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	Revision Description
	This Retail Market Guide Revision Request (RMGRR) clarifies the e-mail process used for submitting safety-net and emergency reconnect requests to Transmission and/or Distribution Service Providers (TDSPs) and also updates the CenterPoint Energy e-mail address used for submitting those requests.  

In addition, this RMGRR also introduces a Spanish version of the New Occupant Statement form. 

	Reason for Revision
	These changes will eliminate confusion that Retail Electric Providers (REPs) may have when submitting standard and priority safety-net requests as well as emergency reconnect requests to TDSPs.

New Appendix J3 provides Competitive Retailers (CRs) the ability to have both English and Spanish versions available when taking move in applications from retail Customers.  

	Procedural History
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On 12/14/11, RMS unanimously voted to endorse and forward the 11/16/11 RMS Report as amended by the 12/6/11 Oncor comments and as revised by RMS and the Impact Analysis for RMGRR106 to TAC.  All Market Segments were present for the vote.

	Summary of RMS Discussion
	On 11/16/11, it was clarified that safety-net requests for CenterPoint Energy would be sent to one e-mail address; and that the 11/14/11 CenterPoint Energy comments update the e-mail address for CenterPoint Energy’s master metered Premises.   
On 12/14/11, additional edits were proposed to include Sharyland’s e-mail address.


	Business Case

	Business Case
	1
	Creates efficiencies within CenterPoint Energy both safety-net (standard/priority) and emergency Reconnect for Non-Pay (RNP) requests instead of multiple e-mail addresses.

	
	2
	Provides CRs with only one e-mail mailbox for both the safety-net and emergency reconnect market approved processes, which prevents confusion on their side as to which e-mail address to use at what time in some cases.  

	
	3
	Creates efficiencies and removes confusion and duplication of efforts for both CRs and TDSPs.  As an example, CenterPoint Energy has received duplicate requests in the past in which the same request is found in both the CustomerCare-CR@CenterPointEnergy.com and the CNP.Priority@CenterPointEnergy.com mailboxes.  

	
	4
	Creates a market-approved Spanish version of Appendix J2,New Occupant Statement, for CRs to provide to their Spanish speaking Customers, eliminating the need for individual CRs to develop a Spanish version of this document themselves.  Also promotes consistency in the forms used by CRs.

	
	5
	


	Sponsor

	Name
	Karla Franco

	E-mail Address
	Karla.Franco@CenterPointEnergy.com

	Company
	CenterPoint Energy

	Phone Number
	713-207-7970

	Cell Number
	

	Market Segment
	Investor Owned Utility (IOU)


	Market Rules Staff Contact

	Name
	Sandra Tindall

	E-Mail Address
	stindall@ercot.com

	Phone Number
	512-248-2867


	Comments Received

	Comment Author
	Comment Summary

	CenterPoint Energy 111411
	Updated an e-mail address in Section 7.6.5.6.

	Oncor 120611
	Submitted e-mail address updates for Sections 7.4.1.4 and 7.6.5.1. 


	Comments


Please note that the baseline RMG language in Sections 7.16.4.3.2 and 7.17.3.3.2 has been updated due to the incorporation of RMGRR102, Business Process Changes Related to SCR756, Enhancements to the MarkeTrak Application, into the RMG.
	Proposed Guide Language Revision


7.4.1.4
Standard and Priority Safety-Net Procedures

(1)
Safety-net Move-In Requests are initiated by the REP via an e-mail to the TDSP at the TDSP’s e-mail address indicated below in Table 4a, TDSP Safety-Net E-mail Address.  
Table 4a.  TDSP Safety-Net E-mail Address

	TDSP
	TDSP Safety-Net E-mail Address

	AEP
	aepbaoorders@aep.com

	CNP
	CNP.Priority@CenterPointEnergy.com

	Oncor
	contactcenter@oncor.com  
If requesting same day service, include “Priority MVI” in subject line.

	SULP
	safetynet@sharyland.com

	TNMP
	safetynet@tnmp.com


(2)
The REP will attach the Microsoft Excel© spreadsheet with the safety-net acceptable data content in the format as indicated below in Table 4b, Safety-Net Spreadsheet Format, or Section 9, Appendices, Appendix A1, Competitive Retailer Safety Net Request, to the e-mail.

Table 4b.  Safety-Net Spreadsheet Format

	Column
	Field Name
	Note
	Data Attributes

	
	
	
	Type
	Length

(Min. / Max.)

	(1)
	ESI ID
	(required)
	AN
	1 Min. / 80 Max.

	(2)
	Customer Contact Name
	(required)
	AN
	1 Min. / 60 Max.

	(3)
	Customer Contact Phone
	(required if available)
	AN
	1 Min. / 80 Max.

	(4)
	MVI Street Address
	(required)
	AN
	1 Min. / 55 Max.

	(5)
	MVI Apartment Number 
	(if applicable)
	AN
	1 Min. / 55 Max.

	(6)
	MVI ZIP
	(required)
	ID
	3 Min. / 15 Max.

	(7)
	MVI City
	(required)
	AN
	2 Min. / 30 Max.

	(8)
	CR DUNS Number
	(required)
	AN
	2 Min. / 80 Max.

	(9)
	CR Name 
	(prefer D/B/A to corporate name)
	AN
	1 Min. / 60 Max.

	(10)
	MVI Request Date
	(required)
	DT
	8 Min. / 8 Max.

	(11)
	Critical Care Flag
	(optional)
	AN
	1 Min. / 30 Max.

	(12)
	BGN02 
	(required)
	AN
	1 Min. / 30 Max.

	(13)
	Notes/Directions 
	(optional)
	AN
	1 Min. / 80 Max.

	(14)
	REP Reason for Using Spreadsheet
	(optional –free form)
	   AN
	1 Min. / 80 Max.


(3)
If the TDSP does not have a transaction to respond to, the TDSP shall notify the REP by attaching to the e-mail the Microsoft Excel© spreadsheet in the market-approved spreadsheet format, (see Table 5, TDSP Move-In Safety-Net Response Format, or Section 9, Appendices, Appendix A2, Transmission and/or Distribution Service Provider Move-in Safety Net Response) of all safety-net Move-In Requests that could not be completed as noted in Table 6, TDSP Return Codes.  The TDSP shall respond within one Business Day of receipt of the request.  For completed unexecutable only, the TDSP shall respond within two Business Days of receipt of the request. 

Table 5.  TDSP Move-In Safety-Net Response Format

	Column
	Field Name

	
	

	(1)
	ESI ID

	(2)
	MVI Street Address

	(3)
	MVI Apartment Number

	(4)
	MVI ZIP

	(5)
	MVI City

	(6)
	CR Name (D/B/A preferred)

	(7)
	MVI Request Date

	(8)
	BGN02 (optional)

	(9)
	TDU Return Code

	(10)
	Completed Unexecutable Description (optional)


Table 6.  TDSP Return Codes
	Return  Code
	Description
	Data Attributes

	
	
	Type
	Length Min/Max

	A76
	ESI ID Invalid or Not Found
	AN
	1 Min. / 30 Max.

	API
	Required information missing
	AN
	1 Min. / 30 Max.

	PT
	Permit Required
	ID
	1 Min. / 2 Max.

	09
	Complete Unexecutable
	AN
	1 Min. / 2 Max.


(4)
If the REP wants to cancel a safety-net move-in, it must notify the TDSP at the TDSP e-mail address indicated in Table 4a above.  If the REP does not notify the TDSP of a cancellation, the TDSP will complete the Move-In Request, and the REP will be responsible for the Customer’s consumption and all applicable discretionary charges.

(a)
The REP’s e-mail notification must follow the format outlined above in the following sections:

(i)
Paragraph (1) of Section 7.4.1.2, Standard Move-In Safety-Net Spreadsheet Format and Timing; or 

(ii)
Paragraph (1) of Section 7.4.1.3, Priority Move-In Safety-Net Spreadsheet Format and Timing; and

(iii)
Paragraph (2) of Section 7.4.1.4, Standard and Priority Safety-Net Procedures.

(b)
If a REP cancels a safety-net move-in on the requested date, the TDSP may charge the REP a trip charge in accordance with TDSP tariffs for canceling the safety-net move-in.  

(c)
If the TDSP has already completed the standard move-in and it is too late to cancel, the REP must initiate a MarkeTrak issue to return the Premise to the original status.

(5)
The REP must submit an 814_16, Move-In Request, to ERCOT and note the BGN02 on the safety-net spreadsheet that is sent to the TDSP.  

(a)
If the 814_16 transaction that corresponds with the safety-net Move-In Request is rejected by ERCOT with an 814_17, Move-In Reject Response, the REP must resubmit the transaction by the next Business Day.  All resubmitted 814_16 transactions must use the same requested date as submitted with the original safety-net spreadsheet.  The REP shall submit a MarkeTrak issue after not receiving a response from ERCOT on the 814_16 transaction within 48 hours.

(b)
If a subsequent 814_16 transaction is accepted by ERCOT, the REP must update the TDSP with the latest BGN02 for its safety-net ESI ID.  

(i)
All updates must reference the original Move-In Request date.

(ii)
The update e-mail must be in the format outlined in Sections 7.4.1.2 and 7.4.1.3. 

	[RMGRR100:  Replace paragraph (5) above with the following upon system implementation:]

(5)
The REP must submit an 814_16, Move In Request, to ERCOT and note the BGN02 on the safety-net spreadsheet that is sent to the TDSP.  

(a)
If the 814_16 transaction that corresponds with the safety-net Move-In Request is rejected by ERCOT with an 814_17, Move In Reject Response, the REP must resubmit the transaction by the next Business Day.  All resubmitted 814_16 transactions must use the same requested date as submitted with the original safety-net spreadsheet.  The REP shall submit a MarkeTrak issue after not receiving a response from ERCOT on the 814_16 transaction within 48 hours.

(b)
If a subsequent 814_16 transaction is accepted by ERCOT, the REP must update the TDSP with the latest BGN02 for its safety-net ESI ID.  

(i)
All updates must reference the original Move-In Request date.

(ii)
The update e-mail must be in the format outlined in Sections 7.4.1.2 and 7.4.1.3. 


7.6.5.1
Emergency Reconnects

(1)
There may be times when a Customer has been disconnected for non-payment in error.  For completed DNP request 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 RNP and identify the reason for the emergency Service Request.  Life threatening situations should be immediately reported to the TDSP 24 hours per day, seven days per week contacts in order to expedite the reconnection request.  See Table 19, Contact Information for Emergency RNP Requests, below. 
(2)
After initiating an emergency RNP request with the TDSP’s 24 hours per day, seven days per week support center, CRs shall submit a follow up e-mail, attaching the completed Section 9, Appendices, Appendix C2, Emergency Reconnect Request Data Requirements, spreadsheet to the e-mail address indicated in Table 19 below.   

Table 19.  Contact Information for Emergency RNP Requests

	TDSP
	Contact Information for Emergency RNP Requests 
	TDSP E-mail for Appendix C2, Emergency Reconnect Request Data Requirements, Spreadsheet
	Require 650_01, Service Order Request, to Reconnect

	AEP
	Contact CR Relations team for process.  
	crrtx@aep.com
	No

	CNP
	Contact 24 hours per day seven days per week support center 

· (713) 207-2222 or (800) 332-7143
	· CNP.Priority@CenterPointEnergy.com
	Yes, 650_01 RC001 or RC003 (If the CR cannot issue RC003 reconnects and is not the CR initiating the original DNP request, the 650_01 transaction will not be required.)

	Oncor
	Contact 24 hours per day seven days per week support center

· (888) 313-6934
	· 
· contactcenter@Oncor.com
· Include “Emergency Reconnect” in the subject line.
	No

	SULP
	Contact 24 hours per day seven days per week support center

(956) 668-9551
	egarcia@su-power.com
	No

	TNMP
	Contact 24 hours per day seven days per week support center

(888) 866-7456
	SafetyNet@tnmp.com
	No


7.6.5.6
Master Metered Premises

(1)
Prior to issuing a DNP request for a master metered Premise, a CR must fulfill the tenant notification requirements outlined in subsection (j) of P.U.C. Subst. R. 25.483, Disconnection of Service.  If applicable, a CR may request that a TDSP’s FSR post the required notices at a master metered property for a designated fee listed in Table 23, DNP Request for Mastered Metered Premises and Unmetered Services below.

(2)
DNP requests received for a master metered Premise will be Completed Unexecutable by the TDSP.  The requesting CR will need to contact the TDSP to coordinate the DNP request of the master metered Premise as indicated in Table 23, DNP/RNP Request for Mastered Metered Premises and Unmetered Services, below.

Table 23.  DNP/RNP Request for Mastered Metered Premises and Unmetered Services

	TDSP
	Notice Posting Availability for Master Metered Premises
	Fee (if applicable)
	TDSP Contact to Coordinate DNP Request

	AEP
	Available
	$42
	CR Relations

	CNP
	Unavailable
	
	MasterMeterDNP@CenterPointEnergy.com

	Oncor
	Unavailable
	
	Business Support at (888) 313-6934 or contactcenter@Oncor.com

	SULP
	Not applicable (no mastered meter Premises)
	
	

	TNMP
	Available
	$35
	REP Relations manager


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, or Appendix J3, Declaración De Nuevo Ocupante (New Occupant Statement – Spanish), 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 Other and follow the process described below to request the removal of the switch hold.  

(i)
Include the number “7164” in the ISA Number field of every MarkeTrak issue submitted to remove a tampering switch hold;  

(ii)
Populate the ESI ID field; 

(iii)
Attach the relevant documents from items (1)(a)(i) and (1)(a)(ii) above to the MarkeTrak issue prior to submission; and

(iv)
Assign the issue to the TDSP with a request to:

(A)
Review documentation;

(B)
Identify the existing REP of record; and 

(C)
Remove the existing switch hold.

(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)
Rejected the issue due to the following: 

(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)
Incorrect ISA Number or ISA Number field is not populated; 

(D)
Incorrect ESI ID or ESI ID field is not populated; or

(E)
Switch hold has already been removed due to request from current REP of record.

(ii)
Accepted the issue and shall:

(A)
Provide the company name and DUNS Number of the losing CR (if applicable); or 

(B)
Proceed to Switch Hold Removal Step 6 in paragraph (6) below if there is no REP of record; and 

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

(3)
Switch Hold Removal Step 3 – Gaining CR

The gaining CR shall take the following action within 30 minutes of having been assigned the issue by the TDSP:  

(a)
If the issue was accepted by the TDSP, assign the issue to the losing CR identified by the TDSP; or

(b)
If the issue was rejected by the TDSP, close the issue.  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.

(4)
Switch Hold Removal Step 4 – Losing CR

(a)
The losing CR shall take the following action within one Business Hour of having been assigned the issue by the gaining CR:

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

(ii)
Assign the issue back to the gaining CR with comments as indicated below:

(A)
If the losing CR agrees that gaining CR’s Customer is not associated with the losing CR’s Customer, comments must state agreement to remove switch hold; or

(B)
If the losing CR has information that indicates that the gaining CR’s Customer and the losing CR’s Customer are associated, comments must state reasons for disagreement and attach documents that support the losing CR’s position.  

(b)
If the issue is not assigned to the gaining CR, with comments, within one Business Hour of receipt by the losing CR, the losing CR is considered to agree with the gaining CR’s removal of the switch hold request.

(5)
Switch Hold Removal Step 5 – Gaining CR

(a)
The gaining CR shall take the following action within 30 minutes of receipt of the issue from the losing CR: 

(i)
Close the issue indicating agreement, through comments, if the losing CR disputes the switch hold removal and the gaining CR agrees with the losing CR’s conclusions;

(ii)
Assign the issue to the TDSP and request a decision, through comments, if the losing CR disputes the switch hold removal and the gaining CR does not agree with the losing CR’s conclusions; or

(iii)
Assign the issue to the TDSP and request, through comments, the removal of the switch-hold if the losing CR agrees with the switch-hold removal.  

(b)
The gaining CR may notify the TDSP via the e-mail function within MarkeTrak and request a final decision if there was no response from the losing CR by the end of their allotted time as indicated in Switch Hold Removal Step 4 in paragraph (4) above.

(6)
Switch Hold Removal Step 6 – TDSP

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

(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 Business Hour of receipt using the “State Change History” as the sole indicator if the TDSP receives notification from the gaining CR via the e-mail function within MarkeTrak 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 never assigned the issue or was not provided the full Business Hour allocated under Switch Hold Removal Step 4 in paragraph (4) 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.

(7)
Switch Hold Removal Step 7 – 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 assign the issue back to the gaining CR. 

(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.  

	[RMGRR102:  Replace Section 7.16.4.3.2 above with the following upon system implementation of SCR756, Enhancement to the MarkeTrak Application:]

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

(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.  


7.17.3.3.2
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, or Appendix J3, Declaración De Nuevo Ocupante (New Occupant Statement – Spanish), 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 Other and follow the process described below to request the removal of the switch hold.  

(i)
Include the number “7164” in the ISA Number field of every MarkeTrak issue submitted to remove a deferred payment plan switch hold;  

(ii)
Populate the ESI ID field; 

(iii)
Attach the relevant documents from items (1)(a)(i) and (1)(a)(ii) above to the MarkeTrak issue prior to submission; and

(iv)
Assign the issue to the TDSP with a request to:

(A)
Review documentation;

(B)
Identify the existing REP of record; and 

(C)
Remove the existing switch hold.

(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)
Rejected the issue due to the following: 

(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)
Incorrect ISA Number or ISA Number field is not populated; 

(D)
Incorrect ESI ID or ESI ID field is not populated; or

(E)
Switch hold has already been removed due to request from current REP of record.

(ii)
Accepted the issue and shall:

(A)
Provide the company name and DUNS Number of the losing CR (if applicable); or 

(B)
Proceed to Switch Hold Removal Step 6 in paragraph (6) below if there is no REP of record; and 

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

(3)
Switch Hold Removal Step 3 – Gaining CR

The gaining CR shall take the following action within 30 minutes of having been assigned the issue by the TDSP:  

(a)
If the issue was accepted by the TDSP, assign the issue to the losing CR identified by the TDSP; or

(b)
If the issue was rejected by the TDSP, close the issue.  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.

(4)
Switch Hold Removal Step 4 – Losing CR

(a)
The losing CR shall take the following action within one Business Hour of having been assigned the issue by the gaining CR:

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

(ii)
Assign the issue back to the gaining CR with comments as indicated below:

(A)
If the losing CR agrees that gaining CR’s Customer is not associated with the losing CR’s Customer, comments must state agreement to remove switch hold; or

(B)
If the losing CR has information that indicates that the gaining CR’s Customer and the losing CR’s Customer are associated, comments must state reasons for disagreement and attach documents that support the losing CR’s position.  

(b)
If the issue is not assigned to the gaining CR, with comments, within one Business Hour of receipt by the losing CR, the losing CR is considered to agree with the gaining CR’s removal of the switch hold request.

(5)
Switch Hold Removal Step 5 – Gaining CR

(a)
The gaining CR shall take the following action within 30 minutes of receipt of the issue from the losing CR: 

(i)
Close the issue indicating agreement, through comments, if the losing CR disputes the switch hold removal and the gaining CR agrees with the losing CR’s conclusions;

(ii)
Assign the issue to the TDSP and request a decision, through comments, if the losing CR disputes the switch hold removal and the gaining CR does not agree with the losing CR’s conclusions; or

(iii)
Assign the issue to the TDSP and request, through comments, the removal of the switch-hold if the losing CR agrees with the switch-hold removal.  

(b)
The gaining CR may notify the TDSP via the e-mail function within MarkeTrak and request a final decision if there was no response from the losing CR by the end of their allotted time as indicated in Switch Hold Removal Step 4 in paragraph (4) above.

(6)
Switch Hold Removal Step 6 – TDSP

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

(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 Business Hour of receipt using the “State Change History” as the sole indicator if the TDSP receives notification from the gaining CR via the e-mail function within MarkeTrak 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 never assigned the issue or was not provided the full Business Hour allocated under Switch Hold Removal Step 4 in paragraph (4) 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.

(7)
Switch Hold Removal Step 7 – 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 assign the issue back to the gaining CR. 

(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.  

	[RMGRR102:  Replace Section 7.17.3.3.2 above with the following upon system implementation of SCR756, Enhancements to the MarkeTrak Application:]

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 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 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.  


Appendix J3

Declaración De Nuevo Ocupante (New Occupant Statement – Spanish)
Referencia:  Sección 7.16.4.3.2, Los Pasos para la Eliminación de un Bloqueo para el Propósito de Solicitar Servicio Eléctrico
ESI ID = Identificador de Servicio Eléctrico 
Nota:
Declaración de un nuevo ocupante debe ir acompañada de al menos uno de los siguientes documentos: (1) copia del contrato firmado, (2) declaración jurada de propietario; (3) los documentos de cierre, (4) certificado de ocupación, o (5) la factura de utilidades en nombre del Cliente, con fecha dentro de los últimos dos meses de una dirección diferente. 


Identificador de Servicio Eléctrico
Dirección del Servicio


Ciudad, Estado, Código Postal
Fecha de ocupación
Dirección Postal
Ciudad, Estado, Código Postal
Número Telefónico

AUTORIZACIÓN

Yo afirmo que soy un nuevo ocupante de la dirección de servicio de arriba y no estoy asociado con el ocupante anterior.



(Firma)






(Fecha)



(Nombre,impreso)
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