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TO:
NAESB Retail Gas Quadrant (RGQ)/Retail Electric Quadrant (REQ) Participants and Interested Industry Parties
FROM: 
Deonne Cunningham, NAESB Staff Attorney; RGQ/REQ BPS Subcommittee Co-Chairs
RE:
Final Minutes for the RGQ/REQ Joint Business Practice Subcommittee (BPS) Conference Call – December 12, 2008
DATE:

February 27, 2009
NORTH AMERICAN ENERGY STANDARDS BOARD

Retail Gas Quadrant and Retail Electric Quadrant
Joint Business Practice Subcommittee (BPS)
CONFERENCE CALL

December 12, 2008 - 10:00 A.M. – 3:00 P.M. Central

FINAL MINUTES

1. Administrative
Mr. Jones welcomed the participants to the meeting.  Ms. Cunningham gave the antitrust guidelines.  The participants introduced themselves on the phone.  Mr. Precht moved to adopt the agenda as written.  The motion was adopted as written.  
2. Discussion on Work Plan for R08015 – Modifications to the Trading Partner Agreement (TPA)
· Document #08-1I (eye) – TPA Work Paper developed by Mr. Love
The group reviewed and held discussion on R08015 – Modifications to the Trading Partner Agreement (TPA).  Mr. Precht stated in this agreement stems from a standards request drafted by Mr. Love of NGPO.  The standards request was originally assigned to the Wholesale Gas Quadrant (WGQ) and the Retail Quadrant since both quadrant make use of the TPA.  The Joint WGQ Contracts, WGQ EDM, and Retail BPS Subcommittees have scheduled a conference call on January 7, 2009 from 10:00a.m. – 3:00p.m. Central to review and discuss the agreement.  Mr. Precht encouraged members to participate in the conference call.
3. Discussion on Developing Model Business Practices on 2008 Annual Plan Item 5 – Customer Inquiries
· Document #08-2I – UBP Document on Customer Inquiries
The group reviewed and held discussion in regards to 2008 Retail Annual Plan Item 5 – Customer Inquiries.  First, the group reviewed Document #08-2I – UBP Document on Customer Inquiries.  Mr. Jones stated that he drafted this document to facilitate discussion within the Subcommittee.  
· Document # 08-3I – Customer Inquiries Work Paper
Next, the group reviewed and held discussion on Document #08-3I – Customer Inquiries Work Paper.  Mr. Jones noted that document contained typical boilerplate that has been used in MBPs.  The group reviewed the section, RXQ- 12.1 (Principles).  Mr. Precht suggested the division of subsection  RXQ 12.1.1.  After further discussion, the group agreed that Section 12.1.1 should remain unmodified.  In regards to subsection RXQ 12.1.7, Mr. Precht questioned whether the section was correct as it relates to Customer Inquires and the obligations of Market Participants to Customers.  The group highlighted the section for further discussion at the January 2009 meeting.
Upon review of RXQ- 12.2 (Definitions), the group held discussion relating to the Customer Inquiries definition.  Mr. Jones suggested the inclusion and discussion of this definition during the Retail Glossary Subcommittee meeting in January 2009.  Mr. Eynon questioned whether the definition should be singular (i.e., Customer Inquiry).  Mr. Jones responded in the affirmative that the definition should be singular for consistency purposes.  The group revised the definition and the definition will be discussed further at the January 2009 Retail Glossary Subcommittee meeting.  The group also agreed to include the following for subsection RXQ 12.2.7: Drop; Drop Confirmation; Drop Rejection; Drop Request, Enrollment; Enrollment Rejection; Enrollment Request; and Market Participant.  
The group subsequently reviewed the section 12.3.1- General Business Practices for Customer Inquiries.  Mr. Precht suggested that the section be renumbered and revised to include additional language.  Mr. Jones questioned whether subsections should address fraudulent Customer Inquiries.  The group agreed and revised subsections RXQ 12.3.1.2 and 12.3.1.3.  Mr. Precht suggested additional language for 12.3.1.4 – Account Identity Information and noted his concern as it relates to the transposing of account numbers.  Mr. Jones explained that to verify a Customer, the account number will be associated with identifying characteristics that will allow the Market Participant to release or discuss account information.  He noted that this section is a back-up for the ESI-ID or account number.  Ms. Ray stated that BPA has a Customer level inquiry and Customers are able to access account information via the internet by establishing a user id and password.  Mr. Precht stated that he would review this section and provide further as it relates to the fraudulent Customer Inquiries at a later date.  
The group added subsection RXQ 12.3.1.7 and it read as follows: In markets supporting the Registration Agent model, the Supplier should either answer the Customer Inquiry by directly responding to the Customer or providing the answer the Registration Agent to respond to the Customer.”  In reference to subsection RXQ 12.3.1.8, Mr. Jones noted that Item 5 (a)-(c) should be included in this subsection as it relates to general business practices for Customer Inquiries.  Mr. Precht stated that the term “individual” should be modified to “designated position.”  The group added subsection RXQ.12.3.1.9 and it reads as follows: “Market Participants should agree on the method(s) to communicate with each other information regarding Customer Inquiries to each other in agreed upon method.  Methods may include but are not limited to emails; facsimile; U.S. mail; or telephone calls.”  Mr. Precht added the following language to subsection RXQ.12.3.1.10: “may include how the competitive energy marketplace operates.”  The group deleted the language “Customer Inquiries regarding” from the subsection.  The group added the following language for 12.3.11: “If the Customer Inquiry is not resolved to the Customer’s satisfaction, the Customer should follow the complaint procedures established by the Applicable Regulatory Authority.”  Further, the group added subsection RXQ.12.3.12 and it reads as follows: “Any performance standards or timelines for resolving Customer Inquiries should be established by the Applicable Regulatory Authority.”
Next, the group reviewed Section 12.3.2 – Customer Inquiries and Drops.  The group agreed to include the following in the title of the Section: “Except in Markets Supporting the Registration Agent Model.”  In discussion of subsections RXQ.12.3.2.1 and 12.3.2.2, Ms. Munson noted that ERCOT aids in the facilitation of Customer Inquiries however, Customer Inquiries are sent to the Supplier.  She further noted that the Supplier would answer the Customer Inquiries directly.  She suggested the addition of a subsection that would emphasize the contractual relationship between the Supplier and Customer based off of the Registration Agent model.  The group considered the following language for subsection RXQ.12.2.3: “In market supporting Registration Agent model, Customer Inquiries about status of Enrollment or Drop should be answered only by the Supplier.”
The group subsequently reviewed and held discussion as it relates to Section 12.3.3- Billing and Non-Billing Party Responsibilities.  The group agreed to include the following in the title of the Section: “Except in Markets Supporting Mr. Precht inquired about a Customer bill inquiry in relation to the Texas Registration Agent Model.  Ms. Munson stated that all Customer Inquiries are directed to the Supplier.  Mr. Precht stated that this matter would be discussed further at the January 2009 meeting.  In reference to subsection RXQ.12.3.3, Mr. Jones suggested the following: “Inquiry should take one of the following actions: 1) Forward the Customer Inquiry to the appropriate Market Participant; 2) Direct the Customer to contact the appropriate the Market Participant; or 3) Contact the appropriate Market Participant to resolve the matter and call the Customer timely fashion to inform them of the resolution.”  As it relates to subsection RXQ.12.3.3.5, the group added the following language to the end of the section: “within three business days of receiving the Customer’s request.”
Next, the group reviewed and held discussion in regards to Section 12.3.4- Customer Inquiries Regarding Emergencies.  Mr. Precht questioned the meaning of the term “emergencies.”  Mr. Jones questioned whether emergency will need to be defined in this particular Section.  Ms. Munson stated that in the Texas Registration Agent Model, emergencies are associated with an “Act of God” (i.e., natural disasters including floods, tornadoes, and hurricanes).  The group agreed to add a new subsection RXQ.13.3.4.1 and it reads as follows: “Emergencies under this section include, but are not limited to, the following: Service interruption; Natural gas leak; Storm damage; Downed Power Lines; Fire; or Contractual force majeure event(s).  
The group then reviewed and held discussion in regards to a new section, Section 12.3.5- Other Customer Except in Markets Supporting the Registration Agent Model.  The group added language to new subsections RXQ.12.3.5.1-12.3.5.4.  With respect to 12.3.5.3, Mr. Jones suggested the following language: “Customer Inquiries related to an incorrect meter reading should be directed to the Market Participant responsible for the reading of the meter.”  
The group held significant discussion as it relates to dispute resolution.  Ms. Ray suggested the business practice standards remain silent on this issue as the dispute resolution may not be related to competitive energy.  The group agreed to the following additional language to subsection RXQ.12.3.1.11- “If the Customer Inquiry is not resolved to the Customer’s satisfaction, the Customer should follow the complaint procedures established by the Applicable Regulatory Authority.”  The group also determined the following language for 12.3.1.12- “Any performance standards or timelines for resolving Customer Inquiries should be established by the Applicable Regulatory Authority.”
4. Review Items Submitted for the 2009 Annual Plan
· Document #08-41 – Proposed 2009 Annual Plan Item
The group reviewed the draft of the 2009 Retail Annual Plan.  Mr. Precht noted that the deadline for submitting comments in regards to the Annual Plan is January 16, 2009.  
5. Next Steps

· Status of MBPs

· Document #08-5I - MBP Status Matrix
The group reviewed and held discussion in regards to Document #08-5I – MBP Status Matrix.  Mr. Jones questioned the need for flow diagrams.  The group held discussion in regards to what the drafting of flow diagrams for the MBPs.  
6. Future meeting schedule:
The group determined the following meeting schedule:
· January 23, 2009; 9:00am to 3:00p.m. Central
· March 6, 2009; 9:00am to 3:00p.m. Central
7. Adjourn

Mr. Precht moved to adjourn the meeting.  The meeting was adjourned at 3:00p.m. Central on December 12, 2008.
8. Attendance
	Name:
	Organization:
	Segment

	Judy Ray
	Alabama Power Company 
	REQ Services

	Patrick Eynon 
	Ameren
	REQ Distributor

	Phil Precht
	Constellation
	RGQ Distributor

	Mary Edwards
	Dominion
	REQ Distributor

	Dan Jones
	Duke Energy
	RGQ Distributor

	Susan Munson
	ERCOT
	REQ Services

	Deonne Cunningham
	NAESB
	N/A

	Angela Gonzales 
	NAESB
	N/A

	Debbie McKeever
	Oncor
	REQ Services
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