TAC Action Report


	RMGRR Number
	065
	RMGRR Title
	Disconnect and Reconnect for Non-Payment Updates and Corrections

	Timeline
	Normal
	Action
	Approved

	Date of Decision
	December 4, 2008

	Guide Section Requiring Revision
	7.6, Disconnect and Reconnect for Non-Payment Process

	Proposed Effective Date
	January 1, 2009

	Priority and Rank Assigned
	Not applicable.

	Revision Description
	This Retail Market Guide Revision Request (RMGRR) updates language in the Retail Market Guide (RMG) to reflect the Transmission Distribution Service Provider’s (TDSP’s) current procedures for disconnect and reconnect for non-payment requests.  Corrections were also made to remove “Electric Delivery” from Oncor’s name throughout this Section.

	Overall Market Benefit
	Improved accuracy and clarity of the Disconnect for Non-Pay (DNP) and Reconnect for Non-Pay (RNP) Sections.

	Overall Market Impact
	Enhanced Market Participant (MP) efficiency.

	Consumer Impact
	MP clarification of current DNP and RNP process allows MPs to better address Customer questions and concerns regarding reconnection requests.

	Procedural History
	· On 08/12/08, RMGRR065 was posted.

· On 09/10/08, RMS considered RMGRR065.

· On 10/06/08, an Impact Analysis was posted.

· On 10/15/08, RMS considered the RMS Recommendation Report and Impact Analysis. 
· On 10/30/08, Texas SET comments were posted.

· On 11/12/08, RMS again considered the RMS Recommendation Report and the Impact Analysis.

· On 12/04/08, TAC considered RMGRR065.

	RMS Decision 
	On 09/10/08, RMS unanimously voted to recommend approval of RMGRR065.  All Market Segments were present for the vote.  
On 10/15/08, the RMS Chair referred RMGRR065 to the Texas SET Working Group for further review. 

On 11/12/08, RMS unanimously voted to recommend approval of the RMS Recommendation Report as amended by Texas SET comments and endorse the Impact Analysis.  All Market Segments were present for the vote.

	Summary of RMS Discussion
	On 09/10/08, there was discussion to confirm that all reconnect requests were actually completed within forty-eight (48) hours. TDSPs confirmed that all RNP requests were completed within forty-eight (48) hours of the time the request are received; regardless of weekends or holidays.  An explanation was provided for the deletion of Section 7.6.1.1, Retail Electric Provider Certification.  With the implementation of TX SET Version 3.0, all Retail Electric Providers (REPs) are required to certify that they can submit the 650_01 transaction therefore; there was no longer a distinction between Affiliated REP (AREP) and REP.

On 10/15/08, the RMS Chair removed RMGRR065 from the agenda and referred it to the Texas SET Working Group. 
On 11/12/08, there was no discussion. 

	TAC Decision 
	On 12/04/08, TAC unanimously voted to recommend approval of RMGRR065 as recommended by RMS.  All Market Segments were present for the vote.

	Summary of TAC Discussion
	On 12/04/08, there was no discussion.


	ERCOT/Market Segment Impacts and Benefits


	Assumptions
	1
	These changes will have no cost impacts to ERCOT since this process and associated TX SET transactions are communicated point to point between Competitive Retailer (CR) and Transmission Distribution Service Provider (TDSP) only.

	
	2
	Changes identified in this RMGRR should be immediate since they are being performed today by TDSPs, however the Guide did not accurately reflect those processes and procedures.

	
	3
	MP clarification of current DNP and RNP process allows MPs to better address Customer questions and concerns regarding reconnection request.

	
	4
	

	Market Cost
	
	Impact Area
	Monetary Impact

	
	1
	No impacts to the Market were identified.
	

	
	2
	
	

	
	3
	
	

	
	4
	
	

	Market Benefit
	
	Impact Area
	Monetary Impact

	
	1
	Enhanced MP efficiency.
	Correcting/updating the Retail Market Guide documented process will allow MPs to better manage their internal DNP and RNP procedures.

	
	2
	Enhanced MP efficiency.
	May result in better management of Customer expectations when Customer(s) are requesting reconnects.     

	
	3
	
	

	
	4
	
	

	Additional Qualitative Information
	1
	

	
	2
	

	
	3
	

	
	4
	

	Other Comments
	1
	

	
	2
	

	
	3
	

	
	4
	


	Comments Received

	Comment Author
	Comment Summary

	Texas SET 103008
	Proposed language changes to provide further clarification of TDSP processes.


	Original Sponsor

	Name
	Rob Bevill and Kathy Scott on behalf of Texas SET Working Group

	Company
	Green Mountain Energy Company/CenterPoint Energy

	Market Segment
	Green Mountain - Independent REP/CenterPoint Energy - IOU


	Proposed Guide Language Revision


7.6
Disconnect and Reconnect for Non-Payment Process 

The Disconnect (DNP) and Reconnect for Non-Payment (RNP) process was developed to provide Market Participants (MP) with market approved guidelines to support disconnect and reconnect transactions and business processes as allowed or prescribed by P.U.C. Subst. R. 25.483, Disconnection of Service.

The purpose of this DNP and RNP process is to provide MPs 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. 

The terms and acronyms below shall have the corresponding meaning when used in this Section.



Collection Day

The hours of operation for collection and payment services at the Competitve Retailer (CR).

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). 

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 Transmission and/or Distribution Service Provider’s (TDSP) control.  

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

Field Operational Day

The normal hours of operation for field services at the TDSP. 

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, Move-Ins (MVIs), Move-outs (MVOs) ).  These overflow service requests will be scheduled for the next available field operational day until the order is successfully completed or completed unexecutable.
Pending
Any order that is received prior to the requested completion date.

Retail Business Day

0800 to 1700 CPT Monday through Friday excluding observed company holidays, as outlined on the TDSP websites.  
Same Day
As defined in the standard TDSP Tariff for Retail Delivery Service 

Service Order Request

The Texas Standard Electronic Transactions (Texas SET) 650_01 issued from the CR to TDSPs requesting field work.  
Service Request

Same as above.
Standard

As defined in the standard TDSP Tariff for Retail Delivery Service

Acronyms

ANSI

American National Standards Institute

CPT

Central Prevailing Time

CR

Competitive Retailer

DNP

Disconnect for Non-Pay

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

TDSP

Transmission Distribution Service Provider

Processes for the following TDSPs are included in this document.  Some of these TDSPs are identified by an acronym.  These are identified below.  

AEP

American Electric Power

CNP

Centerpoint Energy
Oncor

Oncor 
SULP

Sharyland Utilities, L.P

TNMP

Texas New Mexico Power

7.6.1

Assumptions and Market Processes



7.6.1.
Forecasts

CRs will provide to the TDSPs 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 C1, Weekly REP Disconnect for Non-Payment Forecast, for the REP forecast template.  These forecast spreadsheets will be e-mailed to the designated TDSP contact listed in Section 7.6.7.2, Disconnect Forecast Contact, of this section 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 TDSPs to plan and allocate Resources in order to complete disconnect and subsequent reconnect service orders. 

7.6.1.2
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 by Oncor for a new CR of Record, a forced move-out will be created for the previous CR of Record.  Any subsequent disconnect or Move-Out Request issued from the previous CR will be rejected upon receipt as not CR of Record by Oncor.

For all other TDSPs, if a safety-net move-in has been received and completed for a new CR of Record, but the supporting Electronic Data Interchange (EDI) transaction has not been received, any subsequent disconnect or Move-Out Requests received by the TDSP will be completed.

Upon Notification from the CR of an inadvertent disconnect or move-out that has been completed by the TDSP, the TDSP will restore service following the procedures outlined in Section 7.6.5.1, Emergency Reconnects, of this guide.

Any TDSP 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.

7.6.2
Process Overview

7.6.2.1
DNP Process Overview

CR credit cycle reveals Electric Service Identifier (ESI ID) population subject to DNP. 

CR performs internal validations prior to issuing disconnection requests. 

CR submits 650_01, Service Order Request for disconnection according to Texas SET guidelines no later than two (2) Retail Business Days prior to requested completion date. Orders not received with at least two (2) Retail Business Days advance notice will be scheduled for two (2) Retail Business Days from date of receipt.

In the event that the TDSP does not complete the DNP service request within three (3) Retail Business Days of the original requested date (and was provided two (2) Retail Business Days notice), the TDSP shall reference the YES or NO authorization found in the Friday Authorization for Overdue Disconnect for Non-Payment segment of the 650_01 transaction and will reschedule Friday orders with the NO flag for the next Retail Business Day.  AEP, TNMP and Oncor will utilize the Friday Authorization segment of the 650_01 transaction regardless of the overdue status and will reschedule Friday orders with the NO flag for the next Retail Business Day.  
TDSP receives 650_01 transaction and performs validations.

For orders that do not pass validations, a 650_02, Service Order Complete, Complete Unexecutable, Reject Response, or Notification of Permit Required reject transaction will be created with the appropriate code and reason and sent to the CR.  

If the transaction does not pass American National Standards Institute (ANSI) validation, a negative 997, Functional Acknowledgement reject is sent.  

Upon successfully validating the 650_01, the TDSP 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, TDSP will pend the order and schedule on the next available Field Operational Day.

TDSP completes order and responds to CR with a 650_02 transaction within one (1) Retail Business Day of completion.
7.6.2.2
RNP 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 P.U.C. Subst. R. 25.483(m) 1-7. 

TDSP 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, TDSP creates an internal service order which is then geographically routed and scheduled to the appropriate FSR to be completed according within the timelines outlined in P.U.C. Subst. R. 25.483(m) 1-7 and within the requirements defined by the TDSP tariff.

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

TDSP completes order and responds to CR with a 650_02 transaction within one (1) Retail Business Day of completion.

7.6.3

Transaction Processing

7.6.3.1
Timelines for Transaction Delivery

Timelines for receipt of disconnection and reconnection of Service Order Requests: 

(1)
Disconnect - For DNP requests to be scheduled, transactions must be received by all TDSPs by 1700 CPT two (2) Retail Business Days prior to requested work date.  Requests received after 1700 CPT or on a day that is not a Retail Business Day, shall be considered received on the next Retail Business Day.  Disconnect orders received less than two (2) Retail Business Days prior to the requested date, the DNP will be scheduled for the Retail Business Day that is two (2) Retail Business Days after the request is received.  Backdated orders will be rejected.
 (2)
Reconnect - For Standard RNP requests to be scheduled no later than the next Field Operational Day, transactions must be sent to the TDSPs according to the timeframes outlined in P.U.C. Subst. R. 25.483(m) (1-7).

Per TDSP tariff, Standard RNP requests received by TDSP no later than 1400 CPT on a Retail Business Day shall be completed that day.  Standard reconnect requests received by TDSP prior to 1700 CPT on a Retail Business Day shall be reconnected that day if possible, but no later than the close of the TDSP’s next Field Operational Day. Standard reconnection requests received after 1700 CPT or on a day that is not a Retail Business Day shall be considered received on the next Retail Business Day.

· Same Day RNP requests received by TDSP prior to 1700 CPT on a Retail Business Day shall be reconnected no later than the close of TDSP Field Operational Day.

7.6.3.2
Transaction Validations

(1)
CR validations prior to initiating 650_01 - Prior to issuing 650_01 for disconnect for non-payment, 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. 

(2)
TDSP validations upon receipt of 650_01 - Upon receipt of a DNP or RNP Service Request, TDSPs may perform the following validations on 650_01 transactions: 

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

· (b)
Perform ANSI validations on 650_01.

· (c)
Perform Texas SET validations on 650_01.

· (d)
Review meter indicators for ESI ID for critical Load, critical care, and master metered Premise. 

· (d)
Verify if a DNP request is a duplicate. 

· (f)
Verify if a RNP request is a duplicate. 

· (g)
Verify if a move-in or switch has been scheduled on the requested date.

· (h)
Verify if a move-out has been received from requesting CR. 

· (i)       Determine if the requesting CR has indicated that DNPs not completed within three (3) Retail Business Days should not be completed on a Friday.  AEP, TNMP and Oncor will utilize the Friday Authorization segment of the 650_01 transaction regardless of the overdue status and will reschedule Friday orders with the NO flag for the next Retail Business Day.  
· (j)
Identify if reconnect request is a Same Day reconnect.

· (k)
Verify if a reconnect request has been previously received for disconnect request within the past twenty-four (24) hour for CNP and within the past one (1) hour for Oncor.
· (l)
Upon receipt of a reconnect, verify that the original disconnect request was not rejected (CNP and Oncor only)

· (m)
Verify if a weather moratorium is in effect. 

7.6.3.3
Competing Orders

All TDSPs will Complete Unexecutable a disconnect for non-payment when the requested date is greater than (after) or equal to the scheduled date of a pending switch or move-in  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 scheduled.  Disconnect orders carried over to next Retail Business Day may not be worked due to competing orders and will be Completed Unexecutable.

(1)
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 fees per TDSP tariffs. 

A move-in submitted on a Premise that has been de-energized for non-payment may still require a permit for completion in certain jurisdictions.  A move-in submitted on a Premise that has been de-energized for non-payment at a premium disconnect location may be subject to a premium reconnect charge.

(2)
Off-Cycle Switch - If the new CR of Record has submitted an Off-Cycle switch, the TDSP will re-energize the Premise and bill applicable charges to the new CR of Record.  

Table 7. Competing Orders-Off-Cycle Switch

	
	AEP
	CNP
	Oncor 
	SULP
	TNMP

	TDSP Action
	Re-energize Premise
	Re-energize Premise
	Re-energize Premise
	Re-energize Premise
	Re-energize Premise

	TDSP Fee
	Reconnect Charge
	Connection Charge
	Connect Charge
	Reconnect Fee
	Off Cycle meter reading charge


(3)
On-cycle Switch - If the new CR of Record has submitted an on-cycle switch at a Premise that has been previously de-energized, the TDSP will perform one of the following actions:  

In order to re-energize the Premise CNP and TNMP would require the CR with the ability to submit a 650_01 Reconnect transaction to send the transaction with a purpose code of RC003 to the TDSP in order to restore the service.  In the event that a CR is not certified to transmit this transaction, CNP and TNMP would expect the CR to follow the emergency procedures outlined in Section 7.6.5.1, Emergency Reconnects. 

Table 8. Competing Orders- On-cycle Switch 

	
	AEP
	CNP
	Oncor 
	SULP
	TNMP

	TDSP Action
	Perform meter read
	Perform meter read
	Perform meter read
	Perform meter read
	Perform meter read

	Energize
	Yes
	No
	Yes
	Yes
	No

	TDSP Fee
	Reconnect Charge
	None
	Connect Charge
	Reconnect Charge
	None


7.6.3.4
Reconnect/Disconnect Processing Order

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

If a reconnect is received without a corresponding disconnect request, the reconnect request is currently held for twenty-four (24) hours at CNP and one (1) hour for Oncor, to wait for the corresponding disconnect for non-payment transaction (650_01).  If no corresponding disconnect for non-payment transaction is received within the timeframes described above, the reconnect request transaction will be rejected using the Texas SET reject code of  “RWD”

(1)
If the corresponding disconnect for non-payment arrives during that period, the transactions/requests cancel each other out and produce a 650_02 Complete Unexecutable response with SET code‘V005’ reason codes and 'RC RECEIVED BEFORE DNPWORKED' reason description.

(2)
If inadvertent disconnection occurs, then emergency reconnection provisions will be followed.


	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


7.6.3.5
Disconnection at Premium Disconnect 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 (1) Retail Business Day to a specialized field group that will disconnect service at the pole or transformer if the CR indicated that it would pay for this charge by sending a 650_01 transaction with the code ‘ROL – Roll to Other Location’. 

Orders that are re-routed for disconnect at premium disconnect location will be completed within three (3) Retail Business Days after being re-routed. The TDSP shall reference the YES or NO authorization found in the 650_01 transaction and will reschedule all orders that would have been scheduled for Friday with the NO flag for the next Retail Business Day.
Service orders sent with premium disconnect location indicator, ‘PDL – Premium Disconnect Location’, will be immediately referred to specialized field personnel.  A CR that does not want to pay for a premium disconnect will send its Service Order Requests with the code ‘MTR – Meter Disconnect Only’.   

When service is disconnected at a premium location, TDSP 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 TDSP tariff charges will be applied.  When service cannot be disconnected at a premium location, the TDSP will respond with a 650_02 Complete Unexecutable and the CR will need to contact the TDSP for special consideration.  
7.6.3.6
Completed Unexecutable and Rejected Orders 

The TDSP will issue 650_02s within one (1) Retail 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. 

Service Requests that are dispatched and then Complete Unexecutable will be subject to the following TDSP charges:

(1)
AEP
 Dispatched order fee

(2)
For CNP, Oncor, SULP and TNMP will apply disconnect or reconnect charge based on initiating Service Order 












7.6.3.7
Same Day Reconnect for Non-Payment (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 9. TDSP Priority Codes




	
	AEP
	CNP
	Oncor 
	SULP
	TNMP

	Outside Normal Business Hours
	99
	02
	03
	TBD
	02

	Holiday
	99
	02
	04
	TBD
	02


Any service order received by a TDSP with a priority code other than those listed above will be processed as a Standard service order except Oncor who will reject the reconnect request if the Priority code is invalid..  

If a CR issues a Same Day reconnect order after issuing a Standard reconnect order and the Standard reconnect order has not been completed, the Same Day order will be rejected as a duplicate request.
7.6.3.8
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 TDSP.  With the exception of AEP and TNMP, no charges will apply if the reconnect is received prior to completing the disconnect request.  For orders that are already in a scheduled status after 0800 CPT on the date of request the following charges will apply:

(1)
AEP
 
              Dispatched Order Fee

(2)
CNP


No Charges will be applied

(3)
Oncor
No Charges will be applied

(4)
SULP


No Charges will be applied.

(5)
TNMP


No Charges will be applied.
In order to cancel a reconnect request because the CR may have sent the reconnect in error or for the wrong ESI ID, a CR must send a 650_01 "C" Cancel, referencing the BGN02 of the initiating 650_01 Reconnect Service Order Request.  For orders that are already in a scheduled status after 0800 CPT on the date of request the following charges will apply:

(1)
AEP
 
              Dispatched Order Fee

(2)
CNP


No Charges will be applied

(3)
Oncor
No Charges will be applied

(4)
SULP


No Charges will be applied.

(5)
TNMP


No Charges will be applied.
7.6.3.9
Response Transactions 

A 650_02 response transaction will be issued by TDSPs for every 650_01 transaction within one (1) Retail Business Day upon the following: 

(1)
Rejection of service order after performing initial transaction validations

(2)
Completion of the requested field service activity

(3)
Determination by field service personnel of unexecutable status

(4)
Cancellations of a requested reconnect request 


Due to the exceptional conditions outlined in Section 7.6.5, Exceptions and 7.6.2.1 DNP Process Overview, CRs will need to follow up with the TDSP if the 650_02 for a disconnect request is not received within  five (5) Retail Business Days following the requested disconnect date.  Inquiries should be submitted via e-mail as follows:

(1)
AEP
crrtx@aep.com 

(2)       CNP 
 EMO-ServiceOrders@centerpointenergy.com  

(3)
Oncor
utiltxn@Oncor.com
(4)
SULP
egarcia@su-power.com
(5)       TNMP
dnprelations@tnmp.com
7.6.4
Field Service Activities

7.6.4.1
Disconnection Service Orders

The following schedule outlines the availability of field service personnel for performing disconnection requests.  DNP orders requesting dates beyond the next Field Operational Day will be scheduled and performed by TDSP according to availability of field service personnel on the requested date.  Field activities for disconnection service begin at 0800 CPT for all TDSPs. 

Per Customer Protection rule,  P.U.C. Subst. R. 25.483(f), only CRs that have payment centers open and personnel available to submit reconnect requests on Saturdays or holidays can request disconnection of a Customer’s electric service for nonpayment on the day before a weekend.  Disconnection for non-payment the day prior to a holiday is prohibited by subsection (e) of  P.U.C. Subst. R. 25.29, Disconnection of Service .

A DNP Service Request shall be completed within three (3) Retail Business Days of the requested date provided that the TDSP has received the 650_01 Service Request at least two (2) Retail Business Days prior to the requested date. Therefore, CRs should be aware of the potential for Friday DNPs when managing their DNP schedules and activities.  

In the event that the TDSP does not complete the DNP Service Request in three (3) Retail Business Days, the TDSP shall reference the YES or NO authorization found in the Friday Authorization for Overdue Disconnect for Non-Payment segment of the 650_01 transaction.  The TDSP will appropriately schedule Friday Overdue DNPs (TDSP received DNP request with two (2) Retail Business Days notice but DNP has not been completed in three (3) Retail Business Days) based upon the YES or NO authorization in the transaction.  Any DNP requests received from the CR that have a NO authorization that are scheduled for a Friday and are Overdue will be scheduled for the next Retail Business Day.  AEP, TNMP and Oncor, will utilize the Friday Authorization segment of the 650_01 transaction regardless of the overdue status and will reschedule Friday orders with the NO flag for the next Retail Business Day.  
7.6.4.2
Reconnection Service Orders

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

(1)
Standard Reconnects for Non Payment:

Per P.U.C. Subst. R. 25.483, any reconnect request, including those for a Premium Disconnect Location (i.e. pole, substation), issued by a CR according to the timeframes outlined in P.U.C. Subst. R. 25.483(m) 1-7, must be completed by the TDSP no later than the next Field Operational Day. 

Per TDSP Standard Terms and Conditions, standard reconnect requests received by TDSP no later than 1400 CPT on a Retail Business Day shall be completed that day.  Standard reconnect requests received by TDSP prior to 1700 CPT on a Retail Business Day shall be reconnected that day if possible, but no later than the close of the TDSP’s next field operational day.  Standard reconnection requests received after 1700 CPT or on a day that is not a Retail Business Day shall be considered received on the next Retail Business Day.

All reconnect requests will be completed no later than forty-eight (48) hours from the time the order is received. 
 Table 10. CR timelines for submitting reconnect request

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

	Between  0800 and 1200
	1400 that Retail Business Day

	Between 1200 and 1700
	1900 that Retail Business Day

	Between 1700 and 1900
	2100 that Retail Business Day

	Between 1900 and 0800
	1400 the next Retail Business Day

	Payments made on a weekend day or holiday
	1400 the first Retail Business Day after the payment is made


 

(2)
After Hours Reconnects: 

Standard reconnection requests received after 1700 CPT or on a day that is not a Retail Business Day shall be considered received on the next Retail Business Day.  For emergency reconnects, refer to Section 7.6.5, Exceptions.

Oncor will accept after hour priorty reconnect request via the “Emergency Reconnect Spreadsheet”.


7.6.4.3
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. 

TDSPs will not require inside or outside breakers to be off when performing a reconnection request. However, 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. 

7.6.4.4
Customer Receipting Issue

Due to the fact that the industry has not established a process for the FSR to verify a Customer’s payment and/or determine if the receipt shown is valid for the outstanding amount, the disconnection request may be executed by the FSR.  Under this circumstance, the FSR may inform the Customer to contact their Retailer to arrange for reconnection of their service. 

7.6.4.5
Premise Access Issues

TDSPs 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, although law enforcement may not ensure access to meter on Customer’s private property, or referring the service order to specialized field personnel for disconnection at a premium location provided that action has been specified by CR on the DNP request.  Based upon determinations made in the field at the time the FSR is attempting to disconnect or reconnect, these measures are applied by TDSPs on a case by case basis.  The CR may also be requested to assist and participate with this request, as a means to successfully completing 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 Complete Unexecutable with applicable TDSP tariff charges. 

(1)
AEP
Dispatched order fee.

(2)
CNP
Disconnect or reconnect charge based on initiating Service Order Request with the exception of cancels prior to field completion.

(3)
Oncor
Disconnect or reconnect charge based on initiating Service Order Request with the exception of cancels prior to field completion.    

(4)
SULP
Disconnect or reconnect charge based on initiating Service Order Request with the exception of cancels prior to field completion.

(5)
TNMP
Disconnect or reconnect charge based on initiating Service Order Request with the exception of cancels prior to field completion.    

7.6.4.6
Door Hanger Policies

TDSPs may provide a DNP door hanger that informs the Customer that at the request of their CR, the TDSP has disconnected the electric service for non-payment.  The language provided in the door hanger encourages the Customer to contact their CR to arrange for reconnection of their service.  This door hanger is left at the Premise for DNP, both residential and commercial.

If the FSR is unable to gain the required access to reconnect service a door hanger may be left advising the Customer of the reconnection attempt and the action the Customer may take to have service restored.

Door hangers are used by TDSP as follows: 

Table 11. Door Hanger Use by TDSP

	
	AEP
	CNP
	Oncor 
	SULP
	TNMP

	Disconnect
	No
	Yes, for completed service order
	No
	Yes
	No

	Reconnect
	Yes, when unable to access meter
	Yes, when unable to access meter
	Yes, when unable to access meter
	Yes
	No


7.6.4.7

Meter Seal Policies for Disconnection 

The following distinguishing characteristics are used at a Customer Premise meter to indicate the service is off for non-pay (e.g. meter seal, sticker, etc.)

(1)
AEP
The meter seal is red and is the same seal used for completed MVO request.  In addition, a tan colored attachment to meter seal advises Customer to contact CR to have service restored.

(2)
CNP
The meter seal is red, and also this is the same seal used for completed MVO request.  

(3)
Oncor
The meter seal is orange.

(4)
SULP
The meter seal is red.

(5)
TNMP
The meter seal is gold.

7.6.5
Exceptions 

7.6.5.1
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 each TDSP to arrange for an emergency reconnection and identify the reason for the emergency Service Request.  Life threatening situations should be immediately reported to the TDSP 24 hours/day 7 days/week contacts in order to expedite the reconnection request. 

(1)
AEP
Contact CR Relations team for process.  

(2)
CNP
Contact 24 hours/day 7 days/week Support Center, (713) 207-2222 or (800) 332-7143.

(3)
Oncor
Contact 24 hours/day 7 days/week Support Center, (888) 313-6934.

(4)
SULP
Contact 24 hours/day 7 days/week Support Center, (956) 668-9551.

(5)
TNMP
Contact 24 hours/day 7 days/week Support Center, (888) 866-7456.

After initiating an emergency service reconnection with the TDSP’s 24 hours per day, 7 days per week support center, CRs shall submit a follow up e-mail, including a completed Emergency Reconnect Request spreadsheet to the TDSP.  Please refer to Appendix C2, Emergency Reconnect Request Data Requirements for the required spreadsheet template. The TDSP e-mail contacts are:  

(1)
AEP
e-mail crrtx@aep.com , 650_01 reconnect not required
(2)
CNP
0800 to 1700 Monday – Friday, e-mail spreadsheet to CustomerCareCR@CenterPointEnergy.com
· After 1700 until 1900 Monday- Friday also on Saturday 0800 to 1600, e-mail spreadsheet to CNP.Priority@CenterPointEnergy.com, 650_01 RC001 or RC003 is required of the CR by CNP. (If CR can not issue RC003 reconnects and is not the CR initiating the original disconnect, 650_01 will not be required.)
(3)
Oncor 
0800 to 1700 CPT Retail Business Day utiltxn@Oncor.com, 650_01 reconnect not required

For days and times other than stated above:  contactcenter@Oncor.com

(4)
SULP
egarcia@su-power.com, 650_01 reconnect not required

(5)
TNMP
dnprelations@tnmp.com, 650_01 reconnect not required

7.6.5.2
Critical Load/Critical Care

In the interest of public safety, DNP requests for Customers that have been identified by the TDSP as critical care or critical Load will be either rejected with an A13 code with remarks that will reflect Life Support/Critical care or Completed Unexecutable by TDSPs with the appropriate Texas SET reason code.

CRs requesting to disconnect service for critical Load or care Customers must contact the TDSP to arrange and coordinate special instructions to provide notice as required by PUCT rules and TDSP tariffs, providing the Customer the opportunity to ameliorate the condition. CRs will need to coordinate with their Retail Electric Provider (REP) Relations managers at each TDSP, with the exception of Oncor, to complete disconnection requests for critical care premises.  For Oncor, contact Business Support at (888) 313-6934, or contactcenter@Oncor.com.

7.6.5.3
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 the appropriate Texas SET reason code.

Per subsection (d)(1), Figure:  part 5.3.7.4(1)(E) of  P.U.C. Subst. R. 25.214, Terms and Conditions of Retail Delivery Service Provided by Investor Owned Transmission and Distribution Utilities
 
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 P.U.C. Subst. R. 25.483(g)(3): 
If, in the normal performance of its duties, a TDU obtains information that a Customer scheduled for disconnection may qualify for delay of disconnection pursuant to this subsection, and the TDU reasonably believes that the information may be unknown to the REP, the TDU shall delay the disconnection and promptly communicate the information to the REP.  The TDU shall disconnect such Customer if it subsequently receives a confirmation of the disconnect Notice from the REP.  Nothing herein should be interpreted as requiring a TDU to assess or to inquire as to the Customer’s status before performing a disconnection, or to provide prior Notice of the disconnection, when not otherwise required.
CRs requesting to disconnect service for these previously unexecuted disconnection requests contact the TDSP to arrange and coordinate the special instructions of providing notice as required by PUCT rules and TDSP tariffs, allowing the Customer the opportunity to ameliorate the condition.  REPs will need to coordinate with their REP Relations managers at each TDSP, with the exception of Oncor, to complete subsequent disconnection requests.  For Oncor, contact Business Support at (888) 313-6934, or contactcenter@Oncor.com. 

7.6.5.4
Weather Moratoriums

All MPs 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 (1) of the following conditions exists in a county as outlined in P.U.C. Subst. R. 25.483:

Table 12. 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 13.  Extreme weather emergency due to heat:

	The National Weather Service issues a heat Advisory for that day or on any one (1) of the preceding two (2) 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


(1)
Disconnection Activity During Extreme Weather
In the event that one (1) of the above conditions exists in a county served by a TDSP, that TDSP shall notify the PUCT as described in P.U.C. Subst. R. 25.483(i)(2) to outage@puc.state.tx.us and CRs via e-mail that a weather moratorium has been invoked and that disconnection activity has been suspended as follows:

· (a)
AEP
By County

· (b)
CNP
By Service Territory

· (c)
Oncor
By County

· (d)
SULP
By Service Territory

· (e)
TNMP
By Service Territory Zone (please refer to Appendix C3, TNMP Weather Zone Zip Code Table or TNMP website for a list of zip codes associated with each zone.)


· CRs will need to provide their company contact to their REP Relations Manager at each TDSP 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 new disconnection requests issued for premises in counties or service territories that are experiencing a weather moratorium will be processed as follows:



· (a)
AEP
Completed Unexecutable

· (b)
CNP
DNP will be rejected with A13 code.

· (c)
Oncor
Completed Unexecutable

· (d)
SULP
Completed Unexecutable

· (e)
TNMP
Completed Unexecutable

Disconnection requests that are Pending completion by the TDSP at the time a weather moratorium is established will be Completed Unexecutable. 

DNP requests that are Completed Unexecutable by a TDSP during a weather moratorium and still qualify for disconnection should be re-issued by the CR at the time the moratorium is lifted.  

 (2)
Reconnection Activity During Extreme Weather
All types of reconnect request will be processed by all TDSPs 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.

7.6.5.5
Force Majeure 

Per P.U.C. Subst. R. 25.214(d)(1), Figure:  part 4.2.4 of the TDSP 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.
(1)
AEP, CNP, Oncor and SULP:  During both Weather Moratorium and Force Majuere, disconnects for non-payment that are pending/scheduled to be worked during the event are Completed Unexecutable throughout the term of the event.  For Weather Moratorium, all reconnects for non-payment will continue to be scheduled for completion throughout the duration of the moratorium. However during a Force Majeure event, reconnects for non-payment will remain pending until management has acknowledged and communicated to the Market that routine operations have been re-established.  

(2)
TNMP:  CRs should cancel all Pending disconnect Service Requests with a 650_01 reconnect request until the REP Relations group notifies the CR via e-mail and/or telephone that routine operations have been restored. 

All TDSPs will notify the market of the establishment and conclusion of a Force Majeure Event via their REP Relations or Account Management teams.  Once a Force Majeure Event has concluded and the TDSP has re-established routine operations, CRs should submit any Service Requests for ESI IDs that still qualify for disconnection. 


7.6.5.6
Master Metered Premises

Prior to issuing a disconnection request for a master metered Premise, a CR must fulfill the tenant Notification requirements outlined in P.U.C. Subst. R. 25.483(j).   If applicable, a CR may request that a TDSP’s field personnel post the required notices at a master metered property for a designated fee listed below:

(1)
AEP
Notice posting available, forty-two dollars ($42) per master metered Premise; contact AEP CR Relations account manager to arrange.

(2)
CNP
Notice posting not available

(3)
Oncor
Notice posting not available

(4)
SULP
Not applicable, SULP has no master metered premises

(5)
TNMP
Notice posting available, thirty-five dollars ($35) per master metered Premise

Disconnection requests received for a master metered Premise will be Completed Unexecutable by the TDSP.  The requesting CR will need contact the TDSP to coordinate the disconnection of the master metered Premise as follows:

(1)
AEP 
contact to CR Relations

(2)
CNP
hou-cso.operations@centerpointenergy.com
(3)
Oncor
contact Business Support at (888) 313-6934; or contactcenter@Oncor.com
(4)
SULP
not applicable, SULP has no master metered premises

(5)
TNMP
contact REP Relations manager

7.6.5.7
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 contact the TDSP to coordinate the disconnection request as follows:

(1)
AEP
contact to CR Relations

(2)
CNP
hou-cso.operations@centerpointenergy.com
(3)
Oncor
contact Business Support at (888) 313-6934; or contactcenter@Oncor.com
(4)
SULP
contact REP Relations manager

(5)
TNMP
contact REP Relations manager

7.6.5.8
Multiple Metered Service (not Master Metered)


For TDSPs 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: 

(1)
AEP
one (1) service order per ESI ID

(2)
CNP
one (1) service order per meter

(3)
Oncor
one (1) service order per ESI ID

(4)
SULP
not applicable

(5)
TNMP
not applicable

If a disconnect or reconnect can not be completed for any meter associated with the ESI ID the TDSP will notify the CR via a 650_02. 

Discretionary charges for disconnection or reconnection are billed by the TDSP as follows:

· (1)
AEP
one (1) service charge per ESI ID

· (2)
CNP
one (1) service charge per ESI ID

· (3)
Oncor
one (1) service charge per ESI ID

· (4)
SULP
not applicable

· (5)
TNMP
not applicable

7.6.5.9
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 Section 7.6.3.5, Disconnection at Alternate Location, of this section.  If disconnection can not be completed as a result of the tampering incident the disconnection request will be Completed Unexecutable and the TDSP may notify the CR of 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.  If possible, the FSR will reconnect service at the meter.  If the meter tampering has created an unsafe condition, the 650_01 reconnection request will be Completed Unexecutable and the TDSP may notify the CR of the hazardous condition and, if applicable, meter removal by issuing a 650_04. 

Tampering fees may be assessed by the TDSP and billed to the CR of Record at either the time of disconnection or upon reconnection of service.  Please refer to the TDSP tariffs for specific charges.

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

7.6.5.10
Customer Threatens TDSP Field Service Representative 

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 padmount), or weatherhead.  Similar to resolving access issues, the TDSP 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 and may request that meter enclosure be relocated to accessible location.

7.6.6
Transmission and/or Distribution Service Provider Charges for Reconnect and Disconnect Services

7.6.6.1
Discretionary Charges

TDSP will use SAC04 codes for discretionary charges resulting for disconnection or reconnection service as outlined below:

Table 14. SAC04 Codes-Discretionary Charges

	 
	Service Territory

	Charge Description
	AEP
	CNP
	Oncor 
	SULP
	TNMP

	Disconnection 
	
	
	
	
	

	Standard Disconnect at Meter 
	SER024
	SER024
	SER024
	SER024
	SER024

	Standard Disconnect at Pole
	SER026
	SER024
	SER026
	SER024
	SER026

	
	
	
	
	
	

	
	
	
	
	
	

	Reconnection
	
	
	
	
	

	Standard Reconnect at Meter
	SER030
	SER028
	SER030
	SER028
	SER030

	Standard Reconnect at Meter Special Route
	N/A
	SER034
	SER031
	N/A
	N/A

	Standard Reconnect at Pole
	SER034
	SER028
	SER034
	SER028
	SER034

	Standard Reconnect at Subsurface Box
	SER034
	SER034
	SER034
	SER028
	N/A

	Standard Reconnect at CT Meter
	SER034
	SER034
	SER034
	SER028
	N/A

	 
	
	
	
	
	

	Same Day Reconnect at Meter
	SER031
	SER029
	SER029
	SER029
	N/A

	Same Day Reconnect at Pole
	SER029
	SER035
	SER035
	SER029
	N/A

	Same Day Reconnect at Subsurface Box
	SER029
	SER035
	SER035
	SER029
	N/A

	Same Day Reconnect at CT Meter
	SER029
	SER035
	SER035
	SER029
	N/A

	 
	
	
	
	
	

	Weekend Reconnect at Meter
	SER032
	SER032
	SER032
	SER032
	N/A

	Weekend Reconnect at Pole
	SER035
	SER035
	SER035
	N/A
	N/A

	Weekend Reconnect at Subsurface Box
	SER035
	SER035
	SER035
	N/A
	N/A

	Weekend Reconnect at CT Meter
	SER035
	SER035
	SER035
	SER032
	N/A

	 
	
	
	
	
	

	Holiday Reconnect at Meter
	SER033
	SER033
	SER033
	SER033
	N/A

	Holiday Reconnect at Pole
	SER036
	SER036
	SER036
	N/A
	N/A

	Holiday Reconnect at Subsurface Box
	SER036
	SER036
	SER036
	N/A
	N/A

	Holiday Reconnect at CT Meter
	SER036
	SER036
	SER036
	SER033
	N/A

	
	
	
	
	
	

	After Hours Reconnect at Meter
	N/A
	N/A
	SER032
	SER032
	SER032

	After Hours Reconnect at Pole
	N/A
	N/A
	SER035
	N/A
	SER035

	After Hours Reconnect at Subsurface Box
	N/A
	N/A
	SER035
	N/A
	N/A

	After Hours Reconnect at CT Meter
	N/A
	N/A
	SER035
	N/A
	N/A

	 
	
	
	
	
	

	Denial of Access to Meter
	
	
	
	
	

	For Disconnection Orders
	SER133
	SER026
	SER026
	SER133
	SER133

	For Reconnections Orders
	SER133
	SER026
	SER035
	SER133
	SER133

	
	
	
	
	
	

	Order Cancellation Fees
	 
	 
	 
	
	

	Disconnect Administration Fee
	N/A
	N/A
	N/A
	N/A
	SER132

	 Dispatched Order Fee
	SER132
	N/A
	N/A
	SER070
	N/A

	
	
	
	
	
	

	Tampering Charges
	
	
	
	
	

	Broken Meter Seal Fee
	SER107
	SER130
	SER130
	SER130
	SER130

	Broken Meter Seal Fee (Self Connect or Repeat Offender)
	SER130
	N/A
	N/A
	N/A
	N/A

	Meter Tampering Fee
	SER072
	SER072
	SER072
	SER072
	SER072

	
	
	
	
	
	

	Connection Fees
	
	
	
	
	

	Connect Fee/Connection Charge at Meter/Account Activation Fee
	SER019
	SER019 
	SER030 
	SER019
	SER009 


7.6.6.2
Other Charges

Non-usage based charges will continue to be assessed by the TDSP and 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: All TDSPs use BAS001

(2)
Customer Metering Charge: All TDSPs use BAS003

In order to avoid ongoing liability, a CR must submit a Move-Out Request to terminate service no earlier than five (5) calendar days after receipt of 650_02 indicating successful completion of the DNP.  CRs receiving reliable information indicating Premise is vacant may submit move-out earlier.  Upon completion of the move-out order the TDSP will discontinue billing any non-usage based charges outlined above to the CR.  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 CR will remain the CR 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 PUCT rules.







7.6.7
Contacts

7.6.7.1
Emergency System Outage

In the event of a system Outage during Business Hours and a CR can not submit EDI transactions, CRs should contact their REP Relations manager at the TDSP(s) 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 TDSPs as follows: 
(1)
AEP
For system Outage contact your CR Relations Manager at or email crrtx@aep.com 

(2)
CNP
For system Outages contact your REP Relations Manager.  
Contact information can be found on CNP website: http://www.centerpointenergy.com/services/electricity/competitiveretailers/contactus/  


After hours contact (800) 332-7143.

(3)
Oncor
For system Outage contact Business Support at (888) 313-6934; or contactcenter@Oncor.com 

(4)
SULP
For system Outage contact your REP Relations Manager during Business Hours; or after hours contact (956) 668-9551.

(5)
TNMP
For system Outage contact your REP Relations Manager during Business Hours; or after hours contact (888) 866-7456.

7.6.7.2
Disconnect Forecast Contact 

(1)
AEP
crrtx@aep.com 

(2)
CNP
hou-cso.operations@centerpointenergy.com 

(3)
Oncor
utiltxn@Oncor.com 

(4)
SULP
egarcia@su-power.com 
(5)
TNMP
dnprelations@tnmp.com  
7.6.7.3
Website Available Information
(1)
AEP
http://www.aeptexas.com/CustomerService/Default.aspx   
(2)
CNP
http://www.centerpointenergy.com/home
(3)
Oncor
www.Oncor.com 
(4)
SULP
www.su-power.com 
(5)
TNMP
www.tnmp.com 
7.6.7.4
TDSP General Call Center Phone Number

(1)
AEP
(877) 373-4858

(2)
CNP
(713) 207-2222 (Houston area local) or (800) 332-7143 (Long Distance- Toll free)

(3)
Oncor
(888) 313-6934 –CRs only, not end-use Customer

(4)
SULP
(956) 687-5600 during normal Business Hours or (956) 668-9551

(5)
TNMP
(888) 866-7456
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