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DESCRIPTION: Tyco Misapplied Payment
SUMMARY:

On 12/1/15, Tyco was disconnectsd for non-payment. Thedzyui\hzaenr,\‘hz Faclit
Atthe time, they did notknow it was for non-payment. 755 Dispaich never dis

28 for o pagmeat. Toe et day. s Encegy Msuagesclled ad Complaicd it the payment i been misappiied =
the wrongaccount. (Tyco hastwo accounts, but sends one check) He expressed frustration becanse it was the 3° fime m
3 year an error had ooctrred and they were losing money because they were not able to produce their product They had
tried.to comply with al the previous sequests such as don’t staple, 2dd detail on memo line and include bills although bill
stubs were not included with this payment). The customer care center verified the error and made the correction and
notified the appropriste partes to restore power, The power was restored around 11:30 AM on 122, Customeris
pursuing seimbursement forLost revenue.

LATENT CONDITION:

* GPCermor coding on orders is sed over 60% incorrectly

« Previous issues are not nomally noted in €SS

+ Notesare not keptin €SS or within payment processing on previous issus

When 2 misapplisd payment occuss the only detection is notification from the customer

Disconnect notices are embeddad under the heading “Tmportant Notics” on the bill

Collection timeline is 21 Days for commercial customers

Accounts are verified by the Tax ID; account information s giv

Limited iformation is discussed withour verifying tax ID due to the increased rimber of faud s

Original outage was issued on the wrong meter but 2t the correct address

Meter was pinged instead of sending wouble man to the site

Opportunities for exross increase when paper chacks are submited without bill stubs, zutomatic payments znd

payments that include the bill stubs have less issues

« Aftimes, Remitiance Processing will use the check account mumber onthe check to locate the CSS account(s) in
order to 2pply the payment

+ Noreportexists that flags excess eredits

ACTION ITEMS BEING EVALUATED (CONFERENCE CALL SCHEDULED 24916}

*= Education on how towork with 733 Dispatch srrorissuss ~BOC
+

= Include im email - D\senmonnnm

= Flaxibility OCC raps —BCC Heuoftax ID

= Nota mumber of:
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Legend: *Immediately, **Within a monih, ***Long term (mavbe budget restricted)




