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1.
Introduction

The Texas Nodal Program is developing and deploying new systems and interfaces to support the nodal market. These systems will be deployed and available to the market for testing and qualification purposes as Early Delivery Systems (EDS).  

Each EDS release is a deployment of new applications, hardware, functions and processes to satisfy the objectives of the ERCOT Nodal Transition Plan. Information on EDS timelines and other details can be obtained on the Nodal website at http://nodal.ercot.com/docs/pd/irt/index.html#oth, or by referring to the latest version of the Approach documents listed in “Related Documents” table above. 

For questions related to Registration and Qualification requirements or for general inquiries related to EDS environments, Market Participants are advised to contact their ERCOT Account Managers. They may also call the Nodal transition helpline at (512) 248-3900 or contact via e-mail at TexasNodal@ercot.com.

This document is a memorandum of understanding between ERCOT and Market Participants for supporting the EDS environment during TBD – 09/30/2007 (Effective Period).

2.
Scope

The service levels and targets apply to all the computerized systems and interfaces deployed in the EDS environment during the Effective Period. Service levels and targets are effective only when functionality has been deployed.
Not in scope
These service levels and targets do not apply to the business processes. For example, ICCP Service requests are covered by the process defined in the following document: ICCP Service Request Process v1.0.  

3.
Service Availability

	
	Service Parameter
	Specification



	1. 
	Hours of operation


	24 x 7

	2. 
	Availability Target (in % terms)
	ERCOT will maintain availability on best effort basis. 

Note: 

Systems Monitoring capability doesn’t exist in the near term. Availability Target percentage will be defined when Systems Monitoring capability becomes available. 


	3. 
	Planned Outage Window
	8:00 AM – 10:00 AM CT Wednesdays and anytime during non-business hours. 




4.
Support

	
	Service Parameter
	Specification



	4. 
	Support Hours


	4/1/2007 – 9/30/2007

8:00 AM – 5:00 PM CT Business Days

10/1/2007 – 11/30/2007

8:00 AM – 5:00 PM CT Business Days

After Hours: On call support

Note:

During peak demand, ERCOT team will coordinate with Market Participants to provide extended testing hours as needed.



	5. 
	Support Contact Information
	For general inquiries related to EDS activities or for questions related to Registration and Qualification, Market Participants may:

· Directly call their Account Managers.   

· Or, call Nodal Transition helpline: (512) 248-3900

· Email: TexasNodal@Ercot.com
For technical questions and problem resolution, Market Participants are advised to call IT Console Ops (also called Help Desk): 
· Phone: (512) 248-6800

· Email: HelpDesk@Ercot.com




5.
Metrics

	
	Parameter
	Specification



	6. 
	Availability, Performance and Problem Management Metrics Collection
	Availability Metrics: 

Systems Monitoring capability doesn’t exist in the near term. Availability metrics will be generated when Systems Monitoring capability becomes available. 

Performance Metrics:

Telemetry and State Estimator performance results will be posted on the ERCOT MIS portal. These reports will reflect the performance of each Market Participant. 

Refer to EDS Approach documents for more details.

Problem Management Metrics:

Market Participant’s calls initiated via Helpdesk and corresponding resolution details will be captured via Helpdesk Trouble ticketing systems. 




6.
Change Control

A change to this document can be requested either by Market Participants (represented by TPTF) or by ERCOT at any time. All changes must be reviewed and approved by ERCOT stakeholders listed in the Reviews and Approvals section below.  

7.
Reviews and Approvals

	Area of Responsibility


	Name
	Reviewed / Approved


	Date

	Wholesale Client Services
	Patrick Coon
	Reviewed
	05/21/07

	IT Infrastructure and Operations
	David Forfia
	Reviewed
	07/17/07

	Nodal IRT team – Project Management
	Daryl Cote
	Reviewed
	07/17/07

	TPTF
	Group
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