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RECOMMENDATION TO NAESB EXECUTIVE COMMITTEE

                                       For Quadrant: Joint Retail Electric and Retail Gas Quadrants

                                       Requesters:  Joint REQ/RGQ Business Practices Subcommittee

                                       Request No.: 
2009 Retail Annual Plan Item No. 10 (a) and (c)

                                       Request Title:
Service Request, Disconnection and Reconnection in the Registration Agent Model


1.  RECOMMENDED ACTION:
EFFECT OF EC VOTE TO ACCEPT RECOMMENDED ACTION:

   X   Accept as requested


   X   Change to Existing Practice

      Accept as modified below


      Status Quo

      Decline

2.  TYPE OF DEVELOPMENT/MAINTENANCE

Per Request:




Per Recommendation:
  X   Initiation




  X    Initiation 

      Modification




      Modification

      Interpretation



      Interpretation

      Withdrawal




      Withdrawal

  X    Principle 




  X    Principle 

  X   Definition 




  X    Definition 

  X    Business Practice Standard 

  X    Business Practice Standard 

      Document 




      Document 

      Data Element 



      Data Element

      Code Value 




      Code Value 

      X12 Implementation Guide


     X12 Implementation Guide

      Business Process Documentation

      Business Process Documentation

3.  RECOMMENDATION

SUMMARY:


Recommended Standards:

SERVICE REQUEST, DISCONNECTION AND RECONNECTION IN THE REGISTRATION AGENT MODEL
Tab 1 -Executive Summary

This section presents a summary of the Model Business Practices for Service Request, Disconnection and Reconnection in a competitive energy market where there is a Registration Agent. In this model, alternative energy providers, known as Suppliers, sell gas and/or electricity to end use Customers. The Supplier provides the energy by purchasing it and arranging for its delivery by the Distribution Company to the Retail Customer.

Service Request, Disconnection and Reconnection processing where there is a Registration Agent encompasses a variety of interactions between Suppliers and Distribution Companies..  In a business environment where best practices are voluntary, Model Business Practices such as those included in this documentation may be applied within the context of regulatory or other market requirements and agreements.


Tab 2 -Version Notes

(Insert initial publication date)

Tab 3 –Introduction

The North American Energy Standards Board (NAESB) is a voluntary non-profit organization comprised of members from all aspects of the natural gas and electric industries. Within NAESB, the Retail Electric Quadrant (REQ) and the Retail Gas Quadrant (RGQ) focus on issues impacting the retail sale of energy to end-use customers. REQ / RGQ Model Business Practices are intended to provide guidance to Distribution Companies, Suppliers, and other Market Participants involved in providing competitive energy service to end-use Customers. The focus of these Model Business Practices is the processing of Service Requests, Disconnections and Reconnections where there is a Registration Agent.

These Model Business Practices are voluntary and do not address policy issues that are the subject of state legislation or regulatory decisions. These Model Business Practices have been adopted with the realization that as the industry evolves, additional and amended Model Business Practices may be necessary. Any industry participant seeking additional or amended Model Business Practices (including principles, definitions, data elements, process descriptions, and technical implementation instructions) should submit a request to the NAESB office, detailing the change, so that the appropriate process may take place to amend the Model Business Practice.

Tab 4 -Business Processes and Practices

RXQ.14
Overview

RXQ.14.1
Principles

RXQ.14.1.1
The processes for Service Requests, Disconnections and Reconnections where there is a Registration Agent should be efficient to minimize the time and effort needed to accomplish these operational details. 

RXQ.14.1.2
The processes for Service Requests, Disconnections and Reconnections where there is a Registration Agent should be consistent with the requirements set forth by the Applicable Regulatory Authority.

RXQ.14.1.3
The processes for Service Requests, Disconnections and Reconnections where there is a Registration Agent should minimize the occurrence of unauthorized activity in the marketplace.

RXQ.14.1.4
A contract or agreement between Market Participants may establish different processes, timeframes, or operational requirements.  Any conflict between these recommended processes and an applicable contract shall be resolved according to the provisions of the contract.

RXQ.14.1.5
These processes do not address contractual obligations between Market Participants and their Customers.

RXQ.14.2
Definitions

RXQ.14.2.A
Business Definitions

Customer

Disconnection

Disconnection Acknowledgement

Disconnection Completion

Disconnection Notification

Disconnection Rejection

Disconnection Request

Distribution Company

ESI ID

Reconnection

Reconnection Completion

Reconnection Request

Service Request

Service Request Completion

Service Request Notification

Service Request Rejection

Supplier

Uniform Electronic Transaction

RXQ.14.3
Model Business Practices

RXQ.14.3.1 
Service Request  

RXQ.14.3.1.1
Either the Customer or Supplier can identify the need for a Service Request.  If the Customer identifies the need for a Service Request, the Customer should  contact the Supplier.

RXQ.14.3.1.2
The Supplier should send the Service Request Notification via Uniform Electronic Transaction to the Distribution Company.

RXQ.14.3.1.3 
In addition to the ESI ID, a Service Request Notification should contain the data elements found in RXQ.14.6.  At a minimum, the following information should  be included: 

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· Customer name;

· Customer service address;

· Customer zip code;

· Contact name;

· Customer contact number;

· Purpose code;

· Meter number;

· Priority code;

· Special needs indicator;

· Service requested date;
· Action code, and;
· Transaction type code.

RXQ.14.3.1.4
The Distribution Company should send a Service Request Rejection via Uniform Electronic Transaction to the Supplier if any of  the following conditions exists: 

· The ESI ID in the Service Request Notification does not exist, or:

· The Service Request Notification does not contain the required elements, or:

· The Supplier was not able to be verified as the current Supplier for the ESI ID.

RXQ.14.3.1.5
A Service Request Rejection should contain the data elements found in RXQ.14.6.  At a minimum, the following information should be included:

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· Action or status indicator;

· ESI ID;
· Status reason;

· Purpose code;
· Rejection reason code, and;

· Rejection reason, if applicable.
RXQ.14.3.1.6
The Distribution Company should process the Service Request Notification and send a Service Request Completion via Uniform Electronic Transaction to the Supplier if all of the following conditions exist:   

· The ESI ID exists in the Distribution Company’s system, and;

· The Service Request Notification has the required elements, and;

· The Supplier was verified as the current Supplier for the ESI ID.

RXQ.14.3.1.7
A Service Request Completion should contain the data elements found in RXQ.14.6.  At a minimum, the following information should be included:

· Distribution Company name and D-U-N-S® Number;

· Supplier name and D-U-N-S® Number;

· Action or status indicator;

· ESI ID;
· Meter number;

· Distribution Company service order number;

· Disconnect location, if applicable;

· Actual date and time of completion;

· Last known meter reading, if applicable;
· Status reason, and;
· Purpose code.
RXQ.14.3.1.8
Once the Supplier receives the Service Request Completion, the Supplier should contact the Customer with the results of the Service Request, if applicable.   

RXQ.14.3.2 
Disconnection for Non-Payment
RXQ.14.3.2.1
If the Supplier determines the Customer should be subject to Disconnection, then the Supplier should send a Disconnection Request via Uniform Electronic Transaction to the Distribution Company.  

RXQ.14.3.2.2 
In addition to the ESI ID, a Disconnection Request should contain the data elements found in RXQ.14.6.  At a minimum, the following information should  be included: 

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· Customer name;

· Customer service address;

· Customer zip code;

· Contact name;

· Customer contact number;

· Purpose code;

· Meter number;

· Priority code;

· Special needs indicator;

· Service requested date;
· Action code, and;
· Transaction type code.

RXQ.14.3.2.3
The Distribution Company should send a Disconnection Rejection via Uniform Electronic Transaction to the Supplier if any of  the following conditions exists: 

· The ESI ID in the Disconnection Request does not exist;

· The Disconnection Request does not contain the required elements, or;

· The Supplier was not able to be verified as the current Supplier for the ESI ID.

RXQ.14.3.2.4
A Disconnection Rejection should contain the data elements found in RXQ.14.6.  At a minimum, the following information should be included:

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· Action or status indicator;

· ESI ID;
· Status reason;

· Purpose code;
· Rejection reason code, and;

· Rejection reason, if applicable.
RXQ.14.3.2.5
The Distribution Company should process the Disconnection Request and send a Disconnection Completion via Uniform Electronic Transaction to the Supplier if all of the following conditions exist:   

· The ESI ID exists in the Distribution Company’s system, and;

· The Disconnection Request has the required elements, and;

· The Supplier was verified as the current Supplier for the ESI ID.

RXQ.14.3.2.6
A Disconnection Completion should contain the data elements found in RXQ.14.6.  At a minimum, the following information should be included:

· Distribution Company name and D-U-N-S® Number;

· Supplier name and D-U-N-S® Number;

· Action or status indicator;

· ESI ID;
· Meter number;

· Distribution Company service order number;

· Disconnect location, if applicable;

· Actual date and time of completion;

· Last known meter reading, if applicable;
· Status reason, and;
· Purpose code.
RXQ.14.3.2.7
If the Customer remedies the reason for Disconnection, then the Supplier should send a Reconnection Request via Uniform Electronic Transaction to the Distribution Company.

RXQ.14.3.2.8
If the Distribution Company receives a Reconnection Request while the Disconnection Request is pending, then the Distribution Company should cancel the Disconnection Request in its system and send a Disconnection Completion with an un-executable status reason via Uniform Electronic Transaction to the Supplier.

RXQ.14.3.2.9
If the Distribution Company receives a Reconnection Request after the Disconnection Request has been completed, then the Distribution Company should process the Reconnection Request and send a Reconnection Completion via Uniform Electronic Transaction to the Supplier.


RXQ.14.3.3 
Reconnection When Disconnected for Non-Payment
RXQ.14.3.3.1
If the Customer contacts the Supplier to remedy the reason for Disconnection and the Supplier confirms that the Customer should be reconnected, then the Supplier should send a Reconnection Request via Uniform Electronic Transaction to the Distribution Company.

RXQ.14.3.3.2 
In addition to the ESI ID, a Reconnection Request should contain the data elements found in RXQ.14.6.  At a minimum, the following information should  be included: 

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· Customer name;

· Customer service address;

· Customer zip code;

· Contact name;

· Customer contact number;

· Purpose code;

· Pole number;

· Meter number;

· Priority code;

· Special needs indicator;

· Service requested date;
· Action code, and;
· Transaction type code.

RXQ.14.3.3.3
The Distribution Company should send a Reconnection Rejection via Uniform Electronic Transaction to the Supplier if any of  the following conditions exists: 

· The ESI ID in the Reconnection Request does not exist, or:

· The Reconnection Request does not contain the required elements, or:

· The Supplier was not able to be verified as the current Supplier for the ESI ID.

RXQ.14.3.3.4
A Reconnection Rejection should contain the data elements found in RXQ.14.6.  At a minimum, the following information should be included:

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· Action or status indicator;

· ESI ID;
· Status reason;

· Purpose code;
· Rejection reason code, and;

· Rejection reason.
RXQ.14.3.3.5
The Distribution Company should process the Reconnection Request and send a Reconnection Completion via Uniform Electronic Transaction to the Supplier if all of the following conditions exist:   

· The ESI ID exists in the Distribution Company’s system, and;

· The Reconnection Request has the required elements, and;

· The Supplier was verified as the current Supplier for the ESI ID.

RXQ.14.3.3.6
A Reconnection Completion should contain the data elements found in RXQ.14.6.  At a minimum, the following information should be included:

· Distribution Company name and D-U-N-S® Number;

· Supplier name and D-U-N-S® Number;

· Action or status indicator;

· ESI ID;
· Meter number;

· Distribution Company service order number;

· Reconnect location;

· Actual date and time of completion;

· Meter reading;
· Status reason, and;
· Purpose code.

RXQ.14.3.4 
Disconnection Initiated by Distribution Company
RXQ.14.3.4.1
If the Distribution Company identifies a need to disconnect a Customer’s service for safety or other reasons, then the Distribution Company should send a Disconnection Notification via Uniform Electronic Transaction to the Supplier.

RXQ.14.3.4.2 
In addition to the ESI ID, a Disconnection Notification should contain the data elements found in RXQ.14.6.  At a minimum, the following information should  be included: 

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number;

· 
· 
· 
· 
· 
· 
· 
· Meter number;

· Action code;

· Suspension code, and;
· Service suspension date and time.

RXQ.14.3.4.3
Upon reciept of a Disconnection Notification from the Distribution Company, the Supplier should send a Disconnection Acknowledgement via Uniform Electronic Transaction to the Distribution Company.
RXQ.14.3.4.4 
In addition to the ESI ID, a Disconnection Acknowledgement should contain the data elements found in RXQ.14.6.  At a minimum, the following information should  be included: 

· Distribution Company name and D-U-N-S® Number;
· Supplier name and D-U-N-S® Number, and;

· 
· 
· 
· 
· 
· 
· 
· 
· Action code.
· 
· 
4.  SUPPORTING DOCUMENTATION
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