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During an outage, the Company violated the Work and Resource (W&R) Electric Dispatcher job 
description by instructing customers on how to re-set their own circuit breakers. 

Facts of the Case 

In November 2013, a "Single Customer Outage Desk Script" (herein after "Script") was developed 
with input from Electric Supervisors and Dispatchers to instruct customers on how to reset their own 
circuit breakers when they were experiencing an outage. According to the Company, this process had 
been in place for Contact Center employees for more than 10 years and was referred to as the "Part 
Out Gen Ref script." 

According to the Union, once a customer had checked for a tripped breaker, the Dispatcher explained 
how to reset it. 

The Committee reviewed the note at the bottom of the Script. It states, "If at any time the customer is 
hesitant about checking the breakers or feels it is unsafe, stop and advise the customer and ... [we] ... 
will send a Troubleman out to assist him/her." 

Discussion: 




