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UtilityOne Demonstration Script

Residential Demonstration

Suburban Gas and Electric Home Page

Select “residential demonstration” in the left navigation bar.  

This will open the site for Suburban Gas and Electric (a fictitious company providing electricity, gas, and other products to residential customers); this site will open in a new window, leaving the demonstration home page open.  Suburban Gas and Electric also includes links to the Lighting Efficiency Solution, Energy Information Services, and Cyberstat.

The home page briefly profiles Residential Electricity, Residential Gas, the Lighting Efficiency Solution (LES), and Energy Information Services.  (A Lighting Efficiency Solution demonstration is also included on this CD, with its own script.  Links to both the demonstration and the script may be found on the LES home page, which may be reached by selecting the Lighting Efficiency Solution link from this home page.)  A link to “Other Products” on the home page leads to brief profiles of the other services “offered” by Suburban Gas and Electric:  Long Distance, Dial Up Internet, High Speed Internet (DSL), and Cyberstat.  In addition, there is a zip code prompt on the home page that a customer may use to see a complete list of products available in his or her area.

There is no explicit “Order It” feature on the home page, although the header navigation bar that appears on each page includes a link to the shopping cart page.  Rather, the intention is that the customer would visit the marketing pages for the various services and products first, and then select the “Order It” feature from within those pages.

Marketing Pages – Residential Electricity

You may wish to start by selecting “Residential Electricity” from the home page.  

This will take you to a page that prompts the customer for a zip code.  The customer is directed to an electricity home page customized for that area:  that customization may include the statement that electricity service is not available to the customer.  (That functionality is disabled for this demonstration, and we will assume that the customer’s zip code is indeed within the service territory.)  You will notice that a link to the Terms and Conditions is provided on these marketing pages; the customer will have the Terms and Conditions readily available two more times during the sign up process.

Marketing Pages – Other

The drop-down menu near the upper left corner of the page provides an easy means of navigating among the marketing pages of the other services and products.  

You may wish to take this opportunity to view the presentation of some of these other services and products.

Sign Up Process

The sign up process that we are demonstrating here is a full-fledged “shopping cart” application, designed explicitly for signing new customers up for multiple products.  A more streamlined “registration” application, designed primarily to allow existing customers access to online billing and account information, is also available.

Note:  because this is a demonstration, no information that is entered will be stored or forwarded anywhere.  In fact, it is not necessary that you enter any information at all for this demonstration to function.

When you are ready to see the sign up process, select the orange “Order It” button from the left navigation of any of the marketing pages.

This will take you to “Your Order” page.  For purposes of this demonstration, we have preselected multiple products for the customer:  DSL, residential electricity, long distance, residential gas, and (dial up) Internet access.  Links to the Terms and Conditions are available here.

You will notice that residential electricity and long distance are grouped together in the order.   Ordinarily, a new long distance customer would receive 100 free minutes for the first month of service.  However, we can choose to “bundle” services and products to improve cross selling opportunities, and so this customer is to receive 500 free minutes for the first month.  Select the orange “Continue” button to move on.

This “New Customer”/”Current Customer” page allows existing customers to self-identify.  Select the first orange “Go” button.

Since dial up Internet access was one of the services in the shopping cart, this next page, “Internet Services Checkout” collects the information needed to provision that service.  After filling out the requested information, select the orange “Next” button.

On this “Designate Email Address” page, the customer is offered the choice of using the new email address or a different address as the account ID.  We also offer the choice of receiving HTML or Text formatted email bills (with a link to a pop-up explaining the difference) and include an opt-out for marketing materials.  Select the orange “Next” button to move on.

(Note:  if dial up Internet access had not been one of the products in the shopping cart, the two previous pages would have been replaced with a single page that prompted the customer for the email address to be used as the customer ID, the password and password confirmation, the challenge word, the email format choice, and the marketing opt-out.)

This next page, “Primary Address”, collects the standard demographic information on the customer:  name, address, and phone number(s).  The customer may also specify which phone number should be used for telephone contact.  The information collected here will become the default demographic information for all products.  Select the orange “Next” button.

You will notice that the “Electricity Services Checkout” page is prepopulated with the name, address, and phone number information just collected.  Select the orange “Next” button.

This next “Gas Services Checkout” page looks much the same as the “Electricity Services Checkout” page.  Select the orange “Next” button.

The next page, “DSL Services Checkout”, collects the necessary information for provisioning this service.  Select the orange “Next” button.

Next comes the “Long Distance Services Checkout”, which collects the necessary information for provisioning long distance.  This page features prompts for specifying a time for Third Party Verification to take place and a “Letter of Authorization”.  Select the orange “Next” button.

Now that all of the information needed for provisioning services has been collected, we move on to the “Payment Preferences” page.  The customer is offered the choice between checking account debit and preauthorized credit card debit.  Select the orange “Next” button.

This next page collects “Referrals and Promotional Code”.  This is optional (but very popular with the marketing people).  Select the orange “Next” button.

On this next to last page of the sign up process, “Products Selected”, the customer’s services and products are echoed back one last time.  The customer may review Terms and Conditions or end the transaction.  Otherwise, the customer indicates acceptance of the Terms and Conditions by selecting the orange “Submit” button.

This last “Thank You” page summarizes the customer’s new account information.  An intelligent link to “Your Account” is also provided.

Customer Account Area – New Customer

Select the link on the “Thank You” page labeled ‘Your Account’ (it appears twice on the page, at the top and the bottom of the order confirmation text).  This will take you into the index for the account self-management pages of this newly created customer.

Select the ‘Account Information’ link to see the accounts for which this new customer signed up. This page includes links to the Terms and Conditions for each service and offers the functionality of adding new accounts (for a second service address, for example).

Select the account number on the ‘ESP’ service link.

Notice that the progress meter indicates that sign up is complete and that the switch in service is in progress.  This page also includes a link to the Terms and Conditions. 

Use the various links and the drop down navigation to get around the member account pages.

Since this is a newly created customer, there are, of course, no bills.  

Customer Account Area – Existing Customer

To view the customer account area for an existing customer, select the orange “Log Out” button.  This will take you back to the Suburban Gas and Electric home page.  From here, select “Your Account” from the header navigation bar, or “Click here” from the “Log In” box to the top right of the page.  

This will take you to the Member Center sign in page.  This page offers customers the option of saving the customer ID in a cookie (with a link to a brief explanation of what it means to save the ID in a cookie) and a link to the “Forgotten Password” function. Select the orange “Log In” button.

This will take you into the index for the account self-management pages of a (relatively) long-term customer.  Select the “Billing” link.

This will take you to an index of the all of the customer’s bills.  You will notice that the customer has two accounts with Suburban Gas and Electric.  A customer has multiple accounts when, for example, s/he has service for both a residence and rental property or when the customer has opted for different payment methods for different services.  If you select the account number link, a small popup window will appear, detailing the services and service address associated with the account. 

Select the link for the first invoice date (9/29/2000):  this will take you to the invoice summary for electricity service for the 9/1/2000-10/1/2000 billing period.  Since this is an invoice for electricity service, this bill also includes links to a detailed bill, billing definitions, inserts, and a power content label.  

Select the link back to “Billing History”, and select the link for the first invoice date for the second account (9/16/2000).  This will take you to the invoice for dial up Internet access service for the 8/20/2000 – 9/19/2000 billing period.  Since Internet services are billed at a flat rate and there is no regulatory requirement for the kinds of notices associated with utility services, this page does not include the supplemental links that appeared on the electricity invoice.

You may wish to use the various links and the drop down navigation to get around the member account pages.

Cyberstat

Cyberstat is our remote thermostat management product that uses the Internet and pager technologies to proactively control heating and cooling temperature settings.  This particular customer has a Cyberstat account.

Select “Account Information” from the drop down menu*.  The third service on the “Account Information” page is Cyberstat:  select the “Account Number” link for Cyberstat.

(*If you have already exited the member account pages, get back in by selecting “Your Account” from the header navigation bar on the Suburban site, then selecting the orange “Log In” button on the Member Center sign in page, then selecting “Account Information” from the Member Center index page.)

The “Master Calendar” view is the default display.  The Cyberstat Web Calendar view puts together a weekly snapshot of your home temperature settings for the selected week. This view incorporates your Master Settings and any Scheduled Overrides that are in place during the week that you are viewing.

Selecting the “Master Settings” tab takes you to the page where the default settings are established or changed. The Cyberstat Master settings control the bulk of your Thermostat programming. Here is where you specify the daily Cyberstat for your typical week.  These settings depend on days of the week and times, but not Dates.  This is why you use this to set up your typical week.  Perhaps you would like different settings for when you are sleeping, as you are getting up, while you are at work, and when you come home from work.  You have 24 hour control 7 days a week.

Selecting the “Scheduled Overrides” tab takes you to the page used for temporary and foreseeable changes to your schedule.  For example, perhaps you are taking a weeklong vacation next month.  Rather than change your Master Settings, you may override them by choosing the date range, the days of the week, the times and the setting to use.  In a vacation example, you may choose to use an "away" setting so that your energy usage is at a minimum while you are away (but your pipes don't freeze!)

The “Immediate Overrides” page provides for immediate, short term changes to your settings.

The “Personal Profile” page controls the temperature settings as well as the color display if each setting in graphical views of your program.  You can edit the standard settings or create new settings.  Each setting must have a unique name using only alphabetic and numeric keys.  We recommend you create settings with names that are recognizable to you.

Last, the “Help” page provides detailed instructions for using Cyberstat.

Residential Demonstration Conclusion

This concludes the demonstration.  You are, of course, free to continue to surf around the various areas of the site.

Business Demonstration 

Returning to the demonstration home page, select “business demonstration” from the left navigation bar.  

This will open a site for Suburban Gas and Electric (a fictitious company providing electricity, gas, and other products and services to industrial and business customers); this site will open in a new window, leaving the demonstration home page open.  

The functionality to support serving up marketing content, collecting sign ups, and providing account self-management is the same as for the residential demonstration and so will not be repeated for this site.

Language Localization Demonstration

Returning to the demonstration home page, select “language localization” from the left navigation bar.  

This will open a site for Gaz de France/Electricité de France; this site will open in a new window, leaving the demonstration home page open.  

By default, the content for this site is presented in French.  However, you may use the flags in the upper right corner of this site’s home page to switch to (American) English or Italian.

You can navigate around the site to see that all visible components change language.  While this demonstration was created using languages using the Western alphabet, any language could be supported.

The functionality to support collecting sign ups and providing account self-management is the same as for the residential demonstration and so will not be repeated for this site.

Branding Demonstration

Returning to the demonstration home page, select “other cross-branded sites” from the left navigation bar. 

This will open a site displaying home pages of variously branded sites; this site will open in a new window, leaving the demonstration home page open.  You will notice that while content and basic layout are mostly constant, the various sites are branded with differing colors, logos, and graphic motifs.

Customer Management Tool

Returning to the demonstration home page, select “customer mgmt tool” from the left navigation bar. 

This will open the customer support site; this site will open in a new window, leaving the demonstration home page open.    This site is designed for the use of customer service representatives (CSR).  Since it relies on the same database as the customer website, the CSR is assured of seeing the same information that the customer sees.

The UtilityOne platform supports varying levels of security, which makes it possible to restrict or expand access.  For example, outsourced customer support could have only read access and limited “write” access for certain functions; in-house customer support could have unlimited read and write access for certain functions; accounting staff could have unlimited read and write access for different functions; and the Customer Support Manager could have unlimited read and write access for all functions.

After selecting the “login” button on the entry page, you will come to the “Search” page.  In addition to searching for customers based on multiple criteria, links are included for other administrative and customer support functions.  For this demonstration, we will search for Suburban Gas and Electric customers. 

After selecting the “search” button, the page will be redisplayed, showing the search results.  Select the email address for the first customer listed, John Johnson.

The resulting “Customer Information” page displays first a summary of information about the customer, such as name, address, phone number(s), password, and challenge word.  This information may be updated; the password may be reset; or the CSR may sign the customer up for a new service by using the links provided for that purpose.

This page also provides summary information about each service or product associated with that customer.  Select “product detail” for the first product listed, Energy.

The resulting “Product Information” page not only displays the detailed information about the customer’s account, but also provides the CSR with such functions as “retire account”, “view status”, and “adjust invoice”.  The CSR may also update product information using the links provided for that purpose.  

The header navigation bar at the top and the “member lounge” includes links to the customer’s account self-management pages, allowing the CSR to see the (largely) same information that the customer views.  Additional functions can be made available to the CSR. 

For example, selecting the “view bill” button on the “Product Information” page leads to the customer’s “Billing History” page.  You will notice that there is now a new column that did not appear on the customer’s view of this page:  a “Status” column.  These links lead to an “Invoice Status” page that provides detail about when the invoice was created, when the email was sent to the customer, and when the billing was validated.  Selecting the “Log Out” button leads the CSR back to the customer management tool (whereas when a customer logged in to “Your Account” selects the “Log Out” button, the resulting page is the site home page).

On returning to the customer management tool, you may wish to continue surfing around the various areas of the site.
Administration Tool

For a detailed demonstration of the administration tools used to manage the web sites, please contact us.

The administration tools allow you to:

· Manage dynamic content

· Manage language localization

· Manage customer service access to applications and data (security)

· Set site parameters

· Create branded and co-branded partner web sites.

· Manage promotion content and bundles
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