls. i=or ftjrtber information on COVÂ  ciiclc on the linlc Q. 

Existing Business Partner - Somebody that has eclsting servioa estat^lshed In tiieir name. 

e)qierian *- The agenc/ used to vei% klentfty through an applicants social security number. This 
agency also pno\ddes credit-rdated information. 

PROCEDURE 

RESIDENTIAL 

m 
The move^ can be pwformed by spealdng with the buslne^ partner, spoise^ buHder,̂ Reaitor, or 
Afc&wney, ThecaPefinus(:^^E»flyfe1ast4drgfeofthess#/lnbixi^ 

Searching for the bus'ness partner by sodal secutity number will be completed within the move In 
process. AM 1 ^ names pib<'fcted by acperian MUST be used when creating the business partner 
If the result of the search presents accounts with an outsitencllng balance, follow the 
POSit> ptwechira @. 

When a social seoimy nunti&r needs to be added U> an account or the social security screen Is 
presented during tiie move in process: 

1. Do not add the social security number 
2. The Advanced mo^^ In follow-up group wiii verify and add the social security number to tiie 

account 
3» Send an email to Move-In Application FoIIow-Up. Include the social security number and the 

customer's name 

Thet% Is not a shared meteiing rule. Advtee the bpsiness partner of the shared metering listed under 
the Edgerton iUrte Q and that tiie situation must be resolved faebween the landlord and the tenant. 

If the existing business partner is calling because they received a 10 day occupancy notice, follow the 
10 day occupancy notice pnoosdure [3, 

1Q2/0S/2011lvlove In Exisling Residential and Non-Residential Business Partner's - 1 ^ , NY. OH, PA Procedure 
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If somebody is calling about an Estate of or Executor of, see the Deceased Business Partner 
procedure @. 

If a pop up box "Chedc on Disconnection/NotiffcaBon" appears, verily the dais located n©{t to 
"Requested start Date" Js within the la^ 12 montiis. 

1. If the date has beesn active wRiiin tiie last 12 momhs, continue with tiie move In. 
2. If the met©-has been Inactive {vacwit)fw 13 months or tonger, the call needs to be 

transferred to NewiSenrtce/l̂ ew Install. New Service/New Install will create a DR for an 
upgrade becau^ die m e ^ wUI require an InspedJon. 

When perfornring a mow to on a premise wift a btodc order In "LOAD WET status 

1. DO NOT offer same day reconnect 
2. Advise the business partner the service Is scheduled to be shut olf today and It will be turned 

off. TTiesenitev^ be turned back on i ^ the end of tiie next business day. 
3. If ^business partner Insists on the service being turned on today, inform tiiem of tiie same 

day reconnect fee ̂  and that It must be paid pifor to seivfoe being turned on. Payments can 
be made by Ready'Pay, Credit card or IPS ( l l ie business partner MUST call back witii a 
reos'pt number to confirm payment has been made). 

• If an alert for Disconnect for Non-payment where the business partner will be moving In Is presented 
follow the POSP procedure. 

• If a COVA alert is presented, foUow tiie GOVA procedure IS. 

• If there Is an GAL attached at the property, follow the GAL procedure Ej, 

• If tiiere Is a no access situaitlon, follow tiie No Access procedure ISl. 

• If tiie business partner has questions In reference to PoweitSuard, follow tiie PowerGuard procedure 
@. 

• If presented wIGi a security deposit see tiie Security Deposit, Request Review and Release 
procedure @. 

• If an RS TOD meter ̂ ists at the premise, explain to tiie business partner the difference in load rates 
and tile monthly charges. 

• If an RS TOD meter does nbt exist at tiie premise and the business partner requests TOD; 
1* Go to Notification Tab > MCTR - Meter Work Notifteation > MRXR - Meter Exchange/Rate 

Change 
2, Change tiie new rate category by diddng tiie drop dovm box, dick on tiie line - Rate 

ciiegory and enter tiie first 6 characters of tiie infomation followed by an * (Btf PN„RS_*), 
dick the green check and double dick on the correct rate 

• If tiie business partner has existing service and Is calling for servtee at a new locatfon, verify If they 
want the service turned off at the ©dsting location. If the business partner does not want tiie 
©dsting service turned off at this time, document what wfll be happening to ttie existing service. 

• PfeicB a note (using CCC) on the account witii the first and last name of tiie person that called and 
any other details pertaining to the call. 

• The ONLY time a move-in vrfll be completed by an apgrtmgpt comply is when tiiey mail or fox tiie 

202/08/2011Move In Exisling BesKlentlal and Non-Residential Business Partner's - NJ, NY, OH, PA Procedure 
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"Service TVansfer Notice" (^utiioilzes Apt Complex Mgr to put service In tenant's name) tocated In tiie 
SAP FuBWment Center. Tô access the FulflIIm«it Center tiirough SAP, clfck on f=CR-Processrng a 
Fulfillment Center Request 

• The bigness pwtner may start service via phone, w^slte (www.firsfceneigycorp.com), or 
correspondence. 

• When a move in is being completed using conespondence and the bu^ess partner does not spedly 
if their Infomiation shouki be released to alternate suppliers, restrict the information in tiie box 
"Deregulation items" by selecting yes or no. The business partner's Infomiation should never be 
released witiiotft t i i ^ pemilsslon, 

NY 
• The move-fii can be perforrned bj; sijeaWng witii tiie business partner or an authorized 

landtord/owner 0 . The'"iail€a' rfiuS veirtfy tiie last 4 dlgfts'̂ of̂ ttie'ssiSf̂ n'order to'Dtrtaln'seifvice at '• 
anotheraddress. 

« Searching for the business partner by social security number wRI be o6m î&e3 within tiie move In 
process. All legal names piloWded by atperlan MUST be used when creating the business partner. 
I f the result of the seardfi presents accounts with an outstanding balance, fbltow the 
POSXD procedure gl-

» When a sodal security number needs to be added to an account or the social security screen Is 
presented during the move in process: 

1. ito not add the socbl security number 
2. The Advanced move In fbllow-up gnmp wni verify and add the social security number to the 

account. 
3. Send an email to MOve-ln >^plfcation Folkw-Up. Indude the sodal security number and the 

customer's name 

• Where shared metering esdsts, tiie so^ce must stay in the name of the property owner. Foitow tiie 
procedure for shared metering I3. 

• If tiie existing business partner is calling because tiiey received a 10 day occupancy notice, follow the 
10 day occupancy n<^ce prbcedure @. 

• If somebody Is calling about an Estate <^ or Executor of, see tiie Deceased Business Partner 
procedure Qt-

• If a pop up box "Check on q«sconnecUon/Notification" appears, verify the date located next to 
•^uestied Start Date" Is witiiln tiie last 12 montiis. 

1. If tiie date has beeji zKtive wltiiin tiie last 12 montiis, continue witii the move in. 
2. If tiie meter has b^n inactive (vacant) for 13 months or longer, the calf needs to be 

b:ansl^i^ to New IServIce/New Install. New S«v1ce/New Instell will create a DR for an 
upgrade beotuse the m ^ r will require an Inspection. 

• VWien perPOTnlng a move In on a premise with a btock order fn "LOAD FNET" status complete the 
folkwing steps: 

1. DO NOT offer sam0 day reconnect 
2, Advise tiie business partner the service Is scheduled to be shut off today and It will be turned 

off. The ser>rtce wll be turned back on by tiie end of the next business day. 

• If an alert for Disconnect for Non-payment where the business partner wIB be moving In Is presented 
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follow the 90SID procedure. 

I f a COVA alert Is presented, follow tiw COVA procedure 0 . 

I f tiiere Is an OAL attedied at tiie property, fdtow tiie OAL procedure Q). 

ff ttiere is a no access silajaBon, fbHow tiie No Access procedure B). 

I f presemed witii a seeurl^ d^josfl^ see tiie Security Deposit Request, Review and Release 
procedure Q). 

ff an RS TOD meter exists ^t tiie premise, ©(plain to tiie business partner tiie difference in toad rates 
and the monthly charges. 

I f an RS TOD meter does not exist at the premise and tiie business partner requests TOD: 
1. Go to Ncrtlflcation Tab > MHTR - Meter Work f«otfflcation > MRXR • Meter Baharige/Rate 

Change 
2. Chaige tiie new rate category by dicking tiie drop down bcx, dkk on tiie line * Rate 

Category and enter the first 6 characters (tf tiie Information foltovred by an * (EX/ PN_RS_*), 
cHck the green check and double dfek on the correct rate 

If the bu^ness partner has exi^ng servkie and Is calling for servtee at a new k>cation, verily If they 
want the service turned oflF at tiie existing kxation. I f the business partner does not want the 
existing service turned off at tills ^ t e , document what will be happening to tiie l is t ing service. 

i ^ e a note (using CCC) on the account witii the first and last name of the person that called and 
any o t h ^ dietells pertelning to the caH. 

The ONLY time a mov&-ln will be completed by an apartment complex Is when they mall or fox tiie 
"Service Transfer Notice" (Authorizes Apt Complex Mgr to put servtee In tenant's name) located In the 
SAP FuUnbnent Center or if bey are an auttiorized landlord/owner g). To access the Fulfillment 
center titrot^ SAP, dtok on FCR-Processlng a Fulfillment Center Request. 

The buidness partner may start service via phone, website {www.ffrstenergyoorp.oom), or 
correspondence. 

When a move in is bdng completed using correspondence and tiie business partner does not specify 
if ti^ir Information should be released to alternate suppUers, restrict tiie infomiation in tiie box 
'H^eregu^tion Items" by s e l ^ n g yes or no. The business partiier's infomnation should never be 
released without their permission. 

OH 
The move-in can be peibntied by speaking wfth the buslnes^partJier, customer contect, spouse or 
relative. The caller must-verify'-the last 4 digits of the s5#;-iri bnier to obteln service at another! 
acidfess; I f there Is doubt ^ to the validity of the person calling to request a move in, additional 
Infomiation may be r e q u e s t b ^ r e performing the move in. Appropriate remarks are needed 
detailing tfie reason ttie caBer Is required to provWe additional details. The details need to provide 
guidance fbr tiie nesd; agent to be able to proceed witii the move fn, tf tiie caller compftes witii tiie 
requirement 

ExI^ng Business Partners, who have not had active servioe for 2 years, will be run through Experian, 
to determine tiie need for a d^ jo^ t The system determines tiie need to query Expo'Ian. 
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• Seardiing for tiie business partner by sodal security number wfll be completed wittiln tiie move In 
prross, AS les^ names pMded by Experian MUST be used when creating the business partner. 
^«^«f®*" ' '^? thesearch presents accounts with an outstanding balance, follow the 
POSID procedure 0 . 

• When a social secutfly nuniber needs to be added to an account or tiie social security screen Is 
presented during the m y ^ in process; 

1. Do nol add the sodal secuiiy number 
2. The Advanced mows In follow-up graup will verify and add tiie sodal security number to tiie 

account 
3. Send an email to CffifoApplfcationFoBow-Up. Indude tiie sodal ̂ curlty number and tiie 

customer's name 

e Where shared metering ex i ^ , tiie service must stay in the name of the property owner. 

• If tiie existing business partner is caiHng because they re(^ved a 10 day occupancy notice, follow the 
10 day occupancy notice procedure Ql. 

• If somebody is calling about an Estete of or Bcecutor of, see tiie Deceased Bu^ness Partner 
procedure Q, 

• If a pop up box "Check on Disconnection/Notification" appears, verily the date tecated next to 
"Requeued Stert Date" Is v^tiiln ttie last 12 montiis. 

1, If the date has be^ active wHJiln the last 12 montiis, continue with the move In. 
2. If the meter has been inactive (vacant) for 13 montiis or longer, tiie call needs to be 

transferred to, New Sa-^^l^lew InsteD. New Servte^Nav Instell will create a DR for an 
upgrade because t ^ m ^ r will require an inspection. 

e When performing a move la on a premise witii a btock order In "LOAD FNET" stetus complete the 
following steps: 

1 . DO NOT ofier same day reconnect 
2. Advise the business p ^ e r the ̂ rvice Is scl^uled to be shut off tXKfay and It will be turned 

off. The service will be turned bade on by tiie end of the next business day. 

• If the customet Indicates that an unusual drcumstence exists and requests a same day 
reconnection bfetwreen the hours of 8:0Qam • 3:00pm Monday thru Friday: 
1. Advise tiie icustomer of tiie same day fee ($35.00), which will be billed If meter 

services Is able to honor the request, 
2. Consult a Contact Center Supervisor to obtein approval to contect meter services 
3. Contact m ^ servtees via telephone to det^mlne If a meter person Is available to 

reconnect tiie meter for a fee 
4. If met^seavtoes agrees to reconnect tiie meter: 

1. Process a same t ^ move in - enter the appropriate fee during the move in 
l̂ ocess 

2. The system wQI automatically print the same day order to meter services 
3. Edit the same day order to add remarks 
4. Send a telememo to the appropriate meter services department, Induding the 

notification number, confirming that a same day unblock for a fee has been 

5, If meter services DOES NOT agrees to reconnect the meter: 
1. Process the move tn for tite next business day (no fee). 

• If the customer indteates that an unusual drcumstence exists and requests a same day 
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reconnection between the hours of 3;00pm-6;00pm Monday thru Friday: 
1. Advise tiiecustomer of tiie same day fee ($35.00), whteh will be billed If tiie RDO Is 

able to horior the request. 
2. ConsuH: a Contact Center Supervisor to obtein approval to contect RDO 
3. Contect RDO via tetefrfione to d^smilne If a crew Is available to reconnect tiie meter 

forafK 
4. If the dispatcher agrees to send a crew to reconnect the meter: 

1.. Process a sane day move In - enter the appropriate ffee during the move fn 
(Hocess 

2. Tha system t^l automatically print the same day onder to RDO 
3. E<nt the same day ord^ to add remarks 
4. Force print the order Yiffth remarks to RDO 

5. If the dfspsitcher DOES NOT agrees to reconnect the meter; 
1. Process the move In for the n ^ business day (no fee). 

If an alert for D^nnect for Non-payment where the business partner will be moving In Is presented 
follow tiie POSID procedure. 

If a COVA alert Is presented, follow tiie COVA procedure @, 

If there Is an OAL attached at the property, follow the OAL procedure @. 

If there Is a no access situation, follow the No Access procedure & 

If presented with a security deposit, see the Security Deposit, Request, Review and Release 
procedure @. 

If tiie bislness partner has î ^sting service and Is calling for service at a new tocatk^n, ver^ if they 
want the seivtee tomed off ̂  tiie existing location. If ^ e business parijier does ntit want the 
existing servtee tumed off at this time, dociHnent vi^at will be happening to tiie existing service. 

Place a note (using 0CC5 <m tiie account witii the first and last name of the person that calfed and 
any other details pertaining to the call. 

Tha nfvii Y Hm̂  a mnuA-jn yuiit hft mmplfttari by an apartment complex is when tiiev mall or fax the 
"Servtee TYansfcr Notice" (/it^orizes Apt Compile Mgr to put servtee In tenants name) kicated In tiie 
SAP Fulfillment center. To access the Fulfillment Center tiirough SAP, dick on FCR-Processlng a 
FulfBlment Center Request. 

The business partner may sitert service via phone, website (wviiw.firstenergycorp.com), or 
correspondence. 

The move-In can be perfonjied by speaking with the business partner or an aut|iorIzed 
ler 11, TKe'cailer'rmist verily tiielasi"4 digits of tiie ss#; In'order to bbtain"i€ 

anotheraddmss 

• S^rdifng for the bi^fness partner by social ̂ curity number will be completed wfthin tiie move fn 
process. All le^l names pnmrtded by Btperiewi MUST be used when creating ttie business partner 
If the result of the seardh presents accounts with an outstanding balance, follow the 
POSID procedure @. 

• When a social security nunto* needs to be added to an account or the sodal security screen Is 
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presented during tiie move.ln process: 
1. Do not add tiie soc^l security number 
2. The Advanced movfe In foHow-up group will verify and add ttie sodal security number to the 

account 
3. Send an email to Mbve-In AppBcation FoHow^Up, Indude the sodal security number and the 

customer's name 

Where shared metering ©cl$ts, the servtee must stay In the name of the prapety ovmer. Follow the 
procedure f ^ shared metering © . 

I f the existing busbiess parkier Is caUbg because they received a 10 day occupancy notice, follow the 
10 day occupancy notice prjicedure Q|. 

I f somebo(^ Is calling about an Estate of or Executor of, see tiie Deceased Bi^Iness Partner 
procedure Is . 

I f a pop up box "Check on IpisconnectibrVNotification" appears, vertty the date located next to 
"Requeued Stert Date" is v^hin the last 12 months. 

1. I f the date has been active within the last 12 months, continue with the move In. 
2. I f the w^3^ has b^n Inactive (vacant) for 13 months or tonger, tiie call needs to be 

transferred to New Service/New Install. New Servtee/t4ew Instell will create a DR for an 
upgrade because the meta* wHf require an inspection. 

When peribrming a move in on a premise witii a block order in "LOAD FNET stetus complete tiie 
fbllow^g s ^ j ^ ; 

1 . DO NOT offor.sam^ day reconnect. 
2. Advise tiie businessj partner the service Is scheduled to be shut off today and it will be tomed 

crff. The servtee vi«) be turned back on by ttie end of the next business day, 
3. I f the ipusiness ii^rtfier insists on tiie servtee b ^ g turned on today, see a Supervisor. 

I f an alert for Disconnect for Non-payment where the business pariaier will be moving in Is presented 
foitow the POSID procedure. 

I f a COVA alert Is presented, foitow ttie COVA procedure ® . 

If ttiere Is an OAL attached at ttie property, firftow ttie OAL procedure E|. 

I f there is a no access situation, fcrflow tfie No Access procedure©. 

Sfthe bu^ness partner has questions In reference to PowerGuard, foitow the PowerGuard procedure 
@. 

I f presaital witii a security deposit, see tiie Security Deposit Request, Review and Release 
procedure @t. 

I f an RS TOD meter exists ^ tiie premise, explain to tiie business parbier the difference in load rates 
and ttie monthly charges. 

I f an PS TOD meter does not exist at the premise and ttie business partiier requests TOD: 
1, Go to Notification T&b > METR - Meter Woric Notification > MRXR - Meter Exdiange/Rate 

Change 
2. Change ttie new ratie category by clicking ttie drop down box, dick on tiie nne - Rate 

Category and entertiie first 6 characters of the Information followed by an * (EV PN„RS_*), 
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dick tiie green chedc and double dtek on ttie correa rate 

» 

If the business partner has exist&ig servtee and Is calling for service at a new iocatfon, verify If tiiey 
want tiie servtee turned offat the ©dstingtocatton. If the business partner does not want tiie 
existing s«vtoe turned ofi* at tWs time, document what will be happening to the exf^ng service. 

Place a wte (udng COQ o^ the accoimt *Wtii tiie first and last name of tiie per»)n tiiat called and 
any ot i i^ deteils pertaNr^ to the calL 

The ONLY tinre a move-In jwlll be cwnpleted by an apartment cpmplex Is when tiiey mail or fox tiie 
"Servtee Traiisfer Notice" (Authorizes fi^t Complex Mgr to put service In tenants name) located in tiie 
SAP Fidfillment Center or tf ̂ h ^ are an auttiorized landlmtVowner O)*. To access ttie Fulfillment 
Center tiirough SAP, dtek oh FCR-Processlng a Fidfillment Center Request 

The business partner may stert sen/tee via phone, website (www.fir5tenergycorp.com}, or 
con'espondence, 

When a move In Is being cdmpleted using correspondence and the business partner does not specify 
if titelr Information shoukf be released to alternate suppliers, restrict the information In ttie box 
"Denegulation It^Tis" by s> êcting yes or no. The business partiier's Information shouW never be 
released without thdr permteston. 

NON-Rl^nDENTIAL 

N3 
• Se^x:hing for the bu^ness paxbntv by tax kl with a t behind the number or social security number will 

be compiled witi^n the move In process. Example of a lax Id number: 12345678T 

• DO NOT offer same day reomnect 

• If tiie account Is a seasonal account such as fairs, festivals, private wttages, eto., see tiie procedure 
Seasonal or Move In's withlii 12 montiis H, 

• If a pop up box "Check on Dlsoonnectton/Notification" appears, verify tiie date located next to 
"Requited Stert Date" Is i ^ l in tiie last 12 mor^hs, 
1. If the date has been adtiw witiiln the la^ 12 months, continue witii the move in, 
2. If the meter has been Inactive (vacant) for 13 months or tonger, tiie call needs to be transfen^ 

to New Sen/fc^6W l^tell. Î few Sen^i^New Instell will create a DR fbr an upgrade because 
the meter will require ah inspection. 

• If a COVA alert is presented, foitow ttie COVA procedure Q, 

• If tiiere Is an OAL attached.at tiie property, fofiowtfie OAL procedure©. 

• If tiiere Is a no access sltuajcfon, foitow tiie No A<xess procedure O. 

• If ttie budness paxtn& has questions in reference to PowerGuard, foitow tiie PowerGuard procedure 
8). 

• If presented witii a security d^jo^t see the Security D^wsit Request̂  Review and Release 
procedure^. 
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• If ttie business partiier has exist&ig service and Is calling for service at a new Ux^on, verify if tiiey 
want ttie service tomed off at tiie odsting tocation. If ttie business partner does not want the 
existing sente turned ofl* ait tfife time, docunnent what will be haf^sailng to the existing service. 

• Place a note (using (XC) oii tiie account witii tiie ffrst and last newne of the pet^n who called, titie or 
rel^onshlp to tiie oiganfeaiJon, and tiie frfione nwnber If it is diflisrent tiian tiie plione number listed 
on tiie account 

• The business parijier may start servks vfe phone, website {www.fiwtenergycorp,com), or 
cxntespond îoe. 

• When a move In Is beli^ ccdnpleted iKsing correspondence and the tHisiness partner do^ not spet^ 
If thdr informatfon ̂ u l d Ise released to alternate suppliers, restrict the Information In tfie box 
"Deregulaaon items" by selecting yes or no. The business partner's information should never be 
released wittiout theft- pennll^ton. 

NY 
• Searching for the business partner by tax Id witii a t behind the number or sodal security number wlH 

be completed within the move In process. Example of a t ^ id number: 1234567BT 

• DO NOT c f̂er same day reconnect 

• If the account Is a seasonatjaooount such as feirs, festivals, private cotteges, etc., see tiie procedure 
Seasorml or Move In's witiilh 12 months Ql< 

• If a pop up box "Chedc on Dlsconnedfon/Notification" appears, verif/ the date tocated next to 
"Requested Stert Date" is v l̂ttiln tiie last 12 montiis. 
1. If tiie date has been adsve wrtttiin tiie last 12 montiis, continue with ttie move In. 
2. If tiie m^er has been Inactive (vacant) for 13 montiis or longer, tiie call needs to be transferred 

to New Servloe/New I n ^ L New Service/New Instell will create a DR for an upgrade because 
the m ^ r will recpjlre an Inspection. 

• If a COVA alert Is presented, follow the COVA procedure @|. 

• If tiiere Is an OAL atiBched let tiie property, follow ttie OAL procedure Bl. 

• If tiiere Is a no access situation, follow tfie Nb Access procedure©. 

• If preserved witii a security d ^ o ^ , see ttie S e c i ^ Deposit, Request, Review and Release 
procedure ^ . 

• If tiie business parfaier has existing servtee and is calling tor senrice at a new location, verifir If tiiey 
want tire service turned off" at tiie ©dsting tocation. If tiie bu^ness partner does not want ti)e 
existing servtoe tomed off at tills ti'me, document what will be happening to ttie existing service. 

» Place a n t ^ (using CCC) on ttie account witti the first and last name of the person who called, title or 
relationship to the organization, and ttie phone number If it Is difi'erent ttian the phone nwnber listed 
on the account. 

• The bu^ness partner may stert servtee via phone, vrebsite (www.ffe-stenergycorp.com), or 
correspondence. 
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• When a move in is being completed uskig conespondence and the business partner does not specify 
. ^ their Infbmiation shouW ^ released to alternate suppliers, restrict the Infomfiatton &i the box 

"Deregulation items" by sejecting yes w no. The business partner's Infomiation should never be 
released wittiout tiieir perrisston. 

OH 
• Searching for the busJrwss partner by tax to with a t behind the number or sodal security number will 

be a>mpleted vrfthin the m ^ ki process. B(ample of a tax Id number: I2345678rr 

e DO NOT offer same day reconnect, 

• If the customer Indicates that an um^ual drcumstence adsts and requests a same day 
reconnection bebween the hours of 8:003m - 3:00pm Monday thru Friday; 
1. Advise the customer of the same day fee ($35.00), whteh wQI be billed if meter services is 

able to honor tiie requ^. 
2. Consult a Contact Center Supervisor to obtein approval to contect meter servtees 
3. Contect meter services via t ^ t o n e to determine If a meter person Is available to 

reconnect tiie ̂ neter for a fee 
4. If meter savlces agrees to reconnect ttie meter: 

1. Process a same day move In - enter the appropriate fee during the move in process 
2. The system will automatically print the same day order to meter services 
3, Edit the same day order to add remarks 
4, Send a tel^emo to the appropriate meter s^vices department induding the 

notification number, confinning that a same day unblock for a fee has been issued. 
5. ffm^erser\tes DOES NOT agne^ to reconnect the meter: 

1. Process th^ move in for tiie nesct business day (no fee). 

• If tiie customer Imtotes that an unusual drcumstance eidsts and requests a same day 
reconnection between ttie hours of 3:00pmr6:00pm Monday ttiru Friday: 
1. Advise ttie customer of tiie same day fee ($35.00), whteh wUI be billed if tiie RDO Is able 

to honor the req îest. 
2. Consult a Contact Center Supen/isor to obtein approval to contect RDO 
3. Contect RDO ^ telephone to determine If a crew is avaliable to reconnect the meter for 

a f ^ 
4. If ttie dispatoher agrees to send a crew to reconnect tiie meter: 

1. Process a $ame day move in - enter the appropriate fee during the move In process 
2. The systeri will automatically print tiie same cfey order to RDO 
3, Edit the sahie day order to add remarics 
4, Force print tiie order wlUi remarics to RDO 

5. If ttie dfepatoher DOES NOT agrees to reconnect ttie meter: 
1. Process the move In for the ne)ft business day 

• If the account is a seasonal account such as fairs, festivals, private cotteges, etc., see tiie procedure 
Seasonal or Move In*s witiik 12 months Q. 

• If a pop up box "Check on pisconnecUon/Notiflcation" appears, verify the date tocated next to 
"Requested Stert Date" Is wfthin ttie last 12 montiis. 
1. If ttie date has been active wittiln tiie last 12 months, continue vrith ttie move in, 
2, If the meter has bean fiiactive (vacant) for 13 months or longer, the call needs to be transfenred 

to t̂ tew ServIĉ /'Î Iew I r ^ I I . New Sen^ic^ew Instell v^Ii create a DR for an upgrade because 
the meter will require an inspection. 

• If a COVA alert fo presented, foitow the COVA procedure 0). 
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• If tiiere Is an OAL atteched at ttie property, follow tiie OAL procedure @. 

• If tiiae is a no access situation, fottow tiie No Access procedure Ej. 

• If presentodv^ti) a swurityidepo^, see ttie Security Deposit, Reque^, Review and Release 
procedure @. 

• If tiie business partner has jexlsting service and is calling for s e n t o at a new tocatfon,vBri^ 
want the s^vtoe turned ofi" iat ttie exbttng tocation. ff ttie business partrrer does not want ttie 
a c l s ^ senrtee tomed ofi' alt this time, document what vtrili be happening to tiie existing service. 

• Place a note (using CCC) or} ttie account wltti ttie flrst and !a^ r»me ctf ttie person who called, titie or 
relation^^ to ttie orgwteation, ^nd ttie phone number if It Is difierent ttian ttie phone number listed 
on ttie account 

• The business parfaier may ^ r t senrfoe via phone, website (wwwJ1rstenergycorp.com), or 
conespondence, 

PA 
• Searching for the business partner by tax kf with a t behind the number or social security number will 

be compteted wfthin ttie move In process. Example of a tax W manber; 1234S67aT 

• DO NOT offer same day repnnect 

• ff the account Is a seasonaiiaccount sudi as fairs, festivals, private cotteges, etc, see Che procedure 
Seasonal or Move Irfs wittiih 12 montiis ©. 

• If a pop up box "Oieck on IjHsconnection/Notification" appears, verify tiie date located next to 
"Requested Stert Date* Is witiiln ttie last 12 montiis, 
1. If ttie date has been active wltiiin ttie last 12 monttis, continue witii tfie move In. 
2. If ttie meter has been to^ (vacant) for 13 montiis or longer, tiie call needs to be transferred 

to New ServIc^^New Instell, New Servte^/New Instell will create a C^ for an upgrade because 
tiie meter will require ah InspecCfon. 

• If a COVA alert Is presentecj, follow ttie COVA procedure @I, 

• If tiiere Is an OAL attedied at tiie property, foHbw ttie OAL procedure©, 

• If tiiere Is a no access situation, follow tiie No Access procedure 0 . 

• If presented wltti a securKjff deposit see ttie Security Deposit Request Rarfew and Release 
procedure @. 

• If tiie business partner has existing sen/Ice and is calling for service at a new location, verify If tiiey 
want ttie service turned off at ttie existing location. If ttie business partner does not want ttie 
ejdsting servke turned off qt this time, document what will be happening to the existing service, 

• Place a note (urfng CCC) on tiie account witti tiie first and last name of the person who called, title or 
rdatiOTShip to tiie organization, and tiie phone number If ft Is different ttian the phone number listed 
on the account 

• The bus&iess partner may start senrice via phone, w e b ^ (www.firs^ergyccM*p.com), or 
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connespondence. 

When a move In is being completsed using correspondence and the business partner does not spedfy 
If their infomiation shouU be released to alternate suppliers, restrfct ttie Infomiation in the box 
"Deregi^tion Items!' by setedftig yes or no. The business partner's Infomiation should never be 
released without th^r permfelon. 

REPORTS 

APPROVALS 

Manager Approval: Scott: Undsey, James Rey 

Cust Serv. Systems i^proyal: Cu^ Servtee Systems 

Approval bate; 07/27/2007 

Approval Date: 07/31/2007 

Utest Change: 3-4-0&-uncler all stebes removed > 2. Disregani ttie message "YOU MUST CALL THE 
BUSINESS OFFECE AND CCT4HRM THE STATUS". 3, Always check ttie radto butt:on next to ttie message 
"Meter Is Blocted/Create MRUB Ulet^ Unicode ton" under when a nottflcation is in LOAD FNET stetos 
9-19-08...under OH Res, removejd ttie bullets pertaining to TOD since it Is no tonger ofliered. 
9-22-08.,under PA > bultet 8 > #3-r^laced charging a fee tor same day senrice to SEE A SUPERVISOR 
& under all stetes added tiie linki to ttie POSID procedure. 
12-29-08'—The bult^ Items und^ Res ?md Non Res that said "Document the customer contect witti.,.." 
have been twanged to "Place a r̂ ote {usfrig OCT) on tiie account wltti,,,." 
6-7-10,..Per Carios.„no <imges ^ OH. Corrected attadrniwits to POSID 
8-16-10...added "Exteting B t s i n ^ Partners, v*o have not had active s e n t o for 2 years, will be ron 
ttirough E)^)erian, to detemnlne I N n«d for a deposit. The system detemilnes ttie need to query 
Btperian," 
l-7-ll.,.added "The caller must verify tiie last 4 digits of the ss#, in order to obtein service at anotiier 
address." 

Created; 

Last Modfffedi 

Modified by: 
Procedure No: 

08/iei/?000 

01/10/3fOIl 

Coordlnaton 
Sub Process! 
Sub Process ManaserCs): 

Renee RSqhew Review Date: 
SlSAA-&B$DE[>F013S525e93D 
Q07A45AA 

UsaMWeDer/RrstErtergy 
Customer interaction Cmer 
Sesott L Umteey/Ri5lEnerg/, 
3ame3S.Rey/FlrstBier9y 
07/10/20U 10:24:26 AM 

Print Procedurel 
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P r o c ^ u r e Fcmn Tit ie; Consumption/Use on Vacant Accounts -

NJ, NY, OH, PA 

PURPOSE 

This Procedure Is designed to oittkie how to Identify and bill a Customer for usage and to recoup revenue 
for the us^e consumed but no£ prev&^usly billed. Use on vacant accounts are generally Identified as a 
result of woridng Implauslbles Validation PoInC Z196. (Customer Accounting) 

Additional scenarios related to COVA accounts can be found wittiln tiie POSID procedure. 

DEf=ZNniONS 

COVA " Conswiptton on vacant account A premise tiiat shows Idiowatt: usage after the account is final 
billed. 

Implauslbles - A validity cbedc done by SAP/CCS of all actual m^er reading;! called Implausible 
Processing, Implausible processing takes place once the actual usage Infomnation from ttie field, botti 
periodte (on cyde) and Non-perjodlcs (off cyde) is uploaded Into CCS, but before ttie account Is billed. 
This check Is perfiormed in order to prevent Wiling enrors. 

VACB Notificatlcm - Vacant/Blodced - Meter shows use when the service was blocked and Is now 
unblocked. 

VUOM Notification - Vacant use on meter - Unbilled usage when the meter may w may not have been 
bkxked. 

Vailtlation Point Z196 - Ocoffs when consumption registers on a disconnected meter or Inactive 
(vacant) account. Thte error In<Sc?*es tiiat consumption of over 51 kWh has registered on a disconnected 
meter or an Inactive (vacant) account The usage may have registered on a blocked m^ia-or a 
disconnected InsfcaRation (cut at pole). In ttie case of a vacant account ttiere Is no active Business 
Partner, 

PROCEDURE 

jPusi;on;<gr Cffnta t̂ C^n^r Rgyî nw 
• Consun^stton on Vacant Account red al«t will appear during ttie move In process. 

• View the OMR (Meter Reacfing Ovewiew) screen for usage, 

• Appliances that may have been used In a vacant home or apartment: 
1. Electric heat or tiie blower on a gas fUmace 
2. Electric vrater heater 
3. Refrigerator or fieezer 
4. AirConditioning/f^ns 
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& Oehumlcfi^orhumldST^ 

Ask the new occupant que^tons to detemiine who is responsible for ttie unbilled servtee: 
1. What date did ttiey move into ttie properiy? Were ttieyresponsitte for service eariler? 
2, Was anybody woridng (painting, repairs, eto) in ttie house/apartment before ttiey actoaliy moved 

In? 
3> What date dkJ ttie lease or de^bea»ne^fecttve? 

If ttie unbilled usage is 100 kWh and higher for residential or 200 kWh and h^her for osmmerdal and 
ttie new party Is unwilling to accept ttie responsibility, deny the new party service - MIP - Deny 
Sewfce for Oonsumptton on a Vacant AcoouiU, Advise the new party, usage has been showing at 
ttiat premise and tiiey need to verify when tiiey moved Into ttie property before sente win be placed 
into tti^r name. Ask ttie new party to fox a ̂ s e , deed or mortgage for vertflcatton of tfieir 
occupancy date. 

Fax numbers - NJ, NY, PA - 610-939-8672 
Afl(^ OH-877-289-6374 

dtek here for EUP-

If-an addotmt W95, vacant^ more thari'-i2 mohttis with a disconnection date but the meter Was 
riw&r physfcally'bioclQecl/an InspedKoh h WOt-requlred. Isswe a nibve In.' 

If̂ t̂ '̂ aocount was vacant.fof.morei^h ̂ 2-.'months wltti a cllsconhection date'^rid ttie meter was 
6loacSi;%¥"[nspSatoh is poiiilrecl.'^'^mrt Issue a move inJ 

Back Dated Move-In with COVA 
• If it cannot be defeennined whettier ttie lights are on or off, assume the lights are off. If the 

servtee is off, ttie servtee wffl be turned on ttie next budness day. 
• When a back dated move In Is created, the system detemilnes what Initial reading shouM be 

used. 
• ff i t ee Is a pending VUOM notification on ttie account ttie system wiH complete ttie notififcation 

whai the move in Is created. 
• The system vrfli Identtfy^when tiie usage began, tiie last read date and the total kilowatt: 

consumption. 
NOTE: If th&e are 2 î fimlsesi, tiie consumption displayed during ttie move In Is for the first 
premise only. 

• If ttie Initial read Is estimated, advise tfie business partner of the estimated reading. 
• Enter contect Infomiation such as: who called, why ttie account is being back dated, was 

customer sal ted, etc 
• To create a back dated move In, follow ttie process - MIP - Backdating a Move In Witii or WItiiout 

f^Id NotiUcaOon in SAP. 

Back Dated Move-In virith COVA Nottflcation In Load Status 
• Ask If the business partner^ service Is off. 

- Yes/Unknown - The system cnsates an unblock no^kation. 
- No - Displays the VAC3 notfflcation Is In LOAD stetus, Oonted: tiie appropriate fi^d office. 

• If the ftekl office cannot conftnn If the block has been canceled, select Meter Is blocked/Create 
MRUB meter unblock for move in date, 

• Advise the business partner if tiie servtee Is already off, an unblock wili teke place the next 
business day. 

• To create a back dated move In ttiat Is in kaad stetus, follow the process - Backdated Move-In 
witii COVA Notification ih Load Stetus 
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Future Dated Move-In with COVA 
• Attempt to have the new party (owner or tenant) accept responsibPity for any unbilled 

consumption. 
• If ttie new jrarty Is unvsfliiing to accept responsibility for ttie consumption, ttie move in can be 

processed if; 
- The usage Is less than 100 kWh for resWentiai service 
- The usage lis less than 200 kWh for commercial senrtee 
- The consumptten Is okl and ttiere was no usage for 3 or more months 

• Ask if ttie business partner's senrice is off. 
- YesAJnknown - f^^ ttils selection if tiie business partner Is unsure If ttie ser^to is on or 
off. The sy^iemvi^ create an MRUB/Unl̂ odc nottflcation. 
- No - A read notification Is created. A pemling VACB or VOUM notification will automatically 
be completed by the system. 

• A readmg and/or uribfock will be taken on tiia n ^ business day. 
e To create a flitore dafsed move In wfth COVA, follow tiie process - MIP - Futore Dating a Move In 

Witii or Wittiout Field NWJfication in SAP, 

Future Dated Move-In with Cova iMotificatlon In Load Status 
« Attempt to have ttie new party (owner or tenant) acc^t responsibility for any unbilled 

consumption. 
• If the* new party Is unwIlKng to a c o ^ respons&Ility for ttie consumption, the move In can be 

processed If; 
- Residential service - The usage is less than 100 kWh 
'̂  Comm«x:lal service - The usage is less ttian 200 kWh 
- The consumption Is very oU and thse was no usage for a long period of time - seek a 
^(^rvlsor for asslstence If necessary 

• Ask if tiie business partner^s servtee is oflr, 
- Yes/iJnknown - Ihe system will create an MRUB/Unblock notification. 
- No - The syst^n vWII create an MRUB/Unbkick notification, Advise ttie business partner ttie 
service may be shut off today. 

• A reading and/or unbtodc will be teken on ti)e next business day, 
• To oeate a future dated move In witii COVA In load status, foitew the process - Future Dated 

Move-In wfth COVA In Load Stetus, 

In order to comply with theiPUC regulations, provide good customer service and capture any 
outstanding revenue, th^ tnnawlng guidelines will he used when handling PA accounts with 
use on vacant and final blocks. 

When woridng a final btock order MBMR, if It appears tiiat someone is living at tiie premise, senrtee 
personnd wKI leave a 72 hour riotice and will manually foltow-up. (VWII be requesting system foifow-up 
s^llar to the 10 day occupant notice) 

After the 3rd attempt to btock a mder and It Is unable to be blocked due to access, and If this is an ERT 
m ^ r , service personnel will note In comments: "ERT-No Blk", 

VACB or VUOM nottfteations wW be handled in accordance wKh Senate Bill 677 In a consistent manner at 
Metedr Penelec and Penn Power, 
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• VACB - bkxA and InsteU h^h integrity seal 
• VUOM - leave a 72 hour notice for occupant to apply for senrtee. Block tiie meter if applfeation Is 

not made 

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

Regional FoHoMMfp-

When m !̂ar sen̂ lces and customer accounting are unable to resohre "use on vacant accounts" due to 
access, hazanious conditEons, &t£., the account information will be fonvarded to a regtenal designee 
(TBD) for follow up and apprĉ Triate action. 

Customer Accounting Stoutiti(e! 

AFSOi 

(Afso now known as FlerdNet) 

If xrvlce personnel Is ismble to l̂ ock meter, change n^f^t ion from btock to read, cancel the 
disconnection documait and ttnal tiie account 

Discormected Meter Active Bi i^ne^ Partner: 

• Chedc the Disconnection Date and the Move In Date on the OBP screen in SAP, If ttie Disconnection 
D ^ Is prior to or ttie same date as tiie Move In Date, check the Disconnection Reason, If ttie 
reason Is '02*, Vacant Status E)isconnectton, Enter Reconnection. 

• Check ttie DIsconnectton D t̂e and the Move In Date on ttie OBP. If the Disconnection Date Is after 
ttie Move In Dat^ check ^e Disconnection Reason. If ttie reason is 'or, Disconnection Dunning 
Level has been Reached, check for payment̂ payment arrangements on or about the Disconnection 
Date. If found, enter Re<?onnecOon. If ttiere are no payments/payment anangements, Issue a 
telememo to REVI'ROTO^ telememo distribution box. Note the County ttiat ttie customer lives In 
on ttie titie line of ttie teteniemo.' Put tfie date tiie service was cut for nonpayment and ttie amount 
of t^age shovm from tiie periodic reading on the telememo also. 

• Ifyou need to speak to on4 ofttie CSRs regeading a notification, call 732-714-2819 (3-262-2819) for 
Central Jersey, This dispatch line Is manned from 6:30 a.m. to 9:00p,m,' Monday tiim Friday. If there 
Is a nottflcatibn ttiat is high priority contact John Shields at 73?-714-2827 (3-262-2827) and he wfll 
anange to have it w<»1ced. Contect Laurie Woods In Norti) J@sey for as^tence witii nottfteations 

R^ease tlie ImidausiMel 

R^ninderli A transformer raited senlte can not be blocked at tiie meter. This type of service 
must be cut at t ^ pole. Seek tiie assistance of a Supervisor or Senior before creating any 
notifications. 

Check meter indexes for pos^bie misreads or wrap around. If there Is an enor with a meter 
reading(s), conect the Imp^usibie meter reading using tiie appropriate Meter Reading TVpe Code, If 
ttiere is an error witii a previous meter reading, con-ect the meter reading using Qick on ttits 
Hotspot for EL29 TXN Implau^Ie conection 
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• Oiedc for proratecVestfmatecVfncomect 'Move-Ouf m^sr reading. I f tite move out reading was 
Inoon-ectiy estimated/jMiorated/read as detemilned by ttie Implausible, back out for rebllling, correct 
plausttJle meter reacBngs arid Issue a corrected final bHL 

• Oieck ttie OMR (Meter Reading Ovenrtew Screen), Verify that tiie Move Out meter reading is posted 
to the screen. If not update the Move Out meter reading. 

• Check pranlse for Owner Allocatton, I f tiiere fe Owner Allocation w d tiie system cffii not move the 
owner in, Move In the ovmer, Malnta&i Owner Allocatton and activate ttie Event create Billing Oreiers 
and bill ttie Customer. 

• Chec* the premise for Owner Infomiatton. If there Is an ovmer ?rtteched to ttie premise without 
Ovmer Aikxatton, contect the owner to detennlne who should be paying for the cs^nsumption. I f you 
are unable to contect ttie customer by phone, send the owner a Dear Occupant letiBr. 

• Check premise remarks for Information regarding any customers who may have been denied service 
for lulling POS ID, 
Click here to see the NJ and Ohto PodD Infonifiatton"> NJ OH 
Click here to see ttie PA and NY PosiD Infomiation-> PA/NY 

• Check Premise remarics for an existing open Revenue Protection Case. If there Is an open case 
number assigned, It would be toc^died In the text remarks on the premise. I f a case number already 
exists, no action is necessaiy, unless tiiere is still consumption on a meter tiiat was reb-tocked by 
rev&fiue proted^on. In tiiat case send an email to the appropriate Revenue Protedton Department 
Indteattng 'more usage on meto- ttiat was re-btocked", 

• Check for Siared Metering/NJ Edgerton. If shared metering is involved, follow the procedure In 
0-Net 
Clfck here to see ttie procedure for Penelec and MetEd->l2!. 
aick here for ttie JCPStL procedure«>Sl 

• Check the OBP for ttie last Business Partner at the premise and review the Meter Block Notification; 

1 - I f a M^er Kock notifteation was Issued and the Company was unable to block the meter due to a 
hazardous or other condition, attsmpt to coMact the owner. 

• To determine ttie ovwier's name: Ctorrtact ttie Tax Office or ttie Internet webate; for Apartment 
Compfcaffis b7 re>rte\flrtng the MRS screen for the Name of ttie Owner. 

• contact ttie ovwier by phone; I f you are unable to speak directty to ttie owner, leave a message to 
have ttie owner ccwitact the oimpany and update ttie irrfbmnatton on tiie Premise. FOltow up by 
sending the owner a Dear Occupant l ^ e r and create Owner Allocation (no CSC) (Link to Instructions 
on Creating Owner Allocation tn SAP) ' 

• While woridng COVA's if a FA custoner has felted POSID and not responded wittiln 10 days. It Is ok 
to send a block to the field. A btock can be issued Immediatdy In NJ for those customers tiiat failed 
POSID, Make sure tiie rem?irics on the notiflcaticm reads "Must Block Meter, Cust did not show lease 
and ID** Note; foHow propa* winter moratorium procedure 

If you are unabte to obtain the name and address of tiie owner, send a Dear Occupant Letter. For the 
f^rst m o r ^ ttie i^ter should oniy be sent If ttie usage exceeds 200 kWh for ttie montti or more ttian 20 
kWh per day. 

2 - I f a Meter Blocic notification was worked and there Is consumption on ttie meter, attsmpt to contect 
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ttieowner» 

To detennlne Oie owner's name: Contact the Tax Office; for Apartment Complexes, by reviewing tiie 
Ml^screen for the Nanrie of the Ovvnei7 contact the ovmer by phone. If you are unable to speak directty 
to tiie owner, leave a message to have them contact tfie company and update ttie Informatton on the 
Premise. BoJkw up by sendftig tiie owner a I5ear Occupant letiser Create Owner Allocation (no CScn (Unk 
to insttuctions on Creating ovww Altocation In SAP) 

Ifyou are unable to o b t ^ the name and address of the owner; 
l^r New Jersey/Ohio: Issue Notffteatlon VACB, In ttie Job Information area note: "Obtain 

customer name and i^one nundier or BLOCK and install Barrel Ixck*' (no barrel lock In OH), 
Customer finaied _ / _ _ / _ _ / use on VACANT. 

For Pennsylvania; Is^je Notifteation VACB and note "l>lod< and i n ^ l l high Integrity seal 

3 - If a Meter Btock notification Was worked and ttiere are notes indicating that ttie service was left on, 
update the DTRT onjer and take appropriate action. For example: 
• If m^er was not blocked d^e to weeAher conditions Issue a VOUM notifteation 
• If meter was not blocked due to access, bushes, etc: Issue a tele-memo to the appropriate bu^ness 

office to issue the customer the appropriate GUI letter 

4 - If ttie m^sr was blocked as- a result of Dunning and the Move Out was an Automatic Move Out, check 
for paymente/payment arrangem^ts on or about ttie Disconnection Date, If either exists, do back-out 
for rebilKng of ttie final bill, reverse ttie Move Out enter Reconnection, create baling orders and bill the 
account, 

5 - If the meter was btocked as a resuft of Dunning and the Move Out was an Automatic Move Out check 
for payments^payment amangemenfcs on or about the Disconnection Date, If there are no 
payment^^paymart arrangemeists, fesue a telememo to REVPROT-JC tetemano disbibution box. Note 
tiie County ttiat the customer jives In on the tttie line of the telememo. Put the date the sen/tee was cut 
for nonpayment and the amounl erf usage shown from the periodic reading on the telememo also. 
If you need to s p e ^ to one <rf ttie CSRs regaidlng a notification, call 732-714-2819 (3-262-2819) for 
Centtal Jersey, This dispatdi line Is manned from 6:30 a.m. to 9:00p.m, Monday ttiru Friday. If there Is a 
nottficatton ttiat is high priority oonted: John Shiekis at 732-714-2827 (3-262-2827) and he will an-ange to 
have it woriced. Qmtact Laurie Woods In North Jersey for asstetence vtfltii notifications 

afck here to display how to create a tele-memo 

INBOX -DISTRIBUTION LIST FOR PA & NJ : REV PROTECT 
INB0X-D3ST^BUTI0N UST FOR OHIO; REVPROT-CE, REVPROT-OE, OR 

REVPROT-TE 

• Check for Incomplete New Servtee woric. Search for a 'DR' notification. 

Moratorium n^ocedure for NJ and PA only 
• Continue to send Dear Occapant lettsrs and notifications as appropriate. When creating VACB's and 

VUOM's please note: "Obtain customer Info for billing - do not block" 
• Revenue Protection wlfl d ^ m i n e If a btock is required. All block orders for COVA will be Issued and 

worked under the Revenue Protectton umbrdla. 
• Ifyou suspect theft, Issue a MRRP nottdcation to Revenue Protection. 

Raleasa th^ Inriplau^btel 
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Remlndeni Transformer ra^d service can not be blocked at tiie meter; This type of service 
must be cut at the pole. Seek the as^stance of a Supervisor or Senior before creating any 
notifications. 

Active Meter no Business P a ^ e r : 

• Check meter mdeces for pds^ble misreads or wrap around. If there Is an enor wfth a meter 
readlng(s), oomect the Impfeiû ble meter nsadlngs using the appropriate Meter Reading Type Code. 
If tiiere is an error wltti a prevtous nieter reading, oin^ct the nieter reading using Transaction EL29 

• Check for prorated/esttmated/lnoarrect *Move-Oue meter reading. If the move out reading was 
inconectty estimatec^pforai)ec|/read as det?ermfned by the Implausible, back out for rebil0ng, comect 
plausible meter readbngs and Issue a connected final bill. 

• Ctektte Meter Reading Ovenrtew Screen, verify that ttie l̂ -toveCXrtm ŝr reading is posted to the 
screen aid If not> update the Move Out m ^ r reacflng. 

• Check premise for Owner ̂ location. If Owner Altocatton exists and the system did not automatically 
move die owner fn, Move-fa the owner, Malntein Owner Avocation and activate the Event create 
Billing Orders and bill ttie customer. 

• Check the premise for Owner Infomnation. If there is an owner atteched to the premise without 
Owner /̂ tocation, contect the owner to d^ermine who ^ould be paying for the consumption. If you 
are u n s ^ to contect the customer by phone, send the owner a Dear Occupant letter. 

• Ĉ ieck prem^ remarks forlnft^tnation regarding any customers who may have been denied service 
forf^IirgPCSID. Otek here to see tiie NJ and Ohto PosID Infonnation. C3ick here to see ttie PA 
and NY p o ^ Ii^nnatton. 

• Check Pr&nise remarks for an exlstit^ < ^ n Revenue Protection Case. If tiiere Is an open case 
number as^gned. It would be tocated In the text remarics on ttie premise. If a case number 
already eod^s, no action is necessary. 

• CJieck for Shared Meterlng/W3 Edgerton, If shared metering Is Involved, foitow ttie procedure In 
C-Net dtek here to see the procedure for Penelec and Me^Ed->8). Click here for tiie JCPSLL 
pro«dure->B| 

» C êck the OBP for ttre last Business PartJier at tiie premise and review Contects and Notifications. 
I-If the Move Out was created by a Move In, check the OMR. If Oie Move Out and Move In are 

not posted, update the indexes. 
2 ' If the Move Out was created by a Move In, ctteck ttie 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 
prevtous customer contacted us to oonflnn they were moving, back out the fihal bill, reverse the 

Move Out create billing orders and bill the account 
3 - If a Meter Btock Notjlficatton was created and never woriced and it is greata- than five days 

from ttie date requested, cancel tiie order and create notification VUOM. Enter Into tiie Infonnation 
area, "tiie original M^sr Block Nottficatton Number requested for _ / _ J L . was never woriced." Prorate a 
Move Out Meter Reacfing and bill ttie customer. 
• Check for Incomp!^ New $«vlce work. Search for a *DR' notification. 

Reminder}! Transformer ratai service can not be blocked at tiie meter. This type of service 
must be cut at the pole. Seek the assistance of a Supervisor or Senior before creating any 
notifications. 

Release the Imyriau^biel 
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Bilifatti Related,' 

Allaccounte are to be-blHed-and invoiced montiily.-»If a'ctetomeKlsfo Wiled for more than 60 
days, outsort tiie bflfs to be fon?rarded to ttie customer. Issue ttie make up bill letisr, and code the 
account disputed for 30 days us&ig ttie ODL bansadton. This vtrtO give ttie customer a diance to contect 
die Company for payment arr^gemerrts (If necessary) wfthoufe any dunning being pertbnned on the 
customer's account 

COVA EMMA Oises R^laoa I'ele-memo Process for Move In and Move Out 
The EMMA rww replaces tele-ntemo's that were sent to Back CMfice Billing when a backdated COVA Move 
In has oocun^. 
• case TVpe MIMO, Move In or Move Out Estimation l^li 
• case Category 2CME, COVA MI Ê E&nation f l̂l 
• Case Cab^oryZCMI, COVA MI ItequIredRfiverse/Re-Creation of MR Orders 

New BilUng Block Rea$ons Added to BUN Transaction 
When a COVA EWA case Is produced, tfie contracts are now btocked from blllihg witti new billing btodc 
reason 16 (COVA Backdated Move In). If a bill block reason of 16 is klentified, ttie Reblll Invotee (BLIN) 
process will not continue to Wll and Invcace tiie accomt If billing block reason 17 (Meter Audit) fa 
Identified, the BLIN process virtH' not continue to bHI and Invoice the contract account blliing btocks will 
need to be removed m a n u ^ after the conret̂ ton has beai made to tiie account 

REPORTS 

APPROVALS 

Manner Approval; Ke»y Goehrfng, Scott: Undsey Approval Date: 03/29/2004, 
06/03/2009 

Cust Serv, Systems Approval: Lisa Weller Approval Date; 06/03/2009 

Latest Changes: 3/21/06 changed several notificattons fitom cut at pote to disconnect meter, changed 
outsoring routine, bills no tonger retorned to CSR, added New Billing Enor information provided by 
Woricforce Development 
added Moratorium i^rocedure for customer accounting 12/7/06 gwen 
5-11-07—ccmected links to learning l&rary for back dated and future dated move in*5...Imw 
6/22/07 changed procedure under bBOng related to use CDL for creating dunning tock not MCA...dek; on 
V8/08 reviewed Sicon-ected beid links for ̂ e d POSID lnft>-LGran.,.on 1/9/08 conected printer number 
for rev prot.gpffester 
2/2B/0B conected learning library links conected links to FE Leaning Library (K. Amla) 
4/24/09 reviewed for customer Accounting - no changes at ttite tfine ML Ctough 
5-2&K)9-Under Customer Cbntact Center section > added the bullets that advise what to do if an account 

802/08/201lConsumptton/Use on Vacant Accounts - NJ, NY, OH, PA Procedure 
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w a s vacant for more than 12 montiis and ttie meter was and was no t btocked.. iweiler 
1 1 / W 0 9 : Removed 330-384-4754 & 330-384-4796 a s per email from David Mills. Semi-Annual Review -
fto changes -KS, 7/7/2010 reviewed for Customer Acoounttng - no c h a n t s a t this time ML Qough 

Created; 

UstKodilied; 

Moifllfodby: 
Procedure No: 

0^6/2003 

07/07/2010 

CoorcDnaton 

Sub Process; 

Sub Process Manager(8}! 

May (fiu Oough Review Dates 
5B00?4B978eAD4C98525«X!!A 
006C22'H' 

as î3nr1s®iirStenergycorp.com, 
ksheHdan^firstenergycorp.com, 
dIcennedyOflrsteietgycDrpxDni, 
customer Accounting, Customer 
Interaction center 
m y E. Oodvlng/RrstEnergy, 
Scott U Undsey/PlrstEnergv 
01/07/201104.*21:30 PM 

Print Procedure 
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102/14/2011New Service Type Calls - NJ, NY, OH, PA Procedure 

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

GENERAL ZNFORI^ATION 

• If somebody is requesting to apply for new construction or an ̂ g m m by fax, fax the Builder Install 
Request form fnam the electronic forms databaseO-

1. JCP&L, Met-Ed, Penelec and Penn Power - the fax numbter is 877-445-6369 
2. CEI, OE 8i TE - the fax number is 877-289-6374 

• New construction of any type including mobile homes 
• Upgrades of service (e>J/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 {cad/e that runs down the side of the home into the meter tfase) 
• 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 account was vacant for more than 12 months 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 seivice was pulled from the home and damaged (ex/entrance cable needs to be replaced) 
• Customer is having a generator Installed 
• Customer is going 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/home 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, dick on the attached procedure L3 

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

• N3, NY and PA - A-Base/Metal Back Meters - For furtiher details, click on the attached procedure Q 
and look under the Upgrades section. 

Reason Inspection 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 tiiat 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, dick on the link to see a list of inspection and non 
inspection territories B . 



202/14/201 INew Service Type Calls - NJ, NY, OH, PA Procedure 

APPROVALS 

APPROVALS 

Manager Approval: Scott Undsey, James Rey AppnDval Date: 06/03/2009 

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 
D6-09-08™no changes 
12-19-08....no 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 8i 330-384-4796 as per email from David Mills 
07-12-10...No changes needed per Caries and Renee 
1-26-22...no changes per Caries and Renee 

Created: 04/27/2000 Coordinaton Lisa M Weller/Fir^nergy 
Sub Process: Customer Interaction Center 

Uurt: Modified: 01/26/2011 Sub Process Manager(s): Scott L Lindsey/FjrstEnergy, 

James S. Rey/FirstEnergy 
Modified by: UsaM Weller Review Date: 07/26/201117:53:34 
Procedure No: 15F3FB6DBC48321685256BCE 

004500AA 

Print Procedure 
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faq_AFS-Create a Reinstallation Notification Page 1 of4 

AFS - Create a Reinstallation Notification 

step Action 
From the Knder screen, enter 

House No 

Street 

a t y 

Then click the Find Premise button. 

View in SAP 

.HptilftltiiElrM: 143U 

SIC 

Enter AFS in the Call Code box on 
the Environment Tree tab and click 
the Launch Process button. 

E^^.^i-xm-jrtTrS'e 

S i . S ^ @ fflfflS 
AFS ÎQunch Process 

Click the appropriate upgrade Work 
Type: 

RESU 

RESL 

COMU 

INDU 

R&]ocate-ChEcKFadiitiB5 

CommeTCiaf Dsvelopmerit 

Com^mordal Upgrade 

TiTdtî -3l Deva.topmem 

llttdustri Bl Upgrade 

liHerocate Service 
MjgJResiaenuai Developmem 
I^^ResjdeTrlisF Upgrade - koLoad Ad t̂ion_ 

Hesid&nSaiUpgpsde 
Install Temporary Service 
Mtinicip^ Transfer to" FE 
•Resî ienfial Upgrade -Revamp 

For Ohio Only 

Select the Waive Fee box and the 
reason code of No Active Contract 
Account. Click the Continue button. 

'H f̂J EJiK.«> CC^^^T rm ii'A i 

Enter the following information in the 
Contact Persons box. 

Reported By 

http://resite/-webhelp/Customer%20Care%20and%20Services%20Job%20Aids/p_^facLAFS... 2/10/2011 
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faq_AFS-Create a Reinstallation Notification Page 2. of 4 

Tel 

Contact Person (Efectrician) 

Tel 

Enter the Business Partner Number in 
the Rate Payer field. 

Enter the closest cross street or the 
pole number in the X-S^o le field. ^m^0. f̂sr 

Update the Connection Type if 
applicable: C^nJMQWp^' '''>̂ QQi 1 

Click the Goto Equipment Details 
button. Goto Eĉ uipm'ent-Detalls 

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

f&HowUpLRecf . r 

11 

12 

Enter the voltage in the Voltage field: 

07-120 

02-120/240 

03-120/208 

04-240/480 

Enter the amperage in the Amps field 

MOO Amps 

2-200 Amps 

3-400 Amps 

4-600 Amps 

5-800 Amps 

mmm$^M^X^ 

Wi^S^- U 

13 

14 

15 

Enter the phase in the Phase field: 

"/-Single Phase 

3-Three Phase 

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

Update the Heating Source, Heating 
Type, and Heat Load. 

Uti^sz-' 

hfey^aterjifge 

6lze (Gallons) 

http://resite/webheIp/Ciistomer%20Care%20and%20Services%20Job%20Aids/p_faq_AFS... 2/10/2011 
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faq__AFS-Create a Reinstallation Notification Page 3 of4 

16 

17 

18 

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

Note any additional large Appliances 
if known. 

Enter Remarks: 

Who called? 

What was requested? 

Advised inspection needed? 

Ohio Only: Also indicate that you 
waived the minimum service fee 
because the customer is requesting a 
reinstallation. 

Heating S&iirce f ] 

s c ^ ^ 
^^Hfeyy^^v 

-OsaSp©"aotiy-ce 

CpoIrn§T̂ $S& 

CauPLog^ 

AppQaWc^ 
•rirXi^^ •CsJ' 

'^ddan heat pump 

Kara AmecfBo cafted 1o 

re esiaciish =eri' aov inspeciion requrea-
iiwaivedfee due to re-instaliing meter 

19 Click the Summary Saeen button. ,-g[jmFii_atyScr,een. 

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

Verify the information and then click 
the Save button. 

NewSetvfce CaflParamet&r Screen 
'^mm^^^^mm^smmm 

. ^ ^ . ^ 

aataSarMC8j?squ9fiiocr 

SLm/nafV ScrasT fcvApplir 

losyogygope? 

21 Answer Yes or No to 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 
set blocked. 

'IS"0ue3LanrQrMc*-li 

^ 1 vAII a kiQue-ln fle r&qultecV 

y0* ' --1 .:Tpio 

22 Enter the appropriate Customer Oass 
and click the Continue button. 

Customer Class RESI 

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

http://resite/webhelp/Customer%20Care%20and%20Services%20Job%20Aids/p_faq_AFS... 2/10/201 
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feq_AFS-Create a Reinstallation Notification Page 4 of4 

I & Notification and Contact Infbrmaticjn @ / 

Notification Crsated 

Contad Creatgd 

000700031865 

10O0O0264DO7 

24 PA Companies Only 

Ask the customer ̂ e scripting and 
select either the Yes, No or Not 
Applicable button based on their 
response. _„___^ 

http://resite/webheIp/Custonier%20Care%20and%20Services%20Job%20Aids/p_faq_AFS... 2/10/2011 
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I Customer Contacts 

8 3 / 2 8 ^ ^ 
PTKsne atteapt 63 - SU Tt^e/.Invang Ftwie Ku«Mr 

!9eie't5.?6*6 C.S G^-^srat Pu^pcse Bate 

f o r i i^etters 
CiC Conracts 

Oisconne;tlCHt Nonce - OH i^slcfMLJa-
ALERT! Sensitive Account 

CCSBU-E 

ftBCsiv«<3 copy of flteed fro« s h e r i f f s saU oa^eo S-7-
38 for C Rlcnarfi S»lxn Tampering started a f ts r 9-5-
83 therefor* f m aiust be paici K* Uates in l<»tt«r 
tha-v he refuses -o pa/ as previous -sp had to ld M s . 

e3;@4f38% 15.3l|Dunnins -A^r.tt C^ai ]Pnof>e out of craer 
Pnofis a:Te*ci 09 - S^u Tcn«/Invalic Phone MuBtter 

I'• '•• '304^:573-6 |cs Cfnera^ Pu-'ccss Bate 

&3/32^2Sd» 
C RICHARD S^ITH 29S-iJ-3ee2 CAL,ED =AX£D U'O ( i2. '2 , NOTHI*-Ĵ j fiQ-D iD\'1} 
ro REP.AX HE '-IAKTEO TO MAI. C£RTIFn3 Gi\T ADDf̂ S? 76 S HAiN n ATTfM 
CUSTOMER CONTAT CENTsR 

;'<#ncS.-a G s ' ^ f r 

63/82/2^9 16:19}CIC Ccnsac'.s jGensral Inquiry 

concerntng f^v prot at ISK' aahoning avs nê -v warrsn p-e« •K*!* 
3932759—sa^-d had fgyed m dscusterrrs t ^ s : ' « needed on 2/12 
iQ2 and has .:ohf* fron son's fax that ' t isen* th^u and ae na 
0 a d v i c e his takes 24-48 hra to process and we TBOLJIO can h 
iiB 3nd s t i r nc serv-cs/ ' t r 'd i - a«?o^-'a*r 

•3J*3339^;JT \^m» - Rcdngus: 

&3f02/2^ft ©g.lSjCrsdit 4 CcMeC'.ionsJReaCy Pay Crsate ••Oe-v*3'?c-6 EAI-'X-It*wr€ 

e2f2S^2e9S T5:36JDunni«g -Auxo Di i l jPhsns cut of O'-der 
Ton*.'In*,alid Phone KuMer 

t ju i?iS" 'c '6 C5 Ss-iers' Pu'-^OSt 3aiC 
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Error! Filename not specified. 
«RTN_ADDR_1» 
«RTN_ADDR_2» 
«RTN_ADDR_3» 
«RTN_ADDR_4» 
«RTN_ADDR_5» 
«RTN_ADDR_6» 

«LETTER_DATE» 
«RCPNT_NAME_1» 
«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. 

To 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: w"vvw. firstenergycorp.com. Ifyou do not apply 
for service by «APPLY_DATE», 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» 

http://firstenergycorp.com

