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1. Navigate to the Fortis BC Website 

1. Type www.fortisbc.com into the web address field (direct link: 

https://marketers.fortisbc.com) 

2. Click on Natural Gas 

3. Select tab For Business & Industry 

4. Select Choosing a Natural Gas Supplier in the left column, then click on Gas 

Marketer Resources 

5. Click on GEM log in under Gateway for Energy Marketers on right side of page to 

open login pop-up screen. 
 

http://www.fortisbc.com/
https://marketers.fortisbc.com/
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2. Login to GEM 

1. Enter the five digit numeric user id and password that were provided to you. 

2. Click the OK button. 

 

 

 

 

 

 



  
           
     

GEM User Guide for Gas Marketers 
11/6/2013 Page 6 

3. GEM Application 
 

 

 

 

News: 
contains info 
on the 
program for 
marketers 

Download 
contains enrolment 
response, status, 
customer usage files 
and forms 

 

Transaction 
upload flat 
files, search 
for marketer 
transactions 

 

Report: 
contains daily 
reports 
available 
BCUC to 
monitor the 
program 

Dispute: 
searches, 
views, logs 
and rules 
disputes 

Help: contains 
frequently 
asked 
questions  

Mailing List 
contains 
marketer 
contact 
information 
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3.1 News Tab 
 

The annual Distribution Summary report is available under the News tab. This report shows the 

Average Daily Use Rate by region and rate class. Customers that were not allocated a premise 

factor because they are new premises or there is no consumption history are allocated the 

Average Daily Use Rate for their region and rate class. This new information should be useful in 

the development of sales and consumption forecasts. The report will be updated each Fall. 



  
           
     

GEM User Guide for Gas Marketers 
11/6/2013 Page 8 

4. Customer Enrollment 

4.1 Enrollment File Specification 

The Flat File Interface Specifications document stored in GEM contains information for the 
marketer to submit enrollment requests, and receive enrollment responses, enrollment statuses, 
customer usage history, and monthly consumption data. 

To locate this document in GEM: 

1. Select the Download tab and click on Forms. 

2. Select the Flat File Interface Specifications file from the listed files. 
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4.1.1 Customer Enrollment Request File & Error Response File 

This table contains the record layout details for the flat file interface for customer 

enrollment requests. 
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4.1.2 Key Reason Codes Table 

The reason codes provide marketers with more detail regarding when a customer 

was enrolled or dropped due to customer status changes. The majority of the 

codes are for system generated events and are not available for use by marketers 

to process enrolments. This table lists the reason code used, long description for 

each code and the code users (FortisBC, Marketers, BCUC, System). 

 

Reason Code Validation Code Users 

M
ar

k
et

er
s 

F
o

rt
is

B
C

 

B
C

U
C

 

S
y

st
em

 

Interface 

File(s) 

Code Long Description     

INT_GEM_NSS

_ER_a 

& 

INT_ED_NSS_E

R_c1 

& 

INT_NSS_ED_E

R_b 

      

 1110 Standard Enrollment x    

 1150  Standard Enrollment with no 10 day cancellation x    

 1210 Batch Enrollment x    

 1310 Portability Enrollment    x 

 1340 Marketer Merge Enrollment    x 

 1510 Billing Consolidation Enrollment (customer enrollment transferred to 

new debtor number) 
   x 

 1970 FortisBC Manual Enrollment Data Correction   x   

 2110 Marketer Cancellation Period Drop x    

 2130 Marketer 12 Month Anniversary Drop x    

 2310 Account Finalization Drop    x 

 2320 Enrollment (End of contract) Expire Drop    x 

 2410 Operational Correction Drop  x    

 2810 Dispute Resolution Drop   x  

 2820 Marketer Failure Drop    x 

 2840 Marketer Merge Drop    x 

 2970 FortisBC Manual Drop Data Correction  x   
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4.1.3 Sample Flat File 

This is the pipe delimited format that is used by the GEM website and other systems in 

the Customer Choice program to process enrolments. 

 
. 

 

 

4.1.4 Sample Validation Response Codes 

Transactions that are valid will retain a zero validation code. Transactions that have a 

non-zero validation code are deemed to be invalid and will not remain as active 

enrollments in the FortisBC systems. The primary purpose of the validation codes is to 

provide feedback as to why a transaction was rejected. Enrollments may fail for multiple 

reasons so a system was devised to include multiple errors in a single reason code. 
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Description Code Value in Response

Invalid Entry Date 0 1

Invalid Marketer Contract 1 2

Invalid Marketer Group 2 4

Invalid Contract Status 3 8

Invalid Submission Date 4 16

Invalid Submission Account 5 32

Invalid Reason Code 6 64

Invalid Contract Term 7 128

Suspended Marketer - Only Accept Drops 8 256

Invalid Batch Enrollment Contract Dates 9 512

Invalid Customer Enrollment ID 20 1048576

Invalid Drop Request - Enrollment Mismatch 21 2097152

Not Current Enrollment 22 4194304

Blocking Rule Violation 23 8388608

Duplicate Request ID 24 16777216

Batch Enrollment Error 25 33554432

Invalid Customer 26 67108864

Invalid Premise 27 134217728

Invalid Service 28 268435456

Invalid Customer at Premise 29 536870912

Ineligible Region Rate Class 30 1073741824

Multiple Rate Classes at Premise 31 2147483648

Expired Cooling Off Period 32 4294967296

Expired Evergreen Cancellation Date 33 8589934592

Cooling Off Drop Is Not Permitted 34 17179869184

No Action Applicable for Reason Code in 

Customer's Rate Class 35 34359738368

Invalid Evergreen Drop - Evergreen Not 

Available 36 68719476736
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4.1.5 Reason Code Failure Definitions 
 

Code Message: Business/System cause for validation failure: 

0 Invalid Entry Date 
Entry date submitted on enrollment/drop 
request is not a valid entry date defined in the 
Customer Choice Program. 

1 Invalid Marketer Contract 

Contract number supplied with request file is 
invalid for submitting marketer.  Marketer may 
only submit requests for his own contract 
(associated with portal account).  Some 
marketers may have two contracts with two 
portal accounts; requests under specific 
contracts MUST be submitted through the 
GEM account associated with that particular 
contract. 

2 Invalid Marketer Group 

Marketer group is invalid, closed, and not 
effective yet, associated with a different 
marketer contract.  Marketer group must be 
matched with the contract in the request file. 

3 Invalid Contract Status 

Marketer failure or new marketers who have a 
contract status of (P)ending or (T)erminated 
with Fortis BCwill receive this code.  
Marketers are permitted to submit drop 
request while their contract is Pending but 
enrollment requests submitted under this 
contract status will be rejected.  When a 
marketer contract is Terminated, all requests 
(both enrollment and drop) will be rejected 
with this validation code. 

4 Invalid Submission Date 
Request is received for a particular entry date 
after the applicable deadline for the 
transaction type has passed. 

5 Invalid Submission Account 

Request submitted with valid data (contract, 
marketer group, entry date) but received 
through a GEM account not belonging to the 
contract associated with the account. 
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6 Invalid Reason Code 

Reason code used in a particular transaction 
a) doesn't exist or b) is not available to party 
submitting the request transaction.  A number 
of reason codes exist but are only available to 
Fortis BC or the BCUC while other request 
types are available solely to Marketers.  The 
system will reject any request where the 
submitting party isn't authorized to use that 
reason code, for nonexistent reason codes, 
no party is authorized to use them and 
receive this error code as well. 

7 Invalid Contract Term 
Contract Term is not between 1 and 5 years 
in 12-month increments. 

8 Suspended Marketer - Only Accept Drops 
Enrollment request received from a marketer 
whose contract is suspended. 

9 Invalid Batch Enrollment Contract Dates 

Similar to invalid contract term, batch 
enrollments must be sequential series of 
years between 1 and 5 years total, gaps in 
term or total number of years being less than 
1 or more than 5 will cause this validation 
code. 

10 Invalid Evergreen Drop Submission Date 
Evergreen drop transaction was received 
after the deadline to receive such 
transactions. 

11 Invalid Anniversary Drop Submission Date 

Anniversary drop transaction was received on 
a date that would force the drop to be 
effective after the enrollment would have 
naturally expired.  For example, the 
anniversary drop was received in the final 
year of the contract. 

20 Invalid Customer Enrollment ID 

Request (normally drop) was submitted with 
an enrollment ID that is not active or valid.  
Enrollment requests do not include enrollment 
ID which is generated by Fortis BC when an 
enrollment is accepted.  Any future action 
(cooling off drop, evergreen option not to 
renew) transaction must include the 
enrollment ID returned with the original 
enrollment request. 

21 Invalid Drop Request - Enrollment Mismatch 
Enrollment ID is valid but not associated with 
the included marketer contract, marketer 
group, debtor or premise in the new request. 

22 Not Current Enrollment 
Drop request received for previously 
terminated (dropped or cancelled) enrollment. 
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23 Blocking Rule Violation 

Request received for a debtor/premise whose 
contract would overlap with the requested 
term.  Blocking applies to ANY enrollment, 
Marketer A to Marketer B; Marketer A group 1 
to Marketer A group 2, Fortis BC Stable Rate 
Option to Marketer A, all will receive this 
validation code because all would violate the 
Fortis BC essential services model. 

24 Duplicate Request ID 

Primarily internal system error, one system 
sends request to another multiple times, 
original request will have the valid request 
ID's. 

25 Batch Enrollment Error 

Batch ID associated with multiple records in 
the request file is associated with multiple 
premises/debtors and cannot be processed 
as a group. 

26 Invalid Customer 
Customer (debtor) ID does not exist as a valid 
debtor in the Fortis BC systems. 

27 Invalid Premise 
Premise ID does not exist as a valid premise 
number in the Fortis BCsystems. 

28 Invalid Service 

Primarily internal processing code, service 
associate with a Premise ID is invalid and 
should be considered the same as an invalid 
premise. 

29 Invalid Customer at Premise 

Valid customer (debtor) ID and a valid 
premise ID are submitted but the debtor is not 
active at the premise as of the effective date 
of the request. 

30 Ineligible Region Rate Class 

Regions / Rate Classes ineligible for specific 
entry dates for customer choice.  Ineligible 
regions for customers on Vancouver Island, 
Sunshine Coast, Power River, Revelstoke, 
Fort Nelson and Whistler will receive this 
response.   

31 Multiple Rate Classes at Premise 

Primarily an internal error, in the Fortis BCCIS 
system, there is a possibility to associate two 
different rate classes to two services 
associated with a single premise.  Although 
business practices dictate that this should 
never be done, system limitations cannot be 
implemented too prevent it and when this 
situation is found, the following validation 
code is returned. 
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32 Expired Cooling Off Period 
Cooling off drop is received after the cooling 
off deadline; deployed as 11 days plus two 
"marketer grace period" days. 

33 Expired Evergreen Cancellation Date 

Evergreen cancellation is received after the 
deadline for receipt of such cancellations. 
Under the deployed configuration, this is the 
entry date deadline. 

34 Cooling Off Drop Is Not Permitted 

Cooling off drop request is received for a rate 
class that doesn't support cooling off drops.  
As deployed, only residential customers may 
be dropped for cooling off, any commercial 
customer enrollment receiving a cooling off 
drop request will receive this error. 

35 
No Action Applicable for Reason Code in 
Customer's Rate Class 

Reason codes are associated with various 
actions for each rate class.  This validation 
code is returned when a request is received 
with no associated action for the rate class 
currently enrolled. 

36 
Invalid Evergreen Drop - Evergreen Not 
Available 

Evergreen drop transaction was received 
against an enrollment that is not 
evergreenable (wasn't originally enrolled with 
an evergreen option). 

37 Invalid Operation Drop 
The operation drop has been submitted 
outside the drop window, which is before the 
13

th
 of the month prior to gas flow date. 

38 
Invalid Operation Drop – Cancellation period 
still valid 

The 10-day cancellation period is still in effect 
and therefore the operation drop is not 
applicable. 

39 5 – Year Contracting Rule Violation 
This validation code is returned when an 
enrollment is received that will cause the total 
sum of contract years to exceed 5 years. 
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4.2 Enrolment File Upload 
 

1. Click on the “Transaction” tab. 

2. Click on the “Browse” button. 
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3. Select the text (.txt) file you want to upload. 

4. Click on the “Open” button. 

5. Click on the “Upload” button. 

 

 



  
           
     

GEM User Guide for Gas Marketers 
11/6/2013 Page 19 

The GEM system will display a message that the upload was successful. 
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4.3 Enrollment Response 

Enrollment response (d1) files are located on this page.  The d1 file is generated shortly after an 
enrollment response is submitted.  The data in the files notifies the marketer whether the 
enrollments they have submitted are accepted or rejected.  If the enrolments are rejected, reasons 
why the request was rejected are included as well.  In addition, up to 24-month consumption 
history is provided for the marketer in the d2 files for the valid enrolments.   

1. Click on the Download tab. 

2. Click on “Enrollment Response” in the menu bar. 

3. Click the file link.  GEM will pop up a download dialog box allowing you to 

download the selected file. 
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4.4 Enrollment Status 

On this page, the Enrollment Details (ED_a) files are listed.  The files include a history of 
all customers who have been successfully enrolled with the marketer.  The file displays 
data for all accepted enrollment and drop transactions and includes the date and 
timestamp. It shows customers who have been enrolled in a marketer group along with 
the effective date of the enrollment and drop/enrol reasons.  A new ED_a file is produced 
daily to reflect the most up-to-date data. 
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4.5 Customer Usage 

The Customer Usage page provides details of customer billing (gas consumption) on a 
monthly basis for premises enrolled by a marketer.  It allows you to monitor premise 
consumption as it is billed to the customers you are supplying. This file is produced daily. 
NOTE: This information should not be used for forecasting gas purchases. The MSR 
reports that provide POD level detail will assist with gas purchase forecasting. 
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5. Marketer Transactions 

The Transaction tab allows you to search and view transactions in a convenient manner.  
You can search for all types of enrollment/drop transactions.  The data found in this page 
is the same as last enrolment details (ED_a) file that you received.  The only difference is 
that the data is presented through a front-end web interface instead of a pipe delimited 
text file. 

1. Click on the Transaction tab, then Marketer Transaction in the menu bar to 

open the Search Criteria screen. 

2. Enter search criteria in the specific fields. Common fields to search by are 

Customer Number, POD Number, and Enrollment ID.   

3. Click on the “Search” button. 

4. The system will display the current transaction(s). 
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6. Reports 

You can access premise specific reports under this page to help manage day-to-day 
activities.  All reports are generated by the GS Interface Windows Services daily or 
monthly and stored as XML, Excel and PDF format in the GEM site.  The following 
reports are available: 

 
1. MSR by Contract Year 
2. MSR Details by Point of Delivery 
3. MSR Details by Marketer Group 
4. Enrollment Change Report 
5. Enrollment Details by Premise 
6. Marketer Supply Requirements Details 
7. Marketer Supply Requirements 
8. Supply Variance  
9. Marketer Demand Details 
10. Marketer Group Price 
11. Marketer Governance Summary  
12. Marketer Settlement 
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6.1 MSR Details by Contract Year 
This report provides the MSR values by POD for the current contract year and the next two 

future years. The values are derived from the contract year supply based on the annual demand 

forecast and are subject to change but should remain as is for the current year. The MSR values 

will display in the columns dependent on the contract start and end dates. 
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6.2 MSR Details by Point of Delivery 
This MSR Details by Point of Delivery report is a detailed version of the MSR details drilled-

down to the POD level with a 3 month entry date view. This allows marketers to more accurately 

forecast future supply requirements. 
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6.3 MSR Details by Marketer Group 
This report allows for marketer group reconciliation to the Marketer Demand Details report with 

a three month entry date view. This allows marketer group level reconciliation to the Marketer 

Demand Details report. 
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6.4 Enrollment Change Report 
The Enrollment Change Report by Premise, Region, Rate Class (Net Difference) provides 

marketers useful information to help understand volume differences caused by enrollment 

changes between entry dates.  
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6.5 Enrollment Details by Premise 
The Enrollment Details Report provides premise level information by marketer group. The report 

details Marketer Group, Premise, effective entry date volume, contract start and end dates and 

enrollment start and end dates. The marketer group subtotals and report grand totals reconcile to 

the MSR and the Marketer Demand Details reports. 
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6.6 Marketer Supply Requirements Details 
The Marketer Supply Requirements Details report provides the same information as the Marketer 

Supply Requirements report except in Excel format that facilitates data manipulation (e.g., pivot 

tables). 
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6.7 Marketer Supply Requirements 
The Marketer Supply Requirements report will provide three months of supply requirements and 

show changes in customer enrollments. 
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6.8 Supply Variance Report 

The supply variance report is used to view the variance between two delivery requirements for 

both preliminary and final dates. It enables Marketers to view their own supply variances by 

Receipt Point Delivery or Marketer Group Delivery. 
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6.9 Marketer Demand Detail 
The Demand Detail report is produced daily to provide marketers with their nomination 

requirements for each Station. The $/GJ amount that FortisBC will pay for deliveries is also 

provided. 
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6.10 Marketer Group Price Report 

The Marketer Group Price Report provides users with a listing of their Marketer Group prices 

and their status as open or closed for entry. Gas marketers are charged an administration fee of 

$150 per marketer group. 
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6.11 Marketer Governance Summary  
The Marketer Governance Summary report provides marketers with a rolling year count of each 

type of enrolment and drop activity. The Governance Summary provides a breakdown of the 

types of disputes filed and how many are ruled for the customer. 
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6.12 Marketer Settlement Report 

A copy of the Marketer Settlement Report is made available to Marketers as a supplement to the 

Purchase Statement. It contains details on administration fees for each marketer including 

marketer groups, billing fees, confirmation letters and dispute decisions. 
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7. Disputes 

An Independent Dispute Process has been defined to allow customers to log disputes 
through Fortis (online or by phone), the Marketer or BCUC.  The process provides 
transparency at all levels, as disputes can be searched, viewed and responded to by the 
Marketer, the customer (with on-line access) and BCUC. 

 

7.1 Search All Customer Disputes 

Select the Dispute tab to view the Customer Dispute page.  This tab opens to the 
Customer Dispute search page, where disputes can be located using specific dispute 
criteria, such as Dispute Number, Customer Number, POD, Marketer Name, Dispute 
Status (Opened, Closed), Dispute Type (Standard, Cancellation, Reconsideration). 

For example, to search all “open” disputes in January 2013, select the date from the 
Month drop down field, and select Opened from the Dispute Status field.  This will 
display all disputes created in January 2013 in Opened status.  To view a specific dispute, 
click on the dispute number in the Dispute# field. 
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7.2  Dispute Events Page 

The Dispute Events page is located on the Dispute tab.  This page lists all disputes logged 
against the gas marketer, separated into three sections: 

 

 The upper section labelled Standard disputes logged by customers with on-line 

access displays the Standard disputes raised by the customer and logged through 

FortisBC (either on-line or by telephone) for customers that provide a contact 

email address. These customers have the ability to view their disputes and 

supporting documentation online.  

 

 The middle section labelled Standard disputes logged by customers with no on-

line access displays Standard disputes raised by the customer and logged through 

FortisBC by telephone for customers that do not provide a contact email address. 

These disputes are not viewable online by the customer. 

 

 The lower section labelled Cancellation disputes logged by gas marketer displays 

the Cancellation disputes raised by the gas marketer.  These disputes are not 

viewable online by the customer. 

 

The Dispute Events page is useful for monitoring outstanding disputes as it lists the 
number of days each dispute has been open in the Days Open column. This is also a 
sortable column. Disputes that are in Resolved status, or are older than the number of  
days required by the marketer to review and process Standard disputes, should be 
reviewed by BCUC. To view a specific dispute, click on the dispute number in the 
Dispute ID column to open the Customer Dispute Details page.  
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7.3 View Customer Dispute Details 

Click on the dispute number in the Dispute Events page or the Dispute search page to 
open and view dispute details. 
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7.4 Log a Dispute 

After entering the required customer information fields, the application will be able to 
retrieve a list of enrolments related to the customer number and premise number that have 
been entered.  

1. Select the “Dispute” tab and click on “Log Dispute”. 

 

2. Enter the customer details. The red starred fields are mandatory. 

3. Select the Dispute Type. 

 To log a regular dispute select “Standard”.  A standard dispute is when evidence 

is provided and the merits of the dispute are adjudicated by the Commission. The 

decision can be either in favour of not in favour of the marketer. 

 To log a contract cancellation dispute select “Cancellation”. Cancellations were 

formally called “courtesy drops”. These disputes are not contested and no 

evidence is provided by the marketer as they are agreeing to cancel/terminate the 

contract for compassionate reasons. 
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 To log a request for reconsideration of a closed dispute select “Reconsideration” 

(available to BCUC only). There is also a reconsideration button available when 

you view a closed dispute that will automatically open a new dispute with the 

dispute information populated.  

4. Click on “Next”.  

5. Select the appropriate Available Marketer Contract. 

6. Answer the nine questions on behalf of the customer. 

7. Click on the “Submit” button. 
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8. The system will provide you with a tracking number for the dispute: 
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7.5 Possible Errors When Logging a Dispute 
 

If the customer account has not been enrolled with a marketer, the gas account is closed, the contract has 

already been dropped, or the customer account number or POD is entered incorrectly, a message will be 

displayed that you cannot file a dispute for the customer as they are not enrolled in the system. 
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If there is already a dispute logged for this enrollment, an additional dispute cannot be raised. You will 

receive a blocking message: 

Note: This dialog box is going to be re-done as some marketers are able to bypass the popup blocker and 

enter multiple disputes. When that happens, contact Customer Choice with the secondary dispute number 

and it will be deleted from GEM. 

 

 

 

 

7.6 Upload Documents 

Upload documents such as the customer contract, TPV voice recording, correspondence 
with the customer and any other evidence to support your case for BCUC to use in 
determining their ruling on the dispute.  

 

1. Click on Browse button at the bottom of the dispute page and locate document(s) to be 

uploaded. (eg. Ruling letter to Customer and Gas Marketer) 

**Note that file names cannot contain underscores ( _ ) as GEM will truncate the file 

name at the start of the underscore. 

2. Double click on document to populate Select File field. 
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3. Click on Upload button to upload document to the GEM dispute. 

4. GEM will return message: “File xxxxx.doc has been uploaded successfully”.   

 

 Repeat Browse and Upload steps for each document. 

 Customer Dispute Details screen will list supporting documents once GEM has processed 

them. 

***NOTE:  It takes approximately 1 hour to load the documents on the server before they can be 

viewed in GEM. 

 

 

7.7 View a Dispute Ruling 
 

1. Select a Closed dispute. 

2. Click on the  button at the bottom of the dispute details page. 

 

 
 

3. The Customer Dispute Details page will open: 
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4. View the letter relating to the dispute ruling under Supporting Documents.   
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8. Help Tab 

This page is a reference guide for marketers.  You can click on a question to view 
the answers to the frequently asked questions.  
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9. Mailing List Tab 

The Mailing List tab is used to keep contact information up to date for communication 
purposes. There are three types of mailing lists FortisBC sends communications to: 

Communication Review 

 Typically sent to review the Customer Choice media promotions. 

GEM Communication 

 Communications provided regarding issues, outages or enhancements to the 

GEM system. 

Customer Choice Regulatory 

 Any Regulatory information that is to be shared with Gas Marketers. 
 

 

1. Click on the “Add” button to enter your contact information. 
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2. Fill in each text box. 

3. Check off the mailing list group(s) you want to be included in. 

4. Click on the “Save” button. 

 

 The “Export” button is used to export the contact information to Excel format 

for the Customer Choice Program Analysts to transfer to MS Outlook. 
 

 

 


