
Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Andrea Smith < contactthepuco@puc.state.oh.us > 
Friday, April 05, 2019 10:54 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262776 [ ref:_OODtOGzXt._ 

SOOtOGisQe:ref ) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ 

, Ohio 45383 
est Milton, Ohio 45383 

***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: Ms.-tates that she was 
conned by the company. She states that back in July/August 2018, 
she signed up for a rate of .38 per CCF. The representative failed to 
tell her that this was a promotional rate for two months. The rate 
then jumped to $1.65 per ccf. She states she never received any 
information in the mail about what she signed tes her . . . . . 

. 
monthly bill went from $180.00 to $500.00. Ms ives on 
a limited income and this has been a hardship 

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 the rate increasing? 
5. If so, when and what was explained to the customer? 
6. Do you have record of customer calling to cancel the account? 
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7. 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. 

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

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good morning, 

Regarding Case# 00262776, 

William Schaaf 
Friday, April 12, 2019 10:43 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262776 [ ref:_OODtOGzXt._ 

~fl 
-.-rPV.mp3; - Agreement.pdf onfirmation Pack-
Gas.pdf; - Confirmation Pack-Electric.pdf; Indra Postcard.pdf 

Ms. nrolled her gas and electric accounts in Palmco's service on 9/20/18, 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. 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 11/8/18 and 10/11/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of 35 cents per Ccf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: 17-Month Two-Phase Fixed Plan, including 5.4 cents for the initial month, followed by 8.2 cents for the 
remaining 16 months. No ETFs. 

On 3/14/19, Ms ontacted our Customer Service line regarding her gas account. The customer declined an 
offer to switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her gas account 
with Indra. An outbound drop transaction was submitted without penalty, and the customer's gas account stopped 
receiving Indra's supply on 4/8/19. 

In the interest of resolving the customer's concerns and to provide the customer with the effect of an expedited return 
to her gas utility's standard service, we are will ing to rerate the customer's last two gas bills to the rates we have on file 
for her gas utility. This results in a total adjustment of $312.94 for the billing period of 2/8/19 - 4/8/19, which will be 
sent to the customer's gas utility to be applied to the account. We've included a chart below detailing our calculations 
for this adjustment. 

Begin Billed 
Supply 

Re Rate ReRate ReRate ReRate Amt Due 
Date 

End Date 
Usage 

Charge (with 
To: Pre Tax Tax Total Customer 

tax) 

3/8/2019 4/8/2019 97 $145.47 $0.3753 $36.40 $2.55 $38.95 $106.52 

2/8/2019 3/8/2019 154 $271.10 $0.3925 $60.44 $4.23 $64.68 $206.42 

$312.94 

The customer's electric account is currently set continue receiving Indra's supply according to the fixed rate terms the 
customer agreed to at the time of enrollment. 

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

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Friday, April 12, 2019 8:28 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262776 [ ref:_OODt0GzXt._500tOGlsQe:ref] 

**2nd Request 

Please provide a copy of the TPV and a case update by close of business 4/16/2019. 

Thank you, 
Drake Riley 

--------------- Original Message -------------
From: Andrea Smith [contactthepuco@puc.state.oh.us] 
Sent: 4/5/2019 10:53 AM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00262776 [ ref:_OODtOGzXt._500tOGlsQe:ref] 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00262776 

CUSTOMER: 

ADDRESS: West Milton, Ohio 45383 

SERVICE ADDRESS: ••••••West Milton, Ohio 45383 

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: Ms. states that she was 
conned by the company. She states that back in July/August 2018, 
she signed up for a rate of .38 per CCF. The representative failed to 
tell her that this was a promotional rate for two months. The rate 
then jumped to $1.65 per ccf. She states she never received any 
information in the mail about what she signed u for. She states her 
monthly bill went from $180.00 to $500.00. M ves on 
a limited income and this has been a hardshi 

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. 
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4. Do you have record of customer calling about the rate increasing? 

5. If so, when and what was explained to the customer? 

6. Do you have record of customer calling to cancel the account? 

7. 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. 
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ref:_OODtOGzXt._SOOtOGlsQe:re . ._ ____ ___, 
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-'--"-~----
State: 

St ate: 

D Home 

1. The represonlativc slated U1a1 he/she was represenling PALMco and was nol from lhe Elecltlc and/or Natural Gas Dlslribulion Company. 

2. The representa~ve expl;unod 1"31 by signing the enrotlmcnt form I was entering into an agreomenlloontract tor PALMco to supply my elect~olt 
Dndl or nalural gl's 

3. The representative explained lo me the price for eloctricity and/or natural gos under this conttac~ 

4. For varlahlo uto eustomors ontv : The rep1esentative explalned lhat the contrad Is for one month and wilt conllntJe on a month-to-month ba&I 
until eiU1er PALMco or I decide lo cancel lhe contracl. I can acceu my lulU<e verial:lle ptlc!ng Wormation at: hllps://patmcoenergycomlohiolohl 
vRNlbl&·rates 

5. For fixed 1010 euuomors orl\1 The represon1at1ve explalned lo me lhal lhe contract Is for a 1olal lerm of __ months and It w.11 be au1omallel!t 
renewed Ill the end or my tlxod rate. lo the roto that Is then In effec~ in 11CC0<dance wilh my Renewal Nolk:o and Terms and Conditions. 

6. The 1epresonlative e•plained my 1ighl to cancel. 

7. n .. represenl:llr..o Jell iwo completed right to cnncel notices wlh me. 

1 understalld my ell!Cltie andlor natural gas utl!ily(1H) wlU remain reSPOnsible for the delivery ol elecllidty and/or nati.ral gas lo my premise and w\U continue 
to respond IO any service calls and emergencies. 

2 I undersland lhal niy uUlilyfies) wm send me a single bill 00'/0ring my elaclric and/or natural 96' delivery service, and PALMco's supply service. 
3. I und=IAnd thot PALMco doos not rantce sav s unatr this A eement.<:ontract 

~fr't~ f .WMtW: <if NJWl?e~ltSN·c!8tfi~J'6~,,H~t Ad~~{~~Jf'.1~WA¥¥:8~fri' N'Jrf t'l J~Mc"lNRJ&'U~1~W~~i\"J ~M~~ ~~~~~eg~ f~~ 
RIGHT. 
FURTHER RIGHT(S) OF RESCISSION: Thereattcr. You. Iha ~&ti.ha•• unll Ille se¥entll ®Y aner the postmark dale on your enrollment confi1malion notice. 
lrom your ootity, to rc3Clrd llws AQrccmeot without paylrg anythlrig TOU must contact )'00.lr utility to rescind. 
By S'!Jf1'19 t>ele'ov. ycu agee to tilt terms and conditions of !his Agreement. Including the Terms · • 

For: By: 

By: 

By: Date: 
REPRESENfATIVE·s SIGNATURE 



n ' • • ' : 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
875 1 18th Avenue 

Brooklyn, NY 11 214 

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

toll free: I (877) 726 5862 

9/24/2018 

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 Vectren . You will receive a confirmation notice from Vectren confirming your 
selection of PALMco as your natural gas supplier. Your service will begin with your first meter read by your util ity 
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 within 15 to 45 days from the date of this 

letter. 

Utility Account Number: 

Rate Plan: Introductory Rate of $0.35000/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/ ohio/ o hie-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Vectren. 

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 aga in for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

PS. learn how t o refer friends for discounts! Visit palmcoenergy.com/rewards 

V.OHE 18-01.26 



PALM CO 
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"), bet ween 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 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) 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 cha rges. (E) 
PALM co 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 cancellat ion 
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 
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 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 
will 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) ca lling 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 t he 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 utility 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 pena lty 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 
Let ter 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 t he 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 Confirmat ion 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 PALM co in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natura l gas, applicable interstate transportation costs, any 
supply and agency functions that PALM co performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when appl icable): You will pay a 
Variable Price for elect ric supply service that may vary from 
month to month as determined by PALMco in its sole discretion 
based on a zonal locational margina l price ("LMP") determined 
on a day ahead or real t ime 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. PALM co' s cu rrent and h istorica I 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://pa lmcoenergy.com/ohio/ohio­
variable-rates/ or by call ing (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and cha rges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limit ed to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federa l, 
state, and/or local authorit ies. 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 Terminat ion 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 wil l 
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 not ifying PALMco in accordance with t he Termination section 
herein, then your Agreement wil l 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 fo llowing the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/ LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be bi lled by your utility(ies) 
at intervals established by your utility(ies). You wi ll pay 
PALMco's charges for natural gas and/or elect ric supply service 
based on meter readings and consumption information that 
PALMco receives from your ut ility ("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 cha rges} 
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 it s tariff. If your 
utility disconnects your service, this Agreement may be 
automat ically 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 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 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 Confirmat ion 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 
elect ronic 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 wil l 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 
quest ions or complaints about your service under this 
Agreement. If your complaint ls 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 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 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 w ill be liable for a 
breach of this Agreement if such breach is due t o 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 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 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 government al 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. 
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 
na tu ral gas and/or electrical system, any interruption of 
service, t ermination of service, and deterioration of the 
utility's service. This Agreement is t he 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 
wit hout first obtaining your consent in writ ing or t hrough 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 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 wi ll 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
RELATEO 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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PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 
26% 

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 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Natural Ga 
27.5% 

Hydro 
1% 

Wind 
3.5% 

Oil0.5% 

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 

Carbon dioxide 
.......... .. J. ........... 1 ......... . .. 1 ............ ~ ..... . 

35% 

Coal 

Biomass 
0.5% 

Nitrogen oxides 
:;:;Actual 

~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

Low-Level Radioact ive Waste Unknown 
Ftl /1,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation wi ll 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. 



West M ilton, OH 45383 

Thank you for choosing PALMco as your energy supplier ! 

PALMcoEnergy 
875 1 18th Avenue 

Brooklyn, NY 11214 

w: PalmcoEnergy.com 
e: CustomerService@Pah11coEnergy.co111 

toll free: I (877) 726 5862 

9/24/2018 

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

We are currently processing your enrollment 
Your enrollment w ill be sent to DP&L. You will receive a confirmation notice from DP&l conf irming your 
selection of PALMco as your electricity supplier. Your service w ill begin with your fi rst meter read by your utility 
after your enrollment is accepted, and 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 enro ll your account we will be sure to contact you to resolve t he 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: Initial Rate of $0.05400/kWh for the first month followed by a Fixed Rate of $0.08200/kWh 
for the remaining 16 months. 
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. Lea rn how to refer friends for discounts! Visit palmcoenergy.com/ rewards 

V.OHE 18-01.26 



PALM CO 
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 elect ric 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 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 yea rs 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 
util ity(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) 
PALM co 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 utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
Will RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY( I ES) 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 AGREEMENT AND TERMINATION. This Agreement 
will 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 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 will be 
determined by your utility. Your natural gas and/or electric 
supply service from PALMco will terminate automatica lly 
without pena lty to you if any of the following occurs: (a) your 
Service Address(es} is not served or no longer served by your 
ut ility; (b) you move outside your uti lity's service area or to an 
area not served by PALMco; or (c) PALMco returns you to your 
utili ty's applicable tariff service pursuant t o 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 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 t he 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 utilit y after choosing PALMco, you may not be served 
under the same rates, t erms, and con dit ions 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 Lett er. 
Natural Gas and/or Electric Fi><ed 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 applicabJe): 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 cond itions, 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 uti lity 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Terminat ion Fee. If you terminate this Agreement prior 
to the expi ration 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 appl icable 
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 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rote 
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 
Utilit ies 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 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 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 t erminated. 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 
elect ric 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. lf 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 obta in 
historica l 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 t he 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 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 COMMUNICATlON. Unless otherwise requ ired by 
law, if you provide PALMco with your email address, you agree 
that PALMco may t ransmit to you all notices and other 
communications, including those required in t his 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 fire, 
act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, st orm, hurricane, flood, explosion, shortage or 
unavailabilit y of t ransmission 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 PALM CO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LI M ITATION, 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 
PROM ISES, 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. 
MISCELLANEOUS. PALMco assumes no responsibility or 
l iability for t he following 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 deterioration of the 
utility's service. This Agreement is t he entire understanding 
between you and PALMco w it h respect t o the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. PALM co 
will not make a material change to the terms of t his Agreement 
without f irst obtaining your consent in writi ng 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 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 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 LEAi<, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 
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PALMco Power OH, LLC 
Projected Data for the 2018 Calendar Year 

Actual Data for the Period 01/01/18 to 3/31/18 

Projected Actual 
Natural 

Gas 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

Oil0.5% 

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 

35% 

Biomass 
0.5% 

Carbon dioxide 

Nitrogen oxides ~ ~~~~!~~-~-~-__._, 
::::Actual 

*Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantit y: 

High-Level Radioactive Waste Unknown 
lbsJl,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 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 

PAflVfCf· 
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 3:04 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref ] 

Ohio htbllo Utrlltf•1 
CommJesron 

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

Please Respond Within 3 Business Days 

CASE ID: 00256874 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
44708 
AIQ: Palmco Power OH LLC 
SER~UMBER: 
NIQ-

Canton, 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(D)(1)(h)(v)*** 

DESCRIPTION OF ISSUE: 
Good afternoon, 

Mr contacted the PUCO regarding the contract agreed to by your 
company. He stated the contract was supposed to be a 12 month fixed 
rate. After three months with your company the rate for his gas and electric 
increased dramatically. Also, the rep that came to his home never allowed 
the customer to sign the contract. Was provided a contract that was signed 
though, not with the authorized party but by the rep. 

Please provide the following: 
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:_OODt0GzXt._500tOFNSi7:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

William Schaaf 
Monday, March 11, 2019 4:46 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Attachments: 

RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._ 
SOOtOFNSi?:ref] 
•••trPV.MP3;-=onfirmation Pack-Gas.pdf; -=onfirmation Pack­

Electric.pdf; Indra Postcard.pdf 

Hello Samantha and the PUCO, 

Regarding Case ti 00256874, 

This customer's gas and electric accounts were enrolled in Palmco's variable rate plans on 8/10/18, 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. The TPV recording 
was completed by Ms~ho indicated she was authorized to enroll the accounts. Palmco began servicing 
the customer's gas and electric accounts on 8/24/18 and 9/10/8, 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 $0.0520 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 them of this brand name change. 

We received an inbound drop transaction for the customer's gas account on 2/15/19, which was processed without 
penalty. The customer's gas account stopped receiving our supply on 2/27/19. 

On 2/20/19, Mr. ontacted our Customer Service line and requested the cancellation of his electric account. An 
outbound drop was processed, and the customer's electric utility (AEP) determined a service end date of 3/12/19. No 
termination fees were issued for cancellation. 

Mr. - contacted our Customer Service line again on 3/4/19. The customer expressed concerns over his gas bill, 
and~advised that his account would be escalated for further review. Upon review, in the interest of customer 
satisfaction and to provide the customer with the effect of an expedited return to his gas utility's standard offer, we 
proceeded with rerating the customer's final gas bill to the rate we have on file for his gas utility. We've included a chart 
below detailing our calculations for this adjustment, which amounts to $284.48 for the billing cycle of 1/29/19 -
2/27/19. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Date 
Usage 

Charge (with 
To: Pre Tax Tax Total Customer 

tax) 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 



Our records indicate that this enrollment was never in a fixed rate contract, but rather in a variable rate plan that carried 
a two-month introductory period. With that said, if the PUCO determines that an additional rerate is warranted here, 
please let us know. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

From: William Schaaf 

F: 718.851.2427 

Sent: Friday, March 8, 2019 5:54 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#: 00256874 [ ref:_OODt0GzXt._500tOFNSi7: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 lndraEnergy.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, M arch 5, 2019 3:04 PM 
To: Indra Energy Compl iance <Compliance@lndraenergy.com > 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref) 
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Initial Submission of a Consumer Complaint 
Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256874 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
44708 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

hio 44708 
Canton, 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 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 :1-21-06(D)(1)(h)(v)*** 

DESCRIPTION OF ISSUE: 
Good afternoon , 

Mr. - contacted the PUCO regarding the contract agreed to by your 
company. He stated the contract was supposed to be a 12 month fixed 
rate. After three months with your company the rate for his gas and electric 
increased dramatically. Also, the rep that came to his home never allowed 
the customer to sign the contract. Was provided a contract that was signed 
though, not with the authorized party but by the rep. 

Please provide the following: 
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 
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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._500tOFN5i7:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 19, 2019 11:29 AM 

To: William Schaaf 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256874 [ ref:_OODtOGzXt._ 
500tOFN5i7:ref ) 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 0025687 4 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 44708 
Canton, Ohio 44708 

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

DESCRIPTION OF ISSUE: 
Due to your company not being able to locate the signed contract would your company be willing to 
re-rate the customers gas and electric charges? 
If so please provide me with the amount of the re-rate with a breakdown of that? 

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: 3/11/2019 4 :46 PM 
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To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFN5i7:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00256874, 

This customer's gas and electric accounts were enrolled in Palmco's variable rate plans on 8/10/18, 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. The TPV recording 
was completed by Ms. - who indicated she was authorized to enroll the accounts. Palmco began servicing 
the customer's gas and electric accounts on 8/24/18 and 9/10/8, 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 $0.0520 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 them of this brand name change. 

We received an inbound drop transaction for the customer's gas account on 2/15/19, which was processed without 
penalty. The customer's gas account stopped receiving our supply on 2/27 /19. 

On 2/20/19, Mr. ontacted our Customer Service line and requested the cancellation of his electric account. An 
outbound drop was processed, and the customer's electric utility (AEP) determined a service end date of 3/12/19. No 
termination fees were issued for cancellation. 

Mr. - contacted our Customer Service line again on 3/4/19. The customer expressed concerns over his gas bill, 
and he was advised that his account would be escalated for further review. Upon review, in the interest of customer 
satisfaction and to provide the customer with the effect of an expedited return to his gas utility's standard offer, we 
proceeded with rerating the customer's final gas bill to the rate we have on file for his gas utility. We've included a chart 
below detailing our calculations for this adjustment, which amounts to $284.48 for the billing cycle of 1/29/19 -
2/27/19. 
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Begin Billed 
Supply 

ReRate Re Rate ReRate ReRate Amt Due 
End Date Charge (with 

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 

Our records indicate that this enrollment was never in a fixed rate contract, but rather in a variable rate plan that carried 
a two-month introductory period. With that said, if the PUCO determines that an additional rerate is warranted here, 
please let us know. 

Thank you. 

Will iam Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra .. Philadelphia, PA 19102 
Cr>;fRC.Y 

P: 888.504.6372 

F: 718.851.2427 
www .Indra E ne rg y.co m 

From: William Schaaf 
Sent: Friday, March 8, 2019 5:54 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#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref] 

Good afternoon, 
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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 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
PdRGY 

P: 888.504.6372 

F: 718.851.2427 
www .lndraE nerg y.co m 

From: PUCO Consumer Call Center [maflto:contactthepuco@puc.state.oh.us) 

Sent: Tuesday, March 5, 2019 3:04 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFN5i7:ref) 
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Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256874 

COMPANY: 

CUSTOMER 

ADDRESS: 

SERVICE ADDRESS: 
44708 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

Canton, Ohio 44708 

Canton, 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 afternoon, 

Mr tacted the PUCO regarding the contract agreed to by your 
co ated the contract was supposed to be a 12 month fixed . .. ' - -
rate. After three months with your company the rate for his gas and electric 
increased dramatically. Also, the rep that came to his home never allowed 
the customer to sign the contract. Was provided a contract that was signed 
though, not with the authorized party but by the rep. 

Please provide the following: 
If a door to door sale, a signed contract. 
A copy of the TPV. 
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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._500tOFNSi7:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, March 20, 2019 10:39 AM 

To: Wi lliam Schaaf 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._ 

500tOFN5i7:ref ) 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 0025687 4 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 44708 
anton, Ohio 44708 

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

DESCRIPTION OF ISSUE: 
How will the customer receive the refund? 

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: 3/19/2019 2:32 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
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Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OOOtOGzXt._500tOFNSi7:ref] 

Hello Samantha, 

We will honor your request here to rerate al l charges the customer was billed by Palmco/lndra. We've included charts 
below detailing these adjustments, which reflect a rerate to the rates we have file for the customer's gas and electric 
utilities. Let us know if you need anything further. Thanks. 

Gas Account 

Billed 
Supply 

ReRate ReRate ReRate Amt Due 
Begin Date End Date 

Usage 
Charge ReRate To: 

Pre Tax Tax Total Customer 
(with tax) 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 

12/ 27/2018 1/29/2019 209 $177.64 $0.3020 $63.12 $4.10 $67.22 $110.42 

11/ 26/2018 12/27/2018 162 $143.54 $0.3712 $60.13 $3.91 $64.04 $79.50 

10/24/2018 11/26/2018 113 $29.38 $0.4785 $54.07 $0.00 $54.07 -$24.69 

9/25/2018 10/24/2018 34 $8.84 $0.3255 $11.07 $0.00 $11.07 -$2.23 

8/24/2018 9/25/2018 25 $6.50 $0.3091 $7.73 $0.00 $7.73 -$1.23 

$446.25 <-Total Credit 

-$284.48 <-Already issue 

$161.77 <-New credit tc 

Electric Account 

Begin 
End Date 

Billed Supply ReRate ReRate Amt Due 
Date Usage Charge To: Total Customer 

2/11/2019 3/14/2019 535 $94.40 $0.0553 $29.59 $64.81 

1/10/2019 2/11/2019 615 $138.97 $0.0553 $34.01 $104.96 

12/7/2018 1/10/2019 618 $126.99 $0.0553 $34.18 $92.81 

11/8/2018 12/7/2018 580 $82.68 $0.0553 $32.07 $50.61 

10/8/2018 11/8/2018 574 $29.85 $0.0553 $31.74 -$1.89 

9/10/2018 10/8/2018 652 $33.90 $0.0553 $36.06 -$2.16 

$309.15 
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William Schaa f - Asst. Compliance Officer 

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 11:29 AM 
To: W illiam Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref ] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256874 
COMPANY: 
CUSTOME · 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

io 44708 
anton, Ohio 44708 

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

DESCRIPTION OF ISSUE: 
Due to your company not being able to locate the signed contract would your company be willing to 
re-rate the customers gas and electric charges? 
If so please provide me with the amount of the re-rate with a breakdown of that? 
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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: 3/11/2019 4:46 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODt0GzXt._500tOFN5i7:ref] 

Hello Samant ha and the PUCO, 

Regarding Case# 00256874, 

This customer' s gas and electric accounts were enrolled in Palmco's variable rate plans on 8/10/18, 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 detail ing the terms of 
service. The TPV recording was completed by M s. ho indicated she was authorized to enroll 
the accounts. Palmco began servicing the customer's gas and electr ic accounts on 8/24/18 and 9/10/8, 
respectively. 

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

Electric Plan: Vari able. This included a two-month introductory rate of $0.0520 per kWh, after wh ich rate 
would vary month-to-month. 

Palmco began conducting business under its t rade name, Indra Energy, in October 2018. We' re attaching a 
copy of the postcard mailed to the customer informing them of this brand name change. 
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We received an inbound drop transaction for the customer's gas account on 2/15/19, which was processed 
without penalty. The customer's gas account stopped receiving our supply on 2/27 /19. 

On 2/20/19, Mr.- ontacted our Customer Service line and requested the cancellation of his electric 
account. An outbound drop was processed, and the customer's electric utility (AEP) determined a service end 
date of 3/12/19. No termination fees were issued for cancellation. 

Mr.- ontacted our Customer Service line again on 3/4/19. The customer expressed concerns over his 
gas bill, and he was advised that his account would be escalated for further review. Upon review, in the 
interest of customer satisfaction and to provide the customer with the effect of an expedited return to his gas 
utility's standard offer, we proceeded with rerating the customer's fina l gas bill to the rate we have on file for 
his gas utility. We've included a chart below detailing our calculations for this adjustment, which amounts to 
$284.48 for the billing cycle of 1/29/19 - 2/27 /19. 

Begin Billed 
Supply 

ReRate ReRate Re Rate ReRate Amt Due 
Date 

End Date 
Usage 

Charge 
To: Pre Tax Tax Total Customer 

(with tax) 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 

Our records indicate that this enrollment was never in a fixed rate contract, but rather in a variable rate plan 
that carried a two-month introductory period. With that said, if the PUCO determines that an additional rerate 
is warranted here, please let us know. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

indra-. 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
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F: 718.851.2427 

www.JndraEnergy.com 

From: William Schaaf 
Sent: Friday, March 8, 2019 5:54 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.stat e.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref] 

Good afternoon, 

We' re attaching the TPV recording for this customer's enro llment. We w ill provide a comprehensive response 
to t his customer's complaint as soon as we're able. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
PH RC1 Y 

P: 888.504.6372 

F: 718.851.2427 
www .Ind raE ne rg y.co m 
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us} 

Sent: Tuesday, March 5, 2019 3:04 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref J 

Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256874 

COMPANY: 

CUSTOMER: 

ADDRESS: 

SERVICE ADDRESS: 
44708 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

anton, Ohio 44708 

Canton, 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)*** 
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DESCRIPTION OF ISSUE: 

Good afternoon, 

Mr.- contacted the PUCO regarding the contract agreed to by your 
company. He stated the contract was supposed to be a 12 month fixed 
rate. After three months with your company the rate for his gas and electric 
increased dramatically. Also, the rep that came to his home never allowed 
the customer to sign the contract. Was provided a contract that was signed 
though, not with the authorized party but by the rep. 

Please provide the following: 
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._500tOFNSi7:ref 
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Sariah Brinker 

From: William Schaaf 
Sent: 
To: 

Wednesday, March 20, 2019 10:46 AM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ret_OODtOGzXt._ 

500tOFN5i7:ref] 

Hell Samantha, 

These adjustments will be sent to the customer's gas and electric utilities in order to be applied to the accounts. We 
expect the utilities to receive these adjustments within 10 days. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www I ndraEnergy 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, M arch 20, 2019 10:39 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256874 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44708 
Canton, Ohio 44708 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line. Thank you!*** 
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DESCRIPTION OF ISSUE: 
How will the customer receive the refund? 

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: 3/19/2019 2:32 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFN5i7:ref] 

Hello Samantha, 

We will honor your request here to rerate all charges the customer was billed by Pa lmco/lndra. We've 
included chart s below detailing these adjustments, which reflect a rerate to the rates we have file for the 
customer's gas and electric ut ilities. Let us know if you need anything further. Thanks. 

Gas Account 

Supply 

Begin Date End Date 
Billed Charge ReRate ReRate ReRate ReRate Amt Due 

Usage (with To: Pre Tax Tax Total Customer 
tax) 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 
12/27/2018 1/29/2019 209 $177.64 $0.3020 $63.12 $4.10 $67.22 $110.42 
11/26/2018 12/27/2018 162 $143.54 $0.3712 $60.13 $3.91 $64.04 $79.50 
10/24/2018 11/26/2018 113 $29.38 $0.4785 $54.07 $0.00 $54.07 -$24.69 
9/25/2018 10/24/2018 34 $8.84 $0.3255 $11.07 $0.00 $11.07 -$2.23 
8/24/2018 9/25/2018 25 $6.50 $0.3091 $7.73 $0.00 $7.73 -$1.23 

$446.25 
-$284.48 

2 

<-Total Cre 

<-Already i 



Electric Account 

Begin 
End Date 

Billed Supply ReRate Re Rate Amt Due 

Date Usage Charge To: Total Customer 

2/11/2019 3/14/2019 535 $94.40 $0.0553 $29.59 $64.81 

1/10/2019 2/11/2019 615 $138.97 $0.0553 $34.01 $104.96 

12/7/2018 1/ 10/2019 618 $126.99 $0.0553 $34.18 $92.81 

11/8/2018 12/7/2018 580 $82.68 $0.0553 $32.07 $50.61 

10/8/2018 11/8/2018 574 $29.85 $0.0553 $31.74 -$1.89 

9/10/2018 10/8/2018 652 $33.90 $0.0553 $36.06 -$2.16 

$309.15 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
1 \ r n (,., 

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 11:29 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

<-New ere< 
$161.77 issued 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFN5i7:ref) 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 0025687 4 
COMPANY: 
CUSTOMER: 
ADDRESS: Canton, Ohio 44708 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Canton, Ohio 44708 

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

DESCRIPTION OF ISSUE: 
Due to your company not being able to locate the signed contract would your company be will ing to 
re-rate the customers gas and electric charges? 
If so please provide me with the amount of the re-rate with a breakdown of that? 

Sincerely, 

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

---------------Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/11/2019 4:46 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODt0GzXt._500tOFN5i7:ref ] 

Hello Samantha and the PUCO, 

Regarding Case# 00256874, 
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This customer's gas and electric accounts were enrolled in Palmco's variable rat e plans on 8/10/18, as the 
result of a door-to-door sa le. We have been unable to locat e a signed agreement for this enrollment, but have 
attached t he TPV recording, as well as the confirmation packages sent to the cust omer detailing t he terms of 
service. The TPV recording was completed by Ms. ho indicated she was authorized to enroll 
the accounts. Palmco began servicing the customer's gas and electric accounts on 8/24/18 and 9/10/8, 
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 $0.0520 per kWh, after which rate 
would vary month-to-month. 

Pa lmco 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 them of th is brand name change. 

We received an inbound drop transaction for the customer's gas account on 2/15/19, which was processed 
without penalty. The customer's gas account stopped receiving our supply on 2/27 /19. 

On 2/20/19, Mr- contacted our Customer Service line and requested the cancellation of his electric 
account . An outbound drop was processed, and t he customer's electric utility (AEP) determined a service end 
date of 3/12/ 19. No termination fees were issued for cance llation. 

Mr. ontacted our Customer Service line again on 3/4/19. The customer expressed concerns over his 
gas bi ll, and he was advised that his account would be escalated for further review. Upon review, in the 
interest of customer satisfaction and to provide the customer with t he effect of an expedited retu rn to his gas 
ut ility's standard offer, we proceeded with rerating the customer's final gas bill to the rate we have on file for 
his gas utility. We've included a chart below detailing our calculations for this adjustment, which amount s to 
$284.48 for the bill ing cycle of 1/29/19 - 2/27 /19. 

Begin Billed 
Supply 

ReRate Re Rate Re Rate Re Rate Amt Due 
Date 

End Date 
Usage 

Charge 
To: Pre Tax Tax Total Customer 

(with tax} 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 
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Our records indicat e that this enrollment was never in a fixed rate contract, but rather in a variable rate plan 
that ca rried a two-month introductory period. With that said, if the PUCO determines that an additional rerate 
is warranted here, please let us know. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra-. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IodraEnergy.co m 

From: William Schaaf 
Sent: Friday, March 8, 2019 5:54 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compl iance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref J 

Good afternoon, 

We're attaching the TPV recording fo r t his customer's enrollment. We will provide a comprehensive response 
to this customer's complaint as soon as we're able. 

Thank you. 
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Wi lliam Schaaf - Asst. Compliance Officer 

1515 Market Street. Suite 1200 

indra-. Philadelphia, PA 19102 
f\'(P,(,y 

P: 888.504.6372 

F: 718.851.2427 
www. Indra E ne rg y.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 3:04 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFN5i7:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256874 

COMPANY: 

CUSTOMER: 

ADDRESS: Canton, Ohio 44708 

SERVICE ADDRESS 
44708 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

anton, 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 
fina l 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 the contract agreed to by your 
company. He stated the contract was supposed to be a 12 month fixed 
rate. After three months with your company the rate for his gas and electric 
increased dramatically. Also, the rep that came to his home never allowed 
the customer to sign the contract. Was provided a contract that was signed 
though, not with the authorized party but by the rep. 

Please provide the fo llowing: 
If a door to door sale, a signed contract. 
A copy of the TPV. 
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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. 500tOFN5i7:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Tuesday, March 19, 2019 2:33 PM 
PUCO Consumer Call Center 
Indra Energy Compl iance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._ 
500tOFN5i7:ref] 

Hello Samantha, 

We will honor your request here to rerate all charges the customer was billed by Palmco/lndra. We've included charts 
below detailing these adjustments, which reflect a rerate to the rates we have file for the customer's gas and electric 
utilities. Let us know if you need anything further. Thanks. 

Gas Account 

Billed 
Supply 

Re Rate ReRate Re Rate Amt Due 
Begin Date End Date 

Usage 
Charge ReRateTo: 

Pre Tax Tax Total Customer 
(with tax) 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 

12/27/2018 1/29/2019 209 $177.64 $0.3020 $63.12 $4.10 $67.22 $110.42 

11/26/2018 12/27/2018 162 $143.54 $0.3712 $60.13 $3.91 $64.04 $79.50 

10/24/2018 11/26/2018 113 $29.38 $0.4785 $54.07 $0.00 $54.07 -$24.69 

9/25/2018 10/24/2018 34 $8.84 $0.3255 $11.07 $0.00 $11.07 -$2.23 

8/24/2018 9/25/2018 25 $6.50 $0.3091 $7.73 $0.00 $7.73 -$1.23 

$446.25 <-Total Credit 

-$284.48 <-Already issue 

$161.77 <-New credit tc 

Electric Account 

Begin 
End Date 

Billed Supply ReRate ReRate Amt Due 
Date Usage Charge To: Total Customer 

2/11/2019 3/14/2019 535 $94.40 $0.0553 $29.59 $64.81 

1/10/2019 2/11/2019 615 $138.97 $0.0553 $34.01 $104.96 

12/7/2018 1/10/2019 618 $126.99 $0.0553 $34.18 $92.81 

11/8/2018 12/7/2018 580 $82.68 $0.0553 $32.07 $50.61 

10/8/2018 11/8/2018 574 $29.85 $0.0553 $31.74 -$1.89 

9/10/2018 10/8/2018 652 $33.90 $0.0553 $36.06 -$2.16 

$309.15 

William Schaaf - Asst. Compliance Officer 
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ind ra-. 
ENERG Y 

www.IndraEnergy.com 

lSlS Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.S04.6372 
F: 718.8Sl.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 19, 2019 11:29 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref ) 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256874 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LL 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44708 
anton, Ohio 44708 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 

subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Due to your company not being able to locate the signed contract would your company be willing to 
re-rate the customers gas and electric charges? 
If so please provide me with the amount of the re-rate with a breakdown of that? 

Sincerely, 

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

--------------- Original Message ---------------
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From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/11/2019 4:46 PM 
To: contact thepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref :_OODtOGzXt._500tOFNSi7:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00256874, 

This customer's gas and electric accounts were enrolled in Palmco's variable rate plans on 8/10/ 18, as the 
result of a door-to-door sa le. We have been unable to locate a signed agreement for t his enrollment, but have 
at tached the TPV recording, as well as the confi rmation packages sent to the customer detailing the terms of 
service. The TPV recording was completed by Ms. who indicated she was authorized to enroll 
the accounts. Palmco began servicing the customer's gas and electric accounts on 8/24/18 and 9/10/8, 
respectively. 

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

Electric Plan: Variable. This included a t wo-month introductory rate of $0.0520 per kWh, after which rate 
would vary month-to-month. 

Palmco began conducting business under its t rade name, Indra Energy, in October 2018. We're attaching a 
copy of the postcard mailed to the customer informing them of t his brand name change. 

We received an inbound drop t ransact ion for the customer's gas account on 2/15/19, which was processed 
wit hout penalty. The customer's gas account stopped rece iving our supply on 2/27 /19. 

On 2/20/19, Mr. ontacted our Customer Service line and requested the cancellat ion of his electr ic 
account. An out bound drop was processed, and the customer's electric utility (AEP) determined a service end 
date of 3/12/19. No termination fees were issued for cance llation. 
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Mr.- contacted our Customer Service line again on 3/4/19. The customer expressed concerns over his 
gas bill, and he was advised that his account would be escalated for further review. Upon review, in the 
interest of customer satisfaction and to provide the customer with the effect of an expedited return to his gas 
utility's standard offer, we proceeded with rerating the customer's final gas bill to the rate we have on file for 
his gas utility. We've included a chart below detailing our calculations for this adjustment, which amounts to 
$284.48 for the billing cycle of 1/29/19 - 2/27 /19. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Date 
Usage 

Charge 
To: Pre Tax Tax Total Customer 

(with tax) 

1/29/2019 2/27/2019 185 $342.11 $0.2925 $54.11 $3.52 $57.63 $284.48 

Our records indicate that th is enrollment was never in a f ixed rate contract, but rather in a variable rate plan 
that carried a two-month introductory period. With that said, if the PUCO determines that an additional rerate 
is warranted here, please let us know. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

ind rat. 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: William Schaaf 
Sent: Friday, March 8, 2019 5:54 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
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Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7: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 

1515 Market Street. Suite 1200 

indra .. Philadelphia, PA 19102 

t'>fRGY 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 

Sent: Tuesday, March 5, 2019 3:04 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256874 [ ref:_OODtOGzXt._500tOFNSi7:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric & Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256874 

COMPANY: 

CUSTOMER: 

ADDRESS: 

SERVICE ADDRESS: 
44708 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ 

Canton, Ohio 44708 

Canton, 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 afternoon, 

Mr.- contacted the PUCO regarding the contract agreed to by your 
company. He stated the contract was supposed to be a 12 month fixed 
rate. After three months with your company the rate for his gas and electric 
increased dramatically. Also, the rep that came to his home never allowed 
the customer to sign the contract. Was provided a contract that was signed 
though, not with the authorized party but by the rep. 

Please provide the following: 
If a door to door sale, a signed contract. 
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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._500tOFN5i7:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Drake Riley <contactthepuco@puc.state.o h.us> 

Monday, March 11, 2019 3:28 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION O F OHIO - CASE #: 00257768 [ ref:_OODtOGzXt._ 

SOOtOFNUiP:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257768 
CUSTOMER: 
SERVICE ADDRESS 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

University Heights, OH 44118 

***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(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Hello, 

Mr. believes he was misled in regards to his variable rate. He 
acknowledges that he enrolled and switched to the variable but contends 
that the current rate he is being billed is not fair or rational. 

Please provide a copy of all enrollment documents, TPV, T&C's, Welcome 
letter, etc. 

How was the customer enrolled? 
What is the current rate he's being charged? 
Did the rate recently spike? 



If so, what factors caused the increase? 

Sincerely, 

Drake Riley 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Supervisor - Electric 
(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._ 500tOFNUiP :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Drake, 

Orpheus Craigue 
Friday, March 15, 2019 10:40 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBUC UTILITIES COMMISSION OF OHIO - CASE#: 00257768 [ ref:_OODtOGzXt._ 
SOOtOFNUiP:ref I 
~eb Enroll.pdf; •••I-Confirmation Pack Gas.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00257768; 

This customer enrolled with Indra's variable rate plan via our website on 11/16/2018. We're attaching the email 
generated from this web enrollment, as well as the confirmation packet mailed to the customer shortly thereafter. The 
customer opted into a variable rate plan, which carried a two-month introductory rate of $2.80, after which rates would 
vary month-to-month. 

The customer reached out to our Customer Service line to cancel his account on 3/11/2019, and an inbound drop from 
Dominion established an end date of 3/29/2019. 

The customer's rate on his most recent bill was $17.3641 per Mcf, which was his first variable bill following his 
introductory period. Further information on Indra's variable pricing can be found within our Terms and Conditions. 

The customer is scheduled to receive one additional bill with Indra as his supplier, and we intend to rerate that bill to 
Dominion's standard offer. This will help provide the customer w ith the effect of an expedited return to his utility. 

If we can be of any further assistance, please feel free to reach out. Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERG Y 

www.IndraE ne rg y.co m 

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: Friday, March 15, 2019 08:13 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE It: 00257768 [ ref:_OODtOGzXt._SOOtOFNUiP:ref) 

Good morning, 

Please provide the TPV and a case update for this matter today. 
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Thanks, 
Drake Riley 

- -------------Origina l Message---------------

From: Drake Riley [contactthepuco@puc.state.oh.us] 

Sent: 3/11/2019 3:28 PM 
To: compliance@indraenergy.com 

Subject: PUBLIC UTILITIES COMM ISSION OF OHIO- CASE#: 00257768 [ ref:_OODtOGzXt._SOOtOFNUiP:ref ] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257768 

CUSTOMER: 

SERVICE ADDRESS: - niversity Heights, OH 44118 

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: 
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Hello, 

Mr. elieves he was misled in regards to his variable rate. He 
acknowledges that he enrolled and switched to the variable but contends 
that the current rate he is being billed is not fair or rational. 

Please provide a copy of all enrollment documents, TPV, T&C's, Welcome 
letter, etc. 

How was the customer enrolled? 

What is the current rate he's being charged? 

Did the rate recently spike? 

If so, what factors caused the increase? 

Sincerely, 

Drak~~iley 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Supervisor - Electric 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

3 



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 ._SOOtOFNU i P :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Customer Care 
Friday, November 16, 2018 10:07 AM 

INDRA Energy Natural Gas Enrollment Received 

ENROLLMENT CONFIRMATION 

Dear 

Thank you for choosing INDRA Energy as your energy supplier. We look foiward to 

serving you as one of our preferred customers. 

This letter is confirming your selection of INDRA Energy as your Gas supplier. This 

package contains a copy of the Terms and Conditions, . 

WE ARE CURRENTLY PROCESSING YOUR ENROLLMENT 

Your enrollment request is currently being processed and will be sent to your utility. You 

will receive a confirmation notice from your utility confirming your selection of INDRA 

Energy as your 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. 

CANCELLATION OF SERVICE 

After you have begun receiving service from INDRA Energy, you may opt out or cancel 

your service with !NORA Energy at any time. It typically takes between one to two billing 

cycles (approximately 30 to 60 days) for you to be switched back to your utility or another 

supplier after you opt out or cancel your service with INDRA Energy . During this time, 

INDRA Energy will continue to supply and charge you for the service you receive at 

INDRA Energy 's rates in effect at that time. 



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

CONT ACT INFORMATION 

Customer Enrollment Request Date: 2018-11-1615:06:33 

Customer Name: 

Primary Telephone Number: 

PLAN DETAILS 

Utility: DEO - Dominion East Ohio 

Utility Account Number: 

Rate Plan: Introductory Rate of $2.80000 I MCF for First 2 Billing Cycles. 

Followed by our variable rate thereafter. 

Enrollment Fees: None 

Cancellation Fees: $ 0 

Budget Billing: Available upon request. 

Description: Try us out with a great 2 Month initial rate. This entry rate is 

followed by our Variable Rate on a month to month term. 

YOUR FEEDBACK IS IMPORT ANT 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 and tell us: 

• About your overall sales experience. 

• Any questions about the pricing plan or the supply service you signed up for. 

• Anything we could have done to improve your enrollment experience. 

QUESTIONS? 

If you have any questions, please feel free to contact us at 1 (888) 504-6372 weekdays 

8:00 am to 7:00 pm or email us at CustomerCare@lndraEnergy.com . 

2 



Thank you again for choosing us as your energy supplier! 

Sincerely, 

INDRA Energy Customer Service 

...... I' 

. 
" 
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indra ® 

ENER GY 

H 44118 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Sui te 1200 

Phi ladelphia, PA, 19102 

w: lndraEnergy.com 
e: CustornerCare@lndraEnergy.com 

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

11/19/2018 

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

We are currently processing your enrollment 
Your enro llment 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 $2.80000/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 Bi lling: 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 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 Indra EnergyRewards.com 

V.OHE 18-10.01 



ind raft. 
F N E 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 
uti lity (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 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 volunta ri ly 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 

bnatural 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 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 visiting Indra's website at 
https://I ndraEnergy.com/ohlo/ohlo-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 t he 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 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 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 affirmat ive consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE M IX, ENVJRONMENTAL 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 elect ric 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 uti li ty(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 util ity's 
charges. Your payment for natura l 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 t he 
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 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 automatically t erminated. 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 it s 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 elect ric 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 
historica l 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, 
tndra 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 
wil l 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 universa l 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 not ifying 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 act ion, 
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 TH IS 
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. !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 t he subject matter of this Agreement, including, without 
lim itation, 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 inte rruption of 
service, t ermination of service, and deterioration of the 
uti lity'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 
w ithout first obtaining your consent in writing or t hrough third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or met 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 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 
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 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 w ith 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 

Nat ural 
Gas 
26% 

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 

Carbon dioxide 

Nitrogen oxides 

Coal 
35% 

Hydro 
1.5% 

Oil0.5% 

Biomass 

0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioact ive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Sulfur Dioxide 

~-· Regional Average 

Type: Quantity: 

Unknow n 

Actual 

Other 

35% 

:::: Actual 

~ Projected 

High-Level Radioactive Waste 
lbs./l,000 kWh 

Low-Level Radioact ive Waste Unknown 
Ft'/l,000 kWh 

Solar 
0.5% 

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



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@pu c.state.oh.us> 
Tuesday, March 12, 2019 7:57 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257862 [ ref:_OODtOGzXt._ 

500tOFNcUb:ref] 

Follow Up Flag: Follow up 

Flagged Flag Status: 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257862 
CUSTOMER 
SERVICE ADDRESS: •••••Massillon, Ohio 44646 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ. 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to th is 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 morning, 

The PUCO received a call from Mr. regarding Indra. The customer 
is concerned with the rate he was charged after the cancellation of his 
supply with Indra. 

When did the customer cancel with Indra? 
When was this account enrolled, and how? 

Please provide copies of: 

1 



•The sa les ca ll to this customer 
*The TPV completed at the time of enrollment or the IP address used by the 
customer to submit the enrollment request 
*Welcome Letter with the Terms and Conditions for service mailed or e-mai led 
to the customer 
*Any signed enrollment agreements 
*Renewal letters 

Please provide any additional information that may assist in investigation. 
Sincerely, 

Maureen Harbolt 
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:_ 00Dt0GzXt._ 500tOFNcUb:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Monday, March 18, 2019 5:39 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257862 [ ref:_OODtOGzXt._ 
SOOtOFNcUb:ref] 

- PV.mp3; - Agreement.pdf; - Confirmation Pack.pdf Attachments: 

Hello Maureen and the PUCO, 

Regarding Case# 00257862, 

Mr. -=nrolled his gas account in Indra's variable rate plan on 10/18/18, 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 package sent to the 
customer detailing the terms of service. Indra began servicing the customer's account on 10/30/18. 

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

On 3/8/19, we received an inbound drop transaction, which was processed without penalty. The customer's gas account 
stopped receiving our supply on 3/5/19. 

~1/19, the customer's mother, contacted our Customer Service line regarding this account. Ms. 
- requested an adjustment to their bill, and was advised that the account would be escalated for further review. 
Upon review, in the interest of customer satisfaction and to provide the customer with the effect of an expedited return 
to the gas utility's standard offer, we are willing to rerate the customer's final gas bill to the rate we have on fi le for their 
gas utility, which results in an adjustment of $180.27 for the billing cycle of 2/1/19 - 3/5/19. We've included a chart 
below detailing our calculations for this adjustment, which will be sent to the customer's utility in order to be applied to 
the account. We spoke with Ms. Snyder on 3/18/19, and she confirmed her acceptance of this offer. 

Begin 
Billed 

Supply Charge ReRate 
End Date Usage 

Date 
(ccf) 

(with tax) To: 

2/1/2019 3/5/2019 118 $218.22 $0.3020 

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

William Schaaf - Asst. Compliance Officer 

ind ra-. 
ENERG Y 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

1 

ReRate ReRate ReRate Amt Due 
Pre Tax Tax Total Customer 

$35.64 $2.32 $37.95 $180.27 



From: PUCO Consumer Ca ll Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 12, 2019 7:57 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00257862 [ ref:_OODtOGzXt._SOOtOFNcUb:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 002 78 2 
CUSTOMER 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Massillon, Ohio 44646 

***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: 

Good morning, 

The PUCO received a call from Mr. 
is concerned with the rate he was c 
supply with Indra. 

When did t he customer cancel with Indra? 
When was this account enrolled, and how? 

Please provide copies of: 

*The sa les call to this customer 

regarding Indra. The customer 
fter the cancellation of his 

*The TPV completed at the time of enrollment or the IP address used by the 
customer to submit the enrollment request 
*Welcome Letter with the Terms and Conditions for service mailed or e-mailed to 

the customer 
*Any signed enrollment agreements 
*Renewal letters 

2 



Please provide any addit ional informat ion that may assist in investigation. 
Sincerely, 

Maureen Harbolt 
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._SOOtOFNcUb:ref 
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indra ® 

Electrlclty Utility Account Number: DDDDODDDDDDDDDDOCDDDDD 

You v.111 pay the tnt<Oductory Raio alel>d abovo for tho ft,.t lwo IJjllng cy.:tu. Tllenaltor, you wm tKelYa o .. tl1bl1 rote that may vary ,.onllH0·111onlo. Thia rote doos 
not lndude utUA tnnaponallon. collvc , er olhlf ce. t• tbit our n•tur•I u uUll Im se. Fortun tetalll ... tho Prtc.tl stctlon tn lhe Terms andCondltioaa. 

1. 

2. 

3. 
4 . 

5. 

6. 

7. 

• • • 
Please Read carefully and Initial In the Appropriate Spaces 

The ropresentaUve stated that he/she was representing Indra and was not from the Eteetric and/or Natural Gas Olstribvtlon Company. 

The representative explained that by signing the enrollment form I was entemg w1to en ogreement/contract for Indra lo supply my etectticily a
or natural gas. 

The repnisenlaUve explained to me tile price for elecitic:ity andlo< nattnl gas under this aintracl. 

for varlablo r•te a11tomor! onlv: The r•Pfft•ntative oxplainod lhol lhe con:tad Is for one month and wUI contlrue on a monlh-tCHnOnlh t>
until ilihar liidra or I dlldOe lo cancel lhe contract. I can ecceas my future va~ablo pricing lnforrn&lion al: hltpV/lndr•M•rlJY.comlohlolo
varlable·rales. 
f.\lrll!t!I rat~ cyst9Jl!lll'IU!nl11; The reprljllontRllve oxploined to me lhal lhe contract ls for o tolJll torm o!~ monlho ond ll will bo oulomaUc
ronowed a( I e eno of~ rale, to the rnlo Iha! is lhen In effect. In accordance with my Reoowal r<otioo and Terms and Condlllons. 

The represenlalive axplalned rrry ~gl\l 10 cancel. 

The representative left two completed right lo carcel nokes w1Ul me. 

I understand my electr1c and/or natural gas uliilyfies) will remain responsible for the delivery of electricity and/or natural gas to my 

rremise and will continue to respond 10 any service cals and emergencies. 
2. undel'$tand that my utllty(ies) will seoo 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 AgreemenUContracl 
N F : , , RA AHY Ml1fft R , HE ESSOA 

AFTER THE DATE OF YOU RECEIVE COPIES OFTHtS AGREEMENT, SEE ATTACHED NOllCE OF CANCELLATION FORM FOR AN EXPLANTION OF THIS 
RIGHT. 
FURTHER RtGHT(S) OF RESCISSION: Thor1l0ftet, You. 1he buyer, have unli/ the seventh clay after the postmar1< date Of'I YolJr enrollment ~nftrmaUon notice, 
from your •Ullly, to roscilMl \his Agroecnen1 wtlhOul paying anythil1g. You mu<1t conlact your ulllity lo resctno. 

By ~ng below, you agree to the terms and conclllons of lhiS AgrM111ent. Including tho Terms and Cond'ltlons on the reverse side. 

For: /NORA ENERGY (SEUERJ 

By: 

By: 
REPRESENTATIVCS SIGNATURE 

By: 

(UMU.1'10) By: 
ION\JMBER 

Date: 10 

OH-E 40003510 



indra ® 

ENERGY 

Massillon, OH 44646 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1 200 

Philadelphia, PA, 19102 

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

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

10/22/2018 

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 wil l be sure to contact you to reso lve t he issue. 

Below is a summary of your service account wi th 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 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. l earn how t o refer friends for rewards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 



ind ra-. 
ENER GY 

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 t o 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 elect ricity bills, wh ich will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower t han 
your util ity (ies). (F) Your incumbent natural 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 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 Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice t o 
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 St reet, 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 t he 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 
utllity 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 condit ions 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 
Confirmat ion Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
wi ll 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 t he 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 wiff determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for elect ric 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, 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 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. 
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 natura l 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 
ut ility (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 w ill be 
deemed to have been received if transmitted to you at the 
email address provided t o 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, 
ut ility 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 incl ude 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 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. 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 elect ric 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 
util ity (ies): operation and maintenance of t he utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of t he 
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 
w ill 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 w ithout Indra's prior written consent. Indra 
may sell, t ransfer, 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 ent it led to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATEO 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 actual 
resources used 
during this period. 

Environmental 
Ch aracteristics-

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

Air Emissions -

Product-specific 
projected and 
actual air 
emissions for t his 
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 Vear 
Actual Data for the Period 01/01/18 to 6/30/18 

Natural 

1% 

Wihd 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 

Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

Oil0.5% 

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 Wast e 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

~~ttt ·~~~!'--~-~-~----___._, 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

Unknown 

Actual 

Other 

:::: Actual 

~Projected 

High-Level Rad ioactive Waste 
LbsJl,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft1/l 000 kWh 

Solar 
O.S% 

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. 



Sariah Brinker 

From: 
Sent: 
To: 

Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 

Monday, March 11, 2019 2:41 PM 
Indra Energy Compliance 
PUBUC UTILITIES COMMISSION OF OHIO - CASE#: 00257960 [ ref:_OODtOGzXt._ 
500tOFNf70:ref ) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257960 
COMPANY: 
CUSTOMER: 
ADDRESS 
SERVICE 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

East Palestine, Ohio 44413 
••• East Palestine, Ohio 44413 

***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: 

Customer is upset about the rate skyrocketing and feels he was misled. 

-Please provide the sales call and enrollment TPV. 
-Please state the rate the customer was billed by Indra each month since 
enrolling. 
-Please provide the drop date. 
-Please place customer on your DNC and DNK list. 
-Please respond with resolution including any credit to adjust the high 
rate. 

Sincerely, 

1 



Darita Patterson 
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._ 500tOFNf70:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Saturday, March 23, 2019 9:57 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257960 [ ref:_OODtOGzXt._ 
SOOtOFNf70:ref ] 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00257960 
COMPANY: 
CUSTOMER: 
MAILING ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 
NIQ: 

on OH 44432. 
ast Palestine, Ohio 44413 

***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 be sure to send Mr. '.efund to his mailing address of  
Lisbon OH 44 . 

Sincerely, 

Darita Patterson 
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. 

1 



ref:_ OODt0GzXt._ 500tOFNfiO:ref 
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Sariah Brinker 

From: 
Sent 
To: 
Cc: 
Subject: 

Good morning, 

William Schaaf 
Monday. March 25, 2019 8:42 AM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257960 [ ref:_OODtOGzXt._ 
500tOFNf70:ref] 

As per your request, w e will be sending Mr .• refund to his mailing address of  Lisbon OH 44432. 

Wi l l 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: Darita Patte rson <contactthepuco@puc.state.oh.us> 
Sent: Saturday, March 23, 2019 9:57 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257960 [ ref:_OODt0GzXt._500tOFNf70:ref] 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00257960 
COMPANY: 
CUSTOMER: 
MAILING ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Lisbon OH 44432. 
East Palestine, Ohio 44413 

***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 be sure to send Mr. refund to his mailing address of 
isbon OH 44 

Sincerely, 

Darita Patterson 
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:_OODt0GzXt._500tOFNf70:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Darita and the PUCO, 

Regarding Case# 00257960, 

William Schaaf 
Monday, March 18, 2019 9:41 AM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257960 ( ref:_OODtOGzXt._ 
500tOFNf70:ref] 
••lr:PV.MP3~greement.pdf; llconfirmation Pack.pdf; Indra Postcard.pdf 

Mr- enrolled his electric account in Palmco's variable rate plan on 9/27 /18, as the result of a door-to-door sa le. 
We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation package 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 account began receiving our supply on 10/24/18. 

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

We've included a rate chart below for each month the customer received our supply. 

Begin Read End Read Rate 
Date Date Charged 

1/24/2019 2/21/2019 0.20508 

12/19/2018 1/23/2019 0.22937 

11/21/2018 12/18/2018 0.05100 

10/24/2018 11/20/2018 0.05100 

On 1/31/19, Mr.~ontacted our Customer Service line to cancel his service with Indra. An outbound drop was 
processed, and the customer's account stopped receiving our supply on 2/21/19. No termination fees were issued for 
cancellation. 

Upon receiving this complaint, the customer was added to our DNC and DNK list. 

In the interest of customer satisfaction, we are willing to rerate the customer's variable bills to the rate we have on file 
for his electric utility, which results in an a total adjustment of $964.11 for the billing period of 12/19/18 - 2/21/19. 
We've included a chart below detailing our calculations for this adjustment. This will provide the customer with the 
effect of having received our introductory rate for his first two billing cycles, and then have returned to the utility's 
standard service. 

Begin Date End Date 
Billed Supply Re Rate Re Rate Amt Due 

Usage Charge To: Total Customer 

1/24/2019 2/21/2019 3349 $686.82 $0.05440 $182.19 $504.63 

12/19/2018 1/23/2019 2626 $602.33 $0.05440 $142.85 $459.48 

1 



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

William Schaaf - Asst. Compliance Officer 

ind rat 
E NERGY 

www.I n draE nergy.co m 

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

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, March 11, 2019 2:41 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

I $964.11 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257960 [ ref:_OODtOGzXt._500tOFNf70:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257960 
COMPANY: 
CUSTOMER: 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

East Palestine, Ohio 44413 
East Palestine, Ohio 44413 

***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: 

Customer is upset about the rate skyrocketing and feels he was misled. 

-Please provide the sales call and enrollment TPV. 

2 



-Please state the rate the customer was billed by Indra each month since 
enrolling. 
-Please provide the drop date. 
-Please place customer on your DNC and DNK list. 
-Please respond with resolution including any credit to adjust the high 
rate. 

Sincerely, 

Darlta Patterson 
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:_ 00Dt0GzXt._500tOFN f70:ref 

3 



PALMco Energy OH, LLC / 
PALMco Power OH, LLC 

8751 18• Avenue BroolClyn, NY 11214 
Tat.phone: (811} 726-5862 

cu1tomers1rvfce@palmcCHW\ergy.com 
www.palrncoonorgy.com 

Electricity Utility Account Numher: n 
OYe~ONo 

ln~·a1 Rale of S - - · pee kWh lor Ille liosl "'°"'" lollooM><l by• F "'"Raio ol S _____ P<ll ~Wh lor UIO re.raifl•19 __ ,,..,.,.11• 

Na ma 

Account Holder's Name on ~atural Gas Account: 

Natural Gas Ut ility Account Number: ODOODDDDDDDDDODDODDODO 

lnt•>I Role of $ - --- P4H Cd/Mel for lhe l<sl month fono..Jfi! hy A Fr<ed Rate of S _ _ pe1 Cd/Md lot the remain.,g - · rnonU1' 

Per WI Met 

PtlCQ 

1 The represenl&ll'IC slale<l lhal ho/she was 1epreS<>t11ing PAU4co and w• nol lro11 ti o Elecluo alld/or Natuiul Gas Oostnbl.llon Company 

2. The representobve oxpla1ned ll>al by signing the enrcCJmonl form I was entering 1nlo M agffifl<nuntlconlrocl f0< PALMco lo $upply rny eieclritlly
and/ or nal\lral gas 

3. The repr..scnlnLi\19 &XJ>l~lne<I lo mo \he pnce for elecVicily and/or nalural gas unde< lh1s conlracl 

4. rot wrlablo~u1tomotS onl.x.. The representative explained lhal tn. eo1')lracl is for one month and wut conUruo on a monltrtcrmonth basis 
1m1iJ eilhur PJ\LMco or I decille lo cancel the <.Onlract. I CM access my fulure variAble flrlel"Q lnformallon al. h11110·1111olmcocnet0y.com/ohio/ohio­
v11rlabJe-ra1cs 

5 ~o~tomorc onl Y,. The represetllalM! explained lo me lhol the contract s 10< a lolsl letm of __ months "''d 11 vlill be aUlomalicl'l'Y 
mllO'l!Od at lhe enc of my li~eO rate to lhe rat• lhal is lhen in •lfect. n oceordanc.c wKh my Renewal Noooc and T erins and Condi lions. 

6. The repiesentativo expla.ned my rl9hl to cancel 

The reprot;enla~ve loll lwo cornpleled right lo cancel noMce, With mo 

8. 

I understand •lY eleclric Md/or natural gas ullli' , ' 
lo respond lo any serw:e calls and emeigenc1111 
I understand lhal nYf uhhly(les) v.oU send me a sinole hiJ covering my elociric anclror nol..-ol gas delive1y service. and PALMco's supply service 

3 I underolond lh~I PAl.Mco does nul 1Dranuu• savh s u11der thi:t r~1Jmenl/CotW3Cl. 

By: 

By: 

OH-E 10165718 



East Palestine, OH 44413 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 1121 4 

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

toll free: I (877) 726 5862 

10/1/2018 

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 enro llment will be sent to Ohio Edison. You will receive a confirmation notice from Ohio Edison confirming 
your selection of PALMco as your elect ricity 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 util ity 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 within 15 to 45 days from the date of this 

letter. 

Utility Account Number: 

Rate Plan: Introductory Rate of $0.05100/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: 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 I 

Sincerely, 

PALMco Customer Service 

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

V.OHE 18-01.26 



~ HUMr.Y 

PALM CO 
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 natura l 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. (D) Your 
utility(ies) will continue to deliver your gas and/or elect ricity 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 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( I ES) 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 AGREEMENT AND TERMINATION. This Agreement 
will begin when your loca l utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, th is 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 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 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 
t he 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 fol lowing 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 t o 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 t erritory 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 elect ric 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 elect ric 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 Fi><ed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed t erm ind icated in your Confirmation Letter. Before the 
end of your fixed t erm, PALMco will send you a notice with your 
contract renewa l 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 NYMEX closing price for 
natural gas, applicable interstate t ransportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electr ic Variable Price (when applicable): You will pay a 
Variable Price for elect ric 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. PALM co' s current and h istorica I 
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 t ax 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 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 th is Agreement 
by notifying PALM co in accordance with t he 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. 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 ANO 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 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 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 Biiiing 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 sta rt 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 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 emai l 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 PALM co by you. 
FORCE MAJEURE. Neither PALMco 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 fire, 
act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
uti lity 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 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 t he subject matter of this Agreement, including, without 
limitation, the Public Utilit ies 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 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 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 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 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 fai lure 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 IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



Generat ion 
Resource 
Mix -
A comparison 
between the 
sources of 
generation 
project ed to be 
used to generate 
this product and 
the actual 
resources used 
during this period. 

Envi ronmental 
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 w ith the 
product. 

PALMco Power OH, LLC 
Projected Data for the 2018 Calendar Vear 

Actual Data for the Period 01/01/18 to 3/31/18 

Projected Actual 

Natural 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

H dro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 

Solar Power 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

Oil0.5% 

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 

Carbon dioxide 
............ J .... ....... . 1 .. . .. .. . .... 1 ..... .. .. .. J::::::·· · ··· 

Nitrogen oxides 
:::: Actual 

Biomass 
0.5% 

~~~~I::&~ 
~~~~I~ ~Projected 

Sulfur Dioxide J~~~ 
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 PALMco Power OH, LLC at www.palmcoenergy.com or by phone at (877) 726-5862. 
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This foregoing document was electronically filed with the Public Utilities 

Commission of Ohio Docketing Information System on 

10/10/2019 12:16:05 PM

in

Case No(s). 19-0957-GE-COI

Summary: Exhibit Ex. 7 Part 9 Filed by the Office of the Ohio Consumers' Counsel
electronically filed by Ms. Deb J. Bingham on behalf of Etter, Terry L.
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