PUCO EXHIBIT FILING g

?\\’e Date of Hearing: §-18-14 ‘ ’3&,—& %
%o, %
Case No. 13- 2031 -&L-CSS 55 ’°3’0 C’%‘,}&
| & % ‘0,
PUCO Case Caption: A O e’o€
BRUCE SNYDER
.
FIRST™ ENECSY SILUTIONS
List of exhibits being filed:
[~
. L]
SNYDEE, Zxhibitt . o
/ 12 WES 2
oL K 2 H
£
3 /Y 23 2
7 Iy 2 §
§ A 27 s
A4 /7 2 F :;f
7 /£ 27 N
¢ i
7 o6 e
/0 olf o
/! Ad_ P
Reporter’s Signature: M
230 - 1Y

Date Submitted:

L300k

6L bueinesg

N

Sa8e fil@

Date Procesaed

ad g
Smplete mp:mdmt:ﬂ.an OF &
~

elivefﬂd in th

ate g
j3"’*9&'1:111@::Le.m

doeumeny, d

AGEUr



Proceeding

BEFORE THE PUBLIC UTILITIES COMMISSION OF OHIO

In the Matter of:
Bruce Snyder,
Complainant,
vs. : Case No. 13-2031-EL-CSS

FirstEnergy Solutions
Corp.,

Respondent.

PROCEEDINGS
before Jim M. Lynn, Attorney Examiner, at the Public
Utilities Commission of Ohio, 180 East Broad Street,
Room 11-C, Columbus, Ohio, called at 9:00 a.m. on

Monday, August 18, 2014.

ARMSTRONG & OKEY, INC.

222 East Town Street, Second Floor
Columbus, Ohioc 43215-5201
(614) 224-9481 - (800) 223-9481
Fax - {(614) 224-5724

Armstrong & Okey, Inc., Columbus, Ohio (614} 224-9481



FES Complaint Timeline

Date Action Point of Contact
Online internet application
22-May-13 for service N/A
) Received FES letter saying [Letter from Stephen C. Reifsnyder at
30-May-13 problem with enroliment [FES
Steve Hogan at Summit Advantage
31-May-13 ( called FES {(CD 1, Track 4, 5:46)
28-Jjul-13 Received DP&L bill N/A
Deborah A. Ison at VXI
29-Jul-13 | called FES (CD 1, Track 1, 9:33)
Tunigua D. Jennings at VX|
5-Aug-13 I called FES (CD 2, Track 1, 28:43)
Lisa M. Manes at VXI
Kim Doliy of VXI
| called FES first and then  [{CD 1, Tracks 5 {18:43), Track 6 {4:23),
9-Aug-13 FES called me twice Track 7 (10:38))
' initiated informal PUCO
12-Aug-13 complaint N/A
Frederick S. Maurer at FES
(CD 1, Track 3, 1:33)
{CD 2, Track 2, 8:38)
16-Aug-13 FES calied me three times }{CD 1, Track 2, 2:54)
FES enrolled me for service
at 5.0594/kWh FES
letter to PUCO (Kelly
16-Aug-13 Mabra) Frederick S. Maurer at FES
Received notification of
start of FES service at
$.0594/kWh from FES. | Emailed Frederick S. Maurer at FES
emailed PUCO and FES to |and the
inform both that | didn't ContactThePUCO®@puc.state.ch.us
19-Aug-13 agree to these terms. email address
Called day after sending
email. icalled PUCO to fet
them know FES tried to
enroll me for electric
service at higher than Called Frederick S. Maurer at FES.
20-Aug-13 promised rate. Kelly Mabra at PUCO,

-
N



mailto:ContactThePUCO@puc.state.oh.us

Date

Action

Point of Contact

23-Aug-13

Received notification of FES
service at $.0594/kWh
from DP&L. |called DP&L
and FES to cancel. | called
PUCO to let them know FES
tried to enroll me for
electric service at higher
than promised rate.

Called Trace at DP&L, Frederick S.
Maurer at FES. Kelly Mabra at PUCO.

9-Sep-13

FES cafled me

Rebecca S. Pastier at FES

16-18 Sep 2013

Rebecca S. Pastier at FES

17-Sep-13

Email exchanges

FES letter to PUCO [Kelly
Mabra)

Rebecca S. Pastier at FES

17-Sep-13

Kelly Mabra email to FES

Kelly Miabra at PUCO

2-0ct-13

Formal complaint tiled with
PUCO. PUCO formally
requested that FES provide
all voice recordings
between FES and Bruce
Snyder.

Kelly Mabra at PUCO

6-Nov-13

FES delivered to PUCO all
voice recordings between
FES and Bruce Snyder

Kelly Mabra at PUCO

9-Dec-13

FES delivered to Bruce
Snyder all voice recordings
between FES and Bruce
Snyder

Scott Casto
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B 3154719158

210069997189
22-May-13
B 22-May-13
SNbi0H-Jun-16
: 21045228

ESE 945229
2 bbdd0d82didala
3 465ae0
2 Snyder
Bruce
Snyder
937-427-0231_ }
snyderbd888@s
beglobal.net

PUC/OCC
C-00007739

5.36 cents/kWh
S through June
12016

J|lwere created. |
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p LAURA MCBRIDE

ATTORNEYS Partner

direct 216.583.7034
direct fax 216.583.7035
Imebride@ulmer.com

July 30, 2014

VIA REGULAR MAIL AND EMAIL

Bruce Snyder
4461 Powder Hom Drive
Beavercreek, OH 45432

Re:  In the Matter of the Complaint of Bruce Snyder v. FirstEnergy
Solutions Corp.
Public Utilities Commission of Ohio
~ Case No. 12-2031-EL-CSS

Dear Mr. Snyder:

Enclosed please a supplemental production of documents responsive to your
earlier document requests, specifically Set 1, Request for Production No. 5 and Set 2, Request
for Production No. 2.

Sincerely,
e .
Ny T AT
‘ : :v \,‘-"\":\' Lot Tt _"“*‘—-" N e
. ‘\’_‘

Laura McBride
Enclosure
CLEV1997 2103691v1
26414.00053
SKYLIGHT OFFICE TOWER
1660 WEST 2ND STREET, SUITE 1100 tirm fax Internet
CLEVELAND, OHIO 42113-1448 216.583.7000 216.583.7601 www.simsr,com

CLEVELAND COLUMBUS CINCINNATY CHIGAGO



mailto:lmebride@ulmer.com
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ENROLLMENT_ID
CONTACT_FIRST_NM
CONTACT_LAST_NM
INV_ADDR_TX_1
INV_CITY_TX
INV_STATE_TX
INV_POSTAL_CD_TX
PHONE_NQ
EMAIL_ADDRESS
LEAD_SOURCE_ID

FILENET_GONTRACT_NUMBE

QUOTED_PRICE_AMT
PRICE_TYPE
CONTRACT_SIGNED_DT
TERMS_ACCEPTED_FLAG
CONFIRMATION_NO

ENROLLMENT_ACCOUNT_ID

SERV_ADDR_TX_1
SERV_CHTY_TX
SERV_STATE_TX
SERV_POSTAL_CD_TX
UTILITY_CODE
1LOC_VENDOR_DB_NO
LDC_ACCT_CUST_NO
PRICE_RATE_CD
PRIORITY_CODE
CLASS_TY_CD
CONTRACT_START_DATE
CONTRACT_END_DATE
OFFER_GROUP_CODE
PROD_ID ,
INTEGRATION_STATUS

INTEGRATION_DESC

945228
Bruce
Snyder

'4461 Powder Horn Drive

Beavercreek

OH

45432

937-427-0231
snyderbd888@sbeglobal.net
PUC/QCC

C-00007739

. 5,36 cents/kWh through June 2016

Fixed

8/22/13 12:22 PM

Y
bb4d0da2dfdafas65ae0
945229

4461 Powder Horn Drive
Beavercreck

OH

45432

CGE

006999189
3154719158

FESS

C-000077339

RES

5/22/2013

6/1/2016
MM-DUKE-5358

2903

s

0017618508 BP(s) and contract 2000715349

were created.



mailto:snyderbd888@sbcgfobal.net

ilegtrical Epergy Solutions: Energy Services | FES https://www.fes.com/content/fes/home.html

CONTACT US
% .
| Your Electricify Store
Home ’ Residential Solutions ] Business Solutions ! About Us ] Sian Up l Enter Search Criteria 2\ Search

We re the proud supplier a
energy for over 2 million
customers in the U.S.

We're one of the largest pmwders in the
country, which is-one reason why our
customers trust us

Resjdential Energy Solutions Business Energy Solutions

Could you use some extra
money? Save money on your
electric bill when you switch to
FirstEhergy Solutiohs.

& Some communities work directly
@ with an electric generation
supplier to provide savings to
the residents and small i
businesses in their communities. :
Members in that community are
automatically enrolled in the program unless they “ept
;. out", This is sometimes called Govemment

i Aggregation or Municipal Aggregation.

Small & Medium Businesses

Is your annual usage below 700,000
kWwh a year in Ohio or 1,000,000 kWh
in PA, NJ, MD, or IL? See how much
you ¢an save!

Croate Your Plan Now

Large Businesses

i Leam more about Community Energy Solutions.
i | Does your annual usage excesd 700,000 kWh a year
11 jn Ohdo or 1,000,000 Kwh in Nu, ML, M1, PA, or L
b 11 See how much FirstEnergy Solutions can save you,
i I Request a quote »

!

! Ohio/MNaw Jersey Community inquiries:
1-866-636-3749
lliinois Community inquiries:

1-888-651-5200

Energy Summits - How will market trends affect your
business this year? Click here to register >

FirstEnergy Solutions is now making i
money-saving eleciric offers available to Tl
residents in New Jerseyl For more than 5 | |
years, millions of homaes and businesses in i
Ilinois, Maryland, Michigan, Ohio and
Pennsylvania have trusted FirsiEnengy
Solutions to provide them with a variety of
competitvely priced electric generation

H : plans to meet thelr energy needs. We're

i pleased to be able ta bring our industry knowledge and years of experience (o

1 serve customers in the Garden State. Click here to leam more about our
i residential offers.

1
!
¢
i
i
i

Cffers {or NJ Resuients PriceControl in OH & PA

4/20/2014 1:29 PM



ilectrical Energy Solutions: Energy Services | FES

of 2

HOME

©2014 FirstEnergy Solutions Corp.

RESIDENTIAL
ENERGY
SOLUYIONS

Special
Ofters/Enroll
How to Switch
Moving?

liHnois

Qhio

New Jorsey
Pennsylvania
Maryland

BUSINESS SIGR UP

ENERGY

SOLUTIONS Business
Residential

Enroil

Request a Quate

How to Switch ABOUT US

liiincis About Us

Chio Contact Us

New Jersey Pawer Generation

Pennsylvania News and Events

Michigan Leadership

Maryland Career
Opportunities.

Products Frivacy & Lagal

Be an Educated t t

Buyer Webatte Terms of

Energy Update Use

Partner Mobile Tools and

Assoclatlons Text Messaging

Testimonials Disclaimer

FES Nawsletter

News and Events

https://www.fes.com/content/fes/home.html

ELECTRICITY
DEREGULATION &
CHOICE
ELECTRICITY RATES

GREEN ENERGY

RESIDENTIAL INQUIRIES
1-888-254-6359

SMALL BUSINESS
INQUIRIES
1-888-254-4769

LARGE COMMERCIAL &
INDUSTRIAL INQUIRIES
1-888-254-1484

COMMUNITY INQUIRIES
OH/NJ: 1-866-635-3749
Hiinois: 1-888-651-5200

Qnce a month, you'll neceive useful
information to help kesp you informed
of energy-related issues. Sign up
belowl

| Emai

FirstEnergy Sclutions Corp. and Allegheny Energy Supply Company, LLC are unregulated subsidiaries of FirstEnergy Corp. Neither FirstEnergy Solutions Corp.
nor Allegheny Energy Supply Company, LLC are the same company as FirstEnergy Corp. The prices of FirstEnergy Solutions Corp, and Aliegheny Energy Supply
Company, LLC are not regulated by the state public uility commissions. You do not have to buy electricity from FirstEnergy Solutions Gorp. or Allegheny Energy

Supply Company LLC in order to receive the same quality regulated services from FirstEnergy Corp.'s regutated elfectric utilities - Ohio Edison Company, The
Cleveland Efectric Uluminating Company, The Toledo Edison Company, West Pann Power Company, Pennsylvania Power Company, Pennsylvania Electric

Company, Metropalitan Edison Company, Jersey Central Power & Light Company, Monongahela Power Company, The Petomnac Edison Company, and American

Transmission Systems, Incorporated.

4/20/2014 1:29 PM
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e SINGLE-PIECE C 1 P 2 86 1 P 0477
Bruce Snyder
4481 PO DER HORN DR,
BEAVERCREEK OH 45432-4029

Dear Bruce Snyder, & r‘Jl é‘f/ o ' W RV
o i Zf Lj 4 O <
RE: Customer/Account Number: 3154719158 1471 & 3 ;Z‘f wsarld ‘
. e L

Thank you for choosing FirstEnergy Solutions (FES) as your electric generation supplier. Unfortunately, we
are having difficulty enroliing your account. According to your local electric utility company, the
customer/account number you provided to FES for enrdliment is not valid.

Please call us at 1-888-254-6359 (Monday through Friday, 8 AM to 5 PM) at your earliest convenlence
so that we can resolve any issues and sign you up as a customer.

When calling, please make sure you have your most recent electric bill on hand. We appreciate the
opportunity to serve you and look foward to helping you save on your electric generation.

Sincerely, ,c'f\ _
A4 L 5a

Stephen C. Reifsnyder ' U _ S

Manager, Customer Care
FirstEnergy Solutions

YT v 'Véot’&//
ECSu
4 ﬁw It mpm J

— P A i

330 L[jff’\ S%‘)

mededle  3/20/03

FESLHOt
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ELIZABETH A SEYDER NUMEER EMERGENGY SERVICE

G461 POWDER-HORN DR 3154719158 3 (877) 4OUTAGE
DAYTON OH 45432 PRESENT ENTIRE (877> G68-8243
' BILL"\‘;M gggsg:lvme A(.)COUNT. INFCRMATION

(937) 331-3900

NEXT METER THIS BILL DUE BATE FOR

READING BATE MAILED PROMPT PAYMENT LATE PAYMENT PROMPT PAYMENT
AUG 22 2013 JUL 25 2013 AUG 14 2013 131.31 129.37
‘ SERVICE PERIOD METER READINGS
SERV  FRCM T0 DAYS PRESENT PREVIGUS USAGE AMOUNT
EL JUN:2Q@ JUL 23 33 14529 13366 1,163 54 _94
DUXE ENERGY RETAIL SALES; LLC CHARGES 76.6%
YOUR ACCOUNT BALANCE LAST MONTH ' 90.92
PAYMENT RECEIVED JUL 15 9¢.92CR"
BALANCE FUORWARD : 0.06°
TOTAL AMOUNT BILLED FOR THIS MONTH © 129.37

. YOUR TOTAL ACCOUNT BALANCE 129.37

THANK YOU FOR YDUR PREVIOUS PAYMENT

| -

¢ PRICE~-TO-COMPARE: IN ORDER FOR YOU TO SAVE MONEY, A NEW SUPPLIER MUST
OFFER YOU A PRICE LOWER THAN DP&L'S PRICE OF $106.05, OR 9.1 CENTS PER
KWH, FOR THE SAME USAGE THAT APPEARS ON THIS BILL. YOU MAY CONTACT DPE&L
FOR A WRITTEN EXPLANATION OF THE PRICE-TC-COMPARE MESSAGE.

1

116001000000

SRRV

07252013-CD058-F15011-BILL-NONBAR




. (DP&L) Tne Dayton Power and Light Company
PAGE 2 OF 2

3154719158 3

TO REPORT OR GET MORE INFORMATION ABOUT A POWER QUTAGE, CALL 877-40UTAGE

(877-468-8243) OR REFCRT VIA WEB OR SMARTPHONE AT DPANDL.COM/REPORT.

YOU'LL

USE THE PHONE NUMBER ON YOUR ACCOUNT OR YOUR ACCOUNT NUMBER TO REPORT. OUR

RECORDS INDICATE YOUR PHONE NUMBER IS 937-427-0231.
PLEASE CALL US AT 331-3900 OR 800-433-8500: ~ °

IF THIS IS NOT CORRECT,

AS PART OF THE DP&L ELECTRIC CHOICE PROGRAM, YOUR GENERATION AND
TRANSMISSION ARE BEING PROVIDED BY BUKE ENERGY RETAIL SALES, LLC, 139 E. 4TH
STREET CINCINNATI, OH 45202; (877) 331-3045. THIS BILL REFLECTS CHARGES FOR
THESE SERVICES AND DP&L CHARGES FOR ELECTRIC DISTRIBUTION SERVICE.

YOUR BILL ACCOUNT NUMBER WITH YOUR SUPPLIER IS 922026.

YOUR - TOTAL. ELECTRIC .SUPPLIER CHARGES ARE 5?&;%3; .

DP&L CHARGES: EL RATE 761 KWH 1,163

CUSTOMER CHARGE
;DISTRIBUTION CHARGE
GENERATION RIBER

TOTAL

DUKE ENERBY RETAIL SALES, LLC EL CHARGES: KWH 1,163

GENERATION CHARGE ~(AVG PRICE: $0.0640

THE FOLLOWING DETAIL IS REQUIRED BY OHIG REGULATION.

PREVIOUS 12 MONTHS

4%.25 KWH
815
G3.79 748
6.90 842
963
54.94 S0
984
1041
1543
644
1218
1247
1108
11944
995

M 07252013-CD058-F15011-BILL-NONBAR

- . 110001000000

O



http://DPANDL.COM/REP0RT

Deséription - - IR T Sate

Enroliment Rejected--Operalions Team

Open

- Start Date.

05/24/2013

“End Date ' Category

05/24/2013

Task

Empidyee Resp.

Inquiry IR1204950

Completed

05/312013

0613112013

inbound

Stephen D Hegan / Akron

ATG-Account tot foung

31547191583, Customer called to advise that he received a lelter of
rejection for his recent enroliment. Customer has verified his account #
as well as his EDG which has since been updated In the system,

Enroliment: Cusl 0017618508 05/22/2013

Rejected - Operations’|

07/01/2013

0613012016

A78-Account not found

enfollmend issue IR 1446173

Completed

072972013

07/29/2013

inbound

Deborah A Ison /

C-0D007739 5.3600 ¢ kWh /070143 - 083016/ $100.00 / Dayion
Power and Light Co. 3154749158 +1 {937) 427-0231 Bruce Snyder
31547191683; Customer called to advise that ha received & lefler of
rejection for hls recent enroliment. Customer has verified hls account #
as well as bis EDC which has since been updated in the system.steve
lofd him that sverything was ok on acct, but what happen is the acel Js
under his wife name and acct was te many number, asking about lose
saving for 3 month s wife kzath snyder

Enroll Rejected/Cancelled/No Lost Saving

Completed

07/29/2013

Task

Robyn Speelman / Akvon

Customer's May 2013 enroliment rejected due to the wrong name on
the aceount. The correct account, In the wife's name, was anfolled on
8/16/2013, and the customer requested that the enroliment be
cancelled, The cuslomer's start date and end date were nofated as
9/23/2013. The cuslomer di¢ not receive their transmission and
generalion seivice from FES, therefore, they will not recefve lost

savings, RS

Inquiry

Compleled !

08/05/2013

0B/OS/2013

Inbound

Tuniqua D Jennings /

3154719158 Cust called to see why he hasn't got enrolied with
FES.Cust put in the wrong ulitity when he did enrollment he put his
supplier instead of Daylon power and lighl which caused the enroliment
1o not gel processed. All info was vetifled and comected Cust spoke Lo
arep $teve who he stated that he was reassured that he was going o
be enrolled back wilh FES.Cust wasn't encolled,also made a request for

loss savings IR#1446173.Spoke 10 sup D.B and he is going to have
acel researched.Advised cust thal he sholud hear from semeone [n 48
hours.Cust staled that fhe received a letfer from DR&L slating hie
needed to find a supplier by 8/8/2012 or he would be paying a higher
frate.

Customer Callback

Completed

08/09/2013

0810912013

inbound

[isa M Manes f

3154719158 Was researching the account for escalation and
determined the online enroliment Bruce submitted 5/22/2043 was
submitled to the incorrect utility - Duke Energy - al a rate of - Duke Web)
Only 3 year, 5.36 hru June 2016 Offer #C-00007739 - instead of the
correct ulility company - Dayton P&L. The ensoliment was rejected by
Duke Energy due to - Reject : Desc = A76 Account Not Found - as he
wasnt a Duke Energy cuslomer. Called Bruce back lo advise thal ihe
rate he wants to be resubmitted was never available to him as the rale
he eprolled in is not a valid rate for Dayton P& customers, Offered 1o
enroll him in the current available rate for Dayton P&L cuslomers at -
DPL 6+6,35M, 8,83 thru May 2016 wi$100.00 ETF - Offer #C-00012117
- but he refused as he keeps insisting because FES sent him an g-mail
confirmation of his original enroiiment that FES should hanor that rate
and he would have to shop other tates before he would consider

enroliing in the new rate offered. Bul he still wanted the request to enroll

af the original rate of - Duke Web O




Bruce calied about a continuing issue wihis rejectd enroliment which
fe wants resubmitted providing it is 2t the same rate of - 5.36 per KWh
shreugh June 2016 wi$4100.00 ETF. Ha staled he has spoken wiseveral

representatives about this and was fold 8/5/2013 he would receive a
calf back within 48 hours and hasn't as yet. The account is in his wite,

Rejected Enrollment inquiry Completed 08/0912013 | 08/09/2073 {  Inbound Lisa M Manes / Elizabeth's narme, but the name fisted in CRM is - Izath -~ | confirmed
wiGruce the spelling of hls wile's name - Elizabeth - reviewed current
available rates In the Enroliment Form and advised him the rate he
. enrolfed In is no longer available ard he stated he wanted the rate he
erirolled in originally. Advised him | would need to further review the
accound to determine what has transpired thus far and how to proceed
from here and asked | could
call him back to advise and he refused and requesled o speak wia
reseach acct IR 1512058 Completed OB/S/2043 | 08/15/2013 |  Inbound Deborah A ison /
reseach customer acel o see Ifwas re-enroll note In irlote
Enroliment Completed 0B/1612093 | 08/16/2013 | Inbound | Frederick S. Maurer/ Akion | 3154719158 _ | | i
‘ 3154719158 envolled Mr Snyder In the DP&L program. He had
Envotiment IR 1516877 Completed 08/16/2043 | 081612013 | Inbound | Frederick S. Maurer { AKTon | oo i onrotled himsel via intemet as a Duke customer because his
supplier was Duke Retall. Severai cails 1o FES failed (0 resolve the
issue. The best DP&L offer we have is 5.94 cents per ¥Wh, through
Juns of 2016 with a $25.00 ETF.
int Compieied 08/16/2013 [ 0B/16/2013 { Inbourd Frederick S, Maurer ! Akron | 3154718188 Called Bruce Snyder and reviewed the issues surrounding
PUCO Complain 3 _ his comptaint. His application was rejected by his focal ulility, Duke
Energy. There were data imput issues with the account, that needed to
be resolved before a Manual Enroliment could be submitted.
Spoke with Bruce Snyder regarding the pricing of his offer. Mr Snyder is
a DP&L customer. He enrolled himself on line as a Duke Energy
Cancel enrcliment Completed 082012013 | 08/20/2013 Inbound Frederick S, Maurer 7 Akron custemer, who was his supplier al he ime. DP&L pricing structure is
higher than Duke Relail's and the offer he wanls simply is not in the
system. He wanls compensaled forthe time and money lost while with
FES because, he States, another suppller was cheaper.
TRANSFER Completed 08/20/2013 | 08,20/2013 | Inbound Michelle Clancy / BRUCE 3154719158 qﬁzm_umm“ mwaagmm TO FRED (330-436-
i 9117113 Sent follow up response to PUCO with copies of tonlact center
PUCO follow up Completed 09117/2013 | 09M7/2013 |  inbound Retecca S. Paslier f Akran calls from 5/21/13 & 8/513 a5 well as a copy of the original we
enrollment. Will pay lost savings for June, July, August bill against
whai he paid to DPL or other supplier. Becki Pastier
Enroliment; Cust 17618508 0B/16/2013 Early Drop 0912002013 | DB/1712016 Frederick S, Maurer / Akron Cuslomer rescission enroliment request within rescission peciod
§0/212013 fulure dale for drop_ Comipleted 10022013 Task LINDA BRANT-LYNN [ Akson Sel up onmc:»&. drop to send on 9/23/2013._ Compleled. fmbl
e d (0 O ave & ne e eSea O d Q)
No Text Available Completeq 117262013 (1112612013 inbound Rebecca S. Pastier / Akron
No Text Available - Completed 14132013 111413/2013  inbound Rebecca S. Pastier { Akron N
Nn Text Available Complefed 100772013 (10072013 [Inbound Rebecea §. Pastier / Akron
[No Text Available Compleled 10/07/2013  [10/07/2013  finbound Rebecca B. Paslier / Akron
No Text Available Compleled 1000472013 110/04/2013  Ninbound Etniest Bergan / Akran
No Text Available Completed 10/0312013  |10/03/2013 [inbound Rebecca §, Paslier / Akron
No Text Available Compleled 10/03/2013 _ 110/03/2013  finbound Frederick S. Maurer / Akron
[No Text Available Compleled 09/26/2013  {09/26/2013 {Inbound Rebecca S. Pastier / Akron

e —




No Text Available Completed 09/24/2013  [05/24/2013  |Inbound Rebecca S. Pastier / Akron
Mo Texi Available Completed 09/23/2013  109/23/2013 |Inbound Rebecca 5. Pastier / Akron
Mo Text Available Completed ‘|08/19/2013  [0811/2018 _|Inbound Rebecca S. Pastier / Akron
Mo Text Available Completed GB/Q7/2013  108/07/2013  linbound Rebecca S, Pastier / Akron
No Text Available Completed 09/06/2013  |09/05/2013 _[Inbound Rebecca S. Pastiet / Akron
No Text Availabie Completed 0B23/2013  08/23712013  |Inbound Frederick §. Maurer / Akron
No Text Available Completed 08/21/2013  108/21/2013_ JInbound Rebecca S. Pastler / Akron
No Text Available Compleled 08/20/2013  108/20/2013 _|tnbound LINDA BRANT-LYNN / Akron
No Texi Available Completed 08/20/2013 _ |0B12012013 _ [Inbound LINDA BRANT-LYNN £ Akron
No Text Available Compleled 0871672013 |08/16/2013 [Inbound Frederick S. Maurer I Akron
No Text Avaitable Complefed Q81672013 108/16/2013 |lnbound Frederick 5. Maurer / Akron
No Text Available Completed 0811512013 |08/15/2013 _linbound Deberah A Ison /

No Text Available Completed DB/D5/2013  |08/05/2013  |Inbound Brandi Zinn / Akron

No Text Avallable Completed 08/05/2013  |08/05/2013  |Inbound David Bowen / Akron
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e e B T Akron, Ohio 44308

Scott Casta
Attorngy

330-761-7835
Fax: 330-384-3875

g

VidA U.S. MAIL

Mr. Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

November 27, 2013

Re: Bruce Snyder v. FirstEnergy Solutions Corp.
Public Utilities Commission of Ohio
Case No.: 13-2031-EL-CSS

Dear Mr. Snyder,

Enclosed please find the FirstEnergy Solutions Responses to your Requests for
Admissions, along with two CD’s of the call recordings you requested. Based on our
agreement, the remaining discovery will be sent to you by December 6, 2013.

Sincerely,
-

Scott J. Casto




BEFORE

THE PUBLIC UTILITIES COMMISSION OF OHIO
BRUCE SNYDER
Complainant, A
Case No. 13-2031-EL-CSS
v. -

FIRSTENERGY SOLUTIONS CORP.

Respondent.

R i N e T P

RESPONDENT’S RESPONSES TO COMPLAINANT’S DISCOVERY

REQUESTS

Pursuant to Rules 4901-1-16 and 4901-1-22, Ohio Administrative Code,
Respondent FirstEnergy Solutions Corp. (“FES”) responds as follows to Complainant

Bruce Snyder’s Reqﬁésts for Admissions.

REQUESTS FOR ADMISSIONS

REQUEST FOR ADMISSION NO. 1:

Admit that Steve, during the May 31, 2013 recorded conversation, identified Bruce
Snyder as a DP&L customer with no mention of Duke Energy Ohio.
RESPONSE:

Denied. Mr. Snyder was identified as a DP&L customer but during the call, Mr. Snyder
mentioned Duke Energy Ohio.




REQUEST FOR ADMISSION NO. 2:

Admit that Steve, during the May 31, 2013 recorded conversation, confirmed that Bruce
Snyder was offered the $.0536/KWh rate for three years as a DP&L customer.

RESPONSE:
Denied. Mr. Snyder applied for a rate of $.0536/kWh.

REQUEST FOR ADMISSION NO. 3:

Admit that Steve, during the May 31, 2013 recorded conversation, said that Bruce
Snyder’s service with FirstEnergy Solutions would start at the next meter reading date.

RESPONSE:

Denied. If the enrollment was accepted as a valid enrollment, then service would start at
the earliest meter reading date.

REQUEST FOR ADMISSION NO. 4:

Admit that all of Bruce Snyder’s information in the May 28, 2013 FirstEnergy Solutions
letter was obtained from the online application Bruce Snyder provided.

RESPONSE:
Admit.

REQUEST FOR ADMISSION NQ. 5:

Admit that Bruce Snyder did not give Frederick S. Maurer permission to enroll him for
service with FirstEnergy, Solutions in August 2013.
RESPONSE:

Denied. The Request for Admission is denied.




REQUEST FOR ADMISSION NO. 6:

Admit that Becki Pastier confirmed that Bruce Snyder’s application for service §vith
FirstEnergy Solutions contained no data entry errors and that the FirstEnergy Solutions
computers accepted his l-al?pli;;_a.tion yyith the correct zip code entered.

RESPONSE:

Denied. This i1s an incorrect characterization.

Respectfully submitted,

/s/ Scott J. Casto

Scott J. Casto (0085756)
FIRSTENERGY SERVICE COMPANY
76 South Main Street ‘

Akron, OH 44308

(330) 761-7835

scasto@firstenergycorp.com

Attorney for FirstEnergy Solutions Corp.




CERTIFICATE OF SERVICE

I'hereby certify that a copy of the foregoing was served by U.S. Mail to the

following person on this 27™ day of November 2013.

Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

[s/ Scott J. Casto
Attorney for FirstEnergy Solutions Corp.




AEMM 76 South Maln Sirest
Akron, Ohio 44308

Scoft Casto
Attornay Fax: 3%%3?2
Vid E-MAIL
M, Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

snyderbd888@sboeglobal net
December 2, 2013

Re: Bruce Suyder v. FirstEnergy Solutious Corp.
Public Utilities Commission of Ohio
Case Na.: 13-2031-EL-CSS

Dear Mr. Snyder,

I received your two emails dated Friday, November 30, 2013 wherein you request
further information related to the FirstEnergy Solutions (“FES”) Responses to Requests
for Admissions. In the spirit of cooperation, the following information should clarify the
FES responses and also complies with your requests pursuant to OAC 4901-1-22 and
4901-1-23,

REQUEST FOR ADMISSION NO. 1:

Admit that Steve, during the May 31, 2013 recorded conversation, identified Bruce
Snyder as a DP&L customer with no mention of Duke Energy Ohio.

RESPONSE:

Admitted in part and denied in part. It is admitted that during the May 31, 2013 call,
Steve identified Mr. Snyder as a customer of DP&L. However, it is denied that there was
no mention of Duke Energy as Mr. Snyder mentioned Duke Energy.
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REQUEST FOR ADMISSION NO, 5:

Admit that Bruce Snyder did not give Frederick S. Maurer permission to enroll him for
service with FirstEnergy Solutions in August 2013.

RESPONSE:

Denied. Mr. Snyder gave Frederick S. Maurer permission to enroll him for service with
FirstEnergy Solutions in August 2013,

REQUEST FOR ADMISSION NO. 6:

Admit that Becki Pastier confirmed that Bruce Snyder’s application for service with
FirstEnergy Solutions contained no data entry errors and that the FirstEnergy Solutions
computers accepted his application with the correct zip code entered,

RESPONSE:

Denied. This Request for Admission lists several incorrect statements, Becki Pastier did
not confirm that Mr. Snyder’s application for service with FirstEnergy Solutions
contained no data eniry errors and did not confirm that FirstEnergy Solutions computers
accepted his application with the correct zip code.

In addition, your second email to me réquests additional recordings or rational as
to why some conversations were recorded and others were not, The calls that were sent to
you are all of the conversations FES recorded. You will receive the remainder of the FES
discovery responses which should answer any additional questions you may have.

Scott J. Casto
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BEFORE ,
THE PUBLIC UTILITIES COMMISSION OF OHIO

BRUCE SNYDER
Complainant,

Case No. 13-2031-EL-CSS
v.

FIRSTENERGY SOLUTIONS CORP.

Respondent.

RESPONDENT’S RESPONSES TO COMPLAINANT’S DISCOVERY |
REQUESTS
Pursuant to Rules 4901-1-16, 4901-1-19 and 4901-1-20, Ohio Administrative Code,

Respondent FirstEnergy Solutions Corp. (“FES”) responds as follows to Complainant Bruce

Snyder’s Interrogatories and Requests for Production of Documents.




INTERROGATORIES

INTERROGATORY NO. 1:

What information does the FirstEnergy Solutions use to &istin‘guish service areas (i.e. o
DP&L, Duke Energy Ohio, ...) for online applications for service?

ANSWER:

Objection. This Interrogatory is vague, overbroad and unduly burdensome. This Interrogatory is
also ambiguous as to what “the FirstEnergy Solutions” refers. Subject to these objections,
generally when a customer visits the FirstEnergy Solutions (“FES”) website, the potential
.customer types in his or her zip code to view available offers for his or her service territory. In
addition, if a customer knows his or her utility company, the customer can view the offers by
selecting that utility.

INTERROGATORY NO. 2:

If there is a problem in processing an online application for service, what is the FirstEnergy
Solutions procedure for resolving that problem and is that procedure documented?

ANSWER:

Objection. This Interrogatory is vague and overbroad. Subject to these objections, the FES
procedure varies based on the “problem,” which is undefined in this Interrogatory. From a
general point of view, when a problem is present, the customer enroliment is rejected. FES
contacts potential customers if the customer made an error during the online application process.
This procedure is not documented due to the fact that it is an internal system configuration.

INTERROGATORY NO. 3:

Is the Steve I spoke to on May 31, 2013 (FirstEnergy Solutions recorded conversation),
Stephen C. Reifsnyder, Manager, Customer Care at FirstEnergy Solutions and if not what is
the first and last name and position of the Steve I spoke with?

The individual that spoke to Mr. Snydér on May 3 1, 2013 is Steve Hogan.




INTERROGATORY NO. 4:

Who did Frederick S. Maurer talk to in management about my case in August 2013 and
what is their position at FirstEnergy Solutions?

ANSWER:

Objection. This Interrogatory requests information subject to the work product doctrine. Subject
to this objection, Fred Maurer did not speak to an employee in management.

INTERROGATORY NO. 5:

Please provide, with as much detail as possible, what Becki Pastier learned about how
Bruce Snyder’s online application for service was accepted by the FirstEnergy Solutions
computer system?

ANSWER:

Objection. This Interrogatory is vague, overbroad and unduly burdensome. In addition, the term
“accepted” in not defined and is susceptible to more than one interpretation. Subject to these
objections, FirstEnergy Solutions has no response to this Interrogatory because Mr. Snyder’s
enrollment was rejected due to the fact that Mr. Snyder, as a customer of DP&L, applied for a
Duke Energy Ohio offer.

INTERROGATORY NO. 6:

Please state the first date after May 31, 2013 that FirstEnergy Solutions initiated contact of
any kind with Bruce Snyder to inform him that the $.0536/KWh offer for three years was
limited to Duke Energy Ohio customers.

ANSWER:

Objection, this Interrogatory seeks information either in possession of Mr. Snyder or within his
knowledge and also assumes incorrect facts. Subject to this objection, Mr. Snyder was made
aware of the fact that the service rate of $.0536/kWh he applied for was only available to
customers of Duke Energy Ohio on the FirstEnergy Solutions website, through the Terms and
Conditions he received and affirmatively acknowledged that he understood and also from
FirstEnergy Solutions employees. Mr. Snyder was also notified of this fact on July 29, 2013 and
in subsequent interactions with FES.




INTERROGATORY NO. 7:

For each FirstEnergy Solutions employee that spoke to Bruce Snyder or reviewed any
aspect of his complaint, please provide the date, time and place of the conversation; the
FirstEnergy Solutions individual’s address and phone number, the duration of the
conversation, and who said what to whom during the conversation.

ANSWER:

Objection, this Interrogatory seeks information either in possession of Mr. Snyder or within his
knowledge, is vague, overbroad and unduly burdensome, seeks information protected by the
attorney-client privilege and also requests information that is protected as work product. Subject
to these objections, see the call recordings, call log below and enclosures. In addition to the log
listed below, Mr. Snyder also spoke with Michelle Clancy of VXI and Fred Maurer of FES on
August 20, 2013, but there are no call recordings for this date. There were also several contacts
made with Becki Pastier of FES. The times for the calls between Mr. Snyder and Frederick
Maurer on August 16, 2013 are 12:04; 13:40 and 13:45. Any FirstEnergy Solutions’ employee
can be contacted through counsel for FirstEnergy Solutions.

Contents of CD’s previously sent to Mr. Snyder:

CD 1.

Call Number 1: 8:53 on July 29, 2013 between Bruce Snyder and Deborah Ison of VXI
Call Number 2: August 16, 2013 between Bruce Snyder and Fred Maurer of FES

Call Number 3: August 16, 2013 between Bruce Snyder and Fred Maurer of FES

Call Number 4: 16:33 on May 31, 2013 between Bruce Snyder and Steve Hogan of
Summit Advantage

Call Number 5: 11:06 on August 9, 2013 between Bruce Snyder, Lisa Manes and Kim
Dolly, both of VXI

Call Number 6: 11:40 on August 9, 2013 initiated by Lisa Manes of VXI, voicemail
received, then picked up by Mrs. Snyder

Call Number 7: August 9, 2013 between Bruce Snyder and Lisa Manes of VXI

CD 2:
Call Number 1: August 5, 2013 between Bruce Snyder and Tuniqua Jennings of VXI

Call Number 2: August 16, 2013 between Bruce Snyder and Fred Maurer of FES




INTERROGATORY NO. 8:

4 N
Please identify each and every person you expect to call as a witness at bearing inthis =~
proceeding, their address and phone number, and the substance of the facts to which each
such witness is expected to testify.

ANSWER:

Objection, this Interrogatory seeks information protected by the attorney-client privilege and
requests information subject to the work product doctrine. Subject to these objections, FES has
not determined the witnesses it intends to call but will supplement at a later date when
determined.

INTERROGATORY NO. 9:

What is FxrstEnergy Solutions policy for documentation required to confirm requests to
start electric service over the telephone and is that policy documented?

ANSWER:

Objection, This Interrogatory requests information that is vague and overbroad. Subject to these
objections, please see the enclosed Enroliment Script.




REQUESTS FOR PRODUCTION

REQUEST FOR PRODUCTION NO. 1:

Please provide copies all recorded conversations between FirstEnergy Solutions and Bruce
Snyder since May 22, 2013.

RESPONSE:

Objection, this request seeks information either in possession of Mr. Snyder or within his
knowledge. Subject to this objection, please see the CD’s previously provided.

REQUEST FOR PRODUCTION NQ. 2:

Please provide documentation of all FirstEnergy Solutions initiated phone calls to Bruce Snyder
since May 22, 2013.

RESPONSE:

Objection, this request seeks information either in possession of Mr. Snyder or within his
knowledge. Subject to this objection, please see the enclosed CD’s and documents.

REQUEST FOR PRODUCTION NO. 3:

Please provide copies of any and all documentation, including company policy documents that is
related to your answers in Interrogatories 1, 2, 3,4, 5, 6, 7 and 9.

RESPONSE:

Objection, this request seeks information either in possession of Mr. Snyder or within his
knowledge, is vague, overbroad and unduly burdensome. Subject to these objections, the
information from Interrogatory No. 1 can be found at www.fes.com. No documentation
exists for Interrogatories 3, 4 or 5. Please see the responses to Interrogatories 2 and 7 for this
request. Production for Interrogatory No. 9 is enclosed.



http://www.fes.com

REQUEST FOR PRODUCTION NO. 4:

Please provide copies of all FirstEnergy Solutions documentation sent to Bruce Snyder since
May 22, 2013, excluding any documentation that was also sent to the PUCO.

RESPONSE:

Objection, this request seeks information either in possession of Mr. Snyder or within his
knowledge, is vague, overbroad and unduly burdensome. Subject to these objections, see
enclosures. ‘

REQUEST FOR PRODUCTION NO. 5:

Please provide a copy of all FirstEnergy Solutions internal documentation, notes or computer
records relating to Bruce Snyder’s application for service or complaint since May 22, 2013.

RESPONSE:

Objection, this request seeks information either in possession of Mr. Snyder or within his
knowledge, is vague, overbroad and unduly burdensome, seeks information protected by the
attorney-client privilege and also requests information that is protected as work product.
Subject to these objections, see enclosures.

REQUEST FOR PRODUCTION NO. 6:

Please provide any evidence to show you had Bruce Snyder’s consent to enroll him for electric
service with FirstEnergy Solutions at $.0594/KWh for three years.

RESPONSE:

Please see the call recordings and enclosures.




As to objections: %

Scott J. Casto

Respectfully submitted,

Scott J. Casto (0085756)
FIRSTENERGY SERVICE COMPANY
76 South Main Street

Akron, OH 44308

(330) 761-7835

scasto@firstenergycorp.com

Attorney for FirstEnergy Solutions Corp.
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CERTIFICATE OF SERVICE

I hereby certify that a copy of the foregoing was served by Electronic and U.S. Mail to

the following person on this 6th day of December 2013.

Mr. Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

Scott J. Casto

Attorney for FirstEnergy Solutions Corp.




F’rst 76 South Main Street
- ® Akron. Ohio 44308

330-761-7835
Fax: 330-384-3875

Scott Casto
Attorney

Mr. Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

February 28, 2014

Re: Bruce Snyder v. FirstEnergy Solutions Corp.
Public Utilities Commission of Ohio
Case No.: 13-2031-EL-CSS

Dear Mr. Snyder,

Below please find a supplement to the FES response to Interrogatory No. 6, which
corrects a typographical error:

INTERROGATORY NO. 6:

Please state the first date after May 31, 2013 that FirstEnergy Solutions initiated
contact of any kind with Bruce Snyder to inform him that the $.0536/KWh offer for
three years was limited to Duke Energy Ohio customers.

ANSWER:

Objection, this Interrogatory seeks information either in possession of Mr. Snyder or
within his knowledge and also assumes incorrect facts. Subject to this objection, Mr.
Snyder was made aware of the fact that the service rate of $.0536/kWh he applied for was
only available to customers of Duke Energy Ohio on the FirstEnergy Solutions website,
through the Terms and Conditions he received and affirmatively acknowledged that he
understood and also from FirstEnergy Solutions employees. Mr. Snyder was also notified
of this fact on August, 5, 2013 and in subsequent interactions with FES.

Sincerely,
(..--‘ B . —
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ATTORNEYS

July 11, 2014

VIA REGULAR MAIL AND EMAJL

Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

Re:
Solutions Corp.
Public Utilities Commission of Ohio
Case No. 12-2031-EL-CSS

Dear Mr. Snyder:

LAURA MCBRIDE
Partner
direct 216.583.7034

direct fax 216.583.7035
Imchbride@uimer.com

In the Matter of the Complaint of Bruce Snyder v. FirstEnergy

Enclosed please find a service copy of Respondent’s Supplemental Responses to

Complainant’s Interrogatories in the above-captioned matter.

'

Sincerely,
-
A v, LN AR
7\@ e Logk
Laura McBride
Enciosure
CLEV1997 2100729v1
29414.00053

:

SKYLIGHT OFFICE TOWER
1660 WEST 2ND STREET, SUITE 1100
CLEVELAND, OHIO 44113-1448

Tl
216.583.7000

internat
www.uimer.com

fax
216.583.7001

CLEVELAND COLUMBUS CINCINNATI

CHICAGD
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BEFORE
THE PUBLIC UTILITIES COMMISSION OF OHIO

In the Matter of the Complaint of Bruce )
Snyder, ) CaseNo. 13-2031-EL-CSS

)

Complainant, )

)

v. )

)

FirstEnergy Solutions Corp., )

)

Respondent. )

)

RESPONDENT’S SUPPLEMENTAL RESPONSES
TO COMPLAINANT’S INTERROGATORIES

Pursuant to Rules 4901-1-16 and 4901-1-19, Ohio Administrative Code, Respondent
FirstEnergy Solutions Corp. (“FES”) submits this supplemental response to Complainant Bruce

Snyder’s Interrogatories:

INTERROGATORY NO. 8:

Please identify each and every person you expect to call as a witness at hearing in this
proceeding, their address and phone number, and the substance of the facts to which each such
witness is expected to testify.

SUPPLEMENTAL ANSWER:

FES expects to call Matthew Green, Manager of Retail Services Management, as a witness at
hearing in this proceeding. Mr. Green will testify regarding FES’s enrollment policies and
procedures and FES’s handling of Complainant’s attempt to enroll with FES. Mr. Green can be
contacted through counsel for FES.
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Scott J. Casto (#0085756)
Counsel of Record
FirstEnergy Service Company
76 South Main Street

Akron, Ohio 44308
: Phone: (330) 761-2352
Fax: (330) 384-3875
scasto@firstenergycorp.com (Willing to accept service by email)

Laura C. McBride (#0080059)

ULMER & BERNE LLP

1660 West 2™ Street, Suite 1100

Cleveland, Ohio 44113

Phone: (216) 583-7034

Fax: (216) 583-7035

Imcbride@ulmer.com (Willing to accept service by email)

On behalf of FirstEnergy Solutions Corp.

CERTIFICATE OF SERVICE
A copy of the foregoing Respondent’s Supplemental Responses to Complainant’s
Interrogatories was served this 11th day of July, 2014, via electronic mail and regular mail on:

Bruce Snyder
4461 Powder Hom Drive
Beavercreek, OH 45432
snyderbd888(@sbcglobal .net
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On behalf of FirstEnergy Solutions Corp.

CLEV1997 2100718v]
29414.00033
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FirstEnergy

Scicvtions

FirstEnergy Selutions Corp. — Residential Terms and Conditiens

These Terms and Conditions together with the enrollment materials are your Agreement for
electric generation service with FirstEnergy Solutions Corp. (“FES™). Please keep a copy for
your records,

FES is certified by the Public Utilities Commission ol Ohie ("PUCO™) to offer and supply
electric generation services in Ohio and is an affiliate of Ohio Edsson, The Toledo Edison, and
The Cleveland Electric [lluminating companies. As a Competitive Retail Electric Service
(CRES") provider, FES will supply the electric generation to Duke Energy Ohio, Inc., your
Electric Distribution Utility (“EDU™), based on your usage. Your EDU then distributes or
delivers the eleciricity to you. FES sets the generation prices and charges that the customners
pay. The PUCO regulates distribution prices and services. The Federal Energy Regulatory
Commission regulates transmission prices and services.

DEFINITIONS:

Generation Charge — Charge for the production of electricity.

Transmission Charge — Charge for moving high voltage electricity from a generation facitity
to the distribution lines of an EDTJ.

Distribution Service ~ Basic service [or delivering electricity over a distribution system to a
customer from the fransmission system.

RTO - Regionat Transmission Organization.

Right of Rescission — If you are a new or returning customer to FES, your EDU will send
vou a confirmation letter once you have been cnrolied to receive generation service from
FES. You have a right to rescind your enrollmeut within seven (7) calendar days
following the postmark date of the confirmation letter by following the instructions
contained in the letter. The Right of Rescission only applies when a customer switches to
a generatign supplier and not on renewal enrpllments. Your EDU will not send a
confirmation notice upon any renewa) of this Agreement.

TERMS AND CONDITIONS OF SERVICE

I, Eligibility, Only residential customer accounts that are on rate code(s) RS (referred to here
as “Customer™) are eligible for this offer, except that the following customers are not
eligible for this offer: (1) any customer accounts participating in energy assistance or low-
income rate programs that will pay a higher rate or that will be otherwise negatively
affected under this Agreement; (2) any customer of an electric cooperative or municipally
owned utility; or (3) any net metered customers. FES reserves the right to refuse enrollment
to any Customner with an outstanding balance. No other rate codes will be accepted,

. Basic Service Prices. During the term of this Agreement, you agree to pay FES a fixed
price of 5.36 cents per kilowatt-hour for a combined Transmission, Generation, and
Generation Related Charges (“Retai} Eleciric Serviee”).
tn addition to FES® charges. you will be charged by your EDU for distribution aod various
other charges. In addition to the charges described above, if any RTO or similar entity,
EDU. governmental entity or agency, North American Electric Reliability Corporation or
other industry reliability organization, or court requires a change 10 the terms of the
Agreement, or ithposes upon FES new or additional charges or requiremenis, or a change
in the method or procedure for determining charges or requirements, relating 10 your Retail
Eleciric Service under this Agreement (any of the forcgoing. a “Pass-Through Evem™),
which are not otherwise reimbursed to FES. Customer agrees that FES may pass through
any additional cost of such Pass-Through Event, which may be variable, to Customer.
Changes may toclude, without limitation, transmission or capacity requirements, new or
modificd charges or shopping credits, and other changes to retail electric customer access
programs,

3. Length of Agreement. Your Retail Electric Scrvice [rom FES, under the terms of this
Agreement, will commence with the next available meter reading following any applicable
rescission period, the acceptance of the enrollment request by FES (at its discretion and
consistent with Paragraph 7 below), and the processing of the enreliment by your EDU.
Your Retail Electric Service will continue until your June 2016 meter read date, unless
renewed in accordance with Paragraph 8.

4. Bilting. You wilt continue to receive a single bill from your EDU that will contain both
your EDY and FES charges. FES reserves the right to unilaterally modify this billing
format/pricing in the event the EDU is unable or unwilling to provide consolidated billing
in this formal or changes the calculation of the Price to Corapare. FES docs not offer
budget billing. If you do nol pay your bill by the due date, FES may cancel this Agreement
after giving you a minimum of fourteen {14) days written notice. Upon cancellation you
will be returned to your EDU as a customer for Retail Electric Service. You will remain
responsible to pay FES for any Reail Electric Service used before this Agreement is
cancelled, as well as any late payment charges. Further, your failure Lo puy EDU charges
may result in your electric service being disconnecied in accordance with the EDVU tariff
until the entire balance is paid in full.

3. Penalties, Fees and Exceptions. Your EDU may charge you switching fees. I you do not
pay the full amdunt owed FES by the due date of ihe bill, FES may charge & 1.5% per
morth late payment lee.

6. Cancellation/Termination Provisions. If this Agreement is not rescinded during any
applicable rescission period, then your enroliment will be complete. Thereafter, you may
terminate this Agreement, without penalty, only if you move out of the EDU service
territory Or into an area where FES will charge a different price. There will be o 3100.00
charge if vou terminate this Agreement for any other reason, except as expressly provided
herein. Should you cancel Retail Electric Service with FES and return to standard affer

I

C-00007739
service with your EDU, you may nor be served under the samie rates. terms. and
conditions thar apply to other EDU customers. Custoruer and FES both agree that the
following will constitule force majeure events under this Agreement and that FES shall
have the right to terminate or modify the agreement without liabilily if: (1) the Eleciric
Security Plan (ESP). Market Rate Offer (MRO) and/or Competitive Bid Process (CBP),
or other generation procurement process results in a Price To Compare (PTC) thal 15
equal to or Jess than the comparaple annualized generation and transmission rates and
riders in effect as of the effective date of this Agreement or (2) the PUCO approves or
implements a phase-in credit for generation and/or transmission charges of the EDU or
takes any other action which affects the PTC or otherwise does not alfow the EDU 10
reflect the full cost to procure generation and transmission in the PTC or other regulatory
action. In the event that the program is terminated, you will be returned to your EDU’s
standard service offer.

7. Customer Consent and Information Release Authorization. By choosing to accept
this offer from FES, you understand and agree to the terms and conditions of this
Agreement with FES. You authorize FES to obtain your information from your EDU
that includes, but is not limited to: billing history, payment history, historical and future
electricity usage, meter readings, and characteristics of electricity service. FES reserves
the sole right o determine if your eredit standing is satisfactory before accepting your
enrollment request. This Agreement shall be considered fully executed by FES following
acceptance of your enrollment request by FES, the end of any applicable rescission
period, and subsequent acceptance of the enroilment by your EDU.

8. Contract Expiration / Automatic Renewal. At the end of its term, this Agreement will
expire, or at FES® option, automatically renew for a term less than or equal to its initial
term unless you affirmatively cancel the Agreement. The wrmination fee during any
renewal term will be $25, You will receive two natifications from FES in the thinty-five
(35) 1o ninety (90) days that precede either the expiration date of this Agreement or the
eflective date of any changes FES proposes to its terms of service. The first notice will
be a writlen one. In these advance notifications FES will explain your options, which
may include renewing the Agreement, the specified rate, proposed changes if any, and
what actions you must take to cancel the Agreement, You are responsible for arranging
your Retail Electric Service upon the expiration of the Agreement.

9. Dispute Procedures, Contact FES with any questions concerning the terms of service by
phone at 1-888-254-6359 (toll-free) M-F 8 am. — 5 pm. EST or in writing at 341 White
Pond Drive B2, Atin: Contract Administration, Akron, OH 44320. Qur web address is
www.fes.com. Hf your complaint is not resolved after you have called your electric
supplier and/or your electric utility, or for general utility information, residential and
business customers may contact the Public Urilities Commission of Ohio for assistance
at 1-800-686-7826 (toll free) or TTY at 1-800-686-1570 (toll free) from 8:00 am. tv
5:00 p.m. weekdays or at www.PUCQ.ohio.gov, Residential customers may also contact
the Ohio Consumers” Counsel (OCC) for assistance with complaints and utility issues at
1-877-742-5622 (tolf free) from 8:00 a.m. to 5:00 p.m. weekdays or at www.pickocc.org.

10. Miscellaneous. You have the right 1 request from FES, twice within a rwelve (12)
month period, up to twenty-four (24) months of payment history, without charge.

FES will not release your Social Security number and/or account number(s) without your
written consent except for the FES® collections and reporting, participating in programs
funded by the universal service fund. pursuant to section 4928.54 of the Revised Cade,
or assigning a Customer’s contract 1o another CRES provider.

FES' environmental disclosure statement is available for viewing on our website —
www.fes.com. FES will make the required quarterly updates to the statement
elecronically on our website and wilk also provide the information upon request.

FES may assign its rights to another, including any successor, in accordance with the
rules and regulations of the PUCO.

FES assumes no responsibility or liability for the following items that are the
responsibility of the EDU: operation and maintenance of the EDU's electrical system,
any interruption of service, termination of service, or deterioration of the EDJ*s service.
In the event of a power outage, you should contact your EDU,

Customer is responsible for providing FES with accurate account information. If said
information is incotrect, FES reserves the right to reprice the applicable accouni(s) or
terminate the Agreement.

FES reserves the right to return Customer to the EDU if Customer’s rate code js changed
and the account is no fonger eligible for this program,

Customer authorizes, but does not obligate, FES to exercise Cuslomer’s governmental
aggregation opl-out rights.

I1.Warranty. FES wurrants litle and the right to all electricity sold hereunder. THE
WARRANTIES SET FORTH IN THIS PARAGRAPH ARE EXCLUSIVE AND ARE
IN LiEU OF ALL OTHER WARRANTIES, WHETHER STATUTORY, EXPRESS OR
IMPLIED, INCLUDING BUT NOT LIMITED TO ANY WARRANTIES OF
MERCHANTARBILITY, FITNESS FOR A PARTICULAR PURPOSE OR ARISING
OUT OF ANY COURSE OF DEALING OR USAGE OF TRADE.

OH RES fixed vi0.]12



http://www.fes.com
http://www.PUCO.ohio.gov
http://www.pickocc.org
http://www.fes.com

-\\Y‘/‘ FILE |
| Ohi o Public Utilities T
CoOMMISSIOMRECEIVED- DICKETING 5iV pygpe Utilites Commission of Ohio

BI30CT-2 PHI2: 37 (6O E. Broad 5

! Columbus, OH 43215

Formal Compi§nit FOIIf) |5- 202 -E | -CSS

Bruce Snyder 4461 Powder Horn Drive
Customer Name (Please Print) Customer Address

Beavercreck OH 45432
City State Zip

Against 3154719158

Account Number

Customer Service Address (if different from above)

FirstEnérgy Solutions

State Zip

Utility Company Name City

Please describe your comnplaint. {Attach additional sheets if necessary)}

On May 22, 2013 I applied for electric service online at FES Solutions (FES) website for a
$.0536/KWh rate for three years. On May 30, 2013 I received a letter in the mail saying FES was
having difficuity enrolling my account and requested that { call FES at my earliest convenience. I
called FES on May 31, 2013 and talked to Steve, answered all his questions including who my
current service provider was (Dayton Power and Light (DP&L)} and confirmed the website rate of
$.0536/KWh was still valid and that service at that rate would start in June 2013 (FES recorded this
conversation and the Public Utility Commission of Chio (PUCO) and I have a copy of that
recording). Actually, if you listen to this conversation Steve first brings up the fact that P'm a
DP&L customer before I'm asked to confirm I’m a DP&L customer. Based on this conversation, I
believed electric service with FES would start on June 20, 2013 (next meter reading date) at
$.0536/K'Wh for three years. FES did not.contact or inform me to expect anything different.

I received my June - July 2013 DP&L bill on July 28, 2013 and noted that my electric provider
had not changed to FES as expected. I contacted FES on July 29, 2013 and was informed that the
problem would be taken care of and I would be enrolled as soon as possible. FES gave me a

See attached continuation sheet.
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937 405-3642

Tnils is to certify that the images appearing are an
accurate amd complete reproduction of a case file
document delivered in the regular course of business
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180 East Broad Street an Date Processed (614) 466-3016
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Continuation sheet

confirmation number of 1446043 for this exchange. | also told FES | would be looking for them
to reimburse me the difference in rates since June 20, 2013 since they led me to believe that
service at the lower rate would begin at that time. | didn’t hear anything back from FES as
expected so | called FES again on August 5, 2013 and spoke to Toniquia and initially received a
response similar to the one | received on July 29, After a very lengthy time on hold | was
informed that the offer | applied for was only valid for Duke Energy customers (FES recorded
this conversation and the PUCO and | have a copy of that recording). 1 referred Toniquia to the
May 31, 2013 conversation where | was certain that | informed FES that | was a DP&L customer.
1 also informed FES that DP&L gave me until 12 days prior to the next meter reading date
(August 22, 2013) to change providers otherwise DP&L would become my default provider at a
much higher rate. 1 advised FES that they would have to resolve any problems and sign me up
at the promised rate prior to this time in order to start service. FES said they would perform an
investigation and get back to me. FES didn’t get back to me so | continued to call them and this
process repeated itself over and over again for the next month with most of the additional calls
| made to FES listed below:

August 9, 2013, spoke to Lisa

August 9, 2013, spoke to Kim and Terri (supervisor)
August 16, 2013, spoke to Fred Maurer

August 16, 2013, spoke to Matt

August 20, 2013, spoke to Michelle

FES has recordings of all these conversations but they have not been made available to me
or the PUCO. Through these conversations, | was accused of incorrectly entering names, zip
codes, account numbers, ... on the online application for service. The facts show that all
information was entered correctly, otherwise the incorrect information would have been
included in the letter that FES mailed to me on May 28, 2013 but ali information was correct on
that letter. Eventually | spoke several times to Fred Maurer who is a senior customer service
representative at FES. On August 31, 2013 Fred said he would try to get me the best rate he
could and got back to me approximately 2 weeks later with an offer of $.0594/KWh (same offer
| declined on August 5t). | declined that offer and again asked Fred to listen to the May 31
recording where 1 recalled that FES agreed to the $.0536/KWh rate for three years. Several
days later | received a letter in the mail with notice that FES had signed me up for a
$.0594/KWh rate for three years without my consent. | called both DP&L and Fred to cancel
the change of service request. 1 asked Fred why he had submitted the service change request
without my consent and he replied that he thought he had my consent. ! had previously asked
Fred about reimbursement of the difference in charges between what | would have paid under
the FES rate versus the rate 1 was actually paying and Fred informed that he would try to get




reimbursement but he couldn’t guarantee anything. FES should also have this conversation
recorded but | don’t have a copy of that recording.

At this point FES assigned Becki Pastier (customer acquisition analyst) to work the issue and
she called me in early September 2013. Becki sald she had looked into my online application
and she said the FES system cues on the zip code entered online to determine the service area
(DP&L, Duke, ...). Becki said she noted that | had entered everything correctly online and she
didn’t know how | was allowed to complete the application for service at the $.0536/KWh rate
for three years with the zip code | had entered. Becki informed me that she couid get me
reimbursement for the difference in charges listed above if | sent her copies of my DP&L bills,
Becki then asked if this would be sufficient to resoive the matter. [told her that { still believed
that FES agreed to the $.0536/KWh rate during the May 31, 2013 conversation knowing that |
was a DP&L customer and that | wouldn’t agree that the issue was resolved until the recording
of that conversation was sent to the PUCO. Becki agreed to do that but then thought the
matter was resolved even though the recording clearly showed that FES knew | was a DP&L
customer and still offered me the $.0536/KWh rate for three years. | don’t know if FES
recorded the conversation with Becki Pastier but | do have several email exchanges that
support what | have stated abave.

If FES subsequently realized they had made a mistake in making this offer to me, they had an
obligation to inform me of this errorin a timely manner so | could sign up for service with
another company, FES didn’t inform me until over two months later even though | had initiated
two calls to FES in the intervening two plus months. I have been dealing with FES in good faith
in trying to resolve this matter but FES has not been dealing in good faith in kind as
demonstrated by their attempt to sign me up for service with their company at a higher rate
and delaying resolution when FES has had all the data to resolve this (through recorded
conversations) at any time. | believe a contract was in place between FES to provide electric
energy service at $.0536/KWh for three years as evidenced by the May 31, 2013 telephone
conversation and FES is reneging on that contract. | just received my August — September
electric bill but 1 have not forwarded any bills onto FES. I'm afraid that FES will construe this
action as full settlement in this case and that is not acceptable.

f am seeking compensation for 1) lost savings over the three years that the $.0536/KWh rate
was offered to me 2) time spent trying to resolve this Issue while FES was not dealing in good
faith 3) additional time | must now spend to sign up for electric service over next three years
4) phone calls made to FES 5) copying/mailing costs to file this claim and provide evidence to
PUCO 6) travel to hearings in Columbus 7) time off work to resolve this issue 8) compensation
for breaking the contract for electric service without my consent. This comes out to be
abproximately $15,000.




Bruce Snxder ‘ .

From: fescustomercare@fes.com

Sent: Wednesday, May 22, 2013 12:22 PM
Ta: snyderbd888@sbceglobal.net
Subject: Your FirstEnergy Solutions Enroliment

Thank you for choosing FirstEnergy Solutions as your electric generation supplier! Please print this document and your Terms and
Conditions as a record of your enrollment. : .

Confirmation number: bb4d0d82didafad65aed e
Selected Offer: 5.26 cents/kWh through June 2016 .

Your contract start date will begin at the earliest possible meter read date, When your cotttract ends, FirstEnergy Sohrtions will contact
you and offer you a competitive renewasl price,

As a reminder, you wilt receive a confirmation letter from Duke Energy when your enrollment is processed. You DO NOT need to
respond to the letter from your utility in order to continue your enroliment with FirstEnergy Solutions,

We appreciate your business and the opportunity to serve vou. If you have my questions regarding your account with FirstEnergy
Soluticns, please call us at 1-877-204-9520, Monday through Friday, 8 a.m. to 5 pm.

Again, thank you for enrolling with FirstEnergy Solutions.

The information contained in this message is intended only for the personal and confidential use of the recipient(s) named
above. If the reader of this message is not the intended recipient or an agent responsibie for delivering it to the intended
rectpient, you arc hereby-potified that you have received this-document in error and that any review, dissemioution, -~ — —— " -
distribution, or copying of this message is strictly prohibited. If yon have received this communication iu error, please notify

us immediately, and delete the original message. )
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Bruce Sn‘;'tvo
4461 POWDER HORN
BEAVERCREEK OH 45432-4029

Dear Bruce Snyder, ﬁ, r}l é’f’ : L W fv{
RE: Customer/Account Number: 3154719158 L/ l é o ‘-/ 3 Sﬂ' '{ W{/
%l“m e p!

~ Thank you forchoosing FirstEnergy Solutions (FES) as your electric generation supplier. Unfortunately, we
are having difficulty enrolling your account. According to your local electric utility company, the
customer/account number you provided to FES for enrdliment is not valid. , ‘

Please call us at 1-888-254-6358 (Monday through Friday, 8 AM to 5 PM) at your earliest convenlence
so that we can resolve any issues and sign you up as a customer. )

When calling, please make sure you have your most recent electric bill on hand. We appreciate‘ the
opportunity to serve you and look foward to helping you save on your electric generation.

Sincerely, PTTITAN , .

Stephen C. Reifsnyder Aoy o
ephen C. Reifs ; N

Manager, Customner Care S p‘ws 7 ﬁbﬂ ‘

FirstEnergy Solutions

Wi Kd&”_ﬂ@fbmm 7L
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. : The Dayton Power and Light Company
DP&L

Working For ¥or Today aw Joomow

, : 08/01/2013
TR HIEN U BT 8 LR CLATT TR
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ELIZABETH A SHYDER W%
G481 PGWDER HORN DR

BEAVERCREEK OH 45432-4029

QT

ACCOUNT; 3154719158 T
SERVICE ADDRESS: ~ 4461 POWDER-HORN DR .

Dear Customer:

We have received a notification from DUKE ENERGY RETAIL SALES, LLC that they
will no longer be providing vour electric service effective 0B/22/2013. You may
either select a new supplier, or return to DPEL'S STANDARD OFFER. A new -
supplier must notify DP&L of its intent to supply vour electric service a

ninimum of 1 priocr to a scheduled meter reading date.

9 A -
It is important that DPE&L obiain an actual meter reading prior to chanping your
supplier to en the change is based on an actual reading rather than

estimated usage. A representative is scheduled to read the meter on 08/22/2013.

This change in wour electric service will first be reflected on the DPEL bill
mailed to vou on 09/24/2613. Under DPEL'S STANDARD OFFER, vour monthly DP&L
bill will contain our electric, delivery service and gener'at:.on service charges:
We are pleased to once again be your supplier of choice. Please call 331-3500
or 1 (800) 929-8646 if you have any questions. k

The Dayton Powaer and Light Company

08012013-CDB91-FCLTR-EC




F :‘ ; 341 White Pond Drive
Akron, Oio 44520

Solutions

08/16/2013
0000242 20130818 IHGTDD1 MDBI.—1§0 1 OZ DOM HG7D 000" 160408 DX
Ryt e b Eobete R el ]k

ELIZABETH A. SNYDER .
4461 POWDER HORN DR @
BRUCE 3
BEAVERCREEK OH 45432-4028

RE: Cuslomer/Account Number 3154719158
Dear Elizabeth A. Snyder:
Thank you for choosing FirstEnergy Solutions as your electric generation supplier and securing a great low generation price!

Here are some importani reference items you will need when reviewing your terms with FirstEnergy Solutions:

Electric Utiliey Price per kWh Cancellation Fee Service Address | Cootract Term .
(For early termination of this .

! agreement)
{ Dayton Powerand | 5.94¢/kWh through june 2016 meter |  525.00 for each account Jess than 4461 Powder Hom Dr Through 4461 .
: read Bruce, Beavercroek, O | Powder Hotn Drr

Light Co. 99,999 annual kWh
ght Co. 45432-4029 Bruce meter read !

When your current contract is coming to an end, FirstEnergy Sclutions will provide & competitive renewal price because we want to
keep you as a customer for vears 1o come.

We've enclosed your posi-enrollment materials, which jaclude a copy of the terms and conditions under which we will provide electric
generation service o you. These documents are for your files and for your reference — no further action is required on your part.

If your personal information above is incomplete or incorrect, or if you have any questions regarding your account with FirstEnergy
Solutions, please call us at 888-254-6359, Monday through Friday, SAM to 5PM. We appreciate your business and the opportunity to

SEIve you.

e e - o a— PN - [ [ f e mmim u A s e e e

Sincérely,

Stephen Reifsnyder
Customer Care Manager
FirstEnetgy Solutions Cotp.

C=00007I32 L2622 %

FESLHO1




Bruce Sn!der

From: Bruce Snyder <snyderbd888@sbeglobal.net>
Sent: Wednesday, September 18, 2013 11:26 PM
To: rpastier@firstenergycorp.com’

Ce: ‘ContactThePUCO@puc.state.oh.us’
Subject: RE: Becki Pastier email

Becki,

If you agreed to the rate on 31 May, you agreed to the rate and you can’t take it back at your choosing. You have a
much bigger Hability here and the fact that you have been trying to blame me for applying for a rate that you say wasn’t
extended to me makes this even worse, Even if the offer didn’t apply to me when | applied online on 22 May, the offer
was extended to me on 31 May. If you are unwilling to extend that rate to me now, according 1o the terms agreed to,
then | will have to seek legal action since the evidence is overwhelmingly in my favor. | have been extremely patient
with First Energy up to this point but that is about to change if you don’t make this right.

Bruce Snyder
PUCO Case # BSNY(812134U

From: rpastier@firstenergycorp.com [mailto;rpastier@firstenergycorp.com]
Sent: Wednesday, September 18, 2013 4:36 PM

To: Bruce Shyder

Subject: RE: Becki Pastier email

Hi, Bruce,

Please be advised that my offering to send the CD with the recorded calls to you was incorrect. Our company policy does
not allow me fo do that, however, [ am sending it to the PUGO and if they chosé to send that along to you, that is at their
discretion.

On the May 31, 2013 cali, there is reference and agreement from both parties, FES & you, that your utility is DPL.

On the August 5, 2013 call, there was discussion conceming the rejected enrofiment, the amount of letters in the account
number, clarification on the name on the account (Elizabeth), that the $0.0536 offer for DPL had expired, and that the
account enrolfed was not eligible for that offer since the account was under the DPL ufility.

1 will waif on those 3 involces for lost savings.
Thank you Kindiy,

Becki Pastier

Customer Acquisition Analyst]| FirstEnergy Solutions
Mobile: 330-697.8951 i Office: 330-436-1402

Fax: 330-315-9162

rpastier@fgs.com | Web: fas.com
N .., '
S&!_nﬂo_na :

“Start ‘by dcing whays necessary, then what's possibie: and suddenly you are doing the imposstble.”

Saint Francis of Asgisi

¢
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From:  "Bruce Styder" <snvderhd858ahsheglobal. net>
To:  <ipasfier@irstenemycorp.com>

Cc:  <ContaciThePUCO®puc.state oh,us>

Date: 08/1772013 10:57 PM

Subject  RE: Becki Pastier amatl

i

Becki,

Can you be more speclfic on the date of the calls that you have and what they say (or better yet send me the recordings in a format
that 1 can listen to)? On the 31 May call | answered many specific questions about my current account and | confirmed the rate that
was offered. Your statement below leads me to believe that First Energy was informed during the phone cali that | was a DP&L
custamer and you were proceeding with the enrollment knowing that fact. Kelly at PUCO called today and said she received the
recordings but they were not in a format she could listen to.

I was a Duke Energy customer from June to August at which time my account switched to DP&L for the August to September billing.

Bruce Snyder
BSNY0812134U

From: rpastier@firstenergycorp.com {mailtoirpastier@firsten orp.com
Sent: Tuesday, September 17, 2013 8:58 AM

To: Bruce Sayder
Subject: RE; Backi Pastier email

Good moming, Bruce,

| do have 2 of the phone recordings and | will forward them to the PUCO per your request. They indicate that you were
advised that the enroliment was in process on the first phone call and that you would be contacted in a timely manner for
you to enroll for August on the 2nd call.

As such, lost savings are being offered for the difference between the Dayton Power & Light price to compare and the
price of $0.0536 per kilowatt hour for the June fo July, July to August, and August to Septembser bill,

Please let me know how you will be forwarding the bills to me so that | know where to waich for them.
Feel free to reach out to me with any questions.

Thank you so much and have a super day!

Becki Pastiar

Customer Acquisition Analyst| FirstEnergy Solutions
Mobile: 330-697-8951 | Office: 330-436-1402

Fax: 330-315.9162

rpastiar@®fes.com | Web: fas.com

m. . ' !
Saiutions B :

“Start by doillxg what's neeessary, then what's possible; and suddenly vou are doing the impossiblé.”

2
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Saint Francig of Assisi

From:  "Bruce Snyder” MMM’
Ta:

Date:  09/6/2013 14:15 PM

Subject  RE: Becki Pastier mall

Becki,

| received your ¢all today and have the June-July and July-August DP&E bills scanned in but | don’t have the August-September bill
yet and probably won't get it until October. You didn’t say anything about the phone recordings that you should have access to by
now. Do you have those recordings and if so, do they confirm what I've been telling First Energy for several months now? Have you
sent those recordings off to the PUCO? That was our agreed to way forward so if you don’t plan to do that | need {0 know why.

Bruce Snyder

Fromy: rpastier@firstenergycorp.com [mailto:rpastier@firstenergycorp.com
Sent: Monday, Septernber g, 2013 8:27 AM

To: snyderbd888@shceiobal.net
Subject: Becki Pastier emall

Good morning, Bruce,
Fred Maurer forwarded your email to me, Please find my contact information attached.

I am in process of pulling all associated calls, per your request. | had hoped fo have them Friday, but should have them in
the next couple days.

Thanks for your patience!

7

Becki Pastier

Customer Acquisition Analyst| FirstEnergy Solutions
Officer 330-436-1402

Fax: 330-315-9162

rpastier@fes.com | Web: fes.com

Salutions

“Start by doing whar's necessaty, then what's possible; and suddenty you are doing the impessible.”

Saint Francis of Assist

The information contained in this message is intended only for the personal
and conﬁdentlal use of the recipient(s) named above. If the reader of this message is not the intended recipient
or an agent responsible for delivering it to the intended recipient, you are hereby notified that you have received
this document in error and that any review, dissemination, distribution, or copying of this message is strictly
prohibited. If you have received this communication in error, please notify us immediately, and delete the

original message.
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Ha=deo First Choice /System/FirstEnergy To Retail Service
T Management@FirstEnergy

7 08/12/2013 10:21 AM .

Subject Bruce Snyder
FES.com Forward for
FES-081213-091124

PUCO COMPLAINT
Warning: Email address has caused delivery failures

Inbox Email

Request Number: FES-081213-091124
FE User ID
Date Created: 08/12/2013 09:11:24 AM
Status: Active
Source: Email
Assigned To: FES.com FirstChoice
Last Replier:
History

USerInfo ind Comments::

Date Created: 08/12/2013

FormType:

First Name, Last Name:

Sent To: First Choice/FirstEnergy

Company Name:

Requestor Email : <ContactThePUCO@puc.state.ch.us>

Subject: Electric Provider Complaint 5 Days. Case: BSNY0812134U
Message:

PUBLIC UTILITIES COMMISSION OF OHIO

Initial Submission of a Consumer Complaint
Provider of Electric

Please respond within 5 business days via e-mail or by fax

CASEID: BSNY0812134U

CUSTOMER: Bruce Snyder
COMPANY:
ADDRESS: 4461 Powder Horn Dr

Beavercreck, OH 45432

SERVICE ADDRESS: 4461 Powder Horn Dr, Beavercreek OH, 45432, Greene



http://FES.com
http://FES.com
mailto:ContactThePUCO@puc.state.oh.us

ACCOUNT NUMBER:

NIQ: (937) 405-3642
CBR:
DESCRIPTION OF ISSUE:

Customer enrolled with FES online and received confirmation via eamil on 5-22-13 for a rate of
$0.536 for 3 years. FES never enrolled him on this rate or enrolled him at all. When he
contacted the company, he was told they can no longer offer the rate he signed up for.

Customer did receive a letter saying that said FES was having difficulty enrolling his account on
5-28-13. Customer called the company and spoke to Steve on 5-31 and he said his acct would be
trsf to FES on 6-20-13. This raised an eyebrow when the customer never saw FES on his last
bill.

Advised the customer that if he has confirmation with that rate, the company "has" to bill him as
such. Advised I will contact the company to verify WHY they offered a rate and he accepted, but
now they are not honoring it. I will also inquire as to why he was never enrolled.

Sincerely,

Kelly Mabra
Compliance Investigator
In'vestigation and Audit Division

614-995-2008 Fax

- Your FirstEnergy Solutions Enroliment.html

w¥rEw*  END OF DOCUMENT  *****




_‘ F”stEne’gy 341 White Pond Drive
—

Solutions Akron, OH 44320

August 16, 2013

To: Kelly Mabra

Compliance Investigator

Investigation and Audit Division

Public Utilities Commission of Ohio

Case ID: BSNY0812134U

RE: Bruce Snyder

Service Address: 4661 Powder Horn Dr. Bevercreek, Ohio 45432
Utility Number: 3154719158

Darita,

We are following up with you on Case ID: BSNY0812134U, regarding Bruce Snyder. The customer’s
complaint pertains to an internet enroliment failure into a FirstEnergy Solutions (FES) program.

Agcording to FES records, Mr Snyder submitted an Internet enroliment to FES on May, 22, 2013 . The
offer for residential customers was for a guaranteed price of 5.36 cents per kilowatt hour (kWh) through
his June, 2016 billing cycle. The offer carries a $100.00 early termination fee.

When a customer enrolls on line, he is presented a copy of the terms and conditions of the offer before
the data is saved. The system also prompts the customer to print off a copy of the decument.

On May 24, 2013, Duke Energy rejected the FES enroflment request as “Account Not Found”. This was
the result of Mr. Snyder having selecting Duke Energy as his current utility on our enroliment form.
Dayton Power & Light is his utility.

When Mr Snyder called FES to investigate the issue, he was told that the offer was no longer available.

I spoke with Mr Snyder on August 16, 2013, and advised him thaf the enrollment will now be sent to PPL
at 5.94 cents per KWh through June 2016 and a lost savings credit will be processed for the maonths of
March 2013 through August 2013

The new offer carries a $25.00 ETF.
Mr. Snyder was satisfied,

’

Let me know if there is anything else we can provide.
Thank you,

Frederick S. Maurer

FirstEnergy Solutions Gustomer Care
Phone: 1-330-436-1547

Fax: 1-888-820-1416

Email: Firstcholce@FES.com
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; First Choice /System/FirstEnergy To Retail Service
L 09/17/2013 03:05 PM w Management@FirstEnergy

* Subject Bruce Snyder - Follow Up
FES.com Forward for
FES-091713-025538

PUCO COMPLAINT - FOLLOW UP
Warning: Email address has caused delivery failures

Inbox Email

Request Number: FES-091713-025538
FE User ID
Date Created: 09/17/2013 02:55:38 PM
Status: Active
Source: Email
Assigned To: FES.com FirstChoice
Last Replier:
History

1

User Information and Comments . "

Date Created: 09/17/2013

FormType:

First Name, Last Name:

Sent To: First Choice/FirstEnergy

Company Name:

Requestor Email : <ContactThePUCO@puc.state.oh.us>

Subject: Follow-up E-mail. Case: BSNY0812134U
Message:

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re:  Bruce Snyder
4461‘ Powder Horne Dr

Beavercreck, OH 45432
(937) 405-3642

CASE ID: BSNY0812134U

Notes:

The voice recordings did not come through. There was a lot of scattered letters...opposed to



http://FES.com
http://FES.com
mailto:ContactThePUCO@puc.state.oh.us

giving me the option to press play.

Could you please send the customer (copy me) the recordings at snyderbd888 @sbcglobal.net?
He was also made aware that this issue originated by him stating Duke was the correct supplier in
stage one of the enrolment. I went though a dummy enrolment and also told him how someone
could miss that (if rushing), because it is already filled in with the company name. He is aware
that of the courtesy credits as well.

From: Kelly Mabra

Compliance Investigator
PUCO/SMED/IAD

***** ENDOF DOCUMENT *****
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F’,StEn_e_Lgy 341 White Pond Drive

Solutions Akron, OH 44320

September 17, 2013

To: Kelly Mabra

Compliance investigator

Investigation and Audit Division

Public Utilities Commission of Ohio

Case ID: BSNY0812134U

RE: Bruce Snyder

Service Address: 4461 Powder Horn Dr, Beavercreek, OH 45432
Utility Number: 3154719158

Dear Kally,

We are following up with you on Case ID: BSNY0812134U, regarding Bruce Snyder. The customer’s
complaint pertains o a delayed enroliment with FirstEnergy Solutions (FES).

Cn May 24, 2013, Mr. Snyder enrolled with FES via the web. The enrollment elected was a Duke offer.
Mr. Snyder is a Dayton Power & Light customer, however, he stated that he had Duke Energy as his
supplier at the time.

An enraliment rejection was sent to Mr. Snyder on May 24, 2013.
Mr. Snyder called the FES contact center on May 31, 2013, As both utilities have the same number of
digits in their account numbers, and Duke Energy was listed as the customer's utility, there was

confusion regarding the enrollment and the representative inadvertently told Mr. Snyder that the
enrollment was in process.

Mr. Snyder called the FES contact center again on August 5, 2013 and was advised that we were unable
io provide the rate of $0.0536 per kilowatt hour (KWh) for the Dayton Power & Light enrollment as that
offer was for Duke customers only. Variances in tariffs and markets distinquish rate offers from utility to
utility. An offer for one Electric Distribution Company (EDC) is not available for any other EDC.

FES cffered Mr. Snyder a rate of $0.0594 per kwh for which he declined.

Copies of contact center calls between Mr. Snyder and FES for the dates of May 31, 2013, and August
5, 2013 are attached per the customer’'s request.

In the interest of good customer service, FES is willing to pay Mr. Snyder the difference between the
Bayton Power & Light price to compare or the supplier price on his bill and $0.0536 / kwh for the months
of June to July, July to August, and August to September 2013.

Mr. Snyder indicated he would be sending copies of bills to FES for lost savings.

Let me know if there is anything else we can provide,

Thank you,

Becki Pastier
FirstEnergy Solutions Customer Care

Phone: 1-330-436-1402
Fax: 1-888-820-1416

Email: Firstchoice@FES.com
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. Re: Becki Pastier email

§ Bruce Snyder

to:

rpastier@firstenergycorp.com

09/20/2013 05:00 PM

Cc:

"ContactThePUCO @puc.state.oh.us"

Hide Details

From: Bruce Snyder <snyderbd888 @sbcglobal.net>

To: "rpastier @firstenergycorp.com” <rpastier@firstenergycorp.com>

Cc: "ContactThePUCO@puc.state.oh.us" <ContactThePUCO@puc.state.oh.us>

History: This message has been forwarded.
Beckie,
What you say is mostly correct but if you recall, you specifically asked me if reimbursement of lost
savings was acceptable and I said no. I then said I needed to have PUCO listen to the 31 May telephone
conversation before any further decisions were made. That is where we are today and the 31 May
recording confirms all the allegations I have made and conclusively refutes most of what First Energy
has been saying for the last four months. We can negotiate a settlement or I can speak to the Ohio
Attorney Genera] and get resolution that way, the choice is yours but the clock is ticking. I plan to start
this process Tuesday morning unless we come to some written agreement prior to that time.

Bruce Snyder
PUCO Case # BSNY0812134U

Sent from my iPad

On Sep 20, 2013, at 8:17 AM, rpastier@firstenergycorp.com wrote:

Hi, Bruce,

i

According to the phone call that you and | had, you stated that you had already elected another
supplier and that what you were seeking from FirstEnergy Solutions was lost savings between what
you had paid for electricity and $0.0536 per kilowatt hour for your June to July 2013, July to August
2013, and August to September 2013 billings. We agreed to provide that to you and are now

file://C:\Users\17695\AppData\Local\Temp\notes97ES3A\~web3967 htm 10/7/2013
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waiting for invoices from you.
| will watch for those to be snet at your earliest convenience.
Thank you very much,

Becki Pastier

Customer Acquisition Analyst| FirstEnergy Solutions
Mobile: 330-697-8951 | Office: 330-436-1402

Fax: 330-315-9162

rpastier@fes.com | Web: fes.com

<mime-attachment.gif>

True happiness... is not attained through sel-gratification, but through fidelity to a worthy purpose.
Helen Keller

1
From: "Bruce Snyder” «<snyderbd8B8@sbeyglobal.net>
To: <rpastier@firstenergvcorp.com
Ce: <ContactThePUCO@puc.stale.oh.us>
Date: 09/19/2013 03:26 AM
Subjeat: RE: Becki Pastier email

Becki,

if you agreed to the rate on 31 May, you agreed to the rate and you can't take it back at your choosing. You
have a much bigger liability here and the fact that you have been trying to blame me for applying for a rate
that you say wasn’t extended to me makes this even worse. Even if the offer didn’t apply to me when |
applied online on 22 May, the offer was extended to me on 31 May. If you are unwilling to extend that rate
to me now, according to the terms agreed to, then | will have to seek legal action since the evidence is
overwheimingly in my favor. [ have been extremely patient with First Energy up to this point but that is

" about to change if you don’t make this right.

Bruce Snyder
PU@CO Case # BSNY0812134U

From: rpastier@firstenergycorp.com [mailto:rpastier@firstenergycorp.com]
Sent: Wednesday, September 18, 2013 4:36 PM

To: Bruce Snyder

Subject: RE: Becki Pastier email

Hi, Bruce,

Please be advised that my offering 1o send the CD with the recorded calls to you was incorrect. Cur
company policy does not allow me to do that, however, | am sending it to the PUCO and if they

chose to send that along to you, that is at their discretion.

file://C:\Users\17695\AppData\Local\Temp\notes97E53 A\~web3967 .htm 10/7/2013
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On the May 31, 2013 call, there is reference and agreement from both parties, FES & you, that your
utility is DPL.

On the August 5, 2013 call, there was discussion concerning the rejected enroliment, the amount of
letters in the account number, clarification on the name on the account (Elizabeth), that the $0.0536
offer for DPL had expired, and that the account enrolled was not efigible for that offer since the

account was under the DPL utility.
{ will wait on those 3 invoices for lost savings.

Thank you kindly,

Becki Pastier
* Customer Acquisition Analyst| FirstEnergy Solutions

Mobile: 330-697-8951 | Office: 330-436-1402

Fax: 330-315-9162

rpastier@fes.com | Web: fes.com

<mime-attachment.gif>

“Brart by doing what's nocessary. then what's possible: and suddenly you are doing the impossible.”

Saint Francis of Assisi

From: "Bruce Snyder” <gnyderbd888@sbcglobal.net>
To: <rpastier@firstenergycom.com:
. Ce: «<ContactThe PUCO@puc.state.oh.us>
Date: 08/17/2013 10:57 PM
Subject: RE: Becki Pastier smail

Becki,

Can you be more specific on the date of the calls that you have and what they say (or better yet send me the
recordings in a format that | can listen to}? On the 31 May call | answered many specific questions about my
current account and | confirmed the rate that was offered. Your statement below leads me to believe that
First Energy was informed during the phone call that [ was a DP&L customer and you were proceeding with
the enrollment knowing that fact. Kelly at PUCO called today and sald she received the recordings but they
were not in a format she could listen to.

" 1 was a Duke Energy customer from June to August at which time my account switched to DP&L for the
August to September billing.

Bruce Snyder
BSNY(0812134U

From: rpastier@firstenergycorp.com [mailto:rpastier@firstenergycorp.com]
Sent: Tuesday, September 17, 2013 8:58 AM

file://C:\Users\17695\AppData\Local\Temp\notes97ES3 A\~web3967.htm 10/7/2013
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7

To: Bruce Snyder
Subject: RE: Becki Pastier email

Good morning, Bruce,

| do have 2 of the phone recordings and [ will forward them to the PUCQ per your request. They
indicate that you were advised that the enrollment was in process on the first phone call and that

you would be contacted in a timely manner for you to enroli for August on the 2nd call.

As such, lost savings are being offered for the difference between the Dayton Power & Light price to
compare and the price of $0.0536 per kilowatt hour for the June to July, July to August, and August

to September bill.

Please let me know how you will be forwarding the bills to me so that | know where to watch for
them.

Feel free to reach out to me with any questions.

i

Thank you g0 much and have a super day!

Becki Pastier

{Custamar Acquisition Analyst| FirstEnergy Solutions
Mobile: 330-697-8951 | Office: 330-436-1402

Fax: 330-315-9162

rpastier@fes.com | Web: fes.com

<mime-attachment.gif>

vStart by doing what's necessary. then what's possible: and swddenly you are doing the inipossible.”

Saint Francis of Assisi

From: "Bruce Snyder” <snyderbd388@sbeglobal.net>

'

To: <mpastier@firstenergycorp.com:»
Date: 09/16/2013 1115 PM

Subject: RE: Becki Pastier email

Becki,

| received your call taday and have the June-July and luly-August DP&L bills scanned in but | don't have the

August-September bill yet and probably won't get it until October. You didn’t say anything about the phone

recordings that you should have access to by now. Do you have those recordings and if so, do they confirm

what I've been telling First Energy for several months now? Have you sent those recordings off to the PUCO?
. That was our agreed to way forward so if you don’t plan to do that | need to know why.

file://C:\Users\17695\AppData\Local\Temp\notes97E33 A\~web3967.htm 10/7/2013
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Bruce Snyder

From: rpastier @firstenergycorp.com [mailto:rpastier@firstenergycorp.comj
Sent: Monday, September 9, 2013 8:27 AM

, To: snyderbd888@sbcglobal.net

Subject: Becki Pastier email

Good morning, Bruce,
Fred Maurer forwarded your email to me. Please find my contact information attached.

I am in process of pulling all associated calls, per your request. | had hoped to have them Friday,
but should have them in the next couple days.

Thanks for your patiencel

Becki Pastier

Customer Acquisition Analyst| FirstEnergy Solutions
Office: 330-436-1402

Fax: 330-315-9162

rpastier@fes.com | Web: fes.com

<mime-attachment.gif>

“Start by doing what's negessary. then what's possible; and suddzaly you are doing the impossible.”

Saint. Francis of Assisi '

--- The information contained in this message is intended
only for the personal and confidential use of the recipient(s) named above. If the reader of
this message is not the intended recipient or an agent responsible for delivering it to the
intended recipient, you are hereby notified that you have received this document in error
and that any review, dissemination, distribution, or copying of this message is strictly
prohibited. If you have received this communication in error, please notify us immediately,

and delete the original message.
—————————————————————————— The information contained in this message is intended

only for the personal and confidential use of the recipient(s) named above. If the reader of

this message 15 not the intended recipient or an agent responsible for delivering it to the

intended recipient, you are hereby notified that you have received this document in error

and that any review, dissemination, distribution, or copying of this message is strictly

prohibited. If you have received this communication in error, please notify us immediately,
"and delete the original message.
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Description

Enroliment Rejecled--Cperations Team

Status

Cpen

Start Date-

05/24/2013

End Date

05/24/2013

Category

Employee Resp.:

AT6-Account not found

Inquiry JR 1204950

Compleled

05/3112013

05/31/2013

Inbound

Stephen D Hegan f Akron

31547191583; Customer called to advise that he received a letter of
rejection for his recent enroliment. Customer has verified his account #
as well as his EDC which has since been 1 updated in the system.

Enroliment: Cust 0017618508 05/22/2013

Rejected - Operalions

07/01/2013

06/30/2016

AT6-Account not found

enrollment issue IR 1446173

Completed

07/29/2013

07/29/2013

inbound

Deborah A Ison /

C-00007739 5.3600 ¢ kWh /070113 - 063016 / $100.00 / Dayton
Power and Light Co, 3154719158 +1 (937) 427-0231 Bruce Snyder
31547191583; Gustomer called to advise thal he received a letter of

rejection for his recent enrotiment, Customer has verified his acoount #

as well as his EDC which has since been updated in the system steve

told him that everything was ok on acct, but what happen is the acct is

under his wife name and acct was te many number, asking about lose
saving for 3 month s wife Izath snyder

Enroll Rejected/Cancelled/No Lost Saving

Completed

0712012013

Task

Robyn Spgeelman / Akron

Customer's May 2013 enrollment rejected due to the wrong name on
the account. The correct account, in the wife's name, was enrolled on
8/16/2013, and the customer requested that the enroliment be
cancelled. The cuslomer's start date and end date were notated as
8/23/2013. The customer did not receive their transmission and
generation service from FES, therefore, they will not receive lost
savings. RS

Inquiry

Completed

08/05/2013

081052013

Inbound

Tunigua L Jennings /

3154719158 Cust called 1o see why he hasn't got enrofled wilh
FES.Cust pul in the wrong utility when he did enrollment he put his
supplier instead of Dayton power and light which caused the enroliment
to not get processed. .All info was verified and corrected.Cust spoke to
arep Steve who he stated that he was reassured ihat he was going to
be enrolled back with FES.Cust wasn't enrolled,also made a request for|
loss savings IR#1446173.Spoke fo sup D.B and he is going 1o have
acct researched Advised cust that he sholud hear from someone in 48
hours.Cust stated that he received a letter from DP&L stating he
needed 1o find a supplier by 8/8/2013 or he would be paying a higher
rate.

Customer Callback

Compleled

08/09/2013

08/09/2013

Inbound

Lisa M Manes /

3154719158 Was researching the account for escalation and
determined the online enrollmént Bruce submitled 5/22/2013 was
submitted to the incorrect ulility - Duke Energy - at a rate of - Duke Web
Cnly 3 year, 5.36 thru June 2016 Offer #C-00007739 - instead of the
correct utility company - Dayton P&L. The enroliment was rejected by
Duke Energy due to - Reject : Desc = A76 Account Not Feund - as he
wasn't a Duke Energy customer. Called Bruce back lo advise that the
rate he wants to be resubmitted was never available to him as the rate
rate for Dayton P& customers. Offered to
enroll him in the current available rate for Dayton P&L customers at -
DPL 6+6,35M, 6,83 thru May 2016 w/$100.00 ETF - Offer #C-00012117]
- but he refused as he keeps insisting because FES sent him an &-mail
confirmation of his criginal enroliment that FES should honor that rate
and he would have to shop other rates before he would consider
enrolling in the new rale offered. But he still wanted the request to enroll

at the original rate of - Duke Web O




Bruce calted akoul a continuing issue w/nis rejecied enrchiment which
he wants resubmitted providing it is at the same rate of - 5.36 per kWh
Ihrough June 2018 w/$100.00 ETF. He stated he has spoken w/several
representatives about this and was told 8/5/2013 he woukl receive a
. . call back within 48 hours and hasn't as yel. The account is in his wife,
Rejected Enrollment Inquiry Completed DB/09/2013 { O/0O2013 Inbound Lisa M Manes / Elizabeth's name, but the name listed i GRM is - izath - { confinmed
wiBruce the spefling of his wife's name - Elizabeth - reviewed current
available rates in the Enrollment Form and advised him the rate he
enrolled in is no longer available and he stated he wanted the rate he
. enrofled in originally. Advised him | would need o further review the
account to determine what has transpired thus far and how to proceed
from here and asked | could
_H call him back to advise and he refused and requested to speak w/a
reseach acct IR 1512068 Completed 08/15/2013 | 08/15/2013 |  Inbound Deborah A Ison /
reseach customer acct fo see if was re-enroll note in ichlote
_’ Enroliment Completed 08/16/2013 | 08/16/2013 | Inbound | Frederick 5. Maurer/ Akron | 345471915] _ [ _ _
. 3154719158 enrolled Mr Snyder in the DP&L program. He had
Ermrollment IR 1516877 Completed QB/EM2013 | 081842013 |  inbound Frederick S. Maurer ; Akron originally enrofled himself via Intemet as a Duke custormer because his
supplier was Duke Retail. Several calls to FES failed to resolve the
issue, The best DPEL offer we have is 5.94 cenis per kwh, through
June of 2016 with a $25.00 ETF,
PUCO Complaint Gompleted 08/16/2013 | 08/6/2013 | Inbound | Frederick S. Maurer/ Akron |3154719158 Called Bruce Snyder and reviewed the issues sumounding
his complaint. His application was rejected by his local utility, Duke
Energy. There were data imput issues with the account, that needed to
be resolved before a Manual Enroliment could be submitted.
Spoke with Bruce Snyder regarding the pricing of his offer. Mr Snyder is
i a DP&L, customer, Mg envolled himself on line as a Duke Energy
Cancel enrcliment Completed 08/20/2013 | 08/20/2013 Inbound Frederick $. Maurer / Akron customer, who was his supplier at the time. DP&L pricing structure is
higher than Duke Retail's and the offer ke wants Simply is nolin the
system, He wants compensated for the {ime and money [ost while with
FES because, he states, another supplier was cheaper.
TRANSFER Completed 08/20/2013 | 08/20/2013 | Inbound Michelle Clancy / BRUCE 3154719158 ﬁ»zmmmmmwhmqogmm TO FRED {330-436-
. 9117113 Sent follow up response fo PUCO with copies of contact center,
PUCO follow up Completed 09M7/2013 | 09117/2013 Inbound Rebecca S. Pastier / Akron calls from 5/31/13 & 81513 as well as & copy of the original web
enrollment. Will pay fost savings for June, July, August bill against
what he paid to DPL or other supplier. Becki Pastier
Enroliment: Cust 17618508 08/16/2013 Early Drop 09/20/2013 | 06/17/2016 Frederick S. Maurer f Akron Customer rescission enroliment request wilhin rescission period
10/2/2013 fulure date for drop Completed 1070202013 Task LINDA BRANT-LYNN f Akron Set up courtesy drop {o send on 9/23/2013. Complefed. Imbl
[
No Text Available Completed 11/26/2013  114/26/2013 _ [lobound Rebecca . Pastier { Akron
No Text Available Completed 1113/2013  |1113/2013  |Inbound Rebecca 8, Pastier / Akron
|No Text Available Completed 10/07/2013  |10/07/2013  |Inbound Rebecca S. Pastier / Akron
No Text Available Completed 10/07/2013  [10/07/2013_ |Inbound Rebecca S. Pastier / Akron
No Text Available Comypleted 10/04/2013  [10/04/2013 | Inbound Emest Bergan f Akron
No Text Available Completed 10/03/2013  110/03/2013 [Inbound Rebecca S. Pastier / Akron
Eﬂﬁo Available Completed 10/03/2013 _ |10/03/2013 [Inbound Frederick S. Maurer / Akron
No Tex Available [Completed 09/26/2013 _ [08/26/2012 [Inbound Rebecca S. Pastier / Akron |




No Text Availabie Completed 09/24/2013  |09/24/2013 |Inbound Rebecca S, Pagtier / Akron
No Texi Available Compleied 09/23/2013  109/23/2013 | Inbound Rebecca 8. Pastier / Akron
No Tex! Available Completed 09/11/2013  |09/11/2013  |Inbound Rebecca S. Pastier / Akron
No Text Available Completed 08/07/2013  {09/07/2013 |Inbound Rebecca S. Pastier / Akron
No Text Available Compleled 09/05/2013  [09/05/2013 _ {Inbound Rebecca S, Pastier / Akron
No Text Available Completeq 08/23/2013  |08/23/2013  |Inbound Frederick S. Maurer / Akron
No Text Available Compleled 08/21/2013  J08/21/2013 _|Inbound Rebecca S. Pastier / Akron
No Text Aveilable Completeq D320/2013  |08/20/2013  |inbound LINDA BRANT-LYNN ! Akron
Mo Text Available Completed 08/20/2013  |08/20/2013 linbound LINDA BRANT-LYNM / Akron
No Text Available Complefed 08/16/2013 08/16/2013 |Inbound Frederick S. Maurer / Akron
No Text Available Completer 08/16/201 08/16/2013 linbound Frederick S. Maurer / Akron
No Text Available Completed 08/15/201 08/15/2013 _{Inbound Deborah A Ison /

No Text Available Compleled 08/051201 08/05/2013 _lInbound Brandi Zinn / Akron

No Text Available Completed 08/05/2013 _ j0B{05/2013 {Inbound David Bowen / Akron




DP&L Formal Enrollment Script.
Please respond with a clear yes or no as this will provide an accurate record of your enrcliment.

if you have any questions during this process | am required to start over. To summarize what we
have discussed today | would like to go through the following terms and conditions for FirstEnergy
Solutions’ service.

First of all do you understand and acknowledge that this call is being recorded? (Yes)

Do you wish to switch from your current electric provider and enroll with FirstEnergy Solutions as
your electric supplier? (YES)

Is the account you will be enrolling with FirstEnergy Solutions in your name? (YES) Donald Jones
If No: Are you authorized by the account holder to make changes to the account? (YES)

For enrollment | need the name of the account-holder EXACTLY AS IT APPEARS ON THE BILL
including any commas spaces or periods. Can you spell that for me? (Agent to repeat back
spelling) Does this match the name exactly as it appears on the bilI? (YES)

Please tel! me your electric account (customer) number (10 digits). (Agent to repeat back]) Is this
correct? (YES)

Please tell me the service address listed on your electric account. | am going to repeat it back to
you. (Agent to repeat back) [s this correct? Is this the same address where you prefer mail to
arrive?

(if No) Can you please tell me that address? (Agent to repeat back]) Is this correct? (YES)
| see your phone number as 937-716-1698. |s this correct? {YES)

Please tell me your email address so FirstEnergy Solutions can keep you updated with important
account information. (Agent to repeat back} Is this correct? (YES) (NOT REQUIRED FOR
ENROLLMENT)

Based on our conversation the offer you want to enroll in is the price of (click on offer price)
through 05 / 2016. Your service with FirstEnergy Solutions will begin approximately 30-60 days
from now.

if you choose te terminate service before the end of your agreement you could be subject to an
early termination fee of (click on cancellation fee box).

Customers on a payment assistance program ray not be eiigible and customers with an
outstanding balance with the utility may be denied enroliment. FirstEnergy Solutions won't charge
you any fees to enroll,

This offer applies only to the generation related portion of your bill. You wili continue to receive
your normal distribution charges from Dayton Power and Light Co..

FirstEnergy Solutions’ charges will be listed separately on the electric bill that comes from Dayton
Power and Light Co..

Do you accept these principal terms and conditions for the offer we just described? (Yes) Do you
authorize me to enroll you in this offer? (Yes) Within one calendar day FirstEnergy Solutions will
mail you the terms and conditions we have discussed. Do you understand? (Yes)




You have three business days to call FirstEnergy Solutions at 1-888-254-6359 if you choose to
cancel your enrollment. Do you understand? (Yes)

Dayton Power and Light Co. will maii you a confirmation notice when they approve your
enroliment. You will have seven additional calendar days from the postmark date of this
confirmation notice to cancel the agreement without penalty. A cancellation number will be
included in the mailing from the utility.

The confirmation also includes a phone number for the utility if you'd like to cancel this
agreement. Do you acknowledge this statement? (Yes)

Cne last question how did you hear about FirstEnergy Solutions?
"Thanks for your attention and enrolling with FirstEnergy Solutions! If you have any questions

please contact our Customer Care Department at 1-888-254-6359, from 8 a.m. to 5 p.m. Eastern
Standard Time, Monday through Friday.”




Bruce Sgyder

From: ContactThePUCO@puc.state.oh.us S

Sent: : - Monday, September 23, 2013 4:50 PM S e
To: " " snyderbd888@sbcglobal.net ' ' o C

Subject: Follow-up E-mail. Case:; BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memoraadum

Re: Bruce Snyder
4461 Powder Horne Dr

Beavercreek, OH 45432
(937) 405-3642

CASE [D: BSNY(812134U
Notes:

Hello,

I did listen to the CD and when you spoke to Steve, he did not catch the company "mlstake" at the time and
resubmitted your enrolment; which he should not have done.

During your second call, the representative did find out "why" you were not enrolled. It was explained to you at
that time that you were the responsible party who initiated putting the "incorrect” company in the enrollment
application. However, if Steve would have caught the error on the first call, this would have been taken care of .
a lot sooner. Still...resulting in you not receiving the rate that was for Duke customers only.

I will be mailing you the CD for your review. I have also enclosed a formal complamt, because there is nothing
more I can do on an informal evel.

Thank you.

From: Kelly Mabra

Compliance Investigator
PUCO/SMED/IAD
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p LAURA MCBRIDE

ATTORNEYS Partrer

direct 216.583.7034
direct fax 216.583.7035
imcbride@ulmer.com

ulmer ’ berne

July 30, 2014

VIA REGULAR MAIL AND EMAIL

Bruce Snyder
4461 Powder Horn Drive
Beavercreek, OH 45432

Re:  In the Matter of the Complaint of Bruce Snyder v. FirstEnergy
Solutions Corp. ‘
Public Utilities Commission of Ohio
. ~ Case No. 12-2031-EL-CSS

Dear Mr. Snydes:

, Enclosed please a supplemental production of documents responsive to your
earlier document requests, specifically Set 1, Request for Production No. 5 and Set 2, Request
for Production No. 2. ' '

Sincerely,
/'“F;- . _ EN
Y A AL T N
oo
Laura McBride
Enclosure
CLEV1997 2103691v}
29414.00053
i
SKYLIGHT OFFICE TOWER
1660 WEST 2ND STREET, SUITE 1100 firm fax Intarnst
CLEVELAND, OHIQO A4113-1448 216.583.7000 216.583.7001 www.ulmer.com
CLEVELAND COLUMBUS CINCINNATE GCHICAGO

’
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4451 Powder Horn Drive
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5_36 cents/kWh through June 2016

Fixed

5/22/13 12:22 PM

Y
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945229

4461 Powder Horn Drive
Beavercraek

OH

45432

CGE }
006599189
3154719158

FE99

C-00007739
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5/22/2013

6/1/20186
MM-DUKE-538

2903

5

0017618508 BP(s) and contract 2000715349

were created.
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' BEFORE
THE PUBLIC UTILITIES COMMISSION OF OHIO
BRUCE SNYDER
Complainan‘é,
Case No. 13-2031-EL-CSS
V.

FIRSTENERGY SOLUTIONS CORP.

Respondent.

R o T N A W g g

RESPONDENT’S RESPONSES TO COMPLAINANT’S DISCOVERY

REQUESTS

Pursuant to Rules 4901-1-16, 4901-1-20 and 4901-1-22, Ohio Administrative
Code, Respondent FirstEnergy Solutions Corp. (“FES”) responds as follows to

Complainant Bruce Snyder’s Second Set of Discovery.

REQUESTS FOR PRODUCTION

REQUEST FOR PRODUCTION NO. 1:

For the call/contact log provided under the first set of discovery responses, piease provide
the position and job description of the persons identified at thé bott_om of the call log that
have not already been identified in previous discovery responses.

RESPONSE:

Robyn Speelman is a contractor in an administrative capacity supporting contract
reviews,

' Brnest Bergan is an employee of Summit Advantage Call Center as a Call Center
Supervisor. : ‘




Linda Brant-Lynn is a contractor that supports fulfillment efforts and processes lost
savings requests

Brandi Zinn is an employee of VXI as a supervisor.
David Bowen was an employee of VXI as a call center supervisor.

T

REQUEST FOR PRODUCTION NO. 2:

Please provide a copy of Elizabeth Snyder’s May 22, 2013 online/internet application for
enrollment with FES for electric service at $.0536/KWh for three years.

RESPONSE:

FES provided the electronic data information for the account at issue in previous
discovery responses. By way of supplementing previous responses and responding to
this Request, enclosed is a separate version of the enrollment, which indicates that the
rate of $.0536/kWh was a Duke offer, and an indication that the enrollment
information input by Mr. Snyder succeeded. Ultimately, the full enrollment was
rejected becanse Mr. Snyder was a customer of Dayton Power and Light and Duke
Energy had no record of the account in question.

REQUESTS FOR ADMISSIONS

REQUEST FOR ADMISSION NO. 1:
Admit FES did not have proof (as defined in Ohio rule 4901:1-21-06 (C) and (D)) of

‘Bruce Snyder’s consent to be enrolled for electric service at $.0594/KWh for three years.

RESPONSE:

Objection, this Request for Admission is a genuine issue for hearing. Subject to this
objection, this request is DENIED. FES has proof of enrollment as defined in OAC
4901:1-21-06 (C) and (D). Further, please see Respondent’s previous response to original
Request for Admission No. 5.




r

REQUEST FOR ADMISSION NO. 2:

Admit that following Bruce Snyder’s call to FES on May 31}, 2013, FES had to follow-up
with the supplier of electﬁc service to try and resolve the non-enrollment issue.

RESPONSE:

Objection, this Request is vague. Subject to this objection, this request is DENIED. FES
did not follow up with a “supplier of electric service” to try and resolve the non-
enrollment issue.

As to objections

Respectfully submitted,

/s/ Scott J. Casto

Scott J. Casto (0085756)
FIRSTENERGY SERVICE COMPANY
76 South Main Street

Akron, OH 44308

(330) 761-7835

scast irstenergycorp.co

Attorney for FirstEnergy Solutions Corp.




- CERTIFICATE OF SERVICE

1 hereby certify that a copy of the foregoing was served by U.S. Mail to the

following person on this 21% day of February 2014.

Bruce Snyder
4461 Powder Hom Drive
Beavercreek, OH 45432

/s Scott J. Casto

Attorney for FirstEnergy Solutions Corp.




Solutions

FirstEnergy Solutions Corp. — Residential Terms and Conditions

These Terms and Conditions together with the enrollment materials are your Agreement for
electric generation service with FirstEnergy Solutions Corp. (“FES™). Please keep a copy for
your records, '

FES is certified by the Public Utilities Commission of Ohio (“PUCO™) to offer and supply
electric generation services in Ohio and is an affiliate of Ohio Edison, The Toledo Edisen, and
The Cleveland Electric Iluminating companies. As a Competitive Retail Electric Service
(“CRES™) provider, FES will supply the electric generation to Duke Energy Chio, Inc., your
Electric Distribution Utility (“ELXU™), based on your usage. Your EDU then distributes or
delivers the electricity to you. FES seis the generation prices and charges that the customers
pay. The PUCQ regulates distribution prices and services. The Federal Energy Regulatory
Commission regulates transmission prices and services.

DEFINITIONS:

Generation Charge — Charge for the production of electricity.

Transmission Charge — Charge for moving high voltage electricity from a generation facility
to the distributicn lines of an EDT.

Distribution Service — Basic service for delivering electricity over a distribution system to a
customer from the transmission system.,

RTO ~ Regional Transmission Organization.

Right of Rescission — If you are a new or returning castomer to FES, your EDU will send
you & confirmation letter once you have been enrolled to receive generation service from
FES. You have a right to rescind your enrollment within seven (7) calendar days
following the postmark date of the confinmation letter by following the instructions
contained in the letter. The Right of Rescigsion only applies when a customer switches to
a generation supplier and not on renewal enroliments. Your EDU will not send 2
confirmation notice upon any renewal of this Agreement.

TERMS AND CONDITIONS OF SERVICE

1. Eligibility. Only residential customer accounts that are on rate code(s) RS (referred to here
as “Customer”) are eligible for this offer, except that the following customers are not
chigible for this offet: (1) any customer accounts participating in energy assistance or low-
income rate programs that will pay a higher rate or that will be otherwise negatively
affected under this Agreement; (2) any customer of an electric cooperative or municipally
owned utility; or (3) any net metered customers, FES reserves the right to refuse enrollment
to any Customer with an outstanding balance. No other rate codes will be accepted.

2. Basic Service Prices. During the term of this Agreement, you agree to pay FES a fixed

price of 5.36 cents per kilowatt-hour for a combined Transmission, Generation, and
Generation Related Charges (“Retail Electric Service™).
In addition to FES’ charges, you will be charged by your EDU for distribution and various
other charges. In addition to the charges described above, if any RTO or similar entity,
EDU, governmental entity or agency, North American Electric Reliability Corporation or
other industry reliability organization, or court requires a change to the terms of the
Agreement, or imposes upon FES new or additional charges or requirements, or a change
in the method or procedure for determining charges or requirements, relating to your Retail
Electric Service under this Agreement (any of the foregoing, a “Pass-Through Event™),
which are not otherwise reimbursed to FES, Custorner agrees that FES may pass through
any additional cost of such Pass-Through Event, which may be variable, to Customer,
Changes may include, without limitation, transmission®or capacity requirements, new or
modified charges or shopping credits, and other changes to retail electric customer aceess
programs.

3. Length of Agreement. Your Refail Electric Service from FES, under the terms of this
Agreement, will commence with the next available meter reading following any applicable
rescission period, the acceptance of the enroliment request by FES (at its discretion and
consistent with ‘Paragraph 7 below), and the processing of the enrollment by your EDU.
Your Retail Electric Service will continue until your June 2016 meter md date, unless
renewed in accordance with Paragmph 8.

4. Billing. You will continue to receive a single bill from your EDU that will contain both
your EDU and FES charges. FES reserves the right to unilaterally modify this billing
format/pricing int the event the EDU is unable or unwilling to provide consolidated billing
in this format or changes the calculation of the Price to Compare. FES doecs not offer
budget billing. If you do not pay your bill by the due date, FES may cancel this Agreement
after giving you a minimum of fourteen (14} days written notice. Upon cancellation you
will be returned to your EDUJ as. a customer for Retail Electric Service. You will remain
responsible to pay FES for any Retail Electric Service used before this Agreement is
cancelled, as well as any late payment charges. Further, your failure to pay EDU charges
may result in your electric service being disconnected in accordance with the EDU tanff
until the entire balance is paid in full.

5. Penalties, Fees and Exceptions. Your EDU may charge you switching fees. If you do not
pay the full amount owed FES by the due date of the bill, FES may charge a 1.5% per
month late payment fee.

6. Cancellation/Texrmination Provisions. If this Agreement is not rescinded durieg any
applicable rescission period, then your enrollment will be complete. Thereafter, you may
terminate this Agreement, without penalty, only if you move out of the EDU service
territory or into an area where FES will charge a different price. There will be a 5100.00
charge if you terminate this Agreement for any other reason, except as expressly provided
herein. Should you cancel Retail Electric Service with FES and return to standard offer

OH RES fixed v10.12
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service with your EDU, you may not be served under the same rates, terms, and
conditions that apply to other EDU customers. Customer and FES both agree that the
following will constitute force majeure events under this Agreement and that FES shall
have the right to terminate or modify the agreement without liability if: (1) the Electric
Security Plan (ESP), Market Rate Offer (MRO) and/or Competitive Bid Process (CBP),
or other generation procuretnent process results in a Price To Compare (PTC) that is
equal to or less than the comparable annualized generation and transmission rates and
riders in effect as of the effective date of this Agreement or (2} the PUCQ approves or
implements a phase-in credit for generation and/or trensmission ¢harges of the EDU or
takes any other action which affects the PTC or otherwise does not allow the EDU to
reflect the full cost to procure generation and transmission in the PTC or other regulatory
action. In the event that the program is terminated, you will be returned to your EDUs
standard service offer.

7. Customer Consent and Information Release Authorization. By choosing to accept

this offer from FES, you understand and agree to the terms and conditions of this
Agreement with FES. You authorize FES to obtain your information from your EDU
that includes, but is not limited to: billing history, payment history, historical and future
electricity usage, meter readings, and characteristics of electricity service, FES reserves
the sole right to determine if your credit standing is satisfactory before accepting your
enrollment request. This Agreement shall be considered faily exccuted by FES following
acceptance of your enrollment request by FES, the end of any applicable rescission
period, and subsequent acceptance of the enrollment by your EDU,

8. Contract Expiration / Automatic Renewal. At the end of its term, this Agreement will
expire, or at FES' option, autematically renew for a term less than or equal fo its initial
term unless you affirmatively cancel the Agreement. The termination fee during any
renewal term will be $25, You will receive two notifications from FES in the thirty-five
(35) to ninety (90) days that precede either the expiration date of this Agreement or the
effective date of any changes FES proposes to its terms of service. The first notice will
be a written one. In these advance notifications FES will explain your options, which
may include renewing the Agreement, the specified rate, proposed changes if any, and
what actions you must take to cancel the Agreement. You are responsible for arranging
your Retail Electric Service upon the expiration of the Agreement.

9. Dispute Procedures. Contact FES with any questions concerning the terms of service by
phone at 1-888-254-6359 (toll-free) M-F 8 a.m. — 5 p.m. EST or ih writing at 341 White
Pond Drive B2, Atin: Contract Administration, Akron, OH 44320, Our web address is
www.fes.com. If your complaint is not resolved after you have called your electric
supplier and/or your electric utility, or for general wtility information, residential and
business customers may contact the Public Utilities Commission of Ohio for assistance
at 1-800-686-7826 (toll free} or TTY at 1-800-686-1570 (toli free) from 3:00 am. to
5:00 p.m. weekdays or at www PUCQ.ohio.gov. Residential customers may also contact
the Ohic Consumers® Counsel (OCC) for assistance with complaints and utility issues at
1-877-742-5622 (toll free) from $:00 a.m. to 5:00 p.m. weekdays or at www.pickoce.org.

10. Miscellaneous. You have the right to request from FES, twice within a twelve (12)
month period, up to twenty-four (24) months of payment history, without charge.

FES will not release your Social Security number and/or account number(s) without your
written consent except for the FES’ collections and reporting, participating in programs
funded by the universal service fund, pursuant to section 4928.54 of the Revised Code,
or assigning a Customer’s contract to another CRES provider.

FES® environmental disclosure statement is available for viewing on our website —
www.fes.com. FES will make the required quarterly updates to the stalement
electronically on qur website and will alse provide the information upon request.

FES may assign its rights to another, including any successor, in accordance with the
rules and regulations of the PUCO.

FES assumes no responsibility or liability for the fo]lowmg items that are the
responsibility of the EDU: operation and maintenance of the EDU’s electrical system,

any intermuption of service, termination of service, or deterioration of the EDU’s service.
In the event of a power outage, you should contact your EDU.  ~

Customer is responsible for providing FES with accurate account information. If said
information is incorrect, FES reserves the right to reprice the applicable account(s) or
terminate the Agreement.

FES reserves the right to return Customer to the EDU if Customer’s rate code is changed
and the account is no longer eligible for this program.

Customner authorizes, but does not obligate, FES to exercise Customer’s governmental
aggregation opt-out righis.

11.Warranty. FES warrants title and’ the right to all electricity sold hereunder. THE
WARRANTIES SET FORTH IN THIS PARAGRAFPH ARE EXCLUSIVE AND ARE
IN LIEU OF ALL OTHER WARRANTIES, WHETHER STATUTORY, EXPRESS OR
IMPLIED, INCLUDING BUT NOT LIMITED TO ANY WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE OR ARISING
QUT OF ANY CQURSE OF DEALTNG OR. USAGE OF TRADE.
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. Bruce Snyder

From: ContactThePUCO@puc.state.oh.us
Sent: Monday, August 12, 2013 9:00 AM

To: . snyderbd888@sbcglobal.net

Subject: Follow-up E-mail. Case: BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re: Bruce Snydér
4461 Powder Horn Dr

Beavercreek, OH 45432
(937)405-3642

CASE ID; BSNY0812134U
Notes:

TEST

From: Kelly Mabra

Compliance Investigator
PUCO/SMED/IAD
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FirstEnergy ‘ | 341 Wit Por Drve
crgy

Akron, OH 44320

Sofutions

August 16, 2013

To: Kelly Mabra

Compliance investigator

Investigation and Audit Division

Public Utifities Commission of Ohio

Case ID: BSNY0812134U

RE: Bruce Snyder

Service Address: 4661 Powder Horn Dr. Bevercreek, Ohio 45432
Utility Number: 3154719158

Darita,

We are foliowing up with you on Case ID: BSNY0812134U, regarding Bruce Snyder. The customer's
complaint pertains to an internet enrollment failure into a FirstEnergy Solutions (FES) pragram.

According to FES records, Mr Snyder submitted an Internet enrollment to FES on May, 22, 2013 . The
offer for residential customers was for a guaranteed price of 5.36 cents per kilowatt hour (kWh) through
his June, 2016 billing cycle. The offer carries a $100.00 early termination fee.

When a customer enrolls on line, he is presented a copy of the terms and conditions of the offer before
the data is saved. The system also prompts the customer to print off a copy of the document.

On May 24, 2013, Duke Energy rejected the FES enrollment request as “Account Not Found”. This was
the result of Mr. Snyder having selecting Duke Energy as his current utility on our enrollment form.
Dayton Power & Light is his utility,

When Mr Snyder called FES to investigate the issue, he was told that the offer was no longer available.

| spoke with Mr Snyder on August 16, 2013, and advised him that the enrollment will now be sent to DPL
at 5.94 cents per kWh through June 2016 and a lost savings credit will be processed for the months of
March 2013 through August 2013

The new offer carries a $25.00 ETF.

Mr. Snyder wag satisfied.

Let me know if there is anything else we can provide.
Thank you,

Frederick S. Maurer

FirstEnergy Solutions Customer Care
Phone: 1-330-436-1547

Fax: 1-888-820-1416

Email: Firstchoice@FES.com
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038/16/2015

0000242 20 138416 IHGTD101 MOBL-‘«?D 1 CZ DOM THGTD10000° 150406 DX .
(N ety g et s el )
ELIZABETH A. SNYDER -
4461 POWDER HORN DR @

BRUCE |
BEAVERCREEK OH 454324029

RE: Customer/Aceount Number 3154719138
Diear Elizabeth A. Snyder:
Thank vou for choosing FirstEnergy Solutions as vour electric generation supplier and securing a great low generation price!

Here are some important ceference items you will need when reviewing your terms with FirstEnergy Solutions:

Electric Utility T Price per kWh “Cancellation Fee Service Address | Contract Term .
{For early termination of this :
1 agreement)
Dayton Powerand | 5.94¢/kWh through June 2016 meter $25.00 for each account less than 4461 Powder Hom Dr Through 4461
Light Co. read 99,999 annual kWh Bruce, Beavercreek, OH Powder Horn Dr
=L 45432-4029 Bruce meter read |

When your current contract is coming to an end, FirstEnergy Solutions will provide a competitive renewal price because we want to
keep you as a customer for years to come.

We've enclosed your post-enrollment materials, which include a copy of the terms and conditions under which we will provide electric
generation service to you. These docurnents are for your files and for your reference — no further action is required on your part.

If your personal information above is incomplete or incorrect, or if you have any questions regarding your account with FirstEnergy
Solutions. please call us at 888-254-6359, Monday through Friday, 8AM to 5PM. We appreciate your business and the opportunity to
Serve you.

Si.ncérely,

Stephen Reifsnyder
Customer Care Manager
FirstEnergy Solutions Corp.

£-007047332 124822

FESLHO




Bruce Snyder :
A A M
From: Bruce Snyder <snyderbd888@sbcglobal.net>
Sent; . Monday, August 19, 2013 11:02 PM
To: ‘maurerf@firstenergycorp.com’
Ce: '‘ContactThePUCO@puc.state.oh.us'
Subject: RE: Test Message
Attachments: Your FirstEnergy Solutions Enroliment
Mr. Maurer,

Today | received a First Energy letter saying you are enroiling me for First Energy service with a rate of 5.94 cents per
kwh for 3 years. | did not agree to this rate or this term and was waiting for a call back from you regarding the rate |
was quoted in May (see attached email). While this may be the best rate available now, significantly lower rates were
available back in May 2013. By leading me to believe you were going to start service in june at the quoted rate, | was
denied the opportunity to select another alectric energy supplier at a lower rate than you are currently quoting me. You
did not notify me that the rate quoted in the attached email was not available until August 2013 and you have provided

no evidence to me to show that the quoted rate wasn’t/isn’t available to me. | have spoken to no less than six First
Energy employees since May 31, 2013 and this issue still isn’t close to being resolved. Please cali me at your earliest
convenience To discuss this matter.

Bruce Shyder
Cell 937 405-3642
PUCO Case: BSNY0812134V

From: maurerf@firstenergycorp.com [mailto:maurerf@firstenergycorp.comj
Sent: Friday, August 16, 2013 1:.01 PM

To: snyderbd@88@sbcglobal.net

Subject: Test Message

Hi Bruce,

Please keep thls e-mail in your address fi Ie so you can send me
your DP&L bills for a lost savings credit. .

Thanks ’

Frederick 8 Maurer
Sr Customer Service Rep | FirstEnergy Sofutions
Office: 330-436-1547

Email: maurerF@FES.com | web: fes.com

Snln‘!#ans

Siwitch. Save.

The information contained in this message is intended only for the personal
and confidential use of the recipient(s) named above. If the reader of this message is not the intended recipient
or an agent responsible for delivering it to the intended recipient, you are hereby notified that you have received
this document in error and that any review, dissemination, distribution, or copying of this message is strictly

T

i
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prohibited. If you have received this communication in error, please notify us immediately, and delete the
original message.




. The Dayton Pawer and Light Company

Working For You Todey and Tomorrow (T-—{ﬂ C‘e—.— .
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ELIZABETH A SNYDER ﬁ
4461 POWDER HORN DR

BEAVERCREEK OH 65432-4029

ACCOUNT: 3154719158 - S
SERVICE ADDRESS: 6461 POWDER-HORN DR

Vear Customer:

This letter confirms that a request bas been received to change your electric
supplier under BP&L's Electric Choice program. This change will be effective
with the scheduled meter reading on 09/20/2013. Under this program, you will
purchase vour electric generation and transmission from FIRSTENERGY SOLUTIONS
CORP. and DP&L will continue to deliver the energy through facilities owned and
serviced by DP&L.

Piease verify the accuracy of the new supplier information. If this information
is correct yvou do not need to call us, we will change vour account as indicated
above. If vou de not want to make this change to a new supplier, contact our
office at 331-3560 or 1 (800) 929-8646 by 08/27/2013

It is important that DP&L obtain an actual meter reading prior to changing vour
supplier to ensure the change is based on an actual reading rather than
estimated usage. A representative is scheduled to read the meter on 08/20/2013.

This change in your e¢lectric service will first be reflected on the DPEL bill
mailed to you on or after 10/25/2013. Under the Electric Choice program, vour
' monthly DPEL bill will contain DP&L electric distribution service charges and
T T oty @lestrit supplier ‘charges. We hope vou are pleased with—ocurEieciric
Choice program and yvour supplier of choice. As alwavs, DPEL will continue to
read your mefter and provide you with the same quality service vou now enjov.

Please call 331-3500 or 1 (B0G) 929-8646 if vou have any questions.

The Dayton Power and Light Company

868202013-CD0O91-FCLTR-EC




Bruce Snyder

From: : rpastier@firstenergycorp.com

Sent: Wednesday, September 18, 2013 4:36 PM
To: Bruce Snyder

Subject: RE: Becki Pastier email

Hi, Bruce,

Please be advised that my offering to send the CD with the recorded calls to you was incorrect. Our company policy does
not allow me to do that, however, | am sending it to the PUCO and if they chose to send that along to you, that is at their
discretion.

On the May 31, 2013 call, there is reference and agreement from both parties, FES & you, that your utility is DPL.

On the August 5, 2013 call, there was discussion concerning the rejected enroliment, the amount of letters in the account
number, ¢larification on the name on the account {(Elizabeth), that the $0.0536 offer for DPL had explred and that the
account enrolled was not eligible for that offer since the account was under the DPL utility.

1 will wait on those 3 invoices for lost savings.

Thank you kindly,

Beckl Pastier

Customer Acquisition Analyst| FirstEnergy Solutions .

Mobile: 330-697-8951 | Office: 330-436-1402 : ’

Fax: 330-315-9162
rpastier@fes.com | Web: fes.com

FisiEnergy, |

Su:uuans e

Switch.. Save. FESMM

“Start by doing what's necessary, then wha‘t”s possible; and suddenly you are doing the impossible.”

Saint Francis of Assisi

From: "Bruce Snyder" <snyderbd8&8@sbcalobal.net>
To: <mastier@firstenergycorp.com:

Ce: . <ContactThePUCO@puc.state.oh.us>

Date: 09/17/2013 10:57 PM

Subject; RE: Becki Pastier email

Becki,

Can you be more specific on the date of the calls that you have and what they say (or better yet send me the recordings in a format
that | can listen to)? On the 31 May cali 1 answered many specific questions about my current account and | conﬁrmed the rate that
was offered. Your statement below leads me to believe that First Energy was informed during the phone call that | was a DP&L
customer and you were proceeding with the enrollment knowing that fact. Kelly at PUCO called today and said she recewed the
recordings but they were not in a format she could listen to.
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| was a Duke Energy customer from June to August at which time my account switched to DP&L for the August to Sehtember billing.

Bruce Snyder
BSNY0812134U

From: rpastier@firstenergycorp.com [mailto:rpastier@firstenergycorp.com]

Sent: Tuesday, September 17, 2013 8:58 AM
To: Bruce Snyder
Subject: RE: Becki Pastier email

Good morning, Bruce,

I do have 2 of the phone recordings and | will forward them to the PUCO per your request. They indicate that you were
advised that the enroliment was in process on the first phone ¢all and that you would be contacted in a timely manner for
you to enroll for August on the 2nd call.

As such, lost savings are being offered for the difference between the Dayton Power & Light price to compare and the
price of $0 0536 per kilowatt hour for the June to July, July to August, and August to September bill.

Please let me know how you will be forwarding the bills to me so that | know where to watch for them.
Feel free to reach out to me with any questions.

Thank you so much and have a super day!

Becki Pastier

Customer Acquisition Analyst| FirstEnergy Solutions
Mohite: 330-697-4951 | Office: 330-4346-1402

Fax: 330-315-9162

Epastier@fes.com | Web: fes.com

wéo!utfamn - I
Switch,. Save. FESM.

“Start by doing what's necessary, then what's possible; and suddenly you are doing the impossible.”

Saint Francis of Assist

From:  "Bruce Snyder” <snyderbd888@shcgiobal.net>
To: <rpastier@firstenergycorp.com>

Date: 09/16/2013 11:15 PM

Subject: RE: Becki Pastier email

Becki,

| received your call today and have the June-luly and July-August DP&L bills scanned in but | don’t have the August-September bill
yet and probably won’t get it until October. You didn’t say anything about the phone recordings that you should have.access to by
now. Do you have those recordings and if so, do they confirm what I've been telfing First Energy for several months now? Have you
sent those recordings off to the PUCO? That was our agreed to way forward so if you don’t plan to do that i need to know why.

2



mailto:rpastier@flrstenergycorp.com
mailto:rpastier@firstenergvcorp.com1
mailto:snvderbd888@sbCQlobal.net

Bruce Snyder

From: rpastier@firstenergycorp.com [mailto:rpastier@firstenergycorp.com]
Sent: Monday, September 9, 2013 8:27 AM

To: snyderbd888@shcglobal.net

Subject: Becki Pastier email

Good morning, Bruce,

Fred Maurer forwarded your email to me. Please find my contact information attached.

! am in process of pulling all associated calls, per your request. | had hoped to have them Friday, but should have them in
the next couple days.

Thanks for your patience!

Becki Pastier

Customer Acquisition Analyst] FirstEnergy Solutions
Office: 330-436-1402

Fax: 330-315-9162

rpastier@fes.com | Web: fes.com

swutfaa,n

Switch, Sive. FES.com

“Start by doing what's necessary, then what ;] possﬂ)le and suddenly you are doing the impossible.™
- 3aint Francis of Assisi
The information contained in this message is intended only for the personal
and confidential use of the recipient(s) named above. If the reader of this message is not the intended recipient
or an agent responsible for delivering it to the intended recipient, you are hereby notified that you have received
this document in error and that any review, dissemination, distribution, or copying of this message is strictly
prohibited. If you have received this communication in error, please notify us immediately, and delete the
original message.
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< 09/17/2013 03:05 PM

PUCO COMPLAINT - FOLLOW UP

To Retail Service

Management@FirstEnergy
cc
Subject Bruce Snyder - Follow Up
FES.com Forward for
FES-091713-025538

Warning: Email address has caused delivery failures

Inbox Email

Reguest Number: FES-091713-025538
FE User ID
Date Created: 09/17/2013 02:55:38 PM
Status: Active
Source: Emaif
Assigned To: FES.com FirstChoice
Last Replier:
History

Date Created :
FormType:

First Name, Last Name:

Sent To:
Company Name:
Requestor Email :
Subject:

09/17/2013

First Choice/FirstEnergy

<ContactThePUCO@puc.state.oh.us>
Follow-up E-mail. Case: BSNY0812134U

Message:
Public Utilities Comimission of OChio

Investigation and Audit Division

Memorandum

Ré:  Bruce Snyder
4481 Powder Horne Dr

Beavefcreek, OH 45432
(937) 405-3642

CASE ID: BSNY0812134U

Notes:

The voice recordings did not come through. There was a lot of scattered letters...opposed to



http://FES.com
http://FES.com
mailto:ContactThePUCO@puc.state.oh.us

L

giving me the option to press play.

Could you please send the customer (copy me) the recordings at snyderbd888 @sbcglobal.net?
He was also made aware that this issue originated by him stating Duke was the correct supplier in
stage one of the enroiment. I went though a dummy enrolment and also told him how someone
could miss that (if rushing), because it is already filled in with the company name. He is aware

that of the courtesy credits as well.

From: Kelly Mabra

Compliance Investigator
. PUCO/SMED/IAD

Tr*x*  ENDOF DOCUMENT  *****
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’:”StEne’gy 341 White Pond Drive

Akron, OH 44320

Solutlons

September 17, 2013

To: Kelly Mabra

Compliance Investigator
Investigation and Audit Division
Public Utilities Gommission of Ohio
Case 1D: BSNY0812134U

RE: Bruce Snyder
Service Address: 4461 Powder Horn Dr, Beavercreek, OH 45432

Utility Number: 3154719158

Dear Kelly,

Weé are following up with you on Case ID: BSNY081 2134, regarding Bruce Snyder. The customer's
complaint pertains to a delayed enroliment with FirstEnergy Solutions (FES).

On May 24, 2013, Mr. Snyder enrolled with FES via the web. The enrollment elected was a Duke offer.
Mr. Snyder is a Dayton Power & Light customer, however, he stated that he had Duke Energy as his

supplier at the tims.
An enrollment rejection was sent to Mr. Snyder on May 24, 2013.

Mr. Snyder called the FES contact center on May 31, 2013. As both utilities have the same number of
digits in their account numbers, and Duke Energy was listed as the customers utility, there was
confusion regardlng the enroliment and the representative inadvertently told Mr. Snyder that the
enrollment was in process.

Mr. Snyder calted the FES contact center again on August 5, 2013 and was advised that we were unable
to provide the rate of $0.053€ per kilowatt hour (kWh) for the Dayton Power & Light enroliment as that
offer was for Duke customers only. Variances in tariffs and markets distinquish rate offers from utility to
utility. An offer for one Electric Distribution Company (EDC) is not available for any other EDC.

FES offered Mr. Snyder a rate of $0.0594 per kwh for which he declined.

Copies of contact center calls between Mr. Snyder and FES for the dates of May 31, 2013, and August
5, 2013 are attached per the customer’s request.

In the interest of good customer service, FES is willing to pay Mr. Snyder the difference between the
Dayton Power & Light price to compare or the supplier price on his bill and $0.0536 / kwh for the months
of June to July, July to August, and August to September 2013.

Mr. Snyder indicated he would be sending copies of bills to FES for lost savings.

Let me know if there is anything else we can provide.

Thank you,

Becki Pastier
FirstEnergy Solutions Customer Care

Phone: 1-330-436-1402
Fax: 1-888-820-1416

Efail: Firstchoice@FES.com
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Bruce Snyder

From: ContactThePUCO@puc.state. oh.us
Sent: Monday, September 23, 2013 4:50 PM
To: snyderbd888@sbcglobal.net

Subject: | Follow-up E-mail. Case: BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re: Bruce Snyder
4461 Powder Horne Dr

Beavercreek, OH 45432
(937) 405-3642

CASE ID: BSNY0812134U

Notes:

Hello,

‘1did listen to the CD and when you spoke to Steve, he did not catch the company "mistake” at the time and
resubmitted your enrolment, which he should not have done.

During yout second call, the representative did find out "why" you were not enrolled. It was explained to you at
that time that you were the responsible party who initiated putting the "incorrect” company in the enrollment
application. However, if Steve would have caught the error on the first call, this would have been taken care of .
a lot sooner. Still.. resulting in you not receiving the rate that was for Duke customers only.

I will be mailing you the CD for your review. 1 ﬁave also enclosed a formal complaint, because there is nothing
more I can do on an informal level. ‘

Thank you.

From: Keily Mabra

Compliance Investigator
PUCO/SMED/TAD
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Bruce Snyder
S JR
From: Bruce Snyder <snyderbd888@sbcglobal.net>
Sent: Tuesday, October 1, 2013 7:11 AM
To: '‘ContactThePUCO@puc.state.oh.us'
Subject: RE: Follow-up E-mail. Case: BSNY0812134U
Kelly,

There should be many recorded phone calls that | made to FES. It would help if you could request that FES provide
PUCO with recordings of all phone conversations they have between FES and me. This recordings will show that I've
been very consistent in what I've been saying and asking for and show that FES has not. Thanks for your help.

Bruce Snyder

CASE ID: BSNY0812134U

From: ContactThePUCO@puc.state.oh.us [mailto:CantactThePUCO@puc.state.oh.us]

Sent: Monday, September 30, 2013 9:12 AM

To: shyderbd888@sbceglobal.net
Subject: Foliow-up E-mail. Case: BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re: Bruce Snyder
4461 Powder Homne Dr

Beavercreek, OH 45432
(937) 405-3642

CASE ID: BSNY0812134U

Notes:
Hello Bruce,

Yes, the CD has been mailed. I do not have a copy, but I can request another one from the company. I will
request that now. ‘

From: Kelly Mabra
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Compliance Investigator
PUCO/SMED/IAD




Bruce Sn!der - ' .

From: ContactThePUCO@puc.state.oh.us
Sent: Wednesday, October 2, 2013 12:58 PM
To: shyderbdB888@sbcglobal.net

Subject: Foliow-up E-mail. Case: BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re: Bruce Snyder
4461 Powder Horne Dr

Beavercreek, OH 45432
(937) 405-3642

CASE ID: BSNY0812134U

Notes:
I have submitted the request for ALL recorded phone conversations.

From: Keliy Mabra

Compliance Investigator
PUCO/SMED/IAD
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Bruce Snyder

From: Bruce Snyder <snyderbd888@sbcglobal.net>
Sent: Sunday, October 27, 2013 8:14 PM

To: 'ContactThePUCO@puc.state.oh.us’'
Subject: RE: Follow-up E-mail. Case: BSNY0812134U
Kelly,

Did you ever receive the additional recordings of conversations you requested from First Energy below? An attorney
examiner (Doug Jennings) has been assigned to the case and any additional data you receive should be routed through

him to me, Thanks.

Bruce Snyder

44561 Powder Horne Dr

Beavercreek, OH 45432

{937) 405-3642

CASE ID: BSNY0812134U

From: ContactThePUCO®@puc.state.oh.us [mailto:ContactThePUCO@puc.state.oh.us]
Sent: Wednesday, October 2, 2013 12:58 PM

To: snyderbd888@sbcglobal.net
Subject: Follow-up E-mail. Case: BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division -

Memorandum

Re: Bruce Snyder
4461 Powder Horne Dr

‘Beavercreck, OH 45432
(937) 405-3642

CASE ID: BSNY0812134U

Notes:
I have submitted the request for ALL recorded phone conversations.

T

From: Kelly Mabra
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Compliance Investigator
PUCO/SMED/IAD
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Bruce Snyder

___L__________ —————— m—
From: ' ContactThePUCO@puc.state.oh.us

Sent: Wednesday, October 30, 2013 2:22 PM

To: snyderbd888@sbcglobal.net

Subject: Follow-up E-mail. Case: BSNY0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re: Bruce Snyder
4461 Powder Horne Dr

Beavercreek, OH 45432
(937) 405-3642

CASE ID: BSNY(812134U

Notes:

1 will send another request.

From: Kelly Mabra

Compliance Investigator
PUCO/SMED/IAD
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Bruce Snyder

From: ContactThePUCO@puc.state.oh.us
Sent: Wednesday, November 6, 2013 3:04 PM
To: ' snyderbd888@sbcglobal.net

Subject: Follow-up E-mail. Case; BSNY(0812134U

Public Utilities Commission of Ohio
Investigation and Audit Division

Memorandum

Re: Bruce Snyder
4461 Powder Horne Dr

Beavercreek, OH 45432
{937) 405-3642

CASE ID: BSNY0812134U
Notes:
Hello Bruce,

I received the recording today and I will send them inner office mail to Doug Jennings.

From: Kelly Mabra

Compliance Investigator
PUCO/SMED/IAD
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