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Purpose and Scope:

Texas Market processes are supported by Retail Market Participants transmitting EDI communication from one entity to another.  This complex environment is structured to support Market timeframes identified in ERCOT Protocols and PUCT Rulemakings as required. Due to this structure, it is possible for a single Market Participant experiencing issues to affect other Market entities involved in production. 

The purpose of this Escalation Process, is to provide a mechanism for Market Authorities deemed by ERCOT Management, to use in instances where a Market Participant and/or ERCOT is experiencing Market issues that are a severe hindrance to the success of one or more Market Participants or the entire Market. The objective of the Market Authority invoking the Escalation Process is to provide support, thus assisting the Market Participant to restore their abilities as a capable, reliable Market Participant. 

Prior to the Escalation Process being invoked, Market Participants and ERCOT should make every endeavor to resolve any problems and/or issues being experienced. 

In the event resolution is not possible, the processes identified in this document should be put into effect.

ERCOT Management, RMS as well as any Independent named Market Authority deemed by ERCOT will support this process. These entities will work with Market Participants and/or ERCOT in a cooperative manner to see that Market issues are resolved and that production is as successful as possible. 

In order to support prompt streamlined communication for this process, it is necessary for a centralized entity to oversee the process. This centralized entity would be given this authority by ERCOT. In addition to this Centralized Resolution Market Authority (CRMA) each Market Participant will supply contact information for representatives from their companies responsible for issue resolution once the Escalation Process is invoked. This contact information should be provided only to the Centralized Market Authority, deemed by ERCOT Management performing this role. 

Internal Problem/Issue found - Market Participant and/or ERCOT experiences problem that affects another entity

Once a Market Participant and/or ERCOT become aware of an inability to meet production requirements, and are aware this will affect Market Participants and/or ERCOT, they are to communicate this to the Centralized Resolution Market Authority as well as those Trading Partners affected. If the CRMA deems necessary, the MP and/or ERCOT will provide the list of Trading Partners affected to the CRMA.  

Once the Centralized Market Authority has received this information, the CRMA will assist as necessary in an attempt to support communication needs. 

External Problem/Issue found - Market Participant and/or ERCOT becomes aware of another Retail Market entity experiencing problems/issues 

Once a Market Participant and/or ERCOT become aware of another entities inability to meet production requirements, the Market Participants and/or ERCOT will communicate this to the Centralized Resolution Market Authority as soon as possible. If the problem needs to be further analyzed, the CRMA will be responsible for analyzing the problem if needed as well as be responsible for communicating this to the Market Participant and/or ERCOT. 

Once the Retail Market entity has received communication, they will identify Trading Partners affected and communicate the issue to those Trading Partners. In addition, if deemed necessary, it may be necessary to provide the list to the CRMA.   

Once the Centralized Resolution Market Authority has received this information, the CRMA will assist as necessary in an attempt to support communication needs. 

Resolution Procedure

Once communication is complete to affected Trading Partners, the Market Participant and/or ERCOT should begin formulating a plan for resolution.

The CRMA will work with the Market Participant and/or ERCOT to evaluate the impact of the production problem and assist in drafting a plan for resolution if possible.

Once it has been agreed all those affected understand the issue, the communication of a Plan for Resolution will be documented. This plan for resolution should be communicated to the CRMA within  a timeframe agreed by those involved and include the following information:

· Explanation of Defect 

· Plan identifying a workaround until compliance can be met 

· Expected compliance date

· Plan to provide daily updates of progress to those affected (CRs TDSPs ERCOT) and CRMA.

If the impact appears so significant that the entities affected believe the Plan for resolution to be unacceptable, the CRMA will inform the Market Participant and/or ERCOT that they must present their plan to RMS for approval. The CRMA will work with the Chair of RMS to ensure that an emergency meeting is called if necessary. 

Each Market Participant and ERCOT will supply primary, business, and executive contacts, which will only be used for the Escalation Process. The executive contact will be used exclusively for the escalation process and will not be communicated to any entity other than the CRMA. Escalation procedures will be executed only when needed, and the CRMA will make the initial calls to those on the contact list.

CRMA Responsibilities

The CRMA will monitor Market Participant and/or ERCOT ability to achieve resolution according to their plan.  As soon as the CRMA is aware that there is a lack of progress and risk is not being mitigated, the CRMA will notify the Market Participant and/or ERCOT that the escalation process will be invoked. The CRMA and Market Participant and/or ERCOT will review plans for recovery and determine if all necessary steps are being taken. It may be necessary to modify the plan.
CRMA involvement in the Resolution Plan

· Viable resolution provided:

Once a resolution plan and timeframe is provided to the CRMA, the CRMA will assess the timeline and market impact. The CRMA will work with all Trading Partners involved (CR, TDSP and ERCOT) and the appropriate RMS sub-committee if necessary.

· Resolution not provided:
If the market participant does not provide a resolution proposal to the CRMA in a timely manner, the CRMA will contact the Executive contact at the Market Participant company and/or ERCOT to begin the escalation process. If escalation to the executive does not result in a viable plan as identified in this document (Escalation Procedures document), the CRMA will verbally inform ERCOT management (ERCOT Compliance Director) and a PUCT Staff member of the problem and lack of response. ERCOT Management (ERCOT Compliance Director) and the PUCT Staff member will come to a consensus regarding further proceedings and notify those involved. 

· Inadequate resolution provided:  
When the plan provided by the Market Participant and/or ERCOT introduces significant risk or impact to the Market, the CRMA will contact the executive contact at the Market Participant company and/or ERCOT to begin the escalation process.  If escalation to the executive does not result in a viable plan that meets the requirements identified in the Escalation Procedure document, the CRMA will verbally inform ERCOT management (ERCOT Compliance Director) and a PUCT Staff member of the problem. ERCOT Management (ERCOT Compliance Director) and the PUCT Staff member will come to a consensus regarding further proceedings and notify those involved. 

· Resolution plan fails:

When the resolution plan provided by the Market Participant and/or ERCOT fails or introduces further risk or impact to the Market, the CRMA will contact the executive contact at the Market Participant company and/or ERCOT to begin the escalation process. If escalation to the executive does not result in a viable plan that meets the requirements identified in the Escalation Procedures document, the CRMA will verbally inform ERCOT management (ERCOT Compliance Director) and a PUCT Staff member of the problem. ERCOT Management and the PUCT Staff member will come to a consensus regarding further proceedings and notify those involved.  

Outline of Procedure Identified in Document
	Step
	Problem/Issue - Internal to MP
	Problem/Issue – External to MP

	1
	Provide Contact Information:

· Business

· Technical

· Executive
	Provide Contact Information:

· Business

· Technical

· Executive

	2
	Market Participant and/or ERCOT is experiencing internal issues affecting another market Participant and/or ERCOT
	Market Participant and/or ERCOT becomes aware of another Retail Market entity experiencing problems/issues

(Attempts to resolve issue with MP and/or ERCOT. If resolution attempts fail, MP moves forward to step3)

	3
	Communicate/Log issue with Centralized Market Resolution Authority (is using web-site to log, receive Tracking issue number).
	Communicate/Log issue with Centralized Market Resolution Authority (is using web-site to log, receive Tracking issue number).

	4
	Market Participant is cooperation with Centralize Market Resolution Authority communication issue to all affected Trading partners
	Market Participant experiencing issue should communicate issue to all affected Trading Partners

	5
	Document Plan for Resolution
	Document Plan for Resolution

	6
	Communication Plan to Centralized Market Resolution Authority and affected Trading Partner
	Communication Plan to Centralized Market Resolution Authority and affected Trading Partner

	7
	Market Participant executes resolution plan and begins daily updates of progress made to CMRA and affected trading partners
	Market Participant executes resolution plan and begins daily updates of progress made to CMRA and affected trading partners

	8
	CMRA begins monitoring resolution progress. CMRA will continue to monitor and assist until issue is closed
	CMRA begins monitoring resolution progress. CMRA will continue to monitor and assist until issue is closed

	9
	CMRA and Market Participant close issue. 
	CMRA and Market Participant close issue.
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