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	Proposed Guide Language Revision


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.  For move ins associated with a Continuous Service Agreement (CSA), only documentation in item (iii) below is required.
(i)
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 Premise(s) and is not associated with the preceding occupant; all fields must be completed to be considered a valid submission.
(ii)
The name(s) on the New Occupant Statement shall appear at least one time on any of the following document(s), and may be rejected if the name(s) cannot be reconciled: 
(A)
Utility bill, in the new occupant’s name, dated within the last two months from a different Premise address (cell phone invoices are not accepted); 
(B)
Copy of a current lease signed by all parties for the new occupant requesting move in (any expired lease agreements, or any lease agreement not signed by all parties shall be rejected);

(C)
Notarized affidavit of landlord (see Section 9, Appendices, Appendix J6, Sample – Affidavit of Landlord);


 

(D)
Closing documents indicating transfer of ownership occurred subsequent to the date the switch hold applied to Premise; 

(E)
Certificate of occupancy; or

(F)
Other comparable documentation in the name of the new retail applicant for electric service (Warranty Deeds are not an accepted form of documentation).

 (iii)
A Continuous Service Agreement Statement as set forth in Section 9, Appendices, Appendix J4, Continuous Service Agreement (English), or Appendix J5, Declaración de Acuerdo de Servicio Continuo (Continuous Service Agreement Statement – Spanish), from the current CSA REP of record stating that the Premise is vacant and has an active CSA.
(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;

(1)
Name(s) on New Occupant Statement does not appear on 
any documentation submitted under paragraph (1)(a)(ii) 
above;

(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 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 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.  For move ins associated with a Continuous Service Agreement (CSA), only documentation in item (iii) below is required.
(i)
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 Premise(s) and is not associated with the preceding occupant; all fields must be completed to be considered a valid submission; and 

(ii)
The name(s) on the New Occupant Statement shall appear at least one time on any of the following document(s) and may be rejected if the name(s) cannot be reconciled: 
(A)
Utility bill, in the new occupant’s name, dated within the last two months from a different Premise address (cell phone invoices are not accepted); 
(B)
Copy of a current  lease signed by all parties for the new occupant requesting the move in (any expired lease agreements, or any lease agreement not signed by all parties shall be rejected);

(C)
Notarized affidavit of landlord (see Section 9, Appendices, Appendix J6, Sample – Affidavit of Landlord);

 
(D)
Closing documents indicating transfer of ownership occurred subsequent to the date the switch hold applied to Premise; 

(E)
Certificate of occupancy; or

(F)
Other comparable documentation in the name of the new retail applicant for electric service (Warranty Deeds are not an accepted form of documentation).

(iii)
A Continuous Service Agreement Statement as set forth in Section 9, Appendices, Appendix J4, Continuous Service Agreement (English), or Appendix J5, Declaración de Acuerdo de Servicio Continuo (Continuous Service Agreement Statement – Spanish), from the current CSA REP of record stating that the Premise is vacant and has an active CSA.  
(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;
(1) 
Name(s) on New Occupant Statement does not appear on any documentation submitted under paragraph (1)(a)(ii) above;
(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.
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