Retail Market Guide Revision Request


	RMGRR Number
	102
	RMGRR Title
	Business Process Changes Related to SCR756, Enhancements to the MarkeTrak Application

	Date Posted
	September 6, 2011

	
	

	Requested Resolution (Normal or Urgent, and justification for Urgent status)
	Normal

	Retail Market Guide  (RMG) Sections Requiring Revision 
	7.2.3, MarkeTrak Data Extract Variance Processes

7.3.1, Escalation Process

7.3.3, Charges Associated with Returning the Customer

7.3.5, Customer Rescission after Completion of a Switch Transaction

7.16.4.3.1, Timelines Associated with Removal of a Switch Hold for Meter Tampering for Purposes of a Move-in

7.16.4.3.2, Steps for Removal of a Switch Hold for Meter Tampering for Purposes of a Move-in

7.17.3.3.1, Timelines Associated with Removal of a Switch Hold for Deferred Payment Plans for Purposes of a Move-in
7.17.3.3.2, Steps for Removal of a Switch Hold for Deferred Payment Plans for Purposes of a Move-in

	Protocol Section(s) Requiring Revision, if any
	None.

	Revision Description
	This Retail Market Guide Revision Request (RMGRR) updates the business processes associated with implementation of System Change Request (SCR) 756, Enhancements to the MarkeTrak Application.

	Reason for Revision
	This RMGRR updates the RMG to reflect the MarkeTrak functionality available upon implementation of SCR756.  


	Business Case

	Business Case
	1
	Updated business processes will: 

· Allow MarkeTrak users to gain efficiency in execution of workflows.

· Increase Market Participant efficiency which will benefit end use Customers with a more efficient resolution process.

· Increase efficiency in utilizing the MarkeTrak tool and lead to higher Market Participant utilization of the application to identify, track, and resolve a wide variety of discrepancies.

	
	2
	Market aggregate cost impacts to be determined.

	
	3
	The MarkeTrak process improvements within this document will allow Market Participants to comply with the following Public Utility Commission of Texas (PUCT) Substantive Rules, to a greater degree than with the current workflows:
· P.U.C. Subst. R.25.474, Selection of Retail Electric Provider

· P.U.C. Subst. R.25.495, Unauthorized Change of Retail Electric Provider

· P.U.C. Subst. R.25.480; Bill Payments and Adjustments

	
	4
	

	
	5
	


	Sponsor

	Name
	Monica Jones, Carolyn Reed and Jonathan Landry on behalf of the MarkeTrak Task Force (MTTF)

	E-mail Address
	Monica - MYJones@reliant.com  
Carolyn - carolyn.reed@centerpointenergy.com 
Jonathan - jonathan.landry@gexaenergy.com

	Company
	Monica – Reliant Energy

Carolyn - CenterPoint Energy
Jonathan – Gexa Energy

	Phone Number
	Monica – (713)537-2437 

Carolyn – (713)207-7139 
Jonathan – (713)401-5610 

	Cell Number
	

	Market Segment
	Not applicable.


	Market Rules Staff Contact

	Name
	Sandra Tindall

	E-Mail Address
	stindall@ercot.com

	Phone Number
	512-248-3867


	Comments


Please note that RMGRR100, Texas SET 4.0 including:  Acquisition and Transfer of Customers from one REP to Another; Meter Tampering Transactional Solution, also proposes revisions to Sections 7.3.3 and 7.3.5.
	Proposed Guide Language Revision


7.2.3
MarkeTrak Data Extract Variance Processes

(1)
In order to ensure that ERCOT systems and Market Participant systems are synchronized, 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 DEV process will assist in the expedited resolution of ESI ID level data variances between ERCOT and Market Participant systems.  Load Serving Entities (LSEs), Meter Reading Entities (MREs), and TDSPs will receive these incremental changes from ERCOT on a daily basis.  Additional data extracts may be needed to resolve DEV issues.  See the MarkeTrak User Guide for business rules concerning filing DEV issues in MarkeTrak.  The Market Participant should contact their ERCOT Account Manager for additional information.

(2)
If a DEV issue, submitted according to the 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 Protocol Section 20, Alternative Dispute Resolution Procedure.
7.3.1
Escalation Process

Each Market Participant is responsible for compliance with the Public Utility Commission of Texas (PUCT) rules and the procedures and timelines in this Section 7.3, Inadvertent Gain Process.  Each Market Participant shall provide escalation contacts consistent with the process outlined in the MarkeTrak User Guide, Section 1.7.1, Rolodex, to assist in resolution of delays and disputes regarding the procedures.  MarkeTrak will send escalation e-mails to the escalation contact(s) whenever an issue has not been transitioned by the responsible party.  Please refer to the MarkeTrak User Guide for exact escalation timelines.

7.3.3
Charges Associated with Returning the Customer

(1)
The affected CRs and TDSP shall take all actions necessary to correctly bill all charges, so that the end result is that the CR that served the ESI ID without proper authorization shall pay all transmission, distribution and discretionary charges associated with returning the ESI ID to the losing CR, or CR of choice in the case of a move-in.  Each CR shall be responsible for all non-by passable TDSP charges and wholesale consumption costs for the periods that the CR bills the Customer.

(2)
If the gaining CR sends a move-out or Disconnect for Non-Pay (DNP) (in violation of Section 7.3.2.3, Resolution of Inadvertent Gains), and in order for the TDSP to reverse fees associated with the inadvertent gain, the losing CR should file a MarkeTrak issue under the Redirect Fees subtype within three Business Days following a priority move in sent to restore service to the Premise.  The losing CR shall item link any existing related Inadvertent Gaining or Inadvertent Losing issues, if applicable..  If the gaining CR agrees that an inadvertent gain has occurred, including agreement within a related inadvertent gain issue, then the gaining CR shall agree to the losing CR’s Redirect Fees MarkeTrak issue and shall not dispute any of the valid TDSP fees associated with returning the ESI ID to the losing CR.

(3)
The losing CR shall not submit a priority 814_16, Move-In Request, if the Customer currently has power.

7.3.5
Customer Rescission after Completion of a Switch Transaction

(1)
The time period allowed for a Customer to rescind a switch transaction may extend beyond the completion date of a switch.  If a Customer requests to cancel a switch for the purpose of rescission, the CR scheduled to gain the Premise shall attempt to cancel the transaction by following the steps outlined in Section 7.3.2.2, Prevention of Inadvertent Gains, regarding cancellation of the pending 814_01, Enrollment Request.  If the TDSP is unable to cancel the switch, or the Customer waits until after the switch is complete to exercise the rescission (but is still rescinding the agreement within the timelines specified in P.U.C. Subst. R. 25.474, Selection of Retail Electric Provider), the gaining CR shall file a MarkeTrak issue, subtype Customer Rescission, to initiate reinstatement of the Customer to the previous CR.  

(2)
The TDSP shall not assess any fees related to Customer reinstatement in cases of a valid Customer rescission, provided the submit date of the MarkeTrak issue falls on or before the 25th day following the established First Available Switch Date (FASD) of the 814_03, Switch/Move-In CR Notification Request, per the timeline specified in Protocol Section 15.1.1, Submission of a Switch Request.  Once this timeframe has expired, the gaining CR will no longer be able to submit an issue under the subtype Customer Rescission and must use the Inadvertent Gaining subtype to return the Premise.  The gaining CR will incur all TDSP charges normally associated with the return of a Premise through that subtype.    

(3)
The losing CR shall reinstate the Customer for one day beyond the original date of loss.  The option to reinstate the Customer for any date beyond that as outlined in Section 7.3.2.3.1, Reinstatement Date, is not applicable for rescissions received within the timelines specified in this scenario.

(4)
The rules and guidelines set forth in previous sections regarding valid/invalid reject reasons, back dated transactions over 150 days, pending order notification and third party transactions/leapfrog scenarios shall apply to rescission-based reinstatement.

(5)
Only those enrollments initiated by an 814_01 transaction, and eligible for Customer rescission as defined in P.U.C. Subst. R. 25.474, may be returned through the process outlined in this Section.  Only the gaining CR may initiate the process of returning the Customer to the losing CR by filing a MarkeTrak issue upon being contacted by the Customer exercising rescission.  If a gaining CR attempts to submit a Customer Rescission issue in MarkeTrak only to discover an Inadvertent Losing issue has been submitted by the losing CR for the same transaction, the gaining CR shall mark the Inadvertent Losing issue unexecutable and proceed with submission of a new issue under the Customer Rescission subtype. 
7.16.4.3.1
Timelines Associated with Removal of a Switch Hold for Meter Tampering for Purposes of a Move-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, mandates that within four Business Hours of the request to remove the switch hold, the TDSP determines whether or not the switch hold should be removed and this determination is accomplished by utilizing MarkeTrak.  During processing of the MarkeTrak issue, the issue will be assigned and reassigned to all parties at specific points within the workflow.  Each Market Participant involved, gaining CR (requesting CR), losing CR (REP of record) and TDSP is responsible for monitoring the MarkeTrak issue throughout the process, removal of the switch hold if applicable, and completing the steps within the timelines described in Section 7.16.4.3.2, Steps for Removal of a Switch Hold for Meter Tampering for Purposes of a Move-in. Removal of a switch hold by the TDSP, as referred to within Section 7.16.4.3, Removal of Switch Hold for Meter Tampering by Retail Electric Provider of Record Request , shall be interpreted to mean the removal of all switch holds (CR and/or TDSP-initiated) which may be applied to the ESI ID.
7.16.4.3.2
Steps for Removal of a Switch Hold for Meter Tampering for Purposes of a Move-in

(1)
Switch Hold Removal Step 1 – Gaining CR

(a)
Once the gaining CR determines that the Customer requesting the move-in is neither the Customer nor associated with the Customer subject to the switch hold, the gaining CR shall obtain the documentation listed in items (i) and (ii) below from the Customer to remove the switch hold.

(i)
One of the following:

(A)
Copy of signed lease;

(B)
Affidavit of landlord;

(C)
Closing documents; 

(D)
Certificate of occupancy; 

(E)
Utility bill, in the Customer’s name, dated within the last two months from a different Premise address; or

(F)
Other comparable documentation in the name of the retail applicant for electric service; and

(ii)
A signed statement as set forth in Section 9, Appendices, 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. 

(b)
Gaining CR shall create a MarkeTrak issue using the subtype of Switch Hold Removal, attach all required documentation and assign the issue to the TDSP.  








(2)
Switch Hold Removal Step 2 – TDSP

(a)
The TDSP shall reply within one Business Hour of becoming the responsible Market Participant of the MarkeTrak issue with one of the responses below:

(i)
The TDSP may reject the issue.  If the issue is rejected, any further request to have the switch hold removed must be submitted in the form of a new MarkeTrak issue.  All timelines will be reset upon submittal of a new MarkeTrak issue as outlined starting with Switch Hold Removal Step 1 in paragraph (1) above.  Reasons for which the TDSP may reject the issue are as follows: 

(A)
Inadequate documentation upon submission of the MarkeTrak issue;

(B)
Reasonable determination that the gaining CR’s Customer is associated with the Customer who resided at the location when meter tampering occurred, including the reason for this determination and all relevant internal documentation;

(C)
Current REP of Record is the submitter of the MarkeTrak issue; or
(D)
No switch hold is currently applied to the ESIID.

(ii)
The TDSP may accept  the issue and shall:

(A)
Transition the MarkeTrak issue to the current REP of record; or; or 

(B)
Proceed to Switch Hold Removal Step 4 in paragraph (4) below if there is no REP of record; and 

(C)
Assign the issue back to the gaining CR. 





(3)
Switch Hold Removal Step 3 – Losing CR

(a)
The losing CR shall take the following action within one and a half Business Hours of having been assigned the issue by the TDSP:

(i)
Review all documentation provided by the gaining CR; and

(ii)
Transition the issue as indicated below:

(A)
If the losing CR agrees that gaining CR’s Customer is not associated with the losing CR’s Customer, the losing CR shall select the “Agree” transition within MarkeTrak; or

(B)
If the losing CR has information that indicates that the gaining CR’s Customer and the losing CR’s Customer are associated, the losing CR shall choose the “Disagree” transition within MarkeTrak.  Additionally, the losing CR  must state reasons for disagreement and attach documents that support the losing CR’s position.  

(b)
If the losing CR has not chosen the “Agree” or “Disagree” transition within one and a half Business Hours of receipt, therefore remaining Responsible Market Participant within the MarkeTrak issue, the losing CR is considered to agree with the gaining CR’s removal of the switch hold request.
(i)
The gaining CR may use the “Time Limit Exceeded” transition to request a final decision from the TDSP if there is no response from the losing CR by the end of the allotted time.  The gaining CR shall only use this transition when the losing CR has been Responsible Market Participant of the MarkeTrak issue in excess of their allotted time.  The TDSP will become Responsible Market Participant if this transition is used by the gaining CR.






(4)
Switch Hold Removal Step 4 – TDSP

(a)
The TDSP shall have the remaining time between the assignment of the issue and the end of the four Business Hours timeframe to respond with a decision, but no less than one and a half Business Hours.  

(b)
The TDSP shall review all comments and documentation received, but retains the discretion to determine the final status of the switch hold.  Upon completion of the review, the TDSP shall take the following action:

(i)
Disapprove the removal of the switch hold during the final review period if the TDSP has internal information that indicates the requesting CR’s Customer is associated with the losing CR’s Customer regardless of documentation provided.  TDSP shall place comments in the issue notifying parties of the reason for disapproval and attach all relevant internal documentation; 

(ii)
Approve the removal of the switch hold upon verification that the losing CR failed to respond within one and a half Business Hours of receipt using the “State Change History” as the sole indicator if the gaining CR transitions the MarkeTrak issue to the TDSP  requesting a final decision due to the losing CR’s failure to respond to the issue within the allotted timeframe.  The TDSP shall remove the switch hold to allow completion of a move-in request and place comments in the issue notifying parties of the decision to remove the switch hold;  

(iii)
Review the MarkeTrak issue received with comments from both CRs and if it is determined that the TDSP has no internal information that indicates the gaining CR’s Customer is associated with the losing CR’s Customer, the TDSP shall:

(A)
If there is agreement among both CRs that the switch hold should be removed, the TDSP will remove the switch hold and assign the issue back to the gaining CR, notifying parties of the removal of the switch hold, through comments; or

(B)
If there is disagreement, the TDSP will evaluate all information provided by both CRs and assign the issue back to the gaining CR with the final decision to approve or deny the request to remove the switch hold, through comments.  If the decision is to approve the request to remove the switch hold, the TDSP shall remove the switch hold prior to assigning the issue back to the gaining CR.

(iv)
Disapprove the removal of the switch hold and notify parties, through comments, of the reason for disapproval if the TDSP receives the MarkeTrak issue from the gaining CR for a final decision and the “State Change History” indicates that the losing CR was not provided the full one and a half Business Hours allocated under Switch Hold Removal Step 3 in paragraph (3) above; or

(v)
Disapprove the removal of the switch hold and notify parties, through comments, of the reason for disapproval if the TDSP does not receive the full Business Hour for review and the allotted time was inadequate for a final decision to be made.

(5)
Switch Hold Removal Step 5 – All Market Participants Involved

(a)
If at any time, the TDSP becomes aware that the MarkeTrak issue was not resolved within the four Business Hour timeframe, the TDSP shall make a decision on whether or not to remove 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 transition the issue if possible. 

(b)
If at any time, the gaining CR becomes aware that the MarkeTrak issue was not resolved within the four Business Hour timeframe, the gaining CR shall notify the TDSP, via the MarkeTrak e-mail function and request a final decision. 

(c)
If at any time, the losing CR becomes aware that the MarkeTrak issue was not resolved within the four Business Hour timeframe, the losing CR shall notify the TDSP, via the MarkeTrak e-mail function and request a final decision.  

7.17.3.3.1
Timelines Associated with Removal of a Switch Hold for Deferred Payment Plans for Purposes of a Move-in

P.U.C. Subst. R. 25.480, Bill Payment and Adjustments, mandates that within four Business Hours of the request to remove the switch hold, the TDSP determines whether or not the switch hold should be removed and this determination is accomplished by utilizing MarkeTrak.  During processing of the MarkeTrak issue, the issue will be assigned and reassigned to all parties at specific points within the workflow.  Each Market Participant involved, gaining CR (requesting CR), losing CR (REP of record) and TDSP is responsible for monitoring the MarkeTrak issue throughout the process, removal of the switch hold if applicable, and completing the steps within the timelines described in Section 7.17.3.3.2, Steps for Removal of a Switch Hold for Deferred Payment Plans for Purposes of a Move-in.  Removal of a switch hold by the TDSP, as referred to within Section 7.17.3.3, Removal of a Switch Hold for Deferred Payment Plans for Purposes of a Move in, shall be interpreted to mean the removal of all switch holds (CR and/or TDSP-initiated) which may be applied to the ESI ID.
7.17.3.3.2
Steps for Removal of a Switch Hold for Deferred Payment Plans for Purposes of a Move-in

(1)
Switch Hold Removal Step 1 – Gaining CR

(a)
Once the gaining CR determines that the Customer requesting the move-in is neither the Customer nor associated with the Customer subject to the switch hold, the gaining CR shall obtain the documentation listed in items (i) and (ii) below from the Customer to remove the switch hold.

(i)
One of the following:

(A)
Copy of signed lease;

(B)
Affidavit of landlord;

(C)
Closing documents; 

(D)
Certificate of occupancy;

(E)
Utility bill, in the Customer’s name, dated within the last two months from a different Premise address; or

(F)
Other comparable documentation in the name of the retail applicant for electric service; and

(ii)
A signed statement as set forth in Section 9, Appendices, 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. 

(b)
Gaining CR shall create a MarkeTrak issue using the subtype of Switch Hold Removal, attach all required documentation and assign the issue to the TDSP.  








(2)
Switch Hold Removal Step 2 – TDSP

(a)
The TDSP shall reply within one Business Hour of becoming the responsible Market Participant of the MarkeTrak issue with one of the responses below:

(i)
The TDSP may reject the issue.  If the issue is rejected, any further request to have the switch hold removed must be submitted in the form of a new MarkeTrak issue.  All timelines will be reset upon submittal of a new MarkeTrak issue as outlined starting with Switch Hold Removal Step 1 in paragraph (1) above.  Reasons for which the TDSP may reject the issue are as follows: 

(A)
Inadequate documentation upon submission of the MarkeTrak issue;

(B)
Reasonable determination that the gaining CR’s Customer is associated with the Customer who resided at the location when placement of the switch hold occurred, including the reason for this determination and all relevant internal documentation;

(C)
Current REP of record is the submitter of the MarkeTrak issue; or 

(D)
No switch hold is currently applied to the ESI ID; 

(ii)
The TDSP may accept the issue and shall:

(A)
Transition the MarkeTrak issue to the current REP of record; or 

(B)
Proceed to Switch Hold Removal Step 4 in paragraph (4) below if there is no REP of record; and 

(C)
Assign the issue back to the gaining CR. 





(3)
Switch Hold Removal Step 3 – Losing CR

(a)
The losing CR shall take the following action within one and a half Business Hours of having been assigned the issue by the TDSP:

(i)
Review all documentation provided by the gaining CR; and

(ii)
Transition the issue as indicated below:

(A)
If the losing CR agrees that gaining CR’s Customer is not associated with the losing CR’s Customer, the losing CR shall select the “Agree” transition within MarkeTrak; or

(B)
If the losing CR has information that indicates that the gaining CR’s Customer and the losing CR’s Customer are associated, the losing CR shall choose the “Disagree” transition within MarkeTrak.  Additionally, the losing CR  must state reasons for disagreement and attach documents that support the losing CR’s position.  

(b)
If the losing CR has not chosen the “Agree” or “Disagree” transition within one and a half Business Hours of receipt, therefore remaining Responsible MP within the MarkeTrak issue, the losing CR is considered to agree with the gaining CR’s removal of the switch hold request.
(i)
The gaining CR may use the “Time Limit Exceeded” transition to request a final decision from the TDSP if there was no response from the losing CR by the end of their allotted time.  The gaining CR shall only use this transition when the losing CR has been Responsible Market Participant of the MarkeTrak issue in excess of their allotted time.  The TDSP will become Responsible Market Participant if this transition is used by the gaining CR.






(4)
Switch Hold Removal Step 4 – TDSP

(a)
The TDSP shall have the remaining time between the assignment of the issue and the end of the four Business Hours timeframe to respond with a decision, but no less than one and a half Business Hours.  

(b)
The TDSP shall review all comments and documentation received, but retains the discretion to determine the final status of the switch hold.  Upon completion of the review, the TDSP shall take the following action:

(i)
Disapprove the removal of the switch hold during the final review period if the TDSP has internal information that indicates the requesting CR’s Customer is associated with the losing CR’s Customer regardless of documentation provided.  TDSP shall place comments in the issue notifying parties of the reason for disapproval and attach all relevant internal documentation; 

(ii)
Approve the removal of the switch hold upon verification that the losing CR failed to respond within one and a half Business Hours of receipt using the “State Change History” as the sole indicator if the gaining CR transitions the MarkeTrak issue to the TDSP requesting a final decision due to the losing CR’s failure to respond to the issue within the allotted time frame.  The TDSP shall remove the switch hold to allow completion of a move-in request and place comments in the issue notifying parties of the decision to remove the switch hold;  

(iii)
Review the MarkeTrak issue received with comments from both CRs and if it is determined that the TDSP has no internal information that indicates the gaining CR’s Customer is associated with the losing CR’s Customer, the TDSP shall:

(A)
If there is agreement among both CRs that the switch hold should be removed, the TDSP will remove the switch hold and assign the issue back to the gaining CR, notifying parties of the removal of the switch hold, through comments; or

(B)
If there is disagreement, the TDSP will evaluate all information provided by both CRs and assign the issue back to the gaining CR with the final decision to approve or deny the request to remove the switch hold through comments.  If the decision is to approve the request to remove the switch hold, the TDSP shall remove the switch hold prior to assigning the issue back to the gaining CR. 

(iv)
Disapprove the removal of the switch hold and notify parties, through comments, of the reason for disapproval if the TDSP receives the MarkeTrak issue from the gaining CR for a final decision and the “State Change History” indicates that the losing CR was not provided the full one and a half Business Hours allocated under Switch Hold Removal Step 3 in paragraph (3) above; or

(v)
Disapprove the removal of the switch hold and notify parties, through comments, of the reason for disapproval if the TDSP does not receive the full Business Hour for review and the allotted time was inadequate for a final decision to be made.

(5)
Switch Hold Removal Step 5 – All Market Participants Involved

(a)
If at any time, the TDSP becomes aware that the MarkeTrak issue was not resolved within the four Business Hour time frame, the TDSP shall make a decision on whether or not to remove 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 transition the issue if possible. 

(b)
If at any time, the gaining CR becomes aware that the MarkeTrak issue was not resolved within the four Business Hour time frame, the gaining CR shall notify the TDSP, via the MarkeTrak e-mail function and request a final decision. 

(c)
If at any time, the losing CR becomes aware that the MarkeTrak issue was not resolved within the four Business Hour time frame, the losing CR shall notify the TDSP, via the MarkeTrak e-mail function and request a final decision.  

�Please note that revisions have also been proposed to this section by RMGRR100.


�Please note that revisions have also been proposed to this section by RMGRR100.
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