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5 Electric Reliability Council of Texas
The functions of ERCOT are outlined in Protocol Section 1.2, Functions of ERCOT.  In addition, Customer registration information can be found in Protocol Section 15, Customer Registration.  As part of the certification process, Competitive Retailers (CRs) and Transmission and/or Distribution Service Providers (TDSPs) must complete ERCOT registration requirements as described in Protocol Section 16, Registration and Qualification of Market Participants. 
5.1
ERCOT Retail Client Services
(1)
ERCOT’s Retail Client Services department is available to assist with Market Participant questions and to provide education as needed on retail issues.  Retail Account Managers act as the liaison between ERCOT and Market Participants and are the primary contact for all retail market operation questions and issues.  ERCOT Retail Account Managers fulfill this role by performing the following functions:
(a)
 Maintaining business relationships with all Market Participants to facilitate or assist with issue resolution;  
(b)
Analyzing issues as they arise to provide support to Market Participants in their business functions with ERCOT and also between other Market Participants;
(c)
Advocating Market Participant issues within ERCOT and providing communication back to the Market Participant;  
(d)
Addressing the needs of Market Participants during the certification process;

(e)
Participating in the stakeholder process to communicate and resolve issues; and 
(f)
Monitoring the rules of the market to assist Market Participants with any questions/issues they may have. 
(2)
In addition, the Retail Client Services department also provides Market Participants assistance with the following:
(a)
ERCOT Protocols;
(b)
Market Participant registration information;
(c)
ERCOT tools such as the ERCOT website, Market Information System (MIS), MarkeTrak, and the Retail Testing website;
(d)
Reports and extracts; and
(e)
Training needs.
(3)
Existing Market Participants should contact their assigned Retail Account Manager.  Potential Market Participants may call the general ERCOT Client Services phone number at (512) 248-3900 or contact ERCOT Client Services via e-mail at ClientServices@ercot.com.
5.2
ERCOT Help Desk

For technical questions about automated communications, connectivity issues such as North American Energy Standards Board (NAESB) or Market Information System (MIS), IT support, data, and system administration issues, Market Participants should call or e-mail ERCOT’s 24-hour Help Desk at (512) 248-6800 or helpdesk@ercot.com.
5.3
Ad Hoc Retail Market Conference Calls
Market Participants may request an ad hoc retail market conference call by contacting the chair and/or vice-chair of the Retail Market Subcommittee (RMS).  RMS leadership will contact ERCOT Client Services who will announce the call via a Market Notice to the Retail Market Call (RMC) e-mail distribution list.  Market Participants interested in receiving ad hoc retail market conference call announcements should subscribe to the RMC distribution list located on the ERCOT website.  Topics of discussion for the ad hoc call may include but are not limited to:
(a)
Transaction and system processing updates (i.e., processing statistics; slow, late or large volumes);
(b)
Outage Notifications (i.e., planned/unplanned system Outages or maintenance updates); and
(c)
Any issues affecting more than one Competitive Retailer (CR) or the entire market (i.e., re-bill efforts, synchronization).  
5.4  
Retail Market Transaction Processing Service Availability 
ERCOT is committed to providing reliable retail market transaction processing services to the competitive retail market in Texas.  A description of the service availability targets and operating hours for retail market transaction processing services provided by ERCOT is available on the ERCOT website.  The availability targets are intended to build upon the requirements outlined in Protocol Section 15, Customer Registration and to provide additional guidance to Competitive Retailers (CRs) and Transmission and /or Distribution Service Providers (TDSPs) regarding retail market transaction processing service availability.  In the event of a conflict with the ERCOT Protocols or the Public Utility Commission of Texas (PUCT) Substantive Rules, the ERCOT Protocols and PUCT Substantive Rules take precedence over the service availability document. 
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