Comments Submitted by the Retail BPS Co-chairs


2011 Retail Annual Plan Items
Business Practices Subcommittee (BPS)


There are 4 items assigned to BPS on the 2010 Retail Annual Plan that carry over to 2011, plus one item that has a 4th Quarter completion date, but may not be finished by year end.  In addition, BPS suggests two new items for 2011.  The items are listed below along with proposed completion dates.

2010 Item No. 8 – Supplier Marketing Practices – Develop Model Business Practices providing for a “Consumer Disclosure Statement” to be presented to residential and small commercial Customers describing the Supplier’s service offering and related contract provisions.  This statement would also identify how certain Supplier – Customer interactions are conducted.

Among the topics to be considered for inclusion in the statement would be the following:

· The most important terms of the Supplier agreement, such as the contract’s term and termination fee provisions;

· Training and identification of Supplier marketing representatives;

· Protocols for Supplier in-person and telephone contacts with Customers;

· Added measures for protecting non-English speaking Customers; and

· Processes for handling Customer complaints and resolving disputes arising from Supplier marketing activities.

Completion:
1st Q, 2011

NOTE:  This may be completed in 2010, but is added as a contingency in the event it carries over.
2010 Item No. 7 – Supplier Certification – Develop practices for Distribution Companies to register/certify new Suppliers when they seek to begin doing business in the Distribution Company’s service area.

Completion:
1st Q, 2011

NOTE:  This has been a carryover item for several years and should be addressed first.
2010 Item No. 5b – Overview of Retail Electric and Gas Quadrant Procedures – Develop process flows to support the procedures
Completion:
2nd Q, 2011

2010 Item No. 6c – Additional Registration Agent Processes – Review all existing Model Business Practices to determine if there are other Registration Agent Model processes not covered, and develop a prioritized list of those processes, if any.

Completion:
2nd Q, 2011

2010 Item No. 6d – Additional Registration Agent Processes – Develop Model Business Practices and Process Flows for those Registration Agent Model processes on the prioritized list developed in (c) above, if any.

Completion:
4th Q, 2011

New Item – Customer Information – Develop Model Business Practices and Process Flows to enable a Retail Customer, or a third party acting as the Retail Customer’s agent, to obtain the retail Customer’s energy usage information on an on-going basis outside of a Smart Grid environment.

Completion:
3rd Q, 2011

New Item – Update Existing Model Business Practices – Review and update all existing Model Business Practices, filling in any gaps that may exist and making the language consistent throughout all Books.










Completion

Book 0 – Overview of Model Business Practices and 

Master List of Defined Business Terms


Completed

Book 1 – Market Participant Interactions




1st Q, 2011
Book 2 – Creditworthiness






2nd Q, 2011

Book 3 – Billing and Payments





3rd Q, 2011

Book 4 – Distribution Company – Supplier Disputes



4th Q, 2011

Book 8 – Customer Information





4th Q, 2011

Book 9 – Customer Billing and Payment Notification 

via Uniform Electronic Transactions



2012

Book 10 – Customer Enrollment, Drop, and Account Information Change
2012

Book 11 - Customer Enrollment, Drop, and Account Information Change



Using a Registration Agent




2012

Book 12 – Customer Inquiries





2012

Book 14 – Service Request, Disconnection and Reconnection 

in the Registration Agent Model



2012
QUESTION:  Should BPS review existing Books not developed by BPS for consistency ??
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