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General Terms and Conditions for the use of
the ENTSO-E Transparency Platform

In accordance with Article 3 of the Regulation (EU) N°543/2013 on submission and publication of
data in electricity markets (“Regulation (EU) N°543/2013”), ENTSO-E has established and is
operating an information transparency platform (the Transparency Platform).

The smooth operation of the Transparency Platform requires the imposition of some access and
use conditions.

The present general terms and conditions of use (the “Terms of Use”) determine the conditions
applicable for the access to, and the use of the Transparency Platform for both Registered and
Unregistered Data Users, Transparency Platform Data Submitters and IT Service Providers.

Pursuant to the present Terms of Use, each user has to comply with two types of rules:

- General Provisions, contained in section V, are applicable whatever the nature of
the effective use of the Transparency Platform made by the user.

- In relation to the type of use, the user has to comply with additional Specific
Provisions, contained in section IlI, 1ll and IV of the Terms of Use. A user who is
making several types of use of the Transparency Platform and/or the
Transparency Platform Data has to cumulatively comply with all relevant Specific
Provisions applicable to the concerned types of use.

1. Definitions

“Application” means a piece of software with an IT Service Purpose which is relevant for the
business and may be used to transfer data to the Transparency Platform.

“Business Day” means any day from Monday to Friday inclusive, with the exception of public
holidays in Belgium.

“Data Provider” means the entity that submits data to the Transparency Platform in accordance
with Article 2(14) of Regulation (EU) N°543/2013.
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“Data User” means any entity or natural person which consults, gathers and/or uses the
Transparency Platform Data. A Data User may register (“Registered Data User” to access additional
features, like M2M Interface.

“Derivative Work” means any derived version of the ECP Software, including any form in which the
ECP Software may be recast, transformed, updated or adapted.

“ECP Software” means the software Energy Communication Platform, in all its forms of expression,
including its graphical user interfaces and user documentation, updates and releases, as made
available by ENTSO-E.

“Endpoint” means a connection point for Applications and users, within the Transparency Platform
Data Submitter’s IT System.

“Intellectual Property Rights” (or “IPR”) means (a) copyright, patents, database rights and rights in
trade- marks, designs, know-how and confidential information (whether registered or
unregistered);

(b) applications for registration, and the right to apply for registration, for any of these rights; and

(c) all other intellectual property rights and equivalent or similar forms of protection existing
anywhere in the world.

“IT Service Provider” means any entity supplying IT services to one or more external customers.
While using the Transparency Platform Data, the IT Service Provider shall comply with the
provisions of the present Terms of Use applicable to the Transparency Platform consulting and the
re-use of Transparency Platform Data.

“IT Services Purpose” means the use of the Transparency Platform for the sole purpose of
providing IT services to Transparency Platform Data Submitter, in order to enable Transparency
Platform Data Submitter to use the Transparency Platform for Transparency Purpose.

“IT System” means the computer hardware and related ancillary equipment and accessories owned
or leased in whole or in part by the Data User, the Transparency Platform Data Submitter or by
ENTSO-E, including Applications and ECP Software Endpoint, which is used in connection with the
operation of the Transparency Platform, together with any related operating manuals and other
documentation.

“M2M Interface” means a specific interface of the Transparency Platform offering the possibility to
register for automated machine to machine transfer of data.

“Manual of Procedures” means the document specifying the technical and operational
requirements to comply with in order to connect to and use the Transparency Platform, in
accordance with article 5 of Regulation (EU) N°543/2013, and which is accessible on the ENTSO-E
official website.

“Primary Owner of Data” means an entity which creates data and which has an obligation to
submit this data to the Transparency Platform via a TSO or Data Provider, as stipulated in
Regulation (EU) N°543/2013.

“Production environment” means the operational environment of the Transparency Platform.
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“Release of the Transparency Platform” means an issue of the Transparency Platform made
available by ENTSO-E which incorporates major changes in comparison with the previous issue,
including, but not limited to, security breach patch or implementation of new data modelling.

“Relevant Records” means all information recorded by ENTSO-E regarding the use of the
Transparency Platform by the Transparency Platform Data Submitter, the Registered Data User, or
the IT Service Provider. It covers specific parameters of activity including, but not limited to, time of
connection, actions, identification of elements inserted, deleted or modified, and automated
archiving of previous versions of concerned elements.

“Test Environment” means a specific and controlled environment, containing configuration similar
to the Production Environment, designed for testing configuration and interaction with the
Transparency Platform.

“Transparency Platform” means the central information transparency platform referred to in
Article 3(1) of Regulation (EU) N°543/2013, established and operated by ENTSO-E and made
available to the Transparency Platform Data Submitter, the Data User and the IT Service Provider
following the conditions and limits set forth in present Terms of Use.

“Transparency Platform Data” means the data deliberately published on the Transparency
Platform or made accessible to the Data Users by ENTSO-E, with the exception of data which would
become accessible as a consequence of a breach of Transparency Platform access conditions or of a
technical problem in the Transparency Platform operation.

“Transparency Platform Data Submitter” means any entity, such as a TSO or a Data Provider,
which is required by Regulation (EU) N°543/2013 to submit data directly to ENTSO-E for publication
on the Transparency Platform. While using the Transparency Platform Data, the Transparency
Platform Data Submitter shall comply with the provisions of the present Terms of Use applicable to
the Transparency Platform consulting and the re-use of Transparency Platform Data.

“Transparency Purpose” means the use of the Transparency Platform for the sole purpose of
submitting data to the Transparency Platform, in order to comply with the transparency obligations
resulting from Regulation (EU) N°543/2013.

“TSO” means Transmission System Operator.

“Uploading Solution” means any software, with the exception of the ECP Software or its Derivative
Works, which is installed on the Transparency Platform Data Submitter’s IT System in order to
submit data to the Transparency Platform in accordance with Regulation (EU) N°543/2013.

“Version of the Transparency Platform” means an issue of the Transparency Platform made
available by ENTSO-E and which incorporates some changes in comparison with the previous
issue.
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2. Submission of data for publication
on the Transparency Platform

2.1 Use of the Transparency Platform for Transparency Purpose

Within the limits set forth in the present Terms of Use, ENTSO-E grants the Transparency Platform
Data Submitter a right to use the Transparency Platform, exclusively for the Transparency Purpose.

2.2 No mandatory data transfer solution

Insofar as it complies with all requirements set forth in the present Terms of Use, and notably the
access and use requirements detailed in clause 2.4, the Transparency Platform Data Submitter may
freely decide to use the Transparency Platform for Transparency Purpose in connection with

- an Uploading Solution, or
- the ECP Software which is made available free of charge by ENTSO-E, or
- a Derivative Work made available by any third-party.

The level and scope of services offered by ENTSO-E shall however vary from one scenario to
another, as detailed in the present Terms of Use.

The M2M Interface offers the Transparency Platform Data Submitter the possibility of automated
transmission of its data to the Transparency Platform. General information on the configuration
requirements shall be communicated by ENTSO-E, but proper configuration of Transparency
Platform Data Submitter’s IT System for M2M connection is the exclusive responsibility of the
Transparency Platform Data Submitter.

2.3 Use of an Uploading Solution

The use of an Uploading Solution, even in connection with the use of the Transparency Platform for
Transparency Purpose, is made under the sole responsibility of the Transparency Platform Data
Submitter.

ENTSO-E is not able to secure and maintain Uploading Solutions which are developed and made
available by third-parties.

Using an Uploading Solution therefore imposes the Transparency Platform Data Submitter to
ensure, by itself and at its own cost, all operations relating to the development, installation, testing,
maintenance and support of said Uploading Solution.
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2.4 Access and use requirements

To be allowed to use the Transparency Platform for Transparency Purpose, the Transparency
Platform Data Submitter shall install, configure, make and maintain operational an IT System which
strictly complies with all requirements communicated by ENTSO-E, in accordance with the Manual
of Procedures.

The Transparency Platform Data Submitter is therefore notably responsible for performing all tasks
necessary to properly configure its IT System and to ensure smooth operation of the Applications
which are used in connection with the Transparency Platform.

Submission of data to the Transparency Platform is submitted to the prior acceptance of ENTSO-E,
in accordance with the process and requirements detailed within the Manual of Procedures.

2.5 Open Source License

ENTSO-E currently publishes a subset of the Transparency Platform data available under an open
source license (CC-BY 4.0) for the free use of Data Users (hereinafter “Open Data’’).

The Data Provider shall indemnify ENTSO-E for all losses, damages, costs, expenses and other
liabilities resulting from any claim or action brought against ENTSO-E, by any ENTSO-E Member or
third party who claims that its intellectual property rights, neighbouring and/or proprietary rights are
infringed by ENTSO-E due to the Open Data published by the Data Provider. The Data Provider shall
take all steps necessary to defend such third-party claim.

The Data Provider shall immediately notify ENTSO-E about any restrictions or claims related to the
use of the Open Data published by the Data Provider.

This provision shall not apply to Data Providers that concluded a dedicated agreement regarding
provision of the Open Data.

2.6 Service Level Requirements

The Data Provider shall comply with Service Level Requirements provided in Annex of these Terms of
Use.
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3. Transparency Platform Consulting and re-
use of Transparency Platform Data

3.1 Use of the Transparency Platform Data

In accordance with the applicable legislation, the Data User shall, when using of the
Transparency Platform Data for any purpose whatsoever:

use the Transparency Platform Data in good faith and always comply with good business
practices regarding the re-use of publicly available data;

- mention the ENTSO-E Transparency Platform as the source of publication of the data, in
accordance with good industry practices and comply with all reasonable requests from
ENTSO-E regarding the visibility of the ENTSO-E Transparency Platform origin of the re-used
Transparency Platform Data;

- be only allowed to make reference to the ENTSO-E Transparency Platform as the source of
publication of the re-used data. It is therefore expressly prohibited to use the ENTSO-E
Transparency Platform name or the ENTSO-E name in any manner that is likely to cause
confusion regarding the possible existence of any kind of sponsorship or of endorsement of
any use of the Transparency Platform Data by the Data User;

- not cause prejudice to the copyright or related right on a Transparency Platform Data, which
may be owned by the concerned Primary Owner of Data. In case of a risk to cause prejudice
to said right, the Data User shall seek the prior agreement of the holder of the copyright or
related right. Notwithstanding this requirement, as a facilitation for the Data User, ENTSO-E
publishes on the Transparency Platform and regularly updates the list of the Transparency
Platform Data which can be freely re-used with no need to;

- seek for the prior agreement of the respective Primary Owner of Data. The Data User has
responsibility to check this list before each re-use of the Transparency Platform Data.

3.2 Absence of ENTSO-E control on the Transparency Platform Data
and cautionary language

The Transparency Platform is a specific database platform which aims at receiving and
publishing data from TSOs and Primary Owners of Data, in accordance with Regulation (EU)
N°543/2013.

ENTSO-E does not perform any control on the accurateness, the up-to-date character or the
consistency of the Transparency Platform Data.
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The Data User shall therefore extract and use the Transparency Platform Data under its sole
responsibility.

The Transparency Platform website may contain statements, estimates or projections that constitute
"forward-looking statements". Generally, the words "believe," "expect," "intend," "estimate,"
"anticipate", “project”, "will" and similar expressions identify forward-looking statements, which are

generally not historical in nature.

Forward-looking statements are subject to certain risks and uncertainties that could cause actual
results to differ materially from ENTSO-E's historical experience and present expectations or
projections. The Data User should not place undue reliance on forward-looking statements, which
speak only as of the date they are made.

ENTSO-E undertakes no obligation to publicly update or revise any forward-looking statements.

3.3 Use of automated data extraction tools

The web graphical user interface of the Transparency Platform is primarily designed for
human access and not for robots access.

To facilitate access to all interested parties using automated tools to gather data from the
Transparency Platform, ENTSO-E provides a specific M2M Interface, offering Registered Data Users
the possibility to subscribe to publication, so that updates of the Transparency Platform Data may
be sent to the Registered Data User’s IT System.

The Data User is the sole responsible for the proper configuration of its M2M connection.

Considering the requirement for ENTSO-E to ensure open and continuous access to the
Transparency Platform for all interested parties, and the fact that automated tools (e.g. robots,
screen scrapers, crawlers) may cause disturbance to the stability and availability of the platform,
ENTSO-E reserves the right to introduce technical constraints aimed at ensuring optimal
Transparency Platform operation.

In the event that such measures prove necessary and insofar as it is practically possible without
compromising the continuity of the Transparency Platform operation, ENTSO-E will inform all
registered users of their introduction, and will contact impacted users directly to discuss how they
can best access the platform to achieve their data needs without putting its operation at risk.

ENTSO-E | Rue de Spa, 8 | 1000 Brussels | info@entsoe.eu | www.entsoe.eu | @entso_e



entso@

4. Use of the Transparency Platform in the
framework of the provision of IT Services

Within the limits set forth in the present Terms of Use, ENTSO-E grants the IT Service Provider a right
to use the Transparency Platform, exclusively for the IT Service Purpose.

The scope of this license is limited to what is necessary:

- to ensure and maintain a proper configuration of the Transparency Platform Data Submitter or

- the Registered Data User’s IT System
to perform testing of the interaction

o between the Transparency Platform and the ECP Software/Derivative
Work/Uploading Solution to be implemented by the Transparency Platform
Data Submitter to use the Transparency Platform for Transparency Purpose, or

o between the Transparency Platform and the Registered Data User’s IT System
to enable the use of the M2M Interface.

Considering the legal framework set up by Regulation (EU) N°543/2013, IT Service Providers shall ensure
the strict observance of all access and use requirements imposed by ENTSO-E, in accordance with the
Manual of Procedures, to ensure the smooth operation of the Transparency Platform. These
requirements, which may vary considering the exploitation of the Transparency Platform, shall be made
available to all parties requesting to use the Transparency Platform for Transparency Purpose.

Specific testing requirements may also be imposed by ENTSO-E in consideration of the load of its servers
and its Test Environment, the testing needs of ENTSO-E, its members or other interested parties.

The IT Service Provider shall not make any other use of the Transparency Platform unless it has received
a prior authorization in writing from ENTSO-E.

5. General Provisions applicable to all types of
use of the Transparency Platform

5.1 Ownership and limited scope of the rights granted by ENTSO-E

The Transparency Platform, in whole or in part, including but not limited to, its website, its database, its
database content arrangement, translations, compilations, partial copies, modifications, graphical
interfaces and updates, is and shall remain the exclusive property of ENTSO-E. Transparency Platform
Data may be subject to copyright owned by the Primary Owner of Data.
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The rights to use the Transparency Platform are:

- granted on a non-exclusive and worldwide basis, for an unlimited term,

- submitted to the strict compliance with the limits of use set forth in present Terms of
Use, and

- not sub-licensable or transferrable.

5.2 Compliance with the Manual of Procedures

The rights to use the Transparency Platform and/or the Transparency Platform Data, for any of the
purposes authorized in accordance with the present Terms of Use, are subject to the strict compliance
with all technical and operational requirements set forth in the Manual of Procedures or imposed by
ENTSO-E in accordance with the Manual of Procedures.

5.3 Prohibited use of the Transparency Platform Data and website

The following use of the Transparency Platform Data or of any other element published or available on the
Transparency Platform website are strictly prohibited:

- Any use which may cause unjustified damage to the reputation of ENTSO-E, of ENTSO-E members or
of a Primary Owner of Data;

- the uploading or change of Transparency Platform Data without prior authorisation from ENTSO-E;

- The defeat or circumvention of security features implemented in relation with the
Transparency Platform use;

- Any use which may cause damage to the Transparency Platform normal operations.

- Any use contravening the requirements set forth in Clause 5 of the Terms of Use.

5.4 Availability and maintenance of the Transparency Platform

ENTSO-E shall use its best efforts to ensure the 24/7 availability of the Transparency Platform. ENTSO-E
shall periodically maintain and update the Transparency Platform.

Without prejudice to the provisions of clause 3.3, ENTSO-E may temporarily suspend access to the
Transparency Platform services, when required for maintenance. Except in case of urgent matters,
ENTSO-E shall publish a 24h prior notice on the Transparency Platform website.

Except where the reported malfunction or problem has a major impact on the performance of the
Transparency Platform, ENTSO-E may decide to remedy within the framework of a forthcoming
Transparency Platform Version or Release and/or maintenance operation.

ENTSO-E does not offer maintenance and support services to the users of the Transparency Platform,
except the following limited support services:
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- Communication of information on the connection and use requirements for the use
of the Transparency Platform for Transparency Purpose;

- Communication of general information regarding connection and use requirements
regarding the use of the M2M Interface;

No other maintenance or support services are provided by ENTSO-E to the IT Service Provider, the
Data User or the Transparency Platform Data Submitter, in particular regarding

- Derivative Works or Uploading Solutions which may be used by the
Transparency Platform Data Submitter;

- The software or any other element of its IT System used by the Data User to connect
to the M2M Interface.

5.5 Access rights

ENTSO-E shall deliver to the Transparency Platform Data Submitter, the IT Service Provider, or the
Registered Data User the required access rights to secure the configuration of their IT System in
connection with the Transparency Platform.

The Transparency Platform Data Submitter, the IT Service Provider, and the Registered Data User are
responsible for ensuring the confidentiality of their accounts and password, and that all concerned
individual users also ensure this said confidentiality.

The Transparency Platform Data Submitter, the IT Service Provider and the Registered Data User are
responsible for any damage caused by any of their users making use of their accounts (and related access
privileges) and/or caused by any abuse of said accounts (and related access privileges) by unauthorized
third-parties.

The Transparency Platform Data Submitter and the Registered Data User may share their accounts and
passwords with their IT Service Providers, but remain in all circumstances liable for any damages caused
by this latters’ use of their accounts.

5.6 Log files and user tracking

To ensure a high level of security of the Transparency Platform operation, ENTSO-E shall keep Relevant
Records of the Transparency Platform Data Submitter, of the Registered Data User or of the IT Service
Provider’s use of the Transparency Platform.

Said Relevant Records may constitute valid evidence of the acts which could be attributable to the
Transparency Platform Data Submitter, the Registered Data User or to the IT Service Provider, as far as
the Relevant Records relate to an account attached to the Transparency Platform Data Submitter, to the
Registered Data User or to the IT Service Provider.

5.7 Suspension or termination of access to the Transparency Platform

ENTSO-E may, at any time with immediate effect and without any prior notice, decide to suspend access to the
Transparency Platform or revoke the right of use granted to the Data User, the Transparency Platform
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Data Submitter, or the IT Service Provider if they do not comply with any of the provisions of these Terms
of Use and insofar as that non-compliance may cause damages or disturbances in the normal operation of
the Transparency Platform.

The Transparency Platform Data Submitter/Registered Data User/IT Service Provider may not claim any
compensation of whatever nature in case of suspension or revocation of access to the Transparency
Platform decided by ENTSO-E pursuant to present clause.

Suspension or revocation (or not) of access to the Transparency Platform is decided and made without
prejudice:

- to the ability of ENTSO-E to claim compensation for the possible damage resulting from
Transparency Platform Data Submitter/Data User/IT Service Provider’s breach of its
obligations, and

- to the obligation of the Transparency Platform Data Submitter/Data User/IT Service
Provider to hold ENTSO-E harmless from any claim brought from a third-party
(including but not limited to members of ENTSO-E) alleging that Transparency Platform
Data Submitter/Data User/IT Service Provider infringed its rights or caused damages to
said third-party.

5.8 Personal data

The provisions related to the personal data processed via the Transparency Platform website
are published on the Transparency Platform website and deemed to be part thereof.

5.9 Liability

ENTSO-E does not guarantee that the Transparency Platform will run uninterrupted or be free from errors.
No warranty, condition, undertaking or term, express or implied, statutory or otherwise, as to condition,
quality, performance, intellectual property, infringements, merchantability or fitness for purposes is given
or assumed by ENTSO-E.

To the fullest extent permitted by applicable law, ENTSO-E, the ENTSO-E members or the Primary Owners

of Data shall not be liable, under any circumstances or under any legal theory, whether in tort, contract,
or otherwise, for any damage arising out of:

- the use orinability to access or use the Transparency Platform, or of

- the provision or failure to provide any service (including M2M interface related
services) or otherwise under or in connection with the Transparency Platform, or of

- the use, consultation, interpretation, re-use, transmission or downloading
of Transparency Platform Data, or of

- any decision, act or omission of the Data User which is based in all or in part on the
Transparency Platform Data, or of

- the alteration or modification of the Transparency Platform Data resulting from
an improper reutilisation of the data by any Data User,
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even if ENTSO-E has been advised of the possibility of such damage or such damage is foreseeable.

In case of gross negligence or wilful misconduct, possible liability of ENTSO-E, the ENTSO-E members or
the Primary Owners of Data shall in any case be limited to direct damages arising out of the use or
inability to access or use the Transparency Platform, the provision or failure to provide any service
(including M2M interface services) or otherwise under or in connection with the Transparency Platform.

The Liability of ENTSO-E, the ENTSO-E members or the Primary Owners of Data is expressly excluded
regarding any indirect damage, incidental damage or consequential damage (including damages for loss,
of use, information, goodwill, profit, work stoppage, data, business, or revenue).

The Data User, the Transparency Platform Data Submitter and the IT Service Provider shall hold ENTSO-E,
the ENTSO-E members or the Primary Owners of Data free and harmless against any third-party claim for
damages, compensation or otherwise, regardless of the reason therefore, in conjunction with the use of
the Transparency Platform made by them.

5.10 Notices

All written notices that a Party is required to provide to the other Party pursuant to present Terms of Use
have to be communicated through the following addresses:

- For ENTSO-E: to the relevant email address as mentioned on the Transparency
Platform website;

- Forthe Transparency Platform Data Submitter/IT Service Provider/Registered
Data User: to the email address communicated during the registration process.

A notice shall be deemed to have been duly given the first Business Day following the day the notice is
sent by email, provided that the email transmission is promptly confirmed by an electronic receipt from
the recipient email server.

5.11 Revisions to present Terms of Use and to the Manual of Procedure

ENTSO-E may at any time, and without notice, revise these Terms of Use. The revised Terms of Use shall
be binding for the Transparency Platform Data Submitter, the IT Service Provider and the Data User as
soon as the revised Terms of Use are publicly available on the Transparency Platform website.

Continued use of the Transparency Platform implies the agreement of the Transparency Platform Data
Submitter, the IT Service Provider and the Data User to the revised Terms of Use.

Similarly, a revised version of the Manual of Procedures, produced by ENTSO-E in accordance with the
provisions of Article 5 of the 543/2013 Regulation, shall be binding for the Transparency Platform Data
Submitter, the IT Service Provider and the Data User, as soon as the revised Manual of Procedures is
publicly available on the ENTSO-E website.

5.12 Applicable law and jurisdiction

The validity, performance and construction of these Terms of Use shall be governed by the laws of Belgium.
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The courts of Brussels shall have exclusive jurisdiction to settle any disputes arising out of or
in connection with these Terms of Use when these disputes involve ENTSO-E as a party.

If any term of these Terms of Use is held by a court of competent jurisdiction to be invalid,
unenforceable, or otherwise ineffective by operation of law, these Terms of Use shall remain in full force

and ENTSO-E shall replace such invalid or unenforceable provision with a provision that corresponds as
closely as possible to the intention of ENTSO-E.

ENTSO-E | Rue de Spa, 8 | 1000 Brussels | info@entsoe.eu | www.entsoe.eu | @entso_e



entso®

Annex

Response Time Requirements for Data Providers

The use of the Transparency Platform requires the imposition of some obligations on Data Providers with
regards to the questions and/or issues that Data Users may encounter with Transparency Platform Data.

The present document set the conditions applicable for the response and resolution time to be met by the
Data Providers towards Data Users.

The terms not otherwise defined in the present annex shall have the meaning set forth in the main body of
the Terms of Use.

1. Response Time Target
The Data Provider shall carry out all activities required to meet the requirements further exposed below.

1.1. Description

The response time target is the time for the Data Provider to respond to a newly submitted ticket by the
ENTSO-E Transparency Platform Zendesk Agent which is the person at ENTSO-E side dealing with Zendesk
tickets by responding to Data Users' questions and requests (the “TP Zendesk Agent”).

1.2. Service level
> Tickets

Data User can contact TP Zendesk Agent for questions and/or issues that the Data User may encounter
with Transparency Platform Data. The TP Zendesk Agent may open a ticket for such request. The resolution
of some tickets requires the involvement and action of the Data Provider. In this case, the TP Zendesk
Agent will contact the concerned Data Provider, which in turn shall give a response in a timeframe which
depends on the priority level (low, normal, or urgent) assigned to the ticket.

> First response

Upon receipt of a ticket with its priority level from the TP Zendesk Agent, Data Provider shall give a
first response in relation with the ticket to the TP Zendesk Agent with:

- adescription of the reason of the issue;
- confirmation that the issue is being taken care of; and
- anindicative timeline for resolving the issue.

> Complex/long resolution time required
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In case resolving the issue risks to take significant time (e.g. more than a month), the Data Provider is
requested to give bi-weekly updates to the TP Zendesk Agent.

> Response Time Target Objectives

Priority level Urgent: up to (incl.) 4 calendar days
Normal: up to (incl.) 7 calendar days

Low: up to (incl.) 10 calendar days

1.3. Measurement

Response time is measured between the moment the ticket is submitted by TP Zendesk Agent to the Data
Provider till the moment Data Provider gives a first response in relation with the ticket to TP Zendesk
Agent.

2. Monitoring

ENTSO-E should monitor the compliance of the response time and regularly communicate the compliance
report to the Data Provider. Data Provider may ask for their compliance-ratio on an ad-hoc basis.

It is acknowledged that the timing set for the Data Provider to give a first response may not be necessarily

complied with if part or all of the calendar days fall during public holidays. In such a scenario, it is up to the
Data Provider to provide the explanation to ENTSO-E so that the monitoring can take this into account.

3. Revisions to response time requirements

ENTSO-E may at any time, with prior consultation of Data Providers, revise these response time
requirements.

ENTSO-E | Rue de Spa, 8 | 1000 Brussels | info@entsoe.eu | www.entsoe.eu | @entso_e



