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CUSTOMER ENROLLMENT, DROP, and account Information Change Using A Centralized Registration Agent
Tab 1 -Executive Summary
This section presents a summary of the Model Business Practices for Customer Enrollment, Drop, and Account Information Change for a competitive electric market in which the market has a Centralized Registration Agent. In this model, alternative energy providers, known as Suppliers, sell 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.

Customer enrollment, dropping and maintaining premise and customer information processing encompasses a variety of interactions between Suppliers, Distribution Companies, and a Centralized Registration Agent.  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 Customer Enrollment, Drop, and Account Information Change transactions.

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.11

Overview
RXQ.11.1
Principles
RXQ.11.1.1
The processes for Customer Enrollment, Drop, and Account Information Change should be efficient to minimize the time and effort needed to accomplish these operational details. 

RXQ.11.1.2
The processes for Customer Enrollment, Drop and Account Information Change should be consistent with the requirements set forth by the Applicable Regulatory Authority.

RXQ.11.1.3
The processes for Customers to enroll with and drop from Suppliers should minimize the occurrence of unauthorized activity in the marketplace.

RXQ.11.1.4
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.11.1.5
These processes do not address communications between a Customer and a Supplier concerning the right of a Customer to cancel a contract prior to or subsequent to the issuance of an Enrollment Request.  

RXQ.11.1.6
These processes do not address contractual obligations between Market Participants and their Customers.

RXQ.11.2
Definitions
Cancel:  The process of cancelling a pending drop request or a pending enrollment request so that the existing Supplier continues to have the responsibility for providing energy to the Customer.  

Cancel Request:  The Uniform Electronic Transaction to initiate a cancel. 

Cancel Confirmation:  The Uniform Electronic Transaction used to notify the Supplier that their Cancel Request has been accepted. 

Cancel Rejection:  The Uniform Electronic Transaction used to notify the Supplier that their Cancel Request has been denied. 

Customer or Premise Information Change:  The process by which Market Participants notify each other of modifications to customer or premise data. 

Customer or Premise Information Change Request:  The Uniform Electronic Transaction used to initiate a change of customer information or the Uniform Electric Transaction used to initiate a change in premise information. 

Customer or Premise Information Change Confirmation:  The Uniform Electronic Transaction used to notify the Market participant that their customer or premise information Change Request has been accepted.

Customer or Premise Information Change Rejection:
The Uniform Electronic Transaction used to notify the Market participant that their customer or premise information Change Request has been denied. 
Drop (Centralized Registration Agent):  The process of discontinuing responsibility for providing energy to a Customer from the current Supplier.

Drop Confirmation:  The Uniform Electronic Transaction used to accept a Drop Request.
Drop Due to Switch Request

Drop Effective Date (Centralized Registration Agent):  The point in time when the current Supplier ceases to be responsible for providing energy to a Customer.

Drop Rejection (Centralized Registration Agent):  The Uniform Electronic Transaction used to deny a Drop Request.

RXQ.0.2.XX Drop Request:  The Uniform Electronic Transaction used to initiate a Drop.

Enrollment (Centralized Registration Agent):  The process of designating a Supplier that has the responsibility for providing energy to a Customer.
Enrollment Confirmation (Centralized Registration Agent):  The Uniform Electronic Transaction used to notify the Supplier that their Enrollment Request has been accepted.

Enrollment Effective Date (Centralized Registration Agent):  The point in time when a Supplier is responsible for providing energy to a Customer.
Enrollment Rejection:  The Uniform Electronic Transaction used to notify the Supplier that their Enrollment Request has been denied.

RXQ.0.2.XX Enrollment Request:  The Uniform Electronic Transaction used to initiate an Enrollment.
Electric Service Identifier (ESI ID):  The basic identifier assigned to each Service Delivery Point used in the registration and settlement systems managed by the Centralized Registration Agent.
Move-In

Move-In Confirmation

Move-In Request

Pending Enrollment
Switch   

RXQ.11.3
Model Business Practices

RXQ.11.3.1  General Practices for Customer Enrollment, Drop, and Account Information Change Using a Centralized Registration Agent 
RXQ.11.3.1.1

Distribution Company, Supplier, and Centralized Registration Agent should be approved, certified and licensed, to the extent required by the Applicable Regulatory Authority and demonstrate the technical capability to exchange information electronically using Uniform Electronic Transactions and to meet the operational timeframes which have been defined to support market rules and regulatory requirements. 

RXQ.11.3.1.2

When making changes to its information systems that may affect electronic data interchange, the Distribution Company, Supplier or Centralized Registration Agent making those changes should provide sufficient advance notification to the other party prior to implementation to allow them to adapt to the change. 
RXQ.11.3.1.3

Suppliers must obtain authorization from Customers prior to enrolling and serving them. 
RXQ.11.3.1.4

Distribution Company, Supplier, and Centralized Registration Agent should process Enrollment, Drop and Account Information Change transactions when submitted and according to approved market timeframes for transaction processing.
RXQ.11.3.1.5

When a Uniform Electronic Transaction is received, the receiving party should acknowledge receipt via Uniform Electronic Transaction within one business day or according to established market timeframes.  
RXQ.11.3.1.6

Uniform Electronic Transactions for Enrollment, Drop, and Account Information Change should be submitted at the account level (e.g. ESI ID for the Centralized Registration Agent).

RXQ.11.3.2
Customer Enrollment Process




There are two enrollment processes supported by the Centralized Registration Agent Model supports:
· Switch

· Move-In

RXQ.11.3.2.1 

Customer Enrollment Process (Switch) 
RXQ.11.3.2.1.1  

Suppliers should obtain authorization from Customers prior to Enrollment as specified by the Applicable Regulatory Authority. 

RXQ.11.3.2.1.2  

The Supplier should send an Enrollment Request to the Centralized Registration Agent via Uniform Electronic Transaction within the required time frame prior to the requested Enrollment Effective Date.  Market rules may prohibit the enrollment from being processed until customer rescission periods have expired. 

RXQ.11.3.2.1.3  

An Enrollment Request should contain the necessary information enabling the Centralized Registration Agent to validate that the Enrollment Request is for a valid ESI ID.  Once the Enrollment is considered valid by the Centralized Registration Agent, the Enrollment Request is then sent via Uniform Electronic Transaction to the Distribution Company.  Once the valid Enrollment Request has been passed to the Distribution Company, the Distribution Company will validate the Enrollment Request according to market rules. 

RXQ.11.3.2.1.4  

An Enrollment Request should contain the data elements found in RXQ.11.6.  The following Customer account information may be included:

· ESI ID or Account Number
· Customer Name

· Zip code
· Type of Request 

· Type of Billing (consolidated, dual, rate-ready, bill-ready, etc.)

· Rescission Period Waiver (Yes/No)

· Life Support Indicator


RXQ.11.3.2.1.5  

If considered valid, the Distribution Company will respond with an Enrollment Confirmation via Uniform Electronic Transaction to the Centralized Registration Agent indicating the date the service can be completed per RXQ.11.3.2.1.6. The Centralized Registration Agent will send an Enrollment Confirmation via the Uniform Electronic Transaction to the Supplier within market-defined timeframe.  If rejected, the Distribution Company will respond with the Uniform Electronic Transaction indicating the reason for rejection per RXQ.11.3.2.1.9. 

RXQ.11.3.2.1.6  

An Enrollment Confirmation should contain the data elements found in RXQ.11.6. When known, the following Customer account information should be included:

· Customer Name

· Service Address

· Acceptance Indicator

· ESI ID or Account Number

· Distribution Company Billing Cycle

· Type of Billing (consolidated, dual, rate-ready, bill-ready, etc.)

· Scheduled Field Completion Date

· Meter Number

· Distribution Company Load Profile

· Distribution Company Rate Class

· Distribution Company Rate Sub Class

· Distribution Company Meter Reading Cycle

· Meter Type

· Meter Constant on Usage Register

· Number of Dials/Digits on Usage Register

· Off-peak Usage Information, if applicable

· On-peak Usage Information, if applicable

· Meter Constant on the Demand Register

· Number of Dials/Digits on the Demand Register

· Off-peak Demand Information, if applicable

· On-Peak Demand Information, if applicable

· Totalized Metering Information, if applicable


RXQ.11.3.2.1.7  

If the ESI ID is not confirmed or eligible to participate in the competitive energy market, the Centralized Registration Agent will send the Supplier an Enrollment Rejection via Uniform Electronic Transaction within the specified market-defined timeframe indicating the applicable rejection reason code.

RXQ.11.3.2.1.8  

An Enrollment Rejection from the Centralized Registration Agent should contain the data elements found in RXQ.11.6.  The following information may be included:
· ESI ID or Account Number
· Customer Name

· Rejection Indicator

· Rejection Reason Code


RXQ.11.3.2.1.9   

An Enrollment Rejection from the Distribution Company should contain the data elements found in RXQ.11.6.  The following information may be included:

· ESI ID or Account Number

· Customer Name

· Rejection Indicator

· Rejection Reason Code


RXQ.11.3.2.1.10  

If the Customer is already enrolled with another Supplier and the new Supplier’s Enrollment Request is accepted by the Centralized Registration Agent via an Enrollment Confirmation per RXQ.11.3.2.1.5, the Centralized Registration Agent will send a Drop Due to Switch Request to the Supplier currently serving the ESI ID, and include a Drop Effective Date coinciding with the Enrollment Effective Date of the new Supplier.

RXQ.11.3.2.1.11 

If market rules allow Rescission, the Customer may request Rescission by contacting the Supplier responsible for the Pending Enrollment or the Centralized Registration Agent according to market rules.  The Pending Enrollment will be cancelled according to market-defined timelines.  The Centralized Registration Agent will notify the Supplier and Distribution Company of the Cancelled Enrollment.  The Customer will remain with their existing Supplier.


RXQ.11.3.2.1.12  

After the Centralized Registration Agent receives a switch from the requesting Supplier and if the rescission period has not been waived, the Centralized Registration Agent mails a notification letter to the Customer according to market rules.  The letter notifies the Customer of the Pending Enrollment, the name of the requesting Supplier, and the method to rescind the Pending Enrollment. 

RXQ.11.3.2.1.13 

Once an Enrollment is initiated and a Customer rescinds the Pending Enrollment, if sufficient time permits the Pending Enrollment will be cancelled.  If insufficient time is allowed, the Pending Enrollment will complete.  The Customer will be served the Supplier for a period of at least (1) one month unless the Customer requests an out-of-cycle Enrollment, which can be completed in less than (1) one month.  Note:  If the Customer was placed with the Supplier inadvertently, market processes should be executed to the extent the Customer will be placed with their previous Supplier according to the correct Effective Date.

RXQ.11.3.2.2 
Customer Enrollment (Move-In) 

RXQ.11.3.2.2.1

Customer contacts Supplier and informs Supplier that Customer is moving to another address. 


RXQ.11.3.2.2.2

The Supplier will send a Move-In Request to the Centralized Registration Agent via Uniform Electronic Transaction including the requested date the Customer wishes to begin service at the new address.

RXQ.11.3.2.2.3

A Move-In Request should contain the necessary information enabling the Centralized Registration Agent to validate that the Move-In is for a valid ESI ID. Once the Move-In is considered valid, the Move-In Request is then sent to the Distribution Company so field services can be executed in order to complete the Move-In.  


RXQ.11.3.2.2.4

A Move-In Request should contain the data elements found in RXQ.11.6.  At a minimum, the following Customer account information should be included:

· ESI ID or Account Number
· Customer Name

· Customer Contact Name and Phone Number

· Priority Code

· Zip code

· Type of Request indicating Move-In
· Historical Usage Request (optional) 

· Type of Billing (consolidated, dual, rate-ready, bill-ready, etc.) if applicable
· Life Support Indicator


RXQ.11.3.2.2.5

If the valid Move-In Request has been passed to the Distribution Company, the Distribution Company will validate request according to market rules. If accepted, the Distribution Company will respond with the Uniform Electronic Transaction indicating the date the service can be completed. The Centralized Registration Agent will send a Move-In Confirmation via the Uniform Electronic Transaction to the Supplier within a timeframe established by the Market.  


RXQ.11.3.2.2.6

A Move-In Confirmation should contain the data elements found in RXQ.11.6. When known, the following Customer account information should be included:

· Customer Name

· Service Address

· Acceptance Indicator

· ESI ID or Account Number

· Distribution Company Billing Cycle

· Type of Billing (consolidated, dual, rate-ready, bill-ready, etc.)

· Scheduled Field Completion Date

· Meter Number

· Distribution Company Load Profile

· Distribution Company Rate Class

· Distribution Company Rate Sub Class

· Distribution Company Meter Reading Cycle

· Meter Type

· Meter Constant on Usage Register

· Number of Dials/Digits on Usage Register

· Off-peak Usage Information, if applicable

· On-peak Usage Information, if applicable

· Meter Constant on the Demand Register

· Number of Dials/Digits on the Demand Register

· Off-peak Demand Information, if applicable

· On-Peak Demand Information, if applicable

· Totalized Metering Information, if applicable


RXQ.11.3.2.2.7

If the ESI ID is not confirmed or eligible to participate in the competitive energy market, the Centralized Registration Agent will send the Supplier a Move-In Rejection Response via Uniform Electronic Transaction within the specified market defined timeframe of receiving the Move-In Request indicating the applicable rejection reason code.


RXQ.11.3.2.2.8

A Move-In Rejection Response should contain the data elements found in RXQ.11.6. At a minimum, the following information should be included:

· ESI ID or Account Number
· Customer Name

· Rejection Indicator

· Rejection Reason Code


RXQ.11.3.2.2.9

 If the Customer is already enrolled with another Supplier and the new Supplier’s Move-In Request is accepted by the Centralized Registration Agent via a Move-In Confirmation per RXQ.11.3.2.2.5, the Centralized Registration Agent will send according to market defined timelines, a Drop Due to Move-In  Request to the Supplier currently serving the ESI ID and include a Drop Date coinciding with the Move-In Effective Date of the new Supplier..
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