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5.0

Electric Choice Customer Support

Detroit Edison providescustomerswith avariety of e ectric choiceinformation through brochures, the Detroit
Edison web site, town hall meetings, assigned account representatives, and the Electric Choice Customer
Center.

Thischapter informs suppliersabout ongoing Detroit Edison Electric Choice customer transaction support.

5.1  ElectricChoice Customer Center
Detroit Edison Electric Choice Customer Center isdesigned to respond to general inquiriesand provide
problem resolution support for small secondary/mass market customers who are electric choice
participants. The Electric Choice Customer Center isthe primary contact point for these customers.
Thisorganizationwill respond to thefollowing inquiries:
e Enrollment
* Billing
» Collection
The Electric Choice Customer Center normal hours of operation are Monday-Friday, 8:00 am. to
5:00 p.m., Eastern Standard Time. Voice mail, fax, and e-mail are available 24 hours, 7 days aweek.
The center will respond to requestsin atimely manner.
52 SUMMARY OFELECTRIC CHOICE CUSTOMER CENTERINFORMATION
Operating Hours Monday-Friday, 8:00a.m. - 5:00 p.m.,
Eastern Sandard Time excluding holidays
Hotline Number 888.235.3535
Fax Number 313.235.3700
e-mail Address eccc@dteenergy.com
Web SiteAddress www.utilities.dteenergy.com
MailingAddress Detroit Edison
Electric Choice Customer Center
2000 2nd Avenue, 340 WCB
Detroit, M1 48226-1279
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5.3

54

5.5

Customer Support for Industrial and L arge Commer cial Customers

Detroit Edison provides assigned customer account representativesfor industrial andlargecommercia cus-
tomers. If acustomer doesnot know whoitsaccount representativeis, the customer canlook at thetop | eft
hand corner onitscustomer bill (usualy second or third page) to obtain the tel ephone number of itsaccount
representative. The customer can also call the Electric Choice Customer Center during normal business
hours (8:00 am to 5:00 pm) at 888.235.3535 for assistance.

Outagelnquiries/Power Quality Inquiries

Detroit Edison continuesto beresponsiblefor responding to al customer inquiriesregarding emergency
system conditions, outages and safety. Customersshould call Detroit Edison directly about any service
delivery issues. Should an outage occur, contact the customer servicelineat 800.477.4747 immediately to
report the outagelocation. The customer servicelineisavailable 24 hours per day, 7 daysper week.

Customer Account | nfor mation Disclosure

Detroit Edisonwill rel ease customer-specific usage dataonly upon the expressrequest of the customer. The
customer must maketherequest inwriting and mail or fax therequest to the addresslisted in Section 5.2.

Customerswith Customer ServiceBilling (CSB) accounts can assesstheir usage dataviathe Detroit Edison
web site. See Section 3.2.2 for moreinformation on the CSB system. To gain accessto theinformation, the
customer needsto register onthewebsiteby providing either thelast four digitsof their socia security number,
if they areresidential customers, or their federal tax identification number, if they are businesscustomers. A
maximum of 18 monthsdataisavailable.

Alternative electric suppliersrequesting thisinformation on behalf of acustomer must providethe Electric
Choice Supplier Support Center (by mail or fax) with asigned Customer I nformation Release Formindicating
the specific customer account and meter number(s). No eectronic signatureswill beaccepted. The Customer
Information Release Form, Appendix N, isavailableonthe Detroit Edisonweb siteinthe Download & Links
section.

Detroit Edison will forward the usage datato the customer or itsauthorized agent. Detroit Edison treats
customer usagedatainitspossession asconfidential. Under no circumstancesisDetroit Edison ligblefor any
damagesalleged to be caused by disclosureof suchinformation, either at the customer’srequest or otherwise.
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5.6

Data Types

Upon recei pt of acompleted Customer Information Release Form, thefollowing datatypes may beprovided.

5.6.1

5.6.2

12-Month Consumption History

Detroit Edisonwill providethe customer or itsauthorized agent with 12-month smplebill history
data, freeof charge. Thedatawill beprovided dectronicdly viaemail andwill includethefollowing:

Account number
Customer name
Service address

Billing address

Rate codes/descriptions

Usage data by month (includes meter read date, number of daysin billing cycle,
kWh, kW if applicable)

Bill amount by month

Standard Industrial Classification (SIC) Code
Cyclenumber/billing unit

Meter number

Meter type

Read type

Customer Accessto Interva Meter

The customer or the customer’smarketer can have accessto the customer’sinterval meter data.
Detroit Edisonwill configurethe customer’sinterval meter, at no additiona cost, to accept incom-
ing callsfrom atelephoneline at each meter location. Moreinformation on how thisaccessis
obtained can befoundin Section 7.4.

By requesting thisaccess, the customer acknowledgesthat under thisarrangement the privacy of
theusage dataismoreeasily compromised, especidly if thetelephone number isnot kept private.
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5.6.3

5.6.4

Customer Accessto Interval Meter DataViathe Web

Detroit Edisonwill providethe customer with accessto interval meter usage datausing aproduct
known asMV-Web, whichislocated onthe Detroit Edisonweb Site. A detailed description of this
product can befoundin Section 7.4.1.

To obtainthisservice, free of charge, the customer may contact its Detroit Edison customer ac-
count representative and ask to beenrolled inthe” Detailed Usage Data” program or contact the
Electric Choice Supplier Support Center at 888.830.2170. The Supplier Support Center will fax
or mail the customer aMV-Web User ID and Password formtofill out.

TheMV-Web User ID and Password will beforwarded to the customer only. Requestsfor IDs
and Passwordsfrom anyone other than the customer will not be honored.

Detroit Edison will providethe customer with aUser ID and Password viae-mail or U.S. mail.
(E-mail will beprovided unlessthereisno e-mail addressidentified ontheform.) MV-Web User
I D and Password information can only be provided if the customer hasaninterval meter installed
at thetime of therequest. Requestsreceived without an interval meter at thesitewill berejected.

A User’s Guide, giving detailed product useinstructions, isal so available on-line and can be
downloaded from the Detail ed Usage Data section of the Detroit Edisonweb site, if desired.

Generic Load Curves

Genericload dataisavailableon the Detroit Edison web sitein the Customer-Based Datasection.
Summary dataispresentedin graphica form. Detailed dataisavailableasdownloadablefiles.

Dataispresented for thefollowing classes (designated by current bundled rate):

Resdentid

Commercial —Generd Service Rate—Manufacturing
Commercial —General Service Rate—Non-Manufacturing
Commercial —Large Genera Service Rate—Manufacturing
Commercia —Large Genera Service Rate—Non-Manufacturing
Primary —Primary Supply Rate—Manufacturing

Primary —Primary Supply Rate—Non-Manufacturing

Net System Output

O~NO U, WDNE

For Electric Choice customerswho are single phase and do not have an interval meter, the proxy curvesused
todistributetheir total energy usagefor the billing period on an hour-by-hour basisare explained in greater
detail in Section7.5.1.

Customer information will be forwarded to the requestor within ten (10) business days of receipt of the
request, barring unusua circumstances. Alternative electric suppliersor marketerswith questionsregarding
therelease of confidential customer information or status of customer information requests may contact
the Electric Choice Supplier Support Center at 888.830.2170 or 313.235.3796.
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5.7

5.8

General Customer BillingInquiries

Detroit Edison will continueto receive general inquiries about energy-related matters. If Detroit Edison
receivesinquiriesrelated to aparticular alternative eectric supplier’shill, the customer will bereferredtoits
dternativedectricsupplier.

Billinginquirieswill be processed based onthe bill option selected (complete or separate billing), the subject
matter in question, Detroit Edison’sability to answer the question and responsibility to respond. Callers
inquiring about the energy portion of their billswill bereferredto their alternative electric suppliers.

When Detroit Edison providesalternativeeectric supplier billing services, the Detroit Edison bill will include
two clearly identified sections:

» Detroit Edison servicesand charges
* Alternativedectric supplier servicesand charges

Thedternativedectric supplier nameand contact informationwill be clearly displayed onitssection of thebills
to assist customerswho wishto contact the alternative el ectric suppliers.

Detroit Edison Web Site

The Detroit Edison web site providesimmediate accessto el ectric choiceinformation. Theweb site at
http://www.detroitedi son.com contains useful and timely electric choice information organized for both
residential and business customers. Thesiteal so linksto the MPSC el ectric restructuring home page and
tothe MPSC listing of approved alternative electric suppliers.

Other Detroit Edison web sitefeaturesinclude an introduction to e ectric choice concepts, what will and will
not change, auser-friendly glossary, and an e-mail addressfor submitting questionsand comments.
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