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Document # 12 – 13C

RECOMMENDATION TO NAESB EXECUTIVE COMMITTEE

                                       For Quadrant: Retail Electric and Retail Gas Quadrants

                                       Requesters:   Joint REQ/RGQ Business Practices Subcommittee

                                       Request No.: 
2012 Retail Annual Plan Item No. 13 b

                                       Request Title:
Inquiries


1.  RECOMMENDED ACTION:
EFFECT OF EC VOTE TO ACCEPT RECOMMENDED ACTION:
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	Accept as requested
	X
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	Status Quo
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2.  TYPE OF DEVELOPMENT/MAINTENANCE

	Per Request:
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	Modification
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	Interpretation
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	Principle
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	Principle
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	Definition
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	Definition
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	Business Practice Standard
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	Business Practice Standard

	
	Document
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	Data Element
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	Code Value
	
	Code Value

	
	X12 Implementation Guide
	
	X12 Implementation Guide

	
	Business Process Documentation
	
	Business Process Documentation


3.  RECOMMENDATION

SUMMARY:


The Joint REQ/RGQ Business Practices Subcommittee submits this Recommendation for 2012 Retail Annual Plan Item No. 13 b – Review and Update Book 12 – Customer Inquiries.  In addition to making the language and format consistent with other Model Business Practices, in view of the expanded scope of NAESB issues, BPS also included that expanded scope in the update of these Model Business Practices.  As a result, the title of the Book was changed to the more generic Inquiries
Recommended Standards:

Inquiries

Executive Summary

This section presents a summary of the business practices for Inquiries in competitive electric and natural gas markets where alternative energy providers, known as Suppliers, sell natural gas or electricity to Retail Customers, or in markets where specific energy-related products and services are offered. These processes do not address contractual obligations between Market Participants and their Retail Customers. Inquiry processing encompasses a variety of interactions among/between Market Participants and possibly a Retail Customer. In a business environment where best practices are voluntary, Model Business Practices should be applied within the context of regulatory requirements and agreements.

Introduction

The North American Energy Standards Board (NAESB) is a voluntary nonprofit 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 sale of energy or other specific energy-related products and services to Retail Customers. REQ / RGQ Model Business Practices are intended to provide guidance to Distribution Companies, Suppliers, and other Market Participants involved in providing energy services to Retail Customers. The focus of these Model Business Practices is the processing of Inquiries.

These Model Business Practices are voluntary and do not address policy issues that are the subject of state legislation or regulatory decisions. These voluntary Model Business Practices have been adopted by NAESB with the realization that as the industry evolves, additional and amended voluntary Model Business Practices may be necessary. Any industry participant seeking additional or amended voluntary 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 voluntary Model Business Practice.

Business Processes and Practices

RXQ.12
Overview

RXQ.12.1
Principles

RXQ.12.1.1
Market Participants should ensure that processes are in place to resolve Inquiries in a nondiscriminatory and efficient manner. These processes should strive to minimize the amount of time needed to respond to an Inquiry and minimize the number of hand-offs experienced by the Retail Customer or other Market Participants.
RXQ.12.1.2
Market Participants should strive for consistent, fair, and favorable treatment of Retail Customers and other Market Participants regardless of which Market Participant is initially contacted.
RXQ.12.1.3
All Retail Customers and other Market Participants should have easy access to Market Participant representatives  addressing Inquiries.
RXQ.12.1.4
The processes for Inquiries should be consistent with the requirements set forth by the Applicable Regulatory Authority.
RXQ.12.1.5
The processes for Inquiries should minimize the occurrence of unauthorized activity in the marketplace.
RXQ.12.1.6
A contract or agreement between or among Market Participants may establish different processes, timeframes, or operational requirements. Any conflict between these recommended processes and an applicable contract should be resolved according to the provisions of the contract.
RXQ.12.1.7
These processes do not address contractual obligations between Market Participants and their Retail Customers.

RXQ.12.2
Definitions

RXQ.12.2.A
Business Definitions

RXQ.0.2.1
Applicable Regulatory Authority: The state regulatory agency or other local governing body that provides oversight, policy guidance, and direction to any parties involved in the process of providing energy to Retail Customers through regulations and orders.

RXQ.0.2.5
Billing Party: The party performing billing services for one or more parties.


REQ.0.2.xx
Demand Response:  A temporary change in electricity usage by a Demand Resource in response to market or reliability conditions.  For purposes of these Model Business Practices, Demand Response does not included energy efficiency or permanent Load reduction.


RXQ.0.2.95
Drop: The process of discontinuing a Retail Customer’s participation in specific energy-related products and services offered by a Market Participant. In competitive energy markets it includes discontinuing a Market Participant's responsibility for providing energy to a Retail Customer.
RXQ.0.2.96
Drop Confirmation: The Uniform Electronic Transaction used to notify the Market Participant that their Drop Request has been accepted.
RXQ.0.2.98
Drop Rejection: The Uniform Electronic Transaction used to notify the Market Participant that their Drop Request has been denied.
RXQ.0.2.99
Drop Request: The Uniform Electronic Transaction used to initiate a Drop.

RXQ.0.2.100
Enrollment: The process of initiating a Retail Customer’s participation in specific energy-related products and services offered by a Market Participant. In competitive energy markets it includes designating a Market Participant that has the responsibility for providing energy to a Retail Customer.
RXQ.0.2.101
Enrollment Confirmation: The Uniform Electronic Transaction used to notify the Market Participant that their Enrollment Request has been accepted.
RXQ.0.2.103
Enrollment Rejection: The Uniform Electronic Transaction used to notify the Market Participant that their Drop Request has been denied.
RXQ.0.2.104
Enrollment Request: The Uniform Electronic Transaction used to initiate an Enrollment.
RXQ.0.2.124
ESI ID (Electronic Service Identifier): A unique, intelligent alphanumeric identifier assigned by the Distribution Company for a single service delivery point.
RXQ.0.2.22
Governing Documents: Documents that determine the interactions among parties, including but not limited to: applicable law, regulatory documents (e.g., tariffs, rules, regulations), contractual agreements, Distribution Company Operational Manuals, and other relevant models and operational procedures.
RXQ.0.2.xx
Informal Dispute:  A complaint submitted to the Applicable Regulatory Authority and/or Market Participant by either the Retail Customer or other Market Participant fr informal resolution regarding issue(s) and/or process(es) within competitive energy markets or within markets where specific energy-related products and services are offered.
RXQ.0.2.xx
Inquiry:  A question or request for information submitted to a Market Participant or the Applicable Regulatory Auhtority by either the Retail Customer or another Market Participant regarding issue(s) and/or process(es) within competitive energy markets or within markets where otyher specific energy-related products and services are offered.  Such a question or request for information mat be submitted by any of several forms of communication, including, but not limited to, telephone conversations, facsimiles, electronic mail, U.S. Mail, and in person.
RXQ.0.2.27
Market Participant: A Distribution Company, Supplier, Registration Agent, settlement agent, meter reading Entity or other party engaged in the process of providing competitive retail energy or other specific energy-related products and services to Retail Customers.
RXQ.0.2.208
Model Business Practices: Electric and gas industry processes and procedures developed by interested parties representing the NAESB Retail Gas and Electric Quadrants’ segments and ratified by the NAESB Retail Gas and Electric Quadrants’ members.
RXQ.0.2.30
Non-Billing Party: The party whose charges are being combined into a statement (or invoice) prepared and rendered by another party.
RXQ.0.2.35
Registration Agent: An Entity other than the Distribution Company facilitating Retail Customer choice in competitive energy markets and performing record-keeping for a specified geographical area.
RXQ.0.2.207
Retail Customer: Any Entity that takes gas and/or electric service for its own consumption.


RXQ.12.3
Model Business Practices

RXQ.12.3.1
General Practices for Inquiries

RXQ.12.3.1.1
Any Market Participant or the Applicable Regulatory Authority may receive an Inquiry.
RXQ.12.3.1.2
To minimize the number of contacts a Retail Customer or Market Participant must initiate, the receiving Market Participant or Applicable Regulatory Authority should answer generic questions regarding the competitive energy market or markets where specific energy-related products and services are offered. Such generic questions may include, but are not limited to, how  the competitive energy market operates, the objectives of Demand Response and/or energy efficiency programs, and contact information for consumer advocates and Applicable Regulatory Authorities.
RXQ.12.3.1.3
The Market Participant or Applicable Regulatory Authority receiving the Inquiry should determine whether the Inquiry is general in nature or related directly to a Retail Customer’s account and/or Market Participant’s offering.
RXQ.12.3.1.4
If the Inquiry is general in nature and the receiving Market Participant or Applicable Regulatory Authority can resolve it, then the receiving party should respond.
RXQ.12.3.1.5
If the Inquiry is general in nature and the receiving party cannot resolve it, then the receiving party should take one of the following actions:
· Refer the Inquiry and forward all relevant information to the appropriate Market Participant;
· Direct the Retail Customer or Market Participant making the Inquiry to contact the Applicable Regulatory Authority or appropriate Market Participant, or;
· Contact the subject matter expert Market Participant to obtain the information to resolve the matter and call the Retail Customer or other Market Participant in a timely fashion to inform them of the resolution.
RXQ.12.3.1.6
Where the Inquiry is directly related to a Retail Customer’s account or the Market Participant’s offering, the following apply:
RXQ.12.3.1.6.1
The receiving Market Participant or Applicable Regulatory Authority should obtain, at a minimum, the Retail Customer’s account number or ESI ID to confirm the account identity.
RXQ.12.3.1.6.2
If account identity confirmation has been made, the Market Participant or Applicable Regulatory Authority should collect information to determine the nature of the Inquiry, and based on this determination, decide whether the Applicable Regulatory Authority or a particular Market Participant is responsible for the Inquiry.
RXQ.12.3.1.6.3
If account identity confirmation cannot be made, the Market Participant or Applicable Regulatory Authority should inform the party making the Inquiry that they must provide certain Retail Customer and/or premise specific information prior to addressing their Inquiry.
RXQ.12.3.1.6.4
If the Inquiry is directly related to the Retail Customer’s account and is received by the Market Participant responsible for resolving it, then the receiving Market Participant should respond to the Inquiry.
RXQ.12.3.1.6.5
If the receiving Market Participant is not responsible for resolving the Inquiry, then the receiving Market Participant should take one of the following actions:
· Refer the Inquiry and forward all relevant information to the appropriate Market Participant;
· Direct the party making the Inquiry to contact the appropriate Market Participant, or;
· Contact the subject matter expert Market Participant to obtain the information to resolve the matter and call the party making the Inquiry in a timely fashion to inform them of the resolution.
RXQ.12.3.1.6.6
If the Applicable Regulatory Authority receives the Inquiry, then they may take one of the following actions:
· Refer the Inquiry and forward all relevant information to the appropriate Market Participant;
· Direct the party making the Inquiry to contact the appropriate Market Participant;
· Contact the subject matter expert Market Participant to obtain the information to resolve the matter and call the party making the Inquiry in a timely fashion to inform them of the resolution, or;

· Initiate Informal Dispute procedures.
RXQ.12.3.1.7
All Market Participants should have contact information for Inquiries publically available.
RXQ.12.3.1.8




RESERVED
RXQ.12.3.1.9
When aMarket Participant responds to a Retail Customer to resolve an Inquiry, the Market Participant should make the Retail Customer aware of the dispute resolution procedures established by the Applicable Regulatory Authority and provide contact information.
RXQ.12.3.1.10
Any performance standards or timelines for resolving Inquiries should be established by the Applicable Regulatory Authority.
RXQ.12.3.2
Inquiries Regarding Enrollments and Drops

RXQ.12.3.2.1 Except in competitive energy markets supporting the Registration Agent model, Inquiries about the status of Enrollment should be answered by the appropriate Market Participant based on the information available as a result of Enrollment Requests, Enrollment Confirmations, and Enrollment Rejections sent or received by the appropriate parties.
RXQ.12.3.2.2 Except in competitive energy markets supporting the Registration Agent model, Inquiries about the status of Drop should be answered by the appropriate Market Participant based on the information available as a result of Drop Requests, Drop Confirmations, and Drop Rejections sent or received by the appropriate parties.
RXQ.12.3.2.3 In competitive energy markets supporting the Registration Agent model, Inquiries about the status of Enrollment or Drop should be answered by the Supplier.

RXQ.12.3.3
Market Participant Responsibilities for Inquiries Regarding Billing

RXQ.12.3.3.1
Except in competitive energy markets supporting the Registration Agent model, the process should be as follows:
RXQ.12.3.3.1.1
Market Participants are responsible for responding to Inquiries regarding their own charges and/or bill messages, regardless of invoicing methodology.
RXQ.12.3.3.1.2
The Retail Customer or Market Participant should contact the appropriate party to resolve an Inquiry related to specific charges and/or bill messages.
RXQ.12.3.3.2
In competitive energy markets supporting the Registration Agent model, the process should be as follows:
RXQ.12.3.3.2.1
The Supplier is responsible for responding to Inquiries regarding billing and bill messages.
RXQ.12.3.3.2.2
The Retail Customer should contact the Supplier to resolve an Inquiry related to billing charges and/or bill messages.
RXQ.12.3.3.3
If the Retail Customer or Market Participant contacts the wrong Market Participant to resolve a billing-related Inquiry, the party receiving the Inquiry should take one of the following actions:
· Forward the Inquiry to the responsible Market Participant, or;
· Direct the Retail Customer or Market Participant to contact the responsible Market Participant.
RXQ.12.3.3.4
A Retail Customer or Market Participant requesting a change in Retail Customer-specific or Market Participant-specific information (e.g., Retail Customer name, Market Participant name, mailing address, etc.) should contact the Billing Party.
RXQ.12.3.3.5
If the Retail Customer or Market Participant contacts the Non-Billing Party to initiate a Retail Customer-specific or Market Participant-specific information change, the Non-Billing Party should direct the Retail Customer or Market Participant to contact the Billing Party.

RXQ.12.3.4
Inquiries Regarding Emergencies

RXQ.12.3.4.1
Emergencies under this section include, but are not limited to, the following:

· Service interruption;

· Natural gas leak;

· Storm damage;

· Downed power line;

· Fire, or;

· Contractual force majeure event(s)
RXQ.12.3.4.2 Interaction procedures and division of responsibilities among Market Participants should not diminish emergency response when a Retail Customer is participating in the competitive energy marketplace or in markets where specific energy-related products and services are offered.
RXQ.12.3.4.3 The Governing Documents should specify the Market Participant a Retail Customer or another Market Participant should contact concerning an emergency situation.
RXQ.12.3.4.4 If the Retail Customer or Market Participant contacts the wrong Market Participant concerning an emergency situation, the receiving Market Participant should direct the Retail Customer or initiating Market Participant to contact the appropriate Market Participant.
RXQ.12.3.4.5 To minimize confusion during emergency situations, Retail Customers and Market Participants should receive periodic reminders (e.g., bill messages, bill inserts, separate mailings, advertising media) of the Market Participant they should contact.

RXQ.12.3.5
Other Inquiries

RXQ.12.3.5.1
Except in markets supporting the Registration Agent model, the process should be as follows:
RXQ.12.3.5.1.1
The appropriate methods for handling Inquiries regarding special billing situations (e.g., payment arrangements, budget billing, tax exemption status change, misapplied credits, etc.) should be specified in the Governing Documents.
RXQ.12.3.5.1.2
Inquiries related to the amount of energy consumed should be directed to the Market Participant responsible for retaining Retail Customer energy usage records.
RXQ.12.3.5.1.3
Inquiries related to an incorrect meter reading should be directed to the Market Participant responsible for reading the meter.
RXQ.12.3.5.1.4
Inquiries related to the accuracy of the meter should be directed to the Market Participant responsible for maintaining the meter.
RXQ.12.3.5.1.5
Inquiries related to specific energy-related products and services should be directed to the Market Participant offering that specific product or service.
RXQ.12.3.5.2 In competitive energy markets supporting the Registration Agent model, all other Inquiries should be directed to the Supplier.

RXQ.12.4
Models

RXQ.12.4.1
General Practices for Inquiries – Process Flow


RXQ.12.4.2
Market Participant Responsibilities for Inquiries Regarding Billing Except in Competitive Energy Markets Supporting the Registration Agent Model – Process Flow


RXQ.12.4.3
Market Participant Responsibilities for Inquiries Regarding Billing in Competitive Energy Markets Supporting the Registration Agent Model – Process Flow
4.  SUPPORTING DOCUMENTATION
a.  Description of Request:

2012 Retail Annual Plan Item No. 13 – Review and modify standards as necessary to clarify distinctions of inquiries and complaints, and develop processes for resolving inquiries and complaints.
b.  Description of Recommendation:

The Joint REQ/RGQ Business Practices Subcommittee submits this Recommendation for 2012 Retail Annual Plan Item No. 13 b – Review and Update Book 12 – Customer Inquiries.  In addition to making the language and format consistent with other Model Business Practices, in view of the expanded scope of NAESB issues, BPS also included that expanded scope in the update of these Model Business Practices.  As a result, the title of the Book was changed to the more generic Inquiries
c.  Business Purpose:

See above
d.  Commentary/Rationale of Subcommittee(s)/Task Force(s):
These Model Business Practices were discussed by the Joint REQ / RGQ BPS during the following meetings and conference calls:

December 14, 2011

Conference Call

January 27, 2012

Conference Call

February 20 – 21, 2012
Face-to-Face Meeting

March 28, 2012

Conference Call

The Minutes of all meetings and conference calls are posted on the NAESB REQ and RGQ web pages.

On the March 28, 2012 Joint REQ/RGQ BPS conference call, these Model Business Practices were voted out by a vote of ___ In Favor, ___ Opposed, and ___ Abstentions.
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