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I. Purpose

The purpose of this Municipal and Cooperative Disconnect Reconnect Process Guide is to provide market participants with a document that defines market processing for disconnection and reconnection requests and for managing emergency and contingency procedures in support of disconnection for nonpayment and reconnection activities. 

II. Definitions and Acronyms

Complete   Action code on the 650_02 indicating that the service request for either disconnect or reconnect activity has been successfully completed in the field by the field service representative (FSR).  This may also be communicated to the CR from the Municipal or Cooperative on the 650_04 once the disconnection has been successfully completed in the field by the field service representative (FSR).  

Complete Unexecutable   Action code on the 650_02 indicating that the FSR was unable to successfully complete the service request for either disconnection or reconnection due to conditions at the customer’s premise outside of the Municipal or Cooperative’s control.  

This action code may also be used in the 650_02 for disconnection requests when the Municipal or Cooperative has received a reconnect service request prior to completing the disconnect request.

Pending    Any order that is received prior to the requested completion date.

Overflow   Service order requests not worked on the date wanted due to events such as outages, extreme weather, or an increased volume of higher priority service request types (Reconnects, MVIs, MVOs).  These overflow service requests will be scheduled for the next available Field Operational Day until the order is successfully completed or completed unexecutable.

Service Order Request   The Texas SET 650_01 issued from the CR to Municipal or Cooperative and the 650_04 issued from Municipal or Cooperative to the CR indicating completed field work.  
Service Request   Same as above.    

Business Day   8:00 AM to 5:00 PM CPT Monday through Friday excluding observed company holidays, as outlined on the Municipal or Cooperative   website.  
Field Operational Day    The normal hours of operation for field services at Municipal or Cooperative. Refer to section VI. Field Service Activities.

Collection Day   The hours of operation for collection and payment services at theCR.

Acronyms included in this document

ANSI

American National Standards Institute

CPT

Central Prevailing Time

CR

Competitive Retailer

DNP

Disconnect for Non-Pay

DSP

Distribution Service Provider

ESI ID

Electric Service Identifier

FSR

Field Service Representative

MVI

Move-In

MVO

Move-Out

PUCT

Public Utility Commission of Texas

REP

Retail Electric Provider

ROR

REP of Record

RNP

Reconnect for Non-Pay

S/O

Service Order

TDSP

Transmission Distribution Service Provider

NEC

Nueces Electric Cooperative Pilot DSP
III. Assumptions and Market Processes

A. CR Certification 

Prior to issuing 650_01 for disconnect/reconnect, certified CRs shall have successfully completed market certification testing and have received disconnection authority from the PUCT.

B. Forecasts

CRs will provide to the Municipal or Cooperative on a weekly basis the number of disconnection requests that they estimate will be issued.  This will be an Excel spreadsheet reporting the total number of disconnects expected for the next week with the report showing the range of disconnects for each day of that week. Please refer to Appendix 1 for the CR forecast template. These forecast spreadsheets will be emailed to the designated Municipal or Cooperative contact listed in section IX. B. of this guide on the Tuesday of the week before that week’s activity would begin.  The data submitted by CRs in these forecast spreadsheets is confidential and intended to be an estimate only that will allow the Municipal or Cooperative to plan and allocate resources in order to complete disconnect and subsequent reconnect service orders. 
C. Service Order Dispatching

In order to efficiently manage all types of service requests, field service orders are dispatched in accordance to their respective priority by geographic area.

Below are the field execution priorities associated with Municipal or Cooperative:

Priority One:  Priority and Routine Move-Ins, Priority and Routine Reconnects, Off Cycle Reads for Switches, Move-Outs 

Priority Two:  Move-Outs, DNP, Investigation Orders, Re-Read and Maintenance Requests

D. Safety Nets  

Disconnects received prior to safety nets will be completed as will the subsequent safety net requests. 

If a safety net Move-In has been received and completed for a new CR of Record, but the supporting EDI transaction has not been received, any subsequent disconnect or move-out requests received by the Municipal or Cooperative will be completed.

Upon notification from the CR of an inadvertent disconnect or Move-out that has been completed by the Municipal or Cooperative, the Municipal or Cooperative will restore service following the Emergency Reconnect procedures outlined in Section VII. A. of this guide.

Any Municipal or Cooperative charges associated with re-energizing the customer’s premise will be billed to the CR initiating the safety net Move-In.  Charges associated with re-energizing a customer’s premise while completing an Emergency Reconnect as a result of an inadvertent disconnect or move-out will be billed to CR of Record. If necessary the CR of Record will need to use the dispute process to remedy any resulting billing issues.

IV. Process Overview

A. Disconnect Process Overview

CR credit cycle reveals ESI ID population subject to DNP. 

CR performs internal validations prior to issuing disconnection requests. 

CR submits 650_01 for disconnection according to TX SET guidelines no later than one day prior to requested completion date. 

Municipal or Cooperative receives 650_01 transaction and performs validations.

For orders that do not pass validations, 650_02 Reject with the appropriate code and reason is sent to CR.  

If the transaction does not pass ANSI validation, a negative 997 reject is sent.  

Upon successfully validating the 650_01, Municipal or Cooperative creates an internal service order which is then routed and scheduled geographically to the appropriate FSR. 

For orders that can not be completed, 650_02 Completed Unexecutable is sent to CR with appropriate code and reason. 

For orders that can not be completed on the requested date due to time constraints in the field, Municipal or Cooperative will pend the order and schedule on the next available Field Operational Day.

Municipal or Cooperative completes order and responds to CR with a 650_02 transaction within one business day of completion.

B.   Disconnect Process Overview When Municipal or Cooperative Initiates
Municipal or Cooperative credit cycle reveals ESI ID population subject to DNP. 

Municipal or Cooperative submits 650_04 for disconnection according to TX SET guidelines within one business day of completion in the field.

C. Reconnect Process Overview

CR confirms customer’s satisfactory correction of reasons for disconnect.

CR performs internal validations prior to issuing reconnect request. 

CR submits 650_01 for reconnection according to timelines outlined in Municipal or Cooperative Customer Protection Rule. 

Municipal or Cooperative receives 650_01 transaction and performs validations.

For orders that do not pass validations, 650_02 Reject with the appropriate code and reason is sent to CR.  


If the transaction does not pass ANSI validation, a negative 997 reject is sent.  

Upon successfully validating the 650_01, Municipal or Cooperative creates an internal service order which is then geographically routed and scheduled to the appropriate FSR to be completed according to the timelines outlined in Municipal or Cooperative Customer Protection Rule

For orders that can not be completed, 650_02 Completed Unexecutable is sent to CR with appropriate code and reason. 

Municipal or Cooperative completes order and responds to CR with a 650_02 transaction within one business day of completion.
D. Reconnect Process Overview When DNP was initiated by Municipal or Cooperative

Municipal or Cooperative confirms member’s satisfactory correction of reasons for disconnect.

Municipal or Cooperative releases reconnect request to FSR to be completed according to the timelines outlined in Municipal or Cooperative Customer Protection Rules.

Municipal or Cooperative submits 650_04 for reconnection according to TX SET guidelines within one business day of completion in the field. 

V. Transaction Processing

A. Timelines for Transaction Delivery

Suggested timeframes for receipt of Disconnection and Reconnection service order requests: 

i. Disconnect

For routine disconnect requests to be scheduled on the next Field Operational Day transactions must be received by Municipal or Cooperative by 5:00 PM CPT.  Disconnect orders received prior to 5:00 PM CPT with a requested date that equals the date submitted will be scheduled for next available Field Operational Day.

Any valid Texas SET approved EDI 650_01 disconnect requests received prior to the next Field Operational Day will be accepted and scheduled for the requested date by Municipal or Cooperative.

ii. Reconnect

For routine reconnect requests to be scheduled no later than the next Field Operational Day, transactions must be sent to Municipal or Cooperative according to the timeframes outlined in customer protection rules established by the Municipal or Cooperative for its service area . 
For priority reconnect requests to be scheduled on the same Field Operational Day transactions must be received by the Municipal or Cooperative by 2:00PM of the requested date for reconnect. Priority and after hours reconnect process in VI. B will be applied to all reconnect requests for the for the same Field Operational Day.  

B. Transaction Validations

i. CRvalidations prior to initiating 650_01

Prior to issuing 650_01 for disconnection, CRs shall verify that they are still the CR of Record.  Further, verifying that a pending Disconnect or Move-Out does not exist will prevent a service request from being rejected.  CRs will also verify critical care status of residential customers prior to issuing initial disconnection request.   
ii. Municipal or Cooperative validations upon receipt of 650_01

Upon receipt of a disconnect or reconnect service request, NEC may perform the following validations on 650_01 transactions: 

Verify that the CR is certified for disconnection for non-pay transaction processing.

Verify that the CR submitting a disconnect request is the CR of Record.

Perform ANSI validations on 650_01.

Perform TX SET validations on 650_01.

Review meter indicators for ESI ID for critical load, critical care, and master metered premise. 

Verify if a disconnect request is a duplicate. 

Verify if a reconnect request is a duplicate. 

Verify if a Move-In or Switch has been scheduled on the requested date.

Verify if a Move-Out has been received by requesting CR. 

Verify if the requesting CR is available for reconnection the following day if requested date for disconnection is Friday. 

Identify if reconnect request is a priority reconnect.

Verify if a weather moratorium is in effect. 

iii. Municipal or Cooperative validations prior to initiating 650_04

Municipal or Cooperative will complete the validations listed below before issuing a S/O to the FSR for a disconnect.  The 650_04 will be forwarded to the CR after the completion of the disconnect S/O.

Verify that a Move-in for new member does not exist.

Verify that a Critical Care status does not exist.

C. Competing Orders

Municipal or Cooperative will complete unexecutable a disconnect for non-payment only when the requested date is greater than (after) or equal to the scheduled date of a pending Switch or Move-In and these transactions have been successfully completed changing either the CR of Record and/or the customer for this premise. When a disconnect request is received with a requested date that is less than (before) the scheduled date of a Switch or Move-In the disconnect requests will be worked.  Disconnect orders carried over to next business day may not be worked due to competing order and will be complete unexecutable.
i. Move In

In order to re-energize a premise that has been disconnected, the new CR of Record’s Move-In will energize the customer’s premise and will be subject to applicable move-in, membership requirements, or reconnect fees per Municipal or Cooperative tariffs. 

Table 1. Competing Orders- Move-In

	
	NEC 

	650_01 DNP requested date 1 days prior to MVI or Switch
	Will work 650_01

	650_01 DNP requested date >/= MVI or Switch
	Reject 650_01



	Fee
	Connect Fee


A Move-In submitted on a premise that has been de-energized for non-payment may still require a permit for completion in certain Municipal or Cooperative areas.  

ii. Off-cycle Switch

If the new CR of Record has submitted an off-cycle Switch Municipal or Cooperative will re-energize the premise, provided the disconnect was completed based on a service request initiated by another CR,  and bill applicable off-cycle switch or reconnect charges to the new CR of Record.  




Table 2. Competing Orders-Off-cycle Switch

	
	NEC

	Municipal or Cooperative Action
	Reenergize premise



	Municipal or Cooperative Fee
	Connect Charge




If Municipal or Cooperative initiated the DNP (650_04), the premise will not be reconnected until Municipal or Cooperative confirms customer’s satisfactory correction of reasons for disconnect.  Off-cycle Switch requests for a premise that has been disconnected for non-payment by the Municipal or Cooperative will be rejected to the CR with an 814_04 reject with a reject code A13 and a reason description of “Disconnected for Non-Pay”.
iii. On-cycle Switch

If the new CR of Record has submitted an on-cycle Switch at a premise that has been previously de-energized, Municipal or Cooperative will perform the following action, provided the disconnect was completed based on a service request initiated by another CR:   


 Table 3. Competing Orders- On-cycle Switch 

	
	NEC

	Municipal or Cooperative Action
	Perform Meter read



	Energize
	Yes

	Municipal or Cooperative Fee
	Connect Charge


If Municipal or Cooperative initiated the DNP (650_04), premise will not be reconnected until Municipal or Cooperative confirms customer’s satisfactory correction of reasons for disconnect.   On-cycle Switch requests for a premise that has been disconnected for non-payment by the Municipal or Cooperative will be rejected to the CR 
 with an 814_04 reject with a reject code A13 and a reason description of “Disconnected for Non-Pay”.

D. Reconnect/Disconnect Processing Order

If a reconnect request is received before a disconnect request, Municipal or Cooperative will reject the reconnect request immediately using SET code “RWD”. Any disconnect requests received after an associated reconnect order has been rejected will be worked by the Municipal or Cooperative.  If inadvertent disconnection occurs, then emergency reconnection provisions will be followed.

Table 4. Transaction Processing Order

	
	NEC

	Municipal or Cooperative Action
	Reject 650_01 reconnect



	Code
	RWD


E. Disconnection at Alternate Location

When necessary, service orders without a premium disconnect location indicator (i.e. pole, substation) that can not be completed by the FSR at the meter may be referred within one business day to a specialized field group that will disconnect service at the pole or transformer.  Service orders with premium disconnect location indicator will be immediately referred to specialized field personnel. 

When service is disconnected at an alternate location, Municipal or Cooperative will notify the CR on the 650_02 with a code of ‘O” for “other than at the meter”.  For any disconnect performed the appropriate Municipal or Cooperative tariff charges will be applied.  When service cannot be disconnected at an alternate location, Municipal or Cooperative will respond with a 650_02 complete unexecutable and the CR will need to contact the Municipal or Cooperative for special consideration.  

F. Completed Unexecutable and Rejected Orders 

Municipal or Cooperative will issue 650_02s within one business day for rejected service order requests or service orders that can not be completed in the field. 

No charges will be applied to service orders that are rejected. 

No charges will be applied to service orders that are completed unexecutable prior to dispatch. 

The most common causes for service orders that are completed un-executable are: 

Access Issues

Unsafe Conditions at the Meter

Reconnect request received before Disconnect performed

Some common causes for rejected service requests are: 

Account already in “active-disconnected” status

Requesting party not current CR of Record

Pending Move-In, Switch or Move-Out (same CR of Record)

Account not active

G. Priority Orders

When issuing a 650_01 for service reconnection, CRs may request priority service where available.  The following Texas SET codes should be used to indicate priority status on reconnect service orders:

Table 5. Municipal or Cooperative Priority Codes




	
	NEC

	Outside Normal Business Hours
	02

	Holiday
	02


All routine service orders should be submitted with an “01” priority code. Any service order received by a Municipal or Cooperative with a priority code other than those listed above will be processed as a routine service order.  If a CR issues a priority reconnect order after issuing a routine reconnect order and the routine reconnect order has not been completed, the priority order will trump the routine order provided that a follow up call is placed to the Municipal or Cooperative dispatch. 

H. Service order cancellations

In order to cancel a disconnect request that has not been completed, a CR must send a 650_01 reconnect request referencing the BGN02 disconnect to the Municipal or Cooperative.  No charges will apply if the reconnect is received prior to dispatching the disconnect request. In order to cancel a reconnect request because the CR may have sent the reconnect in error or for the wrong ESI ID, a CRmust send a 650_01 "C" Cancel, referencing the BGN02 of the initiating 650_01 Reconnect Service Order Request.  

Service requests that are dispatched and then cancelled by the CR prior to completion will be completed unexecutable and be subject to a cancellation charge by the Municipal or Cooperative. Please refer to the Municipal or Cooperative tariff for applicable charges.

I. Response Transactions 

A 650_02 response transaction will be issued by NEC for every 650_01 transaction within one business day upon the following: 

Rejection of service order after performing initial transaction validations

Completion of the requested field service activity

Determination by field service personnel of unexecutable status

Cancellations of a requested reconnect request 

Municipal or Cooperative will populate the field completion date and time in the 650_02 transaction for successfully completed service order requests. 

Due to the exceptional conditions outlined in section VII of this guide, CRs will need to follow up with the Municipal or Cooperative if the 650_02 for a disconnect request is not received within 3-5 business days following the requested disconnect date.  Inquiries should be submitted via email as follows: 




NEC: 

 dlowder@nueceselectric.org
VI. Field Service Activities

A. Disconnection Service Orders

The following schedule outlines the availability of field service personnel for performing disconnection requests.

Table 6. Field Service Hours-Disconnect

	
	NEC

	Routine 
	4:00 PM 

	Priority
	Not available

	Weekend
	Not available

	Holiday
	Not available

	After hours
	Not available


 Disconnect orders requesting dates beyond the next Field Operational Day will be scheduled and performed by the Municipal or Cooperative according to availability of field service personnel on the requested date.  Field activities for disconnection service begin as follows: 




NEC:  
 8:00 AM CPT 

Municipal or Cooperative will not disconnect a customer’s electric service for nonpayment on a day preceding a weekend or holiday or after hours.

i. Disconnection Order Overflow 

If a disconnect request can not be completed on the requested day and the next available Field Operational Day immediately precedes a weekend or holiday, the Municipal or Cooperative will pend the order and reschedule the disconnect request on the next available Field Operational Day.

B. Reconnection Service Orders

The following schedules outline the availability of field service personnel for performing reconnection requests:

ii.  i.  Rountine Recconect:
Any reconnect request, including those for a Premium Disconnect Location (i.e. pole, substation), issued by a CR will be completed by the Municipal or Cooperative no later than the next Field Operational Day as outlined in the Municipal or Cooperative Customer Protection Rules. 

Table 7. CR timelines for submitting reconnect request

	Payments made on a Business Day:
	 Reconnection request must be sent by: 



	Between  8:00AM and 12:00 PM 

 
	2:00 PM that business day

	Between 12:00 PM and 5:00 PM


	7:00 PM that business day

	Between 5:00 PM and 7:00 PM 


	9:00 PM that business day

	Between 7:00 PM and 8:00 AM


	2:00 PM the next business day

	Payments made on a weekend day or holiday
	2:00 PM the first  business day after the payment is made


iii. Emergency Reconnects:

Please refer to section VII of this guide for the 24x7 emergency reconnection process and appropriate contacts.   

iv. After Hours Reconnects: 

The Municipal or Cooperative offers an after hours reconnect for an additional charge. This reconnect request should be used when submitting a reconnect to be worked outside normal business hours.  For a CR to initiate an after hours reconnect, a 650_01 reconnect transaction should be sent, as well as a call to the Municipal or Cooperative’s  24x7 Support Center:




NEC:  1-361-387-2581, CR pass code required  

The CR's phone call to the Support Center is the only current trigger that will initiate the after hours reconnect.  The Municipal or Cooperative also requires any reconnect request to be supported by phone call on reconnect requests submitted after 2pm.
Table 8. Field Service Hours-Reconnection

	
	NEC

	Routine 
	4:30 PM

	Friday 
	4:30 PM

	Priority
	24 X 7 Priority Code Required and a phone call with CR pass code

	Weekend
	24x7  Priority Code Required and a phone call with CR pass code

	Holiday
	24x7  Priority Code Required and a phone call with CR pass code

	After hours
	24x7  Priority Code Required and a phone call with CR pass code

	Emergency 
	See Section VII.A. of this document.   Priority Code Required 


C. Requirements for reconnecting service

Safe access to the meter or premium disconnect location are required to restore service.  Evidence of tampering or damage to the meter equipment may result in delayed or completed unexecutable orders when reconnecting service. 

The Municipal or Cooperative will require inside or outside breakers to be off when performing a reconnection request. CRs are advised to inform customers whose service has been disconnected for non-pay to take appropriate safety measures such as placing all breakers in the “OFF” position and to disconnect any extension cords from a neighboring facility. 

D. Customer receipting issue

The Municipal or Cooperative’s FSRs will wait no more than 15 minutes for member to call the CRand have the CR advise the Municipal or Cooperative’s office if receipt is valid and to cancel disconnect request.  Cancellation and trip fees will apply.

E. Premise access issues

The Municipal or Cooperative will make every reasonable attempt to gain access to the customer’s premise to complete the service order.  These measures may include notifying law enforcement agencies to request assistance or referring the service order to specialized field personnel for disconnection at a premium location.  Based upon determinations made in the field at the time the FSR is attempting to disconnect or reconnect, these measures are applied by the Municipal or Cooperative on a case by case basis.  The CR may also be requested to assist and participate with this request, as a means to successfully complete the service order.  

If access is denied, no additional denial of access fees are applied to a disconnect or reconnect order.  These types of orders will be completed unexecutable and the Municipal or Cooperative will charge the CRa disconnect or reconnect charge based on initiating service order request.  The CR will be charged a routine dispatch fee for every time the FSR attempts to complete the service order that was initiated byCR.
F. Door Hanger Policies

Municipal or Cooperatives will offer door hangers as indicated below: 



NEC: does not provide door hangers. 

G. Meter Seal Policies for Disconnection 

Municipal or Cooperative will tag meters as indicated below: 



NEC:  No meter seal used, meter will be removed if at all possible for all disconnect requests. 

VII.  Exceptions 

A. Emergency reconnects

There may be times when a customer has been disconnected for non-payment in error. For completed disconnection orders that result in a life threatening situation, PUCT request or are completed inadvertently, CRs will need to contact the Municipal or Cooperative to arrange for an emergency reconnection and identify the reason for the emergency service request.  Life threatening situations should be immediately reported to the Municipal or Cooperative 24x 7 support center in order to expedite the reconnection request. 



NEC: 
Contact 24x7 Support Center, 1-361-387-2581 with pass code assigned on Delivery 

Service Agreement 

After initiating an emergency service reconnection with the Municipal or Cooperative 24x7 support center, CRs should submit a follow up email, including a completed Emergency Reconnect Request spreadsheet to the Municipal or Cooperative.  Please refer to Appendix 2 for the required spreadsheet template. The Municipal or Cooperative email contacts are:  

NEC: 
dnp@nueceselectric.org, 650_01 RC001 required. 
B. Critical Load

In the interest of public safety, disconnection requests for non-residential customers that have been identified by the Municipal or Cooperative as critical or sensitive load will be either rejected with an A13 code with remarks that will reflect Life Support/Critical care or completed unexecutable with a reason code of V002 Life Support Customer. 




NEC: Disconnect request is completed unexecutable

.  

In the event that a life threatening situation is discovered or the FSR determines that the premise qualifies as a Critical Load although currently not indicated as such, the disconnect request will be completed unexecutable with reason code V002-Life Support Customer. There will be No charges billed to theCR for service orders completed unexecutable orders would be billed to the CRunder this scenario. 

Upon discovery of red lights or equipment associated with supporting air traffic control or other associated FAA activities, FSR will complete unexecutable the disconnect request.   In the Municipal or Cooperative territory, CRs requesting to disconnect service for FAA related premises must contact the Municipal or Cooperative to arrange for disconnection.  CRs will need to coordinate with their CR Relations managers at the Municipal or Cooperative to complete disconnection requests for critical load premises. 

C. Critical Care

Disconnection requests received by the Municipal or Cooperative for residential customers that the Municipal or Cooperative has identified as critical care will be completed unexecutable with reason code V002.

D. Field Service Exceptions
In the event that a life threatening or hazardous situation is discovered or the FSR determines that the premise qualifies as either a Critical Load or Critical Care although currently not indicated as such, the disconnect request will be completed unexecutable with reason code V002-Life Support Customer.

NEC will process these types of field exceptions as follows: 

NEC shall not suspend or disconnect Retail Customer when such disconnection will cause a dangerous or life-threatening condition on that Retail Customer’s premise, without prior notice of reasonable length such that Retail Customer can ameliorate the condition.  Retail Customer is responsible for notifying its designated Competitive Retailer if disconnection to its facility will result in such a condition.

Per NEC Customer Protection Rule:

If, in the normal performance of its duties, NEC obtains information that a member scheduled for disconnection may qualify for delay of disconnection pursuant to this subsection, and NEC reasonably believes that the information may be unknown to theCR, NEC shall delay the disconnection and promptly communicate the information to the CR.  NEC shall disconnect such customer if it subsequently receives a confirmation of the disconnect notice from theCR  Nothing herein should be interpreted as requiring NEC to assess or to inquire as to the member’s status before performing a disconnection, or to provide prior notice of the disconnection, when not otherwise required. NEC will also provide documentation to member to register and/or renew critical care status. 

E. Weather Moratoriums

All Market Participants should monitor www.nws.noaa.gov  for the following conditions that would establish a weather moratorium. Weather moratorium may be invoked in a service territory at any time during the day when one of the following conditions exists in a county as outlined in the Municipal or Cooperative Customer Protection Rule:



 Table 10. Extreme weather emergency due to cold:

	The previous day's highest temperature did not exceed 32°F and the predicted temperature for the next 24 hours is at or below 32°F. (Both conditions must be met before disconnection activity is suspended in a service territory).
	Saturday
	Sunday
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Example I
	28°F
	28°F
	32°F
	34°F
	34°F
	32°F
	32°F

	
	 
	 
	No Disconnect
	Disconnect
	Disconnect
	Disconnect
	No Disconnect

	
	 
	 
	
	
	
	
	

	Example II
	28°F
	28°F
	32°F
	32°F
	34°F
	32°F
	45°F

	
	 
	 
	No Disconnect
	No Disconnect
	Disconnect
	Disconnect
	Disconnect

	
	
	
	
	
	
	
	

	Example III
	28°F
	28°F
	32°F
	30°F
	34°F
	32°F
	25°F

	
	
	 
	No Disconnect
	No Disconnect
	Disconnect
	Disconnect
	No Disconnect


 Table 11.  Extreme weather emergency due to heat:

	The National Weather Service issues a heat advisory for that day or on any one of the preceding two calendar days.
	Saturday
	Sunday
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday

	Example I
	Heat Advisory in Effect
	Heat Advisory in Effect
	Heat Advisory in Effect
	No Heat Advisory
	No Heat Advisory
	No Heat Advisory
	Heat Advisory in Effect

	
	
	 
	No Disconnect
	No Disconnect
	No Disconnect
	Disconnect
	No Disconnect

	
	
	
	
	
	
	
	

	Example II
	Heat Advisory in Effect
	No Heat Advisory
	No Heat Advisory
	No Heat Advisory
	Heat Advisory in Effect
	No Heat Advisory
	No Heat Advisory

	
	 
	 
	No Disconnect
	Disconnect
	No Disconnect
	No Disconnect
	No Disconnect


i. Disconnection Activity During Extreme Weather

In the event that one of the above conditions exists in a county served by the Municipal or Cooperative, the PUCT and CRs will be notified via email that a weather moratorium has been invoked and that disconnection activity has been suspended as follows:

NEC:  By Service Territory

CRs will need to provide their company contact to their CR Relations Manager at each Municipal or Cooperative in order to receive these weather notifications. 

For the duration of the weather moratorium, CRs shall not issue disconnection request for any affected areas.  Any disconnection requests issued for premises in counties or service territories that are experiencing a weather moratorium will be processed as follows:





NEC: Completed Unexecutable

Disconnection requests that are pending completion by the Municipal or Cooperative at the time a weather moratorium is established will be processed as follows: 



NEC: Completed Unexecutable

Disconnection requests that are completed unexecutable by the Municipal or Cooperative during a weather moratorium should be re-issued by the CR at the time the moratorium is lifted.  

In the event of a PUCT mandated weather moratorium for an extend length of time, 7-calendar days or more, the CR will cancel all pending disconnect requests with 650_01 reconnect requests until the PUCT has declared that the weather moratorium has been lifted.  This would prevent any outstanding and/or pending disconnect requests from being completed after the moratorium is lifted where customers may have made payments during that time period, also the Municipal or Cooperative  would now be working with and scheduling more up to date DNP transactions.   

ii. Reconnection Activity During Extreme Weather

All types of reconnect request will be processed by the Municipal or Cooperative during a weather moratorium.  

Reconnect requests received for pended disconnect orders will be processed in order to cancel the disconnect request.  Reconnect requests received for disconnect completed prior to an extreme weather event are processed and dispatched according to applicable timeframes during a weather moratorium. 

F. Force Majeure 

Force Majeure is defined in the Municipal or Cooperative Terms and Conditions.  



NEC tariffs a Force Majeure event is defined as: 

‘Neither Company nor Competitive Retailer shall be liable in damages for any act or event that is beyond such party's control and which could not be reasonably anticipated and prevented through the use of reasonable measures, including, but not limited to, an act of God, act of the public enemy, war, insurrection, riot, fire, explosion, labor disturbance or strike, wildlife, unavoidable accident, equipment or material shortage, breakdown or 
accident to machinery or equipment, or good faith compliance with a then valid curtailment, order, regulation or restriction imposed by governmental, military, or lawfully established civilian authorities, including any order or directive of the Independent Organization.’

During a Force Majeure event, the Municipal or Cooperative will process service requests as follows: 

NEC:  Disconnect or reconnect requests will be completed unexecutable during a Force Majeure   
event. 

Once a Force Majeure event has concluded and the Municipal or Cooperative has re-established routine operations, CRs should submit any service requests for ESI IDs that still qualify for disconnection or reconnection. 

The Municipal or Cooperative will notify the market of the establishment and conclusion of a force majeure event via their CR Relations or Account Management teams.
G. Master Metered Premises

Prior to issuing a disconnection request for a master metered premise, the CR or the Municipal or Cooperative initiating the disconnection request must fulfill the tenant notification requirements outlined in the Municipal or Cooperative Customer Protection Rule.   

Disconnection requests received for a master metered premise will be completed unexecutable by the Municipal or Cooperative.  The requesting CR will need contact the Municipal or Cooperative to coordinate the disconnection of the master metered premise as follows:

NEC:  contact dnp@nueceselectric.org.

H. Unmetered Service

An unmetered service that is not a critical load premise or that does not present a hazardous condition if disconnected will be subject to the same processing as metered services for disconnection and reconnection.

For all other unmetered services, disconnection requests will be completed unexecutable upon receipt or following field investigation. The requesting CR will need to contact the Municipal or Cooperative to coordinate the disconnection request as follows:

NEC:  contact dnp@nueceselectric.org
I. Multiple Metered Service (not Master Metered)

For Municipal or Cooperatives that have multiple meters associated with an ESI ID, any 650_01 service order, whether for disconnection or reconnection, will be executed for all meters associated with that premise. CRs will need to submit 650_01s for multiple meters as follows: 


NEC:   No multiple metered premises in service territory as of February 23, 2005

J. Meter Tampering Issues

While performing a disconnection of service a FSR may discover that there has been tampering at the meter.  If the FSR determines that the degree of tampering does not present a hazardous condition, the disconnection will be completed.  If the meter tampering has created an unsafe condition, the disconnection request may be referred to specialized field personnel to attempt to complete the disconnection request at an alternate location as outlined in Disconnection at Alternate Location of this guide.  If disconnection can not be completed as a result of the tampering incident the disconnection request will be completed unexecutable and the Municipal or Cooperative  will notify the CRof the hazardous condition and, if applicable, meter removal by issuing a 650_04. 

Tampering may also be detected when a FSR is performing a reconnection request or when re-energizing a disconnected premise while performing a Switch or Move-In. The Municipal or Cooperative’s FSR will contact the Municipal or Cooperative’s offices and advise the supervisor of the detected tampering.  At the discretion of the supervisor, the Municipal or Cooperative will not reconnect service and will likely notify local law enforcement of the possible tampering.  Only after all facts and any applicable monies owed by the member as a result from the tampering have been paid to the Municipal or Cooperative  (e.g. deposits, reconnect, tampering fees, etc.) will the service be reenergized regardless of the initiating party.  If the meter tampering has created an unsafe condition, the 650_01 reconnection request will be completed unexecutable and the Municipal or Cooperative will notify the CR of the hazardous condition and, if applicable, meter removal by issuing either a 650_02 completed unexecutable or 650_04. 

Please refer to the Municipal or Cooperative tariffs for specific charges regarding meter tampering. 

If the CR is notified of potential meter tampering at a premise, the CR may notify the Municipal or Cooperative via a 650_01 MM006 service order for tampering suspected if they are currently the CR of Record and are an Option 1 CR.  Any CR may report suspected tampering at any time by contacting the Municipal or Cooperative general call center phone number.

K. Customer Threatens Municipal or Cooperative FSR 

If threatened by the customer, the FSR will not disconnect service. However, the FSR may refer the disconnection request to another group specialized in disconnecting service at the pole, transformer (overhead and pad mounted), or weather head.  Similar to resolving access issues, the Municipal or Cooperative will exhaust all means available, which may include communicating with the CR to request their assistance and participation, as a means to successfully complete the service request.  The CR will be charged a routine dispatch fee for every time the FSR attempts to complete the service order that was initiated byCR.
VIII.  Municipal or Cooperative Charges for Reconnect and Disconnect Services

A. Discretionary Charges

SAC04 codes for discretionary charges resulting for disconnection or reconnection service are outlined below:

 Table 12. SAC04 Codes-Discretionary Charges

	 
	Service Territory

	Charge Description
	NEC

	Disconnection 
	

	Routine Disconnect at Meter 
	N/A

	Routine Disconnect at Pole
	N/A

	 
	

	Priority Disconnect at Meter
	N/A

	Priority Disconnect at Pole
	N/A

	Priority Disconnect at Subsurface Box
	N/A

	 
	

	Reconnection
	

	Routine Reconnect at Meter
	SER030

	Routine Reconnect at Meter Special Route
	SER031

	Routine Reconnect at Pole
	SER030

	Routine Reconnect at Subsurface Box
	SER030

	Routine Reconnect at CT Meter
	SER034

	 
	

	Priority Reconnect at Meter
	SER029

	Priority Reconnect at Pole
	SER035

	Priority Reconnect at Subsurface Box
	SER035

	Priority Reconnect at CT Meter
	SER035

	 
	

	Weekend Reconnect at Meter
	SER032

	Weekend Reconnect at Pole
	SER035

	Weekend Reconnect at Subsurface Box
	SER035

	Weekend Reconnect at CT Meter
	SER035

	 
	

	Holiday Reconnect at Meter
	SER032

	Holiday Reconnect at Pole
	SER035

	Holiday Reconnect at Subsurface Box
	SER035

	Holiday Reconnect at CT Meter
	SER035

	After Hours Reconnect at Meter
	SER032

	After Hours Reconnect at Pole
	SER035

	Charge Description
	NEC

	After Hours Reconnect at Subsurface Box
	SER035

	After Hours Reconnect at CT Meter
	SER035

	 
	

	Denial of Access to Meter
	

	For Disconnection Orders
	SER133

	For Reconnections Orders
	SER133

	
	

	Order Cancellation Fees
	

	Disconnect Administration Fee
	N/A

	 Dispatched Order Fee
	N/A

	Routine Dispatch 
	SER132

	Tampering Charges
	

	Broken Meter Seal Fee
	SER130

	Meter Tampering Fee
	SER072

	Connection Fees
	

	Connect Fee/Connection Charge at Meter/Account Activation Fee
	SER019


B. Other Charges

Non-usage based charges will continue to be assessed by the Municipal or Cooperative  and may be billed to the CR of Record until service at the disconnected premise has been terminated upon completion of a Move-Out Request.  


Non-usage based charges are:




1. Customer Charge:


NEC:  bills member directly for these charges

2. Customer Metering Charge: 


NEC:  not applicable 

In order to avoid ongoing liability, a CR must submit a Move-Out request to terminate service no earlier than 5 calendar days after receipt of a 650_04 or 650_02 indicating successful completion of disconnect for nonpayment. Competitive Retailers receiving reliable information indicating premise is vacant may submit Move-Out earlier. Upon completion of the Move-Out order the Municipal or Cooperative will discontinue billing any non-usage based charges outlined above to theCR.   A CR’s financial liability for a disconnected premise is removed upon the completion of a Move-Out.  Until a Move-Out is effectuated, the REP will remain the REP of Record and will re-energize the customer’s premise upon remedy of the reason for disconnection if necessary.  Whether prior to or after the completion of the Move-Out request, the CR will re-establish service to the extent required under the Municipal or Cooperative Customer Protection Rules.
C. Municipal or Cooperative Tariffs 

Please refer to the appropriate rate class for each Municipal or Cooperative tariff for rates.  Municipal or Cooperative tariffs are located on the following links: 


NEC: www.nueceselectric.org
IX. Contacts

A. Emergency System Outage

In the event of a system outage during business hours and a CR can not submit EDI transactions, CR should contact their CR Relations manager at the Municipal or Cooperative to arrange for a workaround in order to submit reconnect service order requests.  For system outages that occur outside business hours CRs should contact the Municipal or Cooperative as follows: 
NEC:  For system outages contact your CR Relations Manager, 1-361-387-2581

B. B. Municipals and Cooperatives Disconnect Forecast Contact 

NEC:  

dnp@nueceselectric.org
C. C. Municipals and Cooperatives Website available information

NEC :               www.nueceselectric.org
D. D. Municipals and Cooperatives  general call center phone number

NEC: 

1-361-387-2581

X. List of Tables

Table 1. Competing Orders- Move-In 

Table 2. Competing Orders-Off-cycle Switch
Table 3. Competing Orders- On-cycle Switch 

Table 4. Transaction Processing Order
Table 5. Municipals and Cooperatives Priority Codes
Table 6. Field Service Hours-Disconnect 

Table 7. CR timelines for submitting reconnect request
Table 8. Field Service Hours-Reconnection 

Table 9. Door Hanger Use by  Muncipals and Cooperatives 
 Table 10. Extreme weather emergency due to cold 
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XI. Appendices

Appendix 1-Weekly CR Disconnect for Non-Payment Forecast

Appendix 2-Emergency Reconnect Request- Data Requirements
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