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7.6.5.9
Meter Tampering Issues

Review section 7.16 for business processes related to Meter Tampering.





7.11.5.1.3
TDSP

(1)
Review and identify any exceptions from the list of ESI IDs provided by ERCOT;

(2)
Confirm accuracy of current list of technical, business and regulatory contacts for Mass Transition event purposes; and

(3)
Participate in initial and on-going Mass Transition project coordination meetings through completion of the transition event.
(4)
Remove Switch Hold on any ESI IDs that are part of the Mass Transition event.

(5)
Provide a list of ESI IDs to any CR (both POLR and non-POLR) of any ESI IDs that previously had a Switch Hold due to Tampering removed as a result of the Mass Transition event. 
7.16
Business Processes and Communications related to Meter Tampering  
This section provides Market Participants with market approved guidelines to support the business processes as allowed or prescribed in P.U.C. Subst. R. 25.126, Adjustments Due to Non-Compliant Meters and Meter Tampering in Areas Where Customer Choice Has Been Introduced, 
7.16.1
TDSP Responsibilities Concerning Metering Accuracy  
(1)
A TDSP shall undertake all reasonable efforts to minimize losses associated with inaccurate meters and meter tampering, including the prompt detection and investigation of circumstances in which a meter is not accurately recording and reporting consumption.  
(2)
The TDSP shall also take the steps necessary to deter meter tampering and to mitigate the adverse impacts of inaccurate meters on the metering and billing of electricity consumption.  
(3)
Once meter tampering is determined to have taken place, the TDSP shall restore normal meter registration and reading within three business days.  If the tampering involves a bypass of the meter, and the TDSP cannot eliminate the bypass, the TDSP shall, within this period, disconnect service to the premises after providing written notice of disconnection to the customer of record.
 (a)
TDSP shall notify the REP of Record of the disconnection due to tampering by utilization of the “TM001” code in the 650_04 transaction.
7.16.2
TDSP Discovery of Tampering during Field Service Activities

Tampering fees may be assessed by the TDSP and billed to the CR of Record as appropriate under PUCT substantive rule 25.126.  Please refer to the TDSP tariffs for specific charges. 

7.16.2.1
Disconnection and Reconnection Field Activities

(1)
While performing a disconnection of service, a Field Service Representative (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 Premium Disconnect Location.  If disconnection cannot 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.

(2)
Tampering may also be detected when a FSR is performing a reconnection request or when re-energizing a disconnect 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.

7.16.2.2
All Other Field Service Activities

(1)
Tampering may also be detected when a FSR is performing other field service activities.   If the meter tampering has created an unsafe condition the TDSP may notify the CR of the hazardous condition and suspension of service, if applicable, meter removal by issuing a 650_04.

(2)
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 as appropriate under PUCT substantive rule 25.126.  Please refer to the TDSP tariffs for specific charges.
7.16.3
Notification to TDSP of potential meter tampering
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 or e-mail address.

Suspected tampering activity reports should be submitted as follows:

	
	E-mail
	Phone

	AEP
	
	

	CNP
	
	

	Oncor
	
	

	SULP
	
	

	TNMP
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7.16.4
TDSP Switch Hold Notification
(1)
The TDSP shall create and maintain a secure list of all ESIIDs with Switch Holds that REPs may access on TDSP FTP site or the web portal.
(a) The lists shall follow the naming convention listed below and use the template defined in Appendix J1.  Naming Convention shall be <TDSPDUNS><”SwitchHold”><MMDDYYYY>.txt
(b) The list shall be posted daily.
(2) The TDSP shall create and maintain a secure list of all ESIIDs with Switch Holds per REP DUNS number.  REPs may access their specific lists via TDSP FTP site or the web portal.

(a) The lists shall follow the naming convention listed below and use the template defined in Appendix J1.  Naming Convention shall be <TDSPDUNS><”SwitchHold”><REPDUNS><MMDDYYYY>.txt

(b) The list shall be posted daily.

7.16.5 Switch Hold Processes
7.16.5.1 Switch Reject Due to a Switch Hold
(1) Upon receipt of an 814_03 Switch transaction from ERCOT for an ESIID that is under a Switch Hold the TDSP shall reject the request using an 814_04 Reject Response transaction with Reason Code A13 and “Switch Hold” in the text explanation field.
(2) Requesting REP shall receive an 814_05 Reject Response transaction with Reason Code A13 and “Switch Hold” in the text explanation field.
7.16.3.2 Move-in Rejected Due to a Switch Hold
(1) Upon receipt of an 814_03 move-in transaction from ERCOT for an ESIID that is under a Switch Hold, the TDSP shall reject the request using an 814_04 Reject Response transaction with Reason Code A13 and “Switch Hold” in the text explanation field.
(2) Requesting REP shall receive an 814_05 Reject Response transaction with Reason Code A13 and “Switch Hold” in the text explanation field.
(3) If the requesting CR determines the Customer requesting move-in is not the Customer subject to the switch hold, the following process shall be exercised:

(a) Requesting CR shall obtain from the customer at least one of the following items:
(i) Copy of signed lease;
(ii) Affidavit of landlord;
(iii) Closing documents; 
(iv) Certificate of occupancy; 
(v) Utility bill in Customer’s name dated within last two months from a different premise; 
(b) Requesting CR shall also obtain a signed statement, Appendix J2, New Occupant Statement, from the applicant stating that the applicant is a new occupant of the premises and is not associated with the preceding occupant. 
(c) A REP wishing to enroll, via 814_16 Move-In, a location which is subject to Switch Hold, shall use the following MarkeTrak process, within the Other subtype.  Every issue created shall include the following text verbatim in the initial comments “RMG716”.  The issue will be assigned and possibly reassigned to all parties at specific points within the workflow.  For purposes of this section, the CR wishing to have the Switch Hold removed and proceed with an enrollment will be referred to as the “requesting CR”.
(i) The requesting CR shall populate the ESI ID field and attach the relevant documents from item (a) and (b) above to the MarkeTrak issue, prior to submission, and assign the issue to the TDSP with a request to review documentation, identify the existing REP of Record, and request removal of the existing switch hold. 
(ii) Within one business hour from submission of the MarkeTrak issue, the TDSP shall reply with one of the below responses:

a.  The TDSP shall reject the issue in the event of the following: 

i. Inadequate documentation upon submission of the MarkeTrak issue

ii. Reasonable determination that the requesting CR’s customer is affiliated with the customer who resided at the location when it is believed the tampering occurred

iii. MarkeTrak issue does not contain required comment “RMG716”
iv. Incorrect ESI ID or ESI ID field not populated

b. The TDSP may accept the issue and shall provide the company name and DUNS of the existing REP of Record, and assign the issue to the submitting CR. 

(iii) The requesting CR shall respond to the issue within 30 minutes of having been assigned the issue by the TDSP.  

a. If the issue has been accepted by the TDSP, the requesting CR shall assign the issue to the REP of Record that has been identified by the TDSP.

b. If the issue is rejected by the TDSP, the requesting CR will close the issue.  Any further attempt by the requesting CR to have the Switch Hold removed must be resubmitted in the form of a new MarkeTrak issue, and all timelines will reset.
(iv) The REP of Record shall respond to the issue within one business hour of having been assigned the issue by the requesting CR.

a. REP of Record shall review all documentation provided by the requesting CR, and assign the issue to the requesting CR with comments

i. If REP of Record agrees that requesting CR’s customer is not affiliated with the REP of Record customer; comments must state agreement to remove Switch Hold

ii. If REP of Record has information that indicates that the requesting CR’s customer and the REP of Record’s customer are affiliated; comments must state reasons for disagreement and attach documents that support the REP of Record position.  

b. If the issue is not assigned to the requesting CR, with comments, within one business hour of receipt by the REP of Record, the REP of Record is considered to agree with the requesting CR’s removal of Switch Hold request

(v) The requesting CR shall respond to the issue within 30 minutes of receipt from the REP of Record. 

a. If there has been no response from the REP of Record at the end of their one business hour timeframe; the requesting CR may notify the TDSP via the e-mail function within MarkeTrak and request a final decision.

b. If the REP of Record disputes the Switch Hold removal and the requesting CR agrees with the REP of Record’s conclusions then the requesting CR shall close the MarkeTrak Issue adding comments indicating their agreement.

c. If the REP of Record disputes the Switch Hold removal and the requesting CR does not agree with the REP of Record’s conclusions then the requesting CR shall assign the issue to the TDSP and request, through comments, a decision. 

d. If the REP of Record agrees with the Switch Hold removal then the requesting CR shall assign the issue to the TDSP and request, through comments, the removal of the Switch Hold. 

(vi) The TDSP shall review all comments and documentation but retains discretion to determine the final status of the Switch Hold.  TDSP shall have the remaining time between the assignment of the issue from the requesting CR and the end of the four business hour window to respond, and this decision period should be at least one business hour in length.

a. If TDSP has internal information that indicates the Requesting CR’s customer is affiliated with the ROR’s customer they may reject the MarkeTrak issue during this final review period .  TDSP shall place comments on the issue notifying parties of the reason for rejection and attach all relevant documentation.

b. If the TDSP receives notification from the requesting CR via the e-mail function within MarkeTrak requesting a final decision due to the REP of Record failure to respond to the issue within the allotted timeframe; the TDSP may approve the removal the Switch Hold upon verification that the REP of Record failed to respond within one business hour of receipt using the State Change History as the sole indicator.   TDSP will place comments on the issue notifying parties of intent to remove Switch Hold.

c. MarkeTrak received with comments from both REPs

i. If TDSP has no internal information that indicates the Requesting CR’s customer is affiliated with the REP of Record’s customer and;

1. There is agreement among both CRs that the Switch Hold should be removed, the TDSP shall proceed with removal of the Switch Hold and place comments in the MarkeTrak issue notifying parties of intent to remove Switch Hold.  TDSP shall assign the issue back to the requesting CR.

2. The REP of Record does not agree that the Switch Hold should be removed, the TDSP shall evaluate all information provided by both CRs, and render a final decision by the close of the four business hour window.  The TDSP shall place comments in the MarkeTrak issue containing the final decision. TDSP shall assign the issue back to the requesting CR.

d. If the TDSP receives the MarkeTrak issue from the requesting CR for a final decision and the State Change History indicates that the REP of Record was never assigned the issue, the TDSP shall reject the issue and place comments on the issue notifying parties of the reason for rejection.

e. If the TDSP becomes aware after the expiration of the four business hour window that a Switch Hold Remove MarkeTrak issue remains without resolution; the TDSP shall make a decision on the status of the Switch Hold based upon the existing activity within the MarkeTrak issue.  The TDSP shall place comments in the MarkeTrak issue containing the final decision and assign the issue back to the requesting CR. 
(d) Switch Hold Released Due to Time Limit(s) Exceeded
(i) Four business hours from MarkeTrak submission, in accordance with (PUC Rule), the TDSP must make a determination of whether or not to remove the Switch Hold, regardless of the progression of the open MarkeTrak issue.

This four-business hour mark may arrive due to the requesting CR’s failure to transition the issue within 30 minutes at any point where the requesting CR is Responsible MP.  In the event that the hold is released and a Move-In transaction sent, where the REP of Record or TDSP were not each afforded their full business hour to review all information due to these circumstances, the following process may be exercised at the discretion of the original REP of Record:

(Note: for purposes of this section, the CR referred to as “REP of Record” in the previous section will now be referred to as “Losing CR”, since the Move-In may or may not have effectuated; the CR referred to as “Requesting CR” in the previous section will be referred to as “Gaining CR”.  This is to reflect the designations by ERCOT within an Inadvertent Losing MarkeTrak issue.)

a. The Losing CR will file a MarkeTrak issue under the Inadvertent Losing subtype requesting that the Gaining CR allow the return of the location, due to Gaining CR’s failure to transition the original MarkeTrak issue within the allotted timeframe.  The Losing CR shall create an “item link” to the original MarkeTrak issue, and populate the issue with the following comment, verbatim: “Please allow return of this location per Retail Market Guide Section 7.16.5.2.  TDSP please restore Switch Hold upon reinstatement.”

b. The Gaining CR shall make all attempts to cancel the pending Move-In if it has not yet effectuated, or; if unable to cancel, shall agree to the return of the premise if it has effectuated.

c. Upon successful reinstatement by the Losing CR, the TDSP shall restore the Switch Hold at the location.

(ii) Upon reinstatement, any CR wishing to have the Switch Hold removed and enroll the location must utilize the original process as outlined in Retail Market Guide Section 7.16.

(ii) The Losing CR (formerly “REP of Record”) may not use the process outlined in this section to regain a premise lost, where the Switch Hold removal was due to its own failure to transition the original MarkeTrak issue within the business hour allotted.

(4) Market Participants shall use good-faith and commercially reasonable efforts to informally resolve all disputes arising out processes outlined in this Section.  If needed, ERCOT Client Services is available to help facilitate or assist with issue resolution as outlined in Section 5.1, ERCOT Retail Client Services and Help Desk.



· 
· 



















(5) 
7.16.3.3 Removal of Switch Hold by REP of Record Request

Daily, Rep of Record shall submit to the TDSP an individual MarkeTrak issue, sub-type Other for each ESIID to be removed from the Switch Hold list.  Every issue created shall include the following text verbatim in the initial comments “SWHR”.  The requesting CR shall populate the ESI ID field and assign the issue to the appropriate TDSP.
7.16.3.4 Move-out Removal of a Switch Hold
TDSP will remove switch hold upon completion of the move-out request.
7.16.3.5 CSA Removal of Switch Hold
Upon receipt of an 814_03 transaction with “CSA Customer” in the name field by the TDSP for an ESIID under Switch Hold, the TDSP shall remove the Switch Hold upon completion of the move-out and then complete the CSA move-in.
7.16.3.6 Disconnection for Non-pay of ESIIDs under Switch Hold
All existing rules and processes concerning the Disconnect for Non-Pay and Reconnect after Disconnect for Non-pay remain in effect. 
The receipt of a Disconnect for Non-pay transaction or of a Reconnect after Disconnect for Non-pay transaction by the TDSP for an ESIID under Switch Hold will not remove the Switch Hold.
17.16.4 Electronic Availability of TDSP Tampering Investigation Information
TDSPs shall make all required investigation information per PUCT Substantative Rule 25.126 available to the REP via the TDSP web portal.
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