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SEAMLESS MOVES IMPLEMENTATION

Eligibility
The Plan for seamless moves sets forth customer eligibility based upon meeting the following criteria:
1. Customer must be a residential customer with an Electric Distribution Utility (EDU, Company);
2. Customer must have an active account with an EDU;
3. Customer must have an existing relationship with a Competitive Retail Electric Supplier (CRES) serving at their current premise;
4. Customer does not have a pending change to a new CRES;
5. Customer plans to physically move from their current premise to a new premise within the EDU service territory, and provides the EDU at least one day advance notice;
6. Customer will remain within the same customer class –residential – with compatible metering capabilities to enable billing;
7. The customer must provide the EDU with the requested disconnect date from the current premise and connect date at the new premise during the same telephone or internet contact; and
8. Customers on aggregation products are not eligible for seamless move unless they are moving to a location within the same aggregation program.
All of the above criteria must be satisfied in order for customers to be eligible for seamless moves. Although most of the eligibility criteria are self-explanatory, further detail is provided below for item 6 to clarify the intent and reasoning.
Criterion 6. Customer will remain within the same customer class –residential – with compatible metering capabilities to enable billing.
Seamless move customers are permitted to be on a different EDU distribution rate schedule at the new premise as long as the rate schedule is within the same customer class of residential as the current premise and the metering capabilities are compatible. The residential customer class is the combination of rate schedules that  would apply to residential customers for the provision of default service, as defined in the Company's controlling retail tariff.    Since multiple rate schedules may fall within a specific customer class, eligibility based upon the customer class rather than rate schedule provides a greater deal of flexibility for customers. For example, a residential customer that moves from a residential heating rate schedule to another residential rate schedule would still be available for seamless moves. Although the move may necessitate a different rate schedule for the provision of distribution service, the customer would remain within the residential customer class which affords the customer the ability to maintain eligibility for seamless moves. Seamless moves, however, will not be available to customers in the commercial and industrial  service customer classes.
Notification
Currently, customers can indicate a move to a new premise by either contacting the respective EDU directly by telephone or through the Companies' public internet domain. The Plan will likewise permit seamless moves to be processed by telephone or the internet, subject to the eligibility criteria provided above. The customer must provide the Company the requested disconnect date from the current premise and the connect date at the new premise during the same telephone call or internet contact. This is critical in order to connect the customer to the two different premises, establish eligibility, and process a seamless move. Seamless move situations will not be known, and therefore not processed, if the customer notifies the Company of a disconnection of service at one premise, and then at a different period in time contacts the Company about connecting service at a new premise.
Timing
To effectively price transmission service and generation capacity obligations, each premise has an assigned network service peak load ("NSPL") for transmission capacity and a peak load contribution ("PLC") for generation capacity. The PLC and NSPL are premise-specific, which means customers do not transfer the NSPL and PLC capacity obligations from their current premise to a new premise. Instead, the Companies assign new NSPL and PLC capacity obligations at the new premise, which are calculated as the average default value for each rate schedule until new values are assigned annually on January 15th for NSPL and June 1st for PLC based upon historical usage. EDUs that already calculate class average PLCs and NSPLs per rate class, will not have to implement the above changes to determine the average default value. Also EDUs that already have average NSPL and PLC values for the specific address may use those values.
Although the Companies assign new NSPL and PLC capacity obligations at the customer's new premise, PJM Interconnection L.L.C. ("PJM") rules require NSPL and PLC data to be uploaded at least thirty-six hours prior to the effective date. Inclusion of weekends results in up to five days after receipt (i.e., a "Moratorium Period") for PJM to reflect the new NPSL and PLC obligations at the customer's new premise. This delay conflicts with the ability of customers to provide as little as one day advance notice prior to initiating electric service at a new premise. Because there is no PJM process for reconciliation of NSPL and PLC values for customer move-ins that occur during the Moratorium Period, an imbalance occurs between what suppliers should have been charged for transmission and generation capacity at the new premise, versus what suppliers are actually charged during the Moratorium Period. Such an imbalance is not new and not attributable solely to the implementation of seamless moves since the imbalance is attributable to the delay inherent in the Moratorium Period. Therefore, until PJM implements a reconciliation process, CRESs and default service suppliers (EDUs) will continue to bear the financial imbalance associated with the difference between the respective NSPLs and PLCs in seamless move situations that require service to begin during the Moratorium Period.
Process
Each EDU will conduct an RFP to select a third-party vendor that will handle calls and discussions about seamless move.
Where a customer requests a move and meets the eligibility criteria for seamless moves, the respective EDU will complete its current process for moving customers. At the end of that process, the EDU will inform the customer that they have the ability to keep their current CRES contract and ask if the customer would like to be transferred to independent third party to discuss their options. If the customer responds affirmatively, the call will be ported to a third party call center.  The third party call center will then prompt the customer with a question as to whether they would like an opportunity to retain their existing CRES at the new premise, using the same pricing. The customer must give affirmative consent on the call to initiate a seamless move.
For online enrollments the EDUs will develop functionality that will allow customers to affirmatively choose to seamless move their contract to the next premise if they meet the eligibility requirements.
[bookmark: _GoBack]If the customer indicates a preference to retain their existing CRES at the new premise, the third party will transmit that information to the EDU and the EDU will submit an EDI 814 Move transaction that same day to notify the CRES of a pending seamless move awaiting processing by the CRES. The 814 Move transaction does not currently exist and must still be developed by the Ohio Electronic Data Interchange Working Group ("OEWG"). However, the MDWG anticipates that the 814 Move transaction will generally have the same information as an EDI enrollment transaction, except the primary purpose of the 814 Move transaction will be to simply notify a CRES of an eligible seamless move customer and provide relevant information regarding the move. Attachment A includes information the Companies anticipate could be included in the new 814 Move transaction.
Where the CRES wishes to retain the customer under a seamless move situation, the CRES will be required to submit an 814 Enrollment transaction within three business days of receipt of the 814 Move transaction. A decision by the CRES to not submit an 814 Enrollment transaction within three business days (or a failure of the CRES to timely submit an 814 Enrollment transaction) will result in the customer receiving default service at the new premise until an 814 Enrollment transaction is received by the Companies and processed using standard enrollment rules and time periods.
All EDU’s will file a conditional waiver of Rule 4901:1-21-06(D)(1)(e), Ohio Administrative Code. The waiver will explain that for seamless move customers as described in this plan and processed through 814M transactions, a modified rescission will exist that allows for the same level of protection as the current structure. .  To protect customers from potential slamming, customers will have a 30-day period after the seamless move enrollment with the CRES to terminate the contract without penalty by calling the CRES provider. The idea is that these customers will have already been enrolled with the supplier and will have a familiarity with the supplier and with CRES service. In addition, the customer will have affirmatively consented to the move transaction and will receive notification about the move from the supplier well within the 30-day time period to cancel the contract.
During the three business day period in which a CRES is notified of a seamless move opportunity, the Companies will reject EDI enrollments received from different CRESs for the seamless move customer. Further, the CRES involved in a seamless move will not be permitted to change the pricing structure or terms and conditions,  at either the current premise or the new premise until after the seamless move is completed.  If a customer is on a fixed price they must remain on that price at the new premises for the term of the contract. If a customer is on a variable price, the circumstances that allow the price to vary may not change from the circumstances agreed to in the original contract.
Successful seamless move situations will result in the CRES becoming the CRES of record as of the customer's move-in date at the new premise, even if the move-in date is not a scheduled meter read date. If the customer changes their move-in date, the Company will notify the CRES of the different move-in date via an EDI 814 Change transaction. However, requests to backdate the connection date will not be permitted. Additionally, EDUs will handle bad debt as they currently do for customer accounts that change location. If an EDU has the capability to continue EDU bad debt at a new premise on costumer account than the EDU shall also move CRES bad debt to the new premise. If an EDU does not have that capability, CRES bad debt will be settled at the current premise and will not be transferred to the new premise. If the customer never moves into the new premise, the Company will send the CRES an EDI drop transaction for the pending account at the new premise.
Notifications
To help alleviate slamming concerns, CRES will be required to (a) send the customer a new "move" letter to ensure the customer receives written notification of the transfer of the same CRES terms and conditions from the current premise to the new premise; or (b) send the customer a letter explaining why the CRES declined to process the seamless move opportunity.  The CRES is free to tailor the language of each letter. The letter may be sent through e-mail if the customer has previously consented to electronic communications.
	Liability for slamming and the responsibility to disprove slamming will remain with the CRES. The CRES will be responsible for having the authority in their contracts to seamlessly move customers. Without the language necessary to seamlessly move the contract, a CRES should not submit 814 Enrollment transactions in response to the 814M. The EDUs will not be required to track which customers have the seamless move in their contract. The EDUs will simply submit an 814 for every customer that give the affirmative consent in either the telephone contact or online. The submission of an 814M by an EDU will not be considered as evidence in a slamming complaint. This is designed to protect the EDU from involvement in a slamming complaint in case customers are confused during the move conversation with the third party. This also removes the necessity for an EDU to record the call with the customer. However, the program still protects confused customers by allowing them a 30-day period to cancel the contract they would have been on had there been no move, penalty free, with various notifications. 
	However, in order to make seamless moves easily available to all customers, CRES certified to serve residential customers that currently don’t have the authority to port contracts of their existing customers, shall file a waiver of the new material change rule 4901:1-21-11(H). The rule requires customers to physically sign for any material changes to the contract, except for changes that lower the price. In the case of seamless move the price stays the same. The MDWG fears that without waiving the rule, some customers may unknowingly forfeit their ability to have seamless move in their current contract by not noticing or responding to an amendment sent by the supplier.
	Any supplier amending contracts to allow seamless move must still notice customers of the change to the contract. The notice must be sent either via U.S mail or electronically if the customer has agreed to electronic notifications. Mail notices must state on the outside of the envelop “Important change to your electric service”. The notices themselves must state in clear, readable, unambiguous language that the contract has been amended due to allow customers to keep their current contract with the same pricing structure if they so choose upon moving to a new premise within the same distribution territory.
	This waiver is appropriate for three key reasons. The customers will still be well notified of the changes to the contract. The customer’s prices or pricing structure will not be changed at all with this amendment, rather it allows the customer to maintain the same price, similar to the current exemption for decreasing prices. Lastly, the customer will always have to give affirmative consent at the time of the call or online contact for seamless move.


INSTANT CONNECTS IMPLEMENTATION

Eligibility
The Plan for instant connects is primarily designed for customers establishing electric service with an EDU for the first time. However, there are other less common situations where instant connects would apply. Below is a list of situations where the MDWG envisions instant connects would be applicable:
1. Customer is moving into an EDU service territory and establishing an account with the Company for the first time;
2. Customer is re-establishing a Company account after a set number of days expire since the closure of the same Company account;
3. Service is upgraded and/or reconfigured, necessitating that an additional Company account for the same customer be established;
4. There is a change in the party responsible for service, meaning that a new legal entity will receive service from the Company; or
5. A new customer account is established based upon an investigation (i.e., revenue protection/theft of service).
Also, although seamless moves are available to only the Companies' residential customers), instant connects will be available for customers from all customer classes. The basis for excluding commercial industrial customer class customers from seamless moves is that industrial customer operational characteristics tend to dictate CRES-provided service with terms and conditions specific to each individual premise, which makes the transference of pricing from premise to premise under seamless moves more complicated for commercial industrial customers. However, the same restrictions are not applicable under an instant connect situation since CRESs are afforded an opportunity to establish CRES-provided service with terms and conditions specific to each individual premise. Therefore, instant connects are available to customers from the residential, commercial and industrial customer classes.
Notification
Currently, customers can initiate electric service by contacting the respective EDU directly by telephone or through the Companies public internet domain. Since those are the current points of contact between the EDUs and their customers, the Plan will likewise permit instant connects to be processed by telephone or the internet.
Timing
To effectively price transmission service and generation capacity obligations, each premise has an assigned NSPL for transmission capacity and a PLC for generation capacity, which are both premise-specific. When a customer calls to initiate electric service, the Companies assign new NSPL and PLC capacity obligations at the new premise, which are calculated as the average default value for each rate schedule until new values are assigned annually on January 15th for NSPL and June 1st  for PLC based upon historical usage.
Similar to the description provided for seamless moves, there is a Moratorium Period for PJM to reflect the new NPSL and PLC obligations at the customer's new premise. However, unlike seamless moves, instant connects are applicable to the establishment of a new legal entity for receipt of electric service.
Process
As discussed above, instant connects will be processed by the same means that new service is currently processed, which is directly by telephone or through the Companies' public internet domain. A CRES will continue to submit to the Company an EDI 814 Enrollment transaction for customers that elect CRES-provided service. The customer's move-in date, satisfaction of any required security deposit, and the Company's receipt of the 814 Enrollment transaction must all be outside the seven-day period to ensure accurate assignment of PJM load obligations for NSPL and PLC.
Where a customer is setting up wholly new service with the utility the customer will have the opportunity to request CRES effective the first day of service rather than wait until first meter read.
The utility provides customer with account number and deadline to enroll for first service day start.
If a customer enrolls with supplier prior to contacting the utility the supplier will provide utility with a physically emailed LOA to obtain account number.
If a customer contacts utility first, the utility will provide customer with the account number or if an account number is not available a confirmation number which a supplier may provide to the utility in order to receive the account number once set up.
Given many customers do not contact utilities until close to the turn on date,  a faster switch time is needed for instant connect.  This may be done in a couple of ways:
· A 7 day enrollment window which accommodates rescission period but no additional days.
· Where instant connect is less than 7 days from start date the price charged to the customer is the utility default price.  A supplier enrollment would be honored as a mid-cycle switch after rescission period has expired.  This would allow for a rescission period to expire after service starts.
If the customer changes their move-in date, the EDU will notify the CRES of the different move-in date via an EDI 814 Change transaction. However, requests to backdate(cancel/re-bill for load served by the CRES) the connection date will not be permitted. If the customer never moves into the new premise, the EDU will send the CRES an EDI drop transaction for the pending account at the new premise.
The main differences between the current process and the new instant connect process are the EDUs will:
1. Accept and hold a pending enrollment from an CRES for a pending active account; and
2. The CRES will become the CRES of record as of the customer's move-in date at the new premise, even if the move-in date is not a scheduled meter read date, subject to the seven-day rescission period.
As previously noted, an instant connect is the ability of supply service to start on "day one" of new utility service without the customer first having to go on default service. It should be clarified, though, that "day one" is not the same as being effective on one-day notification to the EDU. Instead, "day one" is the ability of supply service to start effective on the first day of service subject to confirmation of enrollment following the seven-day rescission period.


COST AND COST RECOVERY
The design and implementation of seamless moves and instant connects will cause the EDUs to incur costs in a variety of areas, such as EDI programming, billing system changes, changes, website changes, development of tracking statistics, payment to the third party and workflow changes. Further, a new call center process and training will be needed, including changes to call center scripts.
	Each EDU shall have a non-bypassable rider to recover the costs associated with implementing and maintain a seamless move system. The costs for the program will be reviewable by the commission on an annual basis, with an automatic approval mechanism if the commission staff sees no issues with the prudency of the costs.



ATTACHMENT A
Possible Data Elements in an 814 Move Transaction
· Beginning segment indicating transaction number and date
· EDU name and Data Universal Numbering System ("DUNS") information
· CRES name and DUNS information
· Customer name as it appears on the customer's bill
· Customer's new service address
· City/state/zip and county for customer's new service address
· Customer contact name and communication number — if available
· Bill to party — if applicable
· Customer billing address — if applicable
· Customer billing city/state/zip — if applicable
· Bill to contact name and communication number — if applicable/available
· Third party name, contact information, address, and city/state/zip to receive a copy of notices — if applicable
· Third party name, contact information, address, and city/state/zip to receive a copy of bills — if applicable
· Transaction reference number and enrollment request for generation services
· Customer Move status indicator
· CRES account number — if available
· EDU account number at new location
· EDU account number at old location
· EDU billing cycle
· Consolidated billing or dual billing indicator
· Party responsible to calculate the charges on the bill
· PJM LMP bus number — if applicable
· Summary interval data at account level — if applicable
· Special meter configuration — if applicable
· Estimated start date
· Tax exemption percent (rate ready only)
· PLC
· NSPL
· EDU meter number
· Loss factor
· EDU load profile, rate class, and rate subclass — if applicable
· CRES rate code (rate ready only)
· Service voltage
· EDU meter reading cycle, meter type, meter multiplier, and number of dials/digits
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· Metering information sent on the 867 transaction
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