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BEFORE THE WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION
Dockets UE-190529 & UG-190530

Puget Sound Energy
2019 General Rate Case

PUBLIC COUNSEL DATA REQUEST NO. 121:

Re: Get to Zero — Customer Care Center; Direct Testimony of Joshua J. Jacobs,
Exh. JJJ-1T at 22:26-28.

Please refer to Mr. Jacobs’ testimony: “As more customers choose to manage their
service via a digital channel, fewer calls are coming to the Customer Care Center.”

a) Separately for each of the past five years show the number of calls that came
into the Customer Care Center and for each of the five years show the total
number of all customers served by PSE (provide answer with references to
residential customers only, if feasible, if not, please indicate this). Also,
disaggregate between those calls handled by customer service representatives
and those handled by IVR.

b) Separately for each of the past five years provide:

i.  The call abandonment rate;
i. The average speed of answer (exclude calls answered by IVR); and
iii.  The percent of calls answered within 30 seconds (exclude calls answered
by IVR).

c) Does the Company have any contracts with outside vendors to handle calls? If
so, please provide.

d) Has the Company assessed the categories of calls that continue to come to the
Customer Care Center? If so, please provide copies of such assessments.

e) Please provide the IVR script and describe any future plans to change the IVR,
including the timing of such changes.

Response:

Puget Sound Energy (“PSE”) provides the following information in response to Public
Counsel Data Request No. 121:

a) lItis not feasible to provide answers in reference to residential customers or total
customers served.
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Main Menu Calls | IVR Handled | Agent Offered
2014 2,255,835 293,995 1,850,779
2015 2,374,537 460,951 1,822,546
2016 2,401,051 626,292 1,735,500
2017 2,628,479 815,108 1,761,578
2018 2,610,385 1,066,008 1,503,164
b)
Average Speed of Answer Pgrqent of Calls Answered
in Seconds (excludes calls | Within 30 Seconds
Abandonment | 5nswered by the IVR) (excludes calls answered
Rate by the IVR)
2014 5.66% | 28 76%
2015 4.76% | 59 70%
2016 2.21% | 36 77%
2017 2.86% | 44 78%
2018 2.67% | 45 81%*

*In 2018 the SQI5 metric changed to be “calls answered within 60 seconds.”

c) Yes, PSE currently uses Active TeleSource. The contractor provides PSE with Tier 1
call overflow services for the Customer Access Center. More specifically:
25-35% of the incoming average daily calls are handled by Active

TeleSource;

Potential maximum call full-time employees with hours the same as PSE
(7:30 AM-6:30 PM) Monday through Friday PST; and
Occasional 24x7 coverage needs due to storm or other business need.

d) Yes. As described in the Prefiled Testimony of Joshua J. Jacobs, Exh. JJJ-1T, at
pages 11, lines 4-7, tracking call volumes is an effective measure of progress toward
the Get to Zero objective to improve customer experience and reduce problems that
prompt customers to call. PSE tracks call volumes across categories on an on-going
basis (e.g., see figure 1 below). Although overall call volume has reduced by 25.5
percent through May 2019 when compared to the initiative baseline (see Prefiled
Testimony of Joshua J. Jacobs, Exh. JJJ-1T, at page 11, 7-20), PSE has not
eliminated all calls in any specific category or eliminated the ability for customers to
call for assistance.
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Figure 1 — August Call Volume by Category

% OF TOTAL CALLS VOLUME OF TOTAL CALLS

e) Please see Attachment A to PSE’s Response to Public Counsel Data Request No.
121 for the current interactive voice response (“IVR”) script. Currently, PSE does not
have any specific changes or improvements to IVR identified.
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ATTACHMENT A to PSE’s Response to
PUBLIC COUNSEL Data Request No. 121
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application=PSE_Main_IVR_Phase2
ICMInfoKeys= Call.RouterCallKey+Call.RouterCallDay+Call.RouterCalIKeySequenceNumber
ani= Call.CallingLinelID,
dnis=Call.DialedNumberString
Data.Session.CONT_ACCOUNT=""
Data.Session.loccode=""
Data.Session.language ="EN_US”
errorTries=0

callStartTime = currentSystemTime
isCallerValidated =N
isCallerAuthenticated =N

GoTo = “Agent”

animatch =N

predictivedone =N

nolnputCount =0

noMatchCount =0

globalMaxError =3

maxNoMatch = 2

maxNolnput = 2

CCsS Call EAD Call LEACall

Leased
Services




Puget Sound Energy

historySearchld = ANI

Operation: Get Interaction Unique ID
Method: GET

Send: version,account,historySearchID
Receive: uniqueld

STATUS == 200

VIVREnabled == true Ye

CALLSTART_VIVR_ENABLED

VIVEnabled is read
No from Property File

CALLSTART_VIVR_DISABLED

Yes

GET_VIVR_UUID_SUCCESS

L

No

.

GET_VIVR_UUID_FAIL

STATUS =

Exh. SMB-8
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=404 Ye
VIVR_NO_UUID

Operation: Get User Variable Set
Method: GET

Send: version,account,interactionuniqueid,variablesetid
Receive:VIVRLastIntent,VIVRCalINowPressed,VIVRCallld, VIV

RAuthenticationFlag,VIVRS tartTimestamp,VIVRContractAcc
ountID,VIVRAuthType

-

GET_VIVR_USER_VAR
_SUCCESS

[ —Ye

STATUS == 200

GET_VIVR_USER_VAR_FAIL

interactionuniqueid = uniqueld
variablesetid = IvrSessionDataSet

CurrentTimestamp =

VIVRS tartTimestamp< 15

mins

VIVR_TIME_GTR_15

Yes

PSE — VIVR2




PSE - VIVR2

IVRLastIntent== Start |
Stop | | Move | | Outage,

Yes

Ye

CCC Holiday Hag?

VIVRLastIntent== "

CCC OOH Flag?

Puget Sound Energy

Yes

/ PSE -Main
| -
No——%\yR_CALLER_INTENT_NO
MATCH
A

Ye

VIVR_CALLER_INTENT
_BLANK

VIVRLastIntent == Outage

Yes
A 4

No
Set GoTo = Set GoTo = Set GoTo =
“DiscHoliday” “Agent” “DiscOOH”
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Prompt ID—MAI_001

| I

|

“Welcome to Puget Sound Energy

Operation: SAP API
Method: POST

Send:Iv_CalliD1,lv_CalliD2,Iv_UUID,Ilv_PhoneNumber,lv_Calluth
orizationindic
Receive:lv_CalllD1,lv_CalliD2,lv_UUID,lv_PhoneNumber,lv_Call
uthorizationindic,EV_InteractionRecord,Ev_Code,Ev_MessageTy
pe,Ev_Message

VIVR_SAP_API_FAIL Start
No
No
VIVR_SAP_API_ERROR Stop
Yes
VIVRLastIntent? Move

VIVR_CALLER_INTENT_OUTAGE

”

VIVR Repeat
Call -
Outage

VIVR_CALLER_INTENT_START
(445)

VIVR_CALLER_INTENT_STOP
(446)

VIVR_CALLER_INTENT_MOVE
(447)




PSE — VIVR3

Puget Sound Energy

Operation: GetInteractionRecordFromJacada
Method: GET

) Send:interactionuniqueid,appkey
Receive:VIVRMovelnDate,VIVRMoveOutDate,VIVRMailingAddress,VIV
RFutureMailingAddress,VIVRForwardingMailingAddressDate,VIVRS ervi
ceAddressVIVRAuthorizedContact,VIVRBusiness PartnerID,VIVRContrac
tAccountID,VIVRPremiselD,VIVRDuration,VIVRS tartTimestamp

[

[ —Ye
GET_INTERACTION_RECORD_FAIL

No

I

Agent

STATUS == 200

GET_INTERACTION_RECORD_ERR [ €N
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OR

Yes

GET_INTERACTION_RECORD
_SUCCESS

Operation: SendInteractionRecordToSAP
Method: POST

Send:lv_UUID,Iv_MovelnDate,lv_MoveOutDate,lv_MailingAddress,Iv_FutureMailingA
ddress,lv_Forwarding MailingAddressDate,lv_ServiceAddress,Iv_AuthorizedContactPer
son,lv_BusinessPartnerID,lv_BusinessAgreementID,lv_PremiselD,lv_Duration,lv_Stime
stamp

Receive:lv_UUID,Iv_MovelnDate,lv_MoveOutDate,lv_MailingAddress,Iv_Future MailingA
ddress,lv_ForwardingMailingAddressDate,Iv_ServiceAddress,Iv_AuthorizedContactPerso
n,Iv_BusinessPartnerID,lv_BusinessAgreementID,Iv_PremiselD,lv_Duration,lv_Stimestam
p,Ev_Reason,Ev_ReasonType

SEND_INTER_RECORD_TO_SAP

_FAIL

Agent

SEND_INTER_RECORD_TO_SAP
_ERROR

No

STATUS == 201 &&
v_ReasonType == “S_

Yes

SEND_INTER_RECORD_TO_SAP
_SUCCESS
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errorTries=0
nolnputCount =0
noMatchCount =0

MAIN_START default values
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Variables are reset to the

[ —Ye N
CL_NULL CLI_NOTNULL

Operation: GetContractAccount

Send: IvChannel,lvPhoneno,lvContacc,IvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtduedat
e,EvPastdueamt,EvPaymentarggeligibleind,EvCustomemame,EvMailingaddre ss,EvAccdeterminationid,
EvZipcode,EvFueltype,EvServiceaddress,EvNextstmtdate,EvStatementfrequency,EvLastpaymentnbr,Ev
Disconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddresstype,EvRptel
ecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel EvPaidamount,EvPaiddate,EvSsnn
umber,EvDateofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMemo,EvCounter,EVE

rrorText,EvErrorFlag,EvErrorNumber
Ye
ANI_FAIL
No

EvErrorFlag = X?

EvErrorNumber ==007

007 more than
one CAis
available

ANIMATCH_MULCAF
OUND

No No
* Notsetting
/ isANIMatch = X / isANIMatch = X
as only ANI with
single account
match will get
personalized
ANI_MATCH ANI_NOMATCH treatment
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PSE
Main 2

By default this value
will be EN-US

Spanish

Pata.Session.lang
Flow

EN_US ES-US
v v

/ SET AudioPath = ‘/EN’ / / SET AudioPath = ‘/ES’ /

\

Prompt ID—-MAI_001

“Welcome to Puget Sound Energy.”

errorTries=0
nolnputCount =0
| noMatchCount =0

B

Ye CCC Holiday Hag? CCC OOH Flag? Yes—P|

CCC_HOL

No
A 4 I A 4
Set GoTo = Set GoTo = Set GoTo =
“DiscHoliday” “Agent” “DiscOOH”

PSE
P\ Main 3 /¢

CCC_OOH
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Menu ID - Emer_001

If Try 1 Prompt ID— MAI_002A

“If you smell gas, or to report a gas leak or cross bore, press 1.

For an outage update or to report a power outage, downed wire, dim or

flickering lights, press 2. Option 3 will not be
Para Espafiol, oprimatres.” announced in
For anything else please stay on the line” Spanish flow.
If Try > 1 Prompt ID — MAI_002B
i Anything else
1 2 3
8
EME_OPT8
EME_OPT1 c
(705) EME_OPT2 (350)
EME —
\ 4 Retries -

Set GoTo = 1
v “Agent”

Set GoTo = Data.Session.lan
“Agent” guage ="ES-US”

Call flow will
continue in Spanish
post this.

Agent
Agent Outage
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Retries

Exh. SMB-8
Page 12 of 166

No match

No input: Input?

Account
Validatiol

EME_MAXNOMATCH

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

L

Yes

oMatchCount
axnomatch 2

(273)
.| Agent
(293)

v

P t ID - MAI_003
No romp _

Personaliz

“We'resorry, we're unable to process
your request.”

If Try 1 -Prompt ID— MAI_004A
“This is an invalid option”

For Try>1 - Prompt ID— MAI_004B

Return to menu
options
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Personaliz
ed
Treatment

Menu ID - MAIN_001

If Try 1 Prompt ID — MAI_005A

“To make a payment, press 1. For billing matters, press 2.

To start, stop, or transfer service, or for new construction
errorTries = 0 , press 3. For property management, press 4. For meter
nolnputCount = 0 upgrade related matters, press 5. For anything else, press
noMatchCount = 0 6. To go back to the emergency menu, press 7. To repeat

these options, press *”

5

If Try > 1 Prompt ID — MAI_0058

1 2 3 6 8 7 * Anything else

4
MAI_OPT1 MAI_OPT2 MAI_OPT3 MA("C)—BOZE’M MAI_OPTS MAI_OPT6 M/?;—l%rs MAI_OPT7 MAI_OPT_RPT

StartStopM
ove VIVR
Check

Main Make
Payment

l Set GoTo =
A “Extension” Main M
Agent Other F?(Ie:riese:u
Matters Sl B
ial By

Billing
Extn

Matters
Menu ID - MAIN_002
If Try 1 Prompt ID — MAI_006A
Set GoTo = / “If you smell gas, or to report a gas leak or cross bore,
“pgent” EME2 OPTL 1 press 1.To report a power problem, press 2. For the main
o menu, press 3" 3

(705)
If Try > 1 Prompt ID — MAI_006B
/ 2
Outage <_‘ |—Anyth ing else
EME2_OPT2
8
/ Main Menu
Agent Set GoTo = P Retries 2
“Agent” EME2_OPT8 [
(350)
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errorTries=0
nolnputCount =0
noMatchCount =0

Retries

Menu ID — MAIN_003
/ If Try 1, Prompt ID — MAI_015A

MAI_AMI_RES_ | ) “For electric meter upgra’f:le, press 1. For gas 1 MAI_AMI_RES_
oPT2 module upgrade, press 2 OPTL
(581) (580)

If Try >1, Prompt ID — MAI_0158

A 4 A

Prompt ID — MAI_014 Prompt ID— MAI_016
“Please hold while your call is transferred “Please hold while your call is transferred
to our meter upgrade service partner" to our meter upgrade service partner"

No Input/Invalid Input

h 4 AMI

Set GoTo = Retries, Set GoTo =
“LoM” “uam”




MAI_NOIP

Puget Sound Energy

Main Menu
Retries 1

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries

Exh. SMB-8
Page 15 of 166

No match————p»|
MAI_NOMATCH

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

>

<globalmaxerror?

Yes

nolnputCount <
maxnoinput ?

h 4

If Try 1 Prompt ID— MAI_007A
“No options were selected”

If Try > 1 Prompt ID — MAI_007B

=z
C

MAI_MAXERROR
(274)

MAI_MAXNOIP
(712)

No
<globalmaxerror?

Yes

noMatchCount <

maxnomatch ?
Yes
MAI_MAXNOMATC
H
(711)
A 4

If Try 1 Prompt ID — MAI_008A

Prompt ID — MAI_009
“We'resorry, we're unable to process
your request..”

Agent

“This is an invalid option”

If Try > 1 Prompt ID— MAI_008B




EME2_NOIP

Puget Sound Energy

Main Menu
Retries 2

No match—p»]

A

Exh. SMB-8
Page 16 of 166

EME2_NOMATCH

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

/

/

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

/

errorTries

Yes

nolnputCount
maxnoinput ?

Yes

If Try 1 Prompt ID— MAI_010A
“No options were selected”

If Try > 1 Prompt ID — MAI_0108B

Return to menu
options

globalmaxerror?

EME2_MAXERROR
(275)

EME2_MAXNOIP
(276)

CH
(269)

Prompt ID— MAI_012
“We'resorry, we're unable to process
your request..”

Agent

EME2_MAXNOMAT

errorTries
globalmaxerro

Yes

noMatchCount <
maxnomatch ?

h 4

If Try 1 Prompt ID — MAI_011A
“This is an invalid option”

If Try > 1 Prompt ID — MAI_0118B

Return to menu
options
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This is an ad-hoc message
recorded by another CVP
application and transferred to CVP
OUT ENGEMERGEN servers. Hence there is no fixed

T oy verbiage for this announcement.

PTayEmergencyEnglis Pata.Session.language

=en-us?

Prompt ID —emergency.wav

A 4

\—/

ayEmergencySpani Data.Session.language

= es-us? OUT_SPA EMERGEN
cY
No This can be a pre-recorded

No message or an ad-hoc message
recorded by another CVP
application and transferred to CVP
servers. Hence there is no fixed

ayServiceGuarante€l Data.Session.language

Ye verbiage for this announcement.
nglish=True? =en-us?

OUT_ENGSVCGUAR
ANTEE

Prompt ID — serviceguarantee.wav

PlayServiceGuarante€
panish = True?

Data.Session.language
=es-us?

OUT_SPASVCGUAR
ANTEE

No




Yes

VIVEnabled is read

from Property File

h 4

Puget Sound Energy

—

OUTAGE_GLOBAL_VIVR_D
ISABLED

I

Outage

No Validation
OUTAGE_VIVR_DISABLED
OUTAGE_GLOBAL_VIVR_E
NABLED
P VIVR_RPT_CALL OUTAGE_
INTENT_BLANK
IVROutageEnabled
==true
VIVOutageEnabl /
Bl R | VIVR_OUTAGE_REPEAT C
Yes Property File Yes - ! !

OUTAGE_VIVR_ENABLED

ALL

J—

Exh. SMB-8
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VIVR_OUTAGE_LANG_SPA

Menu ID—-0OUT_010
If Try 1 Prompt ID—OUT_055A
“You can now report outages or check outage
information fromyour smartphone. You'll receive a one-
Ye time text message with a link to this tool; message and
data rates may apply. To use this service, press 1,
Should not offer otherwise, stay on the line for more options.”
VIVR for repeat 1

call with blank IfTry > 1 Prompt ID— OUT_055B
VIVR_OUTAGE

int
callerintent =
outage

VIVRLastIntent == “” VIVREligind == true

Noinput Anything else
No
Should not offer
No VIVR for outage No VIVR_OUTAGE_NOINPUT VIVR_OUTAGE_NOMATCH
repeat call

ata.Session.language=
en-us?

VIVR option should be
provided to callers who have
chosen English language

VIVR —
Carrier
Lookup

OUT_VALIDATION

Yes From VIVR
Outge-
Retries VIVR - Send
Outage SMS
Validation

VIVR_OUTAGE_LANG_ENG
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[———No input
MAIAMI_NOIP

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

/

errorTries

<globalmaxerror? MAIAMI_MAXERROR

(270)

MAIAMI_MAXNOIP
(577)

MAIAMI_MAXNOMAT

No match——p»|
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MAIAMI_NOMATCH

/

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

CH
(p76)

IfTry 1 - Prompt ID—MAI_017A

“No options were selected”
Prompt ID — MAI_018

“We're sorry, we're unable to process

For Try>1 - Prompt ID — MAI_017B ”
your request.

Agent

errorTries
<globalmaxerror?

A 4

If Try 1 -Prompt ID— MAI_019A
“This is an invalid option”

For Try>1 - Prompt ID — MAI_019B
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VIVR Repeat

Call - Outage
Outage

errorTries=0
noMatchCount =0

nolnputCount =0
Menu ID- OUT_001
If Try 1, Prompt ID— OUT_001

“To report a complete loss of power, or to get an outage update, press 1. 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 * . To return to the previous menu, press 7. To
return to main menu, press 9.”

Outage
Retries

If Try >1 Prompt ID-OUT 0018

[ I I 9|>
1 2 5
3 4 7
OUT OPT2 OUT_OPT3 OUT_OPT4 OUT_OPT5
OUT_OPT1 = it -~ it OUT_OPT_RPT OUT_OPT9 OUT_OPT7
- - (714) (715) (716) (717) - - - B
Personalize

d
reatme

]
Anything else

Set GoTo

Set GoTo Set GoTo Set GoTo
= “Agent”

= “Agent” = “Agent” = ”Agent”

@@@

Outage2

Generic
Navigati




Outage
validation

Yes Outage

Status OUT_DUALAMI

142

OUT_DISCIND
(676)

Puget Sound Energy

OUT_COMMERCIAL

OOH Flag? N

moPosting ==

.

OUT_RESIDENTIAL

v
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Yes
Set GoTo =
“DiscOOH”

Set GoTo =
“DiscHoliday”

/

=(®)

Yes
Agent
RTMEMOPOST RTMEMO COUNTERX
(271) (272) (129)
Menu ID - OUT_002
Y If Try 1, Prompt ID— OUT_002A Outage
errorTries =0 “Our records indicate that your service was disconnected due to nonpayment. To . Retries -
noMatchCount =0 . R Anything else
make a payment now, press 1. Otherwise, to report an outage, press 2 4

nolnputCount =0

If Try >1 Prompt ID -OUT_0028B

OUTDISC_OPT2 ‘
(130)

OOH Flag? N
OUTDISC_OPT1
Yes
OUT_OOH
289

Yes
OUT_HOL
290

Set GoTo =

Set GoTo =
“DiscOOH”

“DiscHoliday” /

Agent

(555)

Prior
Obligation
NonPaymn
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Outage
Retries - 1
No input Input? No match
OUT 001_NOIP OUT_OOlﬁNOMATC
errorTries = errorTries + 1 errorTries = errorTries+ 1
nolnputCount = nolnputCount + 1 noMatchCount = noMatchCount + 1

errorTries
<globalmaxerror?,

IfTry 1 - Prompt ID— OUT_003A
“No options were selected”

For Try>1 - Prompt ID—OUT_003B

Outage
(Retries)

OUT_001_MAXERROR
(131)

OUT_001_MAXNOIP
(721)

No

OUT_001_MAXNOMA

TCH
720)

errorTries
<globalmaxerror?

Yes

oMatchCount
axnomatch 2

Yes

Prompt ID—0OUT_004
“We're sorry, we're unable to process
your request.”

Agent

If Try 1-Prompt ID—OUT_005A
“This is an invalid option”

For Try>1 - Prompt ID—OUT_005B

Outage
(Retries)
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Outage
Retries - 4

No match

OUT_002_NOIP

No input

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

/

errorTries

Input?

Exh. SMB-8
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OUT_002_NOMATC
H

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

/

<globalmaxerror?

IfTry 1- Prompt ID— OUT_006A
“No options were selected”

[4—Ye

For Try>1 - Prompt ID— OUT_006B

Return to menu

optlons
OOH Flag? ><—No
Yes

OUT_002_MAXNOIP

(133)

OUT_002_MAXERROR No

(132)

OUT_002_MAXNOMA
TCH
@77)

h 4

Set GoTo =
“DiscHoliday”

Set GoTo =
“DiscOOH”

//

/

Agent

Prompt ID — OUT_007
“We'resorry, we're unable to process
your request.”

\/\

errorTries
<globalmaxerror?

Yes

oMatchCount
axnomatch 2

A 4

If Try 1 -Prompt ID— OUT_008A
“This is an invalid option”

For Try>1 - Prompt ID—OUT_008B

Return to menu
options




Outage
Status

i

Operation: GetOutagelnstallation

Send:lvChannel,lvAccountnumber,lvPhoneno,lvMeterserialno,lvDeviceloc,|VE

lecDiscInd,IvElecLifeSupind
Receive:EvDeviceloc,EvBuspartner,EvCustomemame,EvServiceaddress,EvBpty
pe,EvLifeSupind,EvPhoneno,EvErrorText,EvErrorFlag,EvErrorNumber

Puget Sound Energy

Exh. SMB-8
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Operation: GetOutageStatus

Send: IvChannel,lvUsage Token

Receive:EvChannel EvOutage Code,EvOutagestatusText,EvEtr,EvAtr,EvincidentTy
pe,EvincidentStatus,EvCrewStatus,EvCustMsg,EvStart Time,EvOrderNumber,EvDi
spatchTime,EvTimeStored,EvCause,EvSubcause,EvEst CustOut,EvLife Support,EvO

OUTSTA_GETOUTIN
STFAIL

No

OUTSTA_GETOUTIN

utageCallCount,EvCustomerStatus,EvErrorText,EvErrorFlag,EvErrorNumber

New Outage Values:
NO KNOWN OUTAG, CUSTOMER

Existing Outage Values:
IN PROGRESS, PREDICTED, ETR
EXPIRED AT

EvErrorFlag = X

;

STERROR

errorTries=0

Outage Restored Value:
OUR RECORDS INDICATE YOU
EXPERIENCED

N
N

nolnputCount =0
noMatchCount =0

Iy

Menu ID - OUT_003
Prompt ID—OUT_009

“You are about to report an outage, if /

you have reached this menu in error

ew

EvOutagestatusText

OUTSTA_EXISTING

A 4

SET IsExistingOutage = X /

press 7 otherwise remain on theline”
If Try 1 Prompt ID-OUT_009A
If Try >1 Prompt ID -OUT_009B

Anything Else———

Outage
Status

‘FM

No  |NOT FOUND IN PO_CUSTOMER No

EvErrorFlag= X

Yes—p| OUTSTA_GETOUTST
AFAIL
(681)

Yes-p»[ OUTSTA_GETOUTST

AERROR
Restored;

(682)
errorTries=0
nolnputCount =0
noMatchCount =0

OUTSTA_RESTORED

Agent

enu 1D - OUT_004
Prompt ID—OUT_010A

“Your Outage has been restored. If you would like
to re-open your outage press 1. To repeat these

options, press star. To return to the previous

menu, press 7. To return to the main menu, press

o
If Try 1 Prompt ID -OUT_010A

Outage
Status

OUTSTA_RESTORED_O
ptl

Outage
Status

=

Generic
Navigati

OUTSTA_RESTORED_
Opt7

1
No/Invalid Input




OUT_004_NOIP

Puget Sound Energy

Outage
Retries - 3

No input No

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries
<globalmaxerror?

Yes

nolnputCount
maxnoinput 2,

h 4

If Try 1-Prompt ID—OUT_014A
“No options were selected”

For Try>1 - Prompt ID—OUT_014B

Outage

I

OUT_004_MAXERROR

Exh. SMB-8
Page 25 of 166

matc OUT_004_NOMATC

H

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries
<globalmaxerror?

(278)
Yes
No
OUT_004_MAXNOIP OUT_004_MAXNOMA

(697) TCH

(698)
\ 4

\ 4

Prompt ID—-OUT_015
“We'resorry, we're unable to process
your request.”

Agent

If Try 1 -Prompt ID—OUT_016A
“This is an invalid option”

For Try>1 - Prompt ID—OUT_016A

Outage




Outage
Status 2

Puget Sound Energy

REPORTOUTAGE

Operation: ServiceNotificationSAP

IvChannel = IVR

ckflag,IvCallbackaltphone,lvComments
Receive: EvGuild,EvErrorText,EvErrorFlag

Send:lvChannel,lvShortDesc,IvNotifType,lvBusPartner,lvUsageToken, IvCallba

IvNotifType = OUT

RPTOUT_SVCNOTFA

Agent

RPTOUT_SVCNOTER
ROR

Outage
Status 3

Error_Flag ==

Exh. SMB-8
Page 26 of 166

IvShortDesc = Electric Outage Report IVRU

IvBusPartner = GetOutagelnstallation.EvBuspartner
lvUsageToken = GetOutagelnstallation.EvDeviceloc

RPTOUT_NOTEXISTI
NG

Yes

RPTOUT_EXISTING

Prompt 1D —OUT_017

“Your outage report has been successfully sent to the system
dispatcher in your area. Our crews will correct the problem as soon
as possible. For outage updates, please visit us on the web at

pse.com or download our mobile app.”

Operation: GetOutageStatus

Send: IvChannel,lvUsage Token

Receive:EvChannel,EvOutage Code,EvOutagestatusText,EvEtr,EvAtr,Evincident
Type,EvincidentStatus,EvCrewStatus,EvCustMsg,EvStartTime,EvOrderNumber,
EvDispatchTime,EvTimeStored,EvCause,EvSubcause,EvEstCustOut,EvLifeSupp
ort,EvOutageCallCount,EvCustomerStatus,EvErrorText,EvErrorFlag,EvErrorNu
mber

Outage
Status 4

Prompt ID—0OUT_018

“Outage information is updated as it is received from our service
managers and line crews. Always treat downed wires as live and
dangerous. Your safety is our highest priority.

You may wish to unplug sensitive electronic equipment such as
computers and televisions, to avoid damage during power
interruptions”

RPTOUT_OUTSTAFA
IL

Ye

No

RPTOUT_OUTSTAER

EvErrorFlag==X

ROR

Agent




Outage

Puget Sound Energy

EvEstCustOut>

Status 3

MinCount is a global

variable set in
Properties file used

Y

MinCount

No

only in this flow with

default value 0

Ye
RPTOUT_NOCAUSE

RPTOUT_NOESTCUS
TCOUNT

RPTOUT_ESTCUSTC
OUNT

Exh. SMB-8
Page 27 of 166

Prompt ID—OUT_019 “Approximately”
<EvEstCustOut>

Prompt ID—OUT_020 “customers are also affected in your area”

EvCause IS NULL

Prompt ID—OUT_022 “We are working to
restore your power”

>

EvSubcause IS NULL

No

RPTOUT_OUTSUBC
AUSE

RPTOUT_OUTCAUSE

Prompt ID—0OUT_021 “The
outage was caused by”
<EvCause>

Prompt ID—0UT_023
“The outage was caused

by’

<EvSubcause>

Ye RPTOUT_NOESTTIM
E

Prompt ID—OUT_024 “The latest estimate for
power to berestored is approximately”
<EVEtr>

Outage
Status 4,

Will be announced in
12 hour format




Puget Sound Energy

Exh. SMB-8
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Menu ID - OUT_005
Prompt ID— OUT_027

“To hear the outage update again press 1. To report an outage not previously reported press 2. If this

errorTries=0
nolnputCount =0
noMatchCount =0

Outage
Status 4

OUTSTA_PLAYED

completes your call, you may hang up now. To repeat these options press *. To return to the Power Problem
menu press 7. To return to the Main Menu press 9. “

If ZeroAvailable = Y

Prompt ID — GEN_004

“To speak with a representative, press zero.”

If Try 1 Prompt ID -OUT_027A

If Try >1 Prompt ID-OUT_0278

Prompt ID— OUT_028
“Please treat all downed wires as live and dangerous”

1 o .
7 Anything else
OUTSTA_OPT1 OUTSTA_OPT2 OUTSTA_OPTO OUTSTA_OPT_RPT OUTSTA_OPT7 OUTSTA_OPT9
(279) (513)
Outage
Sot: zie Agent Agent Retries -

5




Puget Sound Energy

No input
OUT_005_NOIP
errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

<globalmaxerror?

If Try 1 - Prompt ID—OUT_029A
“No options were selected”

For Try>1 - Prompt ID—OUT_029B

Outage
Status-4

errorTries

OUT_005_MAXERROR

Outage
Retries - 5

Input? No matc

Exh. SMB-8
Page 29 of 166

OUT_005_NOMATC
H

/

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

/

No

(280)

OUT_005_MAXNOIP
(519)

Prompt ID—OUT_055

“We’resorry, we are unable to
process your request. Please hang up
and try your call again or visit us on
the web at www.pse.com. Good Bye”

Set GoTo
- “IcM”

OUT_005_MAXNOMA
TCH
(518)

v

errorTries
<globalmaxerror?

Yes

A 4

Prompt ID - OUT_030
“We'resorry, we're unable to process
your request.”

Agent

If Try 1-Prompt ID— OUT_031A
“This is an invalid option”

For Try>1 - Prompt ID— OUT_031B

Outage
Status -4
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Ol:Jtag.e Set GoTo = SCallerValidated Set GoTo = Return to menu
Validation “ n “ ” .
AuthFail Agent options
No
Outage VIVR Outage
Repeat all.CallingLineID | ve > Validatio
Caller NUELS OUTCLINULL n4
No
Variables are reset to the NOT VALIDATED
default values
AddresserrorTries =0
PhoneerrorTries =0
OutValCount=0
Operation: GetContractAccount
Send: IvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomemame,EvMailingaddress,EvAccdetermina
tionid,EvZipcode,EvFueltype,EvServiceaddress, EvNextstmtdate,EvStatementfrequency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddress
type,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel,EvPaidamount,EvP
aiddate,EvSsnnumber,EvDateofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMe
mo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber
/ o | Agent
Yes— > ouT ANLFAIL
(658)
No
/\ 007 more than one CAis available
No EvErrorFlag = X Ye Error_Number =007 No-ﬁ/ SET comingfrom = ANI
Yves
SET OutValCount = OutValCount +1 K
ET f =ANI
/ SET comingfrom = ANI / / SET comingfrom /

Outage |
Validatio ] 4
|

n2

OUT_ANI_MATCH

Outage |
Validatio

n5

OUT_ANI_MULTICA
MATCH

OUT_ANI_NOMATC
H




Agent
OUT_SVCADRNULL

(110)

vServiceaddress |
NOT NULL

Puget Sound Energy
errorTries=0

‘/ nolnputCount =0
7 noMatchCount =0

v_l

Prompt ID— OUT_032

“We have matched your account and will now confirm the
address that you are calling about. For privacy purposes,
only the street address of the location will be repeated.”

Menu ID - OUT_006

PromptID —OUT_011

“If the first portion of your service address is “
<First 4 char><EvService Address>

If Try 1, Prompt ID— OUT_033A
“press 1. If not, press 2"
If Try >1, Prompt ID - OUT_033B

> ¢ OUTADRVAL_OPTRP
T

Exh. SMB-8

Page 31 of 166

1 ﬂy

N
~

/

OUT_ACVALIDATED

o/

SET
isCallerValidated =X

Set GoTo =
“Agent”

Back to
Outage

OUTADRVAL_OPT7

OUTADRVAL_OPT9

AddresserrorTries =
AddresserrorTries + 1

No—3»| OUT_ADRMAXNOM
ATCH

(740)

Return to previous
menu

Yes

Prompt ID— OUT_034
“We're sorry, we're unable to process
your request.”

OUT_ADRNOMATC
H

Outage
Validation
4

Anything else
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Outage
Retries - 6

No input
OUT_ADR_NOIP
errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries

Input? No matc
OUT_ADR_INVIP

A

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

No

<globalmaxerror?

Yes

holnputCount
maxnoinput ?

v

If Try 1 - Prompt ID—OUT_035A
“No options were selected”

For Try>1 - Prompt ID—OUT_035B

Outage
Validation -
2

OUT_ADR_MAXERROR <globalmaxerror?

(111)

Yes

noMatchCount <

maxnomatch ?
Yes
OUT_ADR_MAXNOI
P OUT_ADR_MAXINVIP
(743) (742)
\ 4

If Try 1 -Prompt ID— OUT_037A
Prompt ID— OUT 036 This is an invalid option

We're sorry,l)/ve re unable to process For Try>1 - Prompt ID— OUT 0378
your request.

Outage
Validation -
2

Agent
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Menu ID- OUT_007
If Try 1,Prompt ID—OUT_038A

errorTries=0 “Enter the twelve digit PSE account number
nolnputCount for the service location located in the upper
=0 right shaded portion of the bill. If you don’t
noMatchCount have the account number or service address
=0 press pound”

If Try >1, Prompt ID- OUT_038B

Outage
Validation 6

OUTVAL_CA_OPT_NXT
(744)

Anything Else

GetContract
Account By
Phone

12 digits? d—Ye 12 or 10 digits?

Yes

Operation: GetContractAccount

Send: IvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter

: X . . GetContract
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtduedate,EvPas Accout By
tdueamt,EvPaymentarggeligibleind,EvCustomermame,EvMailingaddress,EvAccdeterminationid,EvZipcode,EvFu | [ cA
eltype,EvServiceaddress,EvNextstmtdate,EvStatementfrequency,EvLastpaymentnbr,EvDisconnectind, EvCreati
ondatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddresstype,EvRptelecoutageind,EvTotalcreditamou
nt,EvPledgeamount,EvDunninglevel EvPaidamount,EvPaiddate,EvSsnnumber,EvDate ofbirth,EvDunningProcess
ed,EvReal TimeMe moPosting,EvReal TimeMemo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber

OUTVAL_CA_FAIL No
(750)
/ Prompt ID—OUT_039
“We were unable to locate the Agent
Agent EvErrorFlag== Yes—| OUTVAL_NO_CA_F account with the information
OUND provided”
(282)

Yes

No
/ SET comingFromOUT_008 = false /

OUTVAL_CAVALID




Puget Sound Energy
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Retries -
10
No input Input? No matc
OUTVAL_CA_NOIP OUTVAL_CA_NOMA
TCH
A
errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = nolnputCount + 1 noMatchCount = noMatchCount + 1
errorTries No OUTVAL_CA_MAXERR No errorTries
<globalmaxerror? OR <globalmaxerror?
(283)
Yes
N oMatchCount
axnomatch 2
Yes

OUTVAL_CA_MAXNO

OUTVAL_CA_MAXN

(o]]3 MATCH
(298) (297)
A 4 A 4
Y
If Try 1-Prompt ID—OUT_047A If Try 1-Prompt ID—OUT_049A
“No options were selected” Prompt ID— OUT 048 “This is an invalid option”
For Try>1 - Prompt ID— OUT_0478 We're sorry, were unable to process For Try>1 - Prompt ID— OUT_0498
your request.
Outage Outage
Validation - Agent Validation -

3

3




Puget Sound Energy

errorTries=0

nolnputCount

location phone number, press #”

If Try >1, Prompt ID - OUT_044B

=0 Menu ID - OUT_008

noMatchCount If Try 1,Prompt ID— OUT_044A

=0 “Enter the area code and telephone number of
L the outage location. If you don’t have the outage

Outage

Validation 6

Operation: GetContractAccount

Send:lvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomername,EvMailingaddress,EvAccdetermina
tionid,EvZipcode,EvFueltype,EvServiceaddress, EvNextstmtdate, EvStatementfrequency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddress
type,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel ,EvPaidamount,EvP
aiddate,EvSsnnumber,EvDate ofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMe
mo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber

Ye
(749)

OUTVAL_WSDL_FAIL

Outage
Retries -
N
8

GetContra
ctAccount

10 or 12 digits?

>¢*ﬁ

Anything Else

Exh. SMB-8
Page 35 of 166

-

OUTVAL_PHMENU_

.| Agent

OPT_NXT

(732)

Yes

By Phone

No

true

/ SET comingFromOUT_008 =

/

PhoneerrorTries=
PhoneerrorTries + 1
OutValCount=OutValCount + 1
SET comingfrom = PHONE

/

Agent

&

No

EvErrorFlag = X?

OUTVAL_PHVALID

errorTries=0
nolnputCount =0
noMatchCount =0

Outage

Outage
Validatio

n5
n2

Error_Number =007

Validatio

OUTVAL_PHMAXINVALI
D
(520)

Y

No

GetContract
Accout By
CA

your request.”

Prompt ID— OUT_046

“We were unable to locate
the account with the
information provided”

Prompt ID—-0OUT_045
“We'resorry, we're unable to process

OUTVAL_PHINVALID




OUTVAL_PH_NOIP

Puget Sound Energy

Outage
Retries - 8

No input

Exh. SMB-8
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OUTVAL_PH_NOMA
TCH

errorTries = errorTries + 1

nolnputCount = nolnputCount + 1

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

h 4

errorTries
<globalmaxerror?

IfTry 1-Prompt ID—OUT_047A

“No options were selected”

For Try>1 - Prompt ID—OUT_047B

Outage
Validation -
4

I

No——p»| OUTVAL_PH_MAXERR |@g———N

OR

(284)
N
OUTVAL_PH_MAXN OUTVAL_PH_MAXNO

oIp MATCH
(734) (733)

A 4

Prompt ID - OUT_048
“We'resorry, we're unable to process
your request.”

Agent

errorTries
<globalmaxerror?

Yes

oMatchCount
axnomatch 2

A 4

If Try 1 -Prompt ID— OUT_049A
“This is an invalid option”

For Try>1 - Prompt ID—OUT_049B

Outage
Validation -
4




Puget Sound Energy
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Menu ID - OUT_009

errorTries=0

, IfTry 1, Prompt ID— OUT_050A
Outage AccounterrorTries = 0 / “Please enter the last 4 digits of the account
Validation 5 nolnputCount =0 number you are calling about located in the upper
noMatchCount = 0 OUTVAL_MULTIAC right shaded portion of bill”

If Try >1, Prompt ID- OUT_050B

Operation: GetContractAccount

Send:lvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtduedate,EvPastdu
eamt,EvPaymentarggeligibleind,EvCustomemame,EvMailingaddress,EvAccdeterminationid,EvZipcode,EvFueltype, | [« Yes 4 digits?
EvServiceaddress,EvNextstmtdate, EvStatementfrequency,EvLastpaymentnbr,EvDisconnectind,EvCreationdatetim
e,EvLastpaymentamount,EvMultipleaccntind,EvAddres stype,EvRptelecoutageind,EvTotalcreditamount,EvPledgea
mount,EvDunninglevel, EvPaidamount,EvPaiddate,EvSsnnumber,EvDate ofbirth,EvDunningProcessed,EvReal TimeM
emoPosting,EvReal TimeMemo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber

No
Prompt ID—OUT_051
Outage
“We were unable to locate the Retries -
Ye OUTVAL_CALAST4_- account with the information 9

FAIL

provided”

No

EvErrorFlag = X?

OUTVAL_CALAST4_
ERROR

No

OUTVAL_CALAST4_
VALIDATED
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Outage
Retries - 9

No input Input? No matc

OUTVAL_CALAST4 _
NOMATCH

OUTVAL_CALAST4 _
NOIP

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = nolnputCount + 1 noMatchCount = noMatchCount + 1

errorTries
<globalmaxerror?

errorTries
<globalmaxerror?,

No

OUTVAL_CALAST4_MA
XERROR
(286)

Yes

hoMatchCount
maxnomatch 2
Yes
OUTVAL_CALAST4 _ OUTVAL_CALAST4_MA
MAXNOIP XNOMATCH
(654) (653)
A 4 \ 4
Y
If Try 1- Prompt ID—OUT_052A If Try 1 -Prompt ID—OUT_054A
“No options were selected” Prompt ID—OUT 053 “This is an invalid option”
For Try>1 - Prompt ID — OUT_0528B We're sorry, we'reunable to process For Try>1 - Prompt ID — OUT_054B
your request.
Outage Outage
Validation - Agent Validation -

5

5
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Outage
Validation 6

No

v

Prompt ID—OUT_051

“We were unable to locate the
account with the information
provided”

OUTVAL_CALAST4_ Agent

MAXTRIES

OutValCount >=2

No

Comingfrom?

OUTVAL_CALAST4AE
RROR_PHVAL

OUTVAL_CALAST4E
RROR_CAVAL




Billing
Matters

Call comes here from Menu ID
BMT_016 if Option 7 is pressed and
calling entity is Billing Matters
Residential

Puget Sound Energy

SCallervalidate

Make
Payment

KOFIZ_SD is the field for business agreement ADID.

C = Commercial, S = Collective Summary, R = Residential, L

= Lighting, N = Non-Consumption

>

z
C

=X?

Yes
TYPE is the field for business partner type.
1 = Person, 2 = Organization, 3 = Group
BPType =17
Yes

vAccdetermination
d==CORS?

BILLMAT_COMMER
CIAL

No

BILLMAT_RESIDENTI
AL

Billing
Matters -

Exh. SMB-8

Page 40 of 166

BILLMAT_NOT
VALIDATED

Billing Matters
- Commercial

esidenti
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Billing
Matters —
PA Statu

Billing Matters SET errorTries =0
- Residential nolnputCount =0
noMatchCount =0

isCallerValidated =X

No
Billing
PaymentArrgEligibleind != Yo . Matter
X && PaStatus==D PAYARRNOTELIG esidential
A 4
Menu ID : BMT_001
If Try 1, Prompt ID — BMT_001A
“For balance due and last payment received, press 1. To make a payment now,
press 2. To request or cancel 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.”
If Try>1, Prompt ID— BMT_001B
| | T T T T 1
a 5 9 Invalid Input/

No Input

RESBILLMAT_BILLOT
HERS

RESBILLMAT_OPT_R RESBILLMAT_PREV
PT MENU

RESBILLMAT_MAIN
MENU

RESBILLMAT_OPT_P| | RESBILLMAT_BALEN| | RESBILLMAT_MKPA
AYARRAN Q Y

RESBILLMAT_PAYM
AILOPT

RESBILLMAT_DISC

Payment Payment - .
Arrangeme Eila:;e Res Make Mailing & g;lrl,::rgs NS\Zn:tr;;n
nts quiry Payment Options, €




Agent

Puget Sound Energy

Billing Matters
— PAStatus

Operation : G
Method: GET

etPaymentArrangmentStatus

ReasonCode,

Send: ContractAccounts
Receive: Channel, ContractAccountlD, InstallmentPlanNumber,
InstallmentPlanType, TestRun, NoOfPaymentsPermitted, PaStatus,

Reason, PayArrangeCreate Nav{}, PaymentAmrangementNav{

InstallmentPlanNumber, InstallmentPlanType, NoOflinstallments,
InstallmentPlansNav {AmountDue, AmountOpen, DueDate}}

S

BILLMAT_PA_STATUS_WS_FAIL
(448)

[4—Ye

L

BILLMAT_PA_STATUS_WS_ERROR

(449)

=N STATUS == 200

Exh. SMB-8
Page 42 of 166
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Menu ID : BMT_002
If Try 1 Prompt ID— BMT_002A
Billing Matter “For balance due and last payment received, press 1. To make a payment now,
Residential 2 press 2. If service was interrupted for nonpayment, press 3. For payment mailing
address and other ways to pay, press 4. For all other billing and payment matters,
press 5. To repeat these options, press *. To return to the main menu, press 9”
If Try> 1 Prompt ID—BMT_002B
1 3 9 Invalid Input / No Input

RESBILLMAT2_BALE
NQ

RESBILLMAT2_MKP
AY

RESBILLMAT2_PAY | |RESBILLMAT2_BILLO
MAILOPT THERS

RESBILLMAT2_OPT_| | RESBILLMAT2_PREV
RPT MENU

RESBILLMAT2_MAI

RESBILLMAT2_DISC NMENU

A A
Payment
Mailing &
Options

Res Make
Payment

Balance
Enquiry

Generic
Navigation

Billing
Others
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Enquiry -

Commercial

Billing Matters - errorTries =0
Commercial nolnputCount =0
noMatchCount =0

Holiday Flag? Ye fgt G:IT?d: ' /
CCC_HOLIDAY 7 iscHoliday”  /
No

OOHFlag = Y? Ye —7/ fgt. Gg?HT, /
CCCOOH Is¢ /

Menu ID-BMT_006

If Try 1, Prompt ID— BMT_049A

“To make a payment now, press 1. To hear your
balance, press 2. To speak with an agent, press 0. To
repeat these options press *. To return to the main
menu, press 9.”

Billing Matters

Commercial 2

If Try>1, Prompt ID— BMT_049B

COMBILLMAT_OPTO

COMBILLMAT_OPT_
RPT

COMBILLMAT_OPT1 COMBILLMAT_OPT2 COMBILLMAT_OPT9 Anything Else

MAILRTYES_BIL
MATCOM

Balance
Enquiry -
Commercial

Generic
Navigation

Prompt ID—GEN_003

“We're sorry, we're unable

MAILRTNO_BIL to process your request.”

MATCOM
(857)
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Billing Matters
Commercial 2

Menu ID—-BMT_007

IfTry 1, Prompt ID-BMT_050A

“To make a payment now, press 1. To hear your balance,
press 2. To repeat these options press *. To return to
the main menu, press 9.”

If Try> 1, Prompt ID — BMT_0508

2 Invalid / No Input

COMBILLMAT2_OPT COMBILLMAT2_OPT
_RPT 9

COMBILLMAT2_OPT
1

COMBILLMAT2_OPT
2

Balance
Enquiry -
Commercial

Generic
Navigation




Puget Sound Energy

.

Balance
Enquiry

Account
Validation

“ps of”
<SystemDate>

unt >0.00

Yes

Prompt ID—BMT_006

AILRTNO_B
ALENQRES

PledgeAmount>
0.00

Yes
A 4

Prompt ID—GEN_003
“We'resorry, we're
unable to process
your request.”

MAILRTYES_BA
LENQRES

Yes

Authenticat
ion

Yes

V\Fa“?
Yes

From
Balance
Eng Comm

BALENQRESI_RESID
ENTIAL

Yes

BPType = Person?

Yes

PastDueAmt <=
0.00

Yes
A 4

BALENQRESI_COM
MERCIAL

“Your account has a
credit of ”

Prompt ID— BMT_007

<EvTotalcreditamount>

Prompt ID

BALENQRESI_OPT_

BALENQRESI_OPT_

“Your account has a
pledge of ”
<EvPledgeamount>

—BMT_008

" ——

[y

HASH

isCallerValidated =N
isCallerAuthenticated =N

Prompt ID — BMT_009
“Your account has a past due
balance of”
<EvPastdueamt>

Prompt ID — BMT_010
“If you need assistance with your
energy bill, after your call, hang up
and dial 211 for a list of local
resources.”

\/—\

Prompt 1D — BMT!Oll

“The total amount owing is”
<EvTotalamtowing>
If(Evlaststmtduedate!=NULL)
{
Prompt ID—BMT_012
“Current charges due on”
<EvLaststmtduedate>

}

\/\

Prompt ID— BMT_013
“Your account has no
outstanding balance due
at this time”

Menu ID : BMT_003

If Try1, Prompt ID — BMT_016A
“To repeat this information, press *. To look up another account, press #”
If Try>1, Prompt ID— BMT_016B

No Input Invalid Inpu

Balance

ng Res

Exh. SMB-8
Page 46 of 166

Balance
.| Enquiry

Comm

CreationDate
me = NULL

Prompt ID— BMvT_014

“The last payment was applied
on”

<EvCreationdatetime>
If(Evlastpaymentamount >0.0)
{
Prompt ID—-BMT_015

“In the amount of”
<EvLastpaymentamount>

}

errorTries=0
nolnputCount =0
noMatchCount =0




Puget Sound Energy
Exh. SMB-8
Bal Enq 47/‘
Res 2
RESBALENQ_SUBMENU

Page 47 of 166

errorTries=0
nolnputCount =0
noMatthount =0

PaymentArrgEligiblelnd =
X?

No

Yes
PAYARRENOTELIG

PAYARRELIG

Menu ID - BMT_004

If Try 1, Prompt ID— BMT_067A

“To report a payment, press 1. To make a payment now, press 2.To request a payment
arrangement, press 3.For payment mailing address and other ways to pay, press 4. For all
other billing and payment matters, press 5. To 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 Hangup>

Balance Enquiry
Residential 3

IfTry>1, Prompt ID—BMT_067B

Anything Else
RESBILLENQSUB_OP
RESBILLENQSUB_OP [ RESBILLENQSUB_OP || RESBILLENQSUB_OP || RESBILLENQSUB_OP || RESBILLENQSUB_OP 0 RESBILLENQSUB_OP (| RESBILLENQSUB_OP || RESBILLENQSUB_OP
T3
(522)
Y Y A 4 A 4
Payment Payment - . v
) I W B o B 0 B W = =, .
nt ym ym Options € Retries
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Balance
Enquiry
Residential -

Menu ID-BMT_005

If Try 1, Prompt ID — BMT_068A

“To report a payment, press 1. To make a payment now, press 2. For payment
mailing address and other ways to pay, press 3. For all other billing and payment
matters, press 4. To 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 Hangup>

IfTry>1, Prompt ID—BMT_068B

Anything Else

RESBILLENQSUB2_O

RESBILLENQSUB2_O | RESBILLENQSUB2_O || RESBILLENQSUB2_O || RESBILLENQSUB2_O RESBILLENQSUB2_O (| RESBILLENQSUB2_O|[ RESBILLENQSUB2_O

PTO
(522)
A 4 A A A 4 A
Report Make I\F;Izmen; Billing Agent Generic
Payment Payment s Others Navigation

Options
(862)
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Exh. SMB-8

Balance Account From ]
Enquiry - o Authenti
. Validation Balance
. I
ommerci Enquiry Res ———p_cation Failure? Ye

ﬂk

Enquiry
Res

V2
€5

COMMERCIAL_CUST
OMER

RESIDENTIAL_CUST
OMER

Prompt ID— GEN_003
“We'resorry, we're

unable to process «
your request.”

Agent |
|

MAILRTYES_BA
LENQCOM

Prompt ID—-BMT_054
“As of”
<SystemDate>

I

COMBILLMAT BALE [
NQ

MAILRTNO_BAL [
ENQCOM

PastDueAmt > o otalAmtOwing! PastDueAmt <= . CreationDate
0.00 No 0.00 No 0.00 No me I= NULL
Yes ves
Yes Yes 2 Yes

Prompt ID—BMT_061

Prompt ID— BMT_055
“Your account has a
credit of ”
<EvTotalcreditamount>

Prompt ID— BMT_056
“Your account has a
pledge of ”

<EvPledgeamount>

COMBALENQ_OPT

COMBALENQ_OPT <—|

Account
Validation 3 H

isCallervalidated =N
isCallerAuthenticated =N

/

Prompt ID—BMT_057
“Your account has a past due
balance of”

<EvPastdueamt>

Prompt ID-BMT_058

“The total amount owing is”
<EvTotalamtowing>
If(Evlaststmtduedate!=NULL)
{Prompt ID— BMT_059
“Current charges due on”
<EvLaststmtduedate>}

\/\

Prompt ID—BMT_060
“Your account has no

outstanding balance due
at this time”

Menu ID : BMT_008

* If Try1, Prompt ID— BMT_063A
“To repeat this information, press *. To look up another account, press #”

If Try>1, Prompt ID— BMT_063B

Balance

Enquiry

No Input

Invalid Inpu

“The last payment was applied
on”

<EvCreationdatetime>
If(Evlastpaymentamount >0.0)
{Prompt ID—BMT_062

“In the amount of”
<EvLastpaymentamount>}

errorTries=0
nolnputCount=0
noMatchCount=0
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Balance
Enquiry
Comm 2

errorTries=0
nolnputCount=0
noMatcE:ount =0

Menu ID-BMT_009

If Try 1, Prompt ID — BMT_064A

“To make a payment, press 1. To speak to an agent for other hilling questions, press 0. To repeat these options, press *. To
return the previous menu, press 7. To return to the main menu, press 9”

If Try> 1, Prompt ID— BMT_064B

No Input/Invalid Input

COMBILLENQ_OPTO

COMBILLENQ_OPT _

COMBILLENQ_OPT1

COMBILLENQ_OPT7

COMBILLENQ_OPTS

(611) RPT
A 4
Agent Make Billing Generic
Payment Navigation

(264)
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Account
Validation [> Failure? Ye

>

P~
C

(637)
Yes
Authenticat
ion v
Agent

MAILRTYES_BILLO

Prompt ID—GEN_003
“We'resorry, we're
unable to process
your request.”

AILRTNO_BILLO OTHER_BILLING
(792)




Puget Sound Energy

Exh. SMB-8
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Payment
Mailing &
Options

errorTries=0
nolnputCount =0

noMatchCount =0
Menu ID-BMT_010

If Try 1, Prompt ID—BMT_027A

“For payment mailing address, press 1. To make a payment now, press 2. To set up automatic payments froma checking or savings account, press 3. For our budget payment plan, press 4. For all
other billing and payment matters, press 5. To repeat these options, press *. To return to the previous menu, press 7. To return to main menu, press 9”.

If Try>1, Prompt ID—BMT_027B

Ao rble rl
:-u|y|ul|||5 CISi

9

PYMOP_OPT5

PYMOP_OPT1 PYMOP_OPT2 PYMOP_OPT3 PYMOP_OPT4

PYMOP_OPT7 PYMOP_RPT

Generic
Navigatio

Account
Validation

A Account 4
Validation Billing-1

Menu ID - BMT_011

If Try 1, Prompt ID — BMT_028A
“To mail a payment, please Yes
address your envelope to Puget
Sound Energy, P.O. Box 91269
Bellevue, WA 98009. To find
other payment locations or to
pay online, visit www.PSE.com.
To repeat this message press *.
To return to the previous menu,

press 7” @
If Try> 1, Prompt ID—

No/Invalid Input

BMT_028B .
7 No MAILRTYES_PY MAILRTYES_PY
* MOPOPT3 MOPOPT5
NMOP.OPT
PYMOP_OPT1 PYMOP_OPT1_P
_RPT REVMENU

AUTOPAY

Prompt ID—GEN_003
“We'resorry, we're
unable to process
your request.”

Generic
Navigation

ent
OTHERBILLING




PA—From
Billing Matters

Residential

PA—From
Balance
Enquiry

Residential 2

N

PA—From
Predictive

)

PA Eligible

[——Ye

PA_ELIGIBLE

Account
Validation

ayment Arrangemen
Eligible Ind ==

Puget Sound Energy

Authentica
tion

Agent

PYMNTARR_COMMERCIAL

(285)

l[—Yes

A

Operation : GetPaymentArrangmentStatus
Method: GET

Send: ContractAccounts
Receive: Channel, ContractAccountID, InstallmentPlanNumber,
InstallmentPlanType, TestRun, NoOfPaymentsPermitted, PaStatus,
ReasonCode, Reason, PayArrangeCreateNav{}, PaymentAmrangementNav{
InstallmentPlanNumber, InstallmentPlanType, NoOflinstallments,
InstallmentPlansNav {AmountDue, AmountOpen, DueDate}}

Agent

A

PAYARRNG_STATUS_WS_FAIL
(249)

[—Ye

PAYARRNG_STATUS_WS_ERROR
(250)

[N

No

Prior
Obligation

STATUS == 200

dl

PaStatus == A

PAEnrolled

Exh. SMB-8
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No

MAILRTNO_PAYARRANG

MAILRTYES_PAYARRANG
(125)

Prompt ID— GEN_003
“We'resorry, we're
unable to process
your request.”




Puget Sound Energy

Exh. SMB-8
PAEligible Page 54 of 166
PA_ELIGIBLE_MENU
PA
Eligible

Prompt ID—PYA_001 Y

“We understand there are times when it is

more convenient to pay a bill in small errorTries=0

payments. We are happy to make an nolnputCount =0

arrangement with you” noMatchCount =0
Menu ID—-PYA_002
IfTry 1, Prompt ID — PYA_002A
“For aweekly payment arrangement, press 1.
For a bi-weekly payment arrangement, press 2.
For a monthly payment arrangement, press 3.
To repeat these options, press *
To return to the main menu, press 9.”
If Try>1, Prompt ID—PYA_002B

I | | l Anything else
1 2 i 0
Set PA_Plan=W // Set PA_Plan=B // Set PA_Plan=M /
/ PA_ELIGIBLE_OPTRPT PA_ELIGIBLE_OPT9 PA—EL'?;(?'Z‘)E—OPTO
PA_ELIGIBLE_OPT1L PA_ELIGIBLE_OPT2 PA_ELIGIBLE_OPT3 PAEligible
Generic Retries
Navigation Agent
A 4
PA
Confirm




PA

Confirm |——p]

Puget Sound Energy

Operation : PASIMULATE
Method: POST

Send: Channel, ContractAccountlID, InstallmentPlanType, TestRun,
Frequency, PayArrangeCreateNav([]

Receive: Channel, ContractAccountlD, InstallmentPlanNumber,
InstallmentPlanType, TestRun, Frequency, NoOfPaymentsPermitted,
PaStatus, ReasonCode, Reason, PayAmrangeCreateNav{{Payment,
DueDate}}, PaymentArrangementNav{ }

Set Channel = IVR,

TestRun=X

InstallmentlanType = 05,

>

A

-

PAYARRNG_RESULTS_NULL
(438)

Agent

z
C

No

STATUS == 201 &&
ReasonCode == NU

Yes

ayArrangeCreateNav.results.lengt

>1

Prompt ID—-PYA_061

First payment for the amount of <PayArrangeCreateNav.results.Payment[0]>

Prompt ID - PYA_062

Is due on <PayArrangeCreateNav.results.DueDate[0]>

For(i=1; i<PayArmrangeCreate Nav.results.length; i++)

{
if(I == PayArrangeCreateNav.results.length - 1)

{
Prompt ID-PYA_063

Prompt ID-PYA_064
is due on <PayArrangeCreateNav.results.DueDateli]>
}
else
{
Prompt ID-PYA_065
The next payment for the amount of <PayArrangeCreateNav.results.Payment[i]>
Prompt ID - PYA_066
is due on <PayArrangeCreateNav.results.DueDate[i]>

And the final payment for the amount of <PayArrangeCreateNav.results.Payment[i]>

Exh. SMB-8
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ve PAYARRNG_ENROLL_WS_FAIL

(961)

PAYARRNG_ENROLL_WS_ERROR
(281)

If(PA_Plan==W)

Prompt ID- PYA_060

Please listen carefully to the proposed weekly
payment arrangement details

Else If(PA_Plan==B)

Prompt ID-PYA_067

Please listen carefully to the proposed bi-weekly
payment arrangement details

Else

Prompt ID - PYA_068

Please listen carefully to the proposed monthly
payment arrangement details

PA Details




Puget Sound Energy

PA
Confirm?2

errorTries=0
nolnputCount=0

PA_ENROL_MENU noMatchCount =0

Menu ID—-PYA_003

IfTry 1, Prompt ID— PYA_003A

“To confirm enrollment in this payment
arrangement, press 1. To hear the arrangement
3 details again, press *. To request a different type
of payment arrangement, press 2. Otherwise, if
you are not interested in a payment
arrangement at this time, press 3”

If Try>1, Prompt ID—PYA 003B

PA_ENROL_MENU_OPT3

I
Anything Else

PA_NOENROL_MENU

PA Confirm

Retries

A 4

>L

PA_ENROL_MENU_OPT2

Exh. SMB-8
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Operation : PA CREATE
Method: POST
PA Detials

Send: Channel, ContractAccount!D, InstallmentPlanType,
TestRun, Frequency, PayArrangeCreateNav{{Payment,
DueDate}}

PA_ENROL_MENU_STAR

Receive: Channel, ContractAccount!D,
InstallmentPlanNumber, InstallmentPlanType, TestRun,
Frequency, NoOfPaymentsPermitted, PaStatus,
ReasonCode, Reason, PayArrangeCreateNav{{Payment,
DueDate}}, PaymentArrangementNav{}

PA_ENROL_MENU_OPT1

PA_CNFENROL_WS_FAIL
(968)

Agent

No

STATUS == 201 &&
ReasonCode == NU

PA_CNFENROL_WS_ERROR

errorTries=0
nolnputCount = 0
noMatchCount =0

PA Confirm
Retries2

PA
Eligible

Menu ID—PYA_004

IfTry 1, Prompt ID — PYA_004A

“You have chosen to not enroll in a payment
arrangement at this time. To return to the billing
matters menu, press 7. To return to the main
menu, press 9. Otherwise, if this ends your call,
you may hang up now”

Anything Else

If Try>1, Prompt ID — PYA_004B

~
o

PA_NOENROL_OPTO

PA_NOENROL_OPT7

(287)

Yes

errorTries=0
nolnputCount =0
noMatchCount =0

v

PA_CNFENROL_MENU

Menu ID - PYA_005

If Try 1, Prompt ID—PYA_005A

“You have successfully enrolled in this payment arrangement.
Details regarding your enroliment will be sent to you via mail

To return to the billing matters menu, press 7. To return to the main
menu, press 9. For anything else, press 0. Otherwise, if this ends
your call, you may hang up now”

Anything Else

If Try>1, Prompt ID— PYA_005B PA Confirm

Retries1

~
o

PA_CNFENROL_OPT7

PA_CNFENROL_OPTO

PA_CNFENROL_OPT9

PA_NOENROL_OPT9 (403)
v v
Billin
g Main Menu Agent

Matters

(404)

Billing
Matters

@




Puget Sound Energy

PAEnrolled

PA_ENROLLED_MENU

Y

errorTries=0

nolnputCount=0
noMatchCount=0

'

Menu ID—-PYA_007

IfTry 1, Prompt ID— PYA_015A

“You are currently enrolled in”

Prompt ID—PYA_015B

“payment arrangement. If you would like to cancel your existing arrangement,
press 1. If you would like to make changes to your existing arrangement, press 2.
To return to the billing matters menu, press 7. To return to the main menu, press
9. To repeat, press *”

If Try>1, Prompt ID—PYA_015C

Exh. SMB-8
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PA
Enrolled-
Retries

Anything Else

PA_ENROLLED_OPT1

PA_ENROLLED_OPT2
(406)

PA_ENROLLED_OPT7

PA Cancel

Billing
Matters

PA_ENROLLED_OPT9

PA_ENROLLED_OPTRPT




Puget Sound Energy

errorTries=0
nolnputCount =0
noMatchCount =0

PA_ACTIVE_MENU

Operation : PA CANCEL
Method: DELETE

Send: ContractAccountlID, InstallmentPlanNumber

Receive: No Content

Menu ID-PYA_008
IF PASTDUEAMOUNT >0 {
IfTry 1, Prompt ID— PYA_016A
“Upon cancelation, your past due balance of” [EV_PASTDUEAMT],
Prompt ID—PYA_016B
“is due today,” [TODAY]
} ELSE{
If Try 1, Prompt ID — PYA_016E
“Upon cancelation, your outstanding balance will still be due on its original due date”
}
If Try 1,Prompt ID—PYA_016C
To confirm cancelation of your existing arrangement, press 1. Otherwise, press 2.”
If Try>1, Prompt ID—PYA 016D

Page 58 of 166

Anything Else

PA_ACTIVE_OPT1

Time Out? Yes

(407)

PAYARRNG_CANCEL_WS_FAIL

[y

PA_ACTIVE_OPT2

-

>

STATUS == 204

=z
C

<
o —
1%]

PAYARRNG_CANCEL_WS_ERROR
(408)

Agent PA_RETAIN_MENU

A

errorTries=0
nolnputCount =0
noMatchCount =0

v

PA_CANCEL_MENU

Menu ID - PYA_009

If Try 1, Prompt ID— PYA_017A

“You have successfully canceled your ”

Prompt ID—PYA_017B

“payment arrangement. Details of your cancelation will be sent to you via mail.
To make a payment now press 1.To return to the billing matters menu, press 7.
To return to the main menu, press 9. For anything else, press 0. Otherwise, if
this ends your call, you may hang up now”

If Try>1, Prompt ID— PYA_017C

errorTries=0
nolnputCount =0
noMatchCount =0

v

Menu ID—-PYA_010

IfTry 1, Prompt ID— PYA_018A

“You have elected to keep your existing payment
arrangement. For information regarding your existing
arrangement, press 1. To return to the billing matters menu,
press 7. To return to the main menu, press 9. Otherwise, if
this ends your call, you may hang up now”

Anything Else

If Try>1, Prompt ID— PYA_018B
PA Cancel

Retries - 2

PA Cancel
Retries - 1

| |
PA_CANCEL OPT1 [“1 . 9 ! 9 1
(400)
PA_CANCEL_OPT7 PA_CANCEL_OPT9 PA_CANCEL_OPTO | | PA_RETAIN_OPT7 PA_RETAIN_OPT9 PARE o
BMXTFR_400
Bill Bill Bill
Set GoTo = . lling illing
“BillMatrix” Matrix Matters Matters Agent

Anything Else

PA Cancel
Retries - 3




Puget Sound Energy

Operation : PASIMULATE

Method: POST
PA Send: Channel, ContractAccountID, InstallmentPlanType,
NotEligible .| [TestRun, Frequency, PayArrangeCreateNav([]

Receive: Channel, ContractAccount!D, InstallmentPlanNumber,
InstallmentPlanType, TestRun, Frequency,
NoOfPaymentsPermitted, PaStatus, ReasonCode, Reason,
PayArrangeCreateNav{}, PaymentArrangementNav{ }}

PA_NOTELIG_SIMULATE_WS g—ve

Exh. SMB-8
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Prompt ID - PYA_006
“We’re sorry. We’re unable to start a payment
arrangement due to...”

Play Reason

_FAIL Set Channel = IVR,
(443) InstallmentlanType = 05,
No TestRun=X
ves PAYARRN_NOTELG_MENU
PA_NOTELIG_SIMULATE_WS_ [@—N STATUS == 201 ¢
ERROR
(444) / errorTries =0
nolnputCount =0
/ noMatchCount =0
Agent
Menu ID - PYA_006
If Try 1, Prompt ID— PYA_014A
“For further information, press 1. To return to the billing matters menu, press 7. PARetries -
To return to the main menu, press 9. Otherwise, if this ends your call, you may Anything Else 1

hang up now”

If Try>1, Prompt ID— PYA_014B

~

PAYARRN_NOTELG_OPT7

PAYARRN_NOTELG_OPT9

=

PAYARRN_NOTELG_OPT1
(405)

Billing
Matters

Agent




Play
Reason

!

ReasonCode =
110

ReasonCode =
116

ReasonCode =
118

PAYARRN_NOTELG_GEN

!

Ye

Ye

Ye

Puget Sound Energy
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Prompt ID— PYA_007
this account having closed more

than 3 payment arrangementsin the
last 12 months”

uu

PAYARRN_NOTELG_110

Prompt ID—PYA_009 ) 4
“this account being enrolled in
automatic payments”

PAYARRN_NOTELG_116

Prompt ID—PYA_011
“the account having a balance less
than $1”

PAYARRN_NOTELG_118

Prompt ID—PYA_013
“this account currently being
ineligible”

Go to PA
NotEligible

Menu




PAYARRN_NOTELG_NOIP

Puget Sound Energy

PA
Retries -
1
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PAYARRN_NOTELG_NOMATCH

!

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries <

Yes

nolnputCount <
maxnoinput ?

A

IfTry 1-Prompt ID—PYA_019A
“No options were selected”

For Try>1 - Prompt ID—PYA_019B

Return to menu
options

globalmaxerror ?

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

PAYARRN_NOTELG_MAXERROR
(411)

PAYARRN_NOTELG_MAXNOMATCH
(413)

PAYARRN_NOTELG_MAXNOINPUT
(412)

errorTries <

Yes

noMatchCount <

maxnomatch ?

A 4

Prompt ID— PYA_020

“We'resorry, we're unable to process
your request.”

globalmaxerror 2,

A

If Try 1-Prompt ID—PYA_021A
“This is an invalid option”

For Try>1 - Prompt ID—PYA_021B

Return to menu
options
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PAEnrolled
Retries

PA_ENROLLED_NOIP

!

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries <
globalmaxerror ?

PA_ENROLLED_MAXERROR
(414)

PA_ENROLLED_NOMATCH

-

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries <
globalmaxerror ?,

Yes

nolnputCount <
maxnoinput ?

PA_ENROLLED_MAXNOINPUT
(415)

Yes

noMatchCount <
maxnomatch ?

PA_ENROLLED_MAXNOMATCH
(416)

v v

IfTry 1- Prompt ID—PYA_022A
“No options were selected”

Prompt ID—PYA_023

For Try>1 - Prompt ID—PYA_022B

Return to menu
options

“We'resorry, we're unable to process
your request.”

A

“This is an invalid option”

If Try 1-Prompt ID—PYA_024A

For Try>1 - Prompt ID—PYA_024B

Return to menu

options
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PA Cancel
Retries - 1

PA_ACTIVE_NOIP

! L

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = nolnputCount + 1 noMatchCount = noMatchCount + 1

PA_ACTIVE_NOMATCH

errorTries <
globalmaxerror ?

errorTries <

globalmaxerror ? PA_ACTIVE_MAXERROR

(417)

Yes Yes
nolnputCount < noMatchCount <
maxnoinput ? No maxnomatch ?
Yes Yes
PA_ACTIVE_MAXNOINPUT PA_ACTIVE_MAXNOMATCH
(418) (419)
A 4 A 4
A

If Try 1-Prompt ID—PYA_027A
“This is an invalid option”

Prompt ID— PYA_026
If Try 1- Prompt ID— PYA_025A

“No options were selected”

“We'resorry, we're unable to process
your request.”

For Try>1 - Prompt ID—PYA_027B
For Try>1 - Prompt ID—PYA_025B

Return to menu
options

Return to menu
options




Puget Sound Energy

PA_CANCEL NOIP

L

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries <
globalmaxerror ?

Yes

nolnputCount <
maxnoinput ?

(420)

PA Cancel
Retries - 2

PA_CANCEL_MAXERROR

Exh. SMB-8
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PA_CANCEL_NOMATCH

!

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

PA_CANCEL_MAXNOINPUT
(421)

n

PA_CANCEL_MAXNOMATCH
(422)

A

If Try 1-Prompt ID—PYA_028A
“No options were selected”

For Try>1 - Prompt ID—PYA_028B

Return to menu
options

A 4

Prompt ID—PYA_029

“We'resorry, we're unable to process
your request.”

globalmaxerror 2

errorTries <

Yes

oMatchCount <
maxnomatch ?

v

If Try 1-Prompt ID—PYA_030A
“This is an invalid option”

For Try>1 - Prompt ID—PYA_030B

Return to menu
options
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PA Cancel
Retries - 3

PA_RETAIN_NOIP

PA_RETAIN_NOMATCH

A 4 y
errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = nolnputCount + 1 noMatchCount = noMatchCount + 1

I

No——{pA RETAIN_MAXERROR|® N

errorTries <
globalmaxerror ?

errorTries <
globalmaxerror 2

(423)
Yes Yes
nolnputCount < noMatchCount <
maxnoinput ? maxnomatch ?
Yes Yes
PA_RETAIN_MAXNOINPUT PA_RETAIN_MAXNOMATCH
(424) (425)
A 4
A 4 v

Prompt ID— PYA_032

If Try 1- Prompt ID— PYA_031A

IfTry 1-Prompt ID—PYA_033A
“No options were selected” If Try p |

“This is an invalid option”

“We'resorry, we're unable to process
your request.”

For Try>1 - Prompt ID - PYA_031B For Try>1 - Prompt ID—PYA_033B

Return to menu
options Return to menu

options




PA_ELIGIBLE_NOIP

-

PAEligible
Retries

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries <
lobalmaxerror 2

Yes

nolnputCount <
maxnoinput ?

PA_ELIGIBLE_MAXNOINPUT

PA_ELIGIBLE_NOMATCH

L

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

PA_ELIGIBLE_MAXERROR
(426)

(427)

[4—N

PA_ELIGIBLE_MAXNOMATCH

errorTries
<globalmaxerror2

Yes

noMatchCount <
maxnomatch ?

(428)

v

If Try 1 - Prompt ID—PYA_034A
“No options were selected”

For Try>1 - Prompt ID—PYA_034B

Return to menu
options

A 4

Prompt ID— PYA_035

“We'resorry, we're unable to process
your request.”

A 4

Puget Sound Energy

Exh. SMB-8
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IfTry 1 -Prompt ID— PYA_036A
“This is an invalid option”

For Try>1 - Prompt ID—PYA_036B

Return to menu
options
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PA Confirm
Retires

PA_ENROL_NOIP

!

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries <
globalmaxerror 2 PA_ENROL_MAXERROR

(429)

Yes

nolnputCount <

Exh. SMB-8
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PA_ENROL_NOMATCH

y
errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries <
lobalmaxerror 2

Yes

noMatchCount <

Prompt ID— PYA_038
If Try 1-Prompt ID—-PYA_037A

“No options were selected”

“We'resorry, we're unable to process
your request.”

For Try>1 - Prompt ID—PYA_037B

Return to menu
options

maxnoinput ? No N maxnomatch ?
Yes Yes
PA_ENROL_MAXNOINPUT PA_ENROL_MAXNOMATCH
(430) (431)
A 4
— v

“This is an invalid option”

Return to menu
options

If Try 1 -Prompt ID— PYA_039A

For Try>1 - Prompt ID—PYA_039B
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PA_CNFENROL_NOIP

PA Confirm
Retriesl

]

PA_CNFENROL_NOMATCH

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

g

Exh. SMB-8
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errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries <
globalmaxerror 2

PA_CNFENROL_MAXERROR

If Try 1- Prompt ID — PYA_040A
“No options were selected”

For Try>1 - Prompt ID—PYA_040B

Return to menu
options

(432)
Yes
nolnputCount <
maxnoinput ?
Yes
PA_CNFENROL_MAXNOINPUT PA_CNFENROL_MAXNOMATCH
(433) (434)
A 4
A 4

Prompt ID—PYA_041

“We're sorry, we're unable to process
your request.”

errorTries <
lobalmaxerror ?

Yes

noMatchCount <
maxnomatch ?

A

If Try 1-Prompt ID—PYA_042A
“This is an invalid option”

For Try>1 - Prompt ID—PYA_042B

Return to menu
options
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PA Confirm
Retries2

PA_NOENROL_NOIP

! !

PA_NOENROL_NOMATCH

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
nolnputCount+1 noMatchCount + 1

errorTries <
lobalmaxerror 2

errorTries <

globalmaxerror 2 PA_NOENROL_MAXERROR

(435)
Yes Yes
nolnputCount < N noMatchCount <
maxnoinput ? maxnomatch ?
Yes
Yes
PA_NOENROL_MAXNOINPUT PA_NOENROL_MAXNOMATCH
(436) (437)
A 4
= \ 4

Prompt ID— PYA_044

IfTry 1- Prompt ID— PYA_043A

If Try 1 -Prompt ID—PYA 045A
“No options were selected” If Try p _

“This is an invalid option”

“We'resorry, we're unable to process
your request.”

For Try>1 - Prompt ID—PYA_043B

Return to menu
options

For Try>1 - Prompt ID—PYA_045B

Return to menu
options
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Agent

RPTPAY_DUNNING Ye EvDunninglevel = X?

(940)

No

vPaidamount>D Agent
RPTPAY_NOPAIDAMT

(942)

RPTPAY_PAIDAMT_GTR
0

v

Menu ID-BMT_015
Prompt ID—BMT_071 “Our records indicate that you have made a payment in the amount of” <EvPaidamount>

Prompt ID—BMT_072 “Paid on” <EvPaiddate>
Prompt ID—BMT_073 Please allow two business days for this payment to post to your account.”

If Try 1, Prompt ID— BMT_074A
To repeat these options, press star. To return to previous menu, press 7. To return to the main menu, press, 9. To end

this call simply hang up. To speak to an agent, press zero.”

If Try> 1, Prompt ID— BMT_0748

*
7 9 Anything Else
RPT P(’;XZ?PTO RPTPAY_OPT RPT RPTPAY_OPT7 RPTPAY_OPT9
Agent Generic

Navigation
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Account
Validation Ye
: (780)
No
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Res Make
Payment

Make
Payment
(779)
Clarankn;. Account
Validation Ye Agent
Payment (294)
No
Make
Payment
(602)
P'\\;Ir: I:f Account
Validation Ye Agent
Payment (930)
No
Make
Payment
(929)

Main Make
Payment

Account
Validation Ye Agent
(526)
No

Make
Payment

(525)
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SCallerAuthentica
ted == X?

Make
Payment

Set GoTo =

BMXTFR<Loccode> ; “Bil[Matrix”

errorTries=0
ZiperrorTries=0
nolnputCount =0

Menu ID : BMT_016

If Try 1, Prompt ID — BMT_021A

"Please enter the zip code of the service address associated with the account. To return to
the previous menu, press 7. To return to the main menu, press 9"

noMatchCount =0

Prompt ID— BMT_022

not match with our records.
Please try again”

If Try> 1, Prompt ID — BMT_0218

“We’resorry, this zip code does

For Option 7, call will go back to
previous menu in case calling entity is -
Payment Mailing & Options

Main Menu

Personalization

Billing Matters Commercial

Balance Enquiry Commercial

Balance Enquiry Residential

In case calling entity is Billing Matters
Residential, call will go back to start of
Billing matters and based on validation
parameters like ADID and Payment
Arrangement eligibility, appropriate
menu will be announced.

isCallerAuthe
nticated = X

v

Data.Session.acctaut
hflag = “zZIP”

®

MKP_ZIP_
PREV

Anything else

Yes

Pata.Session.
D=Zipcode?

Yes

ZiperrorTries=
ZiperrorTries + 1

AUTHENTICATED

MKP_ZIP_INVALID

MKP_ZIP_MAXINVA
LID<loccode>

Billing Matters Commercial =160
Billing Matters Residential — 161
Balance Enquiry Residential — 162
Balance Enquiry Commercial — 163
Payment Mailing & Options — 164
Main Menu — 165

Personalization - 166

&

Billing Matters Commercial —602
Billing Matters Residential — 779
Balance Enquiry Residential — 862
Balance Enquiry Commercial — 264
Payment Mailing & Options — 929
Main Menu—525

Personalization - 118
PaymentArrangements - 400

Prompt ID— BMT_023

“We were unable to verify your
account with this zip code.”

Set GoTo =
“AuthFail”
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Yes Yes

Agent
No (636) '

Authenticat
ion

Disconnected
for Payment

Account
Validation

Prompt ID—GEN_003
“We'resorry, we're
unable to process
your request.”

MAILRTYES_DS
CNONPY

MAILRTNO_D
SCNONPY

ADID = C/S?

Yes No

OOH Flag? RealTimeMemo

Posting ==

Yes

Yes

BMT_DSC_OOH BMT_DSC_HOL BMT_DSC_DISCI BMT_DSC_DUNNIN BMT_DSC_DUALAM BMT_DSC_COMME BMT_DSC_RTMEM BMT_DSC_RTMEM BMT_DSC_COUNTE \
(151) (152) ND G | RCIAL OPOST 0] RX o
(153) (154) (144) (145) (155) (156) (157)

v

/ Set GoTo = “Agent” /
Set GoTo = “DiscOOH” // Set GoTo = “DiscHoliday” /

Tior
Obligation
—Non
Agent &ymg
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Return to menu
options

RESBILLMAT_NOIP

l€—No input

RESBILLMAT_NOMA
TCH

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries
<globalmaxerror2

Yes

nolnputCount
maxnoinput ?

v

If Try 1 - Prompt ID—BMT_003A
“No options were selected”

For Try>1 - Prompt ID—BMT_003B

RESBILLMAT_MAXN

RESBILLMAT_MAXE
RROR
(251)

RESBILLMAT_MAXN
OMATCH
(794)

oIpP
(795)

Prompt ID — BMT_004
“We're sorry, we're unable to process
your request.”

errorTries
<globalmaxerror?2

Yes

noMatchCount <
maxnomatch ?

A 4

Exh. SMB-8
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If Try 1 -Prompt ID— BMT_005A
“This is an invalid option”

For Try>1 - Prompt ID—BMT_005B

Return to menu
options
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No match

BALENQRESI_NOMA

TCH

errorTries = errorTries + 1
noMatchCount =
noMatchl(:ou nt+1

Yes

e maxnomatch ? ves
BALENQRESI_MAXN
OMATCH
(108)
A
A 4

Prompt ID—-BMT_019 If Try 1 -Prompt ID—BMT_020A
“This is an invalid option”
“We'resorry, we're unable to process

your request.” For Try>1 - Prompt ID — BMT_020B

Return to menu
options
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l——No input No match—p»
MKP_ZIP_NOIP MKP_ZIPF‘NOMATC
errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
nolnputCount + 1 noMatchCount + 1
errorTries N MKP_ZIP_MAXERRO N errorTries
globalmaxerroy? R globalmaxerrog
(XXX)* (XXX)*
Yes Yes
Billing Matters Commercial —160
Billing Matters Residential — 161
Balance Enquiry Residential — 162
Balance Enquiry Commercial — 163
holnputCount No N noMatchCount Payment Mailing & Options — 164

axnoinput 2

MKP_ZIP_MAXNOM
ATCH
(XXX)*

MKP_ZIP_MAXNOIP
(XXX)*

v

v

IfTry 1 - Prompt ID—BMT_024A
“No options were selected”

Prompt ID—-BMT_025

Return to menu
options

“We were unable to verify your
account with this zip code.”

For Try>1 - Prompt ID—BMT_024B

Set GoTo =
“AuthFail”

/

Main Menu — 165
Personalization - 166

axnomatch 2

A 4

If Try 1-Prompt ID—BMT_026A
“We’resorry, this zip code does not
match our records. Please try again”

Return to menu
options

For Try>1 - Prompt ID— BMT_026B

\/\

Agent




Return to menu
options

PYMOP_NOIP

Puget Sound Energy

[4—No input

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

/

errorTries

Yes

Yes

IfTry 1- Prompt ID—BMT_029A
“No options were selected”

For Try>1 - Prompt ID— BMT_029A

globalmaxerrog

PYMOP_MAXERROR
(256)

No match———p»|

Exh. SMB-8

Page 77 of 166

PYMOP_NOMATCH

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

PYMOP_MAXNOIP
(928)

PYMOP_MAXNOMATCH
(927)

h 4

Prompt ID— BMT_030

“We'resorry, we're unable to
your request.”

process

globalmaxerrog

errorTries

Yes

oMatchCount
gaxnomatch 2

h 4

If Try 1 -Prompt ID— BMT_031A
“This is an invalid option”

For Try>1 - Prompt ID—BMT_031B

Return to menu
options
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l€&—No input No matc
PYARG_NOIP PYARG_NOMATCH
_ - errorTries = errorTries + 1
errorTries = errorTrl:es +1 noMatchCount =
nolnputCount = noMatchCount + 1

nolnputCount + 1

I

No——P1 pyarG_MAXERROR [® N
(257)

errorTries
globalmaxerrog?

errorTries
globalmaxerrog?

Yes
Yes

noMatchCount <
maxnomatch ?

nolnputCount <
maxnoinput ?

PYARG_MAXNOMA
TCH
(959)

PYARG_MAXNOIP
(960)

Yes

A 4

If Try 1-Prompt ID— BMT_037A
“This is an invalid option”

Prompt ID— BMT_036
“We'resorry, we're unable to process
your request.”

If Try 1 - Prompt ID—BMT_035A
“No options were selected”

For Try>1 - Prompt ID— BMT_035B

Return to menu
. Return to menu
options .
pt options

For Try>1 - Prompt ID-BMT_037B
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Return to menu
options

PYMNTARR3_1_NOI
P(opt1)

errorTries = errorTries + 1
nolnputCount =
nolnputCount +1

errorTries
globalmaxerroy?

Yes

olnputCount
axnoinput 2

Yes

If Try 1- Prompt ID—BMT_046A
“No options were selected”

For Try>1 - Prompt ID—BMT_046B

I

No——» PYMNTARR3_1_MA
XERROR(258),

/

PYMNTARR3_1_NO
MATCH (opt1)

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

[ ——N

PYMNTARR3_1_MA
XNOIP
Opt1(967)

PYMNTARR3_1_MA
XNOMATCH

Opt1(966)

Prompt ID— BMT_047

“We'resorry, we're unable to
your request.”

process

errorTries
globalmaxerror?

Yes

oMatchCount

A 4

Exh. SMB-8
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If Try 1 -Prompt ID - BMT_048A
“This is an invalid option”

For Try>1 - Prompt ID— BMT_048B

Return to menu
options




Return to menu
options

COMBILLMAT_NOIP

l€—No input

Puget Sound Energy

errorTries = errorTries + 1
nolnputCount = nolnputCount

+1

errorTries
<globalmaxerror2

olnputCount
gaxnoinput 2

No matc

COMBILLMAT_NOM
ATCH

/ /

errorTries = errorTries + 1
noMatchCount =

noMatchCount + 1

COMBILLMAT_MAX
ERROR
(259)

errorTries
<globalmaxerror

Yes

oMatchCount
axnomatch

Yes

IfTry 1-Prompt ID—BMT_051A
“No options were selected”

For Try>1 - Prompt ID—BMT_051B

COMBILLMAT_MAX
NOIP
(260)

COMBILLMAT_MAX
NOMATCH
(261)

Prompt ID — BMT_052

“We'resorry, we're unable to process
your request.”

h 4

Exh. SMB-8
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If Try 1-Prompt ID—BMT_053A
“This is an invalid option”

For Try>1 - Prompt ID— BMT_0538

Return to menu
options
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No match

COMBILLENQ_NOM

ATCH

Exh. SMB-8
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errorTries = errorTries + 1
noMatchCount =

noMatchCount + 1

/

noMatchCount <
maxnomatch ?

COMBILLENQ_MAX
NOMATCH
(262)

Prompt ID—-BMT_065

“We'resorry, we're unable to process
your request.”

Yes

A 4

If Try 1 -Prompt ID— BMT_066A
“This is an invalid option”

Return to menu
options

For Try>1 - Prompt ID— BMT_066B
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RESBILLENQSUB1_N No Input
OoIp

A

errorTries = errorTries + 1 /
noMatchCount = noMatchCount + 1

errorTries

>

Input?

RESBILLENQSUB1_

p=
C

lobalmaxerro?

Yes

Yes

If Try 1 - Prompt ID—BMT_088A
“No options were selected”

For Try>1 - Prompt ID - BMT_088B

Return to menu
options

RESBILLENQSUB1 _
MAXNOIP

Exh. SMB-8
Page 82 of 166
No Match RESBILLENQSUB1_N
OMATCH
A
/ errorTries = errorTries + 1 /
noMatchCount = noMatchCount + 1
No errorTries

MAXERROR
(246)

h 4

RESBILLENQSUB1_
MAXNOMATCH
(870)

Prompt ID—BMT_069

“We're sorry, we're unable to process
your request.”

lobalmaxerrgr?

Yes

oMatchCount
maxnomatch

Yes

If Try 1 -Prompt ID— BMT_070A
“This is an invalid option”

For Try>1 - Prompt ID— BMT_070B

Return to menu
options
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RPTPAY_NOIP

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

lobalmaxerroy?

Yes

olnputCount
axnoinput 2

Yes

If Try 1-Prompt ID—-BMT_093A
“No options were selected”

For Try>1 - Prompt ID— BMT_093B

Return to menu
options

R
(248)

RPTPAY_MAXNOIP
(947)

A 4

RPTPAY_MAXNOMA

Prompt ID — BMT_075

“We'resorry, we're unable to process
your request.”

Exh. SMB-8

Page 83 of 166
Retries
No Input Input? No Matc
RPTPAY_NOMATCH
A 4
/ / errorTries = errorTries + 1 /
noMatchCount = noMatchCount + 1
No RPTPAY_MAXERRO No errorTries

lobalmaxerror?

Yes

oMatchCount
gaxnomatch 2

Yes

If Try 1 -Prompt ID—BMT_076A
“This is an invalid option”

For Try>1 - Prompt ID— BMT_076B

Return to menu
options
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[€—No input No matc

RESBILLMAT2_NOIP

RESBILLMAT2_NOM
ATCH

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

I

No——»| RESBILLMAT2_MAX |¢———N
ERROR

(244)

errorTries
globalmaxerroy?

Yes

olnputCount
axnoinput 2

h 4

Return to menu

If Try 1- Prompt ID - BMT_077A
“No options were selected”

For Try>1 - Prompt ID—BMT_077B

RESBILLMAT2_MAX
NOIP
(795)

RESBILLMAT2_MAX
NOMATCH
(794)

Prompt ID—BMT_078

“We'resorry, we're unable to process
your request.”

errorTries
globalmaxerrog?

Yes

noMatchCount
axnomatch 2

Exh. SMB-8
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If Try 1-Prompt ID—BMT_079A
“This is an invalid option”

For Try>1 - Prompt ID—BMT_079B

Return to menu
options
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COMBILLMAT2_NOI
p

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries
globalmaxerrog?

XERROR
(266)

I

No—p»{ COMBILLMAT2_MA {@¢—N

No matc

COMBILLMAT2_NO

MATCH

errorTries = errorTries + 1

noMatchCount =
noMatchCount + 1

Yes

olnputCount
axnoinput 2

Yes COMBILLMAT2_MA
XNOIP
(267)

COMBILLMAT2_MA
XNOMATCH
(268)

A 4

A 4

If Try 1 - Prompt ID— BMT_080A
“No options were selected”

Prompt ID—BMT_081

Return to menu

your request.”

options

For Try>1 - Prompt ID—BMT_080B

“We'resorry, we're unable to process

globalmaxerrgg?

errorTries

h 4

Exh. SMB-8
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If Try 1 -Prompt ID—BMT_082A
“This is an invalid option”

For Try>1 - Prompt ID—-BMT_082B

Return to menu
options
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Retries

RESBILLENQSUB2_N
oIp

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

>

lobalmaxerrog?

Yes

olnputCount
axnoinput 2

Yes

If Try 1 - Prompt ID— BMT_089A
“No options were selected”

For Try>1 - Prompt ID—BMT_089B

Return to menu
options

RESBILLENQSUB2_
MAXNOIP

(247)

Input?

RESBILLENQSUB2 _

Exh. SMB-8
Page 86 of 166
No Match RESBILLENQSUB2_N
OMATCH
A 4
/ errorTries = errorTries + 1 /
noMatchCount = noMatchCount + 1

errorTries

>

MAXERROR

z
C

lobalmaxerror?

Yes

oMatchCount

h 4

RESBILLENQSUB2_ |¢——N
MAXNOMATCH
(870)

axnomatch 2

Yes

Prompt ID—BMT_083

“We'resorry, we're unable to process
your request.”

If Try 1 -Prompt ID - BMT_084A
“This is an invalid option”

For Try>1 - Prompt ID— BMT_084B

Return to menu
options




Return to menu

Puget Sound Energy

No matc

PYMNTARR3_2_NOI
P(opt2)

PYMNTARR3_2_NO
MATCH(opt2)

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

Yes

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

I

PYMNTARR3_2_MA
XERROR(265)

errorTries
globalmaxerroy?

Yes

PYMNTARR3_2_MA
XNOIP
Opt2(974)

PYMNTARR3_2_MA
XNOMATCH
Opt2(973)

If Try 1 - Prompt ID—BMT_085A
“No options were selected”

For Try>1 - Prompt ID—BMT_085B

Prompt ID — BMT_086

“We'resorry, we're unable to process
your request.”

errorTries
globalmaxerrog?

Yes

AoMatchCount
maxnomatch 2

h 4

Exh. SMB-8
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If Try 1 -Prompt ID— BMT_087A
“This is an invalid option”

For Try>1 - Prompt ID—BMT_087B

Return to menu

options
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Return to menu
options

IP

BALENQRCOM2_NO

Retries

No input No matc BALENQRCOM2_NO

MATCH

errorTries = errorTries + 1

nolnputCount =

nolnputCount + 1

errorTries = errorTries + 1
noMatchCount =

noMatchCount + 1

errorTries

Yes

h 4

If Try 1 - Prompt ID—BMT_018A
“No options were selected”

For Try>1 - Prompt ID—BMT_018B

<globalmaxerror2

—

No——»| BALENQRCOM2_M
AXERROR
(240

noMatchCount <
maxnomatch ?

BALENQRCOM2_M Yes
AXNOMATCH
(603)

BALENQRCOM2_M
AXNOIP
(604)

A 4

Prompt ID - BMT_019
If Try 1 -Prompt ID—BMT_020A
“We'resorry, we're unable to process “This is an invalid option”

your request.”

For Try>1 - Prompt ID — BMT_020B

Exh. SMB-8
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Return to menu
options




PYMAILADR_NOIP

[ ———No input

Puget Sound Energy

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries

<globalmaxerror2

Yes

nolnputCount

Ye .
maxnoinput ?

IfTry 1 - Prompt ID— BMT_090A
“No options were selected”

For Try>1 - Prompt ID — BMT_090B

Return to menu
options

No

PYMAILADR_NOMA
TCH

Exh. SMB-8
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errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries

ROR

PYMAILADR_MAXN
oIp

PYMAILADR_MAXN
OMATCH

Prompt ID—-BMT_091
“We'resorry, we're unable to process
your request.”

PYMAILADR_HANGUP
(920)

-

/ Set GoTo = “ICM” /

PYMAILADR_MAXER No

<globalmaxerror2

Yes

noMatchCount <

maxnomatch ?

Yes

A

If Try 1 -Prompt ID— BMT_092A
“This is an invalid option”

For Try>1 - Prompt ID — BMT_0928

Return to menu
options
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—‘ Page 90 of 166
/ Main Menu

.
PREDICTIVE_ALREA
DYPROVIDED

Personalized
Treatment

predictivedone =
Y?

PREDICTIVE

¢ // Set predictivedone =Y /

Operation: Predictive

Send: ContractAccount
Receive: ContractAccount, ReasonCode,
MinAmtDue, DueDate, Division

Ye

PREDICTIVEWSDL_F
AlL

No

Agent

ReasonCode = v (295)
999? € PREDICTIVEWSDL_E
RROR >
No
ReasonCode = /
001- Service 000? Yes— P pReDICTIVEWSDL_N
Disconnected due to OPREDICTIVE
Non-Payment Prior
No Obligation
Authenticatio
Ye OOHFlag = Y? N HolidayFlag = Y? N n
ReasonCode = PRED_PRIOOBN
001?

Yes Yes

PRED_PRIOOBN_0O PRED_PRIOOBN_HO Yes—]
H L

Personalized

Treatment 2

Yes




Personalized
Treatment 2

errorTries=0
nolnputCount=0
noMatchCount =0

No—

002- Active Outage
Exists for Customer

ReasonCode =

NoZ?

Yes

003- Service pending
disconnection
(Dunning 35 Printed)

ReasonCode =
003?

No
004- Service pending
disconnection (Dunning 35
Not Printed)
ReasonCode = Ye
004?

Personalized
Treatment 3

PRED_OUTAGE

PRED_DUN35PR

Puget Sound Energy

N

Menu ID - PRD_001

Exh. SMB-8
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PRED_OUTAGE
OPT2

.

PRED_DUN35N
OTPRINTED

IfTry 1, Prompt ID- PRD_001A
“We see that you recently experienced an outage. For an Outage
update regarding this outage, press 1. Otherwise, press 2” PRED_OUTAGE
OPT1
If Try >1, Prompt ID- PRD_001B
PERS_001
No Input/Invalid Inpu _Retries
Prompt ID—GEN_003
“We'resorry, we're
Agent <] unable to process < MAILRTYES_PR
your request.” ED004
Yes
1 N MAILRTNO
- PRED_DUN35N
OTPRINT_OPT1 =
Menu ID - PRD_002
If Try 1, Prompt ID- PRD_009A -
“You currently have an overdue payment and may be Main Dunning35
Menu

scheduled for disconnection. To learn more, press 1.
Otherwise, press 2.”

If Try >1, Prompt ID - PRD_009B

No Input/Invalid Inpu

PRED_DUN35N
OTPRINT _OPT2

PERS_002
_Retries
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005-Payment Overdue

Personalized
Treatment 2

006- Payment Due
Soon

007 - AMI

ReasonCode =
005?

ReasonCode =
006?

ReasonCode =
007?

Personalized

Treatment 4

Ye

PRED_PAYOVER
DUE

PRED_PAYDUE

PRED_AMI

=

Menu ID - PRD_005

IfTry 1, Prompt ID- PRD_005A

“You currently have an overdue payment. To learn
more, press 1. Otherwise, press 2”

If Try >1, Prompt ID - PRD_005B

No Input/Invalid Input

PRED_PAYOVER
DUE _OPT1

Exh. SMB-8

Enquiry
Residential

Main Menu
| .

PRED_PAYOVER
DUE OPT2

PERS_005
_Retries

=

Menu ID - PRD_006

If Try 1, Prompt ID- PRD_006A

“We seethat you have a payment due soon. To make a
payment, press 1. Otherwise, press 2”

If Try >1, Prompt ID - PRD_006B

————No Input/Invalid Inpu

PRED_PAYDUE_
OPT1

PRED_PAYDUE_
OPT2

PRES_006
_Retries

[y

Menu ID - PRD_007

IfTry 1, Prompt ID- PRD_007A

“If you are calling about your meter upgrade, press 1.
Otherwise, press 2”

If Try >1, Prompt ID- PRD_007B

No Input/Invalid Inpu

PRED_AMI_OPT
1

Make
Payment
Residential

Personalized
- AMI

. Main Menu

PRED_AMI_OPT

2

PERS_007
_Retries

(118)
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008 — Bill Correction

No input/Invalid input

Exh. SMB-8
Page 93 of 166

PERS_009
_Retries

PRED_BILL_CORRECTION_
OPT2

Menu ID - PRD_009
Personalized IfTry 1, Prompt ID- PRD_010A
Treatment 4 ReasonCode = Ye “If you are calling about a billing correction, press 1.
008? PRED_BILL_CORRE Otherwise, press 2”
CTION
If Try >1, Prompt ID- PRD_010B
No

PRED_BILL_CORRECTION_OPT1
(345)

Agent

P Jransfe

/
/

47/ Set GoTo = “ICM”
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Prompt ID— PRD_002

“To avoid disconnection, pay the
minimum amount of”
MinAmtDue

|| Prompt ID—PRD_010

“by the due date of”

DueDate

Menu ID - PRD_004

Prompt ID—PRD_038

“To make a payment now, in the amount of”

<MinAmtDue>

IfTry 1, Prompt ID- PRD_004A

“Press 1. To hear your full balance and for other payment options, press 2. For
all other matters, please press 3”

Authentic
ation

Dunning35
Not Printed

PRED_PAYDUE_
MENU

If Try >1, Prompt ID - PRD_004B

Noinput/invalidinput——

PRED_PAYDUE_
OTHER

PRED_PAYDUE_
MKPAY

PRED_PAYDUE_
HEARBAL

Make
Payment
Residential

PERS_003

Balance )
Main Menu _Retries

Enquiry
Residential




Puget Sound Energy

Personalized
- AMI

PRED_AMI_GAS

h 4

Prompt ID—PRD_012
"Please hold while your call is transferred

to our meter upgrade service partner"

—

A 4

/ Set GoTo

o ]

Gas (2)

PRED_AMI_BOT
HOPT2
(206)

Division?

Both (3)

errorTries=0
nolnputCount =0
noMatchCount =0

PRED_AMI_BOT
H

Menu ID - PRD_008
If Try 1, Prompt ID— PRD_008A

“For electric meter upgrade, press 1. For gas
module upgrade, press 2”
If Try> 1, Prompt ID— PRD_008B

No Input/Invalid Input

PERS_008_
Retries

Exh. SMB-8
Page 95 of 166

Electric (1)

PRED_AMI_BOT
HOPT1
(207)

PRED_AMI_ELE
C

v

Prompt ID—PRD_013
. "Please hold while your call is transferred

to our meter upgrade service partner"

v

/ Set GoTo = “ICM” /
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Personaliz
ed Retries

PRED_NOMATCHOU
TAGE

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
nolnputCount + 1 noMatchCount +1

errorTries
<globalmaxerror2

PRED_NOIPOUTAGE

errorTries
<globalmaxerror2

PRED_MAXERROR
OUTAGE
(208)

Yes

olnputCount

noMatchCount

axnoinput 2 N
maxnomatch 2
PRED_MAXNOIP PRED_MAXNOMAT Yes
ves OUTAGE CH
(209) OUTAGE
(210)
A 4

Prompt ID—PRD_015 A 4

If Try 1-Prompt ID—PRD_014A
“No options were selected”

If Try 1-Prompt ID—PRD_016A
“This is an invalid option”

“We'resorry, we're unable to process
your request.”

Return to menu
options

For Try>1 - Prompt ID— PRD_014B

Return to menu
options

For Try>1 - Prompt ID—PRD_016B
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Personaliz
ed Retries

PRED_NOMATCHDU
N35NPR

PRED_NOIPDUN35N
PR

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries
lobalmaxerror2

errorTries
<globalmaxerror2

PRED_MAXERROR
DUN35NPR
(211)

<

Yes

noMatchCount

N maxnomatch ?
PRED. MAXNOIP PRED_MAXNOMAT .
ves DUN35NPR CH T
(212) DUN35NPR
(213)
\ 4
Prompt ID—PRD_018 A 4

IfTry 1 - Prompt ID—PRD_017A
“ . T If Try 1-Prompt ID—PRD_019A
No options were selected “We're sorry, we're unable to process “This is an invalid option”
your request.”

Return to menu
options

Return to menu
options

For Try>1 - Prompt ID—PRD_017B

For Try>1 - Prompt ID—PRD_019B
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PRED_PAYDUE_ME [€—Noinput
NU_NOIP

Personaliz
ed Retries

PRED_PAYDUE_ME
NU_NOMATCH

errorTries = errorTries + 1
nolnputCount =

nolnputCount + 1

errorTries = errorTries + 1
noMatchCount =
noMatchCount+ 1

errorTries
<globalmaxerror?.

Yes

nolnputCount <
maxnoinput ?

Yes

If Try 1- Prompt ID—PRD_020A
“No options were selected”

Return to menu
options

For Try>1 - Prompt ID—PRD_020B

PRED_PAYDUE_ME
NU_MAXERROR

errorTries
<globalmaxerror?

(214)

Yes

hoMatchCount

No axnomatch 2
PRED_PAYDUE_ME PRED_PAYDUE_ME
NU_MAXNOIP NU_MAXNOMATCH Yes
(215) (216)
\ 4
Prompt ID—PRD_021 A 4

If Try 1-Prompt ID—PRD_021A
“We're sorry, we're unable to process “This is an invalid option”

your request.”
For Try>1 - Prompt ID—PRD_021B

Return to menu
options




Puget Sound Energy

Personaliz
ed Retries

—

PRED_NOIPPAYOVE
RDUE

errorTries = errorTries + 1
nolnputCount =
nolnputCount +1

errorTries
globalmaxerrgg?

(220)
Yes

olnputCount
Qaxnoinput 2

PRED_MAXNOIP
PAYOVERDUE
(221)

Yes

PRED_MAXERROR
PAYOVERDUE

Exh. SMB-8
Page 99 of 166

—

PRED_NOMATCHPA
YOVERDUE

I

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

PRED_MAXNOMAT
CH
PAYOVERDUE
(222)

Prompt ID— PRD_027
IfTry 1- Prompt ID— PRD_025A

“No options were selected”

Return to menu

options your request.

For Try>1 - Prompt ID—PRD_025B

“We're sorry, we're unable to process

errorTries
globalmaxerrog?

Yes

noMatchCount <
maxnomatch ?

h 4

If Try 1 -Prompt ID—PRD_028A
“This is an invalid option”

Return to menu
options

For Try>1 - Prompt ID—PRD_028B
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Personaliz
ed Retries

PRED_NOMATCHPA
YDUE

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
nolnputCount +1 noMatchCount + 1

errorTries
globalmaxerrgg?

PRED_NOIPPAYDUE

errorTries
lobalmaxerror2

PRED_MAXERROR
PAYDUE
(223)
Yes Yes

<!

nolnputCount
maxnoinput ?

noMatchCount
axnomatch 2

PRED_MAXNOMAT

PRED_MAXNOIP

CH
Yes
ves PAYDUE PAYDUE
(224) (225)
\ 4
IfTry 1- Prompt ID— PRD_029A Prompt ID—PRD_030 A 4
- Prom _
”Nc?:thions ere selected” If Try 1-Prompt ID—PRD_031A
“We'resorry, we're unable to process “This is an invalid option”

Return to menu
options

your request.”

Return to menu
options

For Try>1 - Prompt ID—PRD_029B

For Try>1 - Prompt ID—PRD_031B
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Personaliz
ed Retries

PRED_NOMATCHA
Mi

PRED_NOIPAMI

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

-

No——3»| PRED_MAXERROR |@¢—N
AMI

(226)
Yes Yes

errorTries
globalmaxerror?

errorTries
globalmaxerrog?

nolnputCount <
maxnoinput ?

noMatchCount
maxnomatch 2

PRED_MAXNOMAT
CH

PRED_MAXNOIP

Yi
i il o
(228)
A 4
A 4
Prompt ID— PRD_033 \ 4
IfTry 1-Prompt ID—PRD_032A [ Try 1-Prompt [D— PRD_034A
“No options were selected” apran . ) T
Return to menu ptions w We're sorry, we're unable to process “This is an invalid option”

Return to menu
options

your request.”

options

For Try>1 - Prompt ID—PRD_032B
For Try>1 - Prompt ID—PRD_034B
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No input No matc PRED_NOMATCHA

MIMENU

PRED_NOIPAMIME
NU

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =

nolnputCount + 1 noMatchCount + 1

No——»| PRED_MAXERROR |¢———N
AMIMENU

(229)

errorTries
globalmaxerrog

errorTries
globalmaxerrgy?

Yes

nolnputCount

axnoinput 2

PRED_MAXNOIP PRED—M?:NOMAT Yes

Yes

A“’("Z'\;'g)NU AMIMENU
(231)
\ 4

A 4

Prompt ID—PRD_036 A 4

If Try 1-Prompt ID—PRD_035A
“No options were selected”

Return to menu
options

For Try>1 - Prompt ID— PRD_0358

“We'resorry, we're unable to process
your request.”

If Try 1 -Prompt ID—PRD_037A
“This is an invalid option”

For Try>1 - Prompt ID— PRD_037B

Return to menu
options
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Return to menu
options

PRED_NOIPBILLCOR [ Noinput

RECTION

PERS_009
_Retries

PRED_NOMATCHBIL
LCORRECTION

errorTries = errorTries + 1
nolnputCount =

nolnputCount +1

errorTries
globalmaxerroy?

Yes

nolnputCount <
maxnoinput ?

h 4

If Try 1-Prompt ID—PRD_038A
“No options were selected”

For Try>1 - Prompt ID— PRD_038B

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

I

No——J»| PRED_MAXERROR_ |g———N
BILL_CORRECTION

(348)

PRED_MAXNOMAT
CH_
BILL_CORRECTION
(347)

PRED_MAXNOIP_

BILL_CORRECTION
(346)

Prompt ID—PRD_039

“We're sorry, we're unable to process
your request.”

errorTries
globalmaxerror?

Yes

v

Exh. SMB-8
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If Try 1-Prompt ID—PRD_040A
“This is an invalid option”

For Try>1 - Prompt ID—PRD_040B

Return to menu
options




Payment
arrangemen
t

Balance
Enquiry
esidenti

Payment
mailing &
options

Yes

OOH Flag?

N

EvDunninglevel == X
vDunningProcessed =

>

Puget Sound Energy

Exh. SMB-8
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Call will be sent back to
where it came from and will
be routed as if there is NO
prior obligation

Personalizat
ion

—

Return to menu

P

Holiday Flag?

BMT_OBN_OOH
(29 1)

BMT_OBN_HOL
(292)

/

Set GoTo =
“D |5cOO H”

i

Set GoTo =
”DlscHollda\/

/

Yes

Agent

OBN_DUALAMI

OBN_COMMERCIAL
(140)

options

PRIOR_DUNNINGNO

T

EvDunninglevel ==
& EvDunningProcessed =

No

EvFueltype = 3?

No

BPType = Person?

Yes

Prior

Obligation
Menu

—No

Yes

OBN_RESIDENTIAL

»| Agent
»

PRIOR_RTMPOST
(541)

EvReal TimeMemo== PRIOR_RTM

(543)

No

Ye PRIOR_COUNTX

(545)




Prior
Obligation
Menu PRIOROBN_MENU

Puget Sound Energy

7 noMatchCount =0
Menu ID - OBN_001

If Try 1 - Prompt ID— OBN_001A

“If your service was interrupted for nonpayment, Press 1.
To hear more options, Press 2. To repeat these options,

press *”

For Try >1—Prompt ID—OBN_001B

/ errorTries=0
> nolnputCount =0

Exh. SMB-8
Page 105 of 166

Return to
menu
options

OBN_OPT1

Prior
Obligation

OBN_OPT2

S

OBN_OPT_RPT

Invalid Input/

Retries_PO




Prior
Obligation Non
Payment

OBN_NONPYMT

Puget Sound Energy

Exh. SMB-8
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[0
)
D

Operation: GetContractAccount

Send: IvChannel,lvPhoneno,|lvContacc, IvMeterno, lvCalast4, lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomemame,EvMailingaddress,EvAccdetermina
tionid,EvZipcode,EvFueltype,EvServiceaddress,EvNextstmtdate,EvStatementfrequency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddresst
ype,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel EvPaidamount,EvPa
iddate,EvSsnnumber,EvDateofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMe
mo,EvCounter, EvErrorText,EvErrorFlag,EvErrorNumber

Yes
Disconnected
Outage for Non- N
o
Payment »[OBN_NONPYMTERR
OR
(560)
OBN_NONPYMTME N EvErrorFlag= X? Yes——
NU
errorTries=0
nolnputCount =0
noMatchCount =0
Menu ID - OBN_002
If Try 1 --Prompt ID— OBN_002A
Return to “Please listen to following options carefully. This process allows you to
menu reconnect your service for a deposit and reconnect fee. To continue with
options > reconnect, press 1. For additional energy assistance options, press 2. To repeat
these options, press star. To return to the previous menu, press 7. To reach
the main menu, press 9”
For Try >1—Prompt ID—OBN_002B
o No Input / NotValid

OBN_NONPYMT_OP
T1

Prior
Obligation
Payment

Agent

OBN_NONPYMT_OP
T
(562)

Retries_PO_
NonPaymen

OBN_NONPYMT_OP
T7

OBN_NONPYMT_OP
T RPT

OBN_NONPYMT_OP
T9

Generic
Navigatio

Agent
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Prior Operation: IVRUPriorObligation
Obligation
Payment [————»{ |Send: IvChannel,lvOldContAcctNum Ye OBN PYMTERROR
OBN_PYMT Receive: EvNewContAcctN um, EvSdHalfDeposit, - (569)
EvSdFullDeposit, EvErrorNumber, EvErrorFlag, EvErrorinfo
Menu ID - OBN_003 EvErrorFlag = =
Prompt ID — OBN_003 “To pay the full deposit amount of”
<EvSdFullDeposit>
Prompt ID— OBN_004 “and reconnect fee of”
Prompt ID—OBN_005 “$37” e
Prompt ID— OBN_006 “now for a total of”
(<EvSdFullDeposit> + 37)
IfTry 1, Prompt ID—OBN_O07A “press 1”
. For Try>1, Prompt ID— OBN_0078B errorTries=0
Retries nolnputCount = 0

Prompt ID — OBN_008 “To pay half of the deposit amount of “
<EvSdHalfDeposit>

Prompt ID— OBN_009 “and reconnect fee of”

Prompt ID— OBN_010 “$37”

Prompt ID—OBN_011 “now for a total of”

(<EvSdHalfDeposit> + 37)

If Try 1 ,Prompt ID— OBN_012A “press 2”

For Try >1 ,Prompt ID—OBN_012B

If Try 1,Prompt ID — OBN_013A “To repeat these options, press *”
ForTry>1, Prompt ID—OBN_013B

noMatchCount =0 OBN_PYMTMENU

1
No Input / Invalid Input

N
*

OBN_PYMT_OPT2 OBN_PYMT_OPT_R Retries_Pay

PT ment

OBN_PYMT_OPT1

Prompt ID— OBN_014 “Once payment of ” Prompt ID—OBN_016
“Once payment of ”

(<EvSdHalfDeposit> + 37)

(<EvSdfullDeposit> + 37)

Prompt ID— OBN_015 “is made, please call us
back between the hours of 7:30 am to 6:30 pm
Monday through Friday with the payment
confirmation number to schedule reconnection.”

Prompt ID— OBN_017 “is made, please call us
back between the hours of 7:30 am to 6:30 pm
Monday through Friday with the payment
confirmation number to schedule reconnection”

Set GoTo =
BMXTFR575 “BillMatrix”

(575)




Return to
menu
options

l¢—No input
OBN_NOIP

A

errorTries = errorTries + 1
nolnputCount =
nolnputCount +1

holnputCount
axnoinput 2

Yes OBN_MAXNOIP
(553)

Puget Sound Energy

No matc

OBN_NOMATCH

/

errorTries = errorTries + 1
noMatchCount =

noMatchCount + 1

OBN_MAXERROR
(103)

OBN_MAXNOMATC

H
(552)

A 4

h 4

Prompt |
IfTry 1-Prompt|D—0OBN_018A

“No options were selected”

your req

For Try>1 - Prompt ID—OBN_018B

D-0OBN_019

“We'resorry, we're unable to process

uest.”

oMatchCount
axnomatch 2

v

Exh. SMB-8
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If Try 1-Prompt ID— OBN_020A
“This is an invalid option”

For Try>1 - Prompt ID— OBN_020B

Return to
menu
options
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OBN_NONPYMT_N
oIp

OBN_NONPYMT_N
OMATCH

errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
nolnputCount + 1 noMatchCount + 1

h 4

OBN_NONPYMT_M
AXERROR
(245)

<globalmaxerror

Yes

noMatchCount
axnomatch 2

OBN_NONPYMT_M
AXNOIP
(567)

OBN_NONPYMT_M
AXNOMATCH
(566)

v

Return to
menu
options

If Try 1-Prompt ID—OBN_021A
“No options were selected”

For Try>1 - Prompt ID— OBN_021B

Prompt ID— OBN_022

If Try 1-Prompt ID— OBN_023A
“This is an invalid option”

“We'resorry, we're unable to process
your request.”

For Try>1 - Prompt ID—OBN_023B

Return to
menu
options




OBN_PO_PYMT_NOIP

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries
<globalmaxerror?

Yes

nolnputCount <
maxnoinput ?

Yes

OBN_PO_PYMT_MAXNOIP
(574)

Puget Sound Energy

OBN_PO_PYMT_NOMATC

H

Exh. SMB-8
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errorTries=errorTries + 1
noMatchCount = noMatchCount +

1

OBN_PO_PYMT_MAXERRO
R
(104)

[ ———N

OBN_PO_PYMT_MAXNOM
ATCH
(573)

If Try 1 - Prompt ID— OBN_024A
“No options were selected”

For Try>1 - Prompt ID— OBN_024B

Return to
Menu
Options

Prompt ID—OBN_025

“We're sorry, we're unable to process your
request.”

errorTries
<globalmaxerror?

Yes

hoMatchCount
axnomatch 2

h 4

If Try 1 -Prompt ID— OBN_026A
“This is an invalid option”

For Try>1 - Prompt ID— OBN_026B

Return to
Menu
Options
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ccount
Validatio .. _~TCallervalidatel

n = =X?

Return to menu

Yes

options

CCC Holiday Hag? No CCC OOH Flag?

Yes

N Yes
Set GoTo = Set GoTo = Set GoTo =

“DiscHoliday” // “AuthFail” // “DiscOOH”

/

AccounterrorTries = 0
AddresserrorTries=0
PhoneerrorTries = 0

v

Operation: GetContractAccount

ACVAL_NOT
VALIDATED

Send: IvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomemame,EvMailingaddress,EvAccdetermina
tionid,EvZipcode,EvFueltype,EvServiceaddress, EvNextstmtdate,EvStatementfrequency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddres st
ype,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel EvPaidamount,EvPa
iddate,EvSsnnumber,EvDate ofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMe
mo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber

I

Yes——P

Exh. SMB-8
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ACVAL_ANI_FAIL

No

EvErrorFlag=X? Error_Number = 007

Yes

No

/Q—l

/ SET animatch=Y

ACVAL_ANI_MULCA
FOUND

Account |

ACVAL_ANI_MATCH

Validatio SET comingfromani =
n5 Y

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

007 — Multiple CA
exists for phone
number

ACVAL_ANI_NOMA
TCH

Account
Validatio




Account
Validation
2

Puget Sound Energy
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errorTries=0

SVCADRNULL
(XXX)*

nolnputCount =0
noMatchCount =0

Prompt ID—VAL_001

“We have matched your account and will now confirm the
address that you are calling about. For privacy purposes,

only the street address of the location will be repeated.”

Menu ID-VAL_001

Prompt ID - VAL_026

"If the first portion of your service address is"
<First 4 char><Service Address>
ADRVAL_OPTRPT

If Try 1, Prompt ID— VAL_002A “press 1. If not, press 2"
If Try> 1, Prompt ID— VAL_002B

%

v *

=

ACVALIDATED

SET
isCallervalidated =X
Data.Session.MailRTFlag= MailRTFlag

CCC Holiday Fag? CCC OOH Flag?

Yes

Yes

Set GoTo =
“DiscHoliday”

Set GoTo = Set GoTo =
“Agent” “DiscOOH”

Return to menu
options

* Pleaserefer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

Input? |

ADRVAL_OPT7

AddresserrorTries =
AddresserrorTries + 1
Return to previous

menu

Invalid Entry/No Entry

ADRVAL_OPT9

AddresserrorTrie N ADRMAXNOTVALID

ATED
(XXX)*

Yes

Return to menu

ADRNOTVALIDATED

Account
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No input: No matc
ACADR_NOIP ACADR_NOMATCH
A
errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
nolnputCount + 1 noMatchCount + 1

errorTries
globalmaxerrgr?

errorTries

globalmaxerroy? ACADR_MAXERROR

(XXX)*

Yes

noMatchCount

nolnputCount < No N maxnomatch 2
maxnoinput 2, -
ACADR_MAXNOMA Yes
Yes ACADR_MAXNOIP TCH
(XXX)* (XXX)*
A 4 Prompt ID-VAL_015 \4

If Try 1-Prompt ID—VAL_014A
“No options were selected””

If Try 1 -Prompt ID— VAL_016A
“This is an invalid option”

“We were unable to locate the
account with the information
provided”

Return to menu
options For Try>1 - Prompt ID— VAL_014B For Try>1 - Prompt ID — VAL_016B

Return to menu
options

Return to menu

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.




Puget Sound Energy

Account

Exh. SMB-8

Validation
3

noMatchCount =0 ACVAL_CA_MENU

From

Menu ID-VAL_002
errorries =0 If Try 1, Prompt ID— VAL_003A
- “Enter the 12 digit PSE account number, located in the upper right shaded portion of the bill. If you
nolnputCount =0 ) ”
don’t have the account number, press star

If Try> 1, Prompt ID—VAL_003B

Page 114 of 166

Balance
Eng- Res

N

From
Balance Eng
- Comm

ACVAL_CA_OPT_NX
T

)

No
Account
Validation 6 —

Yes

v
/\ / AccounterrorTries= AccounterrorTries + 1 /

Operation: GetContractAccount

Send: IvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomername,EvMailingaddress,EvAccdetermina
tionid,EvZipcode,EvFueltype,EvServiceaddress, EvNextstmtdate,EvStatementfre quency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddres st
ype,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel EvPaidamount,EvPa
iddate,EvSsnnumber,EvDateofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMe
mo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber

Ye ACVAL_WSDLFAIL

(XXX)*

No

ACVAL_CAMAXINVALID
(XXx)*

Return to menu

Ye

EvErrorFlag=X?

Ye AccounterrorTries=
AccounterrorTries + 1

AccounterrorTries
<27?

No

:

/ Data.Session.CONT_AC
COUNT="ContAccount” ACVAL_CAVALID

errorTries=0
nolnputCount =0
noMatchCount =0

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

Prompt ID—-VAL_004

“We were unable to locate the
account with the information
provided”

Return to menu

Prompt D — VAL_005

“We were unable to locate the
account with the information
provided”

ACVAL_CAINVALID

Account




Puget Sound Energy

No input

ACVAL_CA_NOIP

A

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries
globalmaxerrog?

Yes

olnputCount
axnoinput 2

A 4

IfTry 1 - Prompt ID—VAL_017A
“No options were selected”

For Try>1 - Prompt ID - VAL_017B

Return to menu
options

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

ACVAL_CA_MAXNOI

ACVAL_CA_NOMAT
CH

A
errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

ACVAL_CA_MAXERR
OR
(XxXX)*

P
(XXX)*

Prompt ID— VAL_018

“We were unable to locate the
account with the information
provided”

Return to menu

ACVAL_CA_MAXNO
MATCH
(XXX)*

errorTries
globalmaxerrgg?

Yes

noMatchCount

maxnomatch ?

A 4

Exh. SMB-8
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If Try 1 -Prompt ID—VAL_019A
“This is an invalid option”

For Try>1 - Prompt ID — VAL_019B

Return to menu
options
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errorTries=0
Comingfromani=N
nolnputCount =0
noMatchCount =0

ACVAL_PH_MENU

Menu 1D — VAL_003 —age
If Try 1, Prompt ID — VAL_006A

“Enter the area code and telephone number of the service address. If you don’t have the phone
number associated with the account, press star”

IfTry >1, Prompt ID— VAL 006B

I

Agent

*——pp| ACVAL_| PH OPT_NX

(XXX)*
10 digits? N
Yes
A 4
/ PhoneerrorTries= PhoneerrorTries + 1 /

3}

Operation: GetContractAccount

Send: IvChannel,lvPhoneno,lvContacc,IvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomername,EvMailingaddress,EvAccdetermina
tionid,EvZipcode,EvFueltype,EvServiceaddress, EvNextstmtdate,EvStatementfrequency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddres st
ype,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel EvPaidamount,EvPa
iddate,EvSsnnumber,EvDate ofbirth,EvDunningProcessed,EvReal TimeMemoPosting,EvReal TimeMe
mo,EvCounter,EvErrorText,EvErrorFlag,EvErrorNumber

ACVAL_PH_WSDLFA
IL
(XXX)*

NYe

Return to menu T
No

Prompt ID—VAL_007

“We were unable to locate the account
with the information provided”

ACVAL_PHMAXINVALID
(XXX)*

Return to menu

Prompt ID— VAL_008

“We were unable to locate the account with the

No

Error_Number = 007

Account

Ye > Validatio
No n5

errorTries=0
nolnputCount =0
noMatchCount=0

/ Data.Session.CONT_AC
COUNT="ContAccount” ACVAL_PHVALID

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

information provided. Please try again.”

Account
Validation 6

ACVAL_PHINVALID
Account
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No input

ACVAL_PH_NOIP

ACVAL_PH_NOMAT
CH

A

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries
globalmaxerrop?

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries
globalmaxerrop?

ACVAL_PH_MAXERR
OR
(XxXX)*

Yes ACVAL_PH_MAXNOI ACVAL_PH_MAXNO Yes
p MATCH
(XXX)* (XXX)*
A 4 Prompt ID—VAL_021 v

If Try 1 - Prompt ID—VAL_020A
“No options were selected”

Return to menu
options

For Try>1 - Prompt ID — VAL_020B

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

Exh. SMB-8
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IfTry 1 -Prompt ID— VAL_022A
“This is an invalid option”

“We were unable to locate the
account with the information

provided For Try>1 - Prompt ID — VAL_0228B

Return to menu

Return to menu
options
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errorTries=0

Exh. SMB-8

Dngn 118 of 166
Menu ID - VAL_004
If Try 1, Prompt ID— VAL_009A
“Please enter the last 4 digits of the account number you

nolnputCount =0
noMatchCount =0

A

ACVAL_MULTIAC

Account
Validation 5,

Operation: GetContractAccount

Send: IvChannel,lvPhoneno,lvContacc,lvMeterno,lvCalast4,lvCounter
Receive:EvContaccount,EvPayamount,EvPhoneno,EvTotalamtowing,EvStmtitemsind,EvLaststmtdue
date,EvPastdueamt,EvPaymentarggeligibleind,EvCustomemame,EvMailingaddress,EvAccdetermina

are calling about located in the upper right shaded
portion of bill”

If Try> 1, Prompt ID— VAL_009B

A

tionid,EvZipcode,EvFueltype,EvServiceaddress, EvNextstmtdate, EvStatementfrequency,EvLastpaym
entnbr,EvDisconnectind,EvCreationdatetime,EvLastpaymentamount,EvMultipleaccntind,EvAddres st
ype,EvRptelecoutageind,EvTotalcreditamount,EvPledgeamount,EvDunninglevel ,EvPaidamount,EvPa
iddate,EvSsnnumber,EvDateofbirth,EvDunningProcessed,EvReal TimeMemoPosting EvReal TimeMe
mo,EvCounter,EvErrorText,EvErrorFag,EvErrorNumber

Prompt ID—VAL_013

“We were unable to locate the
account with the information
provided”

Yess[ACVAL_CALAST4_FA

No

ACVAL_CALAST4_ER
ROR

EvErrorFlag=X?

*

No

ACVAL_CALAST4_V
ALIDATED

A 4
/ Data.Session.CONT_ACCOUNT="ContAccount” /

Account
Validation
2

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

Yes

4 digits?

Return to menu Retries - 4
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Exh. SMB-8
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No input No matc ACVAL_CALAST4_N
OMATCH

ACVAL_CALAST4_NOI
p

X A
errorTries = errorTries + 1 errorTries = errorTries + 1
noMatchCount =

nolnputCount =

nolnputCount + 1 noMatchCount + 1

errorTries
globalmaxerror?

errorTries
globalmaxerror?

ACVAL_CALAST4_M
AXERROR
(XXX)*

Yes
Yes

noMatchCount
maxnomatch ?

olnputCount
axnoinput 2

ACVAL_CALAST4_M ACVAL_CALAST4_M Yes
Yes AXNOIP

(XXX)*

AXNOMATCH
(XXX)*

A 4
IfTry 1- Prompt ID—VAL_023A
“No options were selected”

Prompt ID — VAL_024

A 4

If Try 1 -Prompt ID— VAL_025A
“This is an invalid option”

“We were unable to locate the
account with the information
provided”

Return to menu
options

Return to menu
options

For Try>1 - Prompt ID—VAL_023B For Try>1 - Prompt ID — VAL_025B

Return to menu

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.
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Yes

Prompt ID—VAL_013

“We were unable to locate the
account with the information
provided.”

ACVAL_CALAST4ERR
OR_CAVAL

Account
Validation

Account
Validation 6

Ctomingfromani
Y?

ACVAL_CALAST4ERR
OR_PHVAL

Account
Validation 4

Exh. SMB-8
Page 120 of 166
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Authentic
ation

SCallerAuthenti
ated = X?

Return to menu
options

CCC Holiday HAag? No CCC OOH Flag?

Yes

Noj hYes

Set GoTo = Set GoTo = // Set GoTo = /

/ “DiscHoliday” // “AuthFail” “DiscOOH”

| I |

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

AUTHENTICATION
START

Data.Session.acct
authflag ="

/

NOTPERSON

I

Yes

A

Exh. SMB-8
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ADID_C_S

1\

SSNFOUND

Yes

DateOfBirth is

NULL DOBFOUND

)

Yes

NOT
AUTHENTICATED
(XXX)*

Return to menu

Authenticat
ion4

Authenticat
ion 2




Authenticat
ion 2

Puget Sound Energy

errorTries=0
AutherrorTries =0

Exh. SMB-8
Page 122 of 166

Menu ID—-AUT_001

If Try 1, Prompt ID— AUT_001A

“Please enter the last four digits of your social
security number”

If Try>1, Prompt ID—AUT_001B

Prompt ID—AUT_002

Invalid entry/No entr

4 digits

Data.Session.CED =

"This is an invalid option."

SSNAUTHENTICATE
D

SSNNumber?

No

4

AutherrorTries =
AutherrorTries + 1

AUTH_SSN_MAXINV
ALIDIP
(XXX)*

Yes 4

Prompt ID—AUT_003

AUTH_SSN_INVALID
IP

“We were unable to authenticate
your account with the information
provided”

Return to menu

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

h 4

/

SET

isCallerAuthenticated =X

/

A 4

/

Data.Session.acct
authflag = “SSN”

Authentic
ation 5




Puget Sound Energy

[¢—No input
AUTH_SSN_NOIP

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries
globalmaxerro

AUTH_SSN_NOMAT
CH

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

I

AUTH_SSN_MAXER |g€¢———N
ROR
(XxXX)*

Yes

olnputCount
qaxnoinput 2

IP
(XXX)*

AUTH_SSN_MAXNO

MATCH
(XXX)*

h 4

If Try 1-Prompt ID—AUT_013A
“No options were selected”

account

Return to menu
options

For Try>1 - Prompt ID—AUT_013B

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

Prompt ID—-AUT_015
"We were unable to locate the

provided."

with the information

Return to menu

errorTries
globalmaxerro

Yes

oMatchCount
axnomatch 2

AUTH_SSN_MAXNO Yes

Exh. SMB-8
Page 123 of 166

If Try 1-Prompt ID—AUT_014A
“This is an invalid option”

For Try>1 - Prompt ID—AUT_014B

Return to menu
options
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Menu ID—-AUT_002

errorTries=0 _
: If Try 1, Prompt ID — AUT_004A Prompt ID—AUT_005
Authenticat ing = 4 —
! ioin_,’lca AutherrorTries =0 “Please enter your Date Of Birth in 2-digit
nolnputCount =0 month, 2-digit date, and 4-digit year” "This is an invalid option."

noMatchCount =0

If Try> 1, Prompt ID— AUT_004B

Retries - 6

Invalid entry/No entry—p

8 digits

Data.Session.CED =
DateOfBirth?

Yes DOBAUTHENTICATE

D

No

v

/ AutherrorTries = / SET
AutherrorTries + 1 isCallerAuthenticated = X
Data.Session.acctau
thflag = “DOB”

AutherrorTries
<=27

AUTH_DOB_MAXIN
VALIDIP
(OX)*

Yes

Prompt ID— AUT_006

"We were unable to authenticate
your account with the information
provided"

AUTH_DOB_INVALI
DIP

Authentic
ation 5

Return to menu

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.
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l¢—No input
AUTH_DOB_NOIP

AUTH_DOB_NOMA
TCH

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

/ /

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

/

errorTries
lobalmaxerro

AUTH_DOB_MAXER
ROR
(XXX)*
Yes

nolnputCount <
maxnoinput ?

AUTH_DOB_MAXN AUTH_DOB_MAXN

olp
(XXX)*

OMATCH
(XXX)*

A 4

If Try 1 - Prompt ID—AUT_016A
“No options were selected”

Prompt ID—AUT_018
"We were unable to locate the
account with the information

provided."

Return to menu
options

For Try>1 - Prompt ID — AUT_0168

Return to menu

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

errorTries
lobalmaxerror

<

Yes

noMatchCount <
maxnomatch ?

A 4

Exh. SMB-8
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IfTry 1 -Prompt ID— AUT_017A
“This is an invalid option”

For Try>1 - Prompt ID— AUT_0178

Return to menu
options
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errorTries=0
AutherrorTries =0
nolnputCount =0
noMatchCount =0

Authentic
ation 4

Menu ID—-AUT_003
If Try 1, Prompt ID—AUT_007A
“Please enter the billing address zip code

Exh. SMB-8
Page 126 of 166

Prompt ID—AUT_008

A

associated with the account”

If Try >1, Prompt ID-AUT_0078B

Invalid entry/No entr

5 digits

Data.Session.CED = Zipcode?

ATED

No

v

AutherrorTries =
AutherrorTries + 1

AutherrorTries

=27 XINVALIDIP

(XXX)*

Yes

"This is an invalid option."

ZIPCODEAUTHENTIC

No——»{ AUTH_ZIPCODE_MA

\_/_\

—®

v

SET
isCallerAuthenticated =X

/

v

Data.Session.acct
authflag = “ZIP”

Prompt ID—AUT_009

AUTH_ZIPCODE_INV
ALIDIP

provided"

"We were unable to authenticate
your account with the information

Authentic
ation 5

Return to menu

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.
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AUTH_ZIPCODE_NOI
p

No input

AUTH_ZIPCODE_NO
MATCH

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries
globalmaxerror?

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries

AUTH_ZIPCODE_MA
<globalmaxerror?

XERROR
(XXX)*

Yes

noMatchCount

N maxnomatch 2
Yes
Yes AUTH_ZIPCODE_MA AUTH_ZIPCODE_MA
XNOIP XNOMATCH
(XX)* (XXX)*
v v

IfTry 1 - Prompt ID—AUT_019A
“No options were selected”

For Try>1 - Prompt ID — AUT_0198

Return to menu
options

* Please refer tab ‘Loccode List’ for the milestone that will be set based on point of entry.

Exh. SMB-8
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Prompt ID—AUT_021
"We were unable to locate the
account with the information

provided."

IfTry 1 -Prompt ID— AUT_020A
“This is an invalid option”

Return to menu

For Try>1 - Prompt ID— AUT_020B

Return to menu
options
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Authentic
ation 5

Yes

CCC Holiday Hag? CCC OOH Flag?

Yes

Set GoTo = Set GoTo = Set GoTo =
“DiscHoliday” “Agent” “DiscOOH”

Return to menu
options

) 4




CCS_WELCOME

Menu ID is same,
verbiage has been
changed

Puget Sound Energy

Prompt ID—-CCS_001

“Thank you for calling Puget Sound
Energy Customer Construction
Services”

GetContrac
tAccountW
SDL

errorTries=0

nolnputCount =0
noMatchCount =0

!

Set GoTo ="Agent” /
Menu ID - CCS_001

Prompt ID— CCS_002A

“If this is a gas or electric emergency, press 1. To order temporary or permanent
electric service, press 2. For questions regarding natural gas service, press 3.
To schedule electricreconnect or to modify your existing gas or electric service,
press 4. If you know the six digit extension of your representative, press 5. .To
repeat these options, press *.”.

For errorTries = 1 or callerinput=*

Prompt ID—-CCS_002B

“If this is a gas or electric emergency, press 1. To order temporary or permanent
electric service, press 2. For questions regarding natural gas service, press 3.

To schedule electricreconnect or to modify your existing gas or electric service,
press 4. If you know the six digit extension of your representative, press 5. for all
other matters press 6.To repeat these options, press *.”.

CCS_MAINMENU

Exh. SMB-8
Page 129 of 166

/
/

Set callerinput=* /A—

1 2
CCS_OPT2
CCS_EMERGENCY %m/‘

CCS_OPT3
(879)

CCS_OPT4

* Agent

A

Agent

Set GoTo =
“Extension”

Option 6 will be

provided only if

errorTries=1or
6 callerinput = *

CCS_OPT6

Anything Else

CCS_MAINMENU_STAR

ccs
Retries




Puget Sound Energy

CCS_BH_NOIP

Exh. SMB-8

Page 130 of 166

CCS_BH_NOMATCH

errorTries = errorTries + 1
nolnputCount =

nolnputCount + 1

errorTries = errorTries + 1

noMatchCount =
noMatchCount + 1

errorTries
globalmaxerror,

Yes

nolnputCount <
maxnoinput ?

h 4

IfTry 1 - Prompt ID—CCS_004A
“No options were selected”

Return to menu
options

For Try>1 - Prompt ID— CCS_004B

CCS Retries
No input No matc
N CCS_BH_MAXERRO N
R
(239)

CCS_BH_MAXNOM
ATCH
(883)

CCS_BH_MAXNOIP
(884)

h 4

Prompt ID—CCS_005

“We're sorry, we're unable to process
your request.”

Agent

errorTries
globalmaxerrog

noMatchCount <
maxnomatch ?

h 4

If Try 1 -Prompt ID—CCS_006A
“This is an invalid option”

For Try>1 - Prompt ID— CCS_006B

Return to menu
options
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Playsin English for
Spanish callers

CCS_HOL CCS_OOH

A 4
Menu ID is same, Set GoTo = / fet Go.To = ’ /
verbiage has been “DiscHoliday” CCSDiscOOH

changed
v

Menu ID - CCS_003 Menu ID - CCS_002

[f Try 1 Prompt ID—CCS_007A IfTry 1 Prompt ID — CCS_003A

“Ifthis is a gas or electric emergency, press 1, Our office is
currently closed. please call back during office hours Business
hoursare 7am to 5 pm Monday through Friday.. If you know
your party’s extension and wish to leave a message, press 5.”

“Ifthis is a gas or electric emergency press 1. Our Customer
Construction office is currently closed in observance of the holiday. If
you know your party’s extension and wish to leave a message, press 5.
Business hours are 7am to 5 pm Monday through Friday”

Anything Else _
For Try > 1 Prompt ID— CCS_0078 For Try > 1 Prompt ID— CCS_003B
Anything Else 5 (Silent Option)
CCS -2
5 1 Retries
CCS_HOL_OPT5 1 CCS_AH_OPT5
(666) (664)
v
Set GoTo = Set GoTo =
“Extension” “Extension”

Extension




No input
CCS2_OOH_NOIP

errorTries = errorTries + 1
nolnputCount =
nolnputCount + 1

errorTries
lobalmaxerror

IP

CCS2_00H_MAXNO

(884)

Puget Sound Energy

CCS2_00H_NOMAT
CH

/

errorTries = errorTries + 1
noMatchCount =
noMatchCount +1

CCS2_O0H_MAXER N
ROR
(241)

CCS2_00H_MAXNO
MATCH
(883)

h 4

IfTry 1-Prompt ID—CCS_010A
“No options were selected”

Return to menu
options

For Try>1 - Prompt ID—CCS_010B

Prompt ID—CCS_008

“We'resorry, we're unable to process
your request.”

errorTries
lobalmaxerror

Yes

noMatchCount
maxnomatch ?

h 4

Exh. SMB-8
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If Try 1 -Prompt ID— CCS_012A
“This is an invalid option”

For Try>1 - Prompt ID—CCS_012B

Return to menu
options
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Prompt ID—EAD_001
/ GetContrac
EA tAccountW

»| “Thank you for calling the Puget
EAD_WELCOME SoL Sound Energy, Energy Advisors”

Set GoTo =
D A S
EAD_MAINMENU Agen

-

Exh. SMB-8

Pa Plays in English for
Spanish callers

errorTries=0
nolnputCount =0
noMatchCount =0

EAD = “ho”?

Check to Identify whether the call
started during working hours or not.
Call Routing will provide the details

-

isOutOfOffHours = Y

EAD = “ah”?

EAD_OOH

Yes
Menu ID - EAD_001
If Try 1 Prompt ID— EAD_002A.wav EAD_HOLIDAY
“If you are calling regarding a gas or electric emergency, press 1. For
billing questions, press 2. To speak to an energy advisor about residential

Set GoTo = / / Set GoTo =
“DiscHoliday” / / “EADis COOH”

energy efficiency options, press 3. To speak to an energy advisor about
commercial energy efficiency options, press 4. For questions regarding
electric cars, press 5 For questions regarding renewable energy options,
press 6.”

For Try >1 Prompt |ID—EAD_002B

EA
Ye No—\ Retries

Menu ID - EAD_002

If Try 1 Prompt ID—EAD_003A

“For emergencies, billing inquiries, or service orders, please hang up and call
customer service at 1-888-225-5773. Our regular business hours are Monday
through Friday, 8am to 5pm. If you have reached this message during regular
business hours, we are experiencing a high volume of calls. We ask that you
leave a message or call back at a later time. If you choose to leave a message,
please include your name, service address, and phone number, and we will get
back to you within one business day. If you wish to leave a message, press 1”

For Try >1 Prompt ID — EAD_003B

l—I—Anything Else

Set GoTo =

“Extension” / EA_OPT1

(888)

EA
Retries




Puget Sound Energy

Return to menu
options

I

EAD_BH_NOIP

W

errorTries = errorTries + 1

nolnputCount =
nolnputCount + 1

No match—p»|

I

EAD_BH_NOMATCH

v

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

errorTries
globalmaxerror?

Yes

nolnputCount <
maxnoinput ?

A 4

If Try 1 - Prompt ID— EAD_004A
“No options were selected”

For Try>1 - Prompt ID — EAD_004B

EA Retries
l¢—No input
N EAD_BH_MAXERRO
R
(242)

EAD_BH_MAXNOIP
(893)

EAD_BH_MAXNOM
ATCH
(892)

errorTries
globalmaxerro

Yes

hoMatchCount
maxnomatch 2

Prompt ID — EAD_005

“We'resorry, we're unable to process
your request.”

v

Exh. SMB-8
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If Try 1-Prompt ID—EAD_OO6A
“This is an invalid option”

For Try>1 - Prompt ID — EAD_006B

Return to menu
options
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Return to menu
options

I

EAD_OOH_NOMAT
CH

errorTries = errorTries + 1
noMatchCount =
noMatchCount + 1

EA Retriesl
l—No input: No match—p»|
EAD_OOH_NOIP
errorTries = errorTries + 1

nolnputCount =

nolnputCount + 1
errorTries N EAD_OOH_MAXERR N
globalmaxerror
OR
(243)

Yes

nolnputCount <
maxnoinput ?

Yes

If Try 1 - Prompt ID— EAD_007A
“No options were selected”

For Try>1 - Prompt ID— EAD_007B

EAD_OOH_MAXNOI EAD_OOH_MAXNO
p MATCH
(893) (892)

Prompt ID — EAD_008

“We'resorry, we're unable to process
your request.”

errorTries
globalmaxerror?

Yes

nhoMatchCount
maxnomatch 2

h 4

Exh. SMB-8
Page 135 of 166

If Try 1 -Prompt ID— EAD_009A
“This is an invalid option”

For Try>1 - Prompt ID — EAD_009B

Return to menu
options
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Playsin English for
Spanish callers

EAD_OPT3 EAD_OPT4 EAD_OPT5 EAD_OPT6 EAD_OPTO

EAD_EMERGENCY EAD_OPT2
- - (202) (203) (204) (233) (891)

Billing
Matters,

Agent Agent Agent




Puget Sound Energy

LEA_WELCOME

GetContrac
tAccountW
SDL

Prompt ID—LEA 001

“Thank you for calling the Puget
Sound Energy Leased Services
Department”

LEA_AGNTFR
(703)

A 4
Set GoTo =
“Agent”

A 4

Exh. SMB-8
Page 137 of 166

Playsin English for
Spanish callers
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Exh. SMB-8
WSDL Page 138 of 166
Flow
Return to menu SCallerValidate all.CallinglinelD |
. Yes -x? No NULL? Ye
options =X? ? NocLU
No
Operation: GetContractAccount
Send: Channel,PhoneNo,ContAcc,MeterNo,CALast4,Counter
Receive:ContAccount,PayAmount,PhoneNo, TotalAmtOwing,Stmtlitemsind,LastStmtDueDat
e,PastDueAmt,PaymentArrgEligiblelnd,CustomerName,MailingAddress,Service Address,Ne
xtStmtDate,StatementFrequency,LastPaymentNbr,CreationDate Time,LastPaymentAmount,
DisconnectInd,Multiple Accntind,AddressType,RptElecO utagelnd, TotalCreditAmount,Pledg
eAmount,DunningLevel,PaidAmount,PaidDate,SSNNumber,Date OfBirth,DunningProcessed,
Real TimeMe moPosting,Real TimeMemo, TotaIDueHalf, TotalDueFull,Counter,Error_Text,Err
or_Flag,Error_Number,ADID,EV_AMI_FLAG,EV_DIV,EV_MAIL_RT_FLAG,EV_ZIP_CODE
Ye
WSDL_FAIL
No
This will allow customers with ANI
match, transferring to main Error_Flag = X? Ye Error_Nur:r;ber = No
application from CCS and EAto get 0077 WSDL_ERROR
predictive treatment
No
WSDL_ANI_MULTI
WSDL_ANI_MATCH MATCH
/ isANIMatch = X /
Data.Session.CONT_ACCOUNT="ContAccount”
EV_MAIL_RT_FLAG = “MailRtFlag”
Return to menu
options
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StartStopMove
VIVR Check

VIVREnabled is read
from Property File

VIVREnabled == true
SSM_GLOBAL_VIVR_DISABLED

Yes

StartStopMove
SSM_GLOBAL_VIVR_ENABLED

Should not offer
VIVR for repeat
call with blank
intent

VIVRLastIntent ==

VIVR_RPT_CALL_SSM
_INTENT_BLANK

No
VIVR option should be
provided only if customer
has chosen English

Data.Session.language=
language

en-us?

VIVR_SSM_LANG_SPANISH

Yes

VIVR_SSM_LANG_ENGLISH

StartStopMove
VIVR




StartStop

VIVR —
Carrier
Lookup

Move VIVR

Puget Sound Energy

Menu ID — SVC_002
[f Try 1 Prompt ID— SVC_006A

errorTries=0
nolnputCount =0
noMatchCount =0

Start-Stop-
Move 3

the line for more options.”

If Try > 1 Prompt ID — SVC_006B

“We now offer a new way to start, stop, or move
residential service right from your smartphone. To
receive a text message with a link to use this service,
press 1. By pressing 1 you agree to receive a one-time
automated text messages from Puget Sound Energy.
Message and data rates may apply. Otherwise, stay on

Exh. SMB-8
Page 140 of 166

StartStop
MoveVIVR

VIVR_START_STOP_MOVE

/ callerintent = startStopMove

VIVR - Send
SMS

Start-Stop- . .
VIVREligind == true Yes Move 3 Noinput Anything els
VIVR_STARTSTOPMOVE_ VIVR_STARTSTOPMOVE_N
NOINPUT OMATCH
No
VIVR SSM- errorTries=0
Retries nolnputCount =0
/\ STARTSTOPMOVE_MENU noMatchCount=0
StartStopM i
. | Menu ID-SVC_001

SN

Start-Stop-
Move 3

N

If Try 1 Prompt ID—SVC_001A

“To start new service, press one. To stop or discontinue
service, press two. To move existing service to a new
address, press three. For new construction, press four.
For all other service requests, pressfive. To repeat these
options, pressstar. To return to the previous menu,
press seven. To return to the main menu press nine”

Retries

If Try > 1 Prompt ID—SVC 001B

| | |
2 3 4 5 " 5
Anything else
SVC_OPTL SVC_OPT2 SVC_OPT3 SVC_OPT4 SVC_OPTS SVC_OPT_RPT SVC_OPT7 SVC_OPTY
(828) (836)
Stop Generic StartStopM
Agent Service Agent Navigation ove Retrie

A 4
Move
Service




Puget Sound Energy

Start-Stop-
Move 3

Exh. SMB-8
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CCC OOH Flag? No———p»|

CCC Holiday Hag? No

Yes

VIVR_STARTSTOPMOVE_
HOLIDAY

i

Menu ID-SVC_003

If Try 1 Prompt ID —SVC_008A

“We are currently closed for all services except emergency operations
due to the holiday. We now offer a new way to start, stop, or move
residential service right from your smartphone. To receive a text
message with a link to use this service, press 1. By pressing 1 you agree
to receive a one-time automated text message from Puget Sound
Energy. Message and data rates may apply. Otherwise, if this
completes your call, you may hang up now”

IfTry > 1 Prompt ID— SVC_008B

1 No Match

No Input

VIVR_STARTSTOPMOVE_ VIVR_STARTSTOPMOVE_HOL VIVR_STARTSTOPMOVE_
HOLIDAY_OPT1 DAY_NOINPUT HOLIDAY_NOMATCH

VIVR_STARTSTOPMOVE_
BH

Yes

VIVR_STARTSTOPMOVE_
OOH

v

Start-Stop-
Move 3

Menu ID —SVC_004

If Try 1 Prompt ID — SVC_009A

We are currently closed for all services except emergency operations.
We now offer a new way to start, stop, or move residential service
right from your smartphone. To receive a text message with a link to
use this service, press 1. By pressing 1 you agree to receive a one-time
automated text message from Puget Sound Energy. Message and data
rates may apply. Otherwise, Please call back during normal business
hours Monday thru Friday 7:30am -6:30pm Pacific Time.

If Try > 1 Prompt ID— SVC_009B

[y

No Match

I
No Input

VIVR_STARTSTOPMOVE_ VIVR_STARTSTOPMOVE_OOH
OOH_NOMATCH _NOINPUT

Start-Stop-
Move

VIVR_STARTSTOPMOVE_
OOH_OPT1

StartStop
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Exh. SMB-8
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VIVREligInd = false

!

Operation: Carrier Lookup API

VIVR -
StartStopM
ove

Method: GET
Send: version,account,campaign,callerid
VIVR - Receive: number,carrier_type,carrier
Outage

-

L . . . .
STATUS == 200 Yes—P| VIVR_CARRIERLOOKUP > carrier_type== mobile No
_SUCCESS

VIVR_CARRIER_NOT_M
Yes OBILE

VIVR_CARRIERLOOKUP
_FAIL

VIVR_CARRIER_MOBILE

Return

/

VIVREligInd = true /

Return




VIVR -
StartStopM
ove

BN

Puget Sound Energy

Exh. SMB-8
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Operation: Send SMS API|
Method: POST

additionalParams = {historySearchld, callid,
callerintent}
campaign = Outage

VIVR -
Outage

Receive: messageSid

Send: version,account,campaign,from,callerld,additionalParams

STATUS == 200

VIVR_SEND_SMS_FAIL

VIVR_SSM_SEND_SMS_SU
CCESS
(451)

Yes StartStopMovi

Outage

A

Prompt ID— GEN_005

“Thank you, you will receive a text message
with the link momentarily and this call will
be ended”

VIVR_OUTAGE_SEND_SMS
_SUCCESS
(450)

Prompt ID — GEN_006
“Sorry, this functionality is notavailable at
the moment”

Return

/ Set GoTo = “ICM” /

Agent




Agent

Stop
Service

Account
Validation

No

A 4

Authenticat
ion

Puget Sound Energy

Ye

a :
[0}
wn

Agent

MailRtFlag = X?

MAILRTNO_SVCOPT
2

STOP_SVC
(830)

MAILRTYES_SVCOPT2
(109)

I

Prompt ID—GEN_003

“We'resorry, we're unable to process
your request.”

Agent

dl

Exh. SMB-8
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Move
Service

Account
Validation

Ye

a :
[}
wn

Authenticat

ion

Agent

No

MailRtFlag = X? Yes—P|

MAILRTYES_SVCOPT3
(106)

:

Prompt ID—GEN_003

“We'resorry, we're unable to process

MAILRTNO_SVCOPT your request.”

3

MOV_SVC
(833)
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StartStopMove
Retries

No input No match
SVC_NOIP
A
errorTries = errorTries + 1 errorTries = errorTries + 1
nolnputCount = noMatchCount =
errorTries . No errorTries
<globalmaxerror? e SVC_MAXERROR <globalmaxerror?
(232)
Yes Yes

oMatchCount
axnomatch 2

Yes

SVC_MAXNOIP
(840)

SVC_MAXNOMATCH
(839)

If Try 1 -Prompt ID— SVC_004A
“This is an invalid option”

If Try 1 Prompt ID — SVC_002A
“No options were selected”

For Try>1 - Prompt ID — SVC_004B
Prompt ID - SVC_003 or fy>2-Fromp -

“We'resorry, we're unable to process
your request.”

If Try > 1 Prompt ID — SVC_0028

Start-Stop-Move Start-Stop-Move
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OTHERMATTERS_MENU
i “For web site or mobile application help, press 1. For

If Try 1 Prompt ID — OTH_001A

Other
Matters
energy efficiency products, services, and programs, press

2. For installation of new gas or electric service, press 3.
errorTries =0 For leased equipment, press 4. For service or repair of gas
nolnputCount = 0 appliances, press 5. For all other matters, press 6. To
noMatchCount =0 repeat these options, press *. To return to the main menu,

press 9”

IfTry > 1 Prompt ID— OTH_001B

3 | !
5 9 . 9
OTH_OPT1 OTH_OPT2 OTH_OPT3 OTH_OPT4 OTH_OPT5 OTH_OPTe OTH_OPT_RPT OTH_OPT9
(846) (848)
l,, 3 l A 4
SET GoTo ="Agent
Account / / Other
Validation Agent Main Menu Matters
Retries
Agent

1
Anything Else

Account
Validation

Yes q
Call willgo to
(853) [€ve Agent during OOH
and Holiday
(842) Agent

MAILRTYES_OT
HMATOPTS

Agent

Prompt ID—GEN_003
“We'resorry, we're
unable to process
your request.”

MAILRTNO_OTH

MAILRTYES_OT MATOPTS

HMATOPT1

MAILRTNO_OT
HMATOPT1

REPAIR

854

Prompt ID—GEN_003
“We'resorry, we're
unable to process
your request.”
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Other
Matters
Retries

No matc

Input?

No input

Exh. SMB-8
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v

<globalmaxerror?

If Try 1-Prompt ID—OTH_003A
“No options were selected”

For Try>1 - Prompt ID—OTH_003B

Other
Matters

errorTries = errorTries + 1
nolnputCount =

errorTries

Yes

holnputCount
maxnoinput ?

OTH_MAXERROR No

(299)

OTH_MAXNOIP
(852)

OTH_MAXNOMATCH
(851)

errorTries = errorTries + 1
noMatchCount =

errorTries
<globalmaxerror?

Prompt ID — OTH_004
“We're sorry, we're unable to process
your request.”

Agent

h 4

If Try 1 -Prompt ID— OTH_005A
“This is an invalid option”

For Try>1 - Prompt ID—OTH_005B

Other
Matters
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/ errorTries=0 //4

!

Previous Menu
<menu id = xyz>

SET
Prevmenu = “<xyz>

Generic

Data Entry Menu o
Navigation

<menu id = abc>

SET

~

Input?

Prevmenu = “<abc>

9

v

SET
Prevmenu = “<abc>

Exh. SMB-8
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Menu Option

{

Exh. SMB-8
Page 149 of 166

FromExtVXML[O]

acctnum={Data.Session.CONT_ACCOUNT }#{Data.Session.acctauthflag}
FromExtVXML[1] loccode={Data.Session.loccode}#{Data.Session.uuid}
FromExtVXML[2] language={Data.Session.language}
FromExtVXML[3] usagepoint={Data.Session.OUTAGE_INSTALL_ELEC_DEVICE_LOC}

Send to ICM

(Disconnect Call) business day.”

Prompt ID—-TRF_001

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

\/_\

GoTo?

&

DiscHoliday

Agent/Extension—|

Prompt ID—TRF_003

“Please hold while we connect your call.
This call may be monitored or recorded for
quality control purposes”

\/\

Agent/
Extension

CCSDiscOOH

DiscOOH

BillMatrix

Prompt ID — TRF_006
"We are currently closed for all services
except emergency operations. Please call
back during normal business hours Monday
thru Friday 7:00am -5:00pm Pacific Time."

Send to ICM
(Disconnect Call)

Prompt ID — TRF_002
"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 Time."

Send to ICM

(Disconnect Call)

Prompt ID — TRF_004
“Please hold while your
call is connected to the
payment system. This call
may be monitored or
recorded for quality
control purposes”

.

<

\ 4

AuthFail

Prompt ID — TRF_005

"Please be advised that customer service
representatives will verify your
information due to identification
requirements and to protect your account
thank you for your patience while we
connect your call.This call may be
monitored or recorded for quality control
purposes"

Billmatrix

<

( Send to ICM )

(Disconnect Call)

Agent/
Extension

EADiscOOH

Prompt ID—TRF_007
"We are currently closed for all services
except emergency operations. Please call
back during normal business hours Monday
thru Friday 8:00am -5:00pm Pacific Time."

Send to ICM
(Disconnect Call)




Budget

Account
P Validation

Billing-1

No

Authenticat

on

Puget Sound Energy

Ye
(934)
Yes

Operation: GetBudgetBillingStatus

Method: GET

Send: contractAccount

Receive:Channel,ContractAccountID,TestRun,StartMonth,StartDate,EndDate,
BudgetAmount,BudgetDueDate,BudgetDueAmt,Status,ReasonCode,Reason

No
MAILRETNO_BB

BB_STATUS_FAIL
(301)

BB_STATUS_ERROR
(302)

Yes

» | Agent
»

e
—‘N BPType =17
Yes

vAccdetermination

d==CORS?

No

MailRtFlag = X?

Budget
Billing-3

BB_COMMERCIAL
(336)

A

Yes

MAILRETYES_BB
(337)

Ye
BB_ACTIVE

No
BB_NOT_ACTIVE

Exh. SMB-8
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Agent

Prompt ID— GEN_003
“We'resorry, we're
unable to process
your request.”

Budget
Billing-2




Puget Sound Energy

Budget errorTries=0 Exh. SMB-8
Billing-2 nolnputCount = 0 Page 151 of 166
noMatchCount =0 B.B
Retries 1

AccountBalance &&
NextStatementDueDate!= NUL

Menu ID-BUB_001

If Try 1, Prompt ID— BUB_001A Anything Else
“Our system indicates that you are currently enrolled in a budget payment plan

If you would like to cancel your existing plan, press 1. If you have questions

regarding your existing plan, press 2. To return to the previous menu, press 7. To

return to the main menu, press 9. To repeat these options, press *”

BB_CANCEL DATE_AMT_
NULL
(359)

Budget
Billing-8

If Try>1, Prompt ID—-BUB_001B
Yes
7 T )
9 1 Agent
\ 4
errorTries=0
BB_CANCEL OPT7| | BB_CANCEL OPT9 BB_CANCEL_RPT BB_CANCEL_OPT2 BB_CANCEL_OPTL nolnputCount = 0
(338) noMatchCount=0
A
Generic Agent
Navigation
Menu ID—BUB_002
If Try 1, Prompt ID— BUB_002A
“You are about to cancel your existing budget payment plan. Please note,
canceling this plan will result in the adjusted bill of” [AccountBalance]
* Prompt ID - BUB_042A

“to be paid by” [NextStatementDueDate].

Menu ID— BUB_003 Prompt ID—BUB_043A

IfTry 1, Prompt ID— BUB_003A “To confirm cancelation of your budget payment plan, press 1. Otherwise, to

“You have elected to stay enrolled in your existing budget payment plan. errorTries=0 remain with your existing plan, press 2.”

For information regarding your existing plan, press 1. To return to the main nolnputCount =0

menu, press 9. Otherwise, if this ends your call, you may hang up now” noMatchCount = 0 If Try>1, Prompt ID — BUB_002B, BUB_042B, BUB_043B

If Try>1, Prompt ID— BUB_003B 2 l Anything Else

I T Anything Else—

BB_CANCEL DECLINE_
OPT1
(303)

BB_CANCEL DECLINE_
OPT9

BB_CANCEL_CONFIRM

_oPT2 BB_CANCEL_CONFIRM_OPT1

BB
Retries

A 4
Main BB
Menu Agent Retries 3,




Puget Sound Energy

Budget / orrorTries=0 EV_STATEMENT_FRE Exh. SMB-8
Billing-3 > nolnputCount = 0 QUENCY to be Page 15 66
7 noMatchCount =0 ?tfgsdtfrm X
etContractAccoun
V_STATEMENTFREQ Yes—p»| BB_ENROLL_BIMONTHLY Agent
ENCY == Bi-Month CUSTOMER
Menu 1D — BUB_009 (334)
If Try 1, Prompt ID—BUB_040A N
“The budget payment plan is designed to help residential customers avoid 0
large payment fluctuations throughout the year. Note that it is not a cost
savings or discount program and is not available for one-time charges or Budget
non-consumption services. To enroll in a budget payment plan, press 1. To Billing - 7
return to the previous menu, press 7. To return to the main menu, press 9.
BB To repeat press *”
Retries 9,
If Try>1, Prompt ID— BUB_040B
1 Play
Reason

BB_NOT_ACTIVE_OPT1

BB_NOT_ACTIVE_OPT7 BB_NOT_ACTIVE_OPT9 BB_NOT_ACTIVE_RPT

Prompt ID—BUB_004
“We’re sorry. We're unable to start a budget payment plan dueto...”

Generic
Navigation IF ReasonCode == 109:

Prompt ID-BUB_005
“this account having a budget payment plan that was canceled during the current billing cycle”

IF ReasonCode==111:
Prompt ID-BUB_006
“this account being behind on existing billing charges”

Menu ID - BUB_004

If Try 1, Prompt ID— BUB_009A

“For further information, press 1. To return to the main menu, press 9.
Otherwise, if this ends your call, you may hang up now”

ELSE:
Prompt ID—BUB_008
“this account currently being ineligible”

If Try>1, Prompt ID — BUB_009B

BB_NOT_ELIGIBLE_OPT1
BB_NOT_ELIGIBLE_OPT9 (335)

errorTries=0
nolnputCount=0
noMatchCount =0 BB_NOT_ELIGIBLE_MENU

BB
Retries 8

Agent




EV_STATEMENT_FRE
QUENCY to be
fetched from
GetContractAccount

Puget Sound Energy

Budget
Billiing-4 V—STAE M.ENTFREQ Ye BB_CANCEL_BIMONTHLY
ENCY == Bi-Monthl _CUSTOMER
(333)
No
v

Operation: CancelBudgetBilling
Method: DELETE

Send: contractAccount

Prompt ID—-BUB_044

“You have successfully canceled your budget payment
plan. Details regarding your cancelation will be sent to
you via mail. Your adjusted bill of”

[AccountBalance]

Prompt ID-BUB_045

“is due by”

[NextStatementDueDate].

Receive:<<no content >>

BB_CANCEL_SUCCESS

Ye BB_CANCEL_FAIL

BB_CANCEL_ERROR

Exh. SMB-8

Page 153 of 166

Agent

Menu ID — BUB_005

IfTry 1, Prompt ID—BUB_011A
“To make a payment now, press 1. To return to the main menu, press 9. For

errorTries=0 /
nolnputCount =0
noMatchCount =0 /

now”

If Try>1, Prompt ID—BUB_011B

anything else, press 0. Otherwise, if this ends your call, you may hang up

BB_CANCEL_SUCCESS_OPT1

(355)
BB_CANCEL_SUCCESS_
BB_CANCEL_SUCCESS_ OPTO
OPT9 (306)
BMXTFR355
A 4
Bill Agent

Matrix

Anything Else

BB
Retries 4
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Exh. SMB-8
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Budget
Billing-5

BudgetDueAmt && StartDate != NULL

Prompt ID—BUB_012
“The monthly budget payment amount for your premise will be” [BudgetDueAmt],
Prompt ID—BUB_048
due monthly, with the first due date of” [StartDate]
Prompt ID—BUB_052
“This amount is based off of usage on the premise from the past 12 months.”
IF EV_TOTALAMTOWING >0 && EV_LASTSTMTDUEDATE != NULL {
Prompt ID- BUB_041

Yes
Agent | “Your current balance of [EV_TOTALAMTOWING]
BB_DATE_AMT_NULL Prompt ID— BUB_047

(360) will still be due on your next due date of” [EV_LASTSTMTDUEDATE]

y

}

EV_TOTALAMTOWING &
EV_LASTSTMTDUEDATE are to befetched

from GetContractAccount

v

errorTries=0
nolnputCount =0
noMatchCount =0

errorTries=0

nolnputCount =0 BB_ENROLL_CONFIRM_
noMatchCount=0 OPT2

Menu ID-BUB_007

If Try 1, Prompt ID—BUB_014A

“You have chosen to not enroll in a budget payment plan at this time. To return to the
main menu, press 9. Otherwise, if this ends your call, you may hang up now”

Menu ID—BUB_006
If Try 1, Prompt ID—BUB_013A
“To confirm enrollment in this budget payment plan, press 1. Otherwise, press 2.”

If Try>1, Prompt ID— BUB_014B If Try>1, Prompt ID—BUB_013B

Anything Else

Anything Else

BB_ENROLL_CONFIRM_OPT1

BB_ENROLL_DECLINE_
BB_ENROLL_DECLINE_ OPTO
OPT9 (307)

BB

Retries Retries




Puget Sound Energy

Budget
Billing-6

o

TestRun =

errorTries=0
nolnputCount =0
noMatchCount =0

Operation: EnrollBudgetBilling
Method: POST

Send: Channel, contractAccount

Receive:Channel,ContractAccountiD,TestRun,StartMonth,StartDate,EndDate,
BudgetAmount,BudgetDueDate,BudgetDueAmt,Status,ReasonCode,Reason

BB_ENROLL_SUCCESS

Ye BB_ENROLL_FAIL

BB_ENROLL_ERROR

Menu ID-BUB_008
IfTry 1, Prompt ID—BUB_015A

“You have successfully enrolled in this budget payment plan. Details regarding your enroliment will be
sent to you via mail. To return to the main menu, press 9. For anything else, press 0. Otherwise, if this
ends your call, you may hang up now”

If Try>1, Prompt ID— BUB_015B

Anything Else

BB_ENROLL_SUCCESS_

BB_ENROLL_SUCCESS_ OPTO
OPT9 (311)
Agent BB

Retries 7,

Exh. SMB-8
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Exh. SMB-8
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Budget
Billing - 7

Operation: CheckBudgetBillingEligibility
Method: POST

TestRun = X Send: Channel, contractAccount
Receive:Channel,ContractAccountiD,TestRun,StartMonth,StartDate,EndDate,

(Simulate)
BudgetAmount,BudgetDueDate,BudgetDueAmt,Status,ReasonCode,Reason

Ye BB_CHECK_ELIG_FAIL

(361)

Agent

No

HTTP_STATUS==2 01

BB_CHECK_ELIG_ERROR
(362 )

Yes

ReasonCode =NULL?

BB_ENROLL_REASONCODE_
NULL

BB_ENROLL_REASONCODE_
NOTNULL

Play Reason
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Budget
Billing-8

Operation: GetBudgetBillingCancellationDetails
Method: GET

Send: Channel, contractAccount
Receive:Channel,ContractAccountlD,InvoicelD,AccountStatus,AccountBalance,State
mentBalance,StatementDate,BilIDue Date,NextStatementDueDate,Locationinfo,Prev
iousBalance,TotalElecCharge, TotalGasCharge,LeaseServiceCharge,OtherCharges,Pled
geamount,PreviousBudgetBal,PreviousDueDate,,Lastpayment,BBillstartdate,BBillend
date,CurrentBudgetBal,BillCycleEndDate,BillCorrectionFlag

[

BB_CANCEL_DETAILS_FAIL
(339)

Agent

BB_CANCEL_DETAILS_ERROR
(340)

Budget
Billing-2
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Return to menu
options

BB
Retries 1

BB_CANCEL_NOINPUT

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries
globalmaxerror?

(312)

BB_CANCEL_MAXERROR

BB_CANCEL_NOMATCH

-

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries
lobalmaxerror?

Yes

Yes BB_CANCEL_MAXNOINPUT
(313)

Yes

oMatchCount
maxnomatch 2

BB_CANCEL_MAXNOMATCH
(314)

h 4

Prompt ID—BUB_018
IfTry 1-Prompt ID—BUB_016A

“No options were selected”

For Try>1 - Prompt ID—BUB_016B

“We'resorry, we're unable to process
your request.”

A 4

Exh. SMB-8
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IfTry 1-Prompt ID— BUB_017A
“This is an invalid option”

For Try>1 - Prompt ID— BUB_017B

Return to menu
options
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Return to menu
options

BB
Retries 2

BB_CANCEL_CONFIRM_
NOINPUT

-

Exh. SMB-8
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BB_CANCEL_CONFIRM_
NOMATCH

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries
globalmaxerror?

BB_CANCEL_CONFIRM_
MAXERROR
(315)

Yes

BB_CANCEL_CONFIRM_
Yes MAXNOINPUT
(316)

MAXNOMATCH
(317)

BB_CANCEL_CONFIRM_

errorTries
lobalmaxerror?

Yes

oMatchCount
maxnomatch 2

Prompt ID—BUB_021
IfTry 1- Prompt ID — BUB_019A

“No options were selected”

“We'resorry, we're unable to process

your request.”
For Try>1 - Prompt ID—BUB_019B

A 4

IfTry 1-Prompt ID— BUB_020A
“This is an invalid option”

For Try>1 - Prompt ID— BUB_020B

Return to menu
options




Return to menu
options

BB_CANCEL DECLINE_
NOINPUT

-

No input

Puget Sound Energy

BB
Retries 3

No matc

BB_CANCEL_DECLINE_
NOMATCH

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

-

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries
globalmaxerror?

Yes

BB_CANCEL_DECLINE_

-

No——F»| BB_CANCEL_DECLINE_|g——N
MAXERROR
(318)

errorTries
globalmaxerrog?

Yes

AoMatchCount
maxnomatch 2

BB_CANCEL_DECLINE_

Yes Yes
MAXNOINPUT MAXNOMATCH
(319) (320)
Y
Prompt ID— BUB_024 y
If Try 1-Prompt ID—BUB_022A

“No options were selected”

For Try>1 - Prompt ID—BUB_022B

Exh. SMB-8
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If Try 1-Prompt ID—BUB_023A
“This is an invalid option”

“We're sorry, we're unable to process
your request.”

For Try>1 - Prompt ID—BUB_023B

Agent

Return to menu
options




Return to menu
options

Puget Sound Energy

BB
Retries 4

BB_CANCEL_SUCCESS_
NOINPUT

-

Exh. SMB-8
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BB_CANCEL_SUCCESS_
NOMATCH

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

BB_CANCEL_SUCCESS
globalmaxerror? - by

_MAXERROR
(321)

Yes

BB_CANCEL_SUCCESS_

BB_CANCEL_SUCCESS_

errorTries
lobalmaxerror?

Yes

oMatchCount
maxnomatch 2

Yes Yes
MAXNOINPUT MAXNOMATCH
(322) (323)
Prompt ID—BUB_027 \ 4

If Try 1-Prompt ID—BUB_025A
“No options were selected”

“We're sorry, we're unable to process

your request.”
For Try>1 - Prompt ID—BUB_025B

IfTry 1-Prompt ID— BUB_026A
“This is an invalid option”

For Try>1 - Prompt ID— BUB_026B

Return to menu
options
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Retries 5

BB_ENROLL_CONFIRM_[ € Noinput No matc

NOINPUT

BB_ENROLL_CONFIRM_
NOMATCH

- -

errorTries = errorTries + 1

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

noMatchCount = noMatchCount + 1

errorTries

N BB_ENROLL_CONFIRM N errorTries
globalmaxerror? = olobalmaxerror?
(324)

Yes Yes

oMatchCount

maxnomatch 2
BB_ENROLL_CONFIRM BB_ENROLL_CONFIRM_ Yes
Yes _MAXNOINPUT MAXNOMATCH
(325) (326)
\ 4
v v
Prompt ID— BUB_030
If Try 1 - Prompt ID—BUB_028A

IfTry 1-P t ID—-BUB_029A
“No options were selected” If Try romp _

Return to menu This is an invalid option

options

“We're sorry, we're unable to process
your request.”
For Try>1 - Prompt ID—BUB_028B

Return to menu
options

For Try>1 - Prompt ID—-BUB_029B




Return to menu
options

Puget Sound Energy

BB_ENROLL_DECLINE_ No input

NOINPUT

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries
globalmaxerror?

BB_ENROLL_DECLINE_

BB_ENROLL_DECLINE_
NOMATCH

-

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries
MAXERROR globalmaxerrop

(327)

Yes

BB_ENROLL_DECLINE_

Yes

oMatchCount
maxnomatch 2

BB_ENROLL_DECLINE_

Yes Yes
MAXNOINPUT MAXNOMATCH
(328) (329)
Prompt ID— BUB_033 A 4

If Try 1-Prompt ID—BUB_031A
“No options were selected”

“We're sorry, we're unable to process

your request.”
For Try>1 - Prompt ID—BUB_031B

IfTry 1-Prompt ID— BUB_032A
“This is an invalid option”

For Try>1 - Prompt ID— BUB_032B

Exh. SMB-8
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Retries 6

Return to menu
options
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Retries 7

BB_ENROLL_SUCCEss_ [ —Noinput No matc

NOINPUT

BB_ENROLL_SUCCESS_
NOMATCH

3} .

errorTries = errorTries + 1

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

noMatchCount = noMatchCount + 1

errorTries
globalmaxerror?

errorTries

BB_ENROLL_SUCCESS
- o - lobalmaxerrogr?

MAXERROR
(330)

Yes Yes

AoMatchCount
maxnomatch 2

BB_ENROLL_SUCCESS_ BB_ENROLL_SUCCESS_

Yes Yes
MAXNOINPUT MAXNOMATCH
(331) (332)
Prompt ID— BUB_036 y

If Try 1-Prompt ID—BUB_034A
“No options were selected”

IfTry 1-Prompt ID— BUB_035A
“This is an invalid option”

“We're sorry, we're unable to process
your request.”

Return to menu
options

For Try>1 - Prompt ID—BUB_034B

Return to menu
options

For Try>1 - Prompt ID—BUB_035B




Return to menu
options

Puget Sound Energy

BB Retries 8

BB_NOT_ELIG_MENU_
NOINPUT

-

BB_NOT_ELIG_MENU_
NOMATCH

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

BB_NOT_ELIG_MENU
globalmaxerror? - N i -

MAXERROR
(351)

Yes

BB_NOT_ELIG_MENU_

BB_NOT_ELIG_MENU_

errorTries
lobalmaxerror?

Yes

oMatchCount
maxnomatch 2

Yes Yes
MAXNOINPUT MAXNOMATCH
(352) (353)
Prompt ID— BUB_039 A 4

If Try 1-Prompt ID—BUB_037A
“No options were selected”

“We're sorry, we're unable to process

your request.”
For Try>1 - Prompt ID—BUB_037B

Exh. SMB-8
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IfTry 1-Prompt ID— BUB_038A
“This is an invalid option”

For Try>1 - Prompt ID—BUB_038B

Return to menu
options




Return to menu
options

Puget Sound Energy

BB_NOT_ACTIVE_NOIN No input

PUT

-

errorTries = errorTries + 1
nolnputCount = nolnputCount + 1

errorTries
globalmaxerror?

BB_NOT_ACTIVE_MAX

Retries 9

BB_NOT_ACTIVE_NOM
ATCH

-

errorTries = errorTries + 1
noMatchCount = noMatchCount + 1

errorTries

ERROR lobalmaxerror?

(356)

Yes

BB_NOT_ACTIVE_MAX

Yes

oMatchCount
maxnomatch 2

BB_NOT_ACTIVE_MAX

Yes
ves NOINPUT NOMATCH
(357) (358)
Prompt ID—BUB_051 A 4

If Try 1-Prompt ID—BUB_049A
“No options were selected”

“We're sorry, we're unable to process

your request.”
For Try>1 - Prompt ID—BUB_049B
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IfTry 1-Prompt ID— BUB_050A
“This is an invalid option”

For Try>1 - Prompt ID—BUB_050B

Return to menu
options






