ISSUE FOR

RMS CONSIDERATION

SUBMITTED BY: Texas Energy Association of Marketers (TEAM) on behalf of its Membership

SCENARIO/SITUATION:

For a period of time a market participant failed to process transactions as defined by Protocol.  This failure was not captured by the Registration Agent which permitted these “out of Protocol” transactions to be delivered to the market.
Once the situation was discovered, direct communication occurred between the market participant and Registration Agent in apparent attempts to resolve the issue.  However at that time no disclosure was initiated by either party to the market as a whole.  Finally, some disclosure of the event and the potential magnitude of the impact was made on one of the bi-weekly technical calls. However, because of limited participation on the call, no full disclosure of the situation to the market occurred.
Now as a result of inquiries the parties involved are attempting to use the technical call minutes as the market-defined method for notification.  Research of available market documents does not appear to support this position.  That research also indicates the technical call in question regularly receives limited participation making this forum as it stands unsuitable as a mechanism for communicating events of this nature to the market.
ISSUE/PROBLEM:  
Communication and disclosure failure of market impacting situations driven by the failure to adhere to retail market protocols that jeopardize customer service.
In the particular example above issues caused by the failure include the customer’s lost opportunity to rescind a switch, inaccurate customer billing, extended market synchronization issues, impacted market supply and settlement, and market exposure to potential customer complaint escalations to the PUCT.

PROPOSED SOLUTION:  Describe “long term” option or alternative to resolve the above defined issue.  Include responsibilities of each market participant, e.g., ERCOT, TDSP, CR.  

Develop a market procedure under Protocol that defines the formal communication/notification medium and responsibilities of each party to escalate, notify and disclose market impacting situations through a process which provides full and complete market coverage regardless of the market participants roll.
INTERMEDIATE/TEMPORARY WORKAROUND:  If necessary, provide an  “temporary” solution that could be utilized until the “long term” solution can be implemented.  

Develop a communication mechanism which details the event, the time frame over which the event occurred, the cause and resolution, the steps taken or being taken to resolve, the “committed to” time frame to correct the issue if required, the respective magnitude of the event and the pertinent data. This mechanism must be able to reach ALL market participants so they can gauge the impact of the event on their business. 
