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	Proposed Retail Market Guide Language Revision


5.1
ERCOT Retail Client Services and Help Desk

ERCOT’s Retail Client Services department is available to assist with Market Participant questions and provide education as needed on Retail issues.  Retail Account Managers act as the liaison between ERCOT and Market Participants as the primary contact for all Retail Market operation questions and issues and are responsible for maintaining business relationships with all Market Participants to facilitate any issue resolution.  They will analyze issues as they arise to provide support to Market Participants in their business functions with ERCOT and between other Market Participants and advocate Market Participant issues within ERCOT and provide communication back to Market.  Retail Account Managers also address the needs of Market Participants during the certification process and actively participate in the Stakeholder process to communicate and resolve issues, and monitor the rules of the market to assist Market Participants with any questions/issues. 
In addition, the Client Relations section also assists with the following:
(1)
ERCOT Protocols;
(2)
Market Participant registration information;
(3)
ERCOT tools such as www.ercot.com, Texas Market Link (portal), MarkeTrak, and Retail Testing website;
(4)
Reports and Extracts;
(5)
Training needs; and
(6)
Facilitation and general issue resolution.
Existing Market Participants should contact their assigned Retail Account Manager.  Potential new Market Participants may call the general ERCOT Client Services phone number at (512) 248-3900 or contact ERCOT Client Services via e-mail at ClientRelations@ercot.com.
For technical questions about automated communications, connectivity issues such as NAESB or TML, IT support, data, and system administration issues, Market Participants should call or e-mail ERCOT's 24-hour Help Desk at (512) 248-6800 or helpdesk@ercot.com.
7.1 
Market Synchronization
Market synchronization issues may arise as Market Participants submit and process transactions.  ERCOT has developed MarkeTrak to help ensure that the various databases are synchronized with each other.  The ERCOT MarkeTrak system is a web-based workflow application made available to all active Market Participants.  MarkeTrak is the primary issue resolution tool used by CRs, TDSPs and ERCOT to resolve retail market transaction issues, request manual Service Order cancellations, request ERCOT assistance with inadvertent ESI ID transfers, and file data extract variance (a.k.a. DEV) issues. 
All retail market transaction issues and data extract variances must be logged in the MarkeTrak system before they can be worked by an ERCOT staff member. 
The MarkeTrak User Guides are available on the ERCOT website.
7.1.1
TDSP Cancel
When it is necessary for a TDSP to request a manual cancellation of a Service Order at ERCOT, the TDSP shall submit the cancellation through the MarkeTrak process.  The workflow will allow the CR and TDSP involved with the cancellation to have access to the issue.  When ERCOT issues the cancel, it will provide the A13 reject code with explanatory text appropriate for the scenario.
7.1.2 
MarkeTrak Day-to-Day
Market Participants use the MarkeTrak Day-to-Day workflow to report an issue to ERCOT and/or their trading partner.  By selecting the type “Day-to-Day” and the correct subtype, Market Participants are able to create issue that involves ERCOT and potentially another Market Participant or a NON-ERCOT issue (“point-to-point” between a Market Participant and their trading partner). 
Some examples of issues that should be filed to ERCOT through MarkeTrak are Service Order Cancellations, Rep of Record Requests, Inadvertent Issues, Rejected Transactions and Missing Transactions.  Some examples of NON-ERCOT Day-to-Day issues are billing questions and missing monthly usage. 
For a more complete list of what constitutes a Day-to-Day issue and for guidelines on issue submission, timing, and issue resolution, Market Participants should refer to the MarkeTrak Users Guide.
7.1.3
MarkeTrak Data Extract Variance Processes
In order to ensure that market systems at ERCOT are in synch with Market Participant market systems, ERCOT created the ESI ID Service History and Usage Data Extract.    ESI ID service history includes ESI ID relationships and ESI ID characteristics.  This data extract provides transparency to Market Participants for ESI ID level data that ERCOT utilizes in market settlement.  The Data Extract Variance Process will assist in the expedited resolution of ESI ID level data variances between ERCOT and Market Participant systems.  LSEs, MREs, and TDSPs will receive these incremental changes from ERCOT on a daily basis.  For Data Extract Variance Issues, Market Participants should refer to the  MarkeTrak Users Guide for the business rules concerning filing a Data Extract Variance issue.
If a variance, submitted according to ERCOT MarkeTrak Users Guide, is not resolved prior to the true-up settlement, a market participant may seek correction of ESI ID service history and usage information and resettlement pursuant to the provisions of Protocols Section 20, Alternative Dispute Resolution Procedure. 
7.2  
Inadvertent Gain Process
The Texas retail electric market is designed to minimize inadvertent gains, but inadvertent gains may still occur.  The procedures herein are intended to provide operational guidance to address inadvertent gains, in support of the Commission’s customer protection rules, in particular P.U.C. Subst. R. 25.495, Unauthorized Change of Retail Electric Provider. This section is intended to ensure that inadvertently gained Customers are returned to the original CR in a quick and efficient manner with minimal inconvenience to the Customer as required by P.U.C. Subst. R. 25.495.  In case of conflict between these procedures and the PUCT’s Rules, the PUCT’s Rules shall  take precedence.  These procedures shall be applied uniformly regardless of class of service.
 7.2.1   Competitive Retailer’s Inadvertent Gain Process 
As soon as a CR discovers or is notified of a potential inadvertent gain, the CR shall investigate the matter immediately.  If the CR determines that the gain was unauthorized or in error, the CR shall promptly log the inadvertent gain in MarkeTrak. (See Section 7.1, Market Synchronization, for more information about MarkeTrak).  The original CR and the Gaining CR may work together to negotiate a reinstatement date for the original CR to take the Customer back and note that date in the MarkeTrak issue. However, the original CR shall ultimately determine the reinstatement date and note that date in the MarkeTrak issue. 
The original CR may reject the return of an inadvertently gained Customer from the Gaining CR if the original CR has already regained the ESI ID or a third (3rd) CR has completed a transaction since the inadvertent gain period.  The original CR may not reject the return of an inadvertently gained ESI ID due to its inability to contact the Customer.
That reinstatement date shall be no longer than thirteen (13) Business Days from the date the MarkeTrak issue was logged.  The original CR shall submit a backdated or forward-dated Move-In (814_16), depending on the terms of the parties’ agreement, in addition to notifying the affected TDSP..  The original CR shall submit a Move-In utilizing the reported reinstatement date no later than fifteen (15) Business Days after the MarkeTrak issue is logged.  If the Move-In has not been submitted within this specified timeline, or the reinstatement date is different than the date noted in the MarkeTrak issue, refer to the escalation process in the MarkeTrak Users Guide.
If the original CR does not have a record of ever serving the ESI ID involved in the inadvertent gain MarkeTrak issue, the original CR shall update MarkeTrak issue with this information.  ERCOT and the original CR will work together to resolve the out-of-sync issue TDSP corrections necessary to reestablish the Customer with the original CR may result in a TDSP invoice for a minimum of a one (1) day charge which includes any applicable TDSP service charges according to the TDSP tariffs.  For system logic rules, see “Solution to Stacking and Additional Documentation” available on the TX SET Web-site.
Cancellation of a pending switch/move in/drop that will cause an inadvertent gain shall be addressed as follows:
(1)       Before the evaluation period of a transaction, if a submitting CR discovers that the transaction will cause an inadvertent gain, the submitting CR should cancel the switch/move-in/drop transaction using the 814_08 transaction.  
(2)        If the ESI ID is discovered to be an inadvertent gain during the evaluation period, and if 
the TDSP approves the cancellation during the evaluation period, the submitting CR 
may follow the MarkeTrak process to request cancellation of the transaction.   
7.2.2
 TDSP Inadvertent Gain Process
7.2.2.1
AEP Inadvertent Switch Processing
7 .2.2.1.1    Inadvertent Competitive Retailer is Current Competitive Retailer of Record
If the inadvertent CR is the current provider of record, the original CR is instructed to send in a backdated MVI with a request date that equals the inadvertent transaction start date plus one (1) day, which will reinstate them as CR of record, if that is it’s desire. If the original CR does submit the MVI for this date, and if the ESI ID has a Demand meter, the inadvertent CR WILL NOT receive an 867_03 Final, and will have to end the relationship in their systems manually. AEP will Complete the original CR reinstatement MVI on the same day as the inadvertent transaction was Completed, which results in an 867 Exception in ERCOT’s systems.  AEP will then have ERCOT move the inadvertent transaction to cancelled status in its systems.  If the ESI ID does NOT have Demand meter, the inadvertent CR WILL receive an 867_03 Final from AEP, so both transactions will be in complete status in ERCOT's systems. 
If the original CR does not submit a backdated MVI for the inadvertent start date plus one (1) day, but instead chooses to send in a MVI for some date after this date, then the inadvertent CR WILL receive an 867_03 Final, irregardless of whether there is a Demand meter present or not for the ESI ID in question.
AEP always requests that the original CR send the backdated MVI as soon as possible to avoid possible conflict with future transactions and limit the number of cancel/rebills required. AEP also provides a reminder that the inadvertent CR SHOULD NOT send in a Move-Out Request on this ESI ID, which would result in the Customer's power being turned off.
7.2.2.1.2 
Another Competitive Retailer is Current Competitive Retailer of Record, other than the Inadvertent Competitive Retailer
If current CR of record is any other than the inadvertent CR, and upon receipt of written authorization from both the original CR and the inadvertent CR involved, AEP manually resets the liability to the original CR to the inadvertent transaction start date. It is AEP’s current practice to only do this manual reset for the full period that the inadvertent was CR of record in AEP’s  systems.  No partial or split periods are manually reassigned to the original CR.
It is the responsibility of the original CR to file a data variance MarkeTrak issue to create its liability in ERCOT’s systems, and the responsibility of the inadvertent CR to file a data variance MarkeTrak issue to remove their liability in ERCOT’s systems, in order to keep all Market Participants in synch. 
Both the inadvertent CR and the original CR must manually make whatever changes are necessary to their systems to establish or delete the relationship with the Customer as applicable. This must be done so that when the original CR receives the 810 and 867_03s it does not reject them with an 824 transaction. No 867_04s will be generated by AEP.  
AEP would then cancel the 810s and 867_03s sent to inadvertent CR for the applicable period, and send them to the original CR instead.  No 867_03 Final will be sent to the inadvertent CR, but the original CR will receive a cancel on the 867_03 Final sent as a result of the inadvertent transaction, and the 867_03 for this same period will be resent without the final flag.
7.2.2.1
CenterPoint Energy Inadvertent Gain Process
When CenterPoint Energy (CNP) receives an electronic Notification from ERCOT via MarkeTrak with an assigned MarkeTrak number along with the information needed regarding the inadvertent Switch/MVI:
(1)
CNP will record this information into its internal inadvertent Switch/Move-In spreadsheet.
(2)
Designated team members will monitor MarkeTrak daily for any requests that requires attention and/or action from CenterPoint Energy and respond appropriately to each Notification received.
(3)
When a CR sends the original unique transaction reference number (BGN02) for a backdated Move-In (MVI), CNP will update MarkeTrak issue and add the original Tran ID into the comments preceded by the day we received the e-mail containing the BGN02.  This will update or upgrade the status from Pending CR Action to In Progress.
(4)
At the end of the Business Day, all ESI ID’s with a status of In Progress are added to CNP’s internal Safety Net Spreadsheet database, which allows back-dated transactions to be accepted by CNP for that particular ESI ID.   This will prevent the back-dated transaction from being automatically rejected with: Rejection Code of ‘A13’ (Other) and Remarks/Comments field showing “INVALID BACKDATED ORDER NO SN LO OR CL.”
(5)
At the end of the week, designated team members will filter out all MarkeTrak issues received that are currently in CNP’s Safety Net database that have an In Progress status and CNP has received the correct BGN02 requesting the backed dated MVI.  CNP will update its database to show these transactions as Completed unless the transaction is still Pending CR Action prior to resolution. 
(6)
After an Inadvertent Switch/Move-In (MVI) has been open for two (2) weeks (ten (10) Business Days) with no BGN02 or resolution, then CNP will send an e-mail to the responsible parties explaining that CNP considers this issue to be closed unless notified otherwise. If after ten (10) Business Days there is no response from the CR, CNP will consider the issue closed out on their end.
Note:  If a MarkeTrak issue was received providing the BGN02 but the transaction has not been received by CNP after ten (10) Business Days, a separate letter will be sent informing the CR of the situation.  If CNP does not receive a response within ten (10) Business Days, the MarkeTrak issue will be considered closed.
(7)
TDSP 
does have visibility to the MarkeTrak issue. 
(8)
If a Move-In (MVI) is received under the conditions of an inadvertent Switch/ Move-In 
that normally requires a permit, the permitting requirement will be manually waived, only 
if the CR has notified CNP by notation in the comments of the already submitted MarkeTrak issue
identifying each specific ESI ID that would apply for the permit waiver prior to the 
transaction being submitted. 
CNP Correspondence may contain the following terms: 
Completed – The inadvertent Switch or Gain ESI ID has been corrected, which includes correcting the REP of Record history for this ESI ID.
COMPLETED – CNP has recently been informed of the specific MarkeTrak information of the inadvertent Switch scenario, however it has not received any information on how the inadvertent Switch scenario will be rectified, nor has it received any type of follow-up correspondence from the CR or CRs involved. At this point CNP has sent a notice to all parties involved that it is our intention to close the issue on our end if we still do not receive further instructions on handling the Inadvertent Switch scenario.
In Progress – CNP has received prior Notification that the original CR will attempt to regain the Customer via a backdated Move-In (MVI) and will be sending the original Tran ID (BGN02) information.  At this point, we have not yet received, but are expecting a BGN02 reference number to correct the Inadvertent Switch scenario, which corrects the REP of Record history for this ESI ID.
Original Tran ID – This is the unique transaction reference number or also known as the BGN02 that is created by the originator of the Texas SET 814_16 Move-In Request transaction.  This information is required to be provided to CenterPoint Energy by the reporting CR in order for this issued to be Completed as defined above.  
Pending CR Action – CNP has received information of an Inadvertent Switch or Gain via an e-mail Notification to the InadvertentSwitch@CenterPointEnergy.com address. The e-mail notifies CNP of the newly created MarkeTrak issue along with an assigned MarkeTrak Issue Number. At this point we have not received any information on how the Inadvertent Switch scenario will be rectified from the CR or CRs involved. 
 
Inadvertent Switch Group E-mail Address:
InadvertentSwitch@centerpointenergy.com
7.2.2.3
TNMP Inadvertent Process
Inadvertent CR is Current CR of Record
If the inadvertent CR is the current provider of record, the original CR is instructed to send in a backdated MVI with a request date that equals the inadvertent transaction start date plus one (1) day, which will reinstate it as CR of record, if that is its desire.
TNMP will complete the original CR reinstatement MVI on the start date plus one (1) day from the backdated MVI. The inadvertent CR WILL receive an 867_03 Final from TNMP, so both transactions will be in "complete" status in ERCOT's systems. 
If the original CR does not submit a backdated MVI for the inadvertent start date plus one (1) day, but instead chooses to send in a MVI for some date other than this date, then the inadvertent CR WILL receive a 867_03 Final effective for the date of the inadvertent gain plus one (1) day.
TNMP notifies the original CR as well as the inadvertent CR that a backdated MVI request will need to be submitted by the original CR.  TNMP also requests that the original CR submit the BGN Number of the backdated MVI as soon as the number is available.
Another CR is Current CR of Record, other than the Inadvertent CR
If current CR of record is any other than the inadvertent CR, and upon receipt of written authorization from both the original CR and the inadvertent CR involved, TNMP manually resets the liability to the original CR to the inadvertent transaction start date. It is TNMP’s current practice to only do this manual reset for the full period that the inadvertent CR was the CR of record in TNMP’s  systems. No partial or split periods are manually reassigned to the original CR.
It is the responsibility of the original CR to file a data variance MarkeTrak issue to create its liability in ERCOT’s systems, and the responsibility of the inadvertent CR to file a data variance MarkeTrak issue to remove its liability in ERCOT’s systems, in order to keep all Market Participants in synch. 
Both the inadvertent CR and the original CR must manually make whatever changes are necessary to their systems to establish or delete the relationship with the Customer as applicable. This must be done so that when the original CR receives the 810 and 867_03 transactions it does not reject them with an 824 transaction.  A No 867_04s will be generated by TNMP.  
TNMP would then cancel the 810 and 867_03 transactions sent to inadvertent CR for the applicable period, and send them to the original CR instead.  No 867_03 Final will be sent to the inadvertent CR. The original CR will not receive a cancel on the 867_03 Final sent as a result of the inadvertent transaction and must manually make whatever changes are necessary to its systems.
7.2.2.4
TXU Electric Delivery Inadvertent Process
(1)
TDSP does have visibility to the MarkeTrak issue. 

TXU Electric Delivery (Registration) identifies an inadvertent Switch once a MarkeTrak issue is received. TXU Electric Delivery will respond back to the MarkeTrak issue stating:
	“To all:
TXU Electric Delivery has received your MarkeTrak notification regarding an inadvertent switch.  We will be happy to backdate your request to the loss date or up to a maximum of six metering cycles from the date of the MarkeTrak issue.  We request all updates are made within the MarkeTrak issue stating both competitive retailers are in agreement with the changes requested.
If all parties agree, the original competitive retailer will need to submit a backdated move in.  Once the move in is sent, please notify TXU Electric Delivery and we will process as requested.”



 
(2)
Once TXU Electric Delivery receives the approval from both CRs, an request is sent to the regaining CR asking them to send a Backdated Move In to regain the ESI ID.  Once the backdated Move In is received with the new BGN06, the MVI is either:
(a)
Completed if the ESI ID has not billed, or
(b) 
The MVI information is processed internally to begin the backdating process.
Note:  If the MVI would normally require an inspection, conditions of an inadvertent Switch/Move In would allow the TDSP to waive the inspection.  
(3)
Registration will be notified by the internal party once the backdating is complete.
(4)
Upon receipt of notification, Registration will respond to the initial e-mail string from ERCOT stating the Backdating Process has been completed.
A 3rd Party has gained the ESI ID prior to backdating.
TXU Electric Delivery will respond to the MarkeTrak issue from submitting CR stating “Since a 3rd party has gained the ESI ID, TXU Electric Delivery will not be able to backdate this request and considers the MarkeTrak issue resolved.”
A CR denies the Inadvertent MarkeTrak Issue.
TXU Electric Delivery will respond to the MarkeTrak issue stating “Per the CR’s request, TXU Electric Delivery considers this MarkeTrak issue resolved.”
The original CR has already regained the ESI ID prior to the MarkeTrak issue submitted.
TXU Electric Delivery will respond to the MarkeTrak issue stating “Since the original CR has already regained the ESI ID, TXU Electric Delivery will not be able to backdate this request and considers the MarkeTrak issue resolved.”
7.3
Safety Net Move In / Priority Requests Process
7.3.1
Purpose 
This section explains the steps that Market Participants (MPs) will follow when processing safety-net Move-In or priority requests.  This document is not intended to override or in any way contradict P.U.C. Subst. R. 25.487, Obligations Related to Move-In Transactions.  This section represents minimum standards; currently many MPs exceed those standards.
The safety-net or priority Move-In is a manual work-around process used by the Market Participants in the Texas retail electric market to ensure that a Customer receives electric service in a timely manner.    
7.3.2
Appropriate Use of the Safety-Net Process 
The safety-net process should be used for legitimate purposes and not to bypass standard rules and processes.  With the exception of a priority Move-In as detailed below, a REP shall submit a safety-net Move-In request by noon on the Business Day prior to the Customer’s requested Move-In date in the scenarios listed below when it has not yet received confirmation.  A TDU will reject safety-net Move-In requests received earlier than 1200 two (2) days prior to the request date.  The REP can use the safety-net Move-In for customers of all classes, whether their premises are new or old, with or without a set meter.  For all Move-Ins physically completed by this process MPs must work to ensure that the appropriate Premise information and response transactions are sent to and received by all affected parties.  
The following scenarios may lead a REP to submit a safety-net or priority Move-In, but do not represent all the circumstances under which a safety-net/priority Move-In may be used:
(1)
Not-first-in (NFI) reject.  The REP has initiated an 814_16 (Move-In request) transaction, but has received a NFI reject from ERCOT. 
(2)
Priority Move-In.  The Customer has requested, and is willing to pay applicable fees, and the TDU supports priority service, that a TDU connect the meter on the same day that the REP submits the safety-net Move-In request.  An electronic 814_16 must be sent at the same time or before the priority Move-In request.
(3)
814_03 or 814_05 not received.  The REP has submitted an 814_16 transaction, but has not received an 814_05 from ERCOT or the TDU has not acknowledged receipt of 814_03 from ERCOT.  The REP must submit a MarkeTrak issue in conjunction with the safety-net request, if needed, selecting the appropriate TDU.  
(a)
Prior to submitting a MarkeTrak issue, the REP must check the status of its Move-In transaction or verify whether a 997 (acknowledgement) has been received on the 814_16.  
(b)
When submitting the MarkeTrak issue, the REP must include as much information as possible about the ESI ID, including a list of any outstanding transactions displayed on the ERCOT Portal.  
(c)
If after the 7th day from the creation of the MarkeTrak issue, there has been no resolution of the MarkeTrak issue, the Entity that submitted the issue, shall invoke the MarkeTrak escalation procedures.
7.3.3
Procedures
(1)
The REP must submit an 814_16 transaction to ERCOT and note the BGN02 on the safety-net spreadsheet.  
(a)
If the 814_16 that corresponds with the safety-net request is rejected by ERCOT, the REP must resubmit the transaction within two (2) Business Days.  All resubmitted 814_16 transactions must use same requested date as submitted with the original safety-net spreadsheet.   The REP is to submit a MarkeTrak issue after:
i.
receiving two (2) ERCOT rejects, twenty-four (24) hours apart for a MVI transaction for which it has submitted a safety-net Move-In request; or
ii.
not receiving a response from ERCOT on the 814_16 within 48 hours.
(b)
If a subsequent 814_16 transaction is accepted by ERCOT, the REP must update the TDU with the latest BGN02 for its safety-net ESI ID if required by the TDU.  In the event the updated BGN02 is not required by the TDSP, the REP has the option of including the updated information in the spreadsheet and the TDSP will not reject the spreadsheet.
i.
All updates must reference the original MVI request date.
ii.
The update e-mail must be in the format outlined in section 4(b) below.
(2)
A REP determines that the TDU will be unable to complete a Move-In on the Customer’s requested date unless it initiates a safety-net Move-In.
(3)
To initiate a safety-net Move-In, the REP sends an e-mail with an Excel spreadsheet attachment containing the Customer’s ESI ID to the TDU using the market-approved spreadsheet format.  See Appendix A1.
(4)
Safety-net spreadsheet should only contain ESI IDs that correspond to the expected TDU action.  Safety-net Move-In requests are subject to TDU charges as contained in their respective tariffs.  Some TDUs may require that REPs send priority Move-In requests to a different e-mail address.
(a)
The market has approved the following format for the safety-net e-mail subject line:
Table 1. Standard Subject Lines for Safety-Net E-mails
	Subject Line
	Used For
	Submitted By

	[REP Name] – Safety-net – CANCEL – [Date Requested]
	Canceling previously submitted safety-net request
	REP

	[REP Name] – Safety-net – PRIORITY – [Date Requested]
	Same day Move-In request
	REP

	[REP Name] – Safety-net – [Date Requested]
	Next day Move-In request
	REP

	[REP Name] – Safety-net – UPDATE – [Date Requested]
	Providing updated BGN02
	REP

	[TDU Name] – Safety-net – RESPONSE – [Date Requested]
	Status of safety-net request
	TDU


(b)
The REP must use an Excel spreadsheet (unless CR and TDSP agree on a different format) with the following data fields to submit safety-net Move-In requests to the TDUs (spreadsheets will not be rejected for format discrepancies):
Table 2. Safety-Net Spreadsheet Format
	Column
	Field Name
	Note
	Data Attributes

	
	
	
	Type
	Length
(Min. / Max.)

	(1)
	ESI ID
	(required)
	AN
	1 Min. / 80 Max.

	(2)
	Customer Contact Name
	(required)
	AN
	1 Min. / 60 Max.

	(3)
	Customer Contact Phone
	(required if available)
	AN
	1 Min. / 80 Max.

	(4)
	MVI Street Address
	(required)
	AN
	1 Min. / 55 Max.

	(5)
	MVI Apartment Number 
	(if applicable)
	AN
	1 Min. / 55 Max.

	(6)
	MVI ZIP
	(required)
	ID
	3 Min. / 15 Max.

	(7)
	MVI City
	(required)
	AN
	2 Min. / 30 Max.

	(8)
	CR DUNS Number
	(required)
	AN
	2 Min. / 80 Max.

	(9)
	CR Name 
	(prefer D/B/A to corporate name)
	AN
	1 Min. / 60 Max.

	(10)
	MVI Request Date
	(required)
	DT
	8 Min. / 8 Max.

	(11)
	Critical Care Flag
	(optional)
	AN
	1 Min. / 30 Max.

	(12)
	BGN02 
	(required)
	AN
	1 Min. / 30 Max.

	(13)
	Notes/Directions 
	(optional)
	AN
	1 Min. / 80 Max.

	(14)
	REP Reason for Using Spreadsheet
	(optional –free form)
	AN
	1 Min. / 80 Max.


(c)
Priority Move-In requests are subject to TDU charges as contained in their respective tariffs.  Timing for priority Move-Ins will be consistent with documentation already in the market describing the process for those TDUs that offer priority Move-Ins. 
  Table 3. TDU Timelines for Processing PRIORITY Requests
	AEP
	1700 today

	CNP
	Service not tariffed

	TXU Electric Delivery
	No specific timeline

	TNP
	1300 today


(d)
A REP must submit safety-net Move-In requests by noon on the Business Day previous to the requested Move-In date.
(5)
If the REP wants to cancel a safety-net Move-In, it must notify the TDU by e-mail to the same place where the original request was sent.  If the REP does not notify the TDU of a cancellation, the TDU will Complete the Move-In request, and the REP will be responsible for the Customer’s consumption and all applicable discretionary charges.
(a)
The REP’s e-mail Notification must follow the format outlined above in section 4(a) and (b).
(b)
If a REP cancels a NEXT-DAY Move-In by 1700 the previous day, the TDU will not apply any charges.
(c)
If a REP cancels a safety-net Move-In on the requested date, the TDU may charge the REP a trip charge in accordance with TDU tariffs for canceling the safety-net Move-In.  
(d)
If the TDU has already Completed the safety-net Move-In and it is too late to cancel, the REP must initiate a MarkeTrak issue to return the Premise to the original REP.
(6)
When processing safety-net e-mails, TDUs will work CANCELS as highest priority, then same-day priority request, and then next-day requests.  
(7)
TDU responses to REPs.
(a)
TDUs shall notify the REP of all safety-net Move-In requests that could not be Completed on an ESI ID by ESI ID basis.  TDUs shall respond immediately or within two (2) Business Days of receipt of the request, depending on the reason noted in the table below (spreadsheets will not be rejected for format discrepancies). 
Table 4. TDU RETURN CODES
	Response Code
	Description
	Data Attributes

	
	
	Type
	Length Min/Max

	A76
	ESI ID Invalid or Not Found
	Immediate
	AN
	1 Min. / 30 Max.

	API
	Required information missing
	Immediate
	AN
	1 Min. / 30 Max.

	PT
	Permit Required
	Immediate
	ID
	1 Min. / 2 Max.

	9
	Completed Unexecutable
	Two (2) Business Days after the Completed Unexecutable date
	ID
	1 Min. / 2 Max.

	Completed Unexecutable Code
	See table in Attachment A
	Two (2) Business Days after the Completed Unexecutable date 
	AN
	1 Min. / 30 Max.

	Completed Unexecutable Free Form Text
	Field crew notes for why not Completed – if available
	Two (2) Business Days after the Completed Unexecutable date 
	AN
	1 Min. / 80 Max.


(b)
The TDU shall respond to the REPs regarding unexecutable safety-net requests completed each day using the spreadsheet format in the table below.  Appendix A2 contains the TDSP MVI Safety Net Response spreadsheet.  The TDU may use codes in Appendix B or free form text (field notes) to respond to the REP.  Note – the ESI IDs in the response e-mails may not match one-for-one with those sent on the original safety-net spreadsheet because, for example, TDUs will not be aware of certain unexecutable conditions until after a field crew has been sent.  
Table 5. TDU Response Spreadsheet Format
	Column
	Field Name
	Note
	Data Attributes

	(1)
	ESI ID
	(required)
	AN
	1 Min. / 80 Max.

	(2)
	MVI Street Address
	(required)
	AN
	1 Min. / 55 Max.

	(3)
	MVI Apartment Number
	(if applicable)
	AN
	1 Min. / 55 Max.

	(4)
	MVI ZIP
	(required)
	ID
	3 Min. / 15 Max.

	(5)
	MVI City
	(required)
	AN
	2 Min. / 30 Max.

	(6)
	CR Name
	(prefer D/B/A to corporate name)
	AN
	1 Min. / 60 Max.

	(7)
	MVI Request Date
	(required)
	DT
	8 Min. / 8 Max.

	(8)
	BGN02
	(optional)
	AN
	1 Min. / 30 Max.

	(9)
	TDU Return Code
	(required)
	AN
	1 Min. / 30 Max.

	(10)
	Completed Unexecutable Description
	(optional)
	AN
	1 Min. / 80 Max.


(8)
The REP establishes its rights to serve a Customer at the Premise identified by the safety-net Move-In ESI ID beginning from the date the TDU connects service to the Premise.
(9)
TDU billing: 
(a)
The date the TDU connects service to the Premise is the Effective Date for all wires charges and fees associated with the safety-net Move-In ESI ID.  The Effective Date must be the same as the date submitted on the 867_04 transaction.
(b)
The TDU may not issue wires charges and fees or consumption records until the REP submits the 814_16 electronic transaction.  
(10)
Because the REP had submitted an 814_16 for the safety-net ESI ID, the TDU should receive an 814_03 transaction for the ESI ID from ERCOT by the 5th day after the REP submitted the safety-net e-mail.  
7.13
Interval Data Recorder (IDR) Optional Removal/Installation Process
7.13.1           IDR Optional Removal Process
Pursuant to Protocols Section 18.6.7, IDR Optional Removal Threshold, a Competitive Retailer (CR) upon a Customer’s request, may request removal of an IDR at a Premise.  This section details the steps that Market Participants shall follow when processing such IDR optional removal requests.
7.13.1.1         Customer Request
(1) Upon request by a Customer or authorization to their CR to remove an IDR, the CR shall first validate that the request satisfies the requirements of Protocol Section 18.6.7. 
(a)
If the request satisfies the Protocol requirements, the CR shall complete the IDR Optional Removal Request Form and submit it by e-mail to the appropriate TDSP for processing at the TDSP’s e-mail address listed below.  For existing Customers, the request form shall be submitted to the TDSP within ten (10) Retail Business Days of the Customer’s request to their CR.  For new Customers, the request shall be submitted to the TDSP within ten (10) Retail Business Days of the request to their CR, provided that at least forty five (45) consecutive days of usage has been covered by meter readings and the Customer has communicated the request to the CR no more than one hundred twenty (120) consecutive days since the Customer’s move-in date.
i. 
AEP – crrtx@aep.com 
ii. 
CNP – CR.Support@CenterPointEnergy.com 
iii. 
Nueces – eflores@nueceselectric.org 
iv. 
Sharyland – egarcia@su-power.com 
v. 
TNMP – MV90operator@tnpe.com 
vi. 
TXUED – meteringservices@txued.com  
(b)
If the request does not satisfy the Protocol requirements, the CR shall inform the Customer that the request cannot be honored, per Section 7.13.1.3(3) below.
(2) If a Customer contacts the TDSP directly to request removal of an IDR, the TDSP shall refer the Customer to their CR to initiate the request, regardless of the option a CR has chosen for service order request.
7.13.1.2
IDR Optional Removal Request Form 
The CR must complete all relevant sections of the IDR Optional Removal Request Form found in Appendix H1, including: 
(1)
CR name, CR contact name, phone number, CR contact email address, date the request is sent to the TDSP, and the name of the TDSP.  
(2) 
In addition, for each applicable ESI ID, the form must include: 

the associated service address;
(a) An indicator appropriately identifying each as an existing Customer or a new Customer;
(b) For an existing Customer, the twelve (12) month actual peak demand;
(c) For a new Customer, the actual peak demand since the move-in date; and
(d) The date the Customer made the request to the CR.
An incomplete request form may be rejected by the TDSP, whereupon the CR shall add the missing information and resubmit the request form with a new date that the request is sent to the TDSP.
7.13.1.3
TDSP Processing
(1) 
Within ten (10) Retail Business Days of receipt of the IDR Optional Removal Request Form, the TDSP shall verify usage and Customer history for the requested ESI ID(s) and determine if the request satisfies the requirements of Protocol Section 18.6.7.
(a)
If the request satisfies the Protocol requirements, the TDSP shall 
i. 
Complete the appropriate sections of the request form indicating that the ESI ID does qualify for an IDR removal and the estimated date of removal, and
ii. 
Return the completed request form by e-mail to the originating CR.
(b)
If the request does not satisfy the Protocol requirements, the TDSP shall 
i. 
Complete the appropriate sections of the request form indicating that the ESI ID does not meet the qualifications for an IDR removal and include supporting evidence, and 
ii. Return the completed request form by e-mail to the originating CR.
(2)  
For requests where there is mutual agreement by the CR and TDSP that the applicable Protocol requirements have been satisfied, the TDSP shall proceed with scheduling the removal of the IDR.   
(a)
The IDR removal must be completed no later than the Customer's second billing cycle after the date on which agreement is reached. 
(b)
The TDSP shall send the appropriate Texas SET transaction to change the Profile Type Code and the Meter Data Type Code as directed by the Load Profiling Guide  along with all applicable meter data.
(c)
A TDSP may elect to virtually remove an IDR, however, the virtual removal must comply with the provisions of (2)(a) and (2)(b) immediately above. 
(d)
IDR optional removals are subject to applicable TDSP Tariff charges.  Consult each TDSP’s Tariff for complete details.
(3)
For requests where the TDSP has determined that the applicable Protocol requirements have not been satisfied and the CR concurs, the CR will provide the Customer with sufficient evidence as to why the request for IDR removal was denied.  Such evidence shall include the Customer’s demand history and the applicable Protocol language.  Customer’s inquiries or complaints regarding the processing of the IDR Removal request will be handled in accordance with P.U.C.T. Subst. R. 25.485, Customer Access and Complaint Handling. 
(4)
For requests where the TDSP has determined that the applicable Protocol requirements have not been satisfied and the CR disputes the TDSP’s determination, the CR may use the MarkeTrak process, if appropriate, to resolve any disputes arising from the IDR optional removal process.  If a MarkeTrak resolution is not possible for a dispute, the CR may request Alternative Dispute Resolution in accordance with Protocol Section 20, Alternative Dispute Resolution Procedure. 
(5)
For all IDR removals that have occurred and subsequently are determined to have been removed erroneously, an IDR must be re-installed. The discovering party shall notify the CR and/or TDSP as appropriate; both the CR and the TDSP shall mutually agree upon an IDR re-installation date.  
7.13.2 

Interval Data Recorder (IDR) Installation Process
Pursuant to Protocols Section 18.6.1, Interval Data Recorder (IDR) Installation and Use in Settlement, this section details the steps that Market Participants shall follow when processing a Mandatory or Optional IDR installation. 
7.13.2.1
IDR Requirement Report 
 The IDR Requirement Report consists of the following criteria:
(1)
Report Generation

The IDR Requirement Report is generated on the second calendar day of each month.  In addition to the ESI IDs that are already on the IDR Requirement  Report, the ERCOT system identifies active and de-energized ESI IDs that meet the IDR mandatory installation threshold as defined in Protocol Section 18.6.1, Interval Data Recorder (IDR) Installation and Use in Settlement, and are not assigned the BUSIDRRQ Profile Type.
(2)
Posting of the Report

ESI IDs that meet the above criteria are placed on the IDR Requirement Report, which is available on ERCOT’s Market Information System (MIS) to the respective CRs (REP of Record), TDSPs, and the PUCT.  Should an ESI ID listed on the report Switch to a different CR that ESI ID would show up on the Gaining CR’s report, and will no longer appear on the report of the Losing CR.  Updated IDR Requirement Reports are normally posted on the second calendar day of each month.
(3)
Resolution

ESI IDs listed on the IDR Requirement Report ordinarily remain on the report until an IDR is installed and the Profile ID has been changed to reflect a Profile Type of ‘BUSIDRRQ’ and a Meter Data Type of ‘IDR’.  The month and year of the IDR installation will be shown in the ‘Month Resolved’ column for the next three monthly reports, after which the ESI ID is dropped from the report
The ‘Month Resolved’ column for each ESI ID will:
(a)
Be blank if one-hundred twenty (120) calendar days have not yet passed since the ESI ID first appeared on the report;
(b)
Show the month and year that the IDR was installed and the Profile Type was changed (via TX SET transaction) to BUSIDRRQ; or
(c)
Show ‘Overdue’ if one-hundred twenty (120) calendar days have passed since the ESI ID first appeared on the report and the Profile Type has not been changed to BUSIDRRQ as a result of the required IDR being installed. 
If an ESI ID was placed on the IDR Requirement Report because of one (1) or more errors (e.g., incorrect meter reads), the TDSP shall submit market transactions to correct the error(s) or contact the appropriate ERCOT Retail Account Manager to explain the situation and request that the ESI ID be manually removed from the IDR Requirement Report.  ERCOT shall take action to correct subsequent IDR Requirement Reports following such notification.
7.13.2.2 
Mandatory IDR Installation Process  
Each month following ERCOT’s publishing of the IDR Requirement Report, the CR has thirty (30) calendar days to verify that each ESI ID satisfies the requirements of Protocol Section 18.6.1 and if so, initiate the appropriate request to the TDSP or notify the TDSP of any discrepancies for investigation. 
(1)
If the IDR installation request satisfies the Protocol requirements, the CR shall initiate a request to the TDSP for an IDR to be installed using one of the following options: 
(a)
Send the appropriate TX SET Service Order Request transaction requesting an exchange of the current meter to an IDR installation, also included in the TX SET transaction the CR will provide in the comments/text field the reason for the exchange request (example, ESI ID met mandatory install requirements) along with all CR and Customer contact information in order that the TDSP can appropriately coordinate and schedule the request with the CR and/or Customer.
(b)
Complete the IDR Installation Request Form (Appendix H2) and submit it by e-mail to the appropriate TDSP for processing at the TDSP’s e-mail address listed below. 
i.
AEP - crrtx@aep.com 
ii.
CNP - CR.Support@CenterPointEnergy.com 
iii.
Nueces - eflores@nueceselectric.org 
iv.
Sharyland - egarcia@su-power.com 
v.
TNMP - MV90operator@tnpe.com 
vi.
TXU ED - meteringservices@txued.com 
(c)
Submit the request via TDSP’s website where available.  Currently, TXU Electric Delivery is the only TDSP with this option.
(2)
If an ESI ID appears on the report, but the CR determines that a Customer does not want to have an IDR installed and meets the criteria specified in Protocol Section 18.6.7, IDR Optional Removal Threshold, which would allow an IDR to be removed the CR shall contact the appropriate ERCOT Retail Account Manager and explain the reason why the CR will not request an IDR installation for this ESI ID.  The CR shall also notify the TDSP of reason(s) that an IDR installation will not be requested.  Upon receipt of such notification the TDSP shall determine whether the reason(s) satisfy the requirements of Protocol Section 18.6.7.  If the reason(s) do not satisfy the Protocol requirements, the TDSP shall notify the CR of its findings along with all supporting evidence.  If the reason(s) do satisfy the Protocol requirements, the TDSP shall not install the IDR. 
(3)
If after one hundred twenty (120) days of the ESI ID appearing on the report the TDSP has not received notification of either a dispute of an IDR requirement or an ESI ID qualifying for optional removal as identified in proceeding paragraph, the TDSP may proceed with the IDR installation only after providing notification to the CR of the TDSP’s intent to perform the installation. Upon completing the installation, the TDSP shall provide market notification of the installation through normal market transactions.
(4)
In the absence of a CR request, the TDSP shall not install an IDR for an ESI ID prior to one-hundred twenty (120) days of the ESI ID first appearing on the report.   
(5)
Costs associated with mandatory installation of IDRs by TDSPs shall be the responsibility of the TDSP.  
If a CR determines that an ESI ID appears on the IDR Requirement Report in error, the CR shall notify the TDSP for that premise.  If the TDSP agrees with the CR’s determination, the TDSP shall submit the appropriate TX SET transaction(s) to correct the error(s) as specified in Section 7.13.2.1 of this Retail Market Guide, IDR Requirement Report.  If the CR and TDSP cannot come to an agreement concerning the IDR requirement for an ESI ID, either party may use the MarkeTrak process, if appropriate, to resolve any disputes.  If a MarkeTrak resolution is not possible for a dispute, either party may request Alternative Dispute Resolution in accordance with Protocol Section 20, Alternative Dispute Resolution Procedure. 
TDSP processing of Mandatory IDR installations are as follows:
(1) 
Within ten (10) Retail Business Days of receipt of the IDR Installation Request Form, the TDSP shall:
(a)
Complete the appropriate sections of the request form indicating TDSP contact name and telephone number, contact email address, along with estimated date of IDR installation; and
(b)
Return the completed request form by e-mail to the originating CR.
i.
The IDR installation must be completed no later than the Customer's second billing cycle after the date the completed installation request was received by the TDSP. 
ii.
The TDSP shall send the appropriate Texas SET transaction to change the Profile Type Code and the Meter Data Type Code of the Load Profile ID as directed by the Load Profiling Guide along with all applicable meter data.
7.13.2.3
Optional IDR Installation Request Process 
Upon a Retail Customer’s request to a CR for installation of an IDR at a specific premise, the CR shall verify that the IDR installation would be consistent with Protocols Section 18.6.7.  If so, the CR shall then request the TDSP to initiate the installation, per Section 7.13.2.2 (a) of this Retail Market Guide.  
Once the TDSP receives the optional IDR installation request from the CR, the TDSP shall verify that the request satisfies the requirements of Protocol Section 18.6.7. If the request does not satisfy the Protocol requirements, the TDSP shall notify the CR of its findings along with all supporting evidence.  If the request satisfies the Protocol requirements, the TDSP shall install the IDR no later than the Customer's second billing cycle following receipt of a valid request. 
The TDSP shall then submit the appropriate Texas SET transaction to change the Profile Type Code and the Meter Data Type Code of the Profile ID as directed by the Load Profiling Guide, along with all applicable meter data.
(1)
If a Customer contacts the TDSP directly to make an optional request for the installation of an IDR, the TDSP shall refer the Customer to its Competitive Retailer to initiate the request, regardless of the option a CR has chosen for service order request.
 (2)
IDR optional installations are subject to applicable TDSP tariff charges.  Consult each TDSP’s tariff for complete details.
7.13.2.4
IDR Installation Request Form 
If a CR chooses to make its request to the TDSP by sending the IDR Installation Request form, the CR must complete all relevant sections of the request form found in Appendix H2 including: 
(1)

CR name, CR contact name, telephone number, CR contact email address, date the  
request is sent to the TDSP, and the name of the TDSP.  
(2)

In addition, for each applicable ESI ID, the form must include: 
(a)
Customer contact information, which includes name, primary phone number, additional contact numbers, if available, any special time customer is available for contact or instructions to assist TDSP with coordinating and scheduling installation;  and
(b)
The associated service address; and
(c)
The actual peak demand for the most recent twelve (12) months.
An incomplete request form may be rejected by the TDSP, whereupon the CR shall add the missing information and resubmit the request form reflecting the date that the request is being resubmitted to the TDSP.
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