
 
PSE's Response to PUBLIC COUNSEL Data Request No. 019 Page 1 
Date of Response:  March 21, 2017 
Person who Prepared the Response:  Kelli Wagner 
Witness Knowledgeable About the Response:  Greg J. Zeller 

BEFORE THE WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION 
 
 

Dockets UE-170033 and UG-170034 
Puget Sound Energy 

2017 General Rate Case 
 

PUBLIC COUNSEL DATA REQUEST NO. 019 
 
 
PUBLIC COUNSEL DATA REQUEST NO. 019: 
 
Re:  Direct Testimony of Greg J. Zeller, Exhibit No. GJZ-1T. 
 
Provide the total script used by IVR currently in use, showing the introductory message, 
each issue and option presented to customers, and how or when the customer is 
informed of the option to speak with a customer service representative. 
 
 
Response: 
 
Please see Attachment A to Puget Sound Energy’s Response to Public Counsel Data 
Request No. 019 to view the technical document for IVR call flow.  
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 Main Menu  

  
 

Main  From  From  From  From From PSE Welcome 
Menu Business Power Residential Report a  Start  Spanish 

Menu Problem Menu Payment 
 
 
 

Prompts play in spanish 
 
 

From Pay 
Arrange 2 

 
 

1 705 

From pay Greeting 
Arrange 1 7000 Queue 

Welcome to Puget Sound Energy Power 

2 706 Problem 
From 

Business 
Menu 

Residential 
Main Menu 3 707 Menu 

From 7001 
Hear 

If you smell gas, or to report a gas leak or cross bore, 
Balance 

press 1. If you are calling about a power outage, 
downed wire, streetlight, or for any other gas or 
power problem, press 2. Otherwise, residential From customers press 3. Commercial or business Business 

Outage customers press 4. Spanish language option press 5 4 708 Menu 
Status   Silent Option 8 – Dial by extension  

 
 

From 
Outage 

5 709 Set Lang=es-us Welcome 
Validation 

 
 

From Start 
Stop Move 8 710 Return to ICM 

From Billing Max Invalid Tries 711 
and 

Payment 
 

Max Time Out 712 Same as other matters 
From 

Ways to 
PayMenu 

 

From From From 
Outage Outage Busines 

Status 
Status Menu s Menu 
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 Power Problem  

  
From From From 

Outage Main Outage 
Status Menu Validation 

 
 
 
 
 
 
 
 
 
 
 
 

Power Problem Main Menu 

7002 

To report a complete loss of power, or to get an outage 
update, press1. To report a downed wire, press 2. To report a 
streetlight problem, press 3. To report dim or flickering lights, 
or partial power, press 4. For any other gas or power problem, 
press 5. To repeat these options, press star. To return to the 
previous menu, press 7. To return to main menu, press 9 

 
From 
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Status 
Menu 
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Status   
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714 

 

  Queue 

  
715  

  Queue 
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  Queue 

  
717 

 

  Queue 
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Main Menu/ 
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Outage 
Status 

   
Main 
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Outage Q 
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 Residential Menu  

  
From 
Main 
Menu 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Residential Main Menu 

7034 

For billing and payment matters, press 1. To start, stop, 
or move service, or for new construction, press 2. For 
our energy efficiency products, services, and 
incentives, press 3. For Web help, or for all other 
matters, press 4. To repeat these options, press *. To 
return to the previous menu, press 7. To return to the 
main menu, press 9 
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 Business Menu  

 
From From A 
Other Main 

Matters Menu 
BusinessMenuAH 

7115 

Make a payment or hear your 
* 855 balance, press one. For more 

No(bh) After Hours? Yes(ah/ho) To Main Options, press two. To repeat these 

7   612 or Other options, press star. To return to 
Matters previous menu, press 7. To return to 

667 668 the main menu, press 9 
To Main 

9 613 Menu A 669 * 
A   To Main 

0 857 Menu  Return 
Business Menu to Prev 

670 7 
Menu 

7065 Max Invalid Tries 858 

Make a payment or hear your balance, press one. 
For property management, press 2. For more Billing Q 671 9 
Options, press three. To speak with an agent, press Max Time Out 859 
zero. To repeat these options, press *. To return to Other 
the previous menu, press 7. To return to the main 3 856 Matters 672 2 
menu, press 9 

 

2 982 

 
From Acct 1 860 Queue 
Validation 

 673 1 
 

Account 
894 Success Status? Failure 895 Validation 

 
 
 

Hear 
Balance 

Billing Q 
 

To Hear 
7 626 Balance 

From 
B Hear 

Balance Main 
9 601 Menu 

 
PayOptionsMenu 

7108 1 602 Bill Matrix IVR 

To pay by phone, press, one. To speak to an agent for other 
billing questions, press zero. To repeat these options, press 
star. To return to the previous menu, press 7.  To return to the * 625 B main menu, press, 9 

 
0 611 

 

Max Invalid Tries 603 
Billing Q 

Max Time Out 604 

 

 
 

Application: PSE Main 

Customer:  Puget Sound Energy 

Engineer: Santhosh Avunuri Page:  5 of 20 10/07/2016 Version 7.12h 
 

Docket UE-170033 & UG-170034 
Exh. BRA-4 

Page 7 of 22



Outage Status 
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Error 
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Failure 

Error 

681 
 
 
 

682 

 
 
 
 

Secondary Q 

 
 
 
 

Report 
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You are about to report an 
outage, if you have reached 
this menu in error press 7 
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New 
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686 
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Your Outage has been restored. If you would 
1 like to re-open your outage press 1. to repeat 

these option, press star. To return to previous 
menu, press 7. to return to main menu, press 
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Yes 
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IsCallback Active? 
 

No 
 

 694 

From 
Callback 
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Problem    699 7 
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Main Menu 
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Outage Status 2 

Play Outage 07 

Outage 
Status 2 Play one time – 

Outage 
Information 

7029 Outage information is updated as it is received from our service managers and line 
crews. You may wish to unplug sensitive electronic equipment such as computers 
and televisions, to avoid damage during power interruptions. Remember: Safety is 
Number 1. Always treat all downed wires as live and dangerous.  509 

Disclaimer. Upon 
another Outage, 
repeat it one 
time. 

Play Outage 04 

985 Yes Estimated outage count > 
minimum count 

No 

 
7024 

 
 

7025 
 

7026 

 
Approximately 
EstimatedCustomerOutCount 

Customers are also affected in your 
area. 

Customer is also affected in your area 

 
 
 
 
 
 

987 

 
 

986 

 
988 Yes Valid Outage 

Cause? 
 

No 
 

Yes Valid Outage 
SubCause ? 

 
989 

 
 
 

991 
990 

Play outage 06 A 
7027 

silence 

 
 

Play Outage 03 
 

Play Outage 04 
 
 

Play Outage 06B 

7022 Outage was caused 
by 

7022  Outage was 
caused by 

 
7028 

SubOutageCause OutageCause We are working to 
restore your outage 

 
 
 

Yes Valid Restore No 
Time? 

 
 

992 993 

 
Play Outage 03 

7023 
 
 
 
 

7016/ 
7017 

The latest estimate 
for power to be 
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Appreciate Patience 

7119 3057 Appreciate 
Patient – Silence? 
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Callback 
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Outage 
callback 
Menu1 
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Outage 
callback 
Men2 

 
 
 

Callback Number Confirm 
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Our records indicate your contact number is 

Contact Number 

To be called back at this number, Press one. To 
enter a different number, Press two 
If you prefer not to be called back, Press three 
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Please enter your 10 digit phone 
number now 
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Max Time Out 
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Max Time Out 
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Queue 
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Account Authentication 
 
 
 

From 
Account 

Validation 
 
 
 
 
 
 
 
 
 

Last 4 SS? 
 
 

No 

 
 
 

Yes 

 
 
 

819 

 
Enter SSN 

7043 

Please enter the last 4 of your SSN 

 
 
 

Last4SSN 

 
 
 

909 

 
 
 

Match? 
 

No 

 
 
 

Yes 

 
 
 

822 

 
Max Invalid Tries 

820 

 
910  

Return 

 
823 

 

Max Time Out 911 

 
 
 
 

DOB? 

 
 
 

Yes 

 
 
 

821 

Enter DOB 

7044 

Please enter your DOB in 2-digit 
month, 2-digit date and 4-digit year 

 
 
 

916 

 
 
 

Match? 
 

No 

 
 
 

Yes 

 
 
 

824 

 
NOT Authenticated 

 
 
 

826 

 
 

Max Invalid Tries 

Max Time Out 

 
 

914 
 
 

915 

 
 
 

Return 

 
825 

 
 

Return 
 

Return 
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 Start Stop Move  

  
From 

Residential 
Menu 

 
 
 
 
 

Start, Stop, Move, Menu. 

7045 

To start new service, press 1. To stop or discontinue service, press 2. To 
move existing service to a new address, press 3. For new construction, 
press 4. For all other service requests, press 5. To repeat these options, 
press *. <slight pause>. To return to the previous menu, press 7. to return to 
main menu, press 9 

 
 

1 828 

 
Basic/Sec/Adv/Trainee 

Yes 830 
      To   Validated 

2 829  Account ? Basic/Sec/Adv/Trainee 
Validation 

No 831 

 
Basic/Sec/Adv/Trainee 

YES 

   To   Validated 833 
3 832 Account ? 

Validation Basic/Sec/Adv/Trainee 
 

CCS NO 
4 835 Menu 834 

 
Basic/Sec/Adv/Trainee 

5 836 

* 837 Other Matter 

To Res 
7 838 Main 

Return to ICM 
Menu 

(Disconnect) 
To Res 

9 634  Main 
Menu 

Max Tries 

Max Invalid Tries 839 7085 
We’re sorry, we are unable to process your 
request. Please hang up and try your call 
again or visit us on the web at 

Max Time Out 840 www.pse.com.  Good Bye 
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 Other Matters  

 
From From 

Business Resident 
Menu ial Menu 

 
 
 
 

All Other Matters Menu. 

7047 

For Web site help, press 1. For energy-efficiency products, 
services, and programs, press 2. For installation of new gas or 
electric service, press 3. For leased equipment, press 4. For 
service or repair of gas appliances, press 5. To speak with an 
agent, press 6. To repeat these options, press *. slight pause To 
return to the previous menu, press 7. To return to main menu, 
press 9 

 
 
 

     
1 843 

 
 
 
 
 

2 844 
 
 
 

3 845 
 
 
 

4 846 

Open 24/7 5 847 

 
 

6 848 
 
 

* 849 
 
 

7 850 
 

 
9 850 

 
Max Invalid Tries 

 
 

Max Time Out 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
To   

Account 
Validation 

 
 

        Energy             

       Advisors  

 
 

CCS 
 

 
 
 
 
 
Leased Services  

 
Account  
Validation 

 
 
 
 

Queue 
To Res 
Main 
Menu 

No 
From 

Business 
Menu? To 

Yes Business 
Menu 

851 
 

 
852 Queue 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

YES 
 

 
Validated 

? 

 
NO 

 
 
 
 
 
 
 
 
 
 
 
 
 
          YES 
 

Validated 
? 

 
NO 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
841 

 
 
 

 
842 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

854 
 
 
 
 

853 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
WebTeam 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Queue 
 
 
 

Queue 

 

 
 

Application: PSE Main 

Customer:  Puget Sound Energy 

Engineer: Santhosh Avunuri Page:  12 of 20 10/07/2016 Version 7.12h 
 

Docket UE-170033 & UG-170034 
Exh. BRA-4 

Page 14 of 22



Hear Balance 
 

From 

A Busines 
s Menu 

From 
Billing & 
Payment 

 
Play Balance 

 
7015 – As of Today’s date/most recent posting date 

 
If .TotalCreditAmount > 0.00 

7100 – Your account has a credit of  TotalCreditAmount 
 

If PledgeAmount > 0.00 
7101 – Your account has a pledge of    PledgeAmount 

 
 
 

 605 
 
 

606 
 
 

607 

 
 
 
 
 
 

616 
 
 

To 

 

Clear previous account 
information and step through 

acct validation 
 

NO 

 
 
 
 
 
 

618 

 
 
 
 
 
 
 
 

Queue 
 

If PastDueAmt >0.0 

7103 – Your account has a past due balance of    PastDueAmt 
If TotalAmountOwing >0.0 

523 

608 
# 

Account 
Validation 

Validated     
? Yes 617 A 

7104 – The total amount owing is 
7105 – Current chages due on 

 

If PastDueAmount <= 0.0 

TotalAmountOwing 
LastStmtDueDate 7116 Are 

<PayAmount> 
 

* 615 

 
7102 – Your account has no outstanding balance due at this time 

 
If CreationDateTime !=null 

609  
1 861 

Report a 
Payment 

7106 – The last payment was applied on   CreationDateTime 
7107 -  In the amount of  LastPaymentAmount 

 
7053 

To repeat this information, press *. To lookup another account, press # 

610  
2 862 BBiillllMMaattrriixxIIVVRR 

No 872 

Payment 
Arrange 
ments 

600 

Return to 
Business 

Menu 

Yes 
From 

Business 
Menu? 

From 
Report a 
Payment 

No 999 

From 
PayOpti 

ons 

3 863 

4 864 

 
Prior 

obligation 
? 

 
 

Ways to 
Pay 

 
 
 
 

873 

 
 
 
 
 
 

Queue 

 
Hear Balance Menu 

7054 To report a payment, press 1. 
To make a payment now, press 2. 
To request a payment arrangement, press 3. 
For payment locations or mailing address, Budget Billing, or for 
other ways to pay, press 4. 
For a copy of a bill, or a billing summary, press 5. 
For all other billing and payment matters, press 6To repeat these 
options, press *. 
To return to the previous menu, press 7. 
To return to the Main Menu, press 9. 
If this completes your call, you may hang up now. 
To speak with a representative, press zero. 
Otherwise, thank you for calling Puget Sound Energy. 
long pause and hang up: allow all commands and zero up until the 
hang up. 

 

5 865 
 
 
 
 
 

6 866 
 
 
 
 

7 868 
 
 
 

9 869 

 
 
 

Sec/adv/spanish 
No 

Prior 
obligation 

? 
Yes 

To Billing 
and 

Payment 
 

To Main 
Menu 

 
 
 
 
 

874 
 
 
 
 

875 

 
 
 
 
 
 

Other Matters 
 
 
 

Queue 

 
Max Invalid Tries 

* 
870 

 
 
 

522 
 

Queue 

Max Time Out 
 
 

* 

871 
 
 

867 

 
Queue 

 
B 
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 Ways To Pay  

 From From Pay 
Balance Arrange 2 

 
Ways to Pay 

7055 

For payment locations and hours, or for the payment mailing 
address, press 1. To make a payment now, press 2. To set 
up automatic payments from a checking or savings account,   938 
press 3. For our Budget Payment Plan, press 4. For all other 
billing and payment matters, press 5. To repeat these 
options, press *. slight pause To return to the previous menu, 7 
press 7. to return to main menu, press 9 

 

Ways to Pay 
Ways to Pay repeat menu 

7056 7057 
1  920 “To mail a payment, please address your To repeat this message press *. envelope to Puget Sound Energy, P.O. Box To return to the previous menu, 91269 Bellevue, WA 98009… Payments can press 7 

also be made online at www.PSE.com.” 
 

939 * 

Yes 
929 

To    Validated Transfer to Bill Matrix 
2 921 Account ? No 

Validation 930 

 
 

Yes 
931 

  To Validated Queue 
3 922 Account ? 

Validation 
932 

No 
 

Yes 933 

QueueSecondary/Adv   To 
Validated 

4 923 Account 
?
 

Validation 
934 

No 

QueueSecondary/Adv 

No 

5 924 Prior 
obligation 935 

? Other Billing 
* 925 

 
To Res Yes 936 

7 926 Main 
Menu 

To Res Queue 

9 635  Main 
Menu 

 
Max Invalid Tries 927 

 
Max Time Out 928 Queue 
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Payment Arrangments 
 
 

From Hear 
Balance 

From Billing 
and 

Payment 
 
 
 

948 
 
 

Payment Arrangement   
Eligible Ind No 

 
949 

 

Yes 
 

950 
 
 
 
 

GetInstallmentPlan 
 

Success 

 
 
 

Failure 

 
 
 

951 

NoPayArrangeAvail 

7073 

We are sorry this account isn’t 
eligible for an arrangement at this 
time. 

 
952 

 
998 

 
 
 
 

From Pay 
Arrange 1 

paymentArrgNetDueDate1 or 
paymentArrgNetDueDate2 is    

NULL 
 
 

No 

 
Yes 

 
953 

 
 
 

Queue 

 

954 

 
Payment Arrangments 

7070 To extend the due date of your total balance by 10 business 
days, press, one. To pay half of your total balance within 5 
business days and the remaining amount on or before 

 

  
 

 
7071 

press, two. 
To speak to an agent, press zero 

 
* 955 

 

1 956 

 
 

Pay 
Arrange 1 

 
 
 

2 957 
Pay 

Arrange 2 
 

0 958 
 

Max Tries 

Max Timeout 

959 
 
 

960 

 
 

Queue 
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Report a Payment 
 
 
 

From Hear 
Balance 

 
 
 
 

Dunning  
Level = X? 

 
Yes 

 
940 

 
No 

 

941 
 
 
 

Paid Amount     
>0.0? No 

 
942 

 
Yes 

 

943 
 
 

Report a Payment Menu 

7066 Our records indicate that you have made a 
payment in the amount of 

 
7067 

 
 

paid on 

Paid Amount 

 
Paid Date 

 

7068 Please allow two business days for this payment 
to post to your account 

To repeat these options, press star. To return to 
previous menu, press 7. To return to the main 
menu, press, 9. To end this calls simply hang up. 
To speak to an agent, press, zero. 

 
 

* 619 

 
0 944 

 
 
 

9 945 

 
Main 
Menu 

 
 
 

7 620 

To Hear 
Balance 
Menu 

 
Max Invalid Tries 946 

Max Time Out 947 
 
 
 
 
 

Queue 
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Pay Arrange 1 

 
 
 
 
 
 
 
 
 

Create Installment      
Plan (Extension true) Failure 

Success 

 
962 

 
 

Payment Arrangment 1 

7074 Your payment arrangement is 
complete. Your balance of 

Amount 
7075 due on or before 

Date1 
 

To hear this arrangement again 
press star. To return to previous 

7076 menu, press 7. To return to the main 
menu, press 9. Or simply hang up to 
end this call 

 
 
 

* 
 

 
7 

 
 

0 
 
 
 

9 
 
 
 

Max Invalid Tries 
 
 
 

Max Time Out 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
961 

    

 
 
 
 
 
 
 
 
 
 
 

963 

  

 Payment  
621 Arrangeme 

nt Menu 
 

 
964 

  

  Queue 

  Main 
965  Menu 

 

966 

  

 
967 

  
Queue 
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Pay Arrange 
2 

 
 
 
 
 
 
 
 
 

Create Installment 
Plan (Extension Fail 

false) 

 
Success 

 
 

969 
 
 
 
 

Payment Arrangment 2 

7077    Your payment arrangement is complete 
7078 And the remaining balance of 

Pay Arrangement Amount1 
7075    due on or before 

paymentArrgNetDueDate1 

7078   And the remaining balance of 
Pay Arrangement Amount1 

7075    due on or before 
paymentArrgNetDueDate2 

 

7079 To make your first payment now using the 
pay by phone system, press one. To 
repeat your arrangements press star. To 
return to the main menu, press 9. Or 
simply hang up to end this call 

 
* 

 
 
 

1 
 
 

 
9 

 

 
Max Invalid Tries 

 
 
 

Max Time Out 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

968 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

970 
 
 

 
971 

 
 
 

972 
 
 

973 
 
 
 

974 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Queue 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Ways to 

Pay 
 

 
Main 
Menu 

 
 
 
 
 
 

Queue 
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R 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Billing and Payment  

 
From From From 
Hear Residential Energy 

Balance Menu Advisors 
 

 
Billing and Payment Menu 

7035 

For balance due and last payment received, press 1. To make a 
payment now, press 2. To request payment arrangements, press 
3. If service was interrupted for nonpayment, press 4. For 
payment locations, mailing address, or for other ways to pay, 
press 5. For all other billing and payment matters, press 6. To 
repeat these options, press *. To return to the previous menu, 
press 7. To return to the main menu, press 9. 

 
 

   
1 775 

 
 
 
 
 

   
2 778 

 
 
 
 
 

3 781 
 
 
 

     
4 784 

 
 
 

5 787 
 
 

   
6 790 

 
 

   
7 793 

 
 
 

9 793 

Max Invalid Tries 794 

Max Time Out 795 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

To    
Account 

Validation 
 
 
 
 

To  
Account 

Validation 
 
 
 

To    
Account 

Validation 
 

 
To    

Account 
Validation 

 

To Ways to 
Pay Menu 

 
 
 

To    
Account 

Validation 

Residential 
Menu or 

Hear 
Balance 

 
 
 

Residential 
Menu 

 
 
 
 
 

Queue 

 
 
 
 
 
 
 
 
 
 
 
 

774 
 
 
 
 

* 
NO 

Validated 
? 

 
 

YES 
 

Validated 
? 

 
 
 

YES 
 

Validated 
? 

 

YES 
 

Validated 
? 

 
NO 

 
 
 
 

 
Validated 

? 
 

YES 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Yes 
 
 
 
 
 

   
NO 

 
 
 
 
 
 

NO 
 
 
 
 
 
 
 
 
 

 636 
 
 
 
 

   
NO 

 
 
 
 
 
 
 
 
 
 
 

776 Queue 

To Hear 
Balance 

777 
 

BBiillllMMaattrriixxIIVVR 

779 
 
 

780      

 
Queue 

Payment 

782 Arrange 
ments 

 

783 
 

Prior Queue 

obligation  NO 
? 

YES 789 
 

788 
 
 

Queue 
 

Queue Queue 
637 

 
Prior 

obligation Yes 
? 

No 

792 791 

 
 
 

Queue Queue 
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From Any 
Queue 
Node 

Queue 
 

Bypass the open/close check for the following: 
• Leased Services 
• BillMatrix 
• Energy Advisors 
• Power Problem Options 
• Outage 

 
 
 

Hours of operation:- 
CAC 7:30 AM – 6:30 PM 
EA 08:00 AM – 5:00 PM 
LS 24x7 
CCS 7:00 AM – 5:00 PM 

 
Closed? 

 
No 

Yes Holiday? Yes 
 

No 

 
 

Holdiday Closed Message 

7094 

We are currently closed for all services except 
emergency operations due to the holiday. Please 
call back on the next business day. 

 
Billing 

Exception 
flag 

No 

 

Yes 

 

Regular Closed Message 

7095 

We are currently closed for all services except emergency 
operations. Please call back during normal business hours 
Monday thru Friday 7:30am -6:30pm Pacific Standard Time. 

 
 
 
 
 
 
 

Return to ICM 
(Disconnect) 

 
 
 

Regular Transfer Message 

7097 

Please hold while your call is transferred 
to an agent. This call may be monitored 
or recorded for quality control purposes. 

 
Billing Exception Transfer Message 

7096 

Please be advised that customer service representatives 
will verify your information do to identification requirements 
and to protect your account thank you for your patience 
while we connect your call. 

 
 
 

Return to ICM 
(Transfer) 

 
 

Bill Matrix 
 
 
 
 
 
 
 

Technical Difficulties Message 

7099 

We are unable to process your call at this time. we 
apologize for any inconveniences. Please try your 
call again later. 

 
Billing Matrix Transfer Message 

7098 

Please hold while your call is transferred 
to our payment system. 

 
Return to ICM 

(External Transfer) 
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