PRR Comments


	PRR Number
	465PRR
	PRR Title
	Customer Service Satisfaction Survey

	
	

	Date
	October 9, 2003

	
	

	Submitter’s Information

	Name
	Richard Gruber

	E-mail Address
	rgruber@ercot.com

	Company
	ERCOT

	Company Address
	7620 Metro Center Drive, Austin, TX 78744

	Phone Number
	512.248.3986

	Fax Number
	512.248.3886


	ERCOT/Market Segment Impacts and Benefits


Instructions:  To allow for comprehensive PRR consideration, please fill out each block below completely, even if your response is “none,” “not known,” or “not applicable.”  Wherever possible, please include reasons, explanations, and cost/benefit analyses pertaining to the PRR.

	
	Impact
	Benefit

	
	Business
	Computer Systems
	

	ERCOT
	As originally proposed the PRR will essentially duplicate an effort underway within ERCOT.  The PRR provides for ERCOT development and implementation of the survey process; however, best practices would indicate that removing the subject of the survey from direct control over it would yield a better result.  See comments below.
	No impact to computer systems
	As modified by ERCOT Comments, provides insight into how well ERCOT is conducting its business in the view of the Market Participants.  Expected to identify areas for refinements and improvements in business and operating practices.

	MARKET SEGMENT
	
	
	

	Consumer
	Impact to business processes of this Market Segment is expected to be minimal and will consist of having to periodically participate in the subject survey.
	No impact to Market Segment’s computer systems is anticipated.
	Provides a forum for Market Participants to identify issues that are either being addressed well, or are not being adequately addressed by ERCOT.  

	LSE:
General, Including NOIE
	See comments under Consumer segment.
	See comments under Consumer segment.
	See comments under Consumer segment.

	LSE:
CR & REP
	See comments under Consumer segment.
	See comments under Consumer segment.
	See comments under Consumer segment.

	QSE
	See comments under Consumer segment.
	See comments under Consumer segment.
	See comments under Consumer segment.

	Resource
	See comments under Consumer segment.
	See comments under Consumer segment.
	See comments under Consumer segment.

	TDSP
	See comments under Consumer segment.
	See comments under Consumer segment.
	See comments under Consumer segment.


	Comments


ERCOT has an initiative underway to establish a Market Participant feedback instrument designed to gain input from MPs regarding ERCOT’s performance, communications, market interaction and decision making as compared to MP expectations.  Best Practices in survey methods would not support survey respondents having control and/or approval of the development of the survey questions to be answered by them.  In fact, qualified, professional, independent firms have responded to ERCOT staff that they would not accept such an assignment as the results would not be a valid indication of perceptions. To that end, ERCOT is presently in the process of engaging a highly qualified, independent third party (from an initial list of five candidate firms) to develop and implement the survey instrument and present their analysis and results to the ERCOT Board, MPs and ERCOT Staff. The development plan includes Market Participant and ERCOT input during the development phase to ensure that concerns are captured and represented to the greatest extent possible in the instrument design.  It is ERCOT’s intent to have the survey address areas of interest to both Market Participants and ERCOT Staff and to create opportunities for input across the range of functional areas and organizational roles.  It is ERCOT’s intent to initiate a follow-up feedback process to measure progress.  ERCOT would suggest that a participant’s specific responses remain confidential, unless the respondent prefers to identify themselves or their firm.

ERCOT believes that creation of a process to gather MP feedback, creating a context for a constructive dialogue between an organization and its clients/customers around continuous improvement, is a feature of highly successful service organizations.  And that working together to identify gaps, sources of gaps and action plans to close gaps, whether in operations, communications, expectations or other areas is important to maintaining trusted, constructive and responsive working relationships.

As such, ERCOT believes this function, which has been already been initiated by ERCOT staff, is an operating issue within the normal business function of the ERCOT management team.  Therefore, ERCOT believes that ERCOT Protocol Section 17.6, Changes to Facilitate Market Operation, already requires ERCOT staff to evaluate its operations and performance and a requirement to perform a survey, if implemented as drafted would neither deliver a credible assessment nor provide the basis for constructive dialogue between MPs and ERCOT Staff.

To more accurately reflect best practices, ERCOT proposes the following modifications to Section 17.6, instead of the language submitted by the PRR author.

	Revised Proposed Protocol Language


17.6  Changes to Facilitate Market Operation

ERCOT shall evaluate its system operation and market performance to identify potential areas for improvements.  This evaluation shall consider impacts on system operations and market performance of PUCT rules, these Protocols, ERCOT Operating Guides, and any other ERCOT operating procedures.  Upon identification of areas that require improvements, ERCOT shall take appropriate actions to make those improvements including, but not limited to, revising its procedures, proposing changes to these Protocols through the process specified in Section 21, Process for Protocols Revision, and submitting recommendations to the PUCT or other appropriate Governmental Authorities.   In performing these tasks, ERCOT shall seek comments and recommendations from the PUCT Market Oversight Division, Market Participants, and other interested Entities.
On an annual basis, ERCOT shall retain an independent third party to perform a customer satisfaction survey to receive input from Market Participants regarding ERCOT’s performance, communications, market interaction and decision making as compared to Market Participant expectations.  A report of the survey results shall be given to the Board of Directors within two (2) months after completion of the survey and shall include recommendations for addressing areas of concern and a follow-up feedback process to measure progress.  Customer survey participants specific responses shall remain confidential, unless the respondent wishes to identify themselves or their company.  
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