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Waitlist




Configure

Enable Just Charge

Symptoms

* Not applicable

Prerequisites

* Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer
° NOCL2
e Alicensed electrician with access to the charging station installation

e Just Charge should be enabled on the Organization level

Error Logs

Not applicable

What is Just Charge?

» Just Charge is a station software feature provided to allow anyone to charge without any
authentication; essentially the station remains in a state of always authorized.

* This feature comes in handy on stations owned by multi-user facilities who want to give free
charging to members, without the restrictions of owning a ChargePoint (RFID) card.

Usage

o Just Charge typically will be used for auto dealerships and bus/car fleets.

* |n special circumstances, it can be requested for other customers, but the main usage is for
dealerships and fleets.

* Just Charge is for non-public stations.




Procedure

1. Check to see if Just Charge is enabled for the organization.
2. Go to dashboard and navigate to Organization > General tab.

Note: If the Just Charge mode is not enabled, contact Support to get the feature enabled on the
Organization level.

Dashboard Stations Drivers Fleets

-chargepoin+

Summary | Admins | GrantRights | GrantObjects | Inventory | APlinfo | Sub-Operators

Station v Reports Manage Energy Organizations

ChargePoint Headquarters

‘ Flex Billing | Support Log Payment Methods l

General Details

0Org Name
Preferred Language
Organization Legal Entity Name
Station Common Name
org ID

Created by

Org Creation Date

0Org Activation Date
Address

Parent Org

MSSA Serial No.

MSSA Signed Date

MSSA File

Plug n Charge

Allow Org Creation

Demo

ChargePoint Headquarters
English

0

CHARGEPOINT

ORG00001

ChargePoint Network

2009-02-20 12:02:00

1692 Dell Ave Campbell California 95008 ,United States
ChargePoint Network

XCPN00001

2009-02-20

Enabled
Not Enabled

No

Auto-validate Video Ads

3. Once the Org is enabled with Just Charge, you will need to apply the Just Charge configuration to
each station upon activation or by editing the Configuration tab.

Enabled




4. Go to Station Configuration and select Edit.
Note: The Just Charge mode will only pop up for the below customer categories.

Customer Category Subcategory
Retail Auto Dealership
Fleet Distributed

Depot

Car Sharing
Workplace Fleet
Education Education Fleet
Healthcare Healthcare Fleet
Municipal Municipal Fleet
Government (Fed, State) Government Fleet

Just Charge Customer Categories

The configuration change is made on the Usable by option.

‘m Status / Actions | Configuration w Historical Sessions Self Test Support Log (0)

z & Address 625 Mulberry St
A Rockfobrd, Tllinois 61103
i Winnebago County
Map Satellite LaJ United States
g? Lat / Long 42.274392291174770 [ -89.098501500000010
g A Timezone CDT
Q é’ Helpful Information for Drivers Inside Building
= > Customer Name NA025852
’ + Customer ID -
Rockford Rescue Mission Usage Category Commercial with restricted access
@
i -— | |
s
e 5 o
b= <G 523
Go,«egle ¥ B8 MapDan’ Tems &
Accessibility & Pricing
Name Value Attempted Value
Visible To No Driver

Firmware Upgrade

Prerequisites

¢ Your user access has one of the following roles:
°o Network Manager

°© NOC level 2 or similar




Steps

1. Log in to the ChargePoint Cloud Dashboard.
Go to Stations tab and select the desired Station.
Select the General tab.

Check the Make/Model, Station Network Type, Factory Software Version and make a note of it.

A N
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Stations Overview \

Station v Reports Manage Energy Fleets

Dashboard Drivers

Pricing and Reservations | Access Control \ Video Ads \ Station Messages | Waitlist \ OTAng \ Auto-OTA

Station CHARGEPOINT / ZNKR AC 1

0Org ChargePoint Headquarters

MAC Address 0024:B100:0006:ED63

Status / Actions

Configuration

I Make / Model ChargePoint CT4020-HD-GW I

Serial number 220741018018 Station Network Type Gateway

Sessions | Contacts | Historical Sessions | Crowdsourcing

Support Log (0)

General

MAC Address
Activation password
OEM Make

OEM Model

Make

Model

Serial number

Hardware Version

Cloud Plan

0024B1000006ED63 Port1 Commercial, L2, 5 Yr: TKNO00016287

65506 Port2 Commercial, L2, 5 Yr: TKNO00016286

ChargePoint Plan start date 2019-10-17

CT4020-HD-GW Plan end date  2024-10-17 (Active)

ChargePoint Production or Demo  Production

CT4020-HD-GW @

220741018018

43-001035-22 REV:1

I Factory Software Version

R I Warranty

Activation Date

2023-04-20 19:14:52 (PDT)

Extended Warranty 5yrs Parts Only

5. Select Auto-OTA in the dashboard.
6. Check that Rule Name if it matches the Make/Model.

7. Copy the software version in the column New Version with the Rule Name ends with GA.
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Station v

Dashboard Stations Drivers Reports Manage Energy Fleets
Stations Overview \ Pricing and Reservations \ Access Control \ Video Ads \ Station Messages \ Waitlist \ OTAng \ Auto-OTA

No. of

Custom LG

OEM Current stations stations Queue ) 53 uIic
. CHLmD Eomp Model Version matching pending Priority B = Home? reader F|
Name 3
this rule upgrade

SDGE

* *
CcPGW 4.6.0.60 89 0 3 0
SDG&E

* *
cPGW 4.6.0.60 0 0 2 0
Kestrel e 2023.03.00.260- 18 1 5 3 1
CPH GA alpha.prod_4.20.0_kcb
CT4K 2023.03.00.260-

b 9854 44 5 e 0
Macaw GA alpha.prod_4.20.0_mcb




8. Select OTANg in the dashboard and select Download To Stations.

9. Drop down Search and enter the Org name, MAC ID.
10. If the check box is enabled for Do Not upgrade blacklist, then do not upgrade the firmware.
11. Select Search.

12. Select the station in the left panel tab under Select Org/Stations to upgrade with new software
version.

13. Do the following for:

a. CT4K Legacy stations: In the Search dropdown, select the Protocol as ChargePoint. Drop
down the Manufacturers and do NOT select ChargePoint.

b. CT4K MACAW stations: In the Search dropdown, select the Protocol as ChargePoint. Drop
down the Manufacturers and select ChargePoint.

c. CPE250 stations: In the Search dropdown, select the Protocol as ChargePoint. Drop down the
Manufacturers and do NOT select ChargePoint.

d. CP6K stations: In the Search dropdown, select the Protocol as OCPP, drop down the
Manufacturers and do NOT select ChargePoint.

14. In the Upgrade Options, paste the software version in the tab Software Version copied from Auto-
OTA, select the auto populated version.

Station v Dashboard D Drivers Reports Manage Energy Fleets Organizations ChargePoint

Stations Overview |  Pricing and Reservations | Access Control | VideoAds | Station Messages | Waitlist \D| Auto-OTA | Remote Stop Charging |  Scheduled Charging

[ 1]

Select Org/Stations to upgrade with new Software version

=- @ @ chargePoint (ll Stations) Search &
5 ® ChargePoint Headquarters (2023.3.0.260)
v B ZNKR AC 1 (4.6.0.76 - data)

| Seach BN Reset |

Manufacturers ®

Upgrade Options

Software version

15. Select Add to list.

16. Check in the List of Stations to upgrade if the Gateway, Station, S/W Version From and S/W Version
Tois correct.



17. In the Upload selected files to station, then select Upload.

List of stations to upgrade:

Upgrade Options

46076

Software version
Switch Bank

Set Factory Default
Auto-dupmtd
Migrate Config settings

[ Add torist |

Org Name Gateway

ChargePoint Headquarters

S/W Version From|

Station
ZNKR AC 1 4.6.0.76 - data

Upload selected files to Station:
--Select Option--:

[e) Absolute Time : 00 v (hour)

® Immediate

00 v (min)

00 v (eut off time : hour)

00 v/ (cut off time : hour)

S/W Version To
4.6.0.76

=

18. To check the status of the firmware upgrade, select Reports > Logs > OTAng Logs.

Station v

—chargepoin
Analytics | Reservations

Pricing Logs | Station Activation Logs | Access PolicyLogs | Video Ad Logs

Station Message Logs.

Dashboard ~ Stations  Drivers Manage Energy ~ Fleets
Scheduling Logs | Station ConfigLogs | Waitiist Policy Logs. m OTALogs

Financial | Audit Trail \\ Alarms | Create reports

OTAng Logs ‘ SupportLogs | Paired Config Logs ‘ OCPP Message Logs ‘ Station Logs

ShowyHide Columns

Chargepoint Headquarters | CHARGEPOINT / SCD RTECH S03 | SCD-7250-South-RG3 (CT4000) | 4.6.0.73

19. If the issue persists, contact Support.

Station Messages

Prerequisites

¢ Your user access has one of the following roles:

° Network Manager
°© NOC level 2 or similar

Steps

1. Log in to the ChargePoint Cloud
Go to Stations tab.
Select Station Messages.

Rl SN

Dashboard.

ct
anization

Region
United States v 1

version
retry limit
reached

Select New Station Message on the top right corner of the page.




. Update Station Message Name, Description (Optional), Station message Text line 1and Station
message Text line 2.

Note: Station Message Text Line 1- max 15 characters are allowed and below mentioned special
characters are not allowed: /\~"<>|

Station Message Text Line 2 - max 64 characters are allowed and below mentioned special
characters are not allowed: /\~"<>|

. Go to Apply Station Messages
. If the message needs to be applied on specific stations:
a. Select the drop down next to the Org Name .

b. Expand Radio groups and then expand the Radio group that contains the number of stations
in which the station message needs to be displayed.

c. Select the Station Message drop down, select the name of the station message that was
created and then select Apply.

. If the message needs to be applied on all stations under the Org, select the Station Message drop
down at the Org level and select Apply.

Note: Once applied, please allow 2-5 minutes for all the stations to have the configuration updated.
Stations should be available and reachable for the above request to take effect.



Diagnose

Access Control

Symptoms

» The charging station screen shows the message: Access Restricted/Access Denied

Prerequisites

¢ Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer
* Alicensed electrician with access to the charging station installation

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to Stations tab.

3. Search for the desired charging station and select the station name.

4. Go to the Configuration tab and check the Usable by and Visible by configurations.

10



Access Control

Solution

If the Usable by option is set to All Drivers, follow these steps:

T e T e e e

LN Address 2 191 Fanker Roa )
Lar i1 =1
. ra tacd
Map Satellite M Iniit
Lat f Long 3738007 7000000000 [ -121 .91 6640000000000
k-3 y
‘%, h Helpiul Information for Drivers
A
e Customaer Mame
Customer 1D
+ Usage Category Cormmercial with unsestricted access
Customer category Workplace - High-Tech
GQ gle P e Data erms @
ACCes & Pr g
M Value Artempted Valoe
Usable by
Visilsle To

1. Ask the customer about how the driver initiated the session (mobile app, RFID card, tap to pay/
credit card).

2. Ifitis a RFID card, get the serial number of the RFID card to check whether it is activated under a
valid driver account. If it is a fleet card, check whether it is activated under a valid Vehicle/Fleet.

3. Check if the station has a pricing policy applied. If there is a pricing policy, ensure that the driver
account has a valid payment source linked.

Note: If the station is free for all, there is no requirement for a payment source to link.

4. If all the above steps are verified and still does not let the driver initiate a session, contact Support.

1



If

the Usable by option is set to a specific access policy, follow these steps:

e o | oty | s o mem o | covor i

- Address 1122 5 Main S
el S

Map  Satellite N L

L Jd

ol .ul I._;lt_.l'lu,ng 1 843 F P3G 0 82 4 1 2354 343006850
'1||“ Helpful Information for Drivers Near rear of bullding
Q -&_ Customer Name
e |
= Custamar ID
-
+ Usage Category omimercial with restriched aooess
iz o ] Cushomer Calsgor Workpdace - High- lech
i g egory Wor -
ernational Va: ]
iy
GD ?E B hap Data  Terms L&}
ccessibility & Pricing
Hame Walue Attempted Value
Usable by
Visible To

1. Check for the card serial number or the driver’s name who faced the access denied error.
2. Verify the access policy and check which driver group is mapped in that access policy.
3. Navigate to the driver group and check whether the driver has been added to the driver group.

Note: If the station has an access policy mapped and the driver is not added to the driver group,
connect that driver into the group by providing the connection code to the driver.

4. If all the above steps are verified and the driver is still unable initiate a session, contact Support.

12



Charging Station Connections

Charging Station Connections

Symptoms

* Driver unable to join the driver group

¢ Driver unable to use the station

Prerequisites

¢ Your user access has one of the following roles:
o Network Manager
o Station Manager

° |Installer

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Select the All Stations tab in the top right corner. Search for the Organization under Load Specific

Organizations, and select Apply.

3. Go to the Drivers tab and select Connections. Check if there is a connection created.

4. Go to the Stations tab and select the station. Then, select the Configurations tab and check under
Usable by if an access policy is mapped to that station with the driver group for which the

connection was created.

Solution

1. Select the Drivers tab, then select the Connections tab, and check if the connection is created and

status is Enabled.

—chargepnin-l- Siation Dushboard  Statiors [: Reporn Lanage Energy
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2. If yes, choose the connection name and select Edit Connection.

-chargepoins: [BRIE omews o o o i e | S @€

DCovers Drvos dopge | Chogas Dever Gemags Lumnecnong

3. Check that the connection code in Only drivers entering connection code is correct, the Status is
checked as Enable and Auto-approve is set to Auto or Manual. If Auto-approve is Manual, the
Network Manager will receive a request and must approve a driver to join the driver group.

r
Edit Connection o '

* irg Hame i) ChargePont Headguarters
* vy Mamse lor Drivers i@ ChargePoint Headguartens
* Conneciion Hame @ Delault R

* Conmection Type i@

* Connection Logo I 60 Width x 30 Mesght Requined [PNG, PG, GIF)

* g categery i) Fmployer
Worify drivers by i Full Emglayes 1D
© request Additional Info

* Available to i) ChargePernt Emgloyeet
* Benelits i@ Praleired Pricing

* visible to @ O A Dovers

.
T

* Serud confirmation emadl when driver connecis Yes »

* Web Only @ Mo -

4. Select Access Control and check if the driver group is mapped for which connection was created to
the access policy.

-
—chargepoin+-
Staions Overview |  Pricing and Reservations II video Ads | Station Messages | Waitl

Dashboard Drivers Reports  Mar

Access Policies Apply Access Policies

Show/H olumns

Access Policy

Org Name Nama

Lydia Test Access

Headquarters Policy

Everyone Else MNever
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Charging Station Connections

5. Select Apply Access Policies. Check if the access policy is mapped for the station in Change Usable
By and Status has green tick.
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6. Go to the Stations tab and select the station. Select the Configurations tab and check under Usable
by to see if an access policy is mapped to that station with the driver group for which the connection
was created.

7. If the issue persists, contact Support.
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Charging Station Out of Service Due to Earth Ground
Fault

Symptoms

* The charging station screen shows the message: Unavailable
* The charging station connectors’ LED light is solid red

* The charging station shows as faulted in ChargePoint Cloud Dashboard

Prerequisites

* Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer

* A licensed electrician with access to the charging station installation

Error Logs

Fault Code: 202-EF
Station Status: Needs Service

Earth Fault Station out of service

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to the Stations tab.

3. Search for the desired charging station and select the station name.

4. Go to the Status/Actions tab and check the Station Status and Port Status information:
 Station Status: Faulted

* Reason: Earth Fault Station out of service

5. Go to the Alarms block and select View.
6. See the following errors in each column:
 Station Status at time of Alarm: Faulted
* Alarm Name: Earth Fault Station Out Of Service

16



Charging Station Out of Service Due to Earth Ground Fault

Solution

1. Ask the customer to provide:

+ A photograph of the transformer plate showing the primary and secondary winding
configuration

» A photograph of the transformer cover removed and showing the secondary neutral bonded
to the same grounding point as the panel ground

* Impedance measurement between the charging station ground and the breaker ground
¢ Check if neutral and ground are bonded in the main transformer

* A photograph of the main transformer showing the neutral bonded to the ground chassis and
the ground connection to the breaker and charging station

» A photograph of the breaker ground connection to the transformer

» A photograph of the charging station ground to the breaker ground connection
Note: If a single-phase circuit is present, the image below shows the applicable wiring
diagram.

240 VAC Single Phase Panel

1. Main
Breaker

Neutral Bus 21
Ground Bus

Neutral .
P PP

L1 0 .
Left L1 P

Left L2 H 1o | =ar=far=
Right L1 © _fL é 1 ool

. Right L2 i f X b d
. 240 VAC ' — %ﬁ H—'

Ground

© © N O U A WD

o

—_
ju—y

N
®

W

Terminal
Block Left

14. Terminal
Block Right

15. Left L1

16. Right L1

17. LeftL2

18. Right L2

19. Strip wire 13 mm (1/2in)
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18

20. Local Service or Subpanel

21. 120/240 VAC10
Bonded Neutral Required

Left and right refers to the left and right ports on the charging station.

2. Based on the provided photographs, ensure that:

¢ The transformer has a WYE configuration
Note: The WYE configuration is also known as the "star" configuration.

* The charging station and panel grounds lead to the same point where the secondary neutral
tap is grounded

3. If any evidence provided by the customer shows an installation issue, share your findings with the
customer and request a licensed electrician to perform the necessary changes.



Charging Station is in Faulted to Breakaway

Charging Station is in Faulted to Breakaway

Symptoms

* The charging station screen shows the message: Unavailable

* The charging station shows as faulted in ChargePoint Cloud Dashboard

Prerequisites

» Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer

* Alicensed electrician with access to the charging station installation

Error Logs

Fault Code: 301-BA
Station Status: Faulted
Reason: Breakaway

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to the Stations tab.

3. Search for the desired charging station and select the station name.

4. Select the Status/Actions tab to view the Station Status and Port Status information:
e Station Status: Needs Service
e Reason: Breakaway

5. Go to the Alarms block and select View.

6. See the following errors in each column:
« Station Status at time of Alarm: Faulted

« Alarm Name: Cable breakaway detected

Breakaway faults occur when a cord is pulled with enough force to move the wires internally, opening a
switch to indicate possible damage.




Station Status

Port Status

Needs Service

Reason: Breakaway
as of 2022-04-01 13:32:11 (EDT)
Port 2:

MNeeds Service

Reason: Breakaway
Load Shed Port 1  No

Load Shed Port 2 No

Network Status REACHABLE

Solution

The fault might indicate that the charging cable has been cut or pulled out of the station.

1. Have the site identify the extent of the damage.
Note: There will be times where there is no visible external damage, but a breakaway fault can also
be due to an internal issue.

2. Obtain photographs of the station and cable showing the damage.

3. Proceed with replacement options below.

* |f no further damage or issue is identified beyond the breakaway cable, consider station head
replacement.

20



Charging Station Out of Service Due to Hardware Fault

Charging Station Out of Service Due to Hardware Fault

Symptoms

* The charging station screen shows the message: Unavailable

* The charging station shows as faulted in ChargePoint Cloud Dashboard

Prerequisites

¢ Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer

* Alicensed electrician with access to the charging station installation

Error Logs

Fault Code: 307-HE
Station Status: Needs Service

Hardware Fault Station out of service

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to the Stations tab.

3. Search for the desired charging station and select the station name.

4. Select the Status/Actions tab to view the Station Status and Port Status information:
e Station Status: Faulted

e Reason: Hardware Fault

5. Go to the Alarms block and select View.

6. See the following errors in each column:
« Station Status at time of Alarm: Faulted
« Alarm Name: Hardware Fault

21



Solution

1. Ask the customer to provide:
¢ The breaker amperage and number of breakers feeding the station
* Note: If Circuit Sharing is enabled, there will only be one dual pole breaker for the station
(known as a three wire install).
2. If the fault appears in Port 1.

a. Verify that one of the dual pole breakers didn't trip and are both in on position. (Sometimes
they may look like they are on, but they may be tripped and not all the way showing in the
"Off" position).

b. Reboot the station in the dashboard. DO NOT CLEAR THE MAINTENANCE FLAG as it will
falsify the dashboard to force a green pin. (Wait 3-5 minutes and pull the latest status from
Status/Actions page.).

c. If the fault remains, power the breakers off for two minutes and then back on. (A hardware
fault in port 1is often consistent with a breaker being powered off or tripped).

3. If the fault appears in port 2, the fault is spurious.

a. Reboot station in the dashboard. DO NOT CLEAR THE MAINTENANCE FLAG as it will falsify
the to force a green pin. (Wait 3-5 minutes and pull latest status from Status/Actions page).

b. After the station is done rebooting, do a Get Latest Status in the Status/Actions tab.
If fault is cleared, the message below will appear in the latest status:

1,J1772,FwRev=32,SSM1Rev=40,SSM2Rev=40,, ENABLE,AVAILABLE,NO_
VEHICLE,IDLE,O0,NONE,NONE,NONE, OxAT,NA

2,J1772,FwRev=32,SSMIRev=40,SSM2Rev=40,, ENABLE,AVAILABLE,NO_
VEHICLE,IDLE,O0,NONE,NONE,NONE,OxAT,NA

If fault remains, the below message will appear in the latest status:

1,J1772,FwRev=32,SSMIRev=40,SSM2Rev=40,,ENABLE,OUT_OF_SERVICE,NO_
VEHICLE,IDLE,0,NONE,9,NONE,0xAT,NA

2,J1772,FwRev=32,SSMIRev=40,SSM2Rev=40,, ENABLE,OUT_OF_SERVICE,NO_
VEHICLE,IDLE,O0,NONE,NONE,NONE,OxAT,NA

4. If the fault remains, confirm the charger is power-shared or using Circuit Sharing. If the charger is
power-shared during a new install or head swap, confirm if the power management kits (jumpers)
are installed.

22



Charging Station Out of Service Due to Hardware Fault

5. If the fault remains:
a. Have a wiring verification performed (Station Wiring Verification).

b. Check if the electrical connector on the power-plate has not been damaged and/or is not
making a solid connection.

c. Check if the neutral bonding in the electrical system has become un-bounded or bonded due
to corrosion.

d. Measure voltage at the power plate (Verification of Voltages).

e. Perform troubleshooting steps provided in the CT4000 Operations and Maintenance Guide for
error code #307.

6. If all the above steps have been performed and if the issue still appears, consider station head
replacement.

23



Charging Station Out of Service Due to Pilot Unreachable

Symptoms

* The charging station screen shows the message: Unavailable

* The charging station shows as Needs service, Reason: Pilot Unreachable (18) in ChargePoint Cloud
Dashboard on either of the ports or both the ports

Prerequisites

¢ Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer
* A licensed electrician with access to the charging station installation

Error Logs

¢ Fault Code: 305-LCO
* Station Status: Needs service, Reason: Pilot Unreachable (18)

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to Stations tab.

3. Search for the desired charging station and select the station name.

4. Go to the Status/Actions tab and see the Station Status and Port Status information:
o Station Status: Needs service
¢ Reason: Pilot Unreachable (18)

5. Go to the Alarms block and select View.

6. See the following errors in each column:
« Station Status at time of Alarm: Needs service

» Alarm Name: Pilot Unreachable (18)

24



Charging Station Out of Service Due to Pilot Unreachable

Solution

1.

2.

Pilot Unreachable faults do not have a remote fix. When you encounter a Pilot Unreachable fault,
attempt the steps below:

a. Pull latest status in the Status/Actions tab and check 'outlet’ for the status of each port
(located in red):
1,J1772,FwRev=32,SSMIRev=40,SSM2Rev=40,,ENABLE,OUT_OF_SERVICE,NO_
VEHICLE,IDLE,O0,NONE,8,NONE,OxAT,NA

b. Reboot station in the dashboard. DO NOT CLEAR THE MAINTENANCE FLAG as it will falsify
the system to force a green pin.

c. Send a Reboot in the Status/Actions tab.

d. Wait 5 minutes to make sure station has rebooted or compare the last time the station made
communication under the port status in Status/Actions.

e. Pull latest status in the Status/Actions tab.
f. If the fault is real, outlet will show "Enable, OUT_OF_SERVICE"

g. Error cleared if: end of 'lcdstate = PortState[1,2]=Available,Available’ and "outlet” showed
show "Enabled, Available”

If issue persists, consider station head replacement.

25



Charging Station Out of Service Due to Relay Stuck
Closed

Symptoms

* The charging station screen shows the message: Unavailable
* The charging station connectors’ LED light is solid red

* The charging station shows as faulted in ChargePoint Cloud Dashboard

Prerequisites

* Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer

* A licensed electrician with access to the charging station installation

Error Logs

Fault Code: 303-RSC
Station Status: Needs Service

Relay stuck closed

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.
2. Go to the Stations tab.
3. Search for the desired charging station and select the station name.
4. Go to the Status/Actions tab to view the Station Status and Port Status information:
 Station Status: Faulted
* Reason: Relay stuck closed
5. Go to the Alarms block and select View.
6. See the following errors in each column:
« Station Status at time of Alarm: Faulted
+ Alarm Name: Relay Stuck Closed
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Charging Station Out of Service Due to Relay Stuck Closed

Solution

1. Relay Stuck closed faults do not have a remote fix. When you encounter a Relay Stuck Closed fault,
attempt the below:

a. Pull latest status in the Status/Actions tab and check 'outlet’ for the status of each port
(located in red):

1,J1772,FwRev=32,SSM1Rev=40,SSM2Rev=40,, ENABLE,OUT_OF_SERVICE,NO_
VEHICLE,IDLE,O0,NONE,8,NONE,OxAI,NA

b. Reboot station in the dashboard. DO NOT CLEAR THE MAINTENANCE FLAG as it will falsify
the to force a green pin.

c. Wait 3-5 minutes for the station to process the reboot.
d. Pull latest status again and check if the outlet shows a good status "Available” on its port(s).
2. If issue persists, proceed with replacement options below:

a. Should the fault clear, check the alarm log. Scan through the recent (90 days) alarms to see if
the station has given a Relay Stuck Closed error within that timeframe. Should there be other
occurrences of the Relay Stuck Closed fault, the station head will need to be replaced.

3. If all the above steps have been performed and the issue persists, consider station head
replacement.
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Charging Station Out of Service Due to Station
Unreachable

Symptoms

» Station configuration and Access control changing

» Station Name changing to ChargePoint/Station

* Payment processing issue

Prerequisites

* Your user access has one of the following roles:

o Network Manager
o Station Manager

° |Installer

* A licensed electrician with access to the charging station installation

Error Logs

Fault Code: N/A

Station Status: Station Unreachable

Troubleshooting Steps

1.

o

Log in to the ChargePoint Cloud Dashboard.

2. Go to Stations tab.
3.
4

. Go to the General tab and look in the Network section for the last known signal strength RSRP

Search for the desired charging station and select the station name.

(ideally between -90 dBm to -70 dBm).
Also, check if the modem type is LTE and not GSM.

6. Ask the customer to power cycle the station to check if the station can communicate with the

dashboard.

Go to the Status/Actions tab and see the Station Status, Port Status information and the time stamp
of the last communication to the dashboard.

8. Go to Alarms to check how often has the station been unreachable.

If the station is unreachable quite often, then perform the below steps.
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Charging Station Out of Service Due to Station Unreachable

Solution

1.

o U A W

Check the physical location of the station to ensure if it is installed in an open area or a garage under
the basement.

Check if the SIM is seated correctly. If not, re-seat the SIM card.

Perform the cellular survey to identify the carrier that has the good signal strength.

Based on the carrier with the good signal strength, ensure that the correct SIM card inserted.
If the signal strength is above -90 dBm RSRP, recommend the installation of signal boosters.

Check if any nearby station which is connected to ChargePoint Cloud Dashboard without issues to
match the same carrier with the problematic station.

If the above steps are performed and the issue persists, contact Support to check if the SIM card is
activated and correct service profile is configured.
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Circuit Sharing

Symptoms

» Breakers trip when both the ports are occupied

» Drivers report slow charging

Prerequisites

» Your user access has one of the following roles:
°o Network Manager
o Station Manager
° [Installer

* A licensed electrician with access to the charging station installation

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to Stations tab.

3. Search for the desired charging station and select the station name.

4. Navigate to Status/Action tab and check if Circuit Sharing is Enabled/Disabled.

Solution

1. Determine if circuit sharing is required. See Circuit Sharing and How it Works below.

2. If you’re working with an electrician or maintenance person on site, ask them how many breakers are
feeding this station. Is it one dual pole breaker or two dual pole breakers?
Note: Each port of a CT4020 requires a dual pole breaker, otherwise Circuit Sharing, and Power
Sharing jumpers would be needed.

3. Verify if the breakers are 40 Amps.

¢ |f the Power Select setting in the dashboard is set to a lower value than the breaker rating, it
will cause slow charging.

» |f the Power Select setting in the dashboard is set to a higher value than the breaker rating, it
can cause the breaker to trip.
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Circuit Sharing

4. With the station front panel opened and while looking at the power plate, check if there are three
wires (2 hots and 1 ground) or five wires (4 hots and 1 ground) feeding into the station. See an
example image of a power plate below showing all possible conduit connections.

USE MIN 90°C
CONDUCTOR]
STRIP

GAUGE INPUT TERMIN
T0 6 A

5. If thisis a three wire install, Power Sharing jumpers will be needed (unless it is a single port CT4010
model). A five wire install does not need jumpers. Jumpers share the power going into L1 left and
right, and L2 left and right. If the jumpers are missing on a three wire install we should see a
Hardware Fault on Port 1.

Install Power Share Jumpers
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Circuit Sharing and How it Works

If Circuit Sharing is enabled on a station, when only 1 car is plugged in it will get the full power rate.
As soon as another car plugs in, the power is split in half for each vehicle. For example, 6.6 kW is split
into 3.3 kW to Port 1and 3.3 kW to Port 2.

What if Circuit Sharing is enabled on a five wire install?

» |t does not break anything, but it will cause the station to split the power when it is
unnecessary. As seen in the example above: 6.6 kW is split as 3.3 kW to Port 1and 3.3 kW to
Port 2.

If the breaker for the station is tripping, can | use Circuit Sharing as a workaround to reduce the load?

* |tis not suggested to use Circuit Sharing to fix a tripping breaker. Tripping breakers mean
there is something wrong with the installation of the CT4020 or that the breaker itself is bad.

On a three wire install, what happens if jumpers are installed and Circuit Sharing is disabled?

» One car should still be able to get full power, but once the 2nd car plugs in the breaker will
trip.

¢ In most cases, you should be able to ask the station owner to confirm if the station is
connected to one or two dual-pole breakers and avoid the cost of dispatching a technician to
confirm the jumpers are installed.
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Flex Billing Setup and Remittance Issues

Flex Billing Setup and Remittance Issues

Symptoms

» Incorrect account receiving the funds
» No funds received
* Need assistance in setting up Flex Billing

» Need assistance in collecting the financial report

What is Flex Billing?

Flex Billing is a system that provides access to the feature for station owners to set pricing at individual
charging stations while ChargePoint collects, processes and then forwards payments from drivers directly
to station owners.

Prerequisites

¢ Your user access has one of the following roles:

° Network Manager

» Station owners will need the banking information
* Federal tax ID or social security number
» Bank’s name and address
* ABA routing number (IBAN for non-USA) and bank account number
Note: This is only required if you are selecting ACH/wire transfer, not a paper check.
» For paper checks, station owner needs to update the address where the check will be sent
» Canada customers are not eligible for paper checks currently

» |f the station owner wants the proceeds from different groups of their stations to be deposited into
different bank accounts, they will need to configure one or more Custom Station Groups first. For
details, see Setup Station Groups.

Steps

1. Log in to ChargePoint Cloud Dashboard and select Organizations.

2. Select the Org Name of the item you want to view or edit.
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3.

Select View/Edit Organization.
—nhargepuin-l-.“ Dastboard  Swtons  Divers  Repots  Manoge Energy  Fleets

Summary | Admins | GraeiRighis | GraeiObmecis | lweetory | AP Sub-Dperntcrs

argePoing Mesdquarter

Select Flex Billing.
Select Activate.

wx Balling

Fhen Iillingy St Sk Emsaben]

¥ Litwng Chuir el o Crprahtion
¥ a0 1o

i

6. Fill out all Subscriber’s Information fields.

Please fill out all the required fields ( * ) below

Subscriber’s Information *

Subscriber’s Organization’s Legal Name

Matt Lang
Subscriber’s Legal Address Line 1 Subscriber's Legal Address Line 2

20207 Shadowood Cir 20207 Shadowood Cir
Country State

United States v Select v
City Postal Code

Meadowview 24361

Subscriber’s Federal Tax 1D or Social Security Number

Double-check all your information is accurate.

Select Submit at the bottom. The form is submitted to ChargePoint and your Flex Billing status

changes to Pending.
If editing is needed, select Update.

34



Flex Billing Setup and Remittance Issues

Confirm Flex Billing is Enabled

When Flex Billing has been approved for your organization, you will receive an email confirmation from
ChargePoint and your Flex Billing status will change to Enabled.

Note: It may take 2-3 business days for Flex Billing to be approved. Once Flex Billing is enabled, you can
set pricing for your stations.

Remittance Payments

United States and Canada:

* Payment will be made when the balance reaches $50 or more. This is typically on the 15th of the
month.

Information regarding remittance payments for owners can be found in the organizations MSSA (PDF in
ChargePoint Cloud Dashboard).

Additional Costs of Transactions

Customers (station owners) have 10% of their revenue withheld to pay for Flex Billing to cover the costs of
transactions that Visa/MC/Amex etc. charge to process their cards.

Station owners that have no pricing on their stations and customers of multifamily home sites do not pay
additional fees outside of their Cloud plan. Multifamily home customers receive the full revenue from their
transactions.

Steps to Locate the Financial Report of the Org

¢ Login to ChargePoint Cloud Dashboard.

» Select Report > Financial > Organization Statement > Detailed report > Filters - Update Org name
and Transaction Month and Apply Filter.

» Scroll to the right, select the PDF icon and set the year and month to see the financial report for
respective month.
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Multifamily

Symptoms

e Unable to create a multifamily housing (MFH) type of connection

» Unable to add drivers under linked driver account

Prerequisites

e Cloud plan should be Multifamily, L2: TKNXXXXXXXXXXXXX
» Your user access has one of the following roles:

°o Network Manager

o Station Manager

° |Installer

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Select the All Stations tab in the right-side top corner and search for the organization under Load
Specific Organizations and select Apply.

3. Go to the Organization tab and select Summary to check the Org type is MFH.
4. Go to the Stations tab and check the cloud plan is Multifamily.
5. Go to Stations tab and check if there is a Linked Driver Account mapped to the station.

Solution

1. Go to the Organization tab and select Summary to check that the Org type is MFH. If not, reach out
to Support to enable the feature.
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Multifamily

| Agming | GrantRights | GeanlObeets | imentory | APlIAR | Sub-Opérators

Chargepoint QA REL

I
Contacts Flex Biling

Suppori Log | Susnmarny Payment Methods

General Details
Org Hame

Preferred Language
Organization Legal Entity Name
Station Comimson Name
Oirg IE¥

Created by

Org Creation Date

Oig Activation Date
Address

Parent Org

MESA Serial Na.

MSSA Signed Date
HSSA File

Plug n Charge

Allow Org Creation
Do

Auto-validste Video Ads

Scheduled Charging Beta

Chargepoint Q& REL
Englsh
]
Q4 rel
QAL1234 (aatc-generated, last updated 2022-12-13)
E51 Integration ; 5] Administrator
2022-12+13 23:05:34
2022-12-14 10:12:38
254 E Hapends Ave Campbell Calfornia 95008 United States
ChargePoint Nebwerk
CPHZIZ411
2022-12-14
M Download
Drsabled

Hot Enabled

Carbon Credit Program
Driver Support & Clowd

Fulli-Lamily Home Sorvice

Enabded

ChargePoint

2. Go to the General tab and check to see if the cloud plan is Multifamily. If not, the cloud plan must be
revised with Multifamily Cloud Token.
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3.

In the General tab, check if there is a driver linked under Linked Driver Account.

- n d rge p 0 i H Station Dashboard : Drivers Reports Manage Energy

Stations Overview Pricing and Reservations Access Conirol Video Ads Station Messages Waitlist OTARG
Station QA REL / CPF-6
org rge t QA RE Make / Model ChargePoint CPFS0-L23
MAC Address 0024:B100:0003:9296 Serial number 193841021514 Station Network Type Non-Gateway
- Status [ Actions | Configuration Historical Sessicns | Crowdsourcing | Support Log (0)
Genera Cloud Plan
MAC Address  0024B10000039296 l I
Activation password 90206 Plan start date 2022-09-27
OEM Make Char Plan end date 2121-09-27 (Active)
OEM Model Production or Demo  Production
Make ChargePoint m
Model CPFS0-L23
Serial number 193841021514

If there is no driver linked to the station, create a driver group with connection, create an access
policy mapping the driver group, and apply to the station.

To create a connection, log in to the ChargePoint Cloud Dashboard an select Drivers > Connections >
New Connection. Fill out all details: Set Connection Name to Residents (Personal Charging), and set
Connection Type to MFHS Personal Charging Connection.

~chargepoint: | Safon v osncosw  Statons [[] v swboory Foss - S I

[

New Connection

* Ovg Mams i)
* Oup Hasne for Drivers i
* Comnection Mamve @ Chosss or snter k., *
* Connsction Tyee @ Standard
Status i
* Comnaction Logs @
* Org eategery g

Werily drivers by i@

) Hequest Additional Inic

Once the access policy mapping the driver group has been created and applied to the station,
drivers can join that driver group with the connection code.

Only one driver can be mapped to use one station; multiple drivers cannot be added to a Multifamily
station.

Once the driver enters the driver group using the connection code, the Network Manager will receive
the request to approve the connection. As soon as the Network Manager approves the connection
by selecting the appropriate station, the driver will be linked to the station.

If unable to map a driver to the station when there is no driver mapped, contact Support.
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Pricing Policy

Pricing Policy

Symptoms

* Pricing charged incorrectly

» Excessively billed

Prerequisites

» Your user access has one of the following roles:

o Network Manager
o Station Manager

° |Installer

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Select the All Stations tab in the right-side top corner and search for the organization under Load

Specific Organizations. Select Apply.

3. Go to the Stations tab. Select the station and select Pricing and Reservations tab.

4. Go to the Stations tab and select the desired station name. Select the Configurations tab and check

under Pricing Policy to ensure it is mapped correctly for the station.
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Solution

1. Go to the Stations tab and select the desired station name.

2. Go to the Pricing and Reservations tab. Select the Pricing Rules tab and check if pricing rule is
created.

Dashboard Stations Drive

-chargepoin+

Stations Overview | Pricing and Reservations | Access Control | Video Ads [ H

Pricing Rules Pricing Policies Apply Pricing Tax Rules Tax Rule Summary

Show/Hide Columns

Org Name Reservation

CharaePoint Headauarters Fa;liing Test - Mikel | Disabled
v

3. If yes, in the Pricing rule name, select View/Edit and check the pricing.

~chargepoin+ [[SSEnS oo S I o - 7
Waenes Dverricw Pricinsg arsl Basere alicem ks Caintris Vi Ads i) Mekinges AT oAy BT, Freveatie S0 (e Sheredied Chargeng
Pricing Fuies Pricang Pocaes Apply Prcing Tax Futen Tax Fuse Surmmary

F Crests Logacy Rute | P fapert | ' Crowts Pricing Bute

“.:'.'.‘" el :-

g Hesdouasrton | Pl eebinar [41] IDunabiecd

4. Check if the Pricing created is correct.

Edit Phil Preus Webinar

ia Price

satts, United States 40 by ChargePoint Hasagquarmens
Station Type $2.90 msk. ferlba ¥
Lewal 2

Fule Name Energy
Enery

Phil Preus Webinar $0.25/kWh

Energy Orwerstay Time Rate

025/ kWh

15 miln after $5.00/hr
charging stees
A days

9am - 530pm

All other times are free

$5.00

N~ @@/

All other tinves are free A prices In LS. Dollars (USD)
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Pricing Policy

5. Inthe dashboard, select the Pricing and Reservations tab. Select the Pricing Policies tab and check if
the pricing policy is created.

6. If yes, select the pricing policy name, select View/Edit and check if the driver group is mapped to the
pricing policy, and Reservations is set to Disabled.

Pricing Rues _ Appty Pricing | Tax flses | Tax Rule Summary

Edit Pricing Palicy

7. Inthe dashboard, go to the Pricing and Reservations tab, select the Apply Pricing tab and check if
the pricing policy is applied to that station and the status has a green tick.

nuqm- nuqnu- _ Tax Fuies. I-nnl-un—-'

Fiaene Current Pabicy et Revervatssns, St Pricing Policy Status

[ S :
Cusborn Grougs Varies. A

i -
= S — R~ T
[E— e [P | | e -

8. Check the historical sessions and search for the session date when the driver was charged
incorrectly. Log in to the dashboard, go to the Stations tab and select the station name.

9. Select the Historical Sessions tab, check the time stamp in the Start Date column, the driver’s name
in the Driver column, the total duration in the Total Duration column, and the total charging time in
the Charging Time column.
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10. In the same tab, select an entry within the Fee column (for example: " 2.83") to review the price
charged for that driver.

Receipt

Charging Services
Receipt date: July 8, 2024

Bijan Shiravi Receipt Number
94110 United States CP-3217161991

Station 1D:

CHARGEPOINT /| ZNKR AC 1 San Jose
6.6 KW AC

Charging duration:

July 8, 2024 at 9:10 AM - 6:15 PM

Total Energy Dispensed:

56.4062 kWh

Energy Rate

56.4062 kWh @ $0.25/kWh
9:10:14 AM - 6:15:08 PM

Station Time Rate

9h 4m 54s @ $0.00/hr
9:10:14 AM - 6:15:08 PM

Total

Price set by ChargePoint Headquarters

11. Check the Energy Rate and Station Time Rate in the receipt and ensure they match the pricing rule
created.

12. If the pricing does not match, contact Support.
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Rectify a Bad PinPoint on a Station

Rectify a Bad PinPoint on a Station

Symptoms

e Charging station shows at the wrong location in the mobile app

» Drivers unable to locate the charging station in the mobile app

Prerequisites

» Your user access has one of the following roles:
°o Network Manager
o Station Manager
° Installer

* Alicensed electrician with access to the charging station installation

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to the Stations tab.

3. Search for the desired charging station and select the station name.
4

. Go to the Configuration tab to check the address of the station, as well as the latitude and longitude
of the station location. Verify these are entered correctly. If not follow the below steps.

Solution

1. Ask the customer to provide the exact address of where the station is located.

Ask the customer to provide the latitude and longitude of the station.

Validate the coordinates provided by the customer with Google Maps.

Re-enter the address along with the latitude and longitude in the Configuration tab.

u kN

Once all the information is updated correctly, scroll down to the bottom of the page and select Save
for the configuration be saved.

6. Validate if the station is visible and in the appropriate location. If not contact Support.
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Replacing Hardware in ChargePoint Cloud Dashboard

Symptoms

» The charging station screen shows the message: CHARGEPOINT / STATION

* The charging station shows as Unreachable in ChargePoint Cloud Dashboard

Prerequisites

¢ Your user access has one of the following roles:
o Network Manager
o Station Manager
° Installer
* Alicensed electrician with access to the charging station installation

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to the Stations tab.

3. Search with the old station serial number.

4. Go to the Status/Actions tab to replace the hardware.
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Replacing Hardware in ChargePoint Cloud Dashboard

Solution

1. Login to the dashboard, go to Stations tab.
2. Search with new station’s serial number, go to Stations tab and note down the MAC address and

Activation Password.

Station CHARGEPOINT / ZNKR AC 1

Org ChargePoint Headquarters

MAC Address 0024:8100:0006:EDE3

Configuration

_ Status 1 Actions

Serial number 220741018018

Make / Model ChargePosnt CT4020-HD-GW

Station Network Type Gateway

Historical Sessions | Crowdsourcing | Support Log (1)

General

MAC Address  0024B1000006ED63

Activation password

OEM Make ChargePoant

OEM Model  CT4020-HD-GW
Make ChargePaint
[TE P FTANTA LM S

Cloud Plan

Port 1 Commercial, L2, 5 ¥r: TENOOOO16287

Port2 Commercial, L2, § Yr: TENOOOO16285
Plan start date  2019-10-17
Plan end date  2024-10-17 (Active)

Production or Dema  Production

3. Search with old station’s serial number and go to Status/Actions tab and select Replace Hardware in

Activation Settings.

Station CHARGEPOINT / ZNKR AC 1

Org T

MAC Address 002481000008 EDEY

OCCUMED

Station Status

Sewial numbeer 220741010018

Corlacts

4:38, POT)
Port Status A: 38:30 (POT)
4:38 F )
Part 2;
OCCUPIED
Load Shed Port 1 Mo
Load Shed Port 2 Mo
Network Status.  REACHADLE
Circuit Sharing  Disabled
OTA Updates
Faivaint Saltuses Warslon 28N TA

Make / Model ChargePoint CTA020-HD-GW

Sration Metwork Type Gatesay

Hiestorical Sessines

Ciowdsourcng | Suppor Log (3)

Iroubleshaoot & rort 1 D Port 2

Mark Uinder Munienanco

Contact Station

ACTivaThb SeTTings

m — —
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4. Enter the new station’s MAC address and Activation Password. Select Replace Hardware.

! 1
General _ Configuration | Sessiens | Conlacls | Hisloncal Sessions | Crowdsourcng | Support Log {0)

Troubleshoot Part 1 Part 2
Station Status  OCCUPIED @ C

as of 2024-07-09 14:38:30 (POT)

Starl Session Slop Session Mark Under Manbenance
Port Status  as of 2024-07-09 14;38: 30 (POT)
Port 1: Report a problem
OCCUPIED
as of 2024-07-09 14:38:30 (POT)
Paort 2
OCCUPIED Contact Station

Load Shed Port 1 No

Resand Canty [ Gat Ltest Staus )

Load Shed Port 2 No
Metwork Status  REACHABLE

. - . Activats Settings
Cirouit Sharing  Disabled e ——

Current Soltware Version  4.6.0.76 :

Deactvale Add Non-Gabeway

5. Check the ICCID of the new station in General tab and activate the SIM of the new station by
contacting Support.

Network

WAN IP address 10.31.221.198

Signal Strength  -72 dBm(RSRP)
2024-07-01 02:45:06

| |

Device Environment AWS

Modem Serial No.

GSM IMEI 014284007602430

Modem Type LTE
Modem Software Version RHL75xx.A.2.15.151600.201809201422.x7160_3
Modem Roaming Status 5
Modem Model HL7588
Modem Manufacturer Sierra Wireless
Modem IMSI  222013167793298
Network Operator  Sierra Wireless NA Prod

Radio Group CP ZNKR ED63 GW

6. Once done, perform a power cycle for 2 to 5 minutes.
7. Check if the station display. The display should show the station name as configured on the
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Replacing Hardware in ChargePoint Cloud Dashboard

dashboard(instead of the CHARGEPOINT / STATION message).

8. If the issue persists, contact Support.
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ChargePoint Card (RFID) Reader

Symptoms
* The charging station screen might show access restricted or "Sorry you do not have access” error on

the screen

* The charging station might not respond to the ChargePoint card (RFID) tap when we initiate a
session

Prerequisites

¢ Your user access has one of the following roles:
° Network Manager
o Station Manager
° |Installer

» Alicensed electrician with access to the charging station installation

Error Logs

Not applicable

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to Stations tab.

3. Search for the desired charging station and select the station name.
4. Go to the Status/Actions tab and under Alarms block, select View.
5. See the following errors in each column:

¢ Alarm Name: Unknown RFID

Note: If there is Unknown RFID alarm in the alarm logs, then determine the access policy of the station (to
check whether an authorized user is trying to initiate the session).

Solution

1. Check the Historical Sessions tab and review the Plug In Event ID column. Remote Starts (Driver
support started, CP App, or Admin started) show 1000000000 starting numbers, while RFID starts
from 1and increment up by 1 per each RFID session start.
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ChargePoint Card (RFID) Reader

2. Inthe below image, the Plug In Event ID is incremented from 738 to 739.

N ~
v v
a < =
CPS BRI D
—Jn 1649444007
Server
Timeout 1645443833
Customer | 735
Plug Out | 5agq
at Vehicle -

3. Pull up the Alarm Log in Status/Actions.
a. Check for "Unknown RFID" Alarm

b. If you see good sessions with RFID and this issue is still coming up, check the card of the
driver/fleet user for any possible damage.

4. Resend Config in Status/Actions tab.
5. Pull the Get latest status in the Status/Actions tab.

a. Review the RFID section to see if it's responding, a good status should be rfidinfo 210326, UIC
68FCA911_V1.1

i. Please note that the RFID version may vary from what is posted in this article.
b. If RFID shows Unknown or "----- " soft reboot the station in the Status/Actions tab

i. Wait for 5 minutes to make sure station has rebooted or compare the last time the
station made communication under the port status in Status/Actions.

ii. lif the issue remains after a reboot, contact Support.

Note:: Older CT4000 stations (SN 13XXXXXXXXX ,J4XXXXXXX) with RFID firmware 210316, UIC 68T01421_
V2.1 have a reported issue where the hardware is too old to support critical updates for PCl compliance. In
this situation, consider station head replacement.
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Slow or Zero Energy Dispensed

Symptoms

» Energy dispense rate is less when compared with Level 2 AC chargers

» No energy dispensed from the station

Prerequisites

» Your user access has one of the following roles:
°o Network Manager
o Station Manager
° Installer
° NOC L2 or Similar

* A licensed electrician with access to the charging station installation

Error Logs

Fault Code: NA

Station Status: Available

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.

2. Go to the Stations tab.

3. Search for the desired charging station and select the station name.
4

. Go to the Status/Actions tab and see the Station Status and Port Status information and confirm if
they are available and reachable.

Check if Circuit Sharing is Enabled or Disabled.

6. Go to Historical Sessions tab to check for Charging Time and Energy Dispensed to calculate if the
station is dispensing energy at the configured/required rate or no energy is dispensed at all.

u
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Slow or Zero Energy Dispensed

Solution

Slow Charging
1. Using the guidelines provided below, calculate the average amount of energy dispensed per session.
Verify if the station is dispensing energy per the standards.

e CT4020 with one 40 Amp breaker (Circuit Sharing needs to be enabled and jumpers need to
be installed): When 1 car is using the station we can expect an average of 6.6 kW per hour,
when 2 cars are using the station, the energy dispensed will drop to 3 - 3.3 kW per hour for
each car.

e CT4020 with two 40 Amp breakers (Circuit Sharing needs to be disabled and no jumpers
installed): When 1 car is using the station we can expect an average of 6.6 kW per hour, station
will continue to dispense 6.6 kW if a 2nd car starts to use the station.

e CPF (No jumpers, no circuit sharing, single port station):
e With 40 Amp breaker - Expected Rate: 6.6 kW
e With 50 Amp breaker - 8.3to0 9.6 kW
o With 60 Amp breaker - 9.9 to 1.5 kW
Note: The above information assumes:

e The station is working in ideal conditions and no external factors are considered (voltage
fluctuations, breakers issues, station issues, car battery/charging port issues, car configuration
issues, infrastructure limitations, etc.)

* Power Select on the station is set to the breaker rating.
2. If the station is not dispensing energy per the standard, perform the following steps:
e Check for breaker rating and confirm the value is correctly configured in the dashboard.

e Check for number of breakers installed and confirm the value is correctly configured in the
dashboard.

» Check voltages and evaluate if they conform to ChargePoint standards.
» Do a test session on a different vehicle to rule out any issues related to the vehicle.

» Check for any damage on the side of the station (charging cable and connector, latch, power
plate and jumpers).

¢ Check for any wear and tear on the breakers.

3. If the issue persists, consider station replacement.

Zero Energy Dispense

1. Evaluate if the issue is intermittent or is a singular occurrence. If the issue is seen only once, it is
acceptable to ignore it.

2. Check if the issue is affecting one driver or multiple drivers. If it is one driver, continue to monitor the
station for next 48 hours and check if the issue is observed for different drivers.
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3.

If multiple drivers are facing this issue:

* Check for damage on the connectors.

e Check if the issue is occurring on a specific port or both.

« |fissue is observed on a single port, check if there is any damage on the power plate, breaker
for that port (if 2 breakers), or jumpers (if single breaker).

* Check that wiring and voltages conform to ChargePoint standards.

o Check if there is any access policy or pricing policy configured for this station, which could
restrict the users from using the station.

If the above points are validated, consider station replacement.
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* The charging station screen shows the message Available. However, user is not allowed to charge.

« User joined the Waitlist. However user didn’t get any notification about turn to charge.
* Unable to join the Waitlist.

e Your user access has one of the following roles:

° Network Manager

o Station Manager

° |nstaller

* Alicensed electrician with access to the charging station installation

Error Logs

Fault Code: NA

Station Status: None
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Waitlist

Troubleshooting Steps

1. Log in to the ChargePoint Cloud Dashboard.
Go to Stations tab, find the desired charging station and select the station name.

Go to Configuration tab to check if there are any waitlist policies configured.

AN

Go to Waitlist tab. At the station level, check if there are any current users in the queue.

Station CHARGEPOINT / SCD RTECH 503

0Org ChargePoint Headquarters Make / Model ChargePoint CT4020-HD-GW

MAC Address 0024:B100:0003:6BA9 Serial number 191541011473 Station Network Type Gateway

‘ Status / Actions | Configuration Historical Sessions | Crowdsourcing - Support Log (0)

) . Refresh
Number of Drivers Waiting: 0

Status
Port 1: Available
Port 2: Available

Available (Port 1)

Available (Port 2)

Maximum Charging Time: 4 hrs

5. Select the Waitlist tab at the global configuration level to check the waitlist policy configured.

-Cha rgepOi = Station v Dashboard Stations Drivers Reports Manage Energy

Stations Overview \ Pricing and Reservations \ Access Control | Video Ads \ Station Messages \:\ OTAng \

Waitlist Policies Apply Waitlist Policies Event Log

Show/Hide Columns

s - e ¢
ChargePoint Headquarters PHP8.1-WaitlistPolicy 04h:30m, 0.0000kWh
ChargePoint Headquarters pending_test Fully Charged, 00h:00m, 0.0000kWh
ChargePoint Headquarters NPI-Panther-Waitlist Fully Charged, 00h:00m, 0.0000kWh
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6. Select the policy name to View, Edit or Delete.

- h a rg epo i H Station v Dashboard Stations Drivers Reports Manage Energ

Stations Overview | Pricing and Reservations | Access Control | VideoAds | Station Messages | Waitlist | OTAI

Waitlist Policies Apply Waitlist Policies Event Log

Show/Hide Columns

ChargePoint Headquarters : I View PHPS.1-WaitlistPolicy

ChargePoint Headquarters pending_test ! i IR ar tatelic D.0000kWh
Delete PHP8.1-WaitlistPolicy

ChargePoint Headquarters NPI-Panther-Waitlist 0.0000kwWh

ChargePoint Headquarters Mode I - New Office Fully Charged, 00h:00m, 0.0000kWh

ChargePoint Headquarters Jubilee Fully Charged, 00h:00m, 0.0000kwWh

ChargePoint Headquarters CP_HQ CPE250/280 WL Policy Fully Charged, 00h:00m, 0.0000kwWh

Solution

1. If The charging station screen shows the message Availablebut the user is not allowed to charge or
unable to join the waitlist:

a. Check if there are any users waiting in the queue.
b. Check if the station is reachable and available.

c. Check if the station being used by a user who is part of the Driver/Fleet group and if there is
any access restriction applied on the station.

d. If all the above steps are performed and the issue persists, re-send configuration and perform
a Power Cycle from dashboard Status/Action tab.

e. Ifiissue persists after performing all the above steps, contact Support.
2. User joined the waitlist but didn’t receive notification about turn to charge.
a. Check if user is in the waitlist queue by going to the Waitlist tab in the station page.
b. Check if there are any users waiting in the queue prior to this user.
c. Check if the station is reachable and available.
d. Check if the user has enabled Notification service on the mobile app.

e. Check the waitlist policy configuration to see if remote users are allowed to use the station at
a specific time frame. If yes, then the user could be pending station and will be added to the
waitlist queue once the configured time starts.

f. If all the above steps are performed and the issue persists, re-send configuration and perform
a Power Cycle from dashboard Status/Action tab.

g. Ifissue persists after performing all the above steps, contact Support

—chargepoin

chargepoint.com/support
75-001724-01r1
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