
Customer Experience Improvements for Customer Inquiry and 

Dispute Information (CIDI) application



Overview

• Purpose & Background

• Current Implementation

• Improvements

• Walk Through

• Upcoming Events & References

• Questions



Purpose & Background

• The Customer Inquiry, Dispute & Information (CIDI) system is 

used to log and track market inquiries and settlement 

disputes.  

• CIDI was first implemented in 2010 by the ISO with heavy 

customization.  Because of this customization, the ISO has 

not been able to utilize the improved platform and 

enhancements offered by Salesforce.  

• This has resulted in non-user friendly outdated design.



Current Implementation



Q4 2018 Improvements

The ISO has upgraded its current CIDI platform to Salesforce Communities. 

This upgrade will enable the following:

– Improved look and feel

• Removal of non-functional fields

– Case Tracking

• External Dashboards & Reporting

– Self Help Capabilities

• Knowledge Base

• Predictive Search

– Improved Case Search & Result Refining

– Removal of customization*

• *allowing for future enhancements more easily.
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Communities Homepage
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Communities - Knowledge
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Communities – Knowledge Cont.
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Predictive Search

Knowledge Article 



Communities - Cases
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Upcoming Events & References
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• Stakeholder Customer Partnership Group to be formed for 

CIDI with the first meeting in early February (details will be 

sent via Market Notice once scheduled). 

– Please submit enhancement requests for CIDI via an Inquiry ticket with 

the following subject: “2019 CIDI Enhancement Requests” 

– Here is where the ISO will be going through the enhancement requests 

submitted by participants and soliciting feedback.

Customer Inquiry, Dispute & Information (CIDI) user guide: 
http://www.caiso.com/Documents/NewCustomerInquiry_DisputeandInformation_CIDI_UserGuide.pdf

http://www.caiso.com/Documents/NewCustomerInquiry_DisputeandInformation_CIDI_UserGuide.pdf


Questions?
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