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Question: 	COMPETITIVE ISSUES PHASE





	Please describe Entergy Gulf States' procedures for investigating non-outage trouble reports and billing errors.
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PUCT Staff has clarified that the definition of “non-outage trouble reports” means wire-related problems other than outages, such as voltage problems, security light problems, tree trimming needs, power surges, etc.  Certain non-outage emergency situations would be handled differently than described below.





The normal point of contact for recording a non-outage trouble report or billing error would be the Customer Service Center (CSC).


A customer would call the CSC to report a service problem such as voltage, tree trimming, security light.  The CSC agent would initiate a Service Request (SR) based on the type of problem being reported.  The SR ticket would printout at a field location or the Distribution Dispatch Center (DDC) and be assigned to the appropriate field personnel to investigate and make the necessary repairs.


A billing error would  be reported by a customer and then the CSC agent could send a SR directly to Customer Accounting Services (CAS), if it was an obvious 1,000 or 10,000 kwh overread, to have an adjustment made to the customers account and a corrected bill generated.  If there is a need to reread the meter, the agent would issue a SR that would go to the Meter Services department.  After the reread has been obtained by the field personnel, the reading would be returned to CAS.  The CAS representative would use the new reading to correct the customers billing, if the billing was incorrect.
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