4.8 Day to Day Issues – Other

4.8.4 Additional Uses for the Other Sub-type

4.8.4.1 Submitting a Switch Hold Removal Issue
4.8.4.1.3 Example: CR2 Does Not Respond to the MarkeTrak Issue Within One Business Hour
Per RMG 7.16.4.3.2(4), if CR2 (Losing CR) does not correctly transition the issue within one business hour of receipt, verifiable through the issue’s State Change History, CR2 is considered to have forfeited its claim to a switch hold.  To correctly transition the issue, CR2 must choose the Complete option and add comments, so that CR1 is once again Responsible MP.  Even if CR2 has added comments and/or documentation to the issue, CR2 is considered to agree with removal of the switch hold if the issue is not transitioned correctly.  The following section outlines a scenario where this requirement is not met by CR2 within the specified time frame.   At the conclusion of this time frame, CR1 may request a final decision from the TDSP.  
1. CR1 (Gaining CR) will select the “Other” sub-type from the MarkeTrak Submit Tree within MarkeTrak via GUI.

2. CR1 will enter all required information prior to submission:

a. Required fields must be populated

· Assignee

· Type in the DUNS or company name of the TDSP which has placed the ESIID on Switch Hold, and select Find.  A dropdown will appear with names that match the entry.  Select the appropriate TDSP.
· ESIID

· ISA Number

· For the issue to be considered valid, this field must be populated with the number 7164
· 
b. File attachments as required in RMG 7.16.4.3.2(1)

i. Within “Actions” dropdown at the top right of page, select “Add File”

ii. A window will open prompting the user to add a file attachment.  Select “Browse…”

iii. Select file to attach, then “Upload & Attach File”
1. Only acceptable file types are .doc, .pdf, .docx, .xls, .xlsx, .jpg

iv. Repeat as necessary

3. CR1 will select OK to submit the issue.
4. The issue will enter a state of New, and the TDSP will be designated as Responsible MP.  CR1 may still withdraw the issue at this point.
5. TDSP will select Begin Working and the issue will enter a state of In Progress (Assignee).  Once the issue has entered this status, CR1 can no longer withdraw the issue.
6. The TDSP will select Complete within one business hour of becoming Responsible MP.  Upon selecting Complete, TDSP will be required to populate the Comments field.  NOTE: DO NOT select the Return to Submitter transition.  Doing so will not allow any proper transitions to occur for the remainder of the issue.  
7. The issue will enter a state of Pending Complete and CR1 will again be Responsible MP.
8. Within thirty minutes of becoming Responsible MP, CR1 will select Re-Assign, and populate required fields:

· Assignee

· Type in the DUNS or company name of the CR provided by the TDSP in previous comments, and select Find.   A dropdown will appear with names that match the entry.  Select the appropriate market participant.
              and select OK.  
9. The issue will enter a state of New, and CR2 (Losing CR) will be designated as Responsible MP.
a. CR2 may or may not select Begin Working.  If so, the issue will enter a state of In Progress (Assignee).  
10. If CR2 has been Responsible MP in excess of one business hour, verifiable through the issue’s State Change History, CR2 is considered to agree with removal of the switch hold.  
a. If CR2 does not fail to transition the issue, but instead transitions using the Return to Submitter option, CR1 will again become Responsible MP with the issue in a state of New-All, and should follow step 11 below.  Please see RMG Section 7.16.4.3.3(3) for business process regarding incorrect MarkeTrak transitions during this step
.  
11. CR1 will request a final decision from the TDSP.
a. CR1 will select the e-mail icon at the top right of the page
b. Select “Find”

c. A dropdown will appear with a list of email contacts

d. Select the appropriate contact(s) and populate the “Message” portion with comments
e. Select “Send E-mail”

12. Per RMG 7.16.4.3.2(6), the TDSP has the remaining time between the assignment of the issue from the gaining CR and the end of the four Business Hours time frame
, verifiable through the issue’s State Change History, to decide whether or not the switch hold will be removed.  At or before this point, the TDSP will add comments to the issue indicating a decision.
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