System Change Request


	SCR Number
	
	SCR Title
	MarkeTrak Enhancements – Administrative Changes

	Date Posted
	

	
	

	Requested Resolution 
	Normal 

	Supporting Protocol or Guide Sections/Related Documents
	Retail Market Guide, Section 7 Market Processes

MarkeTrak User’s Guide 

	System Change Description
	Proposed revisions/enhancements would align current market guides, streamline processes, increase transparency and tracking, and improve communication amongst market participants in the MarkeTrak tool which is utilized for issue resolution in the retail market.  

	Reason for Revision
	x  Addresses current operational issues.
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  Meets Strategic goals (tied to the ERCOT Strategic Plan or directed by the ERCOT Board).

x  Market efficiencies or enhancements

x  Administrative
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  Regulatory requirements
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  Other:  (explain)

(please select all that apply)

	Business Case
	Aside from aligning with current market processes, the proposed enhancements allow for improved communication amongst market participants, streamlined processes, and transparency of issue identification for tracking/analysis purposes. 

TDTMS has identified multiple improvement opportunities to the current MarkeTrak system.  These opportunities have been bifurcated into two groups:  

1. administrative changes requiring minor coding changes to current functionality

2. integrated changes associated with the collaborative efforts of TXSET 5.0 

MarkeTrak functionality is being reviewed for a Serena upgrade (newer version).  The proposed enhancements may possibly be coordinated with this effort to best utilize resources.    


	Sponsor

	Name
	Sheri Wiegand,  Chair of TDTMS

	E-mail Address
	Sheri.wiegand@vistracorp.com

	Company
	TXU Energy – Vistra Corp

	Phone Number
	972-979-5225

	Cell Number
	

	Market Segment
	IREP


	Market Rules Staff Contact

	Name
	

	E-Mail Address
	

	Phone Number
	


	Proposed System Change


See below matrix for MarkeTrak issue and proposed resolution/enhancement:

	
	
	

	
	ISSUE
	RESOLUTION

	1.
	Drop down choices for attributes within subtypes such as IAS Unexecutable reasons do not align with the current market guides 


	Revise drop down choices for IAG/IAL/Rescission Unexecutable reasons to match RMG and MT User’s Guide

	2.
	Inability to monitor or track common unexecutable reasons for following subtypes:

· Usage& Billing 

· Missing Enrollment Transactions

· Switch Hold

· Cancel w/ Approval
	Develop a list of common unexecutable reasons for each subtype and create a drop down attribute when an MT is unexecuted.

· Move Out Cancelled

· Issue submitted prior to next scheduled cycle read

· Invalid data

· Duplicate issue

· Move Out order still pending

· Invalid date and/or time stamp

· Send transaction (650, EDI)

· Other, requiring comments

Common unexecutable reasons will improve the resolution time and reduce unnecessary comments.

Attributes on subtypes may be queried and tracked for monitoring purposes providing additional insight into market activity.



	3.
	Current Rolodex is not maintained by market participants due to cumbersome process and multiple inputs.  Escalation contact emails bounce back or go unanswered.
	Downsize escalation contacts from the current 24 categories w/ 4 contacts for each (primary/secondary and escalation primary/secondary) – 96 total down to 4 categories as listed below:

1. Inadvertent Situations/ Rescission/Redirect Fees

2. Service / Transactional Issues

3. Usage & Billing 

4. DEVs



	4.
	Improving the performance of REPs in inadvertent situations to reach resolution (unexcutable or agree) within 7 days once an IAS MT is transitioned to “begin working”
	Creation of an automated escalation email if IAS is not transitioned within 7 days after “Begin Working” when under review.

Based on 2020 MT analysis, 95% of MTs reach agreement within 7 days once touched.



	5.
	Improve the performance of REPs in Rescission situations to reach resolution as aligned in the RMG – 2 days to ‘agree’ and 2 days to submit BDMVI once TDSP is ‘ready to receive’ 
	Creation of an automated escalation email if a Rescission issue is not transitioned to ‘agree’ or ‘unexecutable’ within 2 days of ‘begin working’ 

AND

Creation of an automated escalation email if a BDMVI is not submitted within 2 days of ‘ready to receive’ 

	6.
	Escalation Email Report only lists MT number and not ESI associated


	Revise automated report to include ESI and MT number 

	7.
	Auto-complete date is used for the default Close date in reports which impacts any analysis to determine timelines and SLAs to resolve an issue


	For reporting only, use the ‘last modified date’ as the close date if the issue auto-completed.

	8.
	Unused Subtypes 
	54 total Day to Day and Data Extract Variance subtypes recommending archiving 14 subtypes not utilized since 2018
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