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Filtered By

Date Field: Opened Date equals Custom (1/1/2018 to 9/24/2019)

Show: All cases
Units: Days

AIQ Sub-Industry contains Competitive Retail Natural Gas
Service Type equals Commercial, Residential, Industrial,
Case Comments contains MVR, Monthly Variable Rate

AlQindustry & AlQSub-industry & Case Number 1

Gas Provider 00181695

00182607

00183809

00183964

00184724

00186548

00186554

00187001

00187261

00187523

00187914

00188015
00188552

00189110

00190284

00190390

Date/Time Opened _ Specific Code

1/3/2018 10:26 AM B

g Inquiry

1/8/2018 1:42 PM Enrollment Dispute

1/8/2018 1:42 PM Enroliment Dispute

1/8/2018 1:42 PM Enrollment Dispute

1/8/2018 1:42 PM Enrollment Dispute
1/12/2018 4:10 PM Enrollment Dispute
1/12/2018 4:10 PM Enrollment Dispute

1/15/2018 11:24 AM Cancellation Issues

1/15/2018 11:24 AM Cancellation Issues

1/18/2018 8:59 AM Contract Inquiry.

1/25/2018 12:10 PM Competition Issues / Inquiries

1/25/2018 12:20 PM Competition Issues / Inquiries

1/26/2018 3:56 PM Contract Inguiry

1/26/2018 3:56 PM Contract Inquiry

1/26/2018 3:56 PM Contract Inquiry

1/29/2018 11:12 AM

Account in Question

Dominion Energy Solutions Inc

North American Power and Gas LLC

North American Power and Gas LLC

North American Power and Gas LLC

North American Power and Gas LLC
Spark Energy Gas.
‘Spark Energy Gas LP

Dominion Energy Solutions Inc

Dominion Energy Solutions Inc

Direct Energy Services LLC

Dominion Energy Solutions Inc

Statewise Energy Ohio, LLC

United Energy Trading LLC

United Energy Trading LLC

United Energy Trading LLC

1/29/2018 5:14 PM Cancellation Issues

1/29/2018 5:14 PM Cancellation Issues

1/31/2018 9:18 AM Enrollment Dispute

1/31/2018 12:18 PM Enroliment Dispute
2/2/2018 10:02 AM Enrollment Dispute
2/2/2018 10:02 AM Enrollment Dispute

2/5/2018 2:55 PM Government Aggregation

2/5/2018 2:55 PM Government Aggregation

2/9/2018 8:06 AM Enrollment Dispute

2/9/2018 11:40 AM Billing Dispute

v Ohio, LLC

Southstar Energy Services LLC
Southstar Energy Services LLC
‘Spark Energy Gas LP

Direct Energy Services LLC

Spark Energy Gas LP.
‘Spark Energy Gas LP

Northeast Ohio Public Energy Council

Northeast Ohio Public Energy Council

Snyder Brothers Energy Marketing LLC

Energy 95 LLC

Case Comments

Called ea, at DEO, Mary. The customer rescinded ONG and on 1/4 she re-enrolled with DES. There was no new rescission notice since she remained with her
previous supplier. There was no MVR, the customer went variable with DES at $5.32

Called the customer to go over the DES response . Reached voice mail. Left a message advising that DEO did not violate any rules but that | had received a
positive response from DES, which agreed to make her father whole for the period of time he was enrolled with the MVR rate.  Advised that DES would be
sendinga ing in question. Invited a call back. Left hotline number.

Called Ms. Honkala to go over DEO response and loce” e dows ot e that  usiomer can be placed on an MVR without consent. Advused that in DEO area,
a customer must contact DEO to affirmatively ask to be placed on the SCO. She stated that the billissued 11/15 shows that the customer was on the SSO.
Advised that the SSCO may have preceded the MVR and since no one called to be placed on the CO, it was moved to the MVR. She also stated that DES told her
0n10/11/17 thta she would automatically be placed on the SCO. Advised that this was bad information. She wanted me to contact DES and see if they could pull
the call and if that is what the customer was told, see if DES would be willing to reimburse them for the extra paid on the MVR. Advised that | would contact
them and get back to her after | had heard back.

Called ea at DEO to see if NAP&G was assigned as an MVR supplier. Spoke with Angela. Dominion Energy Services was the previous supplier and NAP&G was an
MVR supplier. The customer went to the SSO after DES and didn't notify DEO that they wanted to go to the SCO, 0 they were assigned to NAP&G as an MVR
supplier. The customer was with DES until 10/17.

Called DEO to ascertain the steps when putting a customer on an MVR. Is the customer put o the SSO first? Spoke with ea, Diane. All customers, before going
t0 the SCO or the MVR, do go to the S50 first.

Left vm, advd that the acct was on the MVR w/local utility. A drop request was r'd and wil terminate w/co as of Jan 10. Advd cls case.

Called cust,, left mess. explaining the acct. was enrolled on w/the MVR thru local utility

Received a voice message from Mr. Daut who asked for a return call. ~He wanted to know how the suppliers can get away with charging $5 per mcf.

Returned call. Advised that PUCO has no jurisdiction over the prices charged because legislature didn't give the PUCO jurisdiction. Advised that the agreement he
entered into allow the company to charge a variable rate that could go higher. He wanted to know if commercial customers could get the SCO because he has
been told different things by different people. . Advised that they could not. Discussed the apples-to-apples web site and provided url. Advised that he should
contact the ea (and provided number) to find out if he was classified ECTS or GSS. Explained that if he did not select a supplier, he would be moved to an MVR.
Invited a call back.

Received a voice message from Mr. Daut who asked for a return call. He wanted to know h getaway per mcf. Advised
that PUCO h: it give the PUCO jurisdicton. Advised that the agreement he entered into allow the
company to charge  vaiable rate that could go higher. He wanted to know if commercialcustomers couldget the SCO because he has been told different
things by different people. . Advised that they could not. web site and provided url. Advised that he should contact the ea (and
provided number) to find out if he was classified ECTS or GSS. Explained that if he did not select a supplier, he would be moved to an MVR. Invited a call back.

Calling back to find lowest fixed rate for his commercial acct.
Went over A2A Small Commercial DEO chart and referred to some suppliers. Explained MVR and SCO and how he is unable to have SCO since he's Non-Res.

Caller states that he has Dominion Solutions for his house and garage - he is thinking of going back to just have DEO - exp Choice Program - adv that f he decides
10 g0 back to DEO - he would have to tell them that he wants the SCO rate - if not, he would then have it for 2 billing cycles then the MVR - invited call back.
Caller states that she had DTE - now she has Statewise - she wants to go back to DEO - adv that she would need to call DEO to go back to the - she then inquired
who does she have now - ad that | do not have access to her acct - adv that DEO can answer that question - she wanted to know what she should do - she did
askif | could tell her - adv that | can not adv what she should do - adv ol the a2a and that there are so many suppliers and they could have several offers - adv
that there are other supplier, or she could have DEO SCO rate or the M

I called the cust and spoke with Jian Min - adv the cust that he was asslgned Kratos after his 2 bills with DEO at the SCO rate - exp to the cust that unless he
contacts DEO and request the SCO rate - his acct would after 2 bills be assigned to a supplier at the MVR (monthly variable rate) - adv the cust that the MVR s a
rate that is not regulated by the PUCO - cust thought he would just have the SCO - adv that it is not automatic - exp that he would just have the DEO SCO for 2
bills then it goes to the MVR - unless he contacts DEO and request the DEO SCO or enrolls with a supplier.

*** response from Stephen Shortell - Kratos (UET) on 3/1/18 ***

Casett 00187001

Itook a look at the account history in my system (please see below). It appears he/she was a customer back in 2012 and then disconnected service with us in
2013. In April of 2016 he/she was assigned to s by DEO via the auction and then was dropped from the auction pool and reassigned to us by DEO at the MVR
rate. | am confirming all of this with my back office today to make sure. | will send you another email later today with verification on this.

*** email from BB to Steve Shortell - Kratos on 3/5/18 ***
You said in the email below that for C: , you were information regarding the MVR rate and would send another email to me with
verification. Were you able to verify the information?

*** response from Stephen Shortell - Kratos (UET) on 3/5/18 ***
‘What | stated below is what occurred. Please let me know if you have any further questions or concerns.

Kratos Gas and Power switch us to their MVR rate without our permission. That is outrageous! Please do something to prevent it from happening again!

Called the customer back (no message left). Explained hat she had electric and gas and had agreed from both
contracts without an ETF. She was happy to hear that. Advised that this could take 1-2 billing cycles. Provided energychoice url. Explained that if she did not
‘want to choose a gas or electric supplier, she did not have to. Explained that if she did not want to choose a gas supplier she would either be placed on the SCO
‘or with an MVR. Explained how to get placed on the SCO. Advised that | would close the investigation and invited a call back with any future utility concerns.

Ohio Natural Gas recently applied their Monthly Variable Rate to my account and the price of gas doubled from $ 2.77 to 5.7 per MCE. | understand that | am
able to switch, but 1) the customer isn't informed of the rate increase untilthey review their historic bill and 2) it takes one to two billing periods for any switch
of providers to be effective. That means | will be likely be paying double the SCO rate for almost 3 months through the highest gas usage period of the winter. It
seems to me that the PUC should a) monitor these types of dramatic negative customer price increases, b) ensure that customers are informed of price changes
and c) ensure that customers who want to switch can do o quickly. With technology today it seems that one to two billing periods to make a change is excessive
and overly favors the provider rather than the customer. I've also provided you with the SCO rates which are nowhere near Ohio Natural Gas's Monthly Variable
Rates. Does the OUC monitor these rates to ensure customers are not being fleeced? Thank you Alistair Buchan

Closing case due to no customer contact in response to letter. Customer on MVR. ONG cannot find without address. | sent an email to the customer explaining
we do not regulate or cap variable rates. Advised why it takes up to two billing cycles to switch.

Caller states that he had cancelled out f ONG in Nov 2017 and went back to SSO. Caller had then enrolled with AEPE on 1/8. Caller then received a bill with Spark
listed on it as an MVR at $8.79. Caller states that the house he owns next door has an MVR with NAP at $4 per mcf. Caller wanted to voice his concern that DEO
did not give notice to caller regarding contacting customer about SCO. Invited callback.

LM ON VM

Customer was enrolled with DE due to not choosing his own supplier. He was placed on the MVR plan and randomly assigned to DE.

1 spoke with Ms. Albertson. Explained she was on the MVR be she didn't choose an option of how to purchase gas.

Enrollment was correct. MVR.

This customer is calling the UCO to have his residential b laced on the Do N te lists. Started with residential. He then advised that he
wanted 1o be onthe st for gas. Advised that thre s no st or gas it s eectric oly._Advised tha he must ave been onthe SCO or a urrent customer to have
been sent the aggregation notice. Discussed the app| and advised that with a CHOICE supplier should not be

included inthe aggregation. Advised tha this would b the same rule for commercial accounts. Discussed the SCO and MVR. He advised that is commercal
account was with NOPEC. Advised that is why he was again included in the aggregation. Provided a2a web site url. and discussed 2-3 offers Invited a cal back.

This customer is calling the UCO to have his residential b I te lists. Started with residential. He then advised that he
wanted to b onthe st for gas. Advised that thre is 1o st or gas, s eectric oly. Advied that he st ave e onthe SCO or acurrent cusomner to have
been sent the aggregation notice. and advised that with a CHOICE supplier should not be
included in th Advised that this would be t for commercial accounts. Discussed the SCO and MVR. He advised that his commercial

account was with NOPEC. Advised that is why he was again included in the aggregation. Provided a2a web site url. and discussed 2-3 offers Invited a cal back.
Called DEO to find out if customer is on the MVR. She was placed on it as of 1/4/18. She is set to go with DEO Solutions on March 6. Called customer back and
explained she was on MVR, but set to go with DEO S on March 6. Verified that is what she understood was going to happen, she just thought she would be
transferred sooner.

Talked with Mr Dallas. He s very unhappy with Quake Energy. Advised he is on MVR not signed up with customer. Referred to apples to apples chart. He is very
familiar with chart. Wanted to know if he has the ability to demand to get re rated to a better rate if he signs up for a term. Advised some companies will some
will not.  Mr Dallas stated it was nice talking with someone today who knows what they are talking about. RIS

Account Name

Erma Boyes

Karen Honkala

Karen Honkala
Karen Honkala
Karen Honkala

Geraldine Plehn
Geraldine Plehn

Sam Daut

Sam Daut

Dante's Gameday Grille

Issa Alherimi

Machelle White-Funk

Jian Min

Jian Min

Jian Min

Laura Elliot

Alistair Buchan
Alistair Buchan
Howard Curtis
Ironman Warehouse

Sherry Albertson
Sherry Albertson

Michael Albee

Michael Albee

Dawn Smith

Sound on Wheels

Service Type

Residential

Residential

Residential
Residential
Residential

Residential
Residential

Residential

Residential

Commercial

Residential

Residential

Residential

Residential

Residential

Residential

Residential
Residential
Residential
Commercial

Residential
Residential

Residential

Residential

Residential

Commercial

Service Address Street

923 CARRIAGE LANE

95 South Doan Ave

95 South Doan Ave

95 South Doan Ave

95 South Doan Ave
107 Falcon Ave
107 Falcon Ave

835 Cherry Rd NW.

835 Cherry Rd NW.

1019 North Main Street

3113 EIm Rd

2328 Newton st

6765 Edgemoor Avenue

6765 Edgemoor Avenue

6765 Edgemoor Avenue

62 Liberty St

620 West Point Dr

350 West Federal Street
842 Stonewater Drive
842 Stonewater Drive

8561 Seaton Place

8561 Seaton Place

5554 waterbury ave

1832 Lee Rd

Service Address City
WOOSTER

Painesville

Painesville

Painesville
Painesville
Akron

Akron

Massillon

Massillon

Akron

Warren
Akron

SOLON

SOLON

SOLON

Girard

Akron
Youngstown
Kent

Kent

Mentor

Mentor
Maple Heights

Fowler

Service Address Zip/Postal Code
44691

4077

4077

44077
44077

44319

aa647

44310

44483

44305

44333
44503

44240
44240

44060

44060
44137

44818



00190456

00191114
00191260

00191636

00192354

00193378

00193697

00194929

00195672

00195677

00196106

00196385

00196808

2/9/2018 11:40 AM Billing Dispute
2/9/2018 11:40 AM Billing Dispute

2/9/20181:36 PM Contract Inquiry

2/12/2018 3:49 PM Competition ssues / Inquiries
2/13/2018 8:15 AM Billing Inquiry

2/13/2018 8:15 AM Billing Inquiry

2/13/20188:15 AM B

Inquiry

2/13/2018 8:15 AM Billi

Inquiry

2/13/2018 4:58 PM Competition Issues / Inquiries

2/15/2018 4:22 PM Contract Inquiry

2/20/2018 3:50 PM Billing Dispute.

2/21/2018 1:58 PM Enrollment Dispute

2/21/2018 1:58 PM Enroliment Dispute

2/26/2018 10:54 AM Competition Issues / Inquiries

2/28/2018 2:29 PM Billing Dispute.

2/28/2018 2:44 PM Billing Inuiry
2/28/2018 2:44 PM Billing Inuiry

3/2/2018 12:18 PM Contract Inguiry

3/2/2018 12:18 PM Contract Inquiry

3/2/2018 12:18 PM Contract Inquiry

3/2/2018 12:18 PM Contract Inguiry

3/5/2018 10:02 AM Billing Inquiry

3/6/2018 12:01 PM Competition ssues / Inquiries

Energy 95 LLC
Energy 95 LLC

Censtar Energy Corp

US Gas & Electric Inc
‘Spark Energy Gas LP

‘Spark Energy Gas LP

Spark Energy Gas LP
‘Spark Energy Gas LP

National Gas & Electric LLC

Dominion Energy Solutions Inc

Censtar Energy Corp

Interstate Gas Supply Inc

Interstate Gas Supply Inc

Just Energy Solutions Inc

Dominion Energy Solutions Inc

Censtar Energy Corp
Censtar Energy Corp

North American Power and Gas LLC

North American Power and Gas LLC

North American Power and Gas LLC

c domly p charged 5.45 per mcf. he contacted Quake to inguire about other rates. he
states that he talked to someone and was going to o a recording but he was asking questions and the rep said he did not want the service so he hung up on the
customer. He g to speak to a sup could not. he states he does not think he should have to pay the 5.45 per mcf and
that there are offers out there for less. he states he was with another supplier and that must have ended. | told him if that is the case then he would have been
switched to the MVR with DEO and placed with a random company and he must have been placed with them. he called them to inquire about other rates and he
did not complete the TPV. It sounds like he was transferred to the MVR because he had not chosen another supplier. he states that the city is now with Nex€ra
for aggregation. he signed up with them but it does not start till April. Wants to know if he has to pay the rate. | told him he does. | explained that when his
previous contract ended he had not chosen another supplier and was placed on the MVR. | can contact the co and verify this info. | also gave him the phone EA.
phone number, she he can find out what he is on now.

customer not signed up with Quake, he has MVR.

Called cust and advised the following. Advd cls casse, apologized for the delay in getting back to him. Invtd cb w/any questions. RTHLY

Sound on Wheels
Sound on Wheels

Commercial 1832 Lee Rd
Commercial 1832 Lee Rd

MVR program solely by the utilty. This program allows the utilty to enroll current customers onto flexible, variable month to month plans with participating
suppliers in the i For this reason, not have a TPV as it d through the utility. Additionally, please be advised that
Mr. Ulrich was ot locked into a contracted rate and was free to switch suppliers at any time without penatty.

~caller says his monthly variable rate has raised $1.00 each month for the last 6 months

~caller says his monthy bills went from $150-5200 to $513

~caller says he want to want to appeal his bill

~caller admitted to staying with the supplier's monthly variable rate after his fixed rate expired

~caller says he assumed it would be related to the cost of gas

caller was advised to put his concerns in writing and submit to the PUCO

caller wants a name to submit his complaint to at the PUCO

call routed over to RS, supvr on duty, for furtherance

Reviewed DEO response: Non-residential customer, account moved to MVR with Spark in Jan 2018,

Caller wanted to follow up on the MVR rate. Advised caller that he can go to a2a website or contact DEO to be switched to SCO rate. Advised caller of number for
EA of DEO to do so. Invited callback.

Called and left message for Mr. Watkins: Advised that in the third month after DEO was started the b
was assigned to an MVR supplier. Advised rate billed by the MVR supplier s not set by the PUCO or DEO.

Dave Ulrich Residential 316 Lori Avenue Northeast

Edward Friedman Residential 381 West Glengary Circle
Canton Boxing Gym Commercial 3101 6th Street Southwest Unit 1

Canton Boxing Gym Commercial 3101 6th Street Southwest Unit 1

t rolled to the MVR and

Advised if he would like to view st of Choice providers for small business he can do so on the Energy Choice Ohio website and provided the web address. Left

name and invited call back if he has any other questions. Canton Boxing Gym Commercial 3101 6th Street Southwest Unit 1

Called and left message on NIQ that customer was billed under the MVR. Left info on how to look at lst of Choice providers on the Energy Choice website.

~caller is complaining about the high monthly variable rate the supplier is now charging him

caller advised to read over the contract's Terms & Conditions, in order to know what steps can be taken next

Spoke to Vicky at the DEO Hotline.

*supplier start date 10/17

*renewal came in 1/9/18

*drop 1/30/18

*Feb with supplier

*Mar on general sales

*Apr headed towards MVR

*billed at 3.55 for Jan (37.5 MCF) and Feb (28.7) Leslie Little Residential 920 E 143rd StApt 2

I called the cust and spoke with Rick Christian - adv how his acct was enrolled with Censtar - MVR - cust states that he was paying 3 something then it became 5

times more at 8 mcf - adv that it's not 5 times more - caller states, ok $5 more per muf - adv that he does not have a monthly svc fee or early termination fee -

exp that when he did not choose a supplier -a supplier is assigned to him, who bills the MVR - adv that on 2/16/18, the gas service terminated with CenStar - cust

states repeatedly that this is ridiculous - that the PUCO does not look out or protect customers - adv the cust that the PUCO is not a Consumer Advocate Group

but a state Regulatory Agency - refer to his legislatures to change the program.

Called the customer to go over the company response and close. Advised that the company h led on 6/13/17. The comp: that

its representative visited her on 2/5/28 to assist with the cancellation. The company also stated that s representative also spoke to her on 2/20/18 when she

advised that she wished to cancel IG5. Advised that the account s in the process of being removed from IGS and returning to DEO. Advised that the tablet
nrollment been appr ¥ the PUCO. SCO vs the MVR and advised that if she wants to be with DEO's SCO, she would need to call

DEO and 50 advise the company.  Advised that | would close the investigation at this time. Invited a call back with any questions about this matter or any future

Canton Boxing Gym Commercial 3101 6th Street Southwest Unit 1

David Eichert Residential  N/A

Guilliani Investment Properties LLC Commercial 22290 Lakeland Blvd. East

utilty concerns. Left hotline number. Anne Stevenson Residential 1426 West 10th Street
Called the customer to go over the company response and close. Advised that p on 6/13/17. The comp:

cancellation. The  also stated that also spoke to her on 2/20/18 when she
advised that she wished to cancel IGS. Advised that the account i in the process of being removed from IGS and returning to DEO. Advised that the tablet

5COvs the MVR if she wants to be with DEO's SCO, she would need to call

DEO and s0 advise the company.  Advised that | would close the investigation at this time. Invited a call back with any questions about this matter or any future
utilty concerns. Left hotline number.
Called Ms. Stevenson back to advise the company response. ~ Advised that IGS has put her on its Do Not Solicit List. Advised that it could take 24 hours to take
effect. Advised that | would close and invited a call back., Anne Stevenson Residential 1426 West 10th Street
~caller says JE switched his acct without his knowledge/permission at the MVR
~caller says he was fraudulently switched by JE
~caller says he is waiting to switch with NOPEC and don't know how JE acquired his acct
~caller did contact DEO, who referred him to the PUCO to report JE
~caller has addt' questions/concerns about his acct activity
~callreferred to Tamara, via EA hotline, for furtherance Peter Katz Residential 15145 Regents Way
I called customer and left detailed message. I explained that she wrote a letter about her gas rate changing. | explained | contacted Dominion Energy Solutions
and they explained the account was signed up with them on 12/14/16 for a rate of @.96 per mcf through November 2017. In September 2017 the company sent
anotice that the rate was going to expire and explained her options. The co did not hear back from her and she was switched to the monthly variable rate. The
company states she called them on 1/19/18 and inquired about her rate. The company explained fixed rate expired and offered her a fixed rate and she declined
the fixed rate stating she wanted to shop around. As of March 7, she is sill with the company. | explained if she no longer wants the variable rate she wil need
to cancel with the company. she will need to contact them and cancel. invited call back if she has any other questions. close case. George Tomko Residential 5130 arah Circle

States the business is new, has had service for three months. States that he enrolled with Santanna on February 8, 2018. States he was billed at the MVR rate by
Censtar of $8.79. He states he was NEVER told by DEO that he would be billed at the SSO rate for the first two months of service and then roll to the MVR if he
didn't select a Choice provider. States he only even thought to shop for a Choice provider because he received an opt-out notice from NOPEC in Jan 2018.

Advised caller how billing for DEO non-residential works, that the MVR supplier is assigned and bills a market variable rate. Advised the PUCO does not set the
market variable rate. Caller states that means the MVR rate could be $50 an MCF if the MVR supplier wanted.

Offered EA # to DEO, caller refused, states that if it won't change the rate he pays Censtar then there is no point i calling DEO because the csr he spoke with to
set up the account didn't tell him about selecting a Choice provider f he didn't want to roll to the MVR rate.

Advised caller that natural gas is billed after it is consumed. Advised that based on what he told me, his meter reading date is about the 18th of each month.
Placing a supplier change on the 8th may not have been sufficient advance time for the supplier change to appear on the next bill. Caller states DEO told him
Santanna went into effect on February 24, 2018, Advised that Santanna may not appear on the March 2018 billing statement then. Offered €A # to DEO again,
caller again refused.

Explained SO to MVR timeline for non-residential DEO customers,

Called and spoke to the customer. Explained to her that she was put on the MVR product as she had not chosen a supplier. She understood and states that she
understands the program now and she is happy with her current supplier. She had no other concerns at this time. Gail Larson Residential 3797 Montevista Rd
Called and spoke to Karen at the DEO hotline,

Customer had Constellation as a supplier and the supplier dropped

NAP was added as the MVR product on 1/31/18.

NAP was dropped and the customer transitioned to the SCO.

But then she accepted the NOPEC G.A. offer and she was switched to Nextera as of 4/11/18 and a bill was just prepared on 4/27 and her rate on that bill was

$3.39. Gail Larson Residential 3797 Montevista Rd

Ohio Math Group Inc
Ohio Math Group Inc

Commercial 18 West Streetsboro Street
Commercial 18 West Streetsboro Street

Company Response:
Ms. Larson'’s enrollment came via the DEO MVR pool. Therefore, there is no TPV for this customer as the customer's enrollment was sent from the utility to NAP.

Please see attached for the enrollment documents. The MVR rate is a variable rate, due to stipulation of the MVR program, the customer would ot have been
sent a renewal letter since they are not permitted to enroll in fixed rate plans. Gail Larson Residential 3797 Montevista Rd

North American Power and Gas LLC NAP was added as the MVR product on the account. They have since been dropped and customer has chosen a supplier of her choice. Gail Larson Residential 3797 Montevista Rd
Called last night. He was originally calling to get new rates. As | was asking questions regarding his current rate he thought it was over 4/mef. | told him that DEO
historically has the lowest mu. | told him what the last few rates were.
I called the ea and discovered his rate since Feb has been 2.66/mcf. | adv caller and suggested he not do anything be it was a good rate. | also suggested he call

Dominion Energy Solutions Inc the supplier for contract info. Richard Croyle Residential 3851 Lakeland Street Northwest
Caller states that she was on graduate pipp for 12 mos but it is over - she did not fill the paperwork right so she just pays her bill - she has snyder brothers energy
and needs to cancel it -she has the number to them but can not calltollfree - adv that it is a toll free number - exp the DEO SCO and MVR - adv that she should

v B gLLC call her suppl askif she has an early Geraldine Moore Residential 2544 East 81st Street

Fowler
Fowler

Massillon

Cleveland
Canton

Canton

Canton
Canton

Cincinnati

Cleveland

Euclid

Ashtabula

Ashtabula

Chardon

Wooster

Hudson
Hudson

Cleveland Heights

Cleveland Heights

Cleveland Heights

Cleveland Heights

Uniontown

Cleveland

4646

48183
44710

44710

44710

44710

45218

44110

44132

44008

44008

44024

44691

44236
44236

48121

44121

44121

48121

485

44108



00198366

00198390

00198628

00198691

00198702

00200392

00200405

00202834

00203153

00203172

00204048

00204486

00204829

00207487

00209935

00210356

00219119

3/13/2018 2:45 PM Disconnect Issues.

3/13/2018 2:45 PM Disconnect Issues.

3/13/2018 3:35 PM Competition Issues / Inquiries

3/13/2018 3:35 PM Competition Issues / Inquiries
3/14/2018 3:25 PM Contract Inquiry

3/14/2018 3:25 PM Contract Inquiry

3/14/2018 3:25 PM Contract Inquiry
3/14/2018 3:25 PM Contract Inguiry
3/15/2018 9:47 AM Contract Inquiry
3/15/2018 9:47 AM Contract Inquiry
3/15/2018 10:12 AM Contract Inquiry.
3/15/2018 10:12 AM Contract Inquiry
3/15/2018 10:12 AM Contract Inquiry.
3/15/2018 10:12 AM Contract Inquiry
3/23/2018 3:36 PM Enrollment Dispute

3/23/2018 4:02 PM Call Company First

4/6/2018 3:10 PM Quality of Customer Service

4/6/2018 3:10 PM Quality of Customer Service

4/9/2018 3:29 PM Competition Issues / Inquiries

4/9/2018 4:07 PM Enrollment Dispute

4/13/2018 3:46 PM Competition Issues / Inquiries

4/17/2018 9:30 AM Enrollment Dispute

4/18/2018 1:00 PM Misleading Information / Materials

5/4/2018 1:24 PM Enrollment Dispute

Censtar Energy Corp

Censtar Energy Corp

Interstate Gas Supply Inc

Interstate Gas Supply Inc
‘Spark Energy Gas LP

‘Spark Energy Gas LP

‘Spark Energy Gas LP
Spark znergy Gas P

Called the that the prop surveying company's office and that she plans to rent it commercially. Discussed the MVR vs.
the SCO. Explined that the nly ways or a commercial property o getaway fam the MR st b  prtof a government agaretion ver whic she haslss
control or to enroll with her own CHOICE supplier. She stated that she enrolled with a CHOICE .

Censtar. Advised that with her internet enrollment, the ol have3 DEO and explamed that DEO would
then send a rscision notice to her allowing 7 business days to cancel. Advised that hopefully, afer that, DEO would make the switch at the next available meter
read date, is nothing in speaks to the time that DEO has to make the switch after that. She s also facing
a disconnection. Provided ea number and suggested that she may want to call and set up a payment arrangement with DEO. Explained that she may also want
to call the ea after the 7 business days expire to see when the switch will take place. Advised that there is no way to get a refund from Censtar in this situ
1 would close the investigation and invited a call back with any future utility concerns.

Called Bette at DEO. Before the customer opened her account the property was commercial, i.e., a surveying company. If the use has changed then DEO would
have to go out and take a look at it. Centstar is an MVR supplier.

Caller has Columbia Gas

Caller calling about lgs supplier

Caller states he has a rate of 0.559

Caller requests info on Sco rate.
Aﬂwsed of 0.40890/ccf

dvised itis a monthly vanab\e rate anditis based on the market
Aﬂwsed of 0.40890/ccf for sco
Advised it is a monthly variblerate andit s based on the market
refer to lionel webber case 00198960, customer placed on mvr. close case.

customer calls for update, discuss 3/ frm spark energy, that ison themur though spark energy. customer sys i 8/, the
synagouge installed four meters on main synagouge, banquet hall, basketball d other parts of

‘option for cleveland hts. that expired in 9/17. customer that all four accts charged $9 per mcf on the mur rate, synagouge gets $4000 bill. cus(nmer&pake to
deog reps on 3/23 who weren't helpful, claims when four meters were installed, each acct was treated like a new acct, the reps who he spoke to 3/23 said

would have to start new accts and the synagouge was not told about ahving to shop for a new gas supplier when the meters were installed, the synagouge has
been a customer of dominion since 1944. customer wants the synagouge the for their usage, 3-4 per mcf rate
before  changing from one meter to the four meters in 8/17. advise customer that will check on above issues, can't guarantee about getting adjustments on gas
used from 8/17 till now. customer says also spoke to quake energy who said they would try and see what could be done about a adjustment from 8/17 til
present on the meter they bill for. advise customer willcall back when has a response.

received a response on this case from Spark Energy(below). The other companies were not able to locate his account, so | forwarded the telephone numbers
Mr. Weber called for an update today, so you will need to call him back. You may want to let him know that what happened to him s the way DEO's process is
supposed to work. When a supplier drops off, customers go on the SCO for 1-2 months and then are transferred to a supplier on the monthly variable rate. They
can ask DEO for the Standard Choice Offer (SCO) rate, go with an aggregation program or enter into a contract with a supplier.

refer to lionel weber case 00198960. customer placed on mvr rate. close case.IC

Snyder Brot!
Snyder Bro(hers Energy Marketing uc
Energy

Energy 95 uc

Energy 95 LLC

Energy 95 LLC

Censtar Energy Corp

LE Energy LLC

Censtar Energy Corp

Censtar Energy Corp

American Power & Gas of Ohio, LLC

‘Spark Energy Gas LP

Spark Energy Gas LP.

Vista Energy Marketing LP.

Spark Energy Gas LP

Direct Energy Services LLC

5/4/2018 1:24 PM Enr

5/21/2018 12:41 PM Competition Issues / Inquiries

5/23/2018 11:34 AM Government Aggre:

7/24/2018 1:24 PM Enrollment Dispute

Direct Energy uc

Interstate Gas Supply Inc

NextEra Energy Services Ohio LLC

DTE Energy Trading Inc

refer ase. customer placed on mur. close case.
refr o case 00198560 lonel webber. cstomer placed on mur rate. close case.

refer to 00198960/ lionel webber, customer placed on mur, refer to deog response. close case.

refer to lionel weber case 00198690. close case, customer placed on mv rate. refer to 00198690, close case. refer to case 00198690, close case.
refer to lionel weber case 00198690. close case, customer placed on m rate. refer to 00198690, close case.

refer to lionel weber case 00198960. close case, customer placed on mur rate.

reviewed notes, it sounds like the customer may be on DEO's MVR.

Caller has Dominion

Caller calling to see who she has for supplier ( Advised no account info at Puco)

Advised to check bill o contact company

Caller requests info on utilty gas and power rates- Advised of 4.49/mcf 12 months

Customer requests sco rate- Advised of 2.6390/mc-  Advised monthly variable rate)

Caller states cannot reach person- -states message advised her to call Puco

Advised to press 0 to try to get connected

I called the cust and spoke with Calvin Singleton - confirmed that Censtar contacted him - cust states, yes - discussed MVR and how he was assigned to the MVR
‘when he did not choose them - he states that the rep from Censtar will look and see why their system does not allow the contact from the cust - he states that
she is suppose to call him back - he feels like the MRV is high - confirmed that he no longer has their svc - adv that | will note his comment,

1 spoke with Calvin Singleton - he would like Censtar to contact him - he states that he has contacted them by phone and email - no return contact from Censtar -
cust understand that the MVR is unregulated by the PUCO - he would to speak with someone from Censtar - ad that | will forward his request to Censtar.

~caller says his fixed rate of 2.99/Mcf expired last month

-caller says his new monthly variable rate is 6.59/Mcf

~aller no longer wants to be with supplier

-referred caller to supplier to request drop’

I called the cust and left a message - adv that when a Supp\ler st selected - then the acct was enrolled through the DEO MVR program solely by the uhllty—
adv that the MVR rate)isa e thatis by the PUCO - Spark Energ gas

4/3/18 - invited call back if she had oy furherquestions

Left vm, advd the following: Invtd cb,

Her acct. was enrolled through the DEu MVR program and a TPV is not required as it was authorized through the utilty.

She is not locked into a contracted rate and i free to switch suppliers at any time without penalty

Customer received a letter stating that 1 consolidated bl will be received from DEO and DEO will remain distributor but customer will receive a rate for supply
from Vista Energy Marketing. Customer states he never gives any suppliers any information. DEO stated maybe the computer made the choice for the customer
and told him to call PUCO to cancel.

c like to is paid, o being paid, and when the rate will change again.
Iadvised customer of EA number to find out if an enrollment request was received from the supplier or if customer was switched to a MVR after being on S5O
rate or if the SCO rate is switching to another supplier. | advised EA number will aso be able to give customer information on what rates are currently and
previously paid. Invited call back.

cust stating company signed up with Spark Energy in Jan 2018
cust stating they were then switched to a very high rate of 9.25 mcf due to a pool

cust stating he called and cancelled them on 3/20 got confirmation number 032012287021

cust stating on that call he was told that he would get a credit from the difference he was charged verses if he was on the S50 and put him back on S50

cust stating he still didn't see a credit n this months bill and wasnt changed to SSO so he called 4/18 and they said he wil see if next month then called him back
15 mins later and said they wont reimburse him because he didnt stay with them he went with someone else as of 4/14

cust wants this looked into because he shouldve never been with a rate that high

explained MVR to cust

cust wants it looked into because he never was reimbursed or put back as requested

adv cust of investigation process

ic

LM ON VM TO CLOSE

Explained he enrolled with Vetren Source in 2008 and remained under monthly variable rate. VS was sold to DE and notices of that change were sent out in 2014,
He recently agreed to 12 month fixed rate $0.509/ccf. Company provided $150 refund for time on variable plan

LM ON VM TO CLOSE

Explained he enrolled with Vetren Source in 2008 and remained under monthly variable rate. VS was sold to DE and notices of that change were sent out in 2014,
He recently agreed to 12 month fixed rate $0.509/ccf. Comp: 150 refund for time

Wwanted {0 cancel 165 and not pay a penalty. | efered hr t 165 to see i there s an ETF. She wanted on SCO. | explaned aftr 65 is o lnger on her bil and
she is on MVR she can call DEO to get on SCO> Explained that rate is variable rate monthly.

Wanted to know if she was on the SCO. Has NOPEC/Nextera on current bill. explained Govt agg. explained where on her bill shows SCO- she had previous bills

it SCO. exlaned 222 char and provided adrese. referred her to nextera to cancel enrollment then to call DEQ when MVR appears on her bil
c notification via post card stating "welcome to DEO. your account has been

asigned to 8 MVR with TE Energy”
1 advised it sounds like the customer's contract ended and she was assigned a MVR by DEO.
customer states the contract is never supposed to expire.

Referred to EA

Stephanie Donahue

Stephanie Donahue

John Roscoe

John Roscoe
Taylor Road Synagogue

Taylor Road Synagogue

Taylor Road Synagogue
Taylor Road Synagogue

Taylor Road Synagogue
Taylor Road Synagogue
Donald 0'Brien

Mary Tharp

Calvin Singleton and Associates

Calvin Singleton and Associates

Tom Sabol

Berkshire Hathaway realty Kathy Reid

Kristina Toney

Robert Smith

Notre Dame Village

Richard Phibbs

Richard Phibbs

Kathleen Ickes

Linn Holland

Beatitude House

Residential

Residential

Residential

Residential
Commercial

Commercial

Commercial

Residential

Residential

Commercial

Commercial

Residential

Commercial

Residential

Residential

Commercial

Residential

Residential

Residential

Residential

Commercial

115 Broad Avenue Northwest, Floor 1

115 Broad Avenue Northwest, Floor 1

5215 Driftwood Drive
1970 South Tevlnr Road

1970 South Taylor Road

1970 South Taylor Road
1970 South Taylor Road
1970 South Taylor Road
1970 South Taylor Road
1970 South Taylor Road
1970 South Taylor Road
1970 South Taylor Road
1970 South Taylor Road
5813 Herons Circle

4079 West 200 22nd st

13426 Cedar Road

13426 Cedar Road

66 East Case Drive
205 North Main Street

4504 West 168th Street

20116 Marvin Road

13000 Auburn Road
2606 Barryknoll treet

2606 Barryknoll Street

1528 40th Street Northwest

554 Cuyahoga Street

145 North Glenellen Avenue

Canton

Canton

Vermilion

Vermilion
Cleveland Heights

Cleveland Heights

Cleveland Heights
Cleveland Heights

Cleveland Heights
Cleveland Heights
Cleveland Heights
Austintown

Fairview Park

Cleveland Heights

Cleveland Heights

Hudson

Hudson

Cleveland

Warrensille Heights

Chardon

Dayton

Dayton

Canton

Kent

Youngstown

4708

4708

44089
48112

44112

44126

aa118

aa118

44236
44236

48135

aa128

44024
45420

45420

44709

44240

44509



00223479

00226395

00227348

00232692

00232743

00234249

00234858

00238855

00241412

00242612

00242748

00243829

00244856

00245669

8/22/2018 6:06 PM Enrollment Dispute

9/11/2018 12:36 PM Competition Issues / Inquiries

9/17/2018 2:10 PM Competition Issues / Inquiries

10/16/2018 4:16 PM Contract Inquiry

10/17/2018 7:06 AM Competition Issues / Inquiries

10/24/2018 3:25 PM Enroliment Dispute

10/24/2018 3:25 PM Enrollment Dispute

10/29/2018 2:05 PM Competition Issues / Inquiries

1/26/2018 10:28 AM Misleading Information / Materials

12/10/2018 2:55 PM Contract Inquiry
12/17/2018 2:29 PM Billing Dispute

12/17/2018 2:29 PM Billing Dispute

12/18/2018 2:24 PM Enrollment Dispute

12/27/2018 9:22 AM Billing Inquiry

1/2/20193:58 PM Enroliment Dispute

1/7/2019 1:15 PM Delayed Enrollment

Snyder Brothers Energy Marketing LLC

Shipley Choice, LLC

Dorminion Energy Solutions Inc

Interstate Gas Supply Inc

Dominion Energy Solutions Inc

Provision Power & Gas LLC

Provision Power & Gas LLC

Dorminion Energy Solutions Inc

Interstate Gas Supply Inc

New Wave Energy Corp
Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Volunteer Energy Services Inc

Titan Gas LLC

Northeast Ohio Public Energy Council

Hello,
Below are the findings regarding CASE ID: 00223479

Mr. Woodward=92s account was assigned to Snyder Brothers Energy on the bill=
dated for g cycle 7-17 2018 thru , becaus=

e a supplier was not chosen on the account. The customer was notified of t
is change on the bill prepared 4-18-2018 and the bill prepared 5-18-2018 an=
d a postcard was mailed to the customer on 5-22-18. If the customer does no=
tchoose a supplier they are automatically placed with MVR rate. On the bi
| prepared 8-16-18 the MVR rate is $4.99.  have attached copies of all not=
ifications as well as all bills.

0n 8-24-18 Mr. Woodward contacted Dominion Energy in reference to signing u=
P with N.O.PE.C. He was advised to contact the supplier.

As of 8-27-18 no add order has been received from N.0.PE.C. However, Domi
fon Customer relations contacted N.0.PE.C to find out if an order will b
sent to Dominion Energy for Mr. Woodward, the agent with N.O.P.E.C stated t=

he letters are being mailed out.

On 8-27-18 Dominion Customer Relations spoke with Mr. Woodward to explain a=
11 of the above. He was provided a phone number to contact N.O.PE.C. He f
rther stated that he felt better understanding the process; he willtake u
his concerns with N.O.PE.C.

Investigator: Mary

Reviewed: Crystal

Thank You, Old Firehouse Winery.
Customer states she recently transferred DEO service into her name and was assigned an MVR supplier. Customer states she did not authorize a supplier on her

account. She states she confirmed with DEO that DEO has assigned the supplier it was not a Shipley enrollment request. Customer states she was told to call

PUCO can cancel and dispute charges.

Iadvised DEO can switch customer to an MVR after 2 months of SSO. Customer will need to speak with a DEO representative to request cancellation of MVR and
SCO rate. | advised of EA number. sally Sutton
~caller is complaining about recv'ing ‘fixed" rate offers via US mail from DES

~caller says Vectren told him that he's currently with ONG on a monthly variable rate

~caller was advised that DES is trying to market him for business

~caller says he's not interested in 'fixed" rates right now

~caller was advised that its his choice

-invited call back, if necessary Charles Buning

Caller was under a G.A. offer thru the city with IGS and the rate ended in June. He received new info from the city regarding a new offer and he thought that his
account would be included in it automatically and it was not. The account rolled over to the MVR. He was asking if he had a complaint. He could not give any

details regarding a new G.A. offer and if he followed the instructions to take advantage of the offer. Put him on hold and checked the maps. Could not find

anything relating to what the backin v for CNE. Advised customer. He stated that was not it and now thinks he might

have just been with IGS by itself. Put him on hold and contacted the DEO hotline. Spoke to Tamara. Stated that last G.A. offer was in 2013. In 2016 he had IGS.

165 dropped off and account moved over to MVR. He has had MVR since July. IGS sent the drop to DEO and it may be because of a past due bill since his account

‘was past due at that time. He needs to call IGS for further explanation. Advised customer. He now states that he did talk with IGS and IGS told him that his

contract ended and that it (account) was sent back to the utiity. Advised him that if was sent back to the utility then it would have been under the guidelines of

the contract. He is on the internet looking at wasa PUCO and SCO customers, ect. Advised him that he has a

commercial account and e is not eligible for the SCO. ndvised il messages would have appeared on the account advising him that f he did not choose another

supplier than he would be on the MVR. He then stated those messages appear on page 2 of the bill and no one reads that far. Advised him that his option at this

point s to choose a supplier. He stated he has already done so. He wished to end the call at that point Appalachin Basin Capital
Called fast night. He was originally calling to get new rates. As | was asking questions regarding his current rate he thought it was over 4/mcf. | told him that DEO

historically has the lowest mvr. | told him what the last few rates were.

I called the ea and discovered his rate since Feb has been 2.66/mcf. | adv caller and suggested he not do anything b it was a good rate. | also suggested he call

the supplier for contract info. Richard Croyle
Ireturned the cust's call and spoke with Barbara Jones - cust states that she does not lber signing up - adv of the third party verification call that | reviewed
-adv. with y on May 11, 2013 - isno fee to cancel - 10 DEO - adv that she can

contact her supplier to cancel or call DEO and request that she wants to go back to DEO and be placed on the Standard Choice Offer (SCO) rate - adv that if she
does not request the SCO rate, then after DEO has billed her for 2 billing cycles, then she would have the Monthly Variable Rate (MVR) - adv that the MVR is not

regulated by the PUCO. Barbara Jones
I called the cust and left a message - adv of the company response — You enrolled with y on May 11, 2013 on a v compe . The rate

plan had no early termination fee to cancel. The account’s history notes that you requested a rate change on January 8, 2016, and you switched to a fixed rate of

$2.99/Mcf fixed through October 2016 billing with no early termination fee. This rate change was submitted and confirmed by the utilty on January 11, 2016

After the Initial Term, you were Energy's rate plan with no early fee. I back if she has any further

questions. Barbara Jones
k>

Note: caller appeared to be anxious and in a hurry
-caller says the previous call was d/c somehow

-caller says his fixed rate with DES expired on September 30, and DES told him (at the time) that his variable rate was 299

-caller says the variable rate changed the following week after he spoke to DES

caller was advised that monthly variable ratels) are only good for upto 30 days >> variable rates are subject to change every 30 days

-caller inquired to Vectren Energy i

-caller was advised that Vectren Energy is NOT a 3rd party supplier > Vectren s a local utiity company in the Dayton, OH area

-caller was advised that he currently resides in CGO's territory

Furthermore -

-caller has Internet access

-caller was invited to visit EnergyChoice Ohio website to shop-n-compare rate offers, etc.

-caller says he's currently at work and could not take down the website address

-caller says he has to go and abruptly ended the call Richard Herdman
Customer states an IGS representative came to her home and advised O rate. He st the SCO rate will no longer be an option

a5 of March 1, 2019 and customer has to pick a supplier or else she will automatically be assigned a MVR.

Iadvised the SCO rate is an option and customer does not have to choose a supplier. Jane Little

I returned the cust's call and spoke with Robert Brooks - cust states that he switched to Dominion Solutions and was told that it can take up to 2 bill cycles - adv
that s correct, 1 to 2 bill cycles or approx 60 days - cust states that in today's tech world, that is too long - cust states that he is going to try and change this
timeline - he inquired on supplier variable rates - adv that the PUCO does not regulate supplier rates - caller states that he had a great introductory rate but then
it went up so much when it became variable - cust states that he knows that in the past, he gets a renewal notice but he did not for this one - inquired if he
looked on his DEO bill - adv that sometimes the notice is a bill message - cust states that he did not see it -discussed DEO SCO rate vs MVR - adv that | will
contact New Wave to inguire on how they provided his renewal notice (if one was required, adv of intro rate offers) - ady that if New Wave was required to

provide the renewal notice, then | will ask them to re-rate the billing on his variable rate - cust states, ok. Robert Brooks
Spoke to customer and she said sh the MVR after p filed. now knows how to choose a supplier and has done so. Precision Replacement
Spoke to customer and she said sh the MVR after w knows how to choose a supplier and has done so.  Precision Replacement

1 5poke w/ customer and advised that DEO provided copies of her Oct. and Nov. oy and both habe aspecial message saction that adwses customer hat afer
these 2 months at the S5O rate, she will be changed to an MVR supplier. They also sent a postcard dated 11/12/18. Company does not have to provide proof
her receiving the documents, just that they mailed them.

**Closing case Nicole Sidoti

Caller states that he currently has Volunteer and is paying a rate of $7 per mcf. Caller had never had a supplier and was unsure if this was an MVR, but does not
recall ever enrolling with them. Caller is looking to see how he was enrolled (if enrolled) and to cancel out ASAP> Advised caller of investigative process John Kolenc

Called ea at DEO, Angie. The aggregation ended in November, 2017, then he went to the SSO, the MVR in January, 2018 in error. Then he went to the SCO with
Titan in March. Researched. Asked why the customer did not go to the new aggregation instead of the SSO/MVR/SCO. _She did not know. Donald Kurlanger

advise customer that sfe energy does $468.74 refund check for $290.50 on electric supplier and $178.74 for gas supplier. sfe shows that william grosse agreed to
switch sfe on 1/30/18 and gas and electric contracts were cancelled 8/18, customer now on mur rate with dominion. advise customer that nextera, neopec’s
provider will send out opt-out cards in 10/19 and if customer does nothing, will be switched to neopec. customer understands information. Linda Groce

Commercial

Residential

Residential

Commercial

Residential

Residential

Residential

ential

Residential

Commercial

Commercial

Residential

Residential

5495 Lake Road East

3404 Youngstown Kingsville Road Northeast

2131 Wesleyan Road

227 Market Ave. N

3851 Lakeland Street Northwest

905 East 128th Street

905 East 128th Street

4336 Grosse point

700 Burgraff Drive

8445 Lincoln Drive
2021 Midway Drive

2021 Midway Drive

6986 Mill Road#i38.

8803 Yorkwood Court

2656 East Overlook Road

5080 Catherine Street

Geneva

Cortland

Dayton

Canton

Uniontown

Cleveland

Cleveland

Springfield

Mansfield

Chesterland
Twinshurg

Twinshurg

Brecksville

Mentor

Cleveland Heights

Maple Heights

44081

45406

44702

4685

4108

44108

45502

44905

44026

44087

44087

aa181

44060

44106

44137



00246737

00246827

00246985

00247516

00250023

00250225

00250630

00250848
00250971

00251509

00252266

1/10/2019 5:30 PM Contract Inquiry

1/11/2019 11:01 AM Billing Dispute

1/11/2019 4:09 PM Bi

1/15/2019 10:51 AM Contract Inguiry.

1/15/2019 10:51 AM Contract Inquiry.

1/29/2019 10:52 AM Enrollment Dispute

1/29/2019 6:50 PM Billing Inquiry

1/29/2019 6:50 PM Billing Inquiry

1/31/2019 2:40 PM Billing Dispute.

2/1/2019 2:06 PM Cancellation Issues
2/4/2019 8:50 AM Misleading Information / Materials

2/6/2019 8:50 AM Contract Inquiry

Dominion Energy Solutions Inc

United Energy Trading LLC

XOOM Energy Ohio LLC

Centerpoint Energy Services Inc

Centerpoint Energy Services Inc

Bolt Energy LLC

Southstar Energy Services LLC

Southstar Energy Services LLC

and/or phone call that my Fied Rate cantract period will xpire n March 2018, The company switched e (o Variable Rate (VVR) on there on and without my
permission. The company started escalation of the Gas cost in April 2018 from $3.09 to $5.25/MCcF, then $5.59 in July 2018, and finally to $7.15 /McF in
December 2018.

As 1 had opted not to receive any monthly paper bill and was making automatic payment from my bank account, | only became aware of abusive and price
gouging practices when | noticed that Dominion Energy has withdrawn $670.15 for December on 01/04/2019.

Please investigate the deceptive and price gouging practices of Dominion Energy and Dominion Energy Solutions. | never received any communication or written
notice from the company. In order to maximize profits, the company failed to intimate/inform me and never took my permission to switch my gas cost from
Fixed to Variable Rate. Considering the prevailing market rates from April 2018 to December 2018, there s no explanation or justification for escalation of Gas
Cost from $3.09 to $7.15/McF, while keeping the customers uninformed about alternative suppliers or competitors,

‘The customers are captives due to market monopoly of Dominion Energy and its /, Dominion Energy . The utility supplier felt
0 e to nform or take my permission to change my gas cost. The Dominion Energy aso benefits from higher gas cos a the usage based charges ncrease
proportionately.

Iam questing PUCO for financial relief and justice, the Dominion Energy and Dominion Energy Solutions should reimburse me for all additional charges/payments
from April 2018 to December 2018,

For your knowledge when | contacted the Dominion Energy Solutions, Marquita, the customer services representative, agreed to charge $3.85/MCcF from January
2019, the current market rate for gas. The whopping difference of $3.3/McF between the actual market rate and billed gas cost reflects current billing
malpractices of Dominion Energy and Dominion Energy Solutions

Looking forward to fair and prompt resolution
Sincere Regards

Mandip Sandhu
MD, MS, ABMS, MBA, FACHE Mandip Sandhu

Caller states that she had Kratos for awhile then cancelled - went back to DEO - rate has went from 2.85 to 5.47 and now 7.25 - adv of timeline to switch back
with the Energy Choice Program - exp that she would have DEO SCO for 2 bill cycles then s blled the MVR (monthly variable rate) if she did not request to be
placed on the DEO SCO - callr states, how would she know that - she states that the DEO rep told her to pick a co - ady that the PUCO does not regulate supplier
rates or the MVR - ady that Kratos is one of the four suppliers that she can be assigned on the DEO SCO for 2 bill - she states that her bll was $200 - caller tates
that she has been with DEO since the 705 - she wants to know does DEO look at that - adv that she can ask DEO - refer to co hotline to inquire on her acct Gwendolyn Price
Caller states there are charges from both DEQ and XOOM on her bill, wants to know f they are the same charges duplicated.
caller XOOM is a suppl ges are for DEO. Advised they are not duplicates of the same charges. **
Caller asked how XOOM was assigned - advised either through the SCO, the MVR, the Choice, or local gov agg programs.

Caller asked how to select a new supplier - advised her of the A2A chart on the Energy Choice Ohio website.

Caller thanked me for the info Valerie Barkley
DEO response:The Energy Choice supplier was dropped on 7-12-18; SCO was not elected. MVR was added on 8-11-18; the confirmation letter is attached:

Please see the attached 8.7-18, 9-6-18, and 10-5-18 billing statements that eflect notifications.

0n 1:22-19 | called Cathy Savage to explain the above. | mailed her duplicate notices. She thanked me for calling and has my direct number to reach me in

Customer Relations with any further questions. Cathy Savage
€O response:

Upon review of records we show that the customer was assigned to us by Dominion Energy. The customer is enrolled under MVR commodity service and has a

Monthly Variable Rate plan. We contacted the customer and explained how she was assigned to us. The customer will contact Dominion Energy for more.

details. Please let us know if you have any questions or concerns. Cathy Savage

Just moved into home about 8 months ago. Told me that DEO put her on a MVR because they chose a supplier for her. She was asking for an A2A chart.

Explained to her how chart s set-up and that one can be mailed to her. She is trying to change asap because of her rate and asked if one can be faxed to the

library on her behalf. Advised charts are usually mailed out the next day and she should receive it fairly quickly. She asked about options as she believes that she

will have to move by June due to circumstances. Put her on hold just to verify her account status. Spoke to Betty at the hotline. She stated that customer

switched to Bolt on December 27. Prior to that, she was on the SCO rate. They sent a notice out on 11/26 advising of the change and asking for a response by

12/7. Notes on the account show that the customer called in on 11/16 and questioned a contact with a supplier and rep explained it is her choice to switch.

January 24th bill was with Bolt at 8.99. Hotline will set her up to be on the SCO rate but they want her to call Bolt first and ask about any possible ETF. Once she

confirms that as well, then they will also be willing to do a drop request. Advised caller to contact Bolt and ask about the enrollment and the ETF. Advised if no

ETF, then to call the hotline number that | gave her and ask them to set her up to get back on the SCO rate. Advised it takes up to 2 bill cycles for change to take

place. Advised itis a better option even thru the SCO rate will adjust because if she signs up with a supplier and moves in June then she may have to pay an ETF.

Advised if any issues to give s a call back. Esther Wagnild
Cust was billed twice for the monthly variable rate. Co. only gave credit for Dec/Jan.

‘What email address did the customer use to enroll this account

‘What s the P, address for this enrollment

*##++Co. provide a gift care for $105.00, but co. owes an additional $92.00*+*++* Bei Johnson

Cust was billed twice on the MVR
Co. incorrectly advised cust that the fixed plan was expiring Jan 22, 2019 therefore, they owe for both Dec/Jan billing and Jan/Feb billing. Calculating re-rate.  Bei Johnson

DEO/ONG- had fixed rate till12/27/19 then went to variable rate. Went to 6.99. 1/3/19 switched to DES. Jan bill was at the variable rate at 6.39. Explained that

Interstate Gas Supply Inc
SFE Energy Ohio, Inc

uc

Southstar Energy Services LLC

2/8/2019 5:05 PM / Materials

8

uc

e not regulated and cancharge ot the MR o any rate. cust felsthe suppliersae taking advantage o custamers on the variable rt John Kuwik
Received and uploadied mai from the customer. There i a etter from OF dated her electy ly with 1GS. There is

also a letter dated 10/29/18 from IGS confirming her cancellation of her MVR? supplier and her move to me 550 rate.(with her note that she cancelled

10/11/18).

Called Angie. The letter is confusing because the customer was never on the MVR. She re-affirmed that the customer did not cancel until 10/26/18, after the.

rescission period. She agreed that the letteris confusing and willdiscuss internall to have it change. However, the customer did not callunti 10/26/18 and did

take service with IGS for one billing period. Bonnie Maki
LVM to close, advised to contact DEO if did not want put on MVR, per deo response. Timothy Smolik
~caller has a complaint with Ohio Natural Gas.

~caller says his fixed rate expired back in Nov, and he switched over to American Power & Gas.

~caller says on Nov 11, he called American Power & Gas, and signed up with them, but the acct was not switched for an entire month

~caller says in the meantime, ONG charged him a variable rate at .7990/Mcf for the month of December

~caller says this is gauging!!!

-when asked if he reviewed the contract's T&C, caller says he did check the contract and didn't see anything about a variable rate

~caller was advised that usually - unless specified i the contract - when a fixed rate offer expires, and the acct stays with the company, the company will charge

their monthly variable rate.

~caller was advised that the PUCO will have to contact supplier in order to resolve his concern

case f and timeline provided for future reference Howard Gray Jr.

He initially enrolled with Ohio Natural Gas 2/26/15.
-most recent plan was a 6 mth fixed, which he enrolled on their website on 6/11/18,
-2.27/MCF -contract dates were 7/1/18-1/1/19.
~He was sent an Acceptance Letter on 6/11/18 which included our Terms and Conditions.

He was sent a Renewal Letter on 11/12/18 letting him know that his contract would be expiring on 1/1/19.

He contacted the co. 12/10/18 requesting to cancel
~rep executed a cancellation and provided confirmation #654004

He called again on 1/31/19
~stated that he had called in Dec and cancelled his contract and he did not understand why he was stil with ONG.
“The rep stated there was no evidence in the acct notations of his call
“rep issued a cancelation, provided  confirmation #668162.
~He asked for his billing concerns to be escalated.

Co. researched his acct and found the recorded phone call on 12/10/18 where he had called in to cancel his renewal.
~rep did not execute the request properly
~rep then canceled on 1/31/19
~DE confirmed the drop, effective date 3/2/19.
~Co. sent a request to DE to ask if they would execute the drop with an effective date of 1/29/19 (end date of last meter read),
~Co. rc'd email confirmation acct dropped as of 1/29/19
~Co. state he will bill with DE as their natural gas supplier on his next bill
Mahesh Srinivasan
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00252765
00253090

00253944

00254190

00254193

00254554
00255192

00255229

2/12/2019 10:20 AM Government Aggregation
2/13/2019 12:13 PM Enrollment Dispute
2/13/2019 12:13 PM Enrollment Dispute

2/19/2018 11:14 AM Misleading Information / Materials

2/19/2018 11:14 AM Misleading Information / Materials

2/19/2018 11:14 AM Misleading Information / Materials

2/20/20199:18 AM Contract Inquiry.

2/20/2019 9:21 AM Contract Inquiry.
2/20/2019 9:21 AM Contract Inquiry.

2/21/2019 1:40 PM Enroliment Dispute
2/25/2019 2:16 PM Rule Violation

2/25/2019 2:16 PM Rule Violation

2/25/2019 2:16 PM Rule Violation

2/25/20193:09 PM Billing Inquiry

2/25/20193:09 PM Bi

Constellation NewEnergy-Gas Division LLC
Energy 95 LLC
Energy 95 LLC

Provision Power & Gas LLC

Provision Power & Gas LLC

Provision Power & Gas LLC

US Gas & Electric Inc

Energy 95 LLC
Energy 95 LLC

Verde Energy USA Ohio LLC
Energy 95 LLC

Energy 95 LLC

Energy 95 LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

~caller recv'd a ltr dated: Jan 22, 2019 about natural gas gov't aggregation program | the It states Constellation NewEnergy-
Gas Division is the supplier, at a fixed rate of $3.09/Mcf from Apr 2019 to Mar 2022

~caller contacted Constellation to find out why his acct wasn' already i the program by he's currently paying 2 high monthly variable rate

~caller says upon contacting Constellation, he was advised that the ltr was sent by mistake, and in order to see if he's qualified proceeded to ask him a series of
questions

~caller says he's confused behind all of this

~caller was advised that the PUCO will have to investigate in order to resolve his concerns, etc..

~case  timeline provide for future reference Orville Schuller
Left a message advising the MVR and why Quake was on her bill and she will be with CenterPoint. Luann Caruso
Left 2 message advising the MVR and hwy Quake was on her bill and she will be with CenterPoint. Luann Caruso
I called and spoke to | us to know what v signed up for. I told her the company

responded and sent me a copy of the TPV. She agreed to switch to them on 3/16/18 at 6:14 pm. She agreed to a monthly variable rate . the first month she
‘would be billed $2.85 per mcf and then it would continue on variable rate. She also agreed to a variable rate for the electric at the same time the first month was
to be billed at 5.25 cents per kWh, then variable. she states ok, she has already went with another company. I said ok and would note that. close case. Inspiring Lives Forever

I called and spoke to ned i up for. I told her the company responded
and sent me a copy of me TPV. She agrud to switch to them on 3/16/18 at 6:14 pm. She agreed s monmly varable rate . the first month she would be biled
52.85 per mcf an variable rate. greed to a variable rate for the electric at the e timo the st month e 1 bs bl ot
5.25 cents per kh, (henvanable she states ok, she has already went with another company. | said ok and would note that. close case.

reviewed the company response. Customer signed up both her gas and electric accounts up at the same time on 3/16/18 at 6:14pm. According to the recording
the company sent she agreed to a y contract for each For the gas she agreed to monthly variable rate and it started at 2.85 cents per
mcf, she states she understood what she was agreeing to. due to authorization of the switch | am not able to make the company give her any type of credit. She
can cancel at any time with no etf. Customer agreed to terms. will call customer. Inspiring Lives Forever
Spoke with cust:

714 E Columbus: Customer’s account was enrolled with OHG&E through Dominion Energy Ohio’s(“DOE”) Monthly Variable
Rate program on December 18, 2018. As participant in this program, OHG&E will routinely receive

inbound account enrollments from DOE without prior notice. These enrollments are not initiated by

OHG&E, and therefore no authorization is provided by the customer to OHG&E.

711 Columbus: This customer's account was assigned by Dominion to Quake Energy on December 17, 2018. Thi

is a MVR account.

Custasked why DEO placed him on the MVR. Sated o Sept 26 he requested or DEO to place him on the SCO rate. Gregory Markley
poke with cust

714 E Columbus: Customer's account was enrolled with OGS through Dominion Energy Ohio's(“DOE") Monthly Variable
Rate program on December 18, 2018. As participant in this program, OHG&E will routinely receive

inbound account enroliments from DOE without prior notice. These enroliments are not initated by

OHGAE, and therefore no authorization i provided by the customer to OHGEE.

711 € Columbus: This customer's account was assigned by Dominion to Quake Energy on December 17, 2018. This is a MVR account.

Cust asked why DEO placed him on the MVR. Stated on Sept 26 he requested for DEO to place him on the SCO rate. Gregory Markley
This customer'saccount was assigned by Damiion to Quake Energy on December 17, 2015, This s VA accourt Gregory Markley
itisa e was acquired, not moved into the building yet. Verde Energy Appeared on the bill but she did not elect this

company Customer is getting charged $9.25 per MCF.

I advised DEO places customers on the SSO rate for 2 months and then place customers on a MVR with a company of their choosing

c like to dispute the ges. C DEO should pay for the charges.
| advised customer would need to contact DEO directly f she would like to dispute the MVR and request the company pay for the charges. ICB. Summit Painting
Discussed co. recent rsp, as they did not send the letter advising mother, moving to mvr after nov. Confirmed they already rc'd the ck Dan Baker

Per ph conv w/cust, nephew. Discussed the following:
Quake-gas (DE) TPV
330-726-9273
Callis being recorded
Apr 5, 2017 at 3:26 pm
Callis being recorded, Quake is not the utility
Legally authorized to enroll
Mary Ellen Phillips- name on bill M E Phillips
Cust confirmed ph number 330-726-9273; 5420903932936 acct number
Confirmed address
Acct residential
Understand she’s enrolling w/Quake. At 2.99/mef, first mth. after this fixed 2.99/mef until Nov 2017 then MVR, which she said yes. Excludes taxes and other fees.
Effective after next billing date. $50.00 ETF.... Cust accepted all terms.
May rescind by calling DE and gave number. W/in 1 business day co. will send T&C.
Utility will send confirmation notice, cust has 7 business day period to rescind. Gave Quake contact number.
* billing started in May 2017 and went to MVR in Decemer 2017 billing
** has been correctly billed on the MVR rate and we calcuate the MVR rate based on weather, supply, demand, and profit for natural gas as stated in the
welcome letter and terms and conditons as well.
** She contacted Co. on Feb 25th to inquire about her rate.
Co. rep went over the rate with her and offered an available fixed rate.

She accepted the new rate and this new rate change was submitted to the utiltiy on February 25th.
The new rate will go into effect on the next available meter read.
‘Advd that Il request a copy of the notification that the co. should have sent to his aunt advising her that the fixed rate is due to expire. That's the only missing
piece at this time and otherwise this is a good enrollment. Advd will follow up one last time once | have this info. Dan Baker
Aunt’s name, M € Phillips
States he s the trustee. She is 97 yrs old. She hasn't pd her billfor a number of mths. He is trying to rectify this. The purpose of his call i that he noticed she’s
been paying a MVR 5.25/mc. He pays 3.44. She's w/Quake. He can't imagine a variable rate being this much. What is puca’s position on elderly care and over
charging.
Caller contends that his aunt didn't know what she was getting involved in

Advd will look into the enroliment and how this was obtained and if the co. contacted her regarding the fixed rate expiring. Advd co time fine. Dan Baker
Called left Verde was assigned as their MVR supplier. Per Dominion they will start with NOPEC as of
4/2 but there s nothing we can do o change therates on the Verde bl Everything ding to the rules so we toask Verde to rerate.  Summit Painting

perrpbreitetpg

Ann Gross
Summit Painting

3625 Lost Nation Road
Wickliffe, Oh 44094

‘The customer has y do not g SCO. The SCOIis accounts.

Ann Gross advised me she knew she was to choose a supplier but said she was too busy starting her business and forgot to pick one. Since she did not choose
one, she was assigned a supplier — Verde at the MVR rate.

1 aduised | could not change her rate for the two bills she had Verde however she will be starting NOPEC as of 4/2/2019 (which cancels Verde)
Ann Gross was glad about NOPEC starting on 4/2 but still inhappy about the two months of the rates on Verde.
Thank You

Vickie - Researcher/Investigator
Dorminion Energy Ohio. Summit Painting
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00255421 2/26/2019 11:45 AM Misleading Information / Materials
00255711 2/27/2019 12:32 PM Billing Inquiry
00255785 2/27/2019 3:10 PM Billing Inquiry

2/27/2019 3:10 PM Billing Inquiry

2/27/2019 3:10 PM Billing Inuiry

00256032 2/28/2019 2:30 PM Cancellation Issues

2/28/2019 2:30 PM Cancellation Issues

00256178 3/1/2019 10:05 AM Cancellation Issues

3/1/2019 10:05 AM Cancellation Issues

Palmco Energy OH LLC

Direct Energy Services LLC

Palmco Energy OH LLC

Palmco Energy OH LLC

Palmco Energy OH LLC

Southstar Energy Services LLC

Southstar Energy Services LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Caller states he enrolled with Indra in October or Nov 2018 via a door to door solicitation, states the agreement was for an initial two month rate of $2.15 per
MCF then a variable rate, states he was told the variable rate would be lower than Direct Energy so he assumed it would vary by a dollar or two one way or the
other. Caller states he just received the most recent bill and the rate per MCF is over $17, states that makes the bill $400 plus and he can't afford it because he is
a single father of two.

Asked caller if the ag he signed has p, he states h ‘tknow, all he knows is he can't afford the bill. He told
iim that he is supposed to be notified 30 days in advance what the monthly variable rate will be and he hasn't received a notice.

Advised caller PUCO can contact the supplier for the agreement but if he agreed to a variable rate with no cap then the supplier may not have to make any
adjustments to the billing

Advised caller once | have a response from the supplier | will be in contact with him. il Blizzard Residential
Calledcust daughter, f e Wanting toprovide an updateregadig the . AGwco i provile  copy ofth contract g by e ather i Now 2009,

‘Advd that DES acaquired t, and provid her father. Advd that | did wan to get an idea as far as what the co. has

been biling for the MVR, but we do not regulate them. Advd once | have this info, will b w/my findings. IC8, RTHLY Alandes Powell Residential
-

1 called the customer and explained that | received a resp: from Indra. | explained TPV, a recording of her agreeing to service

with them on 10/7/14. At hat ime they were Palmco, she agreed to.a monthy variabe rate and thenthe company changed their name in October 2018 to

Indra. They sent notices to customers in October 2018. she must not have received that. \ have record of her sending them an e-mail on

2/27/19 and they red contacting her but were notableto reach her. They cancelled her and and she will be eturned tothe utlity company. They have added
her to their DO NOT CALL & DO NOT KNOCK lst so they will not be contacting her any longer. They also agreed to issue her a credit (although not required to) of
346.99 they re-rated her to the utility co rate. the switch willtake one to two billing cycles. left call back info.

I did call the customer back as I forgot to tell her that she is scheduled to end with Indra on 3/26/19 and the co has agreed to re-rate her , explained if she does
not see that to call me back. The co is not required to re-rate her as she agreed to monthly variable rate in 2014, but they have agreed to. Left call back info. (1
may have called from private line). close case. Shellie Renae Creager Residential

I reviewed the company response. The customer signed up with the company back on 10/7/14 and agreed to a monthly variable rate. The company changed its
name and sent out notices in October 2018 advising customers they would be going by trade name of Indra Energy. The company states they received an e-mail
from the customer dated 2/27/19 and they tried following up with her but not able to reach her. They have cancelled her account, she has been added to the
company's internal Do NOT CALL AND DO NOT KNOCK list. They did agree to re rate her bill from 1/24/19 to 2/23/19 and issue a credit in the amount of 346.99.
scheduled to end with them on 3/26/19 and they will re-rate the customer for that bill once they receive it. The co s not required to issue an adjustment and
stated they would. Customer signed up with the company in 2014 and has been with them since that time and billing at variable rate. The customer was not

aware of name change and they have agreed to cancel and give credits. Shelie Renae Creager Residential
I called the plained that | received a resp from Indra. | explained the company sent me a TPV, a recording of her agreeing to service

with them on 10/7/14. At that time they were Palmco. she agreed toa rate and then the company changed their name in October 2018 to

Indra. They sent notices to customers in October 2018. she must not that. The comp: they h d 'g them an e-mail on

2/27/19 and they tried contacting her but were not able to reach her. They cancelled her and and she will be returned to the utilty company. They have added
her to their DO NOT CALL & DO NOT KNOCK lst so they will not be contacting her any longer. They also agreed to issue her a credit (although not required to) of
346.99 they re-rated her to the utility co rate. the switch will take one to two billing cycles. left call back info.

1 did call the customer back as | forgot to tell her that she is scheduled to end with Indra on 3/26/19 and the co has agreed to re-rate her , explained if she does
ot see that to call me back. The cois not required to re-rate her as she agreed to monthly variable rate in 2014, but they have agreed to. Left call back info. (I
may have called from private line). close case. Shellie Renae Creager Residential

Per ph conv w/cust., reviewed co. rsp. He said his problem is the MVR that he paid as it dbl'd, but he already pd the bill and enrolled w/another supplier.
I expld puco's regulatory authority. He said in his opinion, the co. should be required to include the notice on the bill statements that the fixed rate is due to
expire. He said he did not receive the renewal letter. | tried to expl this would be an expense to DE and that someone....customers would have to pick up that

cords are reviewed. He thanked me for my call. Roger McPherson Residential

He became ONG customer on 3/1/18 when e enroled over the ph
Agreed to a 10 Mth Fixed plan @ $2.65/MCF for 3/27/18 to 1/26/19
T&C's sent on 3/1/18,

Arenewal letter on 12/7/18 letting him know that his contact would be expiring on 1/26/19.
~He did not contact ONG to renew on another fixed rate plan so effective 1/17/19 he renewed on a variable rate plan.

He contacted the co. 2/28/19 trying to determine why his last bill was so high.
Rep explained that his 10 Mth Fixed Plan had expired on 1/26/19

He was being billed NVR since he did not contact the co. to renew on a new fixed rate plan

He was informed that he was sent a renewal letter on 12/7/18

He stated he never received the letter

He choose not to accept any other plan and he did not cancel his account so no changes were made during this call,

He called again later that day stating that he had contacted PUCO and was extremely angry about MVR
‘The Rep tried again to provide alternative rate plan options
He refused and requested that the Co. immediately cancel

Resolution:
We researched Mr. McPherson's account and confirmed he was on a 10 Month Fixed Plan with contract dates of 3/27/18-1/26/19. His renewalletter was sent
on 12/7/18 and we did not receive any returned mail on his account. His contract renewed on a variable rate as ONG did not receive a call from Mr. McPherson
to discuss alternative rate plan options.

A review of his billing confirmed that he was billed for 10 months at the $2.65 fixed rate per his contract.
Roger McPherson Residential

256178-gas:

507150-elect:

On April 29 Co. said to allow 21 business days to receive payment for the on both the electric and

Co. calculations for (gas) is more than mine, willlet stand. Mine were higher for the elect. but gas compensation more than makes up the difference.

Gas:

Name: Ronald Washington
Refund Check No. 002296

Date Issued: 04/18/2019

Credit Amount before Refund: $174.10
Amount Sent: $174.10

Electric

Name: Ronald Washington
Refund Check No. 002414

Date Issued: 05/02/2019

Credit Amount Before Refund: $86.69

Refund Sent: $15.05

HHEKEESERRLEEL SRR | reviewed the TPV, Based on the recording this was a good enroliment
This s not a slamming case.

for both the elect and gas accts.
The enrollment date was June 30, 2017
Cust verified that the agent left the property Ronald Washington Residential
I Teviewea the |bV. Based on the recording this was a g00d enfoliment for DOTh the elect ana gas accts.
‘The enrollment date was June 30, 2017
Cust verified that the agent left the property
Cust provided the elect and gas acct numbers
Stated full name and confirmed add. and over 18 and author. to enfoll
Enrolling s optional, not required, etc...
Elect 12 mth fixed .0749/kwh then revert to MVR
‘Gas 12 mth fixed .499/ccf then revert to MVR
Slamming reported after the 30 time frame from being issued first bill
(i If reported to staff more than thirty calendar days after being issued a bill from the alleged slammer, credit the customer any fees the slamming CRES
provider chargedin excessofthe amoun th customer wouldhave aid 1t previous supplie of elctic enic for the same usage

(c) If the customer cannot be returned to the original contract terms with of , the slamming CRE shall credit or
refund to the customer the value of the customer's contract with the customer's previous sunpher of electric service for the remaining term of the contract
immediately prior to the slam. Ronald Washington Residential
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00256660

00256965

00257226

00257251

00258292

00259543

3/1/2019 10:05 AM Cancellation Issues

3/4/2019 2:25 PM Enroliment Dispute

3/5/2019 3:23 PM Billing Dispute

3/6/20193:09 PM Contract Terms Altered

3/6/2019 3:42 PM Competition Issues / Inquiries

3/12/2019 1:55 PM Enrollment Dispute

3/18/2019 3:55 PM Rule Violation

Verde Energy USA Ohio LLC

Constellation NewEnergy-Gas Division LLC

Constellation NewEnergy-Gas Division LLC

Cincinnati Bell Energy LLC

Titan Gas LLC

Titan Gas LLC

Direct Energy Services LLC

VErGe proviaea tne 101oWINg, DUT ey are Mot aDIE o ProVITE @ SIgNeq CONMrACt W/ e CUS aNJ 3gTEea L0 TEIMDUrSe CUSE any aINTerence ITom Ume of INcepuon
to termination. Co. is to provide update by cls of business 3/12/19
0n 06/30/2017, he authorized the elect and gas enrollment w/d2d rep and processed TPV
~elect acct was enrolled in a 12 mth fixed rate of $0.0799 cents/kWh.
~gas acct was enrolled in 12 mth fixed rate of $0.499 cents
‘Gas became active 7/12/2017
Elect became active 9/06/2018
Gas defaulted to MVR 1/14/2019 - due to no rsp
After receiving complaint, Verde submitted a drop request to the utility for both accts.

Verde does not currently possess the signed contract that was conducted on 06/30/2017, Verde will perform a cost analysis for the following dates:

Gas: 07/12/2017(Inception) to 04/08/2019 (Termination)
!

Verde has requested the Welcome Letter and Contract Expirations Notices that were sent to Mr. Washington. As such, Verde will provide an update by
03/12/2019. Ronald Washington Residential

LM informing customer of co response:

‘The customer had NOPEC/Vista starting 8/20/2018. She dropped Vista on 11/17/2018. Her last bill with Vista was 11/14/2018 at the rate of $5.25.

Once Vista was dropped she went to the Standard Service Offer (50) on her next bill for 12/17/2018. The rate was $5.135.

On the next bill 1/18/2019 she was once again on the SSO rate at $4.065.

We did not hear from any supplier so the customer was automatically enrolled into the MVR rate which was $6.49 on her February bl

‘The customer has since cancelled the MVR rate and there s a current request pending for Standard Choice Offer (SCO) on the bl effective date 3/22/19. Stephanie Harrison Residential
at | required to select a supplier, th was provided on her bill. If a commercial customer does

not select a supplier they are placed on the MVR which is not regulated. According to the co she has selected a suppler and will b billed per the terms.

Ic8. Ricquetta Carpenter Residential

**Notes taken to clear queue®*

For gas and elect. States the co. almost doubled what they are charging w/out giving her any notification. She enrolled Jan 18, 2018. She doesn't know what she
agreed to, but thinks 10% off Dukes rate for elect

Gas, 03850/cct.

Current bill for elect 8.63/kwh

Current bill for gas s 07278

Caller explains that she did not receive a contract, caller states that they don't have a contract, states she did't receive a letter explaining that the current

contact is going to expire. Caller states also, that the co. would not allow her to inguire about her bill and the rates she was being charges.

1 expld to the caller PUCO's position, understand the MVR is higher than what she may have initially agreed to, advd that the co. would have been required to

send her a notification that the fixed rate was going to expire. She said she didn't receive a contract, she didn'treceive a notice that her agreed fixed rate is

expiing, she knows how contracts work, she wanted to file a complaint against the company due to the rate being higher. She then said thank you, have a good

day and disconnected the call Janet Jester Residential

CALLBACK >
~caller says she been calling DEO; Titan; and now the PUCO to get her question(s) answered about Titan's rate offer(s)
~caller was advised that only Titan can provide their own rate offers to her >> DEO can't and the PUCO can't

~caller says she's currently with DEO's SCO rate and they chose a supy
~caller was advised that DEO's SCO rate is the monthly variable rate and Yes, DEO wil chose a supplier for her acct, but they can only charge the SCO rate for her

usage

~Note: caller seemed to be a bit confused by she keep getting supplier phone calls & rate offers thru the mail

~caller was advised that it is optional for her to choose her own supplier, its not required that she do o, even if a supplier tells her that >> again, it is not required

~caller says she understands

-invited call back, if necessary Lana Stearns Residential

from BB in RSAD:

It has been identified that Titan may be switching Dominion SCO customers that were assigned to them to a Titan variable product without the customer’s
consent. We are aware of four customers who received notification from Titan of either an expiration of the SCO program and/or a welcome letter. The
customers were aware that they were SCO customers and wanted to remain SCO customers. We have sent over the four cases to Dominion Energy (DEO) to
determine if those customers were switched and to make sure that the customer remains on the SCO and are not switched to the MVR. We have also sent a
data request to Titan.

DEO’s SCO program:
DEO conducts an auction every year to determine winning bidders to service as SCO suppliers.

«The winning bidders are posted on our EnergyChoice website.
<Every year SCO customers are reallocated to the new winning bidders with the mid-April billing cycles.

We recently discovered that DEO also allows non-winning bidders to agree to serve SCO customers that return to the SCO after the April billng cycle. The non-
‘winning bid suppliers are still under the same obligations as the winning bidders and the SCO customers that have not switched will remain SCO customers and
will be reassigned the following April. Starting this April we willinclude the non-winning bid suppliers on the EnergyChoice website as well. David Wrench Residential

After reviewing the TPV, the following noncompliance issues were found:

-2-06()(1) The company must conduct an independent TPV with a date and time stamp of the recorded call.
:1-29-06(E)(1)(c) The company must acknowledge that the company is not the utility company and the customer may choose to remain with the utility.
-29-06(E)(1)(e) The company must have the customer acknowledge that they are the customer of record or is authorized to make changes to the account.
:1-29-06(E)(1)(1) The company must provide the customer with their utilty's contact number to call to rescind the enrollment,

-2-06(E)(1) () A verbal request for and the customer's provision of hte customer's account number.

:1-29-06(E)(1)(K) A verbal request for the customer's provision of their mailing address

Itis my findings that Mr. Ruben was fully aware that he was moving from his fixed rate, which was due to expire in Oct 2011, and enrolling in his local gov agg.
program.

‘The following is the additional questions remaining to be answered:
‘Thank you for the previous information. After reviewing it, I still have a few more questions.

After listening to the sales call and the TPV, Mr. Ruben moved into the government aggregation program in November 2011. Is that correct? When did the
company send notifications after the initial enrollment to the customer at the end of each term while i the program? Please forward copies of the notifications
for review.

Did the customer's account ever revert to billing under MVRs or was the customer always with the government aggregating program?
If the customer moved from the government aggregation program, when did that happen? Did the customer bill at a MVR? If so, for what billing cycles, and for

each billing cycle, what was the rate?
Harriet Ruben Residential

1218 Kelburn Road Apt A

928 Wheelock Road Downstairs

1374 East 36th Street #2817

8876 Lyncris Drive
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Columbus
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Cleveland

Cincinnati
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00260425

00260824

00260838

00261346

00261430

3/18/2019 3:55 PM Rule Violation

3/18/2019 3:55 PM Rule Violation

3/20/2019 3:17 PM Billing Inquiry

3/22/2019 11:02 AM Enrollment Dispute

Direct Energy Services LLC

Direct Energy Services LLC

Verde Energy USA Ohio LLC

Snyder Brothers Energy Marketing LLC

3/25/2019 4:39 PM Competition Issues / Inquiries

3/27/2019 4:39 PM Government Aggregation

3/27/2019 4:39 PM Government Aggregation

3/28/2019 10:33 AM Enrollment Dispute

3/28/2019 10:33 AM Enrollment Dispute

3/28/2019 10:33 AM Enrollment Dispute

Dominion Energy Solutions Inc

Volunteer Energy Services Inc

Volunteer Energy Services Inc

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

maintain them"

Arenewal notice was mailed June 9, 2015. W/out action the acct. would move to MVR.
Post renewal letters mailed Oct 21, 2015 and May 26, 2016- co. provided notices.

On Aug 31, 2015 acct moved to the MVR

Acct canceled per cust request Feb 20, 2019
Co. spoke to her on Mar 18, 2019
~co. offered $374.49 as a gesture of goodwill
“re-rating calculated as a courtesy for last three billing cycles.
~Cust refused re-rate

o 15 required to maintain original docs for enrollment for 1 yr after the original contract expired,
~co. did provide renewal notices that were going out to the to which they didn't respond, but that they are to maintain the tpv for the one yr after the
enrollment has been canceled.
Co. canceled as of Feb 2019, they should have that recording until Feb 2020.
fier reviewing the TPV, the following noncompliance issues were found:

4901:1-29-06(E) (1) The company must conduct an independent TPV with a date and time stamp of the recorded call
4901:1-29-06(E)(1)(c) The company must acknowledge that the company is not the utiity company and the customer may choose to remain with the uility.
14901:1-29-06(E)(1)(e) The company must have the customer acknowledge that they are the customer of record or is authorized to make changes to the account.
14901:1-29-06(E)(1)(i) The company must provide the customer with their utility's contact number to call to rescind the enrollment.

14901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of hte customer's account number.

14901:1-29-06(E)(1)(k) A verbal request for the customer's provision of their mailing address.

Itis my findings that Mr. Ruben was fully aware that he was moving from his fixed rate, which was due to expire in Oct 2011, and enrolling in his local gov agg.
program. Harriet Ruben

DES confirms that on Sept 7, 2007, Sherwin Ruben called to opt-in to the Fairlawn Agg for gas at 3274 Edington Rd., Fairlawn, OH 44333 as a Direct Choice
Program customer.

Enrollment docs are no longer avail as it is beyond the time required by regulation to maintain them. —
~The initial fixed-rate plan for gas was for $9.86/MCF for 12 mths w/a $0 cancellation fee.
-ARenewal Notice was mailed to the cust on June 9, 2015, advising that w/o action, the acct would transition to a MVR

Post-renewal letters were mailed on Oct 21, 2015 and May 26, 2016, as a courtesy.
~Co. prv'd copies of each notice are attached to this response.
~The acct transitioned to a variable rate for natural gas on August 31, 2015.
“The acct was billed as contracted.
-n0 refund o reimbursement due on the account.
~MVR for gas may be higher or lower each month and will be set in Direct Energy's sole discretion.

Direct Energy considers many factors including, but not exclusive to: p trategic b 3 y
uncertainty, cost of procuring power, legal o regulatory issues, anticipated customer usage, etc.

Direct Energy seeks to acquire most of its anticipated gas supply in advance
~Customers may obtain next month’s MVR by calling a Direct Energy Customer Service Representative.

The account was cancelled per cust request on Feb 26, 2019,
-A complaints analyst spoke with Ms. Ruben by phone on March 18, 2019 to discuss the investigation.

‘While there is no refund or reimbursement due on the account, the analyst offered Ms. Ruben the amount of $374.49 as a gesture of goodwill Harriet Ruben

customer called, stated that he has a complaint about the charges on his bill from Verde. he says he is being charged a rate of $9.25/mcf. he says that he
contacted Verde about this and they told him he hasn't been a customer of theirs since Aug 2018, but when he called DEO they told him Verde is his supplier.
advised they are charging the monthly variable rate. he says he doesn't recall picking this supplier or signing up with them. he says that he's self-employed s0 he's
pretty busy. i advised him of the SCO rate. i advised the supplier may have been chosen for him b DEO also.

i advised we can contact the supplier to request info about the charges on his bill Steven Burkholder
He said he noticed Snyder Brothers on his bill esterday and his bill was 117.97. He was charged 5.99 per Mcf

Called DEO (Stephanie) due to the customer not knowing if he was with ager or Choice. Found out he was placed on the MVR this month. He was on the SSO
rate due to the cancellation of a previous supplier. '

Advise to call DEO and find out how long will it take him to be on the SCO rate. | trsf to ea office. William L DeLair

LM ON VM TO CLOSE
explained she was billed under the SSO then the MVR. VES is not the local As of Feb 22, 2018 it was Constellation. IC8 Karen Fitzpatrick
~caller recy'd altr from DES informing her that the fixed rate offer expires soon, and will g0 to a monthly variable rate

~caller says she rather go with DEO's SCO rate during the Summer and wait until Fall to find another fixed rate

referred caller to DEO for furtherance

invited call back, if necessary Margaret A Meininger
Caller has Columbia Gas.

Calling about Volunteer Energy services and a Gov. Aggregation
Caller questions what the letter is about
Advised of what Gov Aggregation is. Advised if does not opt out will be auto included.

Advised of the Sco. and advised of A2A chart website.
Advised Sco is a mvr

Caller not sure how her account s set up- Advised to contact Co Fonda Goble
advised of what Gov Aggregation is. Advised if does not opt out will be auto included.

Advised of the Sco. and advised of A2A chart website.
Advised Scois a mvr
Advised of Co number Fonda Goble

I called and spoke to the customer. | explained that | just got his voice mail. 1 asked when he signed up with a supplier. He states he went through a broker and
he signed up with Santanna. He states that what happened is he purchased the business back in October, he had to get the account in his name. | December he

signed up with Santanna and the broker sent that through and he was penalized for this. | explained he was not penalized. | explained that any time he signs up

or cancels with a supplier it takes one to twa billing cycles, it is not immediate. so that is why he billed at the MVR. He does not think this is fair. | told him | can

note that but that is how it is done. he wanted to know what his recourse is and | told him he could contact Verde to see if they would credit him but they are

not required to. They did nothing wrong. | explained that anytime a customer signs up with a supplier it takes one to two billing cycles and in the mean time they

can be billed at the MVR. I asked if the previous owner was with a supplier and he states they were with Santanna and he just kept it that way. | explained that

‘when that was done, that made the old contract null and void and then he had to sign his account up so then that put him in the MVR billing. he just does not

think this is right. | told him | can certainly note that , he is not alone in his thinking. We have many people who do not like it but that is the way it is. he states

he did not have this issue with the electric. 1 told him he may have just hit that right with the billing cycle , | don't k now. | explained | do understand. He states

he thought he did everything right. 1 told him he did. I told him he could check with the broker to see when the submitted the switch, that could possible by why,

Idon't know. Rule of thumb is one to two billing cycles and then if it takes longer than that then we can contact the company to find out what s going on. |

explained MVR. | asked when his current contract ends and he states in October, | told him this could happen then too. he states that he already signed up with

another company are to take over when the Santanna contract ends. | told him that it could be seamless or he could be billed variable for one to two billing

cycles, | can not tell him for sure. he states he understands. he thanked me for calling him back . ICB. close case, Highway Auto Center

I called the customer and left a detailed message. | explained he is on the MVR which is a variable rate that can be anything. | explained his account is
commercial, small business and he needs to choose an alternate supplier or he will remain on the MVR with DEO. | am not sure if he was with an alternate
supplier before being returned to DEO and being placed on the MVR. that usually happens if a contract ends or the customer has not chosen an alternate

supplier. 5o, to get off the MVR he will need to choose a supplier and he can go to our website for that information. ICB if he has any questions. close case. Highway Auto Center
I called the customer and left a detailed message. | explained he is on the MVR which is that can be anything. | explained hi ti

commercial, small by d he needs to choose an er or he will remain on the MVR with DEO. | am not sure if he was with an alternate.

supplier before being returned to DEO and being placed on the MVR. that usually happens if a contract ends or the customer has not chosen an alternate.

supplier. So, to get off the MVR he will need to choose a supplier and he can go to our website for that information. ICB if he has any questions. close case. Highway Auto Center

Residential

Residential

Residential

Residential

Residential

Residential

Residential

Commercial

Commercial

Commercial

3274 Edington Road Fairlawn
3274 Edington Road Fairlawn

2065 West st Lima

640 West Judson Avenue Youngstown
2134 Miami Road Euclid

1632 Faircrest Street Southwest canton

1074 Fairview Ave, Apt D Bowling Green
1074 Fairview Ave, Apt D Bowling Green
8410 East Washington Street Chagrin Falls
8410 East Washington Street Chagrin Falls
8410 East Washington Street Chagin Falls

44333

44333

45801

44511

44117

44706

43402

43402

44023

44023

44023



00261493

00261626

00261781

00262433

00262724

00262843

00263298

00263367

00263745

00264017

00265109

00265223

3/28/2019 12:57 PM Enre

3/29/2019 9:14 AM Cancellation Issues

3/29/2019 9:14 AM Cancellation Issues

3/29/2019 3:32 PM Enrollment Dispute

3/29/20193:32 PM Enroliment Dispute

4/3/20199:39 AM Billing Dispute

4/4/2019 12:37 PM Competition Issues / Inquiries

4/5/2019 8:15 AM Government Aggregation

4/8/2019 3:48 PM Enrollment Dispute

4/9/2019 8:07 AM Billing Dispute

4/10/2019 2:08 PM Billing Inquiry

4/11/2019 3:32 PM Enrollment Dispute

4/11/2019 3:32 PM Enrollment Dispute

4/17/2019 4:31 PM Competition Issues / Inquiries

4/17/2019 4:31 PM Competition Issues / Inquiries

4/18/2019 11:12 AM Enrollment Dispute

Direct Energy uc

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

US Gas & Electric Inc

US Gas & Electric Inc

United Energy Trading LLC

d Energy Trading LLC

Northeast Ohio Public Energy Council

Shipley Choice, LLC

Nordic Energy Services LLC

Titan Gas LLC

Shipley Choice, LLC

Shipley Choice, LLC

Dorminion Energy Solutions Inc

Caller wanted to get to his complaint b/4 providing demographics.
He believes a supplier is over charging them. The rate has been high since Nov. Trying to figure out how he can obtain a st of the MVR's that are being charged.

He wants to know what the established rates are for residential customers.

Co. told him he signed on in 2016. He doesn't remember signing up w/them, but the co. is saying they did in 2016.
Co. s currently charging 10.20 mcf. Caller recalls being in a gov agg. Program, but never enrolling w/this co.

Asked caller if he asked the co. to provide proof that he enrolled w/this co. and he said no. Advd puc can inv., advd co. timeline. Advd will have to establish
‘when and how the acct was acquired and depending on info acquired thru the invt., would determine the outcome as there so much unknown. He understood.
Co response

Customer's account was assigned to Verde from the Utility Co. under the Monthly Variable Rate program.

Cohasno means to block the switch to another supplier. Co notes customer should contact the Utilty.
Co notes no adjustments will be given as not warranted.

Called customer/ advised of follow up response.

Customer's account was assigned to Verde from the Utiity Co. under the Monthly Variable Rate program.

Co has no means to block the switch to another supplier. Co notes customer should contact the Uilty.

Co notes no adjustments will be given as not warranted.

1 read the company resp they are now stating they acquired the /8 CGO's MVR program. CGO does not have the MVR program. will

send back to the company for another answer.

I read the company response and according to OHG&E the customer was enrolled with them through DEO's MVR program. | contacted DEO about this and they

do not service the Mansfield area. They did not service either of the customers address's. | called CGO and spoke to Dl and she was able to confirm they service

me Mansfield area and both of the customers address's. | thanked for the help. | sent OGH&E another e-mail asking again how they acquired the customer as
stomer was not with DEO and was not on the MVR. Waiting on response from company.,

Caller stes hat e thinks he was enraled i Jan,went nto affec i Feb. Was in 3 low miro ot

He said the co. didn't explain anything about a contract. His understanding was that the acct would change the supplier. He said that he thought he'd be charged

a fair market rate and not such a He said this co. s what DE is charging.

The co. started charging the MVR wjthis bill he just rc'd. The co. is charging 6.35/mcf. Caller says that he never rc'd a copy of his terms and conditions. Caller

thinks he did process a TPV,

Caller did call Kratos and all they said it was a variable rate, first mth was low and reverted thereafer. They said that is will come down in the summer time just

because the over all demand is lower and the rate willdrop.

Confirmed CB #, provided case number. Advd time frame. 1CB

Caller has Dominion,

Caller was with Direct Energy and was changed to Kratos. Caller questions this.

Caller states in the past someone came to her door, but she has since cancelled that.

Caller states her bill shows Sco- Advised caller Sco is a mvr and fluctuates based on the market. Advised of SCO rate at $2.9250/MCF.
Advised caller of option to choose her own supplier via A2A chart website or chart mailed.

Caller requms chart- Advised would send chart,

(Adi ationalinfo o). Advised f current info.
et savedne seceivea

Caller would ke to verify that he will g0 to Nopec as of June due to choosing not o opt out of aggregation
Caller stated he requested the MVR until then
Caller wants to know how he got snyder brothers as a supplier

Advised that yes if he did not opt out Nopec would default as his supplier
Advised if he requested the MVR with Dominion then he was placed with Snyder Bros who provide a variable rate

ic8
| advised customer that during the SSO period he has 2 months to switch to SCO. Since he did not, he was assigned to MVR. Referred to DEO to request to part
of the SCO.

**Closed case

‘The customer is calling to express her concerns regarding her experience with Nordic Energy Services. The customer signed up with the supplier in 12/2018,
‘which went into effect on 2/1/2019. The agreement was 2 months fixed, followed by a mvr.

‘The customer was attempting to time it out, taking advantage of the 2 month into rate, then switching to a new supplier. The customer was setting up her next
supplier choice, Shipley Energy to go into effect on 4/10/2019, however Dominion read the meter on 4/1/2019, essentially forcing the customer to stay with the
same supplier for the expected 1-2 billing cycles.

‘The customer's rates increased from $2.92 to $7.5537/mcf. The customer contacted the supplier to dispute the rates, in which the customer there was nothing
she could do.

I educated the customer on the 1-2 bill cycle transition time between suppliers, | explained supplier variable rates are not regulated, the customer s stil
requesting an investigation. The customer feels she's been choosing suppliers for the past 5 years, and has never experienced price gouging ke this.

I explained, we can't make any promises, The customer understood, and still would like us to investigate. The customer has already contacted the BB to file a
‘complaint regarding the supplier's price gouging.

| provided my name, | provided the case number, Icb.
Caller states she has been getting Titan charges inder the SCO on her previous bills. This month still shows Titan but not SCO and the rate is 4.35 which is not the
SCO rate. She did not enroll with anyone of receive a notice from DEO. she has no spoken to either company. | verified she has both #s and suggested she could
call each company to see why the rate changed or we could open an investigation and contact both companies. | explained inv timeframe and offered to
investigate or she could call the companies. advised if she has any back and open investigation. She opted to call herself. Does
not appear to be slamming. could be govt agg or switched to MVR.

Co response:

‘The customer’s account was assigned to company through a MVR pool from Dominion on 03/01/15.
Co did not solicit this customer.

Co received a drop request from Dominion on 03/20/19 with a cancel date of 04/02/19,
Final bl from Co was 03/28/19,

Advised customer of Co response:

Advised that The customer's account was assigned to company through a MVR pool from Dominion on 03/01/19.

Co did not solicit this customer.

Co received a drop request from Dominion on 03/20/19 with a cancel date of 04/02/19,
Final bl from Co was 03/28/19,

Assisted with website navigation and explanation

Advised the rates are updated daily 50 online is more accurate.

Assisted with website navigation howed him how i to arrang off price.

Discussed the SCO and MVR customer wants a fixed price
Recommended enrolling over The phone and discussed why

Invited callback
Caller is with Dominion and stated they advised him he has to have a supplier.

Caller requested information on supplier options and stated he already has the list that
‘was mailed and it is different from whats online.

Assisted with website navigation and explanation
Advised the rates are updated daily 50 online is more accurate.
Assisted with website navigation howed him how i to arrang off price.

Discussed the SCO and MVR customer wants a fixed price
Recommended enrolling over The phone and discussed why

Dorminion Energy Inc

North American Power and Gas LLC

‘Spoke to customer and advise that he was with them via DEO MVR. He said he does not care about the rate, he is just glad his is no longer with them going.
forward.
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00265302 4/18/2019 3:04 PM Enrollment Dispute
00265304 4/18/2019 3:05 PM Enrollment Dispute
00265774 4/22/2019 3:50 PM Misleading Information / Materials
00265921 4/23/2019 12:02 PM Enrollment Dispute

4/23/2019 12:02 PM Enrollment Dispute

00266141 4/24/2019 11:15 AM Competition Issues / Inqures

4/24/2019 11:15 AM Competition Issues / Inquiries

00500957 5/3/2019 2:38 PM Competition Issues / Inquiries

5/3/2019 2:38 PM Competition Issues / Inquiries

00504907 5/16/2019 2:52 PM Enrollment Dispute

DTE Energy Trading Inc

United Energy Trading LLC

Provision Power & Gas LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Vista Energy Marketing LP

Vista Energy Marketing LP

Northeast Ohio Public Energy Council

Northeast Ohio Public Energy Council

Dominion Energy Solutions Inc

His usage has gone down, but the cost has gone up. DTE is on his bill and he never authorized enrollment in DTE energy or Kratos. DEO told him that suppliers
have been on his bill since January and he moved to the premises in November. DEO did not advise if this was due to MVR assignment.

Iadvised | will send up for investigation to find out how companies enrolled his account. Samuel Hayes Residential

His usage has gone down, but the cost has gone up. DTE is on his bill and he never authorized enrollment in DTE energy or Kratos. DEO told him that suppliers
have been on his bill since January and he moved to the premises in November. DEO did not advise if this was due to MVR assignment.

1 advised 1 will send up for investigation to find out how companies enrolled his account Samuel Hayes Residential

Caller states that Quake Energy is being deceptive by not calling the first month rate price for the variable rate plan an "introductory rate." ~ Also, all of the
negative remarks about the supplier he found on-line have been "wiped clean" therefore he believes someone is trying to protect the supplier.

‘Advised caller | can note his concerns, advised under the "offer detail" it does state that the price for the first month currently is $0.349 then monthly variable
rate. Caller states that s not the price that would have been billed if someone enrolled with the supplier ast month, therefore it is an “introductory rate.”

#+++*Asked caller if he has enrolled with Quake to verify this is not a rate dispute he has, he states no, he hasn't enrolled with the supplier
‘Advised again | can note his concerns that he believes that Quake should be caling the current first month price per CCF an “introductory rate.

1CB and provided my name. Randy Waldron Residential
The account was enrolled in Verde Energy through the DEO MVR. Since the customer did not callto state that she would like to be on the SCO rate with DEO after
the cancellation with Xoom Energy, she was automatically assigned to the MVR at the auction rate. She will need to call DEO to get on the SCO rate or enroll with

another supplier to cancel the MVR. Leshonda Anderson Residential

left voicemail advising that The account was enrolled in Verde znergymmugh the DEO MVR. Since the customer did not call to state that she would like to be

‘on the SCO rate with DEO after the Xoom Energy, assigned to the MVR at the auction rate. She will need to call DEO to

g5t onhe SCO rate or envalwih ancther suppler to cancel the VR Advlsed of A2 website. Leshonda Anderson Residential
Someone came to ner Goor about a 0id ner sne was Switcnea ar 10 see ner oils to Was oK.... Sne ignores the

notices that she receives. Just houghl it i Wanting to know if it makes a ciference who s suppying. Caller wil sk  question sed then ke a

statement. When trying to answer her question, she interrupts then asks her question...or moves statement. Caller s all over the

place and I'm struggling to nail her down on just what she is needing or asking.
Now caller is saying she enrolled gas and elect accts, she thinks she enrolled last Sat.

1 asked if she has specific concerns regarding the enrollments from last wk end? Saying she just rc'd letters yesterday...one for gas and one for elect. Advd that
she has 7 bus. Days to rescind her decision for gas and 7 calendar days to rescind elect w/out any ramifications.

During the this callit's impossible to answer any of her questions. Just as soon as | speak to answer, she’s off onto something else.

Finally, advd that if she wants to d thisisa he'll need to run Advd to multiply her consumption from her last bill by the rate
just offered, compare to what she was just charged and see ifit's a savings. She said she knows how to do that, she knows this. She said she’s just wanting to
know is it worth it. Advd that | can't give her a specific answer on this and it depends on what she agreed to.

I attempted to discuss w/her about being careful getting involved in MVR's. She indicated this was a fixed rate...she then said she didn't even intend to get
involved i al of that, she just wanted to know if this is worth it. I've explained that | have to remain a natural party and the savings depends on the offer she’s
agreed to.

She then jumped to, do they have to come to her door? | suggested posting no solicitation signs as they are to abide by these signs. In the end caller said ok

then, thank you and terminated the cal Penny ) Smith Residential
WK g0, 10ia ner 0 see ner oils o Was oK.... Sne ignores tne

noics that shereceves. st houghl thistraler. Wanting o knowf  makes  dference who ks suppiying. Caler il sk guestion snd then ke a
statement. When trying to answer her question, she interrupts then asks her question...or moves statement. Caller s all over the

place and I'm struggling to nail her down on just what she is needing or asking.

Now caller is saying she enrolled gas and elect accts, she thinks she enrolled last Sat.

1 asked if she has specific concerns regarding the enrollments from last wk end? Saying she just rc'd letters yesterday...one for gas and one for elect. Advd that

she has 7 bus. Days to rescind her decision for gas and 7 calendar days to rescind elect w/out any ramifications.

During the this callit's impossible to answer any of her questions. Just as soon as | speak to answer, she’s off onto something else.

Finally, advd that if she wants to d thisisa he'll need to run Advd to multiply her consumption from her last bill by the rate

just offered, compare to what she was just charged and see ifit's a savings. She said she knows how to do that, she knows this. She said she’s just wanting to

know s it worth it. Advd they are all trying to get her business to make money. She said she realizes that. Advd that I can't give her a specific answer on this and

it depends on what she agreed to.

I attempted to discuss w/her about being careful getting involved in MVR's. She indicated this was a fixed rate...she then said she didn't even intend to get

involved i al of that, she just wanted to know if this is worth it. I've explained that | have to remain a natural party and the savings depends on the offer she’s

agreed to.

She then jumped to, do they have to come to her door? | suggested posting no solicitation signs as they are to abide by these signs. In the end caller said ok

then, thank you and terminated the call, Penny ) Smith Residential

I called the customer and advised that NOPEC never requested that DEO place him in the aggregation because due to a customer initiated drop in May 2018 his
account was ot eligible for the aggregation. | advised that his account wil be eligible in October or November 2019 when the new aggregation begins.

He states that he called NOPEC six or seven times and no one ever told him that. He states that NOPEC told him that the enrollment was not completed because
he was not on the SCO rate. He states DEO put him on the SCO rate when they were going 7 on the MVR, so he is happy that. He is
still unhappy with NOPEC's customer service and is not satisfied with the PUCO answer.

I advised | can document his concerns regarding NOPEC's customer service, but there is no further action | can take on the complaint.
He would like NOPEC to call him back.

| advised that | will request NOPEC call him back.

He would like to know what his next step s if he is unsatisfied with NOPEC's answer. He wants to know if he should call the AG office.

1 advised if he isstill unsatisfied he can request a FC packet from the PUCO. Charles Faiman Residential
Customer was trying to get signed up with NOPEC, but instead was moved to a rate called MVR. He is upset that the rate he had with the SSO dramatically

increased. The DEO rep was unable to assist him. NOPEC claimed that DEO would not allow them to be his provider.

I advised that we could check with DEO to confirm that they sent him the proper notification from SCO to SSO to MVR. Also to verify with DEO why NOPEC
was unable to switch him as he did not opt out of the agregation program. Charles Faiman Residential

compliance with the O.A.C.|adised that | am working on rerating the customer's charges, but the enrollment has not bsen eanceled | inquired s would
like to cancel or remain with DES.

She states that she has been doing research and found some other rate offers, but she is not sure what she wants to do because some companies have monthly
fees or ETFs,

I advised that she does not have to choose a supplier rate and can go with the SCO rate. | explained that the SCO rate is based on NYMEX and changes monthly. |
advised of historical highs and lows of SCO rate over the past 3 years. | advised that she can think about what she wants to do and just call back f she decides to
cancel

She inquired how long it takes for the SCO rate to go into effect.
1 advised when customer's cancel with a supplier it usually takes about 2 billing cycles to see the changes reflected on the bill

| advised that | reached out to the plaint and d about DEO's company policy for when a call drops. | advised that DEO
states that when a call i dropped it is company policy to attempt a call back and document the call back. DEO has addressed the policy with the agents involved

in the call | advised that the late payment charge has been waived and DEO attempted to contact her after the late charge was waived, but they were unable to
reach her.

She states that she does not believe that she received the calls, but she works a lot and may have missed the calls. She is glad to have an answer about that
because she was working really hard to get the late charge removed.

She states that she noticed that her bill was higher than it usually is and was worried about a gas leak or something. She states that she has not lived there since
January and she has family that checks on the home, but no one is using much gas. She states that she has heard that it i colder in Ohio and she currently lives in
N.C. She understands estimating the bill and all that but it seems unusually high for n actual reading. Nicole Cravotta Residential

1606 Cleveland AvenueApt 8 Kenton
1606 Cleveland AvenueApt 8 Kenton

1920 Dunham Street Toledo

923 Nathaniel Road Cleveland

923 Nathaniel Road Cleveland
25021 Aurora Road trailer 162 Bedford Heights
25021 Aurora Road trailer 162 Bedford Heights
11 Nantucket Court Beachwood

11 Nantucket Court Beachwood

361 Belvedere Avenue Northeast Warren
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00505202 5/17/2019 11:45 AM Enrollment Dispute

00508404 5/29/2019 10:44 AM Cancellation Issues

5/29/2019 10:44 AM Cancellation Issues

5/29/2018 10:44 AM Cancellation Issues

5/29/2019 10:44 AM Cancellation Issues

00509865 6/4/20199:44 AM Contract Inquiry.

00511887 6/7/2019 1:04 PM Enroliment Dispute

6/7/2019 1:04 PM Enrollment Dispute

00513490 6/13/2019 12:03 PM Cancellation Issues

00514383 6/17/2019 10:38 AM Enrollment Dispute

6/17/2019 10:38 AM Enrollment Dispute

6/17/2019 10:38 AM Enrollment Dispute

00514433 6/17/2019 12:01 PM Misleading Information / Materials

ENGIE Retail LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

Verde Energy USA Ohio LLC

North American Power and Gas LLC

North American Power and Gas LLC

North American Power and Gas LLC

Snyder Brothers Energy Marketing LLC

North American Power and Gas LLC

North American Power and Gas LLC

North American Power and Gas LLC

US Gas & Electric Inc

Called and spoke with Ms. Shelton: - Advised her that the company provided the TPV she completed when she enrolled in June 2017. Advised the agreement was.
for 12 months and a renewal notice was issued at the end of the initial term but she was not billed at the new rate. Advised Think Energy has rerated the billed
charges to the DEO SCO in effect to make her whole.

Ms. ‘Think Energy the middle initial on the account is incorrect and the phone number is an exchange she has never
had. Further, she states Think Energy is still on the DEO bill. ***Advised | can send her a copy of the TPV and asked for her e-mail address

Advised her Think Energy states they haven't received a cancellation notice. Explained she would need to cancel the enrollment, which she indicates DEO was
supposed to do, and then she would revert to the DEO SSO for two billing cycles. She states DEO told her she has to keep Think Energy or select a new supplier.
*++*4Explained to her after she cancels and goes back to the SSO, she has two billing cycles to request the DEO SCO or select a new supplier. If she doesn't, she
will be assigned to a supplier and then be billed at the MVR. **+*Ms. Shelton states that is the same thing DEO told her.

She then stated that what I'm telling her is that she is "stuck" with Think Energy. Advised her no, again she needs to cancel the enrollment and Think Energy has.
made her whole by rerating to the DEO SCO and issuing her the refund check of $248.xx. Explained again after she cancels and goes back to the S5O, she has two
ing cycles to request the DEO SCO or select a new supplier. f she doesn't she will be assigned to a supplier and then be billed at the MVR.

Ms. Shelton thanked me for the call Doreen Shelton Residential 3360 West 33rd Street DOWN Cleveland
Informed customer of drop timeframe which should be complete now. She said she's enrolled with Domininon Energy now. | informed her of the need to be
v of avoid going , SCO, MVR, etc. ICB if nec. Kimberly Perrin Residential 615 North Moening Street Delphos

LM informing customer of how DEO's MVR rate works. Explained MVR and SCO, unregulated variable rates, the need to contact DEO ASAP to request SCO.

Advised the switch ty pically takes 1-2 billing cycles. Once placed on SCO she will need to contact them again within two billing cycles to inform the she wants

to remain on the SCO to avoid being placed on the MVR again. Explained this is not an error so we have no way of requiring any account adjustments.

Ic8. Kimberly Perrin Residential 615 North Moening Street Delphos
LM informing customer of how DEO's MVR rate works. Explained MVR and SCO, unregulated variable rates, the need to contact DEO ASAP to request SCO.

Advised the switch ty pically takes 1-2 billing cycles. Once placed on SCO she will need to contact them again within two billing cycles to inform them she wants to

remain on the SCO to avoid being placed on the MVR again. Explained this is not an error 5o we have no way of requiring any account adjustments.

ic8. Kimberly Perrin Residential 615 North Moening Street Delphos

customer called with a complaint against Verde Energy. she says that she was being charged by them, she had never enrolled with them before. she says that on
3/26/19 she called them to cancel their service and they told her she had already been automatically dropped by Verde Energy on 3/25/19 but they didn't tell her
why. she never received any letter confirming the cancellation.

she says that she's till being billed by Verde when she received her gas bill yesterday. she says that she called them again and the lady rep acted like they
couldn't hear the customer. 5o the customer called DEO to terminate her gas service.

i advised we can contact Verde for her about the cancellation request and to see if she's eligible for a credit. she says that Verde is charging her $9/mcf.

i advised her of the S50, SCO, and the MVR. she says she believes she may have been placed on the MVR with Verde because she didn't choose her own supplier.

i advised her of the inv time frame. Kimberly Perrin Residential 615 North Moening Street Delphos
Called and left a message for the customer advising that the complaint was received and that most contracts roll over to a MVR once the initial period is over.

Advised we can follow-up with the company just to ensure that they followed proper procedure. Advised of time frame for response. Left contact info. James Grabill Residential 606 Nettie Drive Miamisburg
Called customer/left vm- Advised of Co response

Advised account was assigned to Co by dominion.

Advised after Verde cancelled no supplier was selected 50 account was placed on Mvr.

Dominion has cancelled the MVR and customer is back on the Sco rate Kiara Bryant Residential 134 Labelle Avenue Youngstown
Customer's account was assigned to supplier by Dominion.

Customer's previous account with Verde stopped on 03/27/19, and a supplier was not selected 5o the account was placed on the MVR at 6.59/mcf on 05/25/19.

Customer cancelled the account on 06/07/19. Dominion has cancelled the MVR and placed the customer back on the SCO rate.

Dominion has left messages for the customer and sent a please call letter. Kiara Bryant Residential 134 Labelle Avenue Youngstown

Customer states that she received notification that she is being enrolled in the DEO choice program. The number provided to callis 833-796-4361.

Hooked up the number and the first contact that pulls up is CGO. | inquired if the customer has CGO or DEO. | advised that there is no company called DEO
Choice, but it is most likely a supplier.

‘She states she does not know what she has, but she thinks this s for a supplier. But she does not want to go with a supplier.
After looking further, the number is for Snyder Brother's energy marketing.
She states that she told DEO that she does not want a supplier, but it looks like they are making her get a supplier.

Iadvised that depending on if the business is billed as large commercial or small commercial they could require a supplier. | advised that she also could have been

assigned to an MVR if she previously had a supplier and cancelled. | advised of number for DEO to cancel supplier and call back f any other concerns or questions. Advanced Family Chiropractic LLC Commercial 517 Main Street Belpre
Co response:

Customers account was assigned to Co via Dominion under MVR. Second Pentecostal Church of God Commercial 4229 East 131 st Cleveland
Called customer/advised of co response:

Customers account was assigned to Co via Dominion under MVR.

Customer disconnected the call, Second Pentecostal Church of God Commercial 4229 East 131 st Cleveland
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pick a supplier

From: Shanequa Jones [mailto:contactthepuco@puc.state.oh.us]
Sent: Wednesday, June 26, 2019 2:03 PM

To: Tamara P Davis (Gasinfrastructure - 5)

Subject:

Good Afternoon,
Thanks for the prompt response.
The billing shows American Power and Gas. The company in question is North American Power and Gas.

Please advise how North American Power and Gas was assigned to the customer's account.
North American Power and Gas states that the account was assigned to them by Dominion on 06/05/19.

sincerely,

Shanequa Jones
Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826) Second Pentecostal Church of God Commercial 4229 East 131 st Cleveland
LM informing Mr. Zemla that the supplier is on his bl via MVR. Advised of SCO and MVR, the need to contact the co to request placement on the SCO and once

returned he'd need to call them back within two months of returning to the SCO to inform the co that he wants to remain on the SCO rate, otherwise he'd be

returned to the MVR after two months on the SCO. Advised the MVR s not regulated and the information is on the billso I have no authority to require a re-

rate,

Provided co #and ICB if nec. Tony zemla Residential 5221 Biddulph Avenue Cleveland
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00514950

00517035

00517282

00517394

00517758

00517761

00521680

6/17/2019 12:01 PM Misleading Information / Materials

6/18/2019 1:09 PM Enrollment Dispute

6/24/2019 4:42 PM Competition Issues / Inquiries

6/25/2019 10:36 AM Competition Issues / Inquiries

6/25/2019 2:34 PM Posed as Utility

6/26/2019 11:06 AM Enrollment Dispute

6/26/2019 11:06 AM Enrollment Dispute

6/26/2019 11:08 AM Enrollment Dispute

7/9/2019 4:27 PM Enrollment Dispute

US Gas & Electric Inc

Snyder Brothers Energy Marketing LLC

Centerpoint Energy Ses

Southstar Energy Services LLC

Provision Power & Gas LLC

Titan Gas LLC

Titan Gas LLC

United Energy Trading LLC

Direct Energy Services LLC

7/9/2019 4:27 PM Enr

uc

Customer returned my call. He said he enrolled with a supplier and he cancelled because his rate increased. He got back to DEO then his bill went up again.
Explained MVR and that he must contact DEO to request to be placed on their SCO rate. Stressed the importance of then calling back within 2 months of
returning to DEO to requests to stay on the SCO in order to keep his rate regulated.

He is going to call now to take care of this. He said he can't believe a young guy bamboozled him into signing up for soemthing that cost him so much money and
states he doesn't have his name because he never received any paperwork whatsoever from the co. He doens't even know the name of the supplier.

1 suggested he ask DEO that name of the supplier he had for the past two years and contact us back with the information and we will look into his enrollment to
ensure the supplier rules were followed. That would be a separate investigation. This investigation is regarding the MVR rate which no enrollment was required
for because they were his MVR supplier

(cB. Tony Zemla Residential
vm customer that was switched to mur after cancelling santanna's contract 3/19/19 and not either choosing the sco rate or another gas supplier. dominion

shows a new contract with santanna set to become effective 7/10/19. leave hotline number as cbr. Mark Kmit Residential

~caller says she cancelled/left her energy supplier on Jan 19, and on Mar 27 - she rec'd a posteard indicating that DEO assigned her acct to Centerpoint Energy at
the MVR rate

~caller was advised that when her relationship with the supplier ended, the acct will return to Dominion Energy Ohio's SSO rate for up to two
‘which she s assigned to a retail supplier at the supplier's Monthly Variable Rate (MVR), unless she request to be placed on the DEO's SCO rate

~caller says when she cancelled the supplier in Jan, she told DEO that she want to go back to the SCO rate

referred caller to EA hotline for furtherance >> contact info provided

invited call back, if necess: Diana ) Garno Residential
~caller rec'd a lr from Ohio Natural Gas reminding her that the current 6-month contract expires July 9, and if she does not contact them, she will auto-renew

into another fixed rate contract for 6 months

~caller wants to know what she should do

~caller was advised about Vectren's SCO rate b variable rate v $0.36673 per ccf from June 1, 2019 through June 30, 2019 >> rate is

subject to change on July 1

~caller was advised that choosing her own supplier thru the Choice program is optional - not required

~caller says she'll reconsider what she want to do >> whether go with SCO rate -or- stay with ONG -or- choose another supplier, etc..

illing periods, after

back, if nec: Nancy Norvell Residential
Sent: Monday, July 1, 2019 2:12 PM
To: PUCO ContactThePUCO <ContactThePUCO@puco.ohio.gov>
Cc: compliance@elevationeg. com
Subject: Re: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00517394 [ ref:_00Dt0GZXt._S00tOKDf28:ref |
Hi Ms. Cassady,
After reviewing, this account was enrolled with Quake Energy by Jean M Young on June 26, 2019 via telephonic enrollment for a monthly variable rate of
$0.0539/kWh (AEP Ohio Power Energy Choice Program| for the first month and $0.349/ccf (Columbia Gas Ohio) for the first month with no associated early
termination fees (ETF's).
The natural gas transfer was denied by the Columbia Gas of Ohio Utility due to the customer being a part of a public assistance program, so o terms and
conditions were mailed to the customer regarding natural gas services.
‘The AEP Ohio Power Energy Choice Program was authorized by the customer and Terms and Conditions were mailed (copy attached).
‘We found no mention of a $20 rebate on the initial sales call or associated TPV (attached), however we are happy to cancel services for the customer.
We're full compliance and . We are deeply sorry for any potential confusion caused by this interaction.
Please let s know if you have any additional questions on this matter.
Thank you,
Brandon Flowers
Jean Young Residential
refer to 00517761, sent this case and above case to dominion to check on who serves customer on which rate, sco, mvr, other gas supplier than dominion, etc.  Jan Weimer Residential

Ms. Weimer calling on behalf of her mother as POA, Ms. Foreshee.

She was assigned to Shipley Energy due to MVR. She states that recently she received a letter postmarked for June 20 from Titan Gas and Power that is thanking
her for the enrollment. The letter was sent in her Dad's name, William R Foreshee, but he passed away three years ago. One year ago she closed his account
(9400000205480) and opened the account in her mother's name. She would like to know how Titan Gas and Power enrolled her.

Iadvised that the letter may have been sent in error, but if it is an enrollment letter the PUCO can obtain the enrollment documentation. | advised of
investigative process Jan Weimer Residential
Ms. Weimer calling on behalf of her mother as POA, Ms. Foreshee.

She states that she was on Shipley Energy for the MVR rate, but DEO said that Kratos is her supplier. She q the
DEO could not tell her e has been the supplier. She wants to know if they are her supplier for a MVR, SCO, or choice supplier and

how.

Iadvised of investigal

ESUIBALIVE DIOCESS. e st s o i s s s 1 s e S i 11 S 11 et e s s s e 0T WEITET Residential
about DE and she states yes. | explained that the inv tried calling her back and did not reach her and was sending her a etter. She states he really does not have

agood phone, her sister lets her use her trac phone. | told her that | could give her the case info as inv has noted as of 7/17/19. | read the following to the

customer: ~ On September 6, 2013, completed a TPV, Michael Conrad, stated he is the acct holder, at 38 Prospect St, Monroeville, OH 44847, he r¢d copy of

signed Contract.

“He accepted a fixed rate of $0.579/CCF for 12 months with no cancellation fee.

~Co. provided the T & C

‘The enroliment was submitted to the utility September 10, 2013
start date of September 3, 2013.

‘The acct transitioned to MVR September 3, 2014, as disclosed with the initial enrollment and terms.
***A Renewal Notice was not a requirement by the State of Ohio at this time.

Mr. Conrad rc'd rate of $0.0579/CCF fi tember 3, 2013 through ber 3, 2014
~September 4, 2014 through July 9, 2019, Mr. Conrad was billed at the MVR

Jul 10, 2019, Co. rc'd we rc'd a cancellation notification from the utility with an effective date of July 9, 2019.
Based on the details of the investigation, the gas account was billed as contracted.

Co. attempted to contact her on July 11, 2019 and July 15, 2019 at (419) 681-0016; the line was not answered, and voicemail is not available to leave message for
return call

Customer states the issue is that her husband died two years ago and she had the service placed into her name. She states she did not authorize the company to
be on her bill. | told her | do understand but that was not stated in the original complaint. | told her at this time to get service on she would have to use a med
certat this time. | explained that we did not know about the disconnect nor was it looked into as her complaint was about DE and how she was signed up. |

explained how the med cert works and how to get one. | did place her on hold to call CGO to find out the cut off- I called company and spoke to Bonny Moore Residential
In drafting letter to cust, | did verify w/M.5 that in a renewal notification was not a requirement in for gas.
‘Additionally, needing to verify w/DES that the actual start date for this contract in 2013 and when the fixed rate ended and when did the MVR begin. Bonny Moore Residential

5221 Biddulph Avenue

10823 Fortune Avenue

2241 Woodward Avenue

822 Far Hills Avenue

828 Spencer Avenue

895 Bender Road

895 Bender Road

895 Bender Road

38 Prospect Street

38 Prospect Street

Cleveland

Cleveland

Lakewood

Oakwood

Steubenville

Marietta

Monroeville

Monroeville

aa1a8

48111

4107

45819

43952

45750

45750

45750

aaga7

aaga7



00526372

00528132

00529887

00529974

00530525

00531744

00533839

7/25/2019 3:17 PM Enrollment Dispute

7/31/2019 11:56 AM Billing Dispute

8/6/2019 10:05 AM Misleading Information / Materials

8/6/2019 1:45 PM Cancellation Issues

8/7/2019 4:01 PM Contract Inquiry.

8/12/2019 3:44 PM Billing Inquiry

8/19/2019 3:46 PM Competition Issues / Inquiries

By uc

Median Energy Corp

United Energy Trading LLC

Statewise Energy Ohio, LLC

Just Energy Solutions Inc

North American Power and Gas LLC

United Energy Trading LLC

Dominion Energy Solutions Inc

On HL till 4:00. reviewed co. rsp., will contact cust and advise co. rsp.
On September 6, 2013, completed a TPV, Michael Conrad, stated he is the acct holder, at 38 Prospect St, Monroeville, OH 44847, he rc'd copy of signed Contract.
~He accepted a fixed rate of $0.579/CCF for 12 months with no cancellation fee.
~Co. provided the T & C

‘The enroliment was submitted to the utility September 10, 2013
~start date of September 3, 2013,

‘The acct transitioned to MVR September 3, 2014, as disclosed with the initial enroliment and terms.
***A Renewal Notice was not a requirement by the State of Ohio at this time.

Mr. Conrad rc'd rate of $0.0579/CCF fi tember 3, 2013 3,2014
~September 4, 2014 through July 9, 2019, Mr. Conrad was billed at the MVR

Jul 10, 2019, Co. rc'd we rc'd a cancellation notification from the utility with an effective date of July 9, 2019.
Based on the details of the investigation, the gas account was billed as contracted.

Co. attempted to contact her on July 11, 2019 and July 15, 2019 ; the line was and voicemailis not available to ge for
return call Bonny Moore Residential

electric was to begin Aug 8
~Toledo Edison submitted a cancellation July 25 and provided an end of service date of July 25, 2019.

gas was set to begin Jul 31
~Columbia Gas submitted a cancellation on July 25
“Median will not be servicing this account with gas or electricity supply.

‘The individual marketer involved in the enrollment has been terminated and will not be permitted to market for Median Energy in the future.
Co. added her address and ph number to their internal Do-Not-Call and Do-Not-Knock lists to prevent any future solicitation from Median Energy.
‘The indiv on the TPV is not the customers voice.

She stated that she was told she'd receive a cb about the complaint, | confirmed for her that this is the cb she was promised.

She said this really ticked her off. Advd that | can't blame her, but co. has assured me that neither acct was enrolled.

Cust thanked me. ICB should she need to.

#ewrEEEE® electric and gas accts were enrolled on July 18, 2019
- woman identified herself as Anne James
~completed a TPV
the telephone number provided by Ms. James in her complaint does not match the telephone number used to complete the TPV.
“Thurs July 18, 2019 at 5:58 pm.
~Confirmed spelling of name, at least 18 yrs of age and the acct holder, authorized to switch acct,, sales rep left home, not on PIPP, 419-664-2859 number
provided stated correct phone number, gave email address of annejames@hotmail.com
Confirmed add. and name on bills
Agreed to MVR for both maybe higher or lower, no guarantee savings
For 36 mths, no ETF's
Utility will send conf notice, 7 cal days to cancel for elelct and 7 bus days for gas, gave contact ph numbers for each to cancel. Anne James Residential

Resolution Comments: Response letter mailed to consumer August 27, 2019. Per letter to consumer:

Kratos' response was to provide a copy of the Third Party Verification (TPV) recorded with you on October 15, 2018. Upon review of the TPV, I found that you
responded “Yes” when asked if you understood that you are enrolling with Kratos for a rate of $2.85 per MCF for one month and that after the one-month period
is up you will be placed on the monthly variable rate. Please find enclosed a copy of the terms and conditions of the supply agreement mailed to your attention
on October 17, 2018. Upon review of the terms and conditions, | did not find that the variable rate was capped in any manner.

Krato's states that it has sp You regarding this issue. The suppl although fixed rate, you have elected to
remain enrolled in Krato's variable rate plan Tom Ennemoser Residential
[\ informing eustome of valid enllment, went over the contractterms, adised supplier contracts are legally bmdmg, informed him the co has agreed to

‘waive the ETF as a courtesy, went into detail about the need to contact is dropped to requt the SCO rate, otherwise they'll

be placed with a supplier on a MVR which will be high and there will be absolutely nothing we can do to assist. ormet i he st comac tmtewte to cance
and it will take 1-2 billing cycles.  Informed them they do not have to be with a supplier at all
1CB with any questions or concerns Wilma Post Residential

C6O Account Number: 12475607 002 000 4
Just Energy Account Number: AG75195809

Cancellation issues/ETF Dispute.

8/2018 - The customer enrolled with Just Energy for 1 year, contract expiration 7/28/2019.

8/2019 - The customer began calling around healso Just Energy to give them vetain him as a customer, but
their quotes didn't come close to the competitors

‘The customer selected a new supplier, effective 7/29/2019

‘The customer contacted Just Energy again, to inform that he would not be renewing the contract, as he had chosen a new supplier. The company informed of an
ETF of $50.00

The o o , as he spent t for the new supplier, so it did not interfere with his
current contract.

Just Energy " us before your 3 his efforts asmooth transition, he is responsible for a
$50.00 fe, even f he contact did ot end arly
The customer would like the $50.00 waived, and feels Just Energy is attempting to penalize him because he didn't get stuck on their MVR for 1/2 billing cycles.

Emil Ghattas Residential
Resolution Comments: Called to close, advised customer was placed on MVR, advised of SCO rate, caller found another co to go with.
1c8 Dennis Tonn Residential
Called cust., left vin, adv Kratos states that DE assigned her acct to them. Kratos said they spoke to her and that she waned to be placed on the SCO. Advd this is
something that she has to contact DE and specifically ask/request. Adv cls case, invtd cb
e This customer was assigned to us by the utiity, DEO on 8/8/2019 as an MVR customer. Kim called into our call center yesterday and she was explained
that DEO assigned her to us. Kim told us she wanted to be on the SCO program. We then informed her she needed to contact DEO to sign up for the auction
program. Kim Simon Residential
e CUSTOMer IS Calling 10 QISCUSS an OTTer receivea 107 UES T0F ¥ Montns; 2.99/mer.
The customer wanted to know if this was a good rate or not.
I explained the choice program, we discussed SCO vs choosing a supplier, and what that means for him s the customer.

I educated on MVR's vs Fixed.

I educated on the 1-2 bill cycle turn around time when switching suppliers, as well s the meter reading that needs to take place before any supplier change is
complete.

1 provided detailed instructions for the A2A website, and how to navigate to find offers for his gas company, Dominion.
I explained the difference between Dominion Energy (East Ohio ) vs. Dominion Energy Solutions.

1 provided my name, Icb Charles Brady Residential

38 Prospect Street

2051 Balkan Place.

30235 Truman Avenue

654 Champion Avenue West

13760 Arrowhead Trail

3288 Pigeon Run Avenue Southwest

231 Mccarty Avenue

2057 Meadow Gate

Toledo

Wickliffe

Warren

Cleveland

Massillon

Dennison

Akron

43613

44092

44130

aa621

48313



00534240

00536423

00537554

00539079

00539601
00544344
Total

8/20/2019 3:11 PM Enrollment Dispute

8/27/2019 11:54 AM Government Aggregation

8/29/2019 5:07 PM Call Company First

9/4/2019 1:01 PM Competition Issues / Inquiries

9/4/2019 1:01 PM Competition Issues / Inquiries

9/5/2019 11:41 AM Cancellation Issues
9/20/2019 12:35 PM Enrollment Dispute

unt 251

Direct Energy Services LLC

Customer calling to find out why she has two co's on bill. Explained choice program. Caller has Direct Energy and is being charged a rate of $9.52 per mcf. Asked
caller if she remembers enrolling with co, she does not, but she has just taken over the billing, account is in her husbands name, Holgar.

Advised caller would open investigation to verify enroliment.
provided case number and time frame.

advised caller she can contact co as wellif she would like to cancel, and verify no ETF's. explain sco and MVR.

She states that she received an aggregation change letter. She called DEO and they told her that she currently has DTE at $2.361/MCF. She states that she moved
tothis location in September 2018 and she was assigned a MVR. She was removed from the supplier in February 2019 and has been on the SCO rate since. She
states that she would like to know how the aggregation works and how to choose what rate to go on. She would like to know the difference between aggregation
and supplier and SCO rates. She would like to know f there is an ETF for the aggregation.

1 advised of historical rate chart. | advised of difference between supplier fixed and variable rates, SCO rate, SSO rate, and how aggregation rates work. | advised

Constellation y-Gas Division LLC

Dominion Energy Solutions Inc

Snyder Brothers Energy Marketing LLC

Snyder Brothers Energy Marketing LLC

Southtar Energy Services LLC
Interstate Gas Supply Inc

to the letter mailed August 22 there is no ETF for the "

~caller says she rec'v a ltr that the current contract with Dom ES will be ending soon, and if vs with t
~caller is inquiring if Dom ES is allowed to do that

~caller was advised that the PUCO does not regulate supplier rates/offers, and that the norm is usually a variable rate after the 'fixed" rate expire
~caller was advised to visit the EnergyChoice Ohio website to shop-n-compare rates/offers, and to see DEO's current SCO rate, etc...

invited call back, if necessary

- they will charge her their iable rate

Resol\mon Comments: Advis it sounds like the MVR rate and she needs to al DEO ea office to adise she wants to be on the SCO rate. Although.she said her bl
he is to call back i it issue, but | doubt itis due to the fact that the is DEO's current SCO rate.

‘The customer cancelled her supplier (Santana) in June. She is being billed 2.361 from the current supplier and she did not chose them. When she called Snyder
Brother's, they told her that DEO chose them for her.

Advise it sounds ke the MVR rate and she needs to cal DEO ea office to advise she wants to be on the SCO rate. Although. she said her bill mentions SCO. She is
to call backifitis a slamming choice issue, but I doubt it is due to the fact that the current rate she stated is DEO's current SCO rate.

Customer previously called to cancel with ONG and was told she'd be penalized if she canceled then. Now she's ready to cancel because her contract expires
9/21/19. She wants to know DEO's rate because they offered a rate.

linformed her of the DEO rate which is considerably less than ONGs rate. She is going to cancel with ONG to get the SCO rate. | informed her the drop willtake
1-2 biling cycles then she'll be back with DEO but she has to contact them within two months to request to remain on the SCO rate or she'll go to a MVR rate
which s typicaly higher. 1 stressed the importance o this and that the MVR i not regulated. Suggested marking her calendar for December or January. 1 also
suggested getting the persons name or a cancellation number or ONG when sh timely.

Customer very appreciative of the information.

Ic8.

Resolution Comments: Advised the customer that he is on the MVR and he can call the company and asked for the SCO. Left message.

Linda Stapleton

Bonnie Hull

Barbara Patterson

Barbara Lemon

Barbara Lemon

Toni Bascetta
Michael Catheline

Residential

Residential

Residential

Residential

Residential

Residential
Residential

4556 Center Street

126 Riverview Drive

2481 Lawnshire Drive

2903 18th Street Northwest

2903 18th Street Northwest

905 16th Street Northwest
5237 Clement Avenue

Willoughby

Marietta

Copley

Canton

Canton

Canton
Maple Heights

44094

45750

44321

4708

aa708

44703
44137




