
Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, March 25, 2019 1:07 PM 
Indra Energy Compliance 

PUBUC UTILITIES COMMISSION OF OHIO - CASE#: 00260678 [ ref:_OODtOGzXt._ 
SOOtOGHZXV:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260678 
COMPANY: 
CUSTOMER: 

ADDRESS: -===11Cio~lu·m~b·u-s, Ohio 43206 
SERVICE ADDRESS:• Columbus, Ohio 43206 
AIQ: Palmco Energy OH LLC 

: ! • ~ UMBER: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good afternoon, 

Ms. - contacted the PUCO disputing the enrollment with your 
company. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

I would greatly appreciate any additional information you can provide 
regarding this situation. 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Samantha and PUCO, 

Orpheus Craigue 
Monday, April 01, 2019 4:27 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260678 [ ref:_OODtOGzXt._ 
SOOtOGHZXV:reu...._ 
Agreement.pdf;~PV.mp3; Confirmation Package Electric.pdf; Confirmation 
Package Gas.pdf; Indra Postcard.pdf 

PUCO Complaint 

Regarding Case# 00260678-

Customer - enrolled both Pa lmco's gas and electric variable rate plans on 7/25/2017, as a result of a door-to
door sale. We've attached the agreement, TPV and confirmation packages sent detailing the terms of service. 

Gas Plan: Introductory Rate of $0.37980 for the first three billing cycles, and a variable rate thereafter. 

Electric Plan: Introductory Rate of $0.05260 for the first three billing cycles, and a variable rate thereafter. 

Neither of these enrollments were in fixed rate plans, so the customer was not required to be sent any renewal notice. 

Palmco began conducting business under its trade name Indra Energy in October 2018. We're attaching the postcard 
mailed to customers advising of this change. 

The AEP electric account had already been cancelled on 4/11/2018. No ETFs were issued. 

On 3/21/2019 ontacted our Customer Service line and expressed unhappiness with her gas bill. The 
customer was offered a switch from variable plan to fixed, customer refused and requested account be cancelled. Per 
customers request account was dropped with no ETF's issued to the customer. Dominion East established service end 
date of 4/17 /2019 for the gas account. 

In her conversation with us, the customer also requested account be reviewed. Upon review, since the customer was 
dissat isfied with their recent variable bill, we're going to rerate the customer's most recent last two bills, as well as her 
upcoming final bill. 1/16/19-2/15/19 to the rate of 0.36398 resulting in a credit in the amount of $371.50 and 2/14/19-
3/15/19 to the rate of 0.36398 resulting in a credit in the amount of $214.66. The total credit in the amount of 
$586.16 will be sent to the utility to be applied to her account. These adjustments will provide the customer with the 
financial effect of an expedited return to her utility. 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERGY 

1515 Market Street. Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
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F: 718.851.2427 

www . I ndra Energy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state .oh.us> 
Sent: Monday, March 25, 2019 13:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject : PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260678 [ ref:_OODtOGzXt._SOOtOGHZXV:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260678 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy 0 
SERVICE ACCOUNT NUMBER: 

, Ohio 43206 
Columbus, Ohio 43206 

***Note to suppl ier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good afternoon, 

Ms~ontacted the PUCO disputing the enrollment with your 
company. 

Please provide the following: 
If a sales call, the record ing. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
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I would greatly appreciate any additional information you can provide 
regarding this situation. 
Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOGHZXV:ref 
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E·mall Address: 
Please provide us 
cus10mer portal end 

Service Address: 

PALM co Energy OH, LLC / PALMco Power OH, LLC 

ElecUlclty Utility Account Number: 

Introductory 
Eloctrlclty Vorloblc 
Rato Supply: 

Per 
Duke Energy kWh DP&L 

(Account Number 10 diglls) (Account Number 10 digits) 
Toledo Per lllumlnatlng 
Edison kWh Company 

(Customer Number 20 dgits) (Customer Number 20 digits) 
You wlll pay the tntroduGtory rate stated above for the first three billing cyclu. Thereafter, you will receive a Vllrlabto 
not Include utility l ransportaUon, delivery, or other charges th•I your electricity utlllty may Impose. For fuU details s 

Natural Gaa Utility Account Number: 

er kWh 

8751 18" Avenue Brooklyn, NY 11214 
cuetomerservice@palmcoenergy.com 

www.pllmcoenergy.com 
Phone (877)726·5862 

Budget Billing: 0 Yes 

AEP o.xz~ 
No 

Per 
kWh 

(Customer Number 17 digits) 
Ohio Per 

Edison kWh 
(Customer Number 20 digits) 

to t nat may vary month to month. This rate does 
the Pricing section In the Terms and Conditions. 

6ud9et Billing: 0 Yes 

lnUoduct ory Natural I Duke er I Columbia A 
Gas Variable Rate Energy Dominion MCF Gas Ohlo{L..:.·.-....1-.u..i~ 
Supply: (Account Number 10 digits) (Account Number 10 digits) (Service De 
You will pay the Introd uctory rate stated above for the firs t three billing cyclH. Thereafter, you will receive • variable 
not tnetude utlllty transpottetion, delivery, or other charges that your natural gu utlllty may Impose. For run details 

Please Read Carefully and Initial In the Aporoprlate Spaces 
l. The representative stated that he/she was representing PALMco and was not from the natural s and/or electrlclty 

distribut ion company. 
2. The representative explained that by signing the enrollment form I was entering Into an agree nt/contract for PALMco to 

supply my natural gas and/or electricity. 
3. The representative explained to me the price for electricity and/or natural gas under this con tr 
4. The representative explained t hat the contract is for one month and will continue on a month-t month basis until either 

PALM co or I decides to cancel the contract. 
s. The representative explalned my righ t to cancel. 
6. The representative left two completed right to cancel notices with me. 
7. The representative disclosed that no early termination liability fee would apply If I cancel the co ract. 

This is an agreement, together with t he Terms and Conditions, Confirmation Letter, and any and all newal Notices (if applicable) , 
the "Agreemenr), between PALMco Energy OH, LLC rPALMco Energy'' or "PALMco") and you to atural gas supply service and/or PAlMco 
Power OH, LLC ("PALMco Power or "PALMco"l and you for electric supply service at each of the aq;ount service addresses listed above (or In 
any addendum). You agree to authorize a switch of your natural gas and/or electric supply service PALMco and to purchase all t he natural 
gas and/or electricity required to service each of the accounts listed above lor In any addendum) at price as described in this Agreement. You 
acknowled~e as follows: (Al Any PALMco sales representative with whom you have spoken repres ts PALMco and Is not from your utility or 
afflltated with your utility. (B) You are the named customer on each of the account(s) listed above ( in any addendum), or you are the spouse 
o f the named customer on such account(s), or you are over 18 years old and authorized to mak~ ecisions concerning such account(s). (C) 
PALMco will not charg~ you a fee to switch to PALM co as your natural ga~ and/or electric supplier. ) Your utlllty(les) will continue to deliver 
your gas and/or electricity and send you your natural gas and/or electricity bills, which will contai both your utiflty's charges and PALMco's 
charges. (E) PALMco does not guarantee savings or promise rates lower than your utility. (F) You ncumbent gas and/or electric utility may 
charge you switching tees. (G) There are no cancellation fees under this Agreement. 
YOU, THE BUYER, MAY CANCEL THIS TRANSACTION AT ANY TIME PRIOR TO MIDNIGHT F THE THIRD BUSINESS DAY AFTER 
THE DATE OF THIS TRANSACTION. SEE A TT ACHED NOTICE OF CANCELLATION FORM F AN EXPLANATION OF THIS RIGHT. 

By signing below. you agree to Iha terms and conditions of this Agreement. including the Tenns a 

For. PALMcoPowerOH, LLCandlor PALMcoEne~ OH. LLC{Soller} By: 

./ 

OH-E 10062696 



Columbus, OH 43206 

Thank you for choosing PALMco as your energy supplier! 

P ALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

w: PalmcoEnergy.com 
e: CustomerService@PahncoEnergy.com 

toll free: I (877) 726 5862 

7/27/2017 

This letter is confirming your selection of PALMco as your electricity supplier and this package contains a copy of 
the Terms and Conditions of your service with PALMco. 

We are currently processing your enrollment 
Your enrollment will be sent to AEP. You will receive a confirmation notice from AEP confirming your selection 
of PALMco as your electricity supplier. Your service will begin with your first meter read by your utility after your 
enrollment is accepted, and may take up to 1-2 billing cycles. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with PALMco: 

Your account will begin receiving supply from PALMco within 15 to 45 days from the date of this 

letter. 

Utility Account Number: 
Rate Plan: Introductory Rate of $0.05260 for the first three billing cycles, and a variable rate 
thereafter. 

Cancellation Fees: None 

Budget Billing: Available upon request. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to get your feedback, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email 
us at CustomerService@palmcoenergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

PS. Learn how to refer friends for discounts! Visit palmcoenergy.com/rewards 

V.OHE 17-03.01 





PAlMCRO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

Confirmation Letter, and any and all Renewal Notices (if applicable) 

(collectively, the "Agreement "), between PALMco Energy OH, LLC 

("PALMco Energy" or "PALMco") and you for natural gas supply 

service and/or PALM co Power OH, LLC ("PALMco Power or 

"PALMco") and you for electric supply service at each of the 

account service addresses listed in your Confirmation Letter (or in 

an addendum). You agree to authorize a switch of your natural gas 

and/or electric supply service to PALMco and to purchase all the 

natural gas and/or electricity required to service each of the 

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement. 

ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 

PALMco sales representative with whom you have spoken 

represents PALMco and is not from your utility or affiliated with 

your utility. {B) You are the named customer on each of the 

account(s) listed above (or in any addendum), or you are the 

spouse of the named customer on such account(s), or you are over 

18 years old and authorized to make decisions concerning such 

account(s). (C) PALMco will not charge you a fee to switch to 

PALMco as your natural gas and/or electric supplier. (0) Your 

utility(ies) will continue to deliver your gas and/or electrici ty and 

send you your natural gas and/or electricity bills, which will contain 

both your utility's charges and PALMco's charges. (E) PALMco does 

not guarantee savings or promise rates lower than your utility(ies). 

(F) Your incumbent gas and/or electric utility may charge you 

switching fees. (G) There are no cancellation fees under this 

Agreement. (H) You are not currently approved for or enrolled in 

PIPP and/or any other such util ity arrearage crediting program. 

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU WILL 

RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR GAS 

AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR GAS 

AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND ADVISING 

YOU OF YOUR RIGHT TO RESCIND YOUR ENROLLMENT WITH 

PALMCO. FOR GAS SUPPLY SERVICE, YOU HAVE 7 BUSINESS DAYS 

FROM THE DATE OF THE POSTMARK OF THAT NOTICE DURING 

WHICH YOU MAY RESCIND THIS AGREEM ENT AND YOUR NATURAL 

GAS ENROLLMENT WITH PALMCO WITHOUT PENALTY BY 

CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 

ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF 

THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 

RESCIND TH IS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 

WITH PALMCO WITHOUT PENALTY BY CONTACTING YOUR 

ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 

LENGTH OF AGREEMENT AND TERMINATION. This Agreement wil l 

begin when your local utility switches your account to PALMco s. 

For Variable Price natural gas and/or electric supply service, this 

Agreement will continue on a month-to-month basis. For Fixed 

Price natural gas and/or electric supply service, this Agreement will 

continue for the period of time set forth in your Confirmation 

Letter. If PALMco decides to terminate as provided in this 

Agreement, it shall provide advance notice to you in writing to your 

Service Address( es). You may terminate this Agreement at any time 

by (a) calling PAl Mco at (877) 726-5862; (b) sending a letter to 

PALMco at 8751 lBth Avenue, Brooklyn, NY 11214; or (c) emailing 

PALMco at CustomerService@PalmcoEnergy.com. Upon 

termination as provided in this Agreement, you will be returned to 

your utility's standard service or you may choose another supplier. 

In any case in which your natural gas and/or electric supply service 

with PALMco is terminated as provided in this Agreement, you will 

remain obligated to pay for the natural gas and/or electric supply 

service provided by PALMco prior to the effective date of the 

termination. The effective date of termination will be determined 

by your utility. Your natural gas and/or electric supply service from 

PALMco will terminate automatically without penalty to you if any 

of the following occurs: (a) your Service Address( es) is not served 

or no longer served by your utility; (b) you move outside your 

utility's service area or to an area not served by PALMco; or (c) 

PALMco returns you to your utility' s applicable tariff service 

pursuant to the terms of this Agreement. You may also cancel your 

natural gas supply service with PALMco Energy without penalty if 

you relocate your Service Address(es) (a) outside of the service 

territory of your gas ut ility or (b) within the service territory of your 

gas utility if your gas utility does not permit you to t ransfer your 

PALMco Energy contract to your new Service Address( es). You also 

may cancel this Agreement with PAlMco Power without penalty if 

you relocate your Service Address(es) to an area that PALMco 

Power does not serve or to an area where PALMco Power charges 

a different price for electric supply service. In the case of a Service 

Address relocation, the cancellation shall apply only to the Service 

Address( es) you move from, and not any other Service Address( es) 

covered by this Agreement. If you voluntarily return or switch back 

to your natural gas and/or electric utility after choosing PALMco, 

you may not be served under the same rates, terms, arid conditions 

as those available to other customers served by your natural gas 

and/or electric utility. 

PRICING. 

Natural Gas and/or Electric Int roductory Price: If you receive 

natural gas and/or electric supply service from PALMco, you will 

pay an Introductory Price as set forth in your Confirmation Let ter 

for the time period set forth in your Confirmation Letter, and 

thereafter, your price for natural gas and/or electric supply service 

wi ll automatically become for the length of this Agreement either 

a Variable or Fixed price as described herein and as stated in your 

Confirmation letter. 

Natural Gas and/or Electric Fixed Price (when applicable): You will 

pay a Fixed Price as set forth in your Confirmation Letter for the 

fixed term indicated in your Confirmation l etter. Before the end of 

your fixed term, PALMco will send you a notice with your contract 

renewal and pricing options. Your service will automatically 

continue under the specified renewal terms unless you contact 

PALMco to terminate as set forth herein and as stated in the 

Renewal Notice. If you terminate this Agreement prior to the 

expiration of the term, you will not be subject to any early 

termination fees. 



Natural Gas Variable Price (when applicable): You wil l pay a 

Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for natural 
gas, applicable interstate transportation costs, any supply and 

agency functions that PALMco performs for you, and other 
prevailing market conditions, plus PALMco's costs, expenses and 

margins. 

Electric Variable Price (when applicable): You will pay a Variable 

Price for electric supply service that may vary from month to month 
as determined by PALMco in its sole discretion based on a zonal 
locational marginal price ("LMP") determined on a day ahead or 

real time basis, any supply and agency functions that PALMco 
performs for you, line loss, compliance costs, certain transmission, 

capacity, ancillary, and administrative costs incurred by PALMco, 
and other prevailing market conditions, plus PALMco's costs, 

expenses and margins. 

Natural Gas and/or Electric Supply Price Disclosures: There is no 

limit on how much the Variable Price of your natural gas and/or 
electric supply service may change from one billing cycle to the next 

and your Variable Price may be higher or lower than your utility's 
standard offer service rate in any given month. PALMco does not 

guarantee savings in any month or for the ent ire length of this 
Agreement. PALMco's current and historical prices are not an 
indicator of future prices. 

Other Charges: You are also responsible for paying and 

reimbursing PALMco for all applicable taxes, and other government 
fees, assessments, and charges, however designated, relating to 

the natural gas and/or electric supply service provided under this 
Agreement. This may include, but shall not be limited to, utility 
taxes, gross receipts taxes, and sales or use taxes imposed on 

PALMco and/or you by federal, state, and/or local authorities. If 
you are tax exempt, you must furnish PALMco an exemption 

certificate before service commences. This Agreement does not 
include utility t ransportation, delivery, or other charges that your 

gas or electric utility charges you for those services. 

No Early Terminat1on Fee. If you terminate this Agreement prior to 

the expiration of the term, you will not be subject to any early 

termination fees. 

FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) days 

before the expiration of your Fixed Term, PALMco will provide 
written notice to you of the Agreement's renewal ("Renewal 

Notice"). The Renewal Notice will set forth the proposed renewal 

option(s), including any applicable information required by the 
Commission. If you do not respond to the Renewal Notice or 

otherwise terminate this Agreement by notifying PALMco in 
accordance with the Termination section herein, then your 

Agreement will automatically renew on a month to month basis at 
the rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without your 

affirmative consent even when there is a change in the rate or other 

terms and conditions. 

RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is updated 
periodically following the requirements of the Public Utilities 

Commission of Ohio. 

Bil l PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 

Natural Gas and/or Electric: You will be billed by your utility(ies) at 
intervals established by your utility(ies). You will pay PALMco's 

charges for natural gas and/or electric supply service based on 
meter readings and consumption information that PALMco 
receives from your utility ("Bill ing Quantity"). You will receive a 

single monthly bill from your utility that contains both PALMco's 
charges and your utility's charges. Your payment for natural gas 

and/or electric supply service is due on the date set forth on the 
bill. You shall pay a late payment charge on all unpaid amounts 

(including arrears and late payment charges) owing and not 
received by PALMco by the due date of the bill, at a rate of 1.5% 
per month or the maximum amount permitted by law, whichever 

is lower. You shall also be responsible for paying PALMco's 
reasonable attorneys' fees, costs, and expenses incurred by it in 

collecting any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy any 

agreed upon payment arrangement you may have, your utility may 
disconnect your service in accordance with the provisions of its 
tariff. If your utility disconnects your service, this Agreement may 

be automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from you 
on a timely basis or does not meet any agreed-upon payment plan, 

PALMco may, after 14 calendar days' written notice to you, 

terminate this Agreement and its natural gas and/or electric supply 
service to you. You have the right to request from PALMco, without 
charge, up to 24 months of your payment history covering services 

rendered by PALMco, without charge, twice within any 12-month 
period . Budget Billing is available for both the delivery and natural 

gas and/or electric supply service portions of your bill. If you are 
interested in Budget Billing, you should contact your utility and 

request to be placed on a Budget Billing plan. If your electric utility 
is Duke Energy Ohio, to request Budget Billing for the electric 

supply service portion of your electric bill, you should contact 
PALMco and request to be placed on a Budget Billing plan. 

CUSTOMER INFORMATION RELEASE. You authorize PALMco to 

begin your enrollment, initiate service to the accounts listed in your 
Confirmation Letter (or in any addendum) and to obtain historical 

billing data and other information about you ("Customer 
Information") from your gas and/or electric utility( ies), so that 

PALMco can start and continue its service to you. PALMco reserves 
the right to refuse to provide service to you under this Agreement 

if it is unable to obtain the necessary Customer Information or it 
obtains Customer Information that it considers to be 

unsatisfactory. PALMco Energy will not release your social security 
number, account number(s), or any other Customer Information 

without your express written or electronic consent, except in 
accordance with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 

another third party supplier. PALMco Power wi ll not release your 



social security number and/or account number(s) w ithout your 
w ritten or elect ronic consent, except for PALMco Power's own 

collections and/or credit reporting, participation in programs 

funded by the universal service fund, pursuant to section 4928.52 

of the Revised Code, or if it sells or assigns this Agreement to 

another third party supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 

SERVICE. Contact PALMco at 1-877-726-5862 (toll free) between 

the hours of 8 a.m. and S p.m. EST or EDT, by U.S. mail at 875118th 

Avenue, Brooklyn, NY 11214, or by e-mail at 

CustomerService@PalmcoEnergy.com, if you have any quest ions 

or complaints about your service under this Agreement. If your 

complaint is not resolved after you have contacted PALM co and/or 

your utility, or for general utility information, residential and 

business customers may contact the Public Utilit ies Commission of 

Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 

a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing 

or speech impaired customers may contact the PUCO via 7-1-1 

(Ohio relay service). The Ohio Consumers' Counsel (OCC) 

represents residential utility customers in matters before the 

PUCO. The OCC can be contacted at 1-877-742-5622 (toll free) from 

8 a.m. to 5 p.m. weekdays, or at www.pickocc.org. 

ELECTRONIC COMMUNICATION. Unless otherwise required by 

law, if you provide PALMco with your email address, you agree that 

PALMco may transmit to you all notices and other 

communications, including those required in this Agreement, 

electronically to the email address provided by you. You shall be 

responsible for notifying PALMco of any change in email address 

and/or any withdrawal of your consent to electronic 

communications. Notices t ransmitted to you via email will be 

deemed to have been received if transmitted to you at the email 

address provided to PALMco by you. 

FORCE MAJEURE. Neither PALMco nor you will be liable for a 

breach of this Agreement i f such breach is due to a force majeure 

event. A " force maj eure event" means a material, unavoidable 

occurrence beyond a party's control, such as a fire, act of god or 

public enemy, labor strike, lockout or other industrial disturbance, 

act of terrorism, government action, utility action, storm, 

hurricane, flood, explosion, shortage or unavailability of 

transmission facilities, and other events that cannot be prevented 

or overcome by ordinary due diligence. A force majeure event does 

not include an inability to pay any amount owing under this 

Agreement. 

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED BY 

APPLICABLE OHIO LAW, NEITH ER YOU NOR PALMCO WILL BE 

LIABLE TO TH E OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 

PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM A 

BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT LI MITATION, 

LOST PROFITS OR LOST REVENUES. 

ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 

APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR DISPUTE 

RELATING TO THIS AGREEMENT FOR ELECTRIC AND/ OR NATURAL 

GAS SUPPLY SERVICE THAT NEEDS TO BE RESOLVED AND WE ARE 

UNABLE TO RESOLVE IT INFORMALLY, IT MAY BE RESOLVED 

THROUGH ARBITRATION. INCLUDED ARE ALL ISSUES, CLAIMS 
AND DISPUTES ARISING OUT OF OR RELATING TO ANY ASPECT OF 

YOUR PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC 

AND/ OR NATURAL GAS SUPPLY SERVICE WHETHER ARISING 

DURING OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT 

FOR ELECTRIC AND/ OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 

ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL BE 

CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS 

AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD 

CLASS-W IDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 

PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 

COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 

GOVERNING RETAIL ELECTRIC AND/ OR NATURAL GAS SUPPLIERS 

IN YOUR STATE AND THE REGULATIONS OF ANY AGENCY IN YOUR 

STATE WITH JURISDICTION OVER RETAIL ELECTRIC AND/ OR 

NATURAL GAS SUPPLIERS. 

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 

POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 

PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE FACE 

OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 

WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 

PARTICULAR PURPOSE. 

APPLICABLE LAWS, ETC. This Agreement is subject to al l applicable 

Federal, state, and local laws, and the orders, rules, and regulations 

of governmental agencies having jurisdiction over the subject 

matter of this Agreement, including, without limitation, the Public 

Utilities Commission of Ohio. THIS AGREEMENT WILL BE 

GOVERNED AND CONSTRUED IN ACCORDANCE WITH OHIO LAW, 

WITHOUT REGARD TO PRINCIPLES RELATING TO CONFLICTS OF 

LAW. 

M ISCELLANEOUS. PALMco assumes no responsibi lity or liability 

for the fol lowing items that are the responsibility of the 

utility(ies): operation and maintenance of the utili t y's natural 

gas and/or elect rical system, any interruption of service, 

termination of service, and deterioration of the utilty's service. 

This Agreement is the entire understanding between you and 

PALMco with respect to the subject matter hereof and there are no 

promises, covenants, or undertakings other than those expressly 

set forth in this Agreement. PALMco will not make a material 

change to the terms of this Agreement without first obtaining your 

consent in writing or through third party verification (TPV), except 

if due a change in market conditions, PALMco wishes lower the 

price (per ccf or mcf or kilowatt-hour as applicable) charged under 

this Agreement and no other terms and conditions are changed. 

You may not assign this Agreement without PALMco's prior written 

consent. PALMco may sell, transfer, pledge, or assign the accounts, 

revenues, or proceeds hereof, in connection with any financia l 

agreement and may assign this Agreement to another energy 

supplier, energy services company or other entity in accordance 

with the rules and procedures of the PUCO, if any, governing such 

transactions. This Agreement will inure to and be binding upon the 

successors and assignees of the parties hereto. No delay or failure 

by either you or PALMco to exercise any right or remedy to which 



either party may be entitled to herein will constitute a waiver of 

t hat right or remedy. 

EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY-RELATED 
EMERGENCY. SUCH AS A GAS OR ELECTRIC OUTAGE OR GAS LEAK. 
you SHOULP IMMEDIATELY CONTACT YOUR LOCAL UTILITY. 

V.E.17-03.27 



Columbus, OH 43206 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

w: PalmcoEnergy.com 
e: 0.1stomerService@PalmcoEnergy.com 

toll free: I (877) 726 5862 

7/27/2017 

This letter is confirming your selection of PALMco as your natural gas supplier and this package contains a copy 
of the Terms and Conditions of your service with PALMco. 

We are currently processing your enrollment 
Your enrollment will be sent to Columbia Gas. You will receive a confirmation notice from Columbia Gas 
confirming your selection of PALMco as your natural gas supplier. Your service will begin with your first meter 
read by your utility after your enrollment is accepted, and may take up to 1-2 billing cycles. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with PALMco: 

Your account will begin receiving supply from PALMco within 15 to 45 days from the date of this 

letter. 

Utility Account Number: 

Rate Plan: Introductory Rate of $0.37980 for the first three billing cycles, and a variable rate 
thereafter. 
Cancellation Fees: None 

Budget Billing: Please contact Columbia Gas. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to get your feedback, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email 
us at CustomerService@palmcoenergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

PS. Learn how to refer friends for discounts! Visit palmcoenergy.com/rewards 

V.OJ-IE 17-03.01 





PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

Confirmation Letter, and any and all Renewal Notices (if applicable) 

(collectively, the "Agreement"), between PALMco Energy OH, LLC 

("PALMco Energy" or "PALMco") and you for natural gas supply 

service and/or PALMco Power OH, LLC ("PALMco Power or 

"PALMco") and you for electric supply service at each of the 

account service addresses listed in your Confirmation Letter (or in 

an addendum). You agree to authorize a switch of your natural gas 

and/or electric supply service to PALMco and to purchase al l the 

natural gas and/or electricity required to service each of the 

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement. 

ACKNOWLEDGEM ENT. You acknowledge as follows: (A) Any 

PALMco sales representat ive with whom you have spoken 

represents PALMco and is not from your utility or affi liated with 

your utility. (B) You are the named customer on each of the 

account(s) listed above (or in any addendum), or you are the 

spouse of the named customer on such account(s), or you are over 

18 years old and authorized to make decisions concerning such 

account(s). (C) PALMco will not charge you a fee to switch to 

PALMco as your natural gas and/or electric supplier. (D) Your 

utility(ies) will continue to deliver your gas and/or electricity and 

send you your natural gas and/or electricity bills, which will contain 

both your utility's charges and PALMco's charges. (E) PALMco does 

not guarantee savings or promise rates lower than your utilit y(ies). 

(F) Your incumbent gas and/or electric utility may charge you 

switching fees. (G) There are no cancellation fees under this 

Agreement. {H) You are not currently approved for or enrolled in 

PIPP and/or any other such utility arrearage crediting program. 

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU WILL 

RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR GAS 

AND/OR ELECTRIC UTIUTY(IES) OF THE TRANSFER OF YOUR GAS 

AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND ADVISING 

YOU OF YOUR RIGHT TO RESCIND YOUR ENROLLMENT WITH 

PALMCO. FOR GAS SUPPLY SERVICE, YOU HAVE 7 BUSINESS DAYS 

FROM THE DATE OF THE POSTMARK OF THAT NOTICE DURING 

WHICH YOU MAY RESCIND THIS AGREEMENT AND YOUR NATURAL 

GAS ENROLLMENT WITH PALMCO WITHOUT PENALTY BY 

CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 

ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF 

THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 

RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 

WITH PALMCO WITHOUT PENALTY BY CONTACTING YOUR 

ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 

LENGTH OF AGREEM ENT AND TERM INATION. This Agreement will 

begin when your local util ity switches your account to PALMco s. 

For Variable Price natural gas and/or electric supply service, this 

Agreement will continue on a month-to-month basis. For Fixed 

Price natural gas and/or electric supply service, this Agreement wi ll 

continue for the period of time set forth in your Confirmation 

Letter. If PALMco decides to terminate as provided in this 

Agreement, it shall provide advance notice to you in writ ing to your 

Service Address( es). You may terminate this Agreement at any time 

by (a) calling PALMco at (877) 726-5862; (b) sending a letter to 

PALMco at 875118th Avenue, Brooklyn, NY 11214; or (c) emailing 

PALMco at CustomerService@PalmcoEnergy.com. Upon 

termination as provided in this Agreement, you will be returned to 

your utility's standard service or you may choose another supplier. 

In any case in which your natural gas and/or electric supply service 

with PALMco is terminated as provided in this Agreement, you will 

remain obligated to pay for the natural gas and/or electric supply 

service provided by PALMco prior to the effective date of the 

termination. The effective date of termination wil l be determined 

by your utility. Your natural gas and/or electric supply service from 

PALMco w ill terminate automatically without penalty to you if any 

of the following occurs: (a) your Service Address(es) is not served 

or no longer served by your utility; (b) you move outside your 

utility's service area or to an area not served by PALMco; or (c) 

PALMco returns you to your utility's applicable tariff service 

pursuant to the terms of t his Agreement. You may also cancel your 

natural gas supply service with PALMco Energy without penalty i f 

you relocate your Service Address(es) (a) outside of the service 

territory of your gas utility or (b) within the service territory of your 

gas utility if your gas utility does not permit you to transfer your 

PALMco Energy contract to your new Service Address( es). You also 

may cancel this Agreement with PALMco Power without penalty if 

you relocate your Service Address(es) to an area that PALMco 

Power does not serve or to an area where PALMco Power charges 

a different price for electric supply service. In the case of a Service 

Address relocation, the cancellation shall apply only to the Service 

Address( es) you move from, and not any other Service Address( es) 

covered by this Agreement . If you voluntarily return or switch back 

to your natural gas and/or electric utility after choosing PALMco, 

you may not be served under the same rates, terms, and conditions 

as those available to other customers served by your natural gas 

and/or electric utility. 

PRICING. 

Natural Gas and/or Electric Introductory Price: If you receive 

natural gas and/or electric supply service from PALMco, you will 

pay an Introductory Price as set forth in your Confirmation Letter 

for the time period set forth in your Confirmation Letter, and 

thereafter, your price for natural gas and/or electric supply service 

will automatically become for the length of this Agreement either 

a Variable or Fixed price as described herein and as stated in your 

Confirmation Letter. 

Natural Gas and/or Electric Fixed Price (when applicable): You will 

pay a Fixed Price as set forth in your Confirmation Letter for the 

fixed term indicated in your Confirmation Letter. Before the end of 

your fixed term, PALMco will send you a notice with your contract 

renewal and pricing options. Your service w ill automatically 

continue under the specified renewal terms unless you contact 

PALMco to terminate as set forth herein and as stated in the 

Renewal Notice. If you terminate this Agreement prior to the 

expiration of the term, you will not be subject to any early 

termination fees. 



Natural Gas Variable Price (when applicable): You will pay a 

Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 

based on the applicable monthly NYMEX closing price for natural 
gas, applicable interstate transportation costs, any supply and 
agency functions that PALMco performs for you, and other 

prevailing market condit ions, plus PALMco's costs, expenses and 
margins. 

Electric Variable Price (when applicable): You wil l pay a Variable 

Price for electric su pply service that may vary from month to month 
as determined by PALMco in its sole discretion based on a zonal 

locationa l marginal price ("LMP" ) determined on a day ahead or 

real time basis, any supply and agency functions that PALMco 
performs for you, line loss, compliance costs, certain t ransmission, 
capacity, ancillary, and administrative costs incurred by PALMco, 

and other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 

Natural Gas and/or Electric Supply Price Disclosures : There is no 

limit on how much the Variable Price of your natural gas and/or 
electric supply service may change from one billing cycle to the next 
and your Variable Price may be higher or lower than your utility's 

standard offer service rate in any given month. PALMco does not 
guarantee savings in any month or for the entire length of this 
Agreement. PALMco's current and historical prices are not an 

indicator of future prices. 

Other Charges: You are also responsible for paying and 

reimbursing PALMco for all applicable taxes, and other government 

fees, assessments, and charges, however designated, relating to 
the natural gas and/or electric supply service provided under this 
Agreement. This may include, but shall not be limited to, utilit y 

taxes, gross receipts taxes, and sales or use taxes imposed on 
PALMco and/or you by federal, state, and/or local authorit ies. If 

you are tax exempt, you must furnish PALMco an exemption 
certi ficate before service commences. This Agreement does not 

include utility t ransporta tion, delivery, or other charges that your 
gas or electric utility charges you for those services. 

No Early Termination Fee. If you terminate this Agreement prior to 
the expiration of the term, you will not be subject to any early 

termination fees. 

FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) days 
before the expiration of your Fixed Term, PALMco will provide 

written not ice to you of the Agreement's renewal ("Renewal 

Notice"). The Renewal Notice will set forth the proposed renewal 
option(s), including any applicable information required by the 

Commission. If you do not respond to t he Renewal Notice or 
otherwise terminate this Agreement by notifying PALMco in 

accordance with the Termination section herein, then your 

Agreement will automat ically renew on a month to month basis at 
t he rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without your 
affirmative consent even when there is a change in the rate or other 

terms and conditions. 

RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of t he electric supply sold by PALMco Power are 

available at www.palmcoenergy.com. This information is updated 
periodically following the requirements of the Public Utilities 

Commission of Ohio. 

BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 

Natural Gas and/ or Electric: You will be bil led by your ut ility(ies) at 
intervals established by your ut ility(ies). You will pay PALMco's 
charges for natural gas and/or electric supply service based on 
meter readings and consumption information that PALMco 

receives from your utility ("Billing Quantity"). You will receive a 

single monthly bill from your utility that contains both PALMco's 
charges and your utilit y's charges. Your payment for natural gas 
and/ or electric supply service is due on the date set forth on t he 

bill. You shall pay a late payment charge on all unpaid amounts 
(including arrears and late payment charges) owing and not 
received by PALMco by the due date of the bill, at a rate of 1.5% 

per month or the maximum amount permitted by law, whichever 
is lower. You shall also be responsible for paying PALMco's 

reasonable attorneys' fees, costs, and expenses incurred by it in 
col lecting any such payment from you. If you fail to pay your bill for 

natural gas and/or electric supply service or you fai l to sat isfy any 
agreed upon payment arrangement you may have, your utility may 

disconnect your service in accordance with the provisions of its 
tariff. If your utility disconnects your service, t his Agreement may 
be automatically terminated. In addit ion, if your payment for 

natural gas and/or electric supply service is not received from you 
on a timely basis or does not meet any agreed-upon payment plan, 

PALMco may, after 14 calendar days' written notice to you, 
terminate this Agreement and its natural gas and/or electric supply 

service to you. You have the right to request from PALMco, without 
charge, up to 24 months of your payment history covering services 
rendered by PALMco, without charge, twice within any 12-month 

period. Budget Billing is available for both the delivery and natural 
gas and/or electric supply service portions of your bill. If you are 

interested in Budget Billing, you should contact your utility and 
request to be placed on a Budget Billing plan. If your electric utility 

is Duke Energy Ohio, to request Budget Billing for the electric 
supply service portion of your electric bil l, you should contact 

PALMco and request to be placed on a Budget Billing plan. 

CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, init iate service to the accounts listed in your 

Confirmation Letter (or in any addendum) and to obtain historical 

bil ling data and other information about you ("Customer 
Information" ) from your gas and/or electric utility(ies), so that 
PALMco can start and continue its service to you. PALMco reserves 

the right to refuse to provide service to you under this Agreement 
if it is unable to obtain the necessary Customer Information or it 

obtains Customer Information that it considers to be 
unsatisfactory. PALMco Energy will not release your social security 

number, account number(s), or any other Customer Information 
without your express written or electronic consent, except in 

accordance with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third party supplier. PALMco Power will not release your 



social security number and/or account number(s) w ithout your 

written or electronic consent, except for PALMco Power's own 

collections and/or credit reporting, participation in programs 

funded by the universal service fund, pursuant to section 4928.52 

of the Revised Code, or if it sells or assigns this Agreement to 

another third party supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 

SERVICE. Contact PALMco at 1-877-726-5862 (toll free) between 

the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail at 8751 18th 

Avenue, Brooklyn, NY 11214, or by e-mail at 

CustomerService@PalmcoEnergy.com, if you have any questions 

or complaints about your service under this Agreement. If your 

complaint is not resolved after you have contacted PALMco and/or 

your utility, or for general utility information, residential and 

business customers may contact the Public Utilities Commission of 

Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 

a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing 

or speech impaired customers may contact the PUCO via 7-1-l 

(Ohio relay service). The Ohio Consumers' Counsel (OCC) 

represents residential ut ility customers in matters before the 

PUCO. The OCC can be contacted at 1-877-742-5622 (toll free) from 

8 a.m. to 5 p.m. weekdays, or atwww.p ickocc.org. 

ELECTRONIC COMMUNICATION. Unless otherwise required by 

law, if you provide PALMco with your email address, you agree that 

PALMco may transmit to you all not ices and other 

communications, including those required in this Agreement, 

electronically to the email address provided by you. You shall be 

responsible for notifying PALMco of any change in email address 

and/or any withdrawal of your consent to electronic 

communications. Notices transmitted to you via email will be 

deemed to have been received if transmitted to you at the email 

address provided to PALMco by you. 

FORCE MAJEURE. Neither PALMco nor you will be liable for a 

breach of this Agreement if such breach is due to a force majeure 

event. A "force majeure event" means a material, unavoidable 

occurrence beyond a party's control, such as a fi re, act of god or 

public enemy, labor strike, lockout or other industrial disturbance, 

act of terrorism, government action, utility act ion, storm, 

hurricane, flood, explosion, shortage or unavailability of 

transmission facil ities, and other events that cannot be prevented 

or overcome by ordinary due diligence. A force majeure event does 

not include an inability to pay any amount owing under this 

Agreement. 

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED BY 

APPLICABLE OHIO LAW, NEITH ER YOU NOR PALMCO W ILL BE 

LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEM PLARY, 

PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM A 

BREACH OF THIS AGREEM ENT, INCLUDING, WITHOUT LI MITATION, 

LOST PROFITS OR LOST REVENUES. 

ARBITRATION . TO THE FULLEST EXTENT PERMITTED BY 

APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR DISPUTE 

RELATING TO THIS AGREEMENT FOR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE THAT NEEDS TO BE RESOLVED AND WE ARE 

UNABLE TO RESOLVE IT INFORMALLY, IT MAY BE RESOLVED 

THROUGH ARBITRATION. INCLUDED ARE ALL ISSUES, CLAIMS 
AND DISPUTES ARISING OUT OF OR RELATING TO ANY ASPECT OF 

YOUR PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC 

AND/OR NATURAL GAS SUPPLY SERVICE WHETHER ARISING 

DURING OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT 

FOR ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 

ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL BE 

CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS 

ANO AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD 

CLASS-WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 

PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 

COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 

GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS SUPPLIERS 

IN YOUR STATE AND THE REGULATIONS OF ANY AGENCY IN YOUR 

STATE WITH JURISDICTION OVER RETAIL ELECTRIC AND/ OR 
NATURAL GAS SUPPLIERS. 

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 

POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 

PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE FACE 

OF THIS AGREEMENT, INCLUDING, WITHOUT LIM ITATION, 

WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 

PARTICULAR PURPOSE. 

APPLICABLE LAWS, ETC. This Agreement is subject to all applicable 

Federal, state, and local laws, and the orders, ru les, and regulations 

of governmental agencies having jurisdiction over the subject 

matter of this Agreement, including, without limitation, the Public 

Utilities Commission of Ohio. THIS AGREEMENT WILL BE 

GOVERNED AND CONSTRUED IN ACCORDANCE WITH OHIO LAW, 

WITHOUT REGARD TO PRINCIPLES RELATING TO CONFLICTS OF 

LAW. 

M ISCELLANEOUS. PALMco assumes no responsibility or liability 

for the fol lowing items that are the responsibili t y of the 

uti lity{ies): operation and maintenance of the utility's natural 

gas and/or electrical system, any interruption of service, 

termination of service, and deterioration of the ut ilty's service. 

This Agreement is the entire understanding between you and 

PALMco with respect to the subject matter hereof and there are no 

promises, covenants, or undertakings other than those expressly 

set forth in this Agreement. PALMco will not make a material 

change to the terms of this Agreement without first obtaining your 

consent in writing or through third party verification (TPV), except 

if due a change in market conditions, PALMco wishes lower the 

price (per ccf or mcf or kilowatt-hour as applicable) charged under 

this Agreement and no other terms and conditions are changed. 

You may not assign this Agreement without PALMco's prior written 

consent. PALM co may sell, transfer, pledge, or assign the accounts, 

revenues, or proceeds hereof, in connection with any financia l 

agreement and may assign this Agreement to another energy 

supplier, energy services company or other entity in accordance 

with the rules and procedures of the PUCO, if any, governing such 

transact ions. This Agreement will inure to and be binding upon the 

successors and assignees of the parties hereto. No delay or failure 

by either you or PALMco to exercise any right or remedy to which 



either party may be entitled to herein will constitute a waiver of 
that right or remedy. 

EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY-RELATED 

EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE OR GAS LEAK. 

YOU SHOULD IMMEPIATELY CONTACT YOUR LOCAL UTILITY. 

V.E.17-03.27 
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Dear Valued Customer. 

We are excited to share some important news 
regarding the evolution of our company and, as our 
customer, how this update will benefit you. Today we 
want to announce that our company name will be 
changing as of October 1, 2018 to Indra Energy. 

We feel this name change will better capture our 
evolving vision and integration of new products and 
services. This transition will not affect your service and 
there is no action required on your part. 

We value you as a customer and appreciate your 
feedback. If you have any questions, please contact 
our customer care team. 

Thank you, 

PALMco Energy 

PATNfCi· 
PALMco Energy 8751 18th Avenue Brooklyn, NY 11214 I 1.877.726.5862 I PalmcoEnergy.com 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 
Monday, April 01, 2019 4:19 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261918 [ ref:_OODtOGzXt._ 
SOOtOGIPxl:ref I 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261918 
COMPANY: 
CUSTOME 
ADDRESS. 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SER-T NUMBER: 
NIQ: 

Euclid, Ohio 44132 
Euclid, Ohio 44132 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
This customer states she was visited by door to door sales rep on March 
29 who stated he represents a program that gives money back to 
neighbors. She was getting money back because another company had 
already gone through her neighborhood. She was told if she just signed 
her name and gave him her bill she would get $800 for what the other 
company did to her. 
*****************************·* 
Please provide all details of enrollment including TPV and T&Cs. 

Sincerely, 

1 



Lee Garry 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ OODtOGzXt._ 500tOGIPxL:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Lee and the PUCO, 

William Schaaf 
Wednesday, April 10, 2019 11:05 AM 
Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261918 [ ref:_OODtOGzXt._ 

-

PxL:ref] 
PV.mp3••1Confirmation Pack-Gas.pdf~onfirmation Pack-Electric.pdf 

This customer's gas and electric accounts were submitted for enrollment in Indra's service as the result of a door-to
door sale on 3/24/19. We've attached the TPV recording for this enrollment, as well as the confirmation packages sent 
to the customer detailing the terms of service. The enrollment was rejected by the customer's gas and electric utilities, 
and as a result the customer will not receive Indra's supply. 

At the time of enrollment, the customer completed a TPV in which she confirmed her understanding of Indra's service. 
With that said, the alleged action of the sales representative in question is completely against Indra's Code of Conduct. 
Upon receiving this complaint, these concerns were passed onto the sales partner to address with the representative in 
question. Although the sales representative in question has not had any similar allegations made against him, as a result 
of this complaint, we will be increasing our review of the rep's activity to ensure that no problematic behavior is 
identified. 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www .Indra Energy.com 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Monday, April 1, 2019 4:19 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261918 [ ref:_OODtOGzXt._SOOtOGIPxl:ref] 

1 



Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261918 
COMPANY: 
CUSTOMER 
ADDRESS:liiiiiiiiiiiiiiiilll••• Euclid, Ohio 44132 
SERVICE ADDRESS: Euclid, Ohio 44132 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided with in 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
This customer states she was visited by door to door sales rep on March 

29 who stated he represents a program that gives money back to 
neighbors. She was getting money back because another company had 
already gone through her neighborhood. She was told if she just signed 
her name and gave him her bill she would get $800 for what the other 
company did to her. 
****************************** 

Please provide all details of enrollment including TPV and T&Cs. 

Sincerely, 

Lee Garry 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

2 
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indra ® 

ENERGY 

Euclid, OH 44132 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1 515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

w: lndraEnergy.com 
e; CustomerCare@lndraEnergy.com 

toll free: 1 (888) 50-INDRA 
1 (888) 504 6372 

3/26/2019 

This letter is confirming your selection of Indra Energy as your natural gas supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Dominion East Ohio. You will receive a confirmation notice from Dominion East 
Ohio confirming your selection of Indra Energy as your natural gas supplier. Your service will begin with your 
first meter read by your ut ility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you 
decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so . 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Number: 

Rate Plan: Initial Rate of $4.40000/Mcf for the first month followed by a Fixed Rate of $7.20600/Mcf 
for the remaining 12 months. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 
Renewable Energy Product Information: One hundred percent (100%) of your natural gas usage 
will be matched with carbon offsets. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am to 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. learn how to refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 



ind raft. 
ENrnGV 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM 
YOUR NATU RAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local ut ility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of t ime set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility' s service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
t erritory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to t ransfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You w ill pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market condit ions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
t ransportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before t he expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. If you select a 
natural gas renewable energy product, one hundred percent 
(100%) of your natural gas usage will be matched with carbon 
offsets. 
SIU PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your ut ility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 

and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 
shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you . If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a t imely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
cha rge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement . If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 



cont acted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may t ransmit to you all notices and ot her 
communications, including those required in this Agreement, 
electronically t o the email address provided by you. You shall 
be responsible for not ifying Indra of any change in email 
address and/or any w ithdrawal of your consent to electronic 
communications. Not ices t ransmitted to you via email will be 
deemed to have been received if transmitted to you at t he 
email address provided to Indra by you . 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of t his Agreement if such breach is due to a force 
majeure event . A " force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fi re, act of god or public enemy, labor st rike, lockout or ot her 
industrial disturbance, act of t errorism, government action, 
util it y action, st orm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilit ies, and other events t hat 
cannot be prevented or overcome by ord inary due diligence. A 
force majeure event does not include an inability t o pay any 
amount owing under this Agreement . 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA Will BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAM AGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE All ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHAU HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE ANO THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC ANO/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY M AKES ANY WARRANTI ES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, stat e, and loca l laws, and the orders, rules, 
and regulat ions of governmental agencies having ju risdiction 

over t he subject matter of t his Agreement, including, w ithout 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT Will BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or " Indra Energy" to refer 
to ourselves for t he purposes of th is Agreement. We use "you" 
or "your" t o refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liabi lity 
for t he following items t hat are t he responsibil ity of t he 
utilit y (ies): operation and maintenance of t he utility's 
nat ural gas and/or electr ical system, any interruption of 
service, te rm ination of service, and det eriorat ion of the 
util it y's service. This Agreement is the ent ire understanding 
between you and Indra with respect to t he subject matter 
hereof and there are no promises, covenants, or undertakings 
other t han those expressly set forth in t his Agreement . Indra 
will not make a material change t o t he terms of th is Agreement 
without f irst obtaining your consent in writ ing or t hrough third 
party verification (TPV), except if due a change in market 
condit ions, Indra wishes lower t he price (per ccf or mcf or 
kilowatt-hour as applicable) charged under t his Agreement and 
no other terms and condit ions are changed. You may not assign 
t his Agreement without Indra's prior writ ten consent. Indra 
may sell, t ransfer, pledge, or assign the accounts, revenues, o r 
proceeds hereof, in connection with any fi nancia l agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other ent ity in accordance with t he 
rules and procedures of the PUCO, if any, governing such 
t ransactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either part y may be entitled to herein will constitute a 
wa iver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY. SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK. YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-12.01 



Green Product Environmental Disclosure Information - Quarterly Comparisons 

Generation 
Resource 
Mi>< -
A comparison 
between the 
sources of 
generation 
projected to be 
used to generate 
this product and 
the actual 
resources used 
during this period. 

Environmental 
Characteristics-

A description of 
the characteristics 
associated with 
each possible 
generation 
resource. 

Air Emissions -

Product-specific 
projected and 
actual air 
emissions for this 
period compared 
to the regional 
average air 
emissions. 

Radioactive 
Waste -

Radioactive waste 
associated with the 
product. 

Indra Energy 
Projected Data for the 2018 Calendar Year 

Actual Data for the Period 01/01/18 to 12/31/18 

Projected 

100.0% 

Biomass Power 

Coal Power 

Hydro Power 

Natu ral Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

NitrQgen oxides 

31% 

Hydro 
1.5% 

Wind 
2.5% 

Other 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

Solar 

::: Actual 

Biomass 
0.5% 

~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
Lbs./1,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft' /1,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 

VE19-03.01 



indra ® 

ENERGY 

Euclid, OH 44132 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA. 19102 

w: lndraEnergy.com 
e: CustomerCare@lndraEnergy.com 

toll free: 1 (888) 50-INDRA 
1 (888)504 6372 

3/26/2019 

This letter is confirming your selection of Indra Energy as your electricity supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Cleveland Illuminating. You will receive a confirmat ion notice from Cleveland 
Illuminating confirming your selection of Indra Energy as your electricity supplier. Your service will begin with 
your first meter read by your utility after your enrollment is accepted, which may take up to 1-2 bill ing cycles. If 
you decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Number: 
Rate Plan: Initial Rate of $0.05800/kWh for the first month followed by a Fixed Rate of $0.09700/kWh 
for the remaining 13 months. 

Cancellation Fees: None. 
Budget Bill ing: Activated. Your monthly budget installment amount will be evaluated on a quarterly 
basis. 
Renewable Energy Product Information: One hundred percent (100%) of your electricity usage will 
be matched with renewable energy credits (RECs), generated from renewable or alternative energy 
sources In the United States. 

Your feedback is important to us! 
You may receive a phone ca ll from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at t he number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am to 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards ! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 
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OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmat ion Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both you r utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your util ity (ies). (F) Your incumbent natural gas and/or elect ric 
util ity may charge you switching fees. (G} There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRIITEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY {IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmat ion Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any t ime by: (a) calling (888) 504-6372; (b) 
sending a letter t o 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for t he natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you t o your utility's 
applicable tariff service pursuant to the terms of this 
Agreement . You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or elect ric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You wi ll pay an Introductory/Initial Price as set 
forth in your Confirmat ion Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applkable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. Th is list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency funct ions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administ rative and regulatory 
compliance costs incurred by Indra, alternat ive and renewable 
energy requirements, market condit ions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
t ransportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX. ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This informat ion is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in t he 
United States which have been qualified as such. If you select a 
natural gas renewable energy product, one hundred percent 
(100%) of your natural gas usage will be matched with carbon 
offsets. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILUNG. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 

and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 
shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. lf you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, init iate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or elect ronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 



contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all not ices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communicat ions. Not ices transmitted to you via email will be 
deemed t o have been received if transmitted t o you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of t his Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fi re, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurr icane, flood, explosion, shortage or 
unavailability of t ransmission faci lities, and other events that 
cannot be prevented or overcome by ordinary due di ligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/ OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/ OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INORA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and t he orders, rules, 
and regulations of governmental agencies having jurisdiction 

over the subject matter of this Agreement, including, without 
limitation, t he Public Util ities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or " Indra Energy" to refer 
to ourselves for the purposes of th is Agreement. We use "you" 
or "your" to refer t o you, the customer. 
MISCELLANEOUS. Indra assumes no responsibi lity or liabilit y 
for the followi ng items t hat are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deteriorat ion of the 
utility's service . This Agreement is the entire understanding 
between you and Indra with respect to t he subject matter 
hereof and there are no promises, covenants, or undertakings 
ot her than those expressly set forth in this Agreement. Indra 
w ill not make a material change to the terms of this Agreement 
without fi rst obtaining your consent in writing or through th ird 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and condit ions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other ent ity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
t ransact ions. This Agreement will inure to and be binding upon 
the successors and assignees of the part ies hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein w ill constitute a 
waiver of that r ight or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK. YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-12.01 



Green Product Environmental Disclosure Information - Quarterly Comparisons 

Generation 
Resource 
Mix-
A comparison 
between t he 
sources of 
generation 
projected to be 
used to generate 
this product and 
the actual 
resources used 
during this period. 

Environmental 
Characteristics-

A description of 
the characteristics 
associated with 
each possible 
generation 
resource. 

Air Emissions -

Product-specific 
projected and 
actual air 
emissions for this 
period compared 
to the regional 
average air 
emissions. 

Radioactive 
Waste -

Radioactive waste 
associated with the 
product. 

Indra Energ 

Pro·ected Data for the 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 12/31/18 

Wind 
100.0% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

High-Level Radioactive Waste 

Low-Level Radioactive Waste 

Hydro 
1.5% 

Wind 
2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Regional Average 

Quantity: 

Unknown 

Actual 

:;: Actual 

~Projected 

Lbs./1,000 kWh 

Unknown 
Ft1 /l,000 kWh 

Biomass 
0.5% 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 

VE19-03.01 



Sariah Brinker 

From: 
Se nt: 
To: 
Cc: 
Subject: 
Attachments: 

Hey Steve, 

William Schaaf 
Friday, April 05, 2019 2:36 PM 
Stephen Schemitsch 
Indra Energy Compliance 
FW: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261918 
20190329_173435_2164178612 •• I S Call).mp3 

We received the below PUCO complaint. This was a sale made on 3/24/19 by agent GSQ250003 (Misael Delgado Abreu). 
Customer also called into our customer service line to complain (call attached). Would like to get a statement from the 
agent on these allegations. 

William Schaaf - Asst. Compliance Officer 

ind rat, 
ENERGY 

www.IodraEnergy .com 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Monday, April 1, 2019 4:19 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261918 [ ref:_OODtOGzXt._500tOGIPxL:ref] 
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Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261918 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

io 44132 
Euclid, Ohio 44132 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 : 1-21-06(0)( 1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
This customer states she was visited by door to door sales rep on March 
29 who stated he represents a program that gives money back to 
neighbors. She was getting money back because another company had 
already gone through her neighborhood. She was told if she just signed 
her name and gave him her bill she would get $800 for what the other 
company did to her. 

Please provide all details of enrollment including TPV and T&Cs. 

Sincerely, 

Lee Garry 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_OODtOGzXt._SOOtOGIPxl:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

GraySquare Compliance <compliance@gograysquare.com> 
Tuesday, April 09, 2019 4:46 PM 
William Schaaf 
Aaron Denton; Indra Energy Compliance; Stephen Schemitsch 
Re: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261918 

Yes - until he provides an explanation it's better to be safo 

On Tue, Apr 9, 2019 at 3:44 PM William Schaaf <wschaaf@indraenergy.com> wrote: 

The agent is currently active in our system, but has not sold since 3/29/19. Would you like us to deactivate 
him? 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia. PA 19102 

· 'H ;{G ~ 

P: 888.504.6372 

F: 718.851.2427 

www .Indra Energy.com 

From: GraySquare Compliance <compliance@gograysquare.com> 
Sent: Tuesday, April 9, 2019 4:16 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Stephen Schemitsch <sschemitsch@indraenergy.com>; Indra Energy Compliance 
<Compliance@indraenergy.com>; Aaron Denton <aaron@gograysguare.com> 
Subject: Re: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261918 

Hi William 
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We haven't heard back yet. He is still deactivated on your end? 

On Tue, Apr 9, 2019 at 2:00 PM William Schaaf <wschaaf@indraenergy.com> wrote: 

Hello all, 

Any word from the agent on this? 

William Schaaf - Asst. Compliance Officer 

1515 Market Street. Suite 1200 

indra~ Philadelphia. PA 19102 

P; 888.504.6372 

F: 718.851.2427 

www.IndraEnergy .com 

From: GraySquare Compliance <compliance@gograysguare.com> 
Sent: Friday, April 5, 2019 6: 18 PM 
To: Stephen Schemitsch <sschemitsch@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com>; Aaron Denton <aaron@gograysquare.com> 
Subject: Re: PUBLIC UTILITlES COMMISSION OF OHIO - CASE#: 00261918 

Always difficult to tell on these things 

Let me see what the agent says, then we can move forward from there 

2 



On Fri, Apr 5, 2019 at 3:18 PM Stephen Schemitsch <sschemitsch@indraenergy.com> wrote: 

Chris, 

We discussed. 

Steve Schemitsch - Sales Channel Manager 

1515 Market Street, Suite 1200 

ind rat. Philadelphia. PA 19102 

Pd RCiY C: 845.663.3632 

P: 888.504.6372 

F: 718.851.2427 

www .In draE ne rgy.co m 

From: GraySquare Compliance [mailto:compliance@gograysg uare.com] 
Sent: Friday, April 5, 2019 3 :22 PM 
To: Stephen Schemitsch <sschemitsch@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com>; Aaron Denton 
<aaron@gograysquare.com> 
Subject: Re: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261918 

Hi Team 

Does the TPV prove her allegations incorrect about only wanting to stay with the utility? 
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On Fri, Apr 5, 2019 at 2:03 PM Stephen Schemitsch <sschemitsch@indraenergy.com> wrote: 

CJ/Aaron, 

See attached and below. We received the below PUCO complaint. This was a sale made on 3/24/19 by 
agent GSQ250003 (Misael Delgado Abreu). Customer also called into our customer service line to 
complain (call attached). We'd like to get a statement from the agent on these allegations ASAP! 

Steve Schemitsch - Sa les Channel Manager 

1515 Market Street, Suite 1200 

indra .. Philadelphia. PA 19102 

fl\(P.(,Y C: 845.663.3632 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnerg y.com 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Monday, April 1, 2019 4:19 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00261918 [ 
ref:_ 00Dt0GzXt._ 500tOG IPxL:ref] 
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I I 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261918 

COMPANY: 

CUSTOMER: 

ADDRESS Euclid . Ohio 44132 

SERVICE ADDRESS: Euclid. Ohio 44132 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

This customer states she was visited by door to door sales rep on March 
29 who stated he represents a program that gives money back to 
neighbors. She was getting money back because another company had 
already gone through her neighborhood. She was told if she just signed 
her name and gave him her bill she would get $800 for what the other 
company did to her. 
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****************************** 

Please provide all details of enrollment including TPV and T&Cs. 

Sincerely, 

Lee Garry 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref: OODtOGzXt. 500tOGIPxL:ref - -
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This message contains confidential information intended only for the addressee(s) named above. If you are not the named addressee, you should 
not disseminate or copy this e-mail. Please notify the sender immediately by e-mail if you have received this email by mistake, and please delete 
this e-mail from your system. Please note that the views and opinions expressed herein are solely those of the author and do not necessarily reflect 
those of the company. While Antivirus protection tools have been employed, you should check this email and attachments for the presence of 
vimses. No liability is accepted for any consequences arising from this email. 

Regards 

Gray Square Compliance Team 

Christopher Johnson - Director of Compliance 267-884-9272 

Catalina Lopez - Assistant 

Aaron Denton - Assistant 

Regards 

Gray Square Compliance Team 

Christopher Jolmson - Director of Compliance 267-884-9272 

Catalina Lopez - Assistant 

Aaron Denton - Assistant 

Regards 

Gray Square Compliance Team 

Christopher Johnson - Director of Compliance 267-884-9272 

Catalina Lopez - Assistant 
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Aaron Denton - Assistant 

Regards 
Gray Square Compliance Team 
Christopher Johnson - Director of Compliance 267-884-9272 
Catalina Lopez - Assistant 
Aaron Denton - Assistant 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject : 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Tuesday, March 12, 2019 9:48 AM 
Indra Energy Compliance 
PUBUC UTILITIES COMMISSION OF OHIO - CASE#: 00258016 [ ref:_OODtOGzXt._ 

500tOFNgE4:ref) 

Follow Up Flag: Follow up 
Flagged Flag Status: 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00258016 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
43612 
AIQ: Palmco Power OH LLC 
SE~UMBER: 

NIQ-

hio 43612 
Toledo, Ohio 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1 -21-06(0 )(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
Good morning, 

Ms.I contacted the PUCO regarding the rate on her account. She 
signed up with Palmco in September 2018. She was never informed that 
your company switched names to Indra. She just received her most recent 
bill and is it $1300 for one month of usage. 

Please provide the following : 
If a sales call, the recording. 
If a door to door sale, a signed contract. 



A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Is your company willing to re-rate the customer? 

I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500tOFNgE4:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Tuesday, March 19, 2019 4:01 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258016 [ ref:_OODtOGzXt._ 
500tOFNgE4:ref I 

PV.mp3; .__Confirmation Pack-Gas.pdf;- Confirmation Pack
Electric.pdf; ~ales Call 1.mp3;- 5ales Call 2.mp3; Indra Postcard.pdf 

Hello Samantha and the PUCO, 

Regard ing Case# 00258016, ••••• 

Ms. - enrolled her gas and electric accounts in Palmco's variable rate plans on 9/12/18, as the resul t of a telephone 
sale. We've attached the sales ca ll audio and TPV recording for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. We've also attached a copy of the postcard mailed to the customer 
which explained that Palmco would be conducting business under its trade name, Indra Energy, in October 2018. The 
customer's gas and electric accounts began receiving our supply on 9/20/18 and 10/9/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $0.3700 per Ccf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: Variable. This included a two-month int roductory rate of $0.0520 per kWh, after which rate would vary 
month-to-month. No ETFs. 

We received inbound drop transactions for the customer's gas and electric accounts on 1/16/19 and 1/15/19, 
respectively. No termination fees were issued for cancellation. Per the determination of the customer's gas and electric 
utilities, the customer's gas and electric accounts stopped receiving our supply on 12/20/18 and 2/8/19, respectively. 

On 3/11/19, Ms.-=ontacted our Customer Service line. The customer expressed concerns with her electric bill, and 
was advised that her account would be escalated for further review. Upon review, in the interest of customer 
satisfaction and to provide the customer with an expedited service end date, we determined that we would rerate the 
customer's final electric bill to the rate we have on file for her electric utility {$0.0552 per kWh). This results in an 
adjustment of $543.48 for the billing cycle of 1/10/19 - 2/8/19, which will be sent to the customer's electric utility in 
order to be applied to her account. Our Customer Service staff attempted to follow up with Ms .• n 3/18/19 and 
3/19/19 to inform her of this adjustment, but they were only able to leave voicemail messages. 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 

indra .. 
ENERGY 

www.lndraEnergy.com 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 
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From: William Schaaf 
Sent: Monday, March 18, 2019 6:04 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject : RE: PUBLIC UTILITI ES COMMISSION OF OHIO - CASE #: 00258016 [ ref:_OODtOGzXt._500tOFNgE4:ref} 

Hello Samantha, 

We're attaching the TPV recording for this customer's enrollment from 9/12/18. We' re still looking into this customer's 
accounts, and will provide a comprehensive response to the customer's complaint as soon as we're able to. 

Will iam Schaaf - Asst. Compliance Officer 

indra .. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

from: PUCO Consumer Ca ll Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 18, 2019 12:14 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258016 [ ref:_OODtOGzXt._SOOtOFNgE4:ref) 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00258016 
COMPANY: 
CUSTOMER: 
ADDRESS: Ohio 43612 
SERVICE ADDRESS: Toledo, Ohio 43612 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate case, please reply to this 
email without changing the subject line. A status update must be provided within 3 business days of 
the initial request and a final response needs to be provided within 10 business days. If a copy of the 
TPV is requested, this must be provided within 3 business days, per O.A.C. 4901 :1 -21-
06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 12. Please review the customer's concerns and 
respond with in three business days. 

Sincerely, 

2 



Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Original Message ------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 

Sent: 3/12/2019 9:47 AM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258016 [ ref:_OODtOGzXt._500tOFNgE4:ref ] 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00258016 

COMPANY: 

CUSTOMER: 

ADDRESS: Toledo, Ohio 43612 

SERVICE ADDRESS: 
43612 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

Toledo, Ohio 
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***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, th is must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0 )(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning, 

Ms. ~ontacted the PUCO regarding the rate on her account. She 
sign~with Palmco in September 2018. She was never informed that 
your company switched names to Indra. She just received her most recent 
bill and is it $1300 for one month of usage. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Is your company willing to re-rate the customer? 

I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

Samantha Boerstler 

Public Util ities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www. PUCO.ohio.qov 

4 



This message and any response to it may constitute a public record and thus may 
be publicly available to anyone who requests it. 

ref:_OODtOGzXt ._500tOFNgE4:re• .__ ____ _. 
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Toledo, OH 43612 

Th ank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 112 14 

'~: PalrncoEnergy.com 
e: 01s!omerService@PabncoEnergy.com 

toll free: I (877) 726 5862 

9/14/2018 

This letter is confirming your selection of PALMco as your natural gas supplier and this package contains a copy 
of the Terms and Conditions of your service with PALMco. 

We are currently processing your enrollment 
Your enrollment will be sent to Columbia Gas. You will receive a confirmation notice from Columbia Gas 
confirming your selection of PALMco as your natural gas supplier. Your service will begin with your first meter 
read by your utility after your enrollment is accepted, and may take up to 1-2 billing cycles. If you decide to 
rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to reso lve the issue. 

Below is a summary of your service account with PALMco: 

Your account will begin receiving supply from PALMco within 15 to 45 days from the date of this 

letter. 

Utility Account Number: 

Rate Plan: Introductory Rate of $0.37000/Ccf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https:// palmcoenergy .com/ oh io/ oh io-varia ble-rates/. 
Cancellation Fees: None. 

Budget Billing: Please contact Columbia Gas. 

Your feedback is important to us! 
You may receive a phone call from us t o obtain your feedback regarding your enrollment experience. 
If not, we'd love to get your feedback, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email 
us at CustomerService@palmcoenergy.com. 

Thank you again for choosing us as your energy supplier I 

Sincerely, 

PALMco Customer Service 

PS. Learn how to refer friends for discounts! Visit palmcoenergy.com/rewards 

V.OHE 18-01.26 



PALM CD 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable} (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALMco and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorirnd to make decisions concerning 
such account(s) . (C) PALMco will not charge you a fee to switch 
to PALM co as your natural gas and/or electric supplier. (D) Your 
utili ty(ies) will continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which will 
cont ain both your utility's charges and PALMco's charges. (E) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric util ity 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTR IC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
PALMco s. For Variable Price natural gas and/or elect ric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may term inate 
this Agreement at any t ime by (a) calling PALMco at (877) 726-
5862; (b) sending a letter to PALMco at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@PalmcoEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your utility's 
standard service or you may choose another supplier. In any 
case in which your natural gas and/or electric supply service 
with PALMco is terminated as provided in this Agreement, you 
will remain obligated to pay for the natural gas and/or electric 
supply service provided by PALMco prior to the effective date of 
the termination. The effective date of termination wi ll be 
determined by your utility. Your natural gas and/or electric 
supply service from PALMco will terminate automatically 
without penalty to you if any of the following occurs: (a) your 
Service Address(es) is not served or no longer served by your 
utility; (b} you move outside your utility's service area or to an 
area not served by PALMco; or (c) PALMco returns you to your 
utility's applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas supply service 
with PALMco Energy without penalty if you relocate your 
Service Address( es) (a) outside of the service territory of your 

gas uti lity or (b) within the service territory of your gas utility if 
your gas utility does not permit you to transfer your PALMco 
Energy contract to your new Service Address(es). You also may 
cancel this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Address relocation, the cancellation shall apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntarily return or switch back to your natural gas and/or 
electric utility after choosing PALMco, you may not be served 
under the same rates, terms, and conditions as those available 
to other customers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natural gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
Letter for the time period set forth in your Confirmation Letter, 
and thereafter, your price for natural gas and/or electric supply 
se rvice will automatically become for the length of this 
Agreement either a Variable or Fixed price as described herein 
and as stated in your Confirmation Letter. 
Natural Gas and/or Electric Fi>ced Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed term, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable month ly NYMEX closing price for 
natural gas, applicable interstate t ransportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevai ling market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable) : You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALMco in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/ or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Va riable Price may be higher or lower than 
your utility's standard offer service rate in any given month . 
PALM co does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's current and historical 
prices are not an indicator offuture prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ohio/ohio
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the te rm, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice t o you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Term ination section 
herein, then you r Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/ BUDGET BILLING. 
Natural Gas and/ or Electric: You wil l be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALM co' s charges for natural gas and/or electric supply service 
based on meter readings and consumpt ion information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, wh ichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fa il to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnect s your service, this Agreement may be 
automat ically terminated. In addition, if your payment for 
natural gas and/or elect ric supply service is not received from 
you on a timely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natural gas 
and/or elect ric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the elect ric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historica l bill ing data and other information about you 
("Customer Information") from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administ rative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s} without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participat ion in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement . If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
informat ion, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free} from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impai red 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALMco with your email address, you agree 
that PALMco may transmit to you all notices and other 
commt1nications, including t hose required in this Agreement, 
electronically to the email address provided by you. You shall be 
responsible for notifying PALM co of any change in email address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the email 
address provided to PALMco by you. 
FORCE MAJEURE. Neither PALMco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industria l disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailabi lity of transmission faci lities, and other events t hat 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability t o pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM QR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
All ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/ OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS· 
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/ OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLI ED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS. ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having j urisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liability for the following items that are the responsibi lity of 
the utility(ies): operation and maintenance of the utility's 
natural gas and/or electrica l system, any interruption of 
service, termination of service, and deteriorat ion of the 
utility's service. This Agreement is the ent ire understanding 
between you and PALMco with respect to t he subject matter 
hereof and t here are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. PALMco 
will not make a material change to the terms of this Agreement 
without fi rst obtaining your consent in w riting or through third 
party verification (TPV), except if due a change in market 
conditions, PALMco wishes lower t he price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, t ra nsfer, pledge, or assign the accounts, 
revenues, or proceeds hereof, in connection w ith any financial 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement w ill inu re to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that r ight or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY· 
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 
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projected and 
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period compared 
to the regional 
average air 
emissions. 
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product. 

Environmental Disclosure Information - Quarterly Com arisons 
PALMco Power OH, LLC 

Projected Data for the 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 3/31/18 

Natural 

Hydro 
1% 

Wind 
2.5% 

Nuclear 
34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Hydro 

1% 

Wind 
3.5% 

Actual 

Oil 0.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Other 

Coal 
31.5% 

Biomass 
0.5% 

Nitrogen oxides 
~~~· " Act"'I 

~.--!_:_:_: __ _., .__~_Pr_oie_cte__,d 

carbon dioxide 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
l bs./1,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft'/1,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact PALMco Power OH, LLC at www.palmcoenergy.com or by phone at (877) 726-5862. 



Thank you for choosing PALMco as your energy supplier! 

PALMcoEncrgy 
8751 18th Avenue 

Brooklyn, NY 11214 

l V. PalmcoEnergy.com 
e: CusromcrServict.'@PabncoEnergy.com 

loll free: I (877) 726 5862 

9/14/2018 

This letter is confirming your selection of PALMco as your electricity supplier and this package contains a copy of 
the Terms and Conditions of your service with PALMco. 

We are currently processing your enrollment 
Your enrollment will be sent to Toledo Edison. You will receive a confirmation notice from Toledo Edison 
confirming your selection of PALMco as your electricity supplier. Your service will begin with your first meter 
read by your utility after your enrollment is accepted, and may take up to 1-2 billing cycles. If you decide to 
rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with PALMco: 

Your account will begin receiving supply from PALMco with in 15 to 45 days from the date of this 

letter. 

Utility Account Number: 

Rate Plan: Introductory Rate of $0.05200/kWh for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https:// palmcoenergy .com/ ohio/ ohio-variable-rates/. 
Cancellation Fees: None. 

Budget Billing: Activated. Your monthly budget installment amount will be evaluated on a quarterly 
basis. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to get your feedback, so please call us at t he number below. 

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email 
us at CustomerService@palmcoenergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

PS. Learn how to refer friends for discounts! Visit palmcoenergy.com/rewards 
V.OHE 18-01.26 
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PAlMC 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: Th is is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" o r "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or "PALMco") and you for elect ric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natura l gas and/or 
elect ricity required to service each of the accounts listed in you r 
Confirmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALM co and is not from your utility or affi liated with 
your util ity. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s) . (C) PALMco will not charge you a fee to switch 
to PALMco as your natural gas and/or electric supplier. (D) Your 
utility(ies) will continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which wil l 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your utillty(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement . (H) You are not currently approved 
for or enrolled in PIPP and/or any other such ut ility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLM ENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT ANO YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local uti lity switches your account to 
PALMco s. For Variable Price natural gas and/or electr ic supply 
service, th is Agreement will cont inue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may terminate 
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b) sending a letter to PALM co at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@PalmcoEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your util ity's 
standard service or you may choose another supplier. In any 
case in which your natural gas and/or electric supply service 
with PALMco is terminated as provided in this Agreement, you 
will remain obligated to pay for the natural gas and/or electric 
supply service provided by PALMco prior to the effect ive date of 
the termination . The effective date of termination will be 
determined by your uti lity. Your natural gas and/or electric 
supply service from PALMco wil l terminate automatically 
without penalty to you if any of the fol lowing occurs: (a) your 
Service Address(es) is not served or no longer served by your 
uti lity; (b) you move outside your utility' s service area or to an 
area not served by PALMco; or (c) PALMco returns you to your 
utility' s applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas supply service 
with PALMco Energy without penalty if you relocate your 
Service Address( es) (a) outside of the service territory of your 

gas utilit y or (b) within the service territory of your gas utility if 
your gas utility does not permit you to transfer your PALMco 
Energy contract to your new Service Address( es). You also may 
cancel this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Address relocation, the cancellation shall apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntari ly return or switch back to your natural gas and/or 
electr ic utility after choosing PALMco, you may not be served 
under the same rates, terms, and conditions as those available 
to other customers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/ or Electric Int roductory Price: If you receive 
natural gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
Letter for the time period set forth in your Confirmation Letter, 
and thereafter, your price for natural gas and/or electric supply 
service will automatically become for the length of this 
Agreement either a Variable or Fixed price as described herein 
and as stated in you r Confirmation Letter. 
Natural Gas and/ or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed t erm, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYM EX closing price for 
natura l gas, applicable interstate transportat ion cost s, any 
supply and agency funct ions that PALMco performs for you, and 
other preva iling market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALMco in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's current and historical 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ohio/ohio
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric ut ility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Ren ewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumpt ion information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collect ing any such payment from you . 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fail to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a timely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natural gas 
and/or electric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical bill ing data and other information about you 
("Customer Information") from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s) without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALM co w it h you r email address, you agree 
that PALMco may t ransmit to you all notices and other 
communications, including those required in this Agreement, 
electronically t o t he email address provided by you. You shall be 
responsible for notifying PALM co of any change in email address 
and/or any withdrawal of your consent to electronic 
com munications. Notices transmitted to you via email w ill be 
deemed to have been received if transmitted to you at the emai l 
address provided t o PALMco by you. 
FORCE MAJEURE. Neit her PALMco nor you wi ll be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event " means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industrial distu rbance, act of .terrorism, government action, 
ut il ity action, storm, hurricane, flood, explosion, shortage or 
unavailabili ty of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/ OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/ OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limit ation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liabili ty for the following items that are the responsibility of 
the utility(ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and PALMco with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. PALMco 
w ill not make a material change to the terms of this Agreement 
w ithout first obtaining your consent in writ ing or through third 
party verification (TPV), except if due a change in market 
conditions, PALMco w ishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALM co's prior written consent . 
PALMco may sell, t ransfer, pledge, or assign t he accounts, 
revenues, or proceeds hereof, in connection w ith any financial 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any r ight or 
remedy to which either party may be entitl ed to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY· 
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 
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carbon dioxide 

::::Actual 
Nitro-gen oxides 

~ Projected 

Sulfur Dioxide 
~~~~~~-~-~~---

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
LbsJl,000 kWh 

l ow-level Radioactive Waste Unknown 
Ft'/1,000 kWh 

With in -depth analysis, the environmental characteristics of any form of electric generation w ill reveal benefits as well as 
costs. For further information, contact PALMco Power OH, LLC at www.palmcoenergy.com or by phone at (877) 726-5862. 
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Dear Valued Customer, 

We are excited to share some important news 
regarding the evolution of our company and, as our 
customer, how this update will benefit you. Today we 
want to announce that our company name will be 
changing as of October 1, 2018 to Indra Energy. 

We feel this name change will better capture our 
evolving vision and integration of new products and 
services. This transition will not affect your service and 
there is no action required on your part. 

We value you as a customer and appreciate your 
feedback. If you have any questions, please contact 
our customer care team. 

Thank you, 

PALMco Energy 

PAfnliim· 
PALMco Energy 875118th Avenue Brooklyn, NY 11214 I 1.877.726.5862 I PalmcoEnergy.com 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject : 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Tuesday, March 5, 2019 2:37 PM 

Indra Energy Compliance 
PUB LIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 ( ref:_OODtOGzXt._500tOFN6qn:ref l 

Ohio P'ubllc Utrlftf•' 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256927 
COMPANY: 
CUSTOME · 
ADDRESS: Macedonia, Ohio 44056 
SERVICE ADDRESS:••••••Macedonia, Ohio 44056 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is req uested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Mr. - states that he originally enrolled with Indra after speaking to a 

door-to-door sales agent in the summer of 2018 when the agent advised 
that he would be receiving a lower rate for the next 8 months. He called 
DEO to cancel his service with Indra Energy in December after he noticed 
that his charges with Indra were very high. He states he has continued to 
receive charges from Ind ra energy. He would like the past few months bills 
re-rated to DEO's SCO rate. 

1. When was the customer solicited? 
2. When was the start service date? 
3. When is the stop service date? 
4. What was the agreed upon rate and for how long? 
5. Please provide a copy of the TPV, Welcome Letter with terms and 
conditions, renewal notifications, and any other documentation regarding 
the case. 



Sincerely, 

Leah Lehman 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500tOFN6qn:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Leah and the PUCO, 

Regarding Case# 00256927, 

William Schaaf 
Monday, March 11, 2019 5:38 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._ 
500tOFN6qn:ref J 
-TPV.MP3;~greement.pdf;-Confirmation Pack-Gas.pdf;lllConfirmation 

Pack-Electric.pdt. Indra Postcard.pdf 

Mr- enrolled his gas and electric accounts in Palmco's variable rate plans on 7 /31/18, as the result of a door-to-door 
sale. We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Palmco began servicing the customer's gas and electric accounts on 
8/10/18 and 8/24/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
mo nth-to-month. 
Electric Plan: Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate would vary 
month-to-month. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. We' re attaching a copy of the 
postcard mailed to the customer informing him of this brand name change. 

We received an inbound drop transaction for the customer's electric account on 12/7/18, and the customer's electr ic 
utility (Ohio Edison) determined a service end date of 12/21/18. No termination fees were issued for cancellation. We 
did not receive a drop request for the customer's gas account at this time. 

Upon receiving this complaint, since this customer has expressed displeasure with the variable product he was enrolled 
under, we submitted an outbound drop for the customer's gas account. No termination fees were issued for 
cancellation, and a service end date will be determined by the customer's gas utility, DEO. In the interest of customer 
satisfaction and to provide the customer with the effect of an expedited return to his utility's standard offer, we are 
willing to rerate the customer's most recent variable gas bill to the rate we have on file for his gas utility, and will also 
adjust t he customer's final bill, once it is rendered. We've included a chart below detailing our calculations for this 
adjustment, which amounts to $88.97 for the billing cycle of 1/15/19 - 2/12/19. 

Begin 
Billed Supply 

ReRate Re Rate ReRate ReRate Amt Due 
Date 

End Date Usage Charge (with 
To: Pre Tax Tax Total Customer 

(ccf) tax) 

1/15/2019 2/12/2019 168 $143.13 $0.3020 $50.74 $3.42 $54.16 $88.97 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 



indra~ 
ENERGY 

www.lnd ra En ergv.com 

From: William Schaaf 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851 .2427 

Sent: ·Friday, March 8, 2019 5:53 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref] 

Good afternoon, 

We're attaching the TPV recording for this customer's enrollment. We will provide a comprehensive response to this 
customer's complaint as soon as we're able. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851 .2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 2:37 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject : PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODt0GzXt._SOOtOFN6qn:ref] 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256927 
COMPANY: 
CUSTOME · 
ADDRESS: Macedonia, Ohio 44056 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Macedonia, Ohio 44056 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Mr ... states that he originally enrolled with Indra after speaking to a 

door-to-door sales agent in the summer of 2018 when the agent advised 
that he would be receiving a lower rate for the next 8 months. He called 
DEO to cancel his service with Indra Energy in December after he noticed 
that his charges with Indra were very high. He states he has continued to 
receive charges from Indra energy. He would like the past few months bills 
re-rated to DEO's SCO rate. 

1. When was the customer solicited? 
2. When was the start service date? 
3. When is the stop service date? 
4. What was the agreed upon rate and for how long? 
5. Please provide a copy of the TPV, Welcome Letter with terms and 
conditions, renewal notifications, and any other documentation regard ing 
the case. 

Sincerely, 

Leah Lehman 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
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This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ OODt0GzXt._500tOFN6qn:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Friday, March 15, 2019 8:45 AM 

To: Will iam Schaaf 

Subject RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt_ 

500t0FN6qn:ref ) 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256927 
COMPANY: 
CUSTOMER: 
ADDRESS: Macedonia, Ohio 44056 
SERVICE ADDRESS: ,Macedonia, Ohio 44056 
AIQ: Palmco Energy 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Has a stop service date been set? 

Sincerely, 

Leah Lehman 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

1 



This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

--------------- Original Message ---------------
Frnm: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3/11/2019 5:37 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ 
ref:_OODtOGzXt._500tOFN6qn:ref] 

Hello Leah and the PUCO, 

Regarding Case# 00256927, 

Mr. llm::nrolled his gas and electric accounts in Palmco's variable rate plans on 7/31/18, as the result of a door-to-door 
sale. We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Palmco began servicing the customer's gas and electric accounts on 
8/10/18 and 8/24/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 
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Electric Plan: Variable. This included a two-month introductory rate of$0.0510 per kWh, after which rate would vary 
month-to-month. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. We're attaching a copy of the 
postcard mailed to the customer informing him of this brand name change. 

We received an inbound drop transaction for the customer's electric account on 12/7/18, and the customer's electric utility 
(Ohio Edison) determined a service end date of 12/21118. No termination fees were issued for cancellation. We did not 
receive a drop request for the customer's gas account at this time. 

Upon receiving this complaint, since this customer has expressed displeasure with the variable product he was enrolled 
under, we submitted an outbound drop for the customer's gas account. No termination fees were issued for cancellation, 
and a service end date will be determined by the customer's gas utility, DEO. In the interest of customer satisfaction and 
to provide the customer with the effect of an expedited return to his utility's standard offer, we are willing to rerate the 
customer's most recent variable gas bill to the rate we have on file for his gas utility, and will also adjust the customer's 
final bill, once it is rendered. We've included a chart below detailing our calculations for this adjustment, which amounts 
to $88.97 for the billing cycle of 1/15/ 19 - 2/12119. 

Begin 
Billed Supply 

ReRate ReRate ReRate ReRatc Amt Due 
End Date Usage Cha r ge 

Date (cct) (with tax) 
To: PreTax Tax Total Customer 

1/15/2019 2/1212019 168 $143.13 $0.3020 $50.74 $3.42 $54.16 $88.97 

Let us know if we can be of any further assistance. Thank you. 

W illiam Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra._ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 
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From: William Schaaf 
Sent: Friday, March 8, 2019 5:53 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref] 

Good afternoon, 

We're attaching the TPV recording for this customer's enrollment. We will provide a comprehensive response to this 
customer's complaint as soon as we're able. 

Thank you. 

Wi lliam Schaaf - Asst. Compliance Officer 

1515 Market Street Suite 1200 

indra~ Philadelphia, PA 19102 
(N£RGY 

P: 888.504.6372 

F: 718.851.2427 
www .In draE ne rgy.co m 

From: PUCO Consumer Call Center [mailto:contacttbepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 2:37 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO -CASE#: 00256927 [ ref:_OODt0GzXt._500tOFN6qn:ref] 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256927 

COMPANY: 

CUSTOMER: 

ADDRESS: Macedonia, Ohio 44056 

SERVICE ADDRESS: Macedonia, Ohio 44056 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Mr. tates that he originally enrolled with Indra after speaking to a 
door-to-door sales agent in the summer of 2018 when the agent advised 
that he would be receiving a lower rate for the next 8 months. He called 
DEO to cancel his service with Indra Energy in December after he noticed 
that his charges with Indra were very high. He states he has continued to 
receive charges from Indra energy. He would like the past few months bills 

5 



re-rated to DEO's SCO rate. 

1. When was the customer solicited? 
2. When was the start service date? 
3. When is the stop service date? 
4 . What was the agreed upon rate and for how long? 
5. Please provide a copy of the TPV, Welcome Letter with terms and 
conditions, renewal notifications, and any other documentation regarding 
the case. 

Sincerely, 

Leah Lehman 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www. PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_OODt0GzXt._500tOFN6qn:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Leah, 

William Schaaf 
Friday, March 15, 2019 9:09 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._ 
500tOFN6qn:ref ] 

The customer's gas account is scheduled to stop receiving our supply on 3/26/19. 

W i lliam Schaaf - Asst. Compliance Officer 

indra~ 
ENER GY 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us) 
Sent: Friday, March 15, 2019 8:45 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject : RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODt0GzXt._500tOFN6qn:ref] 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256927 
COMPANY: 
CUSTOMER: 
ADDRESS 
SERVICE 

. , Ohio 44056 
Macedonia, Ohio 44056 

AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Has a stop service date been set? 

Sincerely, 

Leah Lehman 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

--------------- Original Message--------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3111/2019 5:37 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indracnergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ 
ref:_ OODt0GzXt._ 500tOFN 6qn:ref] 

Hello Leah and the PUCO, 

2 



Regarding Case# 00256927, Mark Ellis: 

Mr. - enrolled his gas and electric accounts in Palmco's variable rate plans on 7/31/18, as the result of a door-to-door 
sale. We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Palmco began servicing the customer's gas and electric accounts on 
8/10/18 and 8/24/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 

Electric Plan: Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate would vary 
month-to-month. 

Palrnco began conducting business under its trade name, Indra Energy, in October 2018. We're attaching a copy of the 
postcard mailed to the customer informing him of this brand name change. 

We received an inbound drop transaction for the customer's electric account on 12/7 /18, and the customer's electric utility 
(Ohio Edison) determined a service end date of 12/21/18. No termination fees were issued for cancellation. We did not 
receive a drop request for the customer's gas account at this time. 

Upori receiving this complaint, since this customer has expressed displeasure with the variable product he was enrolled 
under, we submitted an outbound drop for the customer's gas account. No termination fees were issued for cancellation, 
and a service end date will be determined by the customer's gas utility, DEO. In the interest of customer satisfaction and 
to provide the customer with the effect of an expedited return to his utility's standard offer, we are willing to rerate the 
customer's most recent variable gas bill to the rate we have on file for his gas utility, and will also adjust the customer's 
final bill, once it is rendered. We've included a chart below detailing our calculations for this adjustment, which amounts 
to $88.97 for the billing cycle of 1/15/19 - 2/12/19. 

Begin 
Billed Supply 

ReRate ReRate ReRate ReRate Amt Due 
End Date Usage Charge 

Date 
(ccO (with tax) 

To: Pre Tax Tax Total Customer 

1/15/2019 2/12/2019 168 $143.13 $0.3020 $50.74 $3.42 $54.16 $88.97 

Let us know if we can be of any further assistance. Thank you. 
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William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: William Schaaf 
Sent: Friday, March 8, 2019 5:53 PM 
To: PUCO Consumer Call Center <contacttbepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODt0GzXt._500tOFN6qn:ref] 

Good aftemoon, 

We're attaching the TPV recording for this customer's enrollment. We will provide a comprehensive response to this 
customer's complaint as soon as we're able. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

indra._ 
1515 Market Street, Suite 1200 

E\fRGY 
Philadelphia, PA 19102 

P: 888.504.6372 
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F: 718.851.2427 

www .Indra E oe rgy .co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us) 
Sent: Tuesday, March 5, 2019 2:37 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODt0GzXt._500tOFN6qn:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256927 

COMPANY: 

CUSTOMER: 

ADDRESS: Macedonia, Ohio 44056 

SERVICE ADDRESS Macedonia, Ohio 44056 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

5 



***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0 .A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Mr.- states that he originally enrolled with Indra after speaking to a 
door-to-door sales agent in the summer of 2018 when the agent advised 
that he would be receiving a lower rate for the next 8 months. He called 
DEO to cancel his service with Indra Energy in December after he noticed 
that his charges with Indra were very high. He states he has continued to 
receive charges from Indra energy. He would like the past few months bills 
re-rated to DEO's SCO rate. 

1 . When was the customer solicited? 
2. When was the start service date? 
3. When is the stop service date? 
4. What was the agreed upon rate and for how long? 
5. Please provide a copy of the TPV, Welcome Letter with terms and 
conditions, renewal notifications, and any other documentation regarding 
the case. 

Sincerely, 

Leah Lehman 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 
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This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ OODtOGzXt._500tOFN6qn:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, April 12, 2019 11:51 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OOOtOGzXt._ 
500tOFN6qn:ref J 

Hello Leah, 

I've included a chart below detailing our calculations for the final bill rerate, which amounts to an adjustment of 

$211.17. This adjustment was also sent to the customer's gas utility to be applied to the account. 

Begin Billed 
Supply 

ReRate 
End Date Charge (with 

Date Usage 
tax) 

To: 

2/12/2019 3/13/2019 137 $253.95 $0.2925 

Will iam Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.Indra Energy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate 
Pre Tax 

$40.07 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Sent: Thursday, April 11, 2019 8:34 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

ReRate ReRate Amt Due 
Tax Total Customer 

$2.71 $42.78 $211.17 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256927 
COMPANY: 
CUSTOMER:·--· 
ADDRESS: 
SERVICE ADDRESS: 

·a, Ohio 44056 
Macedonia, Ohio 44056 

AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Please respond to the email sent on April 5. 

Sincerely, 

Leah Lehman 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 

Sent: 4/5/2019 5:02 PM 

To: wschaaf@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256927 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

. , Ohio 44056 
Macedonia, Ohio 44056 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Please provide the re-rate calculations for the final bill. 

Sincerely, 

Leah Lehman 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

--------------Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 9:09 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
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Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODt0GzXt._500tOFN6qn:ref) 

Hello Leah, 

The customer's gas account is scheduled t o stop receiving our supply on 3/26/19. 

William Schaa f - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.I ndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Se nt: Friday, March 15, 2019 8:45 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256927 
COMPANY: 
CUSTOMER:•••• 
ADDRESS: , Macedonia, Ohio 44056 
SERVICE ADDRESS: Macedonia, Ohio 44056 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this 
email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Has a stop service date been set? 

Sincerely, 

Leah Lehman 
Publ ic Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

------------ Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 

Sent: 3/11/2019 5:37 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._SOOtOFNGqn:ref] 

Hello Leah and the PUCO, 
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Regarding Case# 00256927, -

Mr .• enrolled his gas and electric accounts in Palmco's variable rate plans on 7 /31/18, as the result of a door-to-door 
sale. We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Palmco began servicing the customer's gas and electric accounts on 
8/10/18 and 8/24/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 

Electric Plan: Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate would vary 
month-to-month. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. We're attaching a copy of the 
postcard mailed to the customer informing him of this brand name change. 

We received an inbound drop transaction for the customer's electric account on 12/7 /18, and the customer's electric 
utility (Ohio Edison) determined a service end date of 12/21/18. No termination fees were issued for cancellation. We 
did not receive a drop request for the customer's gas account at this time. 

Upon receiving this complaint, since t his customer has expressed displeasure with t he variable product he was enrolled 
under, we submitted an outbound drop for the customer's gas account. No termination fees were issued for 
cancellation, and a service end date w ill be determined by the customer's gas uti lity, DEO. In the interest of customer 
satisfaction and to provide the customer with the effect of an expedited return to his utility's standard offer, we are 
willing to rerate the customer's most recent variable gas bill to the rate we have on file for his gas utility, and will also 
adjust the customer's final bill, once it is rendered. We've included a chart below detailing our calculations for this 
adjustment, which amounts to $88.97 for the billing cycle of 1/15/19 - 2/12/19. 

Begin 
Billed Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Date Usage Charge (with 
To: Pre Tax Tax Total Customer 

(cd) tax) 

1/15/2019 2/12/2019 168 $143.13 $0.3020 $50.74 $3.42 $54.16 $88.97 

Let us know if we can be of any further assistance. Thank you. 
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Will iam Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www .I ndra Energy.com 

From: William Schaaf 
Sent: Friday, March 8, 2019 5:53 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref) 

Good afternoon, 

We' re attaching the TPV recording for this customer's enrollment. We will provide a comprehensive response to this 
customer's complaint as soon as we' re able. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

indra .. 1515 Market Street, Suite 1200 

f'HRGY Philadelphia, PA 19102 
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P: 888.504.6372 

f: 718.851.2427 

www .Indra Energ y .co m 

From: PUCO Consumer Call Center [mailt o :contactthepuco@puc.state.oh .us) 
Sent: Tuesday, March 5, 2019 2:37 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256927 [ ref:_OODtOGzXt._500tOFN6qn:ref) 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256927 

COMPANY: 

CUSTOMER: 

ADDRESS: Macedonia, Ohio 44056 

SERVICE ADDRESS. Macedonia, Ohio 44056 

AKl: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

.... Note to supplier: To ensure your response attaches to the appropriate case, 
please reply to this email without changing the subject line. A status update must 
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be provided within 3 business days of the initial request and a final response 
needs to be provided within 1 O business days. If a copy of the TPV is requested, 
this must be provided within 3 business days, per O.A.C. 4901 :1-29-
06(D)(6)(b )(v)*** 

DESCRIPTION OF ISSUE: 

Mr ... states that he originally enrolled with Indra after speaking to a door-to
door sales agent in the summer of 2018 when the agent advised that he would be 
receiving a lower rate for the next 8 months. He called DEO to cancel his service 
with Indra Energy in December after he noticed that his charges with Indra were 
very high. He states he has continued to receive charges from Indra energy. He 
would like the past few months bills re-rated to DEC's SCO rate. 

1. When was the customer solicited? 
2. When was the start service date? 
3. When is the stop service date? 
4. What was the agreed upon rate and for how long? 
5. Please provide a copy of the TPV, Welcome Letter with terms and conditions, 
renewal notifications, and any other documentation regarding the case. 

Sincerely, 

Leah Lehman 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_OODtOGzXt ._500tOFN6qn:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Tuesday, March 5, 2019 3:40 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODt0GzXt._SOOtOFN6Zu:ref] 

Ohio "9t.>llc Utrlttiee 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256914 
COMPANY: 
CUSTOMER: 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SER~NUMBER: 

NIQ:-

Vienna, Ohio 44473 
Vienna, Ohio 44473 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided with in 3 business days of the initial request and a 
final response needs to be provided w ithin 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0 )(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
Good afternoon, 

Mr.- contacted the PUCO regarding a rep form your company going 
to his home. He was informed by the rep that if he agreed to the intro rate 
the variab le rate after would be lower then his gas and electric rates from 
the distribution company. He said the rep misled him to believe he was 
going to receive a great rate and would save money. When on the phone 
with the TPV the rep stayed at his home and was coaching him on what to 
say, and she was being very pushy. Also. due to his community having a 
sign stating there is no solicitation your company should not have been at 
the customers home. 

Please provide the following: 
If a sales ca ll, the recording. 
If a door to door sale, a signed contract. 



A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Can you look into the misleading information that was provided to the 
customer? 
If this community has a no solicitation sign before enter, can you explain 
why your rep was soliciting your company? 

I would greatly appreciate any additional information you can provide regarding 

this situation. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ OODtOG zXt._ SOOtOF N 6Zu: ref 
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Orpheus Craigue 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, March 11, 2019 10:35 AM 

To: Orpheus Craigue 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._500tOFN6Zu:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256914 
COMPANY: 
CUSTOMER: 
ADDRESS: Vienna, Ohio 44473 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Vienna, Ohio 44473 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
After your company has ca lculated the re-rate can you please provide me with the amount and a 
breakdown? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Origin a I Message ---·----------
From: Orpheus Craigue [ocraigue@indraenergy.com] 
Sent: 3/11/2019 8:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 



Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODt0GzXt._500tOFN6Zu:ref ] 

Hello Samantha, 

Regarding PUCO Case ID 00256914; 

This electric and gas account were enrolled in our service 10/31/2018, as a result of a door-to-door 
sale. We're attaching the signed agreement and TPV recording from this enrollment. We've also attached the 
confirmation packets mailed following enrollment. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would 
vary month-to-month. No ETFs. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 51 cents, after which the 
rate would vary month-to-month. No ETFs. 

The customer reached out to our Customer Service line on 2/26/2019 to cancel his accounts. Ohio Edison 
established an end date of 3/26/2019 and Dominion established an end date of 3/12/2019. 

Neither of the customer's accounts were enrolled in fixed products, and as a resu lt, no renewal letter was 
required to be provided to the customer. 

After reviewing the TPV the customer completed, I do not see any indication that the customer was being 
coached on how to answer prompts, and he answered a prompt during that TPV to confirm that the sales 
agent had lef t the premises. Nonetheless, we take the concerns raised here seriously; in addition to not 
remaining on premises during a TPV, sales agents are required to explain all aspects of any fixed or variable 
products they are selling, and should not continue to pursue customers if they come across a sign that 
prohibits sol iciting. We have reached out to the sales vendor who employs this agent, and we are currently 
waiting for their feedback. 

Due to the customer's confusion regarding Indra's variable products, and due to any inconvenience the 
customer may have experienced during his sales experience, we'd be willing to rerate the customer's most 
recent and upcoming bills; this would provide the customer with the financial effect of a more expedited 
return to his utilities immediately following t he introductory period of his electric and gas plans. We will plan 
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to calculate and proceed with t his rerate, unless you would rather provide t he information for us in order to 
calcu late this adjustment to apply to the customer's accounts. 

Thank you. 

Orpheus Craigue - Compliance Officer 

151 5 Market Street, Suite 1200 

Philadelphia, PA 19102 
'\.I "\C.. 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.com 

From: PUCO Consumer Cal l Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 11, 2019 08:12 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PU BLIC UTILITIES COMM ISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._500tOFN6Zu:ref ] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00256914 
COMPANY: 
CUSTOMER: 
ADDRESS: 
Vienna, Ohio 44473 
SERVICE ADDRESS:-Vienna, Ohio 44473 
AIQ: Palmco Energy O~ 
SERVICE ACCOUNT NUMBER: 
NIQ: 
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***Note to supplier: To ensure your response attaches to the appropriate case, please reply to this 
email without changing the subject line. A status update must be provided within 3 business days of 
the initial request and a final response needs to be provided within 10 business days. If a copy of the 
TPV is requested, this must be provided within 3 business days, per O.A.C. 4901 :1-21-
06(0)(1 )(h){v)*** 

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 5. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us} 
Sent: 3/5/2019 3:40 PM 
To: compliance@indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._500tOFN6Zu:ref ] 

Ohio '11bllo t.1'ftr-ti~& 
Commlssron 
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Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 0025691 4 

COMPANY: 

CUSTOMER: 

ADDRESS: Vienna, Ohio 44473 

SERVICE ADDRESS Vienna, Ohio 44473 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the in itial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0 )(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good afternoon, 

Mr- contacted the PUCO regarding a rep form your company going 
to his home. He was informed by the rep that if he ag reed to the intro rate 
the variable rate after would be lower then his gas and electric rates from 
the d istribution company. He said the rep misled him to believe he was 
going to receive a great rate and would save money. When on the phone 
with the TPV the rep stayed at his home and was coaching him on what to 
say, and she was being very pushy. Also, due to his community having a 
sign stating there is no solicitation your company should not have been at 
the customers home. 

Please provide the following: 
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If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Can you look into the misleading information that was provided to the 
customer? 
If this community has a no solicitation sign before enter, can you explain 
why your rep was soliciting your company? 

I would greatly appreciate any additional information you can provide regarding 
this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Monday, March 11 , 2019 5:50 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._SOOtOFN6Zu:ref 

l 

Categories: PUCO Complaint 

Hello, 

Please find ou r calculations for M r. ~ccounts below, and let us know if you need anything furt her. Have a great 
day, thanks! 

Gas: 

Billed 
Supply Charge 

Begin Date End Date Usage 
(Ccf) 

(with tax) 

2/1/ 19 1 3/4/19 I 133 1 $ 246.53 

Elect ric: 

Begin Date End Date 
Billed 

Supply Charge 
Usage 

1/26/ 191 2123119 I 389 1 $ 77.96 

Orpheus Cra igue - Comp liance Officer 

1515 Market Street, Suite 1200 

•1 nd rat. Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www.lndraEnergy .com 

F: 718.851.2427# 

ReRate 
To: 

0.29250 I 

ReRate 
To: 

0.05440 I 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 11, 2019 10:35 

To: Orpheus Craigue <ocra igue@indraenergy.com> 

ReRate ReRate 
ReRate Tax 

Pre Tax Total 

38.90 I 2.63 I 41.53 

ReRate Amt Due 
Total Customer 

21.16 I $ 56.so I 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt ._500tOFN6Zu:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256914 

Amt Due 
Customer 

$ 205.00 



COMPANY: 
CUSTOME · 
ADDRESS: io 44473 
SERVICE ADDRESS: ienna, Ohio 44473 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
After your company has calculated the re-rate can you please provide me with the amount and a 
breakdown? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Original Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com] 
Sent: 3/11/2019 8:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._500tOFN6Zu:ref ] 

Hello Samantha, 

Regarding PUCO Case ID 00256914 

This electric and gas account were enrolled in our service 10/31/2018, as a result of a door-to-door 
sale. We're attaching the signed agreement and TPV recording from this enrollment. We've also attached the 

confirmation packets mailed following enrollment. 
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Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Met, after wh ich the rate would 
vary month-to-month. No ETFs. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 51 cents, after which the 
rate would vary month-to-month. No ETFs. 

The customer reached out to our Customer Service line on 2/26/2019 to cance l his accounts. Ohio Edison 
established an end date of 3/26/2019 and Dominion established an end date of 3/12/2019. 

Neither of t he customer's accounts were enrolled in fixed products, and as a result, no renewal letter was 
required to be provided to the customer. 

After reviewing the TPV the customer completed, I do not see any indication t hat the customer was being 
coached on how to answer prompts, and he answered a prompt during that TPV to confirm that the sales 
agent had left the premises. Nonetheless, we take t he concerns raised here seriously; in addit ion to not 
remaining on premises during a TPV, sales agents are required to explain all aspects of any fixed or variable 
products they are selling, and should not continue to pursue customers if they come across a sign that 
prohibits soliciting. We have reached out to the sa les vendor who employs this agent, and we are currently 
waiting for their feedback. 

Due to the customer's confusion regarding Indra's variable products, and due to any inconvenience the 
customer may have experienced during his sa les experience, we'd be willing to rerat e the customer's most 
recent and upcoming bills; this would provide the customer with the financial effect of a more expedited 
return to his utilities immediately following the introductory period of his electric and gas plans. We will plan 
to calculate and proceed with this rerate, unless you would rather provide the information for us in order to 
calculate this adjustment to apply to the customer's accounts. 

Thank you. 

Orpheus Craigue - Compliance Officer 
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1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851 .2427 

www. lndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 11, 2019 08:12 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256914 { ref:_OODtOGzXt._SOOtOFNGZu:ref) 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00256914 
COMPANY: 
CUSTOMER: 
ADDRESS: 
Vienna, Ohio 44473 
SERVICE ADDRESS: 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

ienna, Ohio 444 73 

***Note to supplier: To ensure your response attaches to the appropriate case, please reply to this 
email without changing the subject line. A status update must be provided within 3 business days of 
the initial request and a final response needs to be provided within 10 business days. If a copy of the 
TPV is requested, this must be provided within 3 business days, per O.A.C. 4901 :1-21-
06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 5. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 
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Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 

Sent: 3/5/2019 3:40 PM 
To: compfiance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._SOOtOFN6Zu:ref] 

Ohio hll111o Vtrlf ti"' 
Comml11ron 

Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256914 

COMPANY: 

CUSTOMER 

ADDRESS: Vienna, Ohio 44473 

SERVICE ADDRESS: Vienna, Ohio 44473 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
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update must be provided within 3 business days of the initial request and a 
final response needs to be provided w ithin 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21 -06(D){1)(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good afternoon, 

Mr. - contacted the PUCO regarding a rep form your company going 
to his home. He was informed by the rep that if he agreed to the intro rate 
the variable rate after would be lower then his gas and electric rates from 
the distribution company. He said the rep misled him to believe he was 
going to receive a great rate and would save money. When on the phone 
with the TPV the rep stayed at his home and was coaching him on what to 
say, and she was being very pushy. Also, due to his community having a 
sign stating there is no solicitation your company should not have been at 
the customers home. 

Please provide the following : 
If a sales call, the record ing . 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Can you look into the misleading information that was provided to the 
customer? 
If this community has a no solicitation sign before enter, can you explain 
why your rep was soliciting your company? 

I would greatly appreciate any additional information you can provide regarding 
this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 
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Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref :_OODt0GzXt._500tOFN6Zu :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Samantha, 

Orpheus Craigue 
Monday, March 11 , 2019 8:59 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODt0GzXt._500tOFN6Zu:ref 

df; - TPV.mp3; - Confirmation Pack Electric.pdf;
on 1rma ion ack Gas.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00256914; 

This electric and gas account were enrolled in our service 10/31/2018, as a result of a door-to-door sale. We're 
attaching the signed agreement and TPV recording from this enrollment. We've also attached the confirmation packets 
mailed following enrollment. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month . No ETFs. 
Electric Plan: 100%-Green Variable. Th is included a two-month introductory rate of 51 cents, after which the rate would 
vary month-to-month. No ETFs. 

The customer reached out to ou r Customer Service line on 2/26/2019 to cancel his accounts. Ohio Ed ison established an 
end date of 3/26/2019 and Dominion established an end date of 3/12/2019. 

Neither of the customer's accounts were enrolled in fixed products, and as a result, no renewal letter was required t o be 
provided to the customer. 

After reviewing the TPV the customer completed, I do not see any indication that the customer was being coached on 
how to answer prompts, and he answered a prompt during that TPV to confirm that the sales agent had left the 
premises. Nonetheless, we take the concerns raised here seriously; in addition to not remaining on premises during a 
TPV, sa les agents are required t o expla in all aspects of any fixed or variable products they are selling, and shou ld not 
continue to pursue customers if they come across a sign that prohibits soliciting. We have reached out to the sales 
vendor who employs this agent, and we are currently waiting for their feedback. 

Due to the customer's confusion rega rding Indra's variable products, and due to any inconvenience the customer may 
have experienced during his sales experience, we'd be willing to rerate the customer's most recent and upcoming bills; 
this would provide the customer with the financial effect of a more expedited return to his utilities immediately 
following the introductory period of his electric and gas plans. We will plan to calculate and proceed with this rerate, 
unless you would rather provide the information for us in order to calculate this adjustment to apply to the customer's 
accounts. 

Thank you. 

Orpheus Craigue - Compliance Officer 



indra._ 
ENERGY 

www.Ind ra Ene rgy.corn 

151 S Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851 .2427 # 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 11, 2019 08:12 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODtOGzXt._500tOFN6Zu:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00256914 
COMPANY: 
CUSTOME · 
ADDRESS: 
Vienna, Ohio 44473 
SERVICE ADDRESS:-Vienna, Ohio 44473 
AIQ: Palmco Energy~ 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate case, please reply to this 
email without changing the subject line. A status update must be provided within 3 business days of 
the initial request and a final response needs to be provided within 10 business days. If a copy of the 
TPV is requested, this must be provided within 3 business days, per O.A.C. 4901 :1-21-
06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 5. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www. PU CO. oh io .gov 

--------------- Original Message-----------
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From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 3/5/2019 3:40 PM 
To: compliance@indraenergy.com 
Subject : PUBLI C UTILITIES COMMISSION OF OHIO - CASE#: 00256914 [ ref:_OODt0GzXt._500tOFN6Zu:ref ] 

Ohio PQbllo Utrllfl•t 
Comm,ssl'on 

Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 0025691 4 

COMPANY: 

CUSTOMER: 

ADDRESS: Vienna, Ohio 44473 

SERVICE ADDRESS: Vienna, Ohio 44473 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided with in 3 business days of the initial request and a 
final response needs to be provided with in 10 business days. If a copy of 
the TPV is requested , this must be provided within 3 business days, per 
O.A.C. 4901 :1-21 -06(D)(1)(h)(v)*** 

DESCRIPTION OF ISSUE: 
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Good afternoon, 

Mr. - contacted the PUCO regarding a rep form your company going 
to his home. He was informed by the rep that if he agreed to the intro rate 
the variable rate after would be lower then his gas and electric rates from 
the distribution company. He said the rep misled him to believe he was 
going to receive a great rate and would save money. When on the phone 
with the TPV the rep stayed at his home and was coaching him on what to 
say, and she was being very pushy. Also, due to his community having a 
sign stating there is no solicitation your company should not have been at 
the customers home. 

Please provide the following: 
If a sales call, the record ing. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Can you look into the misleading information that was provided to the 
customer? 
If this community has a no solicitation sign before enter, can you explain 
why your rep was soliciting your company? 

I would greatly appreciate any additional information you can provide regarding 
this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 
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This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref :_OODtOGzXt._SOOtOFN 6Zu: ref 
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Orpheus Craigue 

From: 

Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 8, 2019 10:47 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Ohio htbllc tttnrtfn 
Cornmlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, th is must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(D)(1)(h)(v)*** 

DESCRIPTION OF ISSUE: 
Good morning, 

Ms. - contacted the PUCO regarding her account switching to your 
company. She stated this was not authorized by her and does not know 
how this happened. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

I would greatly appreciate any additional information you can provide 
regarding this situation. 



Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOFNLsO:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments.: 

William Schaaf 
Wednesday, March 13, 2019 4:00 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._ 
SOOtOFNLsO:ref] 

~PV.MP3;-Confirmation Pack-Gas.pdf- onfirmation 
Pack-Electric.pdf 

Hello Samantha and the PUCO, 

Regarding Case# 00257490, 

This customer's gas and electric accounts were enrolled in Indra's service on 2/12/19, as the result of a telephone sale. 
The enrollment was completed by Mr. , who indicated he was authorized to enroll the accounts. We 
do not yet have the sales audio available, but we've attached the TPV recording for this enrollment, as well as the 
confirmation packages sent to the customer detailing the terms of service. 

Gas Plan: 100%-Green Variable. This included a two-month introductory rate of 45 cents per Ccf, after which the rate 
would vary month-to-month. 
Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 5.4 cents per kWh, after which rate 
would vary month-to-month. 

On 2/22/19, we received an inbound drop transaction for the customer's electric account, which was processed without 
penalty. This effectively rescinded the enrollment for the customer's electric account; the account will not be serviced 
by Indra. 

We have a record of Ms. - contacting our Customer Service line on 3/7 /19. However, the call was disconnected, 
and our staff was unable t o reconnect with her upon calling her back. 

Upon receivi ng this complaint, due the customer's concerns, we submitted an outbound drop for the customer's gas 
account, and the customer's gas utility will determine an end date. The customer's gas account may briefly be serviced 
by Indra, as the account currently has a scheduled start date of 3/22/19 at our introductory rate of 45 cents per Ccf. 

The customer will not incur any termination fees from Indra. 

Let us know if we can be of any further assist ance. Thank you. 

William Schaaf - Asst. Compliance Officer 
1515 Market Street. Suite 1200 

'1 nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www. l ndraEnergy.com 

F: 71 8.851.2427 



From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 10:47 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISS ION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257490 
COMPANY: 
CUSTOMER: 
ADDRESS: •••••• Xenia, Ohio 45385 
SERVICE ADDRESS: , Xenia, Ohio 45385 
! fl· ...... . - •• 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(D)(1)(h}(v)"'** 

DESCRIPTION OF ISSUE: 
Good morning, 

Ms.- contacted the PUCO regarding her account switching to your 
com~e stated th is was not authorized by her and does not know 
how this happened. 

Please provide the following: 
If a sales ca ll , the record ing. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 
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Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500tOFNLsO:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 3:40 PM 

To: William Schaaf 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257490 [ ref:_OODtOGzXt._ 

SOOtOFN LsO:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00257 490 
COMPANY: 
CUSTOMER: 
ADDRESS Ohio 45385 
SERVICE ADDRESS: Xenia, Ohio 45385 .. . ·-... - - -

***To ensure your response attaches to the appropriate case, please reply to this emai l without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Do to not having the sales call would your company be willing to re-rate the gas account to the SCO 
rate? 

Sincerely, 

Samantha Boerstler 
Public Uti lities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www. PUCO.ohio.gov 

------ --------Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/13/2019 3:59 PM 
To: contactthepuco@puco.ohio.gov 
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Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 002574901······· 

This customer's gas and electric accounts were enrolled in Indra's service on 2/12/19, as the result of a telephone sale. 
The enrollment was completed by Mr who indicated he was authorized to enroll the accounts. We 
do not yet have the sales audio available, but we've attached the TPV recording for this enrollment, as well as the 
confirmation packages sent to the customer detailing the terms of service. 

Gas Plan: 100%-Green Variable. This included a two-month introductory rate of 45 cents per Ccf, after which the rate 
would vary month-to-month. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 5.4 cents per kWh, after which rate 
would vary month-to-month. 

On 2/22/19, we received an inbound drop transaction for the customer's electric account, which was processed without 
penalt y. This effectively rescinded t he enrollment for the customer's electric account; the account will not be serviced 
by Indra. 

We have a record of Ms.~ontacting our Customer Service line on 3/7/19. However, the call was disconnected, 
and our staff was unable to reconnect with her upon calling her back. 

Upon receiving this complaint, due the customer's concerns, we submitted an outbound drop for the customer's gas 
account, and the customer's gas utility will determine an end date. The customer's gas account may briefly be serviced 
by Indra, as the account currently has a scheduled start date of 3/22/19 at our introductory rate of 45 cents per Ccf. 

The customer will not incur any termination fees from Indra. 

Let us know if we can be of any further assistance. Thank you. 
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William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www . IndraE nerg y.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 10:47 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257 490 

COMPANY: 

CUSTOMER: 

ADDRESS: Xenia, Ohio 45385 

SERVICE ADDRESS Xenia, Ohio 45385 

AIQ: Palmco Power OH LLC 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(D)(1)(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning , 

Ms- contacted the PUCO regarding her account switching to your 
company. She stated this was not authorized by her and does not know 
how this happened. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed cont,ract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
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I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 
;: 
··www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOFNLsO:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Ca ll Center <contactthepuco@puc.state.oh.us> 

Saturday, March 23, 2019 10:46 AM 
To : William Schaaf 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._ 

SOOtOFNLsO:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

io 45385 
Xenia, Ohio 45385 

***To ensure your response attaches to the appropriate case, please reply to this emai l without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Would your company be willing to re-rate the customer for the gas after billed? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

---------------Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 3:54 PM 
To: contactthepuco@puco.oh io.gov 
Cc: compliance@indraenergy.com 
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Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Hello Samantha, 

We were able to locate the sales call audio for this enrollment, attached here. Sorry for delay in getting this to you. The 
customer's gas account is scheduled to receive service for one month (3/22/19 - 4/22/19), which will be billed at our 
introductory rate of 45 cents per Ccf. 

Let us know if you need anything further. Thanks. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
l '. I ,~ G Y 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 3:40 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

2 



CASE ID: 00257490 
COMPANY: 
CUSTOMER 
ADDRESS: io 45385 
SERVICE ADD Xenia, Ohio 45385 
AIQ: Pal 

***To ensure your response attaches to t he appropriate case, please reply to this email without changing t he 
subject line. Thank you ! .. * 

DESCRIPTION OF ISSUE: 
Do to not having the sales call would your company be willing to re-rate the gas account to the SCO 
rate? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Original M essage--------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/13/2019 3:59 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OH IO - CASE#: 00257490 [ ref:_OODt0GzXt._500tOFNLsO:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00257490, 

This customer's gas and electric accou~w!~.5!.l,n Indra's service on 2/12/19, as the result of a telephone sale. 
The enrollment was completed by Mr~ who indicated he was authorized to enroll t he accounts. We 
do not yet have the sales audio available, but we've attached the TPV recording for this enrollment, as well as the 
confirmation packages sent to the customer detailing the terms of service. 
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Gas Plan: 100%-Green Variable. This included a two-month introductory rate of 45 cents per Ccf, after which the rate 
would vary month-to-month. 

Electrlc Plan: 100%-Green Variable. This included a two-month introductory rate of 5.4 cents per kWh, after which rate 
would vary month-to-month. 

On 2/22/19, we received an inbound drop transaction for the customer's electric account, which was processed without 
penalty. This effectively rescinded the enrollment for the customer's electric account; t he account will not be serviced 
by Indra. 

We have a record of Ms- contacting our Customer Service line on 3/7 /19. However, the call was disconnected, 
and our staff was unable to reconnect with her upon calling her back. 

Upon receiving this complaint, due the customer's concerns, we submitted an outbound drop for the customer's gas 
account, and the customer's gas utility will determine an end date. The customer's gas account may briefly be serviced 
by Indra, as the account currently has a scheduled start date of 3/22/19 at our introductory rate of 45 cents per Ccf. 

The customer will not incur any termination fees from Indra. 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 

indra~ 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
f~IRC.Y 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 10:47 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257490 

COMPANY: 

CUSTOMER: 

ADDRESS: - enia, Ohio 45385 

SERVICE ADDRESS Xenia, Ohio 45385 

AIQ: Palmco Power OH LLC 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 
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DESCRIPTION OF ISSUE: 

Good morning , 

Ms.- contacted the PUCO regarding her account switching to your 
company. She stated this was not authorized by her and does not know 
how this happened. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

WWW. PUCO .Ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_OODtOGzXt._SOOtOFNLsO:ref 
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Sariah Brinker 

From: Will iam Schaaf 
Sent: 
To: 
Cc: 

Tuesday, March 26, 2019 8:54 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._ 
500tOFNLsO:ref] 

Sorry, I left out a word below. We are willing to rerate the customer's bill once it is rendered. 

Will iam Schaaf - Asst. Compliance Officer 

indra._ 
E'HRGY 

www.lndraEnergy.com 

From: William Schaaf 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

Sent: Tuesday, March 26, 2019 8:52 AM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Good morning, 

Yes, we are w illing to the customer' s bill once it is rendered. 

William Schaaf - Asst. Compliance Officer 

indra~ 
E NERGY 

www.In dra Energy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Saturday, March 23, 2019 10:46 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref ] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

1 



Memorandum 

io 45385 
Xenia, Ohio 45385 

***To ensure your response attaches to t he appropriate case, please reply to this email w ithout changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Would your company be willing to re-rate the customer for the gas after billed? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 3:54 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Hello Samantha, 

We were able to locate t he sa les call audio for this enrollment, attached here. Sorry for delay in getting this to 
you. The customer's gas account is scheduled to receive service for one month (3/22/19- 4/22/19), which will 
be billed at our introductory rate of 45 cents per Ccf. 
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Let us know if you need anything further. Thanks. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra" Philadelphia, PA 19102 
\, f "t ()" 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, M arch 15, 2019 3:40 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00257490 
COMPANY: 
CUSTOMER: 
ADDRESS: Xenia, Ohio 45385 
SERVICE ADDRESS Xenia, Ohio 45385 
.!. II • .. II t •, ,. •• 

***To ensure your respon se attaches to the appropriate case, please reply to this email without changing the 
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subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Do to not having the sales ca ll would your company be willing to re-rate the gas account to the SCO 
rate? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

------·-------- Original Message ---------·--·--
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/13/2019 3 :59 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._500tOFNLsO:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00257490•••••• 

This customer's gas and electric accounts were enrolled in Indra's service on 2/12/19, as the result of a 
telephone sa le. The enrollment was completed by Mr who indicated he was authorized to 
enroll the accounts. We do not yet have the sales audio available, but we've attached the TPV recording for 
th is enrollment, as well as the confirmation packages sent to the customer detailing the terms of service. 

Gas Plan: 100%-Green Variable. This included a two-month introductory rate of 45 cents per Ccf, after which 
the rate would vary month-to-month. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 5.4 cents per kWh, after 
which rate would vary month-to-month. 
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On 2/22/19, we received an inbound drop transaction for the customer's electric account, which was 
processed without penalty. This effectively rescinded the enrollment for the customer's electric account; the 
account will not be serviced by Indra. 

We have a record of Ms.- contacting our Customer Service line on 3/7/19. However, the call was 
disconnected, and our staff was unable to reconnect with her upon calling her back. 

Upon receiving this complaint, due the customer's concerns, we submitted an outbound drop for the 
customer's gas account, and the customer's gas utility will determine an end date. The customer's gas account 
may briefly be serviced by Indra, as the account currently has a scheduled start date of 3/22/19 at our 
introductory rate of 45 cents per Ccf. 

The customer will not incur any termination fees from Indra. 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

ind rate. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.lnd raEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 10:47 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt ._SOOtOFNLsO:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257490 

COMPANY: 

CUSTOMER: 

ADDRESS:-enia, Ohio 45385 

SERVICE ADDRESS Xenia, Ohio 45385 

AIQ: Palmco Power OH LLC 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901: 1-21-06(0)(1 ){h)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning, 

Ms.~ontacted the PUCO regarding her account switching to your 
company. She stated this was not authorized by her and does not know 
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how this happened. 

Please provide the following: 
If a sales call , the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Samantha, 

William Schaaf 
Friday, March 15, 2019 3:54 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTIUTIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._ 
SOOtOFNLsO:ref] 

~les Call.mp3 

We were able to locate the sales call audio for this enrol lment, attached here. Sorry for delay in getting this to you. The 
customer's gas account is scheduled to receive service for one month (3/22/19 - 4/22/19), which will be billed at our 

introductory rate of 45 cents per Ccf. 

Let us know if you need anything further. Thanks. 

Wi ll iam Schaaf - Asst. Compl iance Officer 

indra~ 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 

EN ERGY F: 718.851.2427 
www. IndraE ne rgy. com 

From: PUCO Consumer Call Center [mailt o:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 3:40 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COM M ISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref ] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00257 490 
COMPANY: 
CUSTOMER: 
ADDRESS: Ohio 45385 
SERVICE ADDRESS: Xenia, Ohio 45385 . . . ., 



***To ensure your response attaches to the appropriate case, please reply to this email without changing the 

subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Do to not having the sales call would your company be willing to re-rate the gas account to the SCO 
rate? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

--------------- Origina l Message ---------------

From: William Schaaf [wschaaf@indraenergy.com] 

Sent: 3/13/2019 3:59 PM 

To: contactthepuco@puco.oh io.gov 

Cc: compllance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._SOOtOFNLsO:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00257490, 

This customer's gas and electric accounts were enrolled in Indra's service on 2/12/19, as the result of a telephone sale. 
The enrollment was completed by Mr. who indicated he was authorized to enroll the accounts. We 
do not yet have the sales audio available, but we've attached the TPV recording for this enrollment, as well as the 
confirmation packages sent to the customer detailing the terms of service. 

Gas Plan: 100%-Green Variable. This included a two-month introductory rat e of 45 cents per Ccf, after which the rate 
would vary month-to-month. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 5.4 cents per kWh, after which rate 
would vary month-to-month. 
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On 2/22/19, we received an inbound drop transaction for the customer's electric account, which was processed w ithout 
penalty. This effectively rescinded the enrollment for the customer's electric account; t he account will not be serviced 
by Indra. 

We have a record of Ms. ontacting our Customer Service line on 3/7/19. However, the call was disconnected, 
and our staff was unable to reconnect w ith her upon calling her back. 

Upon receiving this complaint, due the customer's concerns, we submitted an outbound drop for the customer's gas 
account , and the customer's gas utility will determine an end date. The customer's gas account may briefly be serviced 
by Indra, as the account current ly has a scheduled start date of 3/22/19 at our introductory rate of 45 cents per Ccf. 

The customer will not Incur any termination fees from Indra. 

Let us know if we can be of any further assistance. Thank you. 

Wi l liam Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
FNf~(.V 

P: 888.504.6372 

F: 718.851.2427 
www.Ind raEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 10:47 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257490 [ ref:_OODtOGzXt._500tOFNLsO: ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257 490 

COMPANY: 

CUSTOMER: 

ADDRESS Xenia, Ohio 45385 

SERVICE ADDRESS: Xenia, Ohio 45385 

AIQ: Palmco Power OH LLC 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning, 

Ms.- contacted the PUCO regarding her account switching to your 
company. She stated this was not authorized by her and does not know 
how this happened . 
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Please provide the following: 
If a sales call , the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) ,686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, April 29, 2019 2:34 PM 

Indra Energy Compliance 

FW: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00262883 [ ref:_OODtOGzXt._ 
500tOGixB9:ref 1 

PUBLIC UTILITIES COMMISSION OF OHIO 
Fourth Request for Information 

Please Respond Within 48 Hours 

CASE ID: 00262883 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on April 9, 2019. A second request for information was sent on April 17, 
2019. A third request for information was sent on April 24, 2019. Please refer to the details contained in the 
original submission of the complaint and respond within 48 hours. 

Sincerely, 

Christina Cassady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus may be publicly available to 
anyone who requests it. 



--------------- Forwarded Message ---------------
From: PUCO Consumer Call Center [ contactthepuco@puc.state.oh.us] 
Sent: 4/24/2019 1:12 PM 
To: compliance@indraenergy.com 
Subject: FW: PUBLIC UTILITIES COMMISSION OF OHIO-CASE#: 00262883 [ 
ref:_ OODtOGzXt._ 500tOGixB9:ref] 
PUBLIC UTILITIES COMMISSION OF OHIO 
Third Request for Information 

Please Respond Within 48 Hours 

CASE ID: 00262883 
CUSTOMER 
ADDRESS: io 44321 
SERVICE A Copley, Ohio 44321 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on April 9, 2019. A second request for information was sent on 
April 17, 2019. Please refer to the details contained in the original submission of the complaint and 
respond within 48 hours. 

Sincerely, 

Christina Cassady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus may be publicly available to 
anyone who requests it. 

--------------- Forwarded Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 4/17/20194:18 PM 
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To: compliance@indraenergy.com 
Subject: FW: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262883 [ 
ref:_ OODtOGzXt._ 500tOGixB9:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00262883 
COMPANY: 
CUSTOMER-
ADDRESS: 
Akron, Ohio 44321 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SER~T NUMBER 
NIQ:-

, Copley, Ohio 44321 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on April 9, 2019. Please review the 
customer's concerns and respond within three business days. 

Sincerely, 

Christina Cassady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

--------------- Forwarded Message ---------------
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From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 4/9/20 19 11 :02 AM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262883 [ 
ref:_ OODt0GzXt._ 500tOGlxB9:ref ] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 

Provider of Natural Gas or Electric Supply 

Please Respond Within 3 Business Days 

CASE ID: 00262883 

CUSTOMER: 

ADDRESS: Akron, Ohio 44321 

SERVICE ADDRESS: opley, Ohio 44321 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER 

NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, th is must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(0 )(6)(b)(v) or O.A.C. 4901 :1-21-06(0 )(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

- contacted the PUCO regarding the enrollment of her 87 year 
old mother's account with Indra Energy. According to Ms.- her 
mother has dementia. 

Please review the account and advise: 

1. When, how, and by whom the enrollment was completed? 
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2. If the enrollment was for a fixed, variable, or variable with an 
introductory rate product. 

3. What was the customer billed per CCF/MCF/kWh for all service 
periods during which the customer was enrolled? 

4. The date the enrollment was forwarded to the distribution utility and 
the service effective date provided by the distribution utility. 

5. Has a request to cancel or drop the enrollment been received? If so, 
please provide the service end date provided by the distribution 
utility. 

6. Are there any early termination fees associated with this 
enrollment? If so, will the fees be waived and if not, why? 

Please also provide copies of all enrollment materials to include (as 
applicable): 

1. The sales script and/or sales call used to market this 
customer. 

2. The signed agreement for service. 
3. The Terms and Conditions of Service. 
4. The signed Acknowledgement form. 
5. The Welcome Letter mailed to the customer. 
6. The Third Party Verification recording for this enrollment. 
7. The contract expiration notices mailed to the customer. 

Thank you. 

Sincerely, 

Christina Cassady 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Lead Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.Ohio.gov 

This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 
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ref:_ OODtOGzXt._ 500tOG Ix B9 :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Ca ll Center <contactthepuco@puc.state.oh.us> 

Tuesday, April 09, 2019 11:03 AM 
Indra Energy Compl iance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262883 [ ref:_OODtOGzXt._ 
SOOtOGixB9:ref ] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Natural Gas or Electric Supply 
Please Respond Within 3 Business Days 

CASE ID: 00262883 
CUSTOME · 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

io 44321 
Copley, Ohio 44321 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(0)(6)(b)(v) or O.A.C. 4901 :1 -21-06(0)(1 )(h)(v)*** 
DESCRIPTION OF ISSUE: 
22 J contacted the PUCO regard ing the enrollmen~87 year 
old mother's account with Indra Energy. Accord ing to Ms- her 
mother has dementia. 
Please review the account and advise: 

1. When, how, and by whom the enrollment was completed? 
2. If the enrollment was for a fixed, variable, or variable with an 

introductory rate product. 
3. What was the customer billed per CCF/MCF/kWh for all service 

periods during which the customer was enrolled? 
4. The date the enrollment was forwarded to the distribution utility and 

the service effective date provided by the distribution utility. 
5. Has a request to cancel or drop the enrollment been received? If so, 

please provide the service end date provided by the distribution 
utility. 
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6. Are there any early termination fees associated with this 
enrollment? If so, will the fees be waived and if not, why? 

Please also provide copies of all enrollment materials to include (as 
applicable): 

1. The sales script and/or sales call used to market this 
customer. 

2. The signed agreement for service. 
3. The Terms and Conditions of Service. 
4. The signed Acknowledgement form. 
5. The Welcome Letter mailed to the customer. 
6. The Third Party Verification recording for this enrollment. 
7. The contract expiration notices mailed to the customer. 

Thank you. 
Sincerely, 
Christina Cassady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref:_ OODtOGzXt._ 500tOGixB9:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Tara and PUCO, 

Keenia Joseph 
Wednesday, May 01, 2019 8:14 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262883 [ ref:_OODtOGzXt._ 
500tOGixB9:ref] 

Agreement.pdf; Confirmation Package Electric.pdf; Confirmation Package Gas.pdf; 
TPV.MP3 

Customer enrolled in Indra's gas and electric variable rate plans on 10/23/2018 , as a result of a Door-to-
Door sale. We've attached the agreement, TPV and confirmation packages sent detailing the terms of service. 

Gas Plan: Introductory Rate of $2.60000/Mcf for the first two billing cycles, and a variable rate thereafter. 

Electric: Introductory Rate of $0.05100/kWh for the first two billing cycles, and a variable rate thereafter. 

On 3/26/2019 Mrs.-=ontacted our Customer Service line and expressed unhappiness with her bill. Customer 
requested account ~ewed for a credit. Per customers request account was sent for review. 

On 4/5/19- customers daughter contacted our customer service line and requested her mother's accounts be 
canceled. Per customers request accounts were dropped, with no ETF's issued. Dominion East established service end 
date of 4/9/2019 for the gas account and Ohio Edison established a service end date of 4/5/2019 for the electric 
account. Also at customers request they were placed on the Do not Call and Do Not Knock lists. 

Upon review of the account it was determined that we will rerate the customer's final bills to the rate of their utility, 
once it is rendered. This will provide the customer with the financial effect of an expedited return to their utility. 

Keenia Joseph - Director of Compliance 

indra~ 
ENERGY 

www .Ind ra Energy.com 

1515 Market Street, Su ite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center 
Sent: Tuesday, April 9, 2019 11:03 AM 
To: Indra Energy Compliance 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262883 [ ref:_OODt0GzXt._500tOGlxB9:ref] 



Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Natural Gas or Electric Supply 
Please Respond Within 3 Business Days 

CASE ID: 00262883 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER 
NIQ: 

'o 44321 
opley, Ohio 44321 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided with in 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v) or O.A.C. 4901 :1-21 -06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

contacted the PUCO regarding the enrollment of her 87 year 
old mother's account with Indra Energy. According to Ms ... her 
mother has dementia. 

Please review the account and advise: 

1. When, how, and by whom the enrollment was completed? 
2. If the enrollment was for a fixed, variable, or variable with an 

introductory rate product. 
3. What was the customer billed per CCF/MCF/kWh for all service 

periods during which the customer was enrolled? 
4. The date the enrollment was forwarded to the distribution utility and 

the service effective date provided by the distribution utility. 
5. Has a request to cancel or drop the enrollment been received? If so, 

please provide the service end date provided by the distribution 
utility. 

6. Are there any early termination fees associated with this 
enrollment? If so, will the fees be waived and if not, why? 

Please also provide copies of all enrollment materials to include (as 
applicable): 
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1. The sales script and/or sales call used to market this 
customer. 

2. The signed agreement for service. 
3. The Terms and Conditions of Service. 
4. The signed Acknowledgement form. 
5. The Welcome Letter mailed to the customer. 
6. The Third Party Verification recording for this enrollment. 
7. The contract expiration notices mailed to the customer. 

Thank you. 

Sincerely, 

Christina Cassady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODt0GzXt._SOOtOGlxB9:ref 
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Indra ® 
1515 Marl<et Street, Suite 1200 

Plllladalpllla, PA 19102 
Cutlom•rC•re@lndraEnergy.com 

Website: wwwJndraEnergy.com 
Phono: 988 504-6372 

1. 

2 . 

3. 
4. 

5. 

6. 

7. 

By: 

By: 

• DDDDDDD 
------ - -

The representative staled that he/she was 1eprosenling Indra and was not from the Electric and/or Natural Gas Oi.Uibutton Company. 

The 1epreson1aUve explained lhal by signing !he enrollment fonm I was entering iolo en agreemeoVcootracl for Indra to supply my eleclrtaly and/ 
or natural gas. 

Th" repreunlallve explained to me lh• price fot eleclriclty and/or natural gas under lhis contract 

~bleniil:' et'f'amt" onl\r The rel)<ese<>taUve explained lhal lhe contract is for one monlh and will oonUnue on a monlh·tO·month basis 
IiiillleTIJ r I 0/ ec de to cancel Iha conltact. I can access my future variable pricing lnlormation at: hltpsJ/lodraenergy.1'9m/ohlo/ohl1; 
variabl&-rates. 
Forfbed rate cust.omers only: The representative explained to me lhat Iha to11tmcl is for a Iola! term of __ months and II wil be automatically 
tenowod •t tho ond of my llxed rate, to the rate tllal ls lhen in effect, In accordance with my Renewal Notice and Terms and COndiUons. 

The representaUve explained my right to cancel 

The teprosentative left two completed right to cancel noticas wUh me. 

The represeniatlve disclosed !hat no early lerminaUon JlabUity fee would apply, If I cancel the contract 

REPRESENTATIVE'S SIGNATIJRE 

OH-E 40005273 



indra ® 

EN ERG Y 

Copley, OH 44321 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

w: lndraEnergy.com 
e: CustomerCare@lndraEnergy.com 

toll free: 1 (888) 50-INDRA 
1 (888) 504 6372 

10/25/2018 

This letter is confirming your selection of Indra Energy as your electricity supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment w ill be sent to Ohio Edison. You will receive a confirmation notice from Ohio Edison confirming 
your selection of Indra Energy as your electricity supplier. Your service w ill begin with your f irst meter read by 
your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you decide to rescind 
your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we w ill be sure to contact you to resolve the issue. 

Below is a summary of your service account wit h Indra Energy: 

Utility Account Number: 
I II t: Rate Plan: Introductory Ra first two billing cycles, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraE nergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

Renewable Energy Product Information: One hundred percent (100%) of your electricity usage will 
be matched with renewable energy credits (RECs), generated from renewable or alternative energy 
sources in the United States. 

Your feedback is important to us! 
You may receive a phone ca ll from us to obt ain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 w eekdays 8:00 am to 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards ! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 



indra~ 
ENERGY 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the 11 Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO !NORA ANO ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH !NORA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sa les or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of you r Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice" ). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to t he Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Informat ion without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If you r complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at t he 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
indust r ial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE ANO THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC ANO/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, t he customer. 
MISCELLANEOUS. Indra assumes no responsibili ty or liability 
for the following items that are the responsibility of the 
utility {ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
t he successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR EUCTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 
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Oil Power 
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3% 
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Unknown Im acts 
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~ Projected 
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0.5% 
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With in-depth analysis, the environmental characteristics of any form of elect ric generation wil l reveal benefits as well as 
costs. For further information, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 
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ENERGY 

Copley, OH 44321 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

w: lndraEnergy.com 
e: CustomerCare@lndraEnergy.com 

toll free: 1 (888) 50-INDRA 
1 (888)504 6372 

10/25/2018 

This letter is confirming your selection of Indra Energy as your natural gas supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Dominion East Ohio. You will receive a confirmation notice from Dominion East 
Ohio confirming your selection of Indra Energy as your natural gas supplier. Your service will begin with your 
first meter read by your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you 
decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Number: 
Rate Plan: Introductory Rate of $2.60000/Mcf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

Your feedback is important to usl 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am t o 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 
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ENrnGY 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmat ion Letter (or listed in an addendum) at 
a price as described in this Agreement . 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affil iated with 
your utility. {B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account (s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) wi ll continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
conta in both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATU RAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YO UR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in w riting to your Service Address (es). You may terminate 
this Agreement at any t ime by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
elect ric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable t ariff service pursuant t o the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
t erritory of your gas and/or elect ric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, t erms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the t ime period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rat e. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions t hat Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market condit ions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Varia ble Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
t he entire length of th is Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiti ng Indra's website at 
https://lndraEnergy .com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relat ing to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility t axes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior t o the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before th e expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewa l Notice will set forth the 
proposed renewal option(s), including any applicable 
information req uired by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement w ithout 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generat ion resou rce mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of t he Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of you r electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in t he 
United States which have been qualified as such. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by you r utility(ies) at intervals established by 
your utility(ies) . You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fai l to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calenda r days' 
written notice to you, terminate this Agreement and its natural 
gas and/or elect ric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue it s service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at {888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilit ies Commission of Ohio {PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residentia l 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless ot herwise required by 
law, if you provide Indra with your email address, you agree 
t hat Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to t he email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if t ransmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of t ransmission facilities, and other events t hat 
cannot be prevented or overcome by ordinary due di ligence. A 
force majeure event does not include an inabi lity to pay any 
amount owing under t his Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMIITED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS ANO DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITIED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC ANO/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IM PLI ED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITN ESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Pa lmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or " Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, t he customer. 
MISCELLANEOUS. Indra assumes no responsibi lity or liability 
for the following items t hat are the responsibil ity of the 
utility (ies): operation and maintenance of the ut ility's 
natural gas and/or electrical system, any interru ption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of t his Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign t he accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign t his Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. Th is Agreement will inure to and be binding upon 
the successors and assignees of the part ies hereto. No delay or 
fai lure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 



Generation 
Resource 
Mix-
A comparison 
between the 
sources of 
generation 
projected to be 
used to generate 
this product and 
the act ual 
resources used 
during this period. 

Environmental 
Characteristics-

A description of 
the characteristics 
associated with 
each possible 
generation 
resource. 

Air Emissions -

Product-specific 
projected and 
actual air 
emissions for this 
period compared 
to the regional 
average air 
emissions. 

Radioactive 
Waste -

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Com arisons 

Indra Energy 

Projected Data for the 2018 Calendar Year 

Actual Data for the Period 01/01/18 to 6/30/18 

Natural 

Hydro 
1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Coal 
35% 

Hydro 
1.5% 

Oil 0.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

W ildlife Impacts 

Actual 

35% 

:;:; Actual 

Solar 
0.5% 

~~~~ :--=.---!..._:_:_: ___ ~~-Pro_ie_cte~d Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
l bs./1,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft1/l,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Ohio 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, May 07, 2019 11 :56 AM 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00500817 [ ref:_OODtOGzXt._ 
500tOlfSrZ:ref ] 

Public Utiliti,es 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 

Please Respond Within 3 Days 
CASE ID: 00500817 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 

MBER: 

Ohio 44105 
Cleveland, Ohio 44105 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on 5/3/19. Please review the 
cu- concerns and respond within three business days. 
Mr stats that his bill is over $1,000.00 for one month. He called the 
utility company and was told his usage is low but the rate he is paying is 
high. He does not know how he was enrolled with the company. 

1. Do you have record of customer? 
2, If so, when and how was the customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
... Do you have record of customer calling about rates? 
s. If so, when and what was explained to him? 
6. Any additional information you could provide would be greatly 
appreciated. 

Sincerely, 

1 



Andrea Smith 
Public Util it ies Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

--------------- Original Message------------
From: Andrea Smith [contactthepuco@puc.state.oh.us] 
Sent: 5/3/2019 12: 11 PM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00500817 [ 
ref:_OODtOGzXt._500tOlfSrZ:ref ] 

Ohl• O Public Utilities 
Commission 

2 



Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00500817 

CUSTOMER: 

ADDRESS: Cleveland, Ohio 44105 

SERVICE ADDRESS: Cleveland, Ohio 44105 

AIQ: Palmco Energy OH LLC 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0 .A.C. 4901 : 1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: Mr - tats that his bill is over $1,000.00 for 
one month. He called the utility company and was told his usage is low but the 
rate he is paying is high. He does not know how he was enrolled with the 
company. 

1. Do you have record of customer? 

2, If so, when and how was the customer signed up? 

3. Please provide copy of signed contract, TPV and sales call. 

4. Do you have record of customer calling about rates? 

5. If so, when and what was explained to him? 

6. Any additional information you could provide would be greatly 
appreciated. 

Sincerely, 

Andrea Smith 

Public Utilities Commission of Ohio 

3 



Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

' 

ref:_OODt0GzXt._500tOifSrZ:ref 

4 



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Daniel Anderson <contactthepuco@puc.state.oh.us> 
Friday, May 17, 2019 12:39 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00500817 [ ref:_OODtOGzXt._ 
500tOlfSrZ:ref ] 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Third Request for Information 

Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

Cleveland, Ohio 44105 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0.A.C. 4901: 1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
E-mail complaints was sent to you on May 3 and May 7. Please review the 
customer's concerns and respond within three business days. 
Sincerely, 
Daniel Anderson on behalf of Andrea Smith 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Supervisor - HHG/Telecom 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and thus may 
be publicly available to anyone who requests it. 

1 



ref:_OODtOGzXt._500tOifSrZ:ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Andrea Smith <contactthepuco@puc.state.oh.us> 
Friday, May 31, 2019 1 :37 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00500817 [ ref:_OODtOGzXt._ 
SOOtOlfSrZ:ref ] 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00500817 
COMPANY: 
CUSTOMER: 
ADDRESS Ohio 44105 
SERVICE ADDRESS: leveland, Ohio 44105 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: This is the fourth request for information. 
Please review the customer1s concerns and respond within three 
business days. 

Mr~tats that his bill is over $1,000.00 for one month. He called the 
utility company and was told his usage is low but the rate he is paying is 
high. He does not know how he was enrolled with the company. 

1. Do you have record of customer? 
2. If so, when and how was the customer signed up? 

3. Please provide copy of signed contract, TPV and sales call. 
4. Do you have record of customer calling about rates? 

5.lf so, when and what was explained to him? 
6Any additional information you could provide would be greatly 

appreciated. 
Sincerely, 
Andrea Smith 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 

1 



Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500tOifSrZ:ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hi Andrea, 

Indra Energy Compliance 
Tuesday, June 04, 201910:48 AM 
Andrea Smith 
Indra Energy Compliance; Marl< Whitt; Becky Glover 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00500817 [ ref:_OODtOGzXt._ 
500tOlfSrZ:ref] 

The information you provided below does not match our records. Can you please provide the customer's utility account 
number so we can perform another search. Thanks very much. 

Regards, 

Keenia Joseph - Di rector of Compliance 

indra-. 
E N ER G Y 

www .lndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 718 -975-6611 
F: 718.851.2427 

From: Andrea Smith <contactthepuco@puc.state.oh.us> 
Sent: Friday; May 3, 2019 12:12 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00500817 { ref:_OODtOGzXt._SOOtOlfSrZ:ref] 

Ohio Public Utilities 
Commission 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00500817 
CUSTOMER: llllllll 
ADDRESS: 
SERVICE A . . -
! f •. II I t • I I• 

- - .. ~ 

LC 

, Ohio 44105 
Cleveland, Ohio 44105 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 0 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: Mr.- stats that his bill is over $1,000.00 for 
one month. He called the utility company and was told his usage is low but the 
rate he is paying is high. He does not know how he was enrolled with the 
company. 

1. Do you have record of customer? 
2. If so, when and how was the customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 

4, Do you have record of customer calling about rates? 
s. If so, when and what was explained to him? 
6 Any additional information you could provide would be greatly 

appreciated. 

Sincerely, 
Andrea Smith 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

2 



ref:_OODtOGzXt._SOOtOlfSrZ:ref 

3 



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Andrea Smith <contactthepuco@puc.state.oh.us> 
Friday, May 03, 2019 12:12 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO • CASE #: 00500817 [ ref:_OODtOGzXt._ 
500tOlfSrZ:ref ] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASEID:OO~ 
CUSTOMER:-
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco En OH LLC 

Ohio 44105 
Cleveland, Ohio 44105 

"'*Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901: 1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: Mr-tats that his bill is over $1,000.00 for 
one month. He called the utility company and was told his usage is low but the 
rate he is paying is high. He does not know how he was enrolled with the 
company. 

1. Do you have record of customer? 
2, If so, when and how was the customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
4. Do you have record of customer calling about rates? 
5. If so, when and what was explained to him? 
6. Any additional information you could provide would be greatly 
appreciated. 
Sincerely, 
Andrea Smith 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
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www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500t0lfSrZ:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, April 01, 2019 12:03 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261343 [ ref:_OODtOGzXt._ 
SOOtOGHsVT:ref] 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Please Respond Within 10 Business Days 

CASE ID: 00261343 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 

: .!. • ~ NUMBER: 

io 44123 
Euclid, Ohio 44123 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
On 09/2018, the customer's husband spoke with an Indra salesperson who came 
to their home and her husband signed up. The customer rate went from 
(3.?? /MCF) to ($10. ?? /MCF) the first month, 2nd month their rate increased to 
($17 .36/MCF). The customer feels the sales person offered savings and they did 
not thing their rates could increase so high for their utility service. 

The customer has since cancelled Indra and is now in the 1-2 bill cycle transition 
time. The customer feels the salesperson misled them and would like to dispute 
excessive rate increase. 

PUCO Question( s ): 

How (telephone, kiosk or door-to-door) and when was this customer 
signed up? Who agreed to the contract? How much was the term 
rate? Fixed or variable? If applicable, when was the reminder sent to 
address regarding the contract end date? Please provide a copy of 

1 



the contract, call script, recorded call with the customer and 
marketer and TPV. 

Sincerely, 

Kelly Mabra 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref: OODtOGzXt. 500tOGHsVT:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Kelly and the PUCO, 

Regarding Case # 00261343, 

William Schaaf 
Friday, April 05, 2019 12:01 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSlON OF OHlO - CASE#; 00261343 [ ref:_OODtOGzXt._ 
SOOtOGHsVT:ref] 

TPV.mp3; Agreement.pdf; onfirmation Pack-Gas.pdf; 
Confirmation Pack-Electric.pdf; Final Indra D2D Master Sales Script.pdf 

This customer's gas and electric accounts were enrolled in Indra's variable rate plans on 10/8/18, as the result of a door
to-door sale. We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation 
packages sent to the customer detailing the terms of service. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. No ETFs. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0520 per kWh, after which rate 
would vary month-to-month. No ETFs. 

Shortly after the customer's enrollment, on 10/12/18, the customer contacted our Customer Service line to cancel their 
enrollment. The customer's electric account was successfully rescinded and did not receive our supply. However, due to 
human error, the customer's gas account was not successfully rescinded and began receiving our supply on 11/7/18. 

We received an inbound pending drop transaction from DEO on 3/5/19, and the customer's account stopped receiving 
our supply on 3/12/19. No ETFs were issued for cancellation. 

We apologize for any inconvenience the customer may have experienced due to the gas account not being successfully 
rescinded in October 2018. Due to this error, we are going issue a full rerate for the life of the customer's account with 

Indra. This results in a total adjustment of $234.78 for the billing period of 11/7 /18 thru 3/12/19, which will be sent to 
the customer's gas utility to be applied to the account. We've included a chart detailing our rerate calculations. This will 
provide the customer with the financial effect of having never received Indra's supply. 

Billed Supply 
ReRate ReRate ReRate ReRate Amt Due 

Begin Date End Date Usage Charge (with 
To: Pre Tax Tax Total Customer 

(ccf) tax) 

2/11/2019 3/12/2019 129 $241.92 $0.3020 $38.96 $3.12 $42.07 $199.85 

1/11/2019 2/11/2019 145 $124.98 $0.3712 $53.82 $4.31 $58.13 $66.85 

12/10/2018 1/11/2019 108 $28.08 $0.4785 $51.68 $0.00 $51.68 -$23.60 

11/7/2018 12/10/2018 127 $33.02 $0.3255 $41.34 $0.00 $41.34 -$8.32 

$234.78 

Let us know if we can be of any further assistance. Thank you . 
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William Schaaf - Asst. Compliance Offi ce r 

ind rati. 
EN ERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, April 1, 2019 12:03 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261343 [ ref:_OODtOGzXt._SOOtOGHsVT:ref ) 

Initial Submission of a Consumer Complaint 
Please Respond Within 10 Business Days 

CASE ID: 00261343 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

io 44123 
Euclid, Ohio 44123 

***To ensure your response attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
On 09/2018, the customer's husband spoke with an Indra salesperson who came 
to the ir home and her husband signed up. The customer rate went from 
(3.?7/MCF) to ($10.??/MCF) t he first month, 2nd month their rate increased to 
($17.36/MCF). The customer feels the sales person offered savings and they did 
not th ing their rates could increase so high for their utility service. 

The customer has since cancelled Indra and is now in the 1-2 bill cycle transition 
time. The customer feels t he salesperson misled them and would like to dispute 
excessive rate increase. 

PUCO Question(s): 
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How (telephone, kiosk or door-to-door) and when was this customer 
signed up? W ho agreed to the contract? How much was the term 
rate? Fixed or variable? If applicable, when was the reminder sent to 
address regarding the contract end date? Please provide a copy of 
the contract, call script, recorded ca11 with the customer and 
marketer and T PV. 

Sincerely, 

Kelly Mabra 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ OODtOGzXt._SOOtOG HsVT: ref 
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indra ® 

1515 Market st .. •t. Sult& uoo 
Plllladelphla. PA 1910Z 

CustomerCare@lndreEnergy.com 
Webalte: www.lndraEnergy.com 

Phone: 888 5114-6372 

s not sd. piovide. or s/la(e yo<x e-mal inlonnallon "'ilh lhlrd parties 

Service Address: E J(. (1 D State: (:> H= 
Billing Address (If~-------- City: 

Phone Number: - D Mobile 

State: 

1. 
2. 

3. 
4. 

5. 

s. 
7 

tnltial Rat& of$ ---- per kWh ror the frrst month followed by a Fixed Rote ol $ ---- per kWh for the remaining __ months 

Fixed Raio of $ ____ per kWh for __ monlhs 

PerCcf I Mcf 

The representative slated that he/she was representing Indra and wa$ not from lhe ElecMc and/or Nature! Gas Distribution Company. 

The repreaenlallve explalned that by slgnln9 the enro\lmenl form I was entering into an agreamenl/conlraot for Indra to supply my electricity 
or natural gas. 

The representative explained to me the price for electricity aod/or natural gas under lhis oonlract. 

for y~rf•bl' rate custo;;a•rs ontx: The represenla\lve explained lhat the coot<act is for one monlh and will conlinuo or> a mootll·to-monlh 
unill ethMndra or I d de to cancel the conltact. I can aocess my future variable pricing lntormalion at: hHps:Jnndraenergy.com/oh 
variable-rates. 
For fixed r8IO cu1tomora onlv: The repreoenlative explained lo me lhal ttlo contract I• for a lotal term al months and it will be aUt<>mal 
renewed at Iha end of my flXed rate. lo Iha rate that Is than in eflecl, in accordance wllh my Renewal Notice and Terms and Conditions. 

The represanlaUve explained my rlght lo eenc:et. 

The repre&antaUve lelt two completed right to cancel notices with me. 

1. r understand my electric and/or natural gas utility(ies) will remain responsible for the delivery of el.ectricity and/or natural gas to my 
premise and will oonUnue to respond to any service calls and emergencies. 

2. I understand that my utility(les) will send me a single bill covering my electric and/or natural gas delivery service, and Indra's supply 
service. 

3. I understand that Indra does not guarantee savings under this AgreemenVContract. 
: , U A H RA H HIROB SI 

AFTfR THE DATE OF YOU RECEIVE COPIES OF TI-llS AGREEMENT. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANTION OF THIS 
RIGHT. 
FURTHER RtGHT(S) Of RESCISSION: Thereafter, You. the buyer. have until the seven\11 day aner the postmark dale on your enrollment confirmation '1(1tice, 
from your umi\y, to resciod this Agreement wfthout paying anything. You must oontacl your ulillly to rescind. 

By signing bolow, you agree to the lerms and condition$ of U!fs Agreemen~ lndudlng the Terms and Con=d=ltlon=s=o=n=th=e=r=ev=e=rs=e=s=id=e=.===---------' 

By: 

By 

Date: / 
~__:-l...1-4U.0~...Ll'-L--M~O-N~T~H~/~O-A-Y-/ -YEAR~---~----

OH-E 40004046 



indra ® 

ENERGY 

Euclid, OH 44123 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1S15 Market Street Suite 1 200 

Philadelphia, PA. 19102 

w: lndraEnergy.com 
e: CustomerCare@lndr<iEnergy.com 

toll free: 1 (888) 50-INDRA 
1 (888) 504 6372 

10/10/2018 

This letter is confirming your selection of Indra Energy as your natural gas supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Dominion East Ohio. You will receive a confirmation notice from Dominion East 
Ohio confirming your selection of Indra Energy as your natural gas supplier. Your service will begin with your 
first meter read by your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you 
decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Numbe 
• • .... 'I: Rate Plan: Introductory the first two billing cycles, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https:/ /Indra Energy .com I oh io /oh io-va ria b le-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enro llment experience. 
If not, we'd love to hear from yo u, so please ca ll us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am to 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 



ind ra-. 
I. NI .. H G Y 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy {"Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
Of THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of ti me set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; {b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. lf you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under th is Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
(''Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at t he 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
our affirmative consent even when there is a change in the 

rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Bil ling plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information"} from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech Impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to S p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHlO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THtS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE All ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
ANO/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RET All ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of th is Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY· 
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 
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Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

Projected Data for the 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 6/30/18 

Natural 
Gas 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 
Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Oil 0.5% 

Coal 
35% 

Hydro 

1.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

Solar 
0.5% 

Biomass 
0.5% 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

:::: Actual ~~~~ 
--~.-I~:_:_: __ _., .___~_Pro_je_cte_,d 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
lbs./1,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft3/1,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 
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ENERGY 

Euclid, OH 44123 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1S1 S Market Street, Suite 1200 

Philadelphia, PA. 19102 

w: lndraEnergy.com 
e: CustomerCare@lndraEnergy.com 

toll free: 1 (888) 50-INORA 
1 (888) 504 6372 

10/10/2018 

This letter is confirming your selection of Indra Energy as your electricity supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Cleveland Illuminating. You will receive a confirmation notice from Cleveland 
Illuminating confirming your selection of Indra Energy as your electricity supplier. Your service will begin with 
your first meter read by your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If 
you decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Numbe 
Rate Plan: Introductory Rate of S0.05200/kWh for the irst two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

Renewable Energy Product Information: One hundred percent (100%) of your electricity usage will 
be matched with renewable energy credits (RE Cs), generated from renewable or alternative energy 
sources in the United States. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am to 7:00 pm or email 
us at CustomerCore@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 
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OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable} (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C} Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WtLL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTIU1Y (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
th is Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address {es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any mont h or for 
the entire length of this Agreement . Indra' s current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under t his Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
elect ric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifyi ng Indra in accordance with the Terminat ion section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with t he terms set forth in the 
Renewal Notice. ndra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE M IX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following t he requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
(" Billing Quantity" ). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utilit y's 
charges. Your payment for natural gas and/or electric supp ly 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shal l also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/ or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility {ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number{s), or any other Customer Information without your 
express wri tten or electronic consent, except in accordance 
with rules 4901 :1-28-04 and 4901:1-29-09 of the Oh io 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay se rvice). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under t his Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBrTRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ElECTRlC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/ OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. !NORA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, lega l name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies}: operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of th is Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions a re changed. You may not assign 
this Agreement wit hout Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 
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Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

~~ ~~~'~l~~~-~-~~--
Carbon dioxide 

Nit rogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

Unknown 

Actual 

Other 

::::Actual 

~Projected 

High-Level Radioactive Waste 
Lbs./ 1,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft3 /1,000 kWh 

Solar 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. Fo r further information, contact Indra Energy at www.lndraEnergy.com o r by phone at (888) 504-6372. 



Introduction: 

DE DC 
Rep: Hello, my Rep: Hello, my 
name is name is 

(show both Indra (show photo ID 
Energy and Blue badge) and I'm 
State ID badge) here on behalf of 
and I'm here on Indra Energy 
behalf of Indra which is an 
Energy which is an authorized 
authorized electricity and 
electricity natural gas 
supplier. The supplier to see if 
purpose of my you would be 
visit today is to sell interested in 
electric supply switching your 
service. Indra electric and/or 
Energy does not natural gas supply 
represent your service to Indra 
utility or Energy If you have 
governmental a few moments, I 
agency. (Hand would like to tell 
customer your you more about 
business card with Indra Energy 
your and Indra supply offerings. 
Energy 
information) 

Indra Energy 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

Indra Energy Door-to-Door Sales Script 
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Illinois MA MD, OH, & PA NJ VA 

Rep: Hello, my Rep: Hello, my Rep: Hello, my name Rep: Hello, my name Rep: Hello, my name 

name is name is is is is 
(show ID badge) and (show ID badge) and (show ID Badge) and 

(badge must be (show ID Badge) I'm here on behalf of I'm here on behalf of I'm here on behalf of 
prominently and I'm here on Indra Energy which is Indra Energy, an Indra Energy which is 

displayed and behalf of Indra an authorized independent seller of an authorized natural 
visible at all times) Energy which is an electricity and gas and electricity gas supplier. 
and I'm here on authorized natural gas supplier. certified by the New 

behalf of Indra electricity and/ or I am not working for Jersey Board of Public 
Energy which is an natural gas your local utility. I Utilities and I am not 

independent seller supplier. am here to see if you associated with your 
electric power would be interested utility. I am here to 
certified by the in switching your see if you would be 
Illinois Commerce natural gas and/ or interested in switching 

Commission. I am electric supply from your natural gas and/ 

not a your current supplier or electric supply from 

representative of or utility to Indra your current supplier 
your local utility, Energy (Hand or utility to Indra 
governmental customer your Energy Switching to 
body, or consumer business card with Indra Energy is not 

group. your and Indra mandatory. 
(Hand customer Energy information) 
your business card 
with your and 
Indra Energy 
information) 

w: lndraEnergy.com 
toll free: (888) 504-6372 

last updat ed: September 2018 



Indra Energy Door-to-Door Sales Script 
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Rep: Are you the person who manages the Utility bills? (If so, continue. If not ask who that person is and when he/she would be available} 

Rep: You probably already know you have the ability to purchase your electric and/or gas from an alternate supplier. I'd like to talk to you about using Indra 

Energy as your supplier. 

If customer is not familiar with the program: 

Rep: Just as you shop for other products and services, you also have the right to shop for an energy supplier. Energy customers from large manufacturers to 

residential homeowners are able to shop for energy options from a diverse group of competitive authorized suppliers. As more suppliers' offer their services 

in your area, you have the opportunity to choose the company who supplies the generation of your electricity and supplies your natural gas. Your electricity 

and/or natural gas Utility will not change. You will still receive the same reliable energy and billing services that you have come to expect from your local 

Utility. The only thing that will change is your supplier. 

Rep: Are you currently using an alternate supplier? 

Rebuttal if customer has supplier: 

Rep: Well, the good news is that you are already a smart consumer. 

Introduce Indra's Rewards Program: 

Rep: For enrolling with Indra Energy today, you have the option to enroll with Indra Energy Rewards. With our Rewards Program, you'll receive $50 in 
Reward Dollars each and every month. Use your rewards however you'd like. Choose from 330,000 local deals, 85,000 local and national chain restaurants, 
20,000 movie theatres, 4,000 products, gift cards, and more. That's $600 in Reward Dollars per year! If you provide your email address on the D2D 
enrollment form or electronic enrollment process (state only the enrollment method applicable to the customer), Indra will send you a reminder email to 
enroll with our rewards program after you receive your first bill with Indra supply charges. As an agent, I am currently enrolled in Indra Energy rewards and it 
is great! 

**For additional scripting options and eKamples of discounts with the Rewards Program, review the Agent Resource Guide. 
** Provide the customer with the Indra Energy Rewards Flyer 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 
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Introduce Indra Energy's Electric Renewable Product Offering: 

Rep: If you enroll in Indra's electric supply offering today, you will be enrolling in a 100 percent renewable energy product, where 100 percent of your 
electricity usage is matched with renewable energy credits! With the purchase of RECs, Indra is reducing your carbon footprint and helping the environment! 

In Illinois ONLY: You will be enrolling in a 100 percent renewable energy product, where 100 percent of your electricity usage is matched with wind 
renewable energy credits. With the purchase of RECs, Indra is reducing your carbon footprint and helping the environment! 

Rep: Are you familiar with the terms and conditions of your current contract? I ask because sometimes there is an early termination fee for switching 
suppliers. (Do not speculate as to whether or not an ETF app//es. If the customer is sure there is no ETF and they wish to switch suppliers, then proceed. 
Otherwise, allow the customer to research their current agreement and call our office if they would like to schedule a follow-up appointment). 

Prior to enrolling the customer, confirm the customer is the authorized to make changes on the electric and/or natural gas account(s): 

DC, DE, MD & VA 

Rep: Just to confirm, you are the account holder or 
customer of record on the Utility bill, correct? 
{If "No" - When would be a good time to return to 
speak with the person in whose name the account 
is listed in? (Set appointment). 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

NJ 
Rep: Just to confirm, you are an authorized person 
to make the switch on this account? An authorized 
person is: (1} The person whose name appears on 
the utility bill for the account; (2) The spouse of the 
person whose name appears on the utility bill for 
the account; and (3) The authorized adult (at least 
18 years old) child of the person whose name 
appears on the utility bill for the account. {If "No" -
When would be a good time to return to speak 
with the person in whose name the account is listed 
in? (Set appointment). 

IL, MA, OH, & PA 

You are the named customer on each of the 
account(s), or you are the spouse of the 
named customer on the account(s}, or you 
are over 18 years old and authorized to 
make decisions concerning such account(s). 
(If "No" - When would be a good time to 
return to speak with the person in whose 
name the account is listed in? (Set 
appointment). 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 

Rep: Now, keep in mind we are not here to replace your Utility. The Utility will still deliver your electricity and/or natural gas, read your meter, respond to 
any emergencies, and send your monthly bill. All we are doing is supplying your electricity and/ or natural gas instead of your Utility. The best part is that it 
is free to enroll and it's easy to do. 

Close: (restate what is important to the customer and ask for the sale) 

Rep: OK let's get you enrolled (complete the D2D Paper Enrollment Form or start the Electronic Enrollment Process). 

4 

In IL ONLY: Write today' s date and your agent ID number on the Uniform Disclosure Statement on the first page of the D2D Enrollment Packet (located at the 
bottom of the page). 

If marketing in the state of Delaware; Illinois, or New Jers~y (~ut also generally applicable to all states): 

Rep: I want to go over a few points regarding the Agreement with you: 

Indra Energy 

1. Describe the rate plan: Introductory/ Initial Rate: Is a promotional rate that will remain the same for one to three billing cycles. 
Thereafter, the rate will switch to a fixed or variable rate plan (described below}. 

i. IN IL ONLY Indra Energy will communicate any percentage of savings to the marketing vendors, if there is no savings message 
communicated, Indra Energy does not guarantee savings compared to the customer's local utility. 

ii. If a savings message is communicated from Indra Energy, state the following: You will save __ percent compared to your 
local utility for a period of __ billing cycles. Please see your Agreement for a full explanation of how Indra Energy calculated 
this percentage. Thereafter, Indra Energy does not guarantee savings and you will be charged a rate of per kWh for a 
period of __ consecutive months (tell the customer the price per kWh and the fixed rate term after the initial time 
period). 

a. After the Introductory/ Initial rate, state that the Agreement is a: {fixed rate or variable rate] and will continue either [month to 
month or for a fixed term]. 

b. Fixed Rate Only: A fixed rate allows you to lock in your price for natural gas and/or electricity for a __ (insert t erm) month term. 
You will not be charged a higher rate for the term of the Agreement. This rate is only for the supply portion of your bill, your bill will 
still include any service charges charged by the Utility, and applicable taxes. 

w: lndraEnergy.com 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
toll free: (888) 504-6372 

last updated: September 2018 



Indra Energy 

Indra Energy Door-to -Door Sales Script 

i. All States (Minus IL): At the end of the fixed term, Indra Energy will send you a Renewal Not ice explaining your options 
moving forward. If you take no action, your Agreement will automatically renew at the price then in effect, in accordance 
with the terms set forth in the Renewal Notice. 

5 

ii. In IL ONLY: In most instances you will be renewed to a fixed rate that will differ from the one you are currently receiving. In 
some instances, your contract will renew to a variable rate month-to-month contract, but look out for your renewal notice 
(about 60 days prior to the expiration of you contract), which will explain your options and how to either select a different 
plan or cancel service with Indra Energy at the end of your contract term. You contract term with Indra Energy is for a 
period of consecutive months. This time period includes your initial rate . 

c. Variable Rate Only: A variable rate may change by the month, including one billing cycle to the next, based on market conditions 
and other factors listed in your Terms and Conditions and Contract Summary (if applicable}. Variable rates can be higher or lower 
than your utility's rates in any given month or over the duration of the Agreement. 

i. IN IL ONLY: To access your variable rate for the next billing cycle and historic variable rates (for up to one year}, charged by 
Indra Energy to customers in your utility service area pf ease visit: https://indraenergy.com/illinois/illinois-variable-rates/. 
You can also find this information in your Agreement and Contract Summary. 

ii. In all other states, in order to view your current variable rate, updated monthly, refer to our website: 
1. DC - https://indraenergy.com/district-of-columbia/district-of-columbia-variable-rates/ 
2. DE - https://indraenergy.com/delaware/delaware-variable-rates/ 
3. MA - https://indraenergy.com/massachusetts/massachusetts-variable-rates/ 
4. MD - https:ljwww.indraenergy.com/maryland-rates/ 
5. NJ - https://indraenergy.com/new-jersey/ 
6. PA - https:lj indraenergy .com/pen nsylva nia/pennsylvania-varia ble-rates/ 
7. OH - https://indraenergy.com/oh io/ohlo-va riable-rates/ 
8. VA - https://indraenergy.com/virginia/virginia-rates/ 

2. Disclose the following for both variable and fixed rate products: 
a. Indra Energy does not require customers to pay a deposit. 
b. Indra Energy does not charge a fee to switch from your current supplier to Indra Energy. 
c. Indra Energy does not charge early termination fees. 

w: lndraEnergy.com 
lSlS Market Street, Suite 1200 
Philadelphia, PA 19102 

toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sa les Script 

d. Indra Energy does not guarantee savings and you will be billed according to the rate in you Terms and Conditions, Contract 
Summary (if applicable), Welcome Packet, TPV, and/or Renewal Notice {if applicable). (all states but IL, which requires the 
additional disclosures above). 

Rep: To complete your enrollment, I'll need to connect you with a recorded third-party verification company. This is to verify that you want to switch your 
electric and/ or natural gas supplier to Indra Energy. Before I do, I just want to make sure I explained everything to your satisfaction. 

DE, OH, & MD 
I ask because I must leave the 
premises prior to me 
connecting you with our TPV 
representative. INFORM THE 
CUSTOMER OF THEIR RIGHT TO 
RESCIND LISTED IN THE CHART 
BELOW. Do you have any 

additional questions before I 
connect the ca ll and leave the 
premises? 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL 

I ask because I have to step 
outside while you are speaking 
with the TPV representative. 

PA DC, MA, NJ, & VA 

I ask because unless you agree ! ask because the TPV rep will stop the process if 
that I can be in the vicinity while you ask any questions or speak to me during the 
the verification occurs, I w ill Do you have any additional questions before we 
have to step outside while you connect? No, OK let's get on the call. 
are speaking with the TPV 
representative. Do you give me 
permission to stay inside the 
premises while the TPV occurs? 

{Continued) 

w: lndraEnergy.com 
toll free: (888) 504-6372 

last updated: September 2018 
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Indra Energy Door-to-Door Sales Script 

Inform the Customer of their Rescission Time-Period to Stop the Customer's Enrollment with Indra Energy 

DC, DE, MA, & PA Illinois NJ OH VA 
You have three You may stop this transaction by contacting You have seven days to rescind Electric customers only: Your You have ten 

business days to Indra Energy before Indra Energy submits this Agreement if you change electric utility will be sending you a business days 

rescind t his Agreement your enrollments request to your util ity. If your mind and do not wish to written notice of your switch to following the 

if you change your you do not rescind before Indra Energy enroll with Indra Energy. Indra Energy You are allowed mailing of your 

mind and do not wish 
submits your enrollment request, you will seven calendar days to rescind this notice of 

to enroll with Indra 
receive written notification from your Agreement, should you wish to 

enrollment by 
utility confirming your switch to Indra rescind, please contact your utility. 

Energy. Energy for your electric supply. You may 
your Util ity to 

rescind the pending enrollment without Natural gas customers only: Your rescind this 

any penalty within ten (10) calendar days natural gas utility will be sending a Agreement by 

by contacting either Indra Energy or your written notice of your transfer to calling Indra 

utility. You may also cancel this Agreement Indra Energy You are allowed a Energy or your 
within 10 business days after the date of seven-business-day period from Utility. 
your first bill. Cancellation will be effective the written notice postmark date 
once your utility drops Indra Energy as your to rescind the enrollment. In order 
supplier, which may take one to two billing to rescind, you must contact your 
cycles. You will be responsible for the natural gas utility. 
amount charged up to the effective 
cancellation date. 

After the rescission period, the customer is still able to cancel Indra Energy supply service at any time, but must pay for supply charges incurred, for their 
nat ural gas and/or electric usage, up until the customer is returned to their utility. See Section A {13} on page 4 of your t raining manual. 

Rep: Thank you so much for enrolling with Indra Energy. You'll receive notification from your local Utility confirming the transfer of your supply service to 
Indra Energy. The transfer usually happens within two billing cycles. In addition, Indra Energy will be sending you a welcome packet that contains the terms 

and conditions and explains Indra Energy promotions, so keep an eye out for that. 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated : September 2018 
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Indra Energy Door-to-Door Sales Script 

REBUTTAL AND COMMON QUESTIONS: 

1. What is renewable energy product? Renewable energy is derived from natural resources which naturally replenish themselves over time, such as 
wind or solar energy. 

8 

2. What is a REC? A renewable energy credit is a tracking mechanism used to demonstrate that renewable energy, such as wind or solar, was generated 
and distributed to the grid. One REC represents attributes of 1 MWh of electric generation (1000 kWh). 

3. What are the delivery charges? These are the fees that your utility charges you to operate and maintain the facilities, pipes and poles and wires that 
are used to deliver your electricity. These charges fluctuate depending on how much electricity you use but are the same no matter who supplies 
your electricity. 

4. Am I guaranteed to save money? No. 
5. I've been burned by other suppliers. I'm not interested. Rep: I've heard that. It's unfortunate other suppliers have made a bad name for all of us 

and taken advantage of good customers like yourself. I ask you give Indra Energy a try, considering it is a family owned company and its Rewards 
Program. Remember if you decide you do not wish to stay on Indra Energy supply service, you can cancel at any time and keep all the Reward Dollars 
you have already earned up until your cancelation. 

6. Will my service change in any way? You will still have [insert utility name, see attached for a list of utilities Indra Energy serves across the states] as 
your utility. They will continue to deliver your electricity and/or natural gas, respond to emergencies, read your meter, and send you a bill just as 
they always have. You are simply choosing to purchase your electricity and/or natural gas from an alternative supplier. 

TIME RESTRICTIONS FOR DOOR-TO-DOOR SOLICITATIONS: 

DC DE 
9:00am-sunset 9:00am-8:00pm (if a 

local ordinance has 
more strict 

solicitation 
requirements, must 
follow the local 
ordinance) 

Indra Energy 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL 
9:00am-7:00pm OR civil 
dusk {whichever is earlier) 

MD, MA, NJ, & OH PA VA 
10:00am-6:00pm 9 a.m. and 7 p.m. during N/A 

October 1 and ending 
March 31, 
9 a.m. and 8 p.m. during 
the months beginning April 
1 and ending September 30 

w: lndraEnergy.com 
toll free: (888) 504-6372 

last updated: September 2018 



DC DE 
Pepco Delmar 

va 

WGL 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL MD 
Ameren Allegheny/Potomac 

Edison (First Energy) 

Co med BG&E 

Delmarva 

Pepco 

Washington Gas 

Indra Energy Door-to-Door Sales Script 

9 

UTILITIES ACROSS THE STATES: 

MA NJ OH PA VA 
National Grid ACE AEP (CSP & OHPC) Columbia Gas CVA 
(MECO) 

NSTAR Elizabethtown Gas Columbia Gas Duquesne WGL 

WM ECO JCP&L DP&L First Energy 
(Allegheny/West Penn, MetEd 
and PenElec) 

NJNG Dominion PECO 

PSE&G Duke People' S (Equitable and Natural 

Gas) 

Rockland Electric First Energy (Illuminating UGI 
Company, Toledo Edison 
and Ohio Edison) 

SJG Vectren PGW 

w: lndraEnergy.com 
toll free: (888) 504-6372 

last updated: September 2018 



Indra Energy Door-to-Door Sales Script 

CONTACT INFORMATION FOR PUCs IN EACH STATE, SHOULD THE CUSTOMER WISH TO CONTACT THE PUC: 

DC DE 
PSC at (202) PSC at 800-282-

626-5100 or via 8574, by U.S. Mail 

the web at at 861 Silver Lake 

www.dq2sc.org Boulevard, 
Cannon Building, 

The Office of 
Suite 100, Dover, 
DE 19904, or visit 

the People's the web at 
Counsel can be htt12:/ / de12sc.dela 
reached at ware.gov{ 
(202) 727-3071 
or via the web Delaware Division 

at www.01;1c- of Public 

de.gov Advocate at 1-
888-607-2427 
(toll free) or 302-
577-5077, by U.S. 
Mail at 29 South 
State Street, 
Dover, DE 19904, 
by email at 
public.advocate@ 

state.de.us, or via 
their website at 

https://publicadv 
ocate.delaware.g 

ov/ 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL 
The Commission's 

Consumer Services 
Division (CSD) at 800-524-
0795 (toll free) or TIY at 
800-858-9277 (toll free), 

via the CSD website at 
htt12://www.icc.illinois.go 

vLconsumerLcom12laintL , 
or by mail to Illinois 

Commerce Commission, 
527 East Capitol Ave., 
Springfield, IL 62701. 

If the customer needs 
general information 
about their service, or 
wish to obtain 
educational materials, the 
customer may contact 
the Commission at 800-
524-0795 (toll free) or 

TTY at 800-858-9277 (toll 
free} or at 
htt12:LLwww.icc.i llinois.go 

'11. 

MD MA NJ OH 

PSC at {800} DPU: BPU at PUCO Phone 

492-0474, by at 1- 1-800- at (800) 686-
U.S. mail at 6 877-886- 624- 7826 or via 

St. Paul Street 5066, by mail 0241 the web at 

Baltimore, at One South www.puco.oh 

MD 21202, or Station io.gov 

via the web at Boston, MA 
http://www.p 02110, or via Ohio 

sc.state.md.us the web at Consumers' 

/.JlliL httP..:LLwww. Counsel for 

mass.gov Lee assistance 

i! with 

complaints 

and utility 

issues at 

1~877-742-

5622 

10 

PA VA 
PUC at The VA State 

(888} 782- Corporation 

3228 Commission at 

(electric 800-552-7945; (b) 

competiti 
via the web at 
www.scc.virginia.g 

on 
ov; or (c) by mail at 

hotline) 1300 E. Main St. 
Richmond, VA 

PUC 23219 
Consumer 

Hotline at 

1-800-
692-7380 

w: lndraEnergy.com 
toll free: (888) 504-6372 

last updated: September 2018 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Ohio 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 19, 2019 4:41 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._ 
SOOtOFnPml:ref) 

Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 002 
CUSTOME 
ADDRESS: 
AIQ: Palmco nergy 
SER~1~•-"'1wan NUMBER: 
NIQ-

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms.~ontacted the PUCO regarding an increase in her rate. 
She states that her rate started at 2.00 and now it is at 17 .36. 
She states that she contacted the Company and was only told "that is the 
way it fell on the market." 
Please reply to the following questions: 

1 . When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 
3. Was a TPV completed at the time of enrollment? 
4. What was the rate that the customer agreed to? Was it fixed or 

variable? If fixed, what was the term? 
5. Did the customer's rate increase? If so, when and why? 
6. Was a renewal letter sent? If so when? 

1 



7. Has the customer contacted the company regarding this issue? If 
so, when? What was the company's response? 

8. Is an adjustment in process for this customer? If no, why not? 
9. If an adjustment is in process, Will the adjustment be a refund 

check or an adjustment to the bill? 

Please provide copies of the following? 

1. The sales script used to solicit this customer. 
2. The sales call to this customer. 
3. The TPV at the time of enrollment. 
4. Welcome Letter with the terms and conditions. 
5. Renewal Letter 
6. Signed enrollment agreement 
7. Copy of the IP address and email address used to enroll if 

applicable. 

Any additional information that the Company can provide would be greatly 
appreciated. 

Sincerely, 
Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref: OODtOGzXt. 500t0FnPml:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Shanequa and the PUCO, 

Regarding Case# 00259275, 

William Schaaf 
Monday, March 25, 2019 10:56 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._ 
~l:ref} 

-PV.mp3;-Gas Confirmation Package.pdf; -lectric 
Confirmation Package.pdf; Final Indra D2D Master Sales Script.pdf 

Ms. -enrolled her gas and electric accounts in Indra's variable rate plans on 12/3/18, as the result of a door-to
door sale. We have been unable to locate a signed agreement for this enrollment, but have attached the TPV recording, 
as well as the confirmation packages sent to the customer detailing the terms of service. Indra began servicing the 
customer's gas and electric accounts on 12/7 /18 and 12/20/18, respectively. 

Gas Plan: 100%-Green Variable. This included a two-month introductory rate of $2.80 per Md, after which the rate 
would vary month-to-month. No ETFs. 
Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
would vary month-to-month. No ETFs. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters 
were required to be provided to the customer. 

Ms. -contacted our Customer Service line on 3/19/19. The customer declined an offer to switch her existing 
variable rate plan to a fixed rate product, and instead requested to cancel her accounts with Indra. The customer's gas 
and electric accounts are scheduled to stop receiving our supply on 4/12/19 and 4/19/19, respectively. 

Since the customer expressed dissatisfaction with her most recent gas bill, in the interest of customer satisfaction and to 
provide the customer with the effect of an expedited return to her utility's standard service, we are willing to rerate the 
customer's most recent gas bill to the rate we have on file for her gas utility, and will also adjust the customer's final bill, 
once it is rendered. This will provide the customer with the effect of having received Indra's introductory gas rate for her 
first two billing cycles, and then have returned to her gas utility's standard service. We've included a chart below 
detailing our calculations for the adjustment of the most recent gas bill, which amounts to $211.30 for the billing cycle 
of 1/22/19 - 2/20/19. This adjustment will be sent to the customer's gas utility in order to be applied to her account. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Date 
Usage 

Charge (with 
To: Pre Tax Tax Total Customer 

tax) 

2/8/2019 3/11/2019 138 $255.79 $0.3020 $41.68 $2.81 $44.49 $211.30 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 

1 



ind ra11. 
ENU~GY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Sent: Tuesday, March 19, 2019 4:41 PM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._SOOtOFnPml:ref) 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms.~ontacted the PUCO regarding an increase in her rate. 
She states that her rate started at 2.00 and now it is at 17.36. 
She states that she contacted the Company and was only told "that is the 
way it fell on the market." 
Please reply to the following questions: 

1 . When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 
3. Was a TPV completed at the time of enrollment? 

2 



4. What was the rate that the customer agreed to? Was it fixed or 
variable? If fixed, what was the term? 

5. Did the customer's rate increase? If so, when and why? 
6. Was a renewal letter sent? If so when? 
7. Has the customer contacted the company regarding this issue? If 

so, when? What was the company's response? 
8. Is an adjustment in process for this customer? If no, why not? 
9. If an adjustment is in process, Will the adjustment be a refund 

check or an adjustment to the bill? 

Please provide copies of the following? 

1. The sales script used to solicit this customer. 
2. The sales call to this customer. 
3. The TPV at the time of enrollment. 
4. Welcome Letter with the terms and conditions. 
5. Renewal Letter 
6. Signed enrollment agreement 
7. Copy of the IP address and email address used to enroll if 

applicable. 

Any additional information that the Company can provide would be greatly 
appreciated. 

Sincerely, 
Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOFnPml:ref 

3 



indra ® 

ENERGY 

Akron, OH 44304 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1S15 Market Street, Suite 1200 

Philadelphia, PA. 19102 

w: lndraEnergy.com 
e: CustomerCare@lndraEnergy.com 

tort free: 1 (888) 50-INDRA 
1 (888) 504 6372 

12/5/2018 

This letter is confirming your selection of Indra Energy as your natural gas supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Dominion East Ohio. You will receive a confirmation notice from Dominion East 
Ohio confirming your selection of Indra Energy as your natural gas supplier. Your service will begin with your 
first meter read by your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you 
decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Numbe 
• :tttt ' Rate Plan: Introductory cf for the first two billing cycles, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https:/ /Ind raEnergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

Renewable Energy Product Information: One hundred percent {100%) of your natural gas usage 
will be matched with carbon offsets. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am to 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 





ind ra ... 
F. NE' R G Y 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable} (collectively, the "Agreement'' ), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s}, or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT ANO YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONT A CTI NG YOUR GAS UT! LITY ( 0 RALLY 0 R IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local util ity switches your account to 
Indra . For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: {a} calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address{es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies} if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es}; or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a fixed Price as set forth in your Confirmation letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five {45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. If you select a 
natural gas renewable energy product, one hundred percent 
{100%) of your natural gas usage will be matched with carbon 
offsets. 
BILL PAYMENT/LATE PAYM ENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 

and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 
shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
{"Customer Information") from your natural gas and/or electric 
utility (ies}, so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 



contacted at 1-877-742-5622 (toll free} from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS ANO AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INORA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 

over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of th is Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
wi 11 not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accord a nee with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-12.01 





Generation 
Resource 
Mix· 
A comparison 
between the 
sources of 
generation 
projected to be 
used to generate 
this product and 

the actual 
resources used 
during this period . 

Environ mental 
Characteristics-

A description of 
the characteristics 
associated with 
each possible 
generation 
resource. 

Air Emissions -

Product-specific 
projected and 
actual air 
emissions for this 
period compared 
to the regional 
average air 
emissions. 

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

Projected Data for the 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 6/30/18 

Natural 
Gas 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Coal 
35% 

Hydro 
1.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

35% 

::::Actual 

Solar 
0.5% 

·~~I:=a 
-~,_!_...._:_:_: ___ __...., ~~-Pro_je_cte~d Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
lbs./1,000 kWh 

Low-Level Radioactive Waste Unknown 
ft3/1,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact Indra Energy at www.lndraEnergy.com or by phone at (888} 504-6372. 





indra ® 

ENERGY 

Akron, OH 44304 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia. PA, 19102 

w: lndraEnergy.corn 
e: CustomerCare@lndraEnergy.com 

toll free: 1 (888) 50-INDRA 
1 (888) 504 6372 

12/5/2018 

This letter is confirming your selection of Indra Energy as your electricity supplier and this package contains a 
copy of the Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Ohio Edison. You will receive a confirmation notice from Ohio Edison confirming 
your selection of Indra Energy as your electricity supplier. Your service will begin with your first meter read by 
your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you decide to rescind 
your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enroll your account we will be sure to contact you to resolve the issue. 

Below is a summary of your service account with Indra Energy: 

Utility Account Numbe 
Rate Plan: Introductory t two billing cycles, and a variable rate .... '' ,, ..... 
thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy .com/ ohio/ oh io-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

Renewable Energy Product Information: One hundred percent (100%) of your electricity usage will 
be matched with renewable energy credits (RECs), generated from renewable or alternative energy 
sources in the United States. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 weekdays 8:00 am to 7:00 pm or email 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 
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OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (f) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
Will RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS ANO/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK Of THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address {es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address{es}: (a) outside of the service 
territory of your gas and/or electric utility(ies); {b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your- natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable)! You will pay an Introductory/Initial Price as set 
forth in your Confirmation letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lnd raEnergy .com/ ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits {RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. If you select a 
natural gas renewable energy product, one hundred percent 
(100%) of your natural gas usage will be matched with carbon 
offsets. 
Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility{ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"}. You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 

and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 
shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 {toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 



contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, tT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE} 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
ANO/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 

over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Pal mco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under th is Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ElECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-12.01 
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With in-depth analysis, t he environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For furt he·r information, contact Indra Energy at www. lndraEnergy.com or by phone at 1888} 504-6372. 
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Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

Indra Energy Door-to-Door Sales Script 

1 

Illinois MA MD, OH, & PA NJ VA 
Rep: Hello, my Rep: Hello, my Rep: Hello, my name Rep: Hello, my name Rep: Hello, my name 
name is name is is is is 

(show ID badge) and (show ID badge) and (show ID Badge) and 
(badge must be (show ID Badge) I' m here on behalf of I'm here on behalf of I'm here on behalf of 
prominently and I'm here on Indra Energy which is Indra Energy, an Indra Energy which is 

displayed and behalf of Indra an authorized independent seller of an authorized natural 
visible at all times) Energy which is an electricity and gas and electricity gas supplier. 
and I'm here on authorized natural gas supplier. certified by the New 
behalf of Indra electricity and/or I am not working for Jersey Board of Public 

Energy which is an natural gas your local utility. I Utilities and I am not 

independent seller supplier. am here to see if you associated with your 
electric power would be interested utility. I am here to 

certified by the in switching your see if you would be 

Illinois Commerce natural gas and/ or interested in switching 

Commission. I am electric supply from your natural gas and/ 
not a your current supplier or electric supply from 
representative of or utility to Indra your current supplier 
your local utility, Energy {Hand or utility to Indra 
governmental customer your Energy Switching to 
body, or consumer business card with Indra Energy is not 

group. your and Indra mandatory. 
(Hand customer Energy Information) 
your business card 
with your and 
Indra Energy 
information) 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 
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Rep: Are you the person who manages the Utility bills? (If so, continue. If not ask who that person is and when he/she would be available) 

Rep: You probably already know you have the ability to purchase your electric and/or gas from an alternate supplier. I'd like to talk to you about using Indra 

Energy as your supplier. 

If c~s~of!J.e.". [s rJO.tfami/iar ~it~ the program: 

Rep: Just as you shop for other products and services, you also have the right to shop for an energy supplier. Energy customers from large manufacturers to 

residential homeowners are able to shop for energy options from a diverse group of competitive authorized suppliers. As more suppliers' offer their services 

in your area, you have the opportunity to choose the company who supplies the generation of your electricity and supplies your natural gas. Your electricity 

and/or natural gas Utility will not change. You will still receive the same reliable energy and billing services that you have come to expect from your local 

Utility. The only thing that will change is your supplier. 

Rep: Are you currently using an alternate supplier? 

Rebuttal if customer has supplier: 

Rep: Well, the good news is that you are already a smart consumer. 

Introduce Indra's Rewards Program: 

Rep: For enrolling with Indra Energy today, you have the option to enroll with Indra Energy Rewards. With our Rewards Program, you'll receive $50 in 
Reward Dollars each and every month. Use your rewards however you'd like. Choose from 330,000 local deals, 85,000 local and national chain restaurants, 
20,000 movie theatres, 4,000 products, gift cards, and more. That's $600 in Reward Dollars per year! If you provide your email address on the D2D 
enrollment form or electronic enrollment process (state only the enrollment method applicable to the customer), Indra will send you a reminder email to 
enroll with our rewards program after you receive your first bill with Indra supply charges. As an agent, I am currently enrolled in Indra Energy rewards and it 
is great! 

**For additional scripting options and examples of discounts with the Rewards Program, review the Agent Resource Guide. 
**Provide the customer with the Indra Energy Rewards Flyer 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

w: lndraEnergy.com 
t oll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 

3 

Introduce Indra Energy's Electric Renewable Product Offering: 

Rep: If you enroll in Indra's electric supply offering t oday, you will be enrolling in a 100 percent renewable energy product, where 100 percent of your 
electricity usage is matched with renewable energy credits ! With the purchase of RECs, Indra is reducing your carbon footprint and helping the environment! 

In Illinois ONLY: You will be enrolling in a 100 percent renewable energy product, where 100 percent of your electricity usage is matched with wind 
renewable energy credits. With the purchase of RECs, Indra is reducing your ca rbon footprint and helping t he environment! 

Rep: Are you familiar with the terms and conditions of your current contract? I ask because sometimes there is an early term ination fee for switching 
suppliers. (Do not speculate as to whether or not an ETF applies. If the customer is sure there is no ETF and they wish to switch suppliers, then proceed. 
Otherwise, allow the customer to research their current agreement and call our office if they would like to schedule a follow-up appointment). 

Prior to enrolling the customer, confirm the customer is the authorized to make changes on the electric and/or natural gas account{s}: 

DC, DE, MD & VA 
Rep: Just to confirm, you are the account holder or 
customer of record on the Utility bill, correct? 
(If "No'' - When would be a good time to return to 
speak with the person in whose name the account 
is listed in? (Set appointment). 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

NJ 
Rep: Just to confirm, you are an authorized person 
to make the switch on this account? An authorized 
person is: {1) The person whose name appears on 
the utility bill for the account; (2) The spouse of t he 
person whose name appears on the utility bill for 
the account; and (3} The authorized adult {at least 
18 years old} child of the person whose name 
appears on the utility bill for the account. (If ~'No'' -
When would be a good time to return to speak 
with the person in whose name the account is listed 
in? (Set appointment). 

IL, MA, OH, & PA 
You are the named customer on each of the 
account{s), or you are the spouse of the 
named customer on the account(s), or you 
are over 18 years old and authorized to 
make decisions concerning such account{s). 
(If "No" - When would be a good time to 
return to speak with the person in whose 
name the account is listed in? {Set 
appointment). 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 

Rep: Now, keep in mind we are not here to replace your Utility. The Utility will still deliver your electricity and/or natural gas, read your meter, respond to 
any emergencies, and send your monthly bill. All we are doing is supplying your electricity and/ or natural gas instead of your Utility. The best part is that it 
is free to enroll and it's easy to do. 

Close: (restate what is important to the customer and ask for the sale) 

Rep: OK let's get you enrolled (complete the D2D Paper Enrollment Form or start the Electronic Enrollment Process). 

4 

In IL ONLY: Write today's date and your agent ID number on the Uniform Disclosure Statement on the first page of the D2D Enrollment Packet {located at the 
bottom of the page). 

If marketing in the state of Delaware, Illinois, or New Jersey {but also generally applicable to all states): 

Rep: I want to go over a few points regarding the Agreement with you: 

Indra Energy 

1. Describe the rate plan: Introductory/ Initial Rate: Is a promotional rate that will remain the same for one to three billing cycles. 
Thereafter, the rate will switch to a fixed or variable rate plan (described below). 

i. IN IL ONLY Indra Energy will communicate any percentage of savings to the marketing vendors, if there is no savings message 
communicated, Indra Energy does not guarantee savings compared to the customer's local utility. 

ii. If a savings message is communicated from Indra Energy, state the following: You will save __ percent compared to your 
local utility for a period of __ billing cycles. Please see your Agreement for a full explanation of how Indra Energy calculated 
this percentage. Thereafter, Indra Energy does not guarantee savings and you will be charged a rate of per kWh for a 
period of __ consecutive months (tell the customer the price per kWh and the fixed rate term after the initial time 
period}. 

a. After the Introductory/ Initial rate, state that the Agreement is a: [fixed rate or variable rate] and will continue either [month to 
month or for a fixed term]. 

b. Fixed Rate Only: A fixed rate allows you to lock in your price for natural gas and/or electricity for a __ (insert term) month term. 
You will not be charged a higher rate for the term of the Agreement. This rate is only for the supply portion of your bill, your bill will 
still include any service charges charged by the Utility, and applicable taxes. 

w: lndraEnergy.com 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy 

Indra Energy Door-to-Door Sales Script 

i. All States (Minus IL): At the end of the fixed term, Indra Energy will send you a Renewal Notice explaining your options 
moving forward. If you take no action, your Agreement will automatically renew at the price then in effect, in accordance 
with the terms set forth in the Renewal Notice. 
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ii. In IL ONLY: In most instances you will be renewed to a fixed rate that will differ from the one you are currently receiving. In 
some instances, your contract will renew to a variable rate month-to-month contract, but look out for your renewal notice 
{about 60 days prior to the expiration of you contract), which will explain your options and how to either select a different 
plan or cancel service with Indra Energy at the end of your contract term. You contract term with Indra Energy is for a 
period of consecutive months. This time period includes your initial rate. 

c. Variable Rate Only: A variable rate may change by the month, including one billing cycle to the next, based on market conditions 
and other factors listed in your Terms and Conditions and Contract Summary (if applicable). Variable rates can be higher or lower 
than your utility's rates in any given month or over the duration of the Agreement. 

i. IN IL ONLY: To access your variable rate for the next billing cycle and historic variable rates (for up to one yearL charged by 
Indra Energy to customers in your utility service area please visit: https://indraenergy.com/illinois/illinois-variable-rates/. 
You can also find this information in your Agreement and Contract Summary. 

ii. In all other states, in order to view your current variable rate, updated monthly, refer to our website: 
1. DC - https://indraenergv.com/district-of-columbia/district-of-columbia-variable-rates/ 
2. D£ - https://indraenergy.com/delaware/delaware-variable-rates/ 
3. MA - https://indraenergy.com/massachusetts/massachusetts-variable-rates/ 
4. MD - https://www.indraenergy.com/maryland-rates/ 
5. NJ - https://indraenergy.com/new-jersey/ 
6. PA - https:// indraenergy.com/pennsylvania/pennsylvania-variable-rates/ 
7. OH - https:ljindraenergy.com/ohio/ohio-variable-rates/ 
8. VA - https://indraenergy.com/virginia/virginia-rates/ 

2. Disdose the following for both variable and fixed rate products: 
a. Indra Energy does not require customers to pay a deposit. 
b. Indra Energy does not charge a fee to switch from your current supplier to Indra Energy. 
c. Indra Energy does not charge early termination fees. 

w: lndraEnergy.com 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 

d. Indra Energy does not guarantee savings and you will be billed according to the rate in you Terms and Conditions, Contract 
Summary (if applicable), Welcome Packet, TPV, and/or Renewal Notice {if applicable). (all states but IL, which requires the 
additional disclosures above). 

Rep: To complete your enrollment, I'll need to connect you with a recorded third-party verification company. This is to verify that you want to switch your 
electric and/ or natural gas supplier to Indra Energy. Before I do, I just want to make sure I explained everything to your satisfaction. 

DE,OH, & MD 
I ask because I must leave the 
premises prior to me 
connecting you with our TPV 
representative. INFORM THE 
CUSTOMER OF THEIR RIGHT TO 
RESCIND LISTED IN THE CHART 
BELOW. Do you have any 
additional questions before I 
connect the call and leave the 
premises? 

Indra Energy 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL 
I ask because I have to step 
outside while you are speaking 
with the TPV representative. 

PA DC, MA, NJ, & VA 
I ask because unless you agree I ask because the TPV rep will stop the process if 
that I can be in the vicinity while you ask any questions or speak to me during the 
the verification occurs, I will Do you have any additional questions before we 
have to step outside while you connect? No, OK let's get on the call. 
are speaking with the TPV 
representative. Do you give me 
permission to stay inside the 
premises while the TPV occurs? 

(Continued} 

w: lndraEnergy.com 
toll free: {888) 504-6372 
last updated: September 2018 
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Indra Energy Ooor-to-Door Sales Script 

Inform the Customer of their Rescission Time-Period to Stop the Customer's Enrollment with Indra Energy 

DC, OE, MA, & PA Illinois NJ OH VA 
You have three You may stop t his t ransaction by contacting You have seven days to rescind Electric customers only: Your You have ten 

business days to Indra Energy before Indra Energy submits this Agreement if you change electric utility will be sending you a business days 

rescind this Agreement your enrollments request to your utility. If your mind and do not wish to written notice of your switch to following the 

if you change your you do not rescind before Indra Energy enroll with Indra Energy. Indra Energy You are allowed mailing of your 

mind and do not wish 
submits your enrollment request, you will seven calendar days to rescind this 

notice of 

to enroll with Indra 
receive written notification from your Agreement, should you wish to 

enrollment by 
utility confirming your switch to Indra rescind, please contact your utility. 

Energy. Energy for your electric supply. You may your Utility to 

rescind the pending enrollment without Natural gas customers only: Your rescind this 

any penalty within ten (10} calendar days natural gas utility will be sending a Agreement by 

by contacting either Indra Energy or your written notice of your transfer to ca lling Indra 

utility. You may also cancel this Agreement Indra Energy You are allowed a Energy or your 
within 10 business days after the date of seven-business-day period from Utility. 
your first bill. Cancellation will be effective the written notice postmark date 
once your ut ility drops Indra Energy as your to rescind the enrollment. In order 
supplier, which may take one to two billing to rescind, you must contact your 
cycles. You will be responsible for the natural gas ut ility. 
amount charged up to t he effective 
cancellation date. 

After the rescission period, the customer is still able to cancel Indra Energy supply service at any t ime, but must pay for supply charges incurred, for their 
natural gas and/or electric usage, up until the customer is returned to their utility. See Section A (13) on page 4 of your training manual. 

Rep: Thank you so much for enrolling with Indra Energy. You'll receive notification from your local Utility confirming the transfer of your supply service to 
Indra Energy. The transfer usually happens within two billing cycles. In addition, Indra Energy will be sending you a welcome packet that contains the terms 

and conditions and explains Indra Energy promotions, so keep an eye out for that. 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

w: lndraEnergy.com 
t oll free: (888) 504-6372 
last updated: September 2018 
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Indra Energy Door-to-Door Sales Script 

REBUITAL AND COMMON QUESTIONS: 

1. What is renewable energy product? Renewable energy is derived from natural resources which naturally replenish themselves over time, such as 
wind or solar energy. 
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2. What is a REC? A renewable energy credit is a tracking mechanism used to demonstrate that renewable energy, such as wind or solar, was generated 
and distributed to the grid. One REC represents attributes of 1 MWh of electric generation (1000 kWh). 

3. What are the delivery charges? These are the fees that your utility charges you to operate and maintain the facilities, pipes and poles and wires that 
are used to deliver your electricity. These charges fluctuate depending on how much electricity you use but are the same no matter who supplies 

your electricity. 
4. Am I guaranteed to save money? No. 
5. I've been burned by other suppliers. I'm not interested. Rep: I've heard that. It's unfortunate other suppliers have made a bad name for all of us 

and taken advantage of good customers like yourself. I ask you give Indra Energy a try, considering it is a family owned company and its Rewards 
Program. Remember if you decide you do not wish to stay on Indra Energy supply service, you can cancel at any time and keep all the Reward Dollars 
you have already earned up until your cancelation. 

6. Will my service change in any way? You will still have [insert utility name, see attached for a list of utilities Indra Energy serves across the states] as 
your utility. They will continue to deliver your electricity and/or natural gas, respond to emergencies, read your meter, and send you a bill just as 
they always have. You are simply choosing to purchase your electricity and/or natural gas from an alternative supplier. 

TIME RESTRICTIONS FOR DOOR-TO- DOOR SOLICITATIONS: 

DC DE 
9 :OOa m-s unset 9:00am-8:00pm (if a 

local ordinance has 
more strict 
sol i c ita ti on 
requirements, must 
follow the loca l 
ordinance) 

Indra Energy 
lSlS Market Street, Suite 1200 
Philadelphia, PA 19102 

IL 
9:00am-7:00pm OR civil 
dusk (whichever is earlier) 

MD, MA, NJ, & OH PA VA 
10:00am-6:00pm 9 a.m. and 7 p.m. during N/A 

October 1 and ending 
March 31, 
9 a.m. and 8 p.m. during 
the months beginning April 
1 and ending September 30 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



DC DE 
Pepco Delmar 

va 

WGL 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL MD 
Ameren Allegheny/Potomac 

Edison (First Energy) 

Co med BG&E 

Delmarva 

Pepco 

Washington Gas 

Indra Energy Door-to-Door Sales Script 
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UTILITIES ACROSS THE STATES: 

MA NJ OH PA VA 
National Grid ACE AEP {CSP & OHPC) Columbia Gas CVA 
(MECO} 

NSTAR Elizabethtown Gas Columbia Gas Duquesne WGL 

WM ECO JCP&L DP&L First Energy 
(Allegheny/West Penn, MetEd 
and PenElec) 

NJNG Dominion PECO 

PSE&G Duke People' S (Equitable and Natural 

Gas) 

Rockland Electric First Energy (Illuminating UGI 
Company, Toledo Edison 

and Ohio Edison} 

SJG Vectren PGW 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



Indra Energy Door-to-Door Sales Script 

CONTACT INFORMATION FOR PUCs IN EACH STATE, SHOULD THE CUSTOMER WISH TO CONTACT THE PUC: 

DC DE 
PSC at (202) PSC at 800-282-

626-5100 or via 8574, by U.S. Mail 

the web at at 861 Silver Lake 

www.dcpsc.org Boulevard, 
Cannon Building, 

The Office of 
Suite 100, Dover, 
DE 19904, or visit 

the People's the web at 
Counsel can be httQ :lL d e12sc.de la 
reached at ware.gov/. 
(202) 727-3071 

or via the web Delaware Division 

at WWW.OQC· of Public 

de.gov Advocate at 1-
888-607-2427 
(toll free) or 302-
577-5077, by U.S. 
Mail at 29 South 
State Street, 
Dover, DE 19904, 
by email at 
public.advocate@ 
state.de.us, or via 
their website at 
https://publicadv 
ocate.delaware.g 
ov/ 

Indra Energy 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

IL 
The Commission's 
Consumer Services 
Division (CSD) at 800-524-
0795 (toll free) or TIY at 
800-858-9277 (toll free), 
via the CSD website at 
htt12:Llwww .icc.illinois.go 
vLconsumerLcom12laintL , 
or by mail to Illinois 
Commerce Commission, 
527 East Capitol Ave., 
Springfield, ll 62701. 

If the customer needs 
general information 
about their service, or 
wish to obtain 
educational materials, the 
customer may contact 
the Commission at 800-
524-0795 (toll free) or 
TTY at 800-858-9277 (toll 
free) or at 
htt12://www.icc.illinois.go 

ti. 

MD MA NJ OH 
PSC at {800) DPU: BPU at PUCO Phone 

492-0474, by at 1- 1-800- at {800) 686-

U.S. mail at 6 877-886- 624- 7826 or via 
St. Paul Street 5066, by mail 0241 the web at 

Baltimore, at One South www.puco.oh 

MD 21202, or Station io.gov 

via the web at Boston, MA 
h!tp:/Lwww.p 02110, or via Ohio 

sc.state.md.us the web at Consumers' 

/.JlliL http_://www. Counsel for 

mass.gov Lee assistance 

2. with 

complaints 

and utility 

issues at 

1-877-742-
5622 
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PA VA 
PUC at The VA State 

(888) 782· Corporation 

3228 Commission at 

{electric 800-552-7945; (b) 

competiti via the web at 
www.scc.virginia.g 

on 
ov; or {c) by mail at 

hotline} 
1300 E. Main St. 
Richmond, VA 

PUC 23219 
Consumer 

Hotline at 

1-800-

692-7380 

w: lndraEnergy.com 
toll free: (888) 504-6372 
last updated: September 2018 



Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 

Wednesday, March 27, 2019 12:00 PM 
To: William Schaaf 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHCO - CASE #; 00259275 [ ref;_OODtOGzXt._ 

SOOtOFnPml:ref] 

Good Morning, 

Thanks for the prompt response. 
When should the customer expect to see the adjustment on her bill? 

Sincerely, 

Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it. 

--------------- Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/25/2019 10:56 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259275 [ 
ref:_OODtOGzXt._500t0FnPrnl:ref] 

Hello Shanequa and the PUCO, 

Regarding Case # 00259275, 
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Ms. enrolled her gas and electric accounts in Indra's variable rate plans on 12/3/18, as the result of a door-to-
door sa e. e have been unable to locate a signed agreement for this enrollment, but have attached the TPV recording, as 
well as the confirmation packages sent to the customer detailing the terms of service. Indra began servicing the customer's 
gas and electric accounts on l 2/7/18 and 12/20/18, respectively. 

Gas Plan: 100%-Green Variable. This included a two-month introductory rate of$2.80 per Mcf, after which the rate 
would vary month-to-month. No ETFs. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
would vary month-to-month. No ETFs. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters were 
required to be provided to the customer. 

Ms. - contacted our Customer Service line on 3/19/19. The customer declined an offer to switch her existing 
variable rate p]an to a fixed rate product, and instead requested to cancel her accounts with Indra. The customer's gas and 
electric accounts are scheduled to stop receiving our supply on 4/12119 and 4/19/19, respectively. 

Since the customer expressed dissatisfaction with her most recent gas bill, in the interest of customer satisfaction and to 
provide the customer with the effect of an expedited return to her utility's standard service, we arc willing to reratc the 
customer's most recent gas bill to the rate we have on file for her gas utility, and will also adjust the customer's final bill, 
once it is rendered. This will provide the customer with the effect of having received Indra's introductory gas rate for her 
first two billing cycles, and then have returned to her gas utility's standard service. We've included a chart below detailing 
our calculations for the adjustment of the most recent gas bill, which amounts to $211.30 for the billing cycle of 1/22/19 · · 
2/20119. This adjustment will be sent to the customer's gas utility in order to be applied to her account. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
End Date Charge 

Date Usage 
(with tax) 

To: Pre Tax Tax Total Customer 

2/8/2019 3/11/2019 138 $255.79 $0.3020 $41.68 $2.81 $44.49 $211.30 

Let us know if we can be of any fu11her assistance. Thank you. 

William Schaaf - Asst. Compliance Officer 
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1515 Market Street. Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 19, 2019 4:41 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO -CASE#: 00259275 ( ref:_OODt0GzXt._500tOFnPml:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00259275 

CUSTOMER: 

ADDRESS: Akron, Ohio 44304 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 
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***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. ontacted the PUCO regarding an increase in her rate. 
She states that her rate started at 2.00 and now it is at 17.36. 
She states that she contacted the Company and was only told "that is the 
way it fell on the market." 
Please reply to the following questions: 

1. When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 
3. Was a TPV completed at the time of enrollment? 
4. What was the rate that the customer agreed to? Was it fixed or 

variable? If fixed, what was the term? 
5. Did the customer's rate increase? If so, when and why? 
6. Was a renewal letter sent? If so when? 
7. Has the customer contacted the company regarding this issue? If 

so, when? What was the company's response? 
8. Is an adjustment in process for this customer? If no, why not? 
9. If an adjustment is in process, Will the adjustment be a refund 

check or an adjustment to the bill? 

Please provide copies of the following? 

1. The sales script used to solicit this customer. 
2. The sales call to this customer. 
3. The TPV at the time of enrollment. 
4. Welcome Letter with the terms and conditions. 
5. Renewal Letter 
6. Signed enrollment agreement 
7. Copy of the IP address and email address used to enroll if 

applicable. 

Any additional information that the Company can provide would be greatly 
appreciated. 
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Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref: OODtOGzXt. 500tOFnPml:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Good morning, 

William Schaaf 
Wednesday, April 03, 2019 11:49 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 ( ref:_OODtOGzXt._ 
SOOtOFnPml:ref] 

The adjustment is being sent to the customer's utility to be applied to the account, and we expect the utility to receive it 
by the beginning of next week. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, April 3, 2019 10:04 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._SOOtOFnPml:ref] 

Good Morning, 

When should the customer expect to see the adjustment on the bill? 

Sincerely, 

Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus may be publicly available to 
anyone who requests it. 

--------------- Origin a I Message ------------ -
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us) 
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Sent: 3/27/201911:59 AM 
To: wschaaf@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._SOOtOFnPml:ref) 

Good Morning, 

Thanks for the prompt response. 
When should the customer expect to see the adjustment on her bill? 

Sincerely, 

Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826} 
www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus may be publicly available to 
anyone who requests it. 

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/25/2019 10:56 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._SOOtOFnPml:ref) 

Hello Shanequa and the PUCO, 

Regarding Case# 00259275, 

Ms-nrolled her gas and electric accounts in Indra's variable rate plans on 12/3/18, as the result of a door-to
door sale. We have been unable to locate a signed agreement for this enrollment, but have attached the TPV recording, 
as well as the confirmation packages sent to the customer detailing the terms of service. Indra began servicing the 
customer's gas and electric accounts on 12/7/18 and 12/20/18, respectively. 
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Gas Plan: 100%-Green Variable. This included a two-month introductory rate of $2.80 per Mcf, after which the rate 
would vary month-to-month. No ETFs. 

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
would vary month-to-month. No ETFs. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters 
were required to be provided to the customer. 

Ms.-contacted our Customer Service line on 3/19/19. The customer declined an offer to switch her existing 
variable rate plan to a fixed rate product, and instead requested to cancel her accounts with Indra. The customer's gas 
and electric accounts are scheduled to stop receiving our supply on 4/12/19 and 4/19/19, respectively. 

Since the customer expressed dissatisfaction with her most recent gas bill, in the interest of customer satisfaction and to 
provide the customer with the effect of an expedited return to her utility's standard service, we are willing to rerate the 
customer's most recent gas bill to the rate we have on file for her gas utility, and will also adjust the customer's final bill, 
once it is rendered. This will provide the customer with the effect of having received Indra's introductory gas rate for her 
first two billing cycles, and then have returned to her gas utility's standard service. We've included a chart below 
detailing our calculations for the adjustment of the most recent gas bill, which amounts to $211.30 for the billing cycle 
of 1/22/19 - 2/20/19. This adjustment will be sent to the customer's gas utility in order to be applied to her account. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Date Usage Charge (with 
To: Pre Tax Tax Total Customer 

tax) 

2/8/2019 3/11/2019 138 $255.79 $0.3020 $41.68 $2.81 $44.49 $211.30 

Let us know if we can be of any further assistance. Thank you. 

William Schaaf - Asst Compliance Officer 

indra .. 1515 Market Street. Suite 1200 

Philadelphia, PA 19102 
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P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 19, 2019 4:41 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259275 [ ref:_OODtOGzXt._SOOtOFnPml:ref) 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00259275 

ADDRESS: Akron, Ohio 44304 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate case, 
please reply to this email without changing the subject line. A status update must 
be provided within 3 business days of the initial request and a final response 
needs to be provided within 10 business days. If a copy of the TPV is requested, 
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this must be provided within 3 business days, per 0.A.C. 4901 :1-29-
06(D)(6){b ){v}**" 

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. -contacted the PUCO regarding an increase in her rate. 
She states that her rate started at 2.00 and now it is at 17.36. 
She states that she contacted the Company and was only told "that is the way it 
fell on the market." 
Please reply to the following questions: 

1. When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 
3. Was a TPV completed at the time of enrollment? 
4. What was the rate that the customer agreed to? Was it fixed or variable? 

If fixed, what was the term? 
5. Did the customer's rate increase? If so, when and why? 
6. Was a renewal letter sent? If so when? 
7. Has the customer contacted the company regarding this issue? If so, 

when? What was the company's response? 
8. Is an adjustment in process for this customer? If no, why not? 
9. If an adjustment is in process, Will the adjustment be a refund check or an 

adjustment to the bill? 

Please provide copies of the following? 

1. The sales script used to solicit this customer. 
2. The sales call to this customer. 
3. The TPV at the time of enrollment. 
4. Welcome Letter with the terms and conditions. 
s. Renewal Letter 
6. Signed enrollment agreement 
7. Copy of the IP address and email address used to enroll if applicable. 

Any additional information that the Company can provide would be greatly 
appreciated. 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 
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(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOFnPml:ref 
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in
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Summary: Exhibit Ex. 7 Part 7 Filed by the Office of the Ohio Consumers' Counsel
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