Communication Issues to CCWG

Timing-  DEWG discussions focused on identifying issues related to the timing of Market Notices.  There is significant frustration in the time lag on Initial Market Notices, while Follow-up Notices and Final Notices appear to be more timely.  DEWG discussed a formal notification process for issues under the high-level outline below:

· Initial Notice to identify known or potential issues with basic information (extracts posted date, trade date if applicable etc.) to identify to Market there is a concern as soon as the issue is identified by a Market Participant or by staff
· Follow-up Notice to identify root cause and solution, if possible a timeline for resolution
· Final notice on Resolution, Lessons Learned

· Additional discussion needed on the daily notices that provide updates on the issues, as there were comments that indicate the daily updates on certain extracts and reports are critical for tracking progress and knowing when data/information is or is going to be available
· Timely updates of the re-settlement calendar on off-cycle re-settlements was also discussed using the example of the recent re-settlement of the first week of November.
Content-  DEWG members are frustrated by content of Market Notices
· Detail in market notice should include information helpful to identify the impacts to market participants
· For Resettlements- Charge Codes impacted (aside from Load Based Charges), bill determinants, calendar of resettlement, and dollar impact if known 

· For Extracts and Reports- More information on what days the reports/extracts posted, what was missing, what extracts are impacted and when corrected extracts are expected to be delivered

Communications- DEWG members discussed past examples of communication issues when trying to get answers from ERCOT.  The group divided the types of communication issues into three areas:
1. Client Rep to Client

· Question on data issues on whether we should go to Client Rep or Help Desk.  It appeared that Help Desk is the first level of notification that should take place and Client Rep at level 2.  Many issues are reported to both Client Rep and Help Desk

· Is there a issue tracking system reported by customers from other customer issues?  No means of currently viewing help desk tickets.

· Remedy System in design to enhance current ticketing system

· Delayed responses and no response issues are declining
2. Help Desk to Client REP
· Internally at ERCOT how should the communication process flow when Help Desk is notified of an issue
· Some concerns were voiced over the lack of detail that is provided by Help Desk, which is why many Market Participants go to Client Reps
3. Client REP to Client REP

· Are Client Reps sharing information on issues
· It is a human ad hoc process of information share
· Technical solutions pending (Remedy)

Escalation of Issues- DEWG discussed the topic of issue escalation in the following three areas:
· ERCOT to ERCOT- How does ERCOT escalate issues from Help Desk/Client Rep to EIS/Commercial Ops/Commercial Ops IT.  ERCOT will report back on this through a list of questions designed to better understand the organizational structure across EIS/Commercial Ops/Commercial Ops IT.
· Market Participant Escalation of Issues to ERCOT- How can Market Participants better escalate issues to ERCOT on issues that require immediate attention
· DEWG to Other Working Groups and COPS- This exercise promotes an example of that escalation as DEWG is seeking assistance from CCWG to fine-tune or define in more detail the communication process.
