o pese L, .
‘SmartiMVeter

PGE-WEI Smartmeter Customer Complaint Process

2.
Potential Installer
safety hazard?

1.
Receive Customer
Complaint

PG&E Contact
Center

3.
Email Customer
Complaint Form to
PG&E Triage

Y
v
andoff to Triage Team : 4. . Follow PGE-WEI
. - | Review complaint to Y. }
Lead to investigate . Claims Process
determine owner
n
0 N
8
o 8.
o 18. Fill out & forward
o) Is Complaintan N dk Template B & include
> Exception? CRMS # to: 6. 7. 14
® P ! : 0. WEI Assign complaint PGE—p] Log into EEE—— i . CLOSE
= pgecomplaints@wellingt resolution CRMS tool PG&E Resolution
w onenergy.net
o3
3 4
o
17 | Track total 15
Receive Témplate I crgzaﬁ\llzzgt:r\\/ds Crea;te Provid 1f6 l dback
D email from WEI I pending for both Metrics mv'toevsgl *
| PGEand WEI Reports
|
:
* 19. | 13.
= Receive Terpplate | _____ Copy-of WEI
‘T C email: _ Complaint Tracking
- pgeurgent@wellin Log @ WEI fip
E o gtonenergy.net A
o0
o8
59
§’ o ) We“% o y W c;oorh i Wi (g;m it 12, | _ _ _ _j Linkstoindividual WEI
= b g > P omp WEI Resolution Template Folders
° Accepts Process Tracking Log
2

3/10/2010

Confidential Information-Do Not Distribute or Reproduce Unless Authorized To Do So

PGE-WEI SmartMeter Customer Complaint Process draft1-2

SB GT&S 0487877



