
Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 
Monday, March 18, 2019 3:43 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259436 [ ref:_OODtOGzXt._ 
SOOtO FnTjG:ref] 

Ohio Public Utilities 
Commission 

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

Please Respond Within 3 Business Days 

CASE ID: 00259436 
COMPANY: 
CUSTOMER: 
ADDRESS: Canal Fulton, Ohio 44614 
SERVICE ADORES 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

anal Fulton, Ohio 44614 

***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(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
This customer disputes the increased variable rates for her gas and 
electric contracts. She states the high rates are causing a financial 
hardsh ip. 
************************** 
Please provide all details of enrollment including sales ca ll , TPV and 
T&Cs. Has the customer been provided any adjustment? 

Sincerely, 

Lee Garry 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 



Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

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

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 

Monday, March 25, 2019 3:29 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259438 [ ref:_OODtOGzXt._ 

500t0FnTIA:ref) 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00259438 
COMPANY: 
CUSTOME 
ADDRESS: Canal Fulton, Ohio 44614 
SERVICE ADDRESS: anal Fulton, Ohio 44614 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Please provide the calculation for the gas and electric variable rates 

charged for the Jan to Feb billing and Feb to March billing. 
You adjusted the charges for the Feb to March billing cycle. Are you going 
to adjust for the Jan to Feb billing cycle? 

Sincerely, 

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

1 



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

ref: OODtOGzXt. 500t0FnTlA:ref - -

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Monday, March 25, 2019 5:23 PM 
Lee Garry 
Indra Energy Compliance 

Subject: RE: PUBUC UTILITIES COMMISSION OF OHIO - CASE#: 00259438 [ ref:_OODtOGzXt._ 
500t0FnTIA:ref I 

Good afternoon, 

Please note: The previous case# we received for this customer was 00259436. 

We will honor you request here to rerate the customer's bills for Jan-Feb as well. We've included charts below with our 
calculations for these adjustments, which will be sent to the customer's gas and electric utilities to be applied to the 
accounts. This will ultimately provide the customer with the effect of having received Indra's gas and electric 
introductory rates for their first two billing cycles, and then have returned to the utility's standard service. 

Electric Acct 

Begin 
End Date 

Billed Supply ReRate 
Date Usage Charge To: 

2/8/2019 3/11/2019 1399 $254.41 $0.0544 

1/9/2019 2/7/2019 1349 $321.66 $0.0544 

Gas Acct 

Begin Billed 
Supply 

Re Rate 
Date 

End Date 
Usage 

Charge (with 
To: 

tax) 

2/4/2019 3/5/2019 167 $308.83 $0.3020 

1/4/2019 2/4/2019 188 $159.79 $0.3712 

William Schaaf - Asst. Compliance Officer 

ind rate. 
ENERGY 

www .In cir a E ne rg y.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 25, 2019 3:29 PM 

ReRate 
Total 

$76.11 

$73.39 

Re Rate 
Pre Tax 

$50.43 

$69.79 

To: Indra Energy Compliance <Compliance@indraenergy.com> 

Amt Due 
Customer 

$178.30 

$248.27 

$426.58 

ReRate Re Rate Amt Due 
Tax Total Customer 

$3.28 $53.71 $255.12 

$4.53 $74.32 $85.47 

$340.59 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259438 [ ref:_OODtOGzXt._500t0FnTIA:ref J 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00259438 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

ton, Ohio 44614 
Canal Fulton, Ohio 44614 

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

DESCRIPTION OF ISSUE: 
Please provide the calculation for the gas and electric variable rates 

charged for the Jan to Feb billing and Feb to March bill ing. 
You adjusted the charges for the Feb to March billing cycle. Are you going 
to adjust for the Jan to Feb billing cycle? 

Sincerely, 

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

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

2 



ref:_OODtOGzXt._SOOtOFnTIA:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Lee and the PUCO, 

Regarding Case# 00259436, 

William Schaaf 
Friday, March 22, 2019 5:15 PM 
Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259436 [ ref:_OODtOGzXt._ 

TjG:ref] 
PV.mp3-greement.pdf~as Confirmation Package.pdf; 

Electric Confirmation Package.pdf 

Ms.- nrolled her gas and electric accounts in Indra's variable rate plans on 10/17/18, as the result of a door-to
door sale. We've attached the signed agreement and TPV recording for this enrollment, as well as the confirmation 
packages sent to the customer detailing the terms of service. Indra began servicing the customer's gas and electric 
accounts on 10/31/18 and 11/7 /18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
wou ld vary month-to-month. No ETFs. 

On 2/11/19, Ms- ontacted our Customer Service line and requested to cancel her service with Indra, and the 
customer's accounts were dropped without penalty. The customer's gas and electric accounts stopped receiving our 
supply on 3/5/19 and 3/11/19, respectively. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard service, we are willing to rerate the customer's final gas and electric bill to the rates we have on fi le for her gas 
and electric utilities. We've included charts below detailing our calculations for these adjustments. These adjustments 
will be sent to the customer's gas and electric utilities in order to be applied to her accounts. 

Electric Account 

Begin 
End Date 

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

2/8/2019 3/11/2019 1399 $254.41 $0.0544 $76.11 $178.30 

Gas Account 

Begin Billed 
Supply 

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

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

2/4/2019 3/5/2019 167 $308.83 $0.3020 $50.43 $3.28 $53.71 $255.12 

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

1 



William Schaaf - Asst. Compliance Officer 

indra-. 
EN ERG Y 

www.IndraEnergy.com 

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

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 18, 2019 3:43 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00259436 [ ref:_OODtOGzXt._SOOtOFnTjG:ref] 

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

Please Respond Within 3 Business Days 

CASE ID: 00259436 
COMPANY: 
CUSTOMER 
ADDRESS: Canal Fulton, Ohio 44614 
SERVICE ADDRESS:-Canal Fulton, Ohio 44614 
AIQ: Palmco Energy~ 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
This customer disputes the increased variable rates for her gas and 
electric contracts. She states the high rates are causing a financial 
hardship. 
************************** 

Please provide all details of enrollment including sales call, TPV and 
T&Cs. Has the customer been provided any adjustment? 

Sincerely, 

2 



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

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

ref:_OODtOGzXt._SOOtOFnTjG:ref 

3 



indra * 

dooo not /-1.":.'l!J:·t r. .. , r~ ~·11 lnloonaa~ ~•ltd pll<1fu 

Cl~ate: . tJ.. ZlpCode: 

City: State: Zip Code: 

You wlfl pay the 1·nttoductory R•to ala,1d abovo for the ftrst two bllHng c:yclea. n .... aft.,, you wUI rec.lve a "arlabl• rate th•I may vary month-to-month. This rat. does 
not lnclud• uUfi t111n.1 Uon dtlivt or othtr cha H thet our tleclflc utJll m Im osai. Fot fUU dot.a.ls SM I.ho Prfd sectlott '"the Tlnna and CondltlonL 

Account Holder's Name on l . . . 

Natural Gas Utility Account 

0Yes0No 

1. 

2. 

3. 

4 . 

5. 

6. 

7. 

I DDDDDDDD 

I understand my electrlc and/or natural ga$ utiity(les) will remain ro3ponslblo for the delivery electricity and/or natural gas to my 
premise and will continue to respond lo any service . 

2. I understand that my ubllly(les) will send me a single bill covering my electric and/or natural gas delivery service, and Indra's supply 
service. 

3. I understand that Indra does not guarantee savings under this AgreemenVContract. 
LING FFP R : , , CAN T I I I IRO !NESS DA 

AFTER THE DATE OF YOU RECEIVE COPIES OF THIS AGREEMENT. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANTION OF THIS 
RIGHT. 
FURTHER RIGHT(S) OF RESCISSION: Thoroaller. You. the ~. have until llwl 1ev1n4h day after the pos1mark dale on yovr en~lmsnt conftnnaticn notice, 
from yOVL utility. lo rescind 1hls A!>'_,,.nl IMU\oul paying anything. You must contact your utillly lo reScind. 
By signing be!ow, you agroe la lhe lonna and condi11ona of lhis Agr-.ien~ indudlng Che Terms and Conditions on the '""""'a side. 

OH - E 40003570 



indra ® 

ENERGY 

Canal Fulton, OH 44614 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

10/19/2018 

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 wit h Indra Energy. 

We are currently processing your enrollment 
Your enrollment will be sent to Dominion East Ohio. You w ill receive a confirmation notice from Dominion East 
Ohio confirming your selection of Indra Energy as your natural gas supplier. Your service will begin w ith your 
f irst meter read by your utility af ter 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 t he issue. 

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

Utility Account Number 
Rate Plan: Introductory Rate of $2.60000/Mcf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing Information, updated monthly, visit Indra's website at 
https://lndraEnergy.com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback rega rding 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 quest ions, please f eel 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 Ca re 

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

V.OHE 18-10.01 



·~ 



ind raft. 
E N EnGY 

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 t his 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 cont inue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your uti lity's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
Will RECEIVE A WRITTEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR 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 t o 
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, Su ite 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 t erritory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or swit ch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under t he 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 t ime period set forth 
in your Confirmation Letter, and t hereafter, 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 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. Th is list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency 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 va riable pricing information, updated mont hly, 
by visiting Indra's website at 
ht tps://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling {888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipt s taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorit ies. If you are tax exempt , you must 
furnish Indra an exempt ion certificate before service 
commences. This Agreement does not include utility 
t ransportat ion, 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 Renewa l Notice will set forth t he 
proposed renewal option(s), Including any applicable 
information required by the Commission. If you do not respond 
to t he Renewal Not ice or otherwise terminate this Agreement 
by notifying Indra in accordance w ith 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 M IX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generat ion 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 qual ified 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 utilit y 
("Billing Quantity"). You will receive a single mont hly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on t he bil l. 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, cost s, 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 util ity 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 t he 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 ut ility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or 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. For your elect ric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collect ions and/or credit report ing, part icipation 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 St reet , 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 
informat ion, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. t o 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 
uti lity customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMIITED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS 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 RELATI NG 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 liabil ity 
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 
utili ty's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower t he price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either pa rty may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 
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With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 

costs. For fu rther information, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 
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ENERGY 

Canal Fulton, OH 44614 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

10/19/2018 

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

We are currently processing your enrollment 
Your enrollment will be sent to Ohio Edison. You will receive a confirmation notice from Ohio Edison confirming 
your selection of Indra Energy as your electricity supplier. Your service will begin with your fi rst meter read by 
your utility aft er 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 $0.05100/kWh 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: Available upon request. 

Renewable Energy Product Information: One hundred percent (100%) of your electricity usage will 
be matched with renewable energy credits {RECs), generated from renewable or alternative energy 
sources in the United States. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 
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OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C} Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's cha rges. (E} 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR 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 t ime set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance not ice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any t ime by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire lengt h of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing informat ion, 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 t his Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
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 t he 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 automat ically 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 wi ll be billed by your utility(ies) at intervals established by 
your utility(ies). You w ill pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utilit y's 
charges. Your payment for natural gas and/or electric 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 arra ngement 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 
cha rge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your ut ility 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 port ion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, init iate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
hi storica l billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can sta rt 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 thi rd-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 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. lf your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general util ity 
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 resident ial 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
ANO/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED ANO 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 t he orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you'1 

or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower t he price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without 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 ent ity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 





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 with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

Projected Data for the 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 6/30/18 

Nat ural 
Gas 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

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 Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Quantity: 

Unknown 

Actual 
Other 

35% 

:;::Actual 

~Projected 

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

Low-Level Radioactive Waste Unknown 
Ft3/1,000 kWh 

Solar 
0.5% 

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





Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Shanequa Jones <contactthepuco@puc.state.oh.us> 
Wednesday, May 15, 2019 12:59 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00502081 [ ref:_OODtOGzXt._ 
500tOlfzzc: ref] 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 

Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 

Please Respond Within 3 Days 

CASEID: 00502081 

CUSTOMER: 

ADDRESS: 

Cambr idge, Ohio 43725 

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 with in 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 : 1-21-06(0 )(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

An initial complaint w as sent to you on 05-09-19. Please review the customer's 

co ncerns and respond within three business days. 

Sincerely, 

Shanequa Jones 
Public Ut il it ies Com mission of Ohio 

Service M onitoring and Enforcement Department 

Customer Service Investigator 

{800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

Th is message and any response t o it may const itute a public record and thus may 

be publicly avai lable to anyone w ho request s it. 

1 
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Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Shanequa Jones <contactthepuco@puc.state.oh.us> 
Tuesday, May 21, 2019 8:34 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00502081 [ ref:_OODtOGzXt._ 
500t01fzzc:ref ] 

Ohio Public Ut ilit ies 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 

Third Request for Information 
Please Respond Within 48 Hours 

CUSTOMER 

ADDRESS: 

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

Cambridge, Ohio 43725 

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

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on 05-09-19. A second request for 
information was sent on 05-15-19. Please refer to the details contained in 
the original submission of the complaint and respond within 48 hours. 
Sincerely, 

ShanequaJones 
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:_ OODtOGzX t._500t0Ifzzc: ref 
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Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <Contactthepuco@puc.state.oh.us> 
Thursday, May 09, 2019 4:02 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00502081 [ ref:_OODtOGzXt._ 
500t01fzzc:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 
CASE ID: 00502081 
CUSTOME 
ADDRESS: Cambridge, Ohio 43725 
AIQ: Palmco Energy OH LLC 
SER~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 
0.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 
DESCRIPTION OF ISSUE: 
Good Afternoon, 

Mr. ~ontacted the PUCO regarding a billing issue. 
He states that his bill increased with the company and he did not receive 
notice of the increase. 
He states that his most recent bill was $462.26 and he has a rate of 
$1.67/ccf. He states the rate with his Utility is $0.36/ccf. 

Please reply to the following questions: 

1. When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 
3. Was a TPV completed at the time of enrollment? 
4. What was the rate that the customer agreed to? Was it fixed or 

variable? If fixed, what was the term? 
5. Did the customer's rate increase? If so, when and why? 
6. Was a renewal letter sent? If so when? 
7. Has the customer contacted the company regarding this issue? If 

so, when? What was the company's response? 
8. Is an adjustment in process for this customer? If no, why not? 



9. If an adjustment is in process, Will the adjustment be a refund 
check or an adjustment to the bill? 

Please provide copies of the following? 

1 . The sales script used to solicit this customer. 
2. The sales call to this customer. 
3. The TPV at the time of enrollment. 
4 . Welcome Letter with the terms and conditions. 
5. Renewal Letter 
6. Signed enrollment agreement 
7. Copy of the IP address and email address used to enroll if 

applicable 

Any additional information that the Company can provide would be greatly 
appreciated. 
Sincerely, 
Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500tOlfzzc:ref 
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Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hi Shanequa, 

Indra Energy Compliance 
Friday, June 07, 2019 4:17 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00502081 [ ref:_OODtOGzXt._ 
~:ref] 
~ales Call 11.17.16.mp3~ales Call 6.12.17.mp3; PY 
6.12.17 .mp3; TPV 11.17 .~ Confirmation Packaye Gas 11.28.16.pdf; 

onfirmation Package Gas 6.13.17 .pdf; Indra Postcard.pdf; 
AERATE.XLSX 

Customer nrolled with Palmco's on 11/17/2016 and then again on 6/12/17, as a result of a telephone 
sale. Attached are the sales audio, TPV's and confirmation packages sent detailing the terms of service. 

6/12/17 
Gas Plan: Introductory Rate of $0.37980 for the first three billing cycles, and a variable rate thereafter. 

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

On 5/8/2019 contacted our customer service line and requested to have services canceled with Indra. An 
outbound drop request was sent to Columbia Gas who established a service end date of 5/3/2019 for the gas account 
with no ETFs issued. 

Given the nature of the complaint, the company made the decisions to provide a rate adjustment on the•••• 
account. Please find attached the calculations. It will take approximately 4-6 weeks for the customer's receipt of the 
adjustment. 

Regards, 

Keenia Joseph - Director of Compliance 

indra~ 
ENERGY 

www .rndraEnergy.com 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 718-975-6611 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, May 9, 2019 4:02 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00502081 [ ref:_OODtOGzXt._SOOtOlfzzc:ref) 



Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00502081 
CUSTOMER 
ADDRESS 
AIQ: Palm 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Cambridge, Ohio 43725 

***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 
0 .A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Mr.~ontacted the PUCO regarding a billing issue. 
He states that his bill increased with the company and he did not receive 
notice of the increase. 
He states that his most recent bill was $462.26 and he has a rate of 
$1.67/ccf. He states the rate with his Utility is $0.36/ccf. 

Please reply to the following questions: 

1 . When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 
3. Was a TPV completed at the time of enrollment? 
4. What was the rate that the customer agreed to? Was it fixed or 

variable? If fixed, what was the term? 
5. Did the customer's rate increase? If so, when and why? 
6. Was a renewal letter sent? If so when? 
7. Has the customer contacted the company regarding this issue? If 

so, when? What was the company's response? 
8. Is an adjustment in process for this customer? If no, why not? 
9. If an adjustment is in process, Will the adjustment be a refund 

check or an adjustment to the bill? 

2 



Please provide copies of the following? 

1. The sales script used to solicit this customer. 
2. The sales call to this customer. 
3. The TPV at the time of enrollment. 
4. Welcome Letter with the terms and conditions. 
5. Renewal Letter 
6. Signed enrollment agreement 
7. Copy of the IP address and email address used to enroll if 

applicable 

Any additional information that the Company can provide would be greatly 
appreciated. 

Sincerely, 

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

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

ref:_ OODtOGzXt._ SOOtOlfzzc: ref 
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Priraf4 

Cambridge, OH 43725 

® 

'-" PALM co 
------,-~ t\l<tr c*' fi.-~ 

()lc)~el; f ~~ ,".( lu1t.".ttll St".tJ 1JJ8 
Electnclfy - Natural Gas 
www.PolmcoEnerqy.com 11/28/2016 

Welcome! Thank you for choosing PALMco as your energy supplier! You are among the many consumers 
in the State of Ohio who have chosen us! PALMco is privately owned by a family that has been in the energy business 
since 1938. PALMco Energy is licensed to supply natural gas and PALMco Power is licensed to supply electricity in 
Ohio by the Public Utilities Commission of Ohio. 

We have completed your enrollment for your energy supply service. You will receive a letter from your utility 
confirming your selection of PALMco as your energy supplier. With your service from PALMco you can receive: 

• Excellent Customer Service - You can speak to one of our Customer Service Specialists with any questions 
or inquiries about your account by contacting us via phone at 877-726-5862 or email at 
CustomerService@palmcoenergy.com. 

• Convenient Budget Billing - We offer the convenience of Budget Billing, where you are billed the same 
amount each month for 12 months, with a budget t rue-up at the end of each 12-month period. Restrictions 
may apply, so please call or email us if you are interested in Budget Billing. 

• Access to our Online Customer Portal and our smartphone app - View your account status, track your 
PALMco Perks• points, update your contact information, and more! Visit Palmcoenergy.com/portal and 
download our smartphone app from the Apple App Store or Google Play Store. 

At PALMco, we reward you like family. 

• PALMco' s Referral Incentive - Refer a friend! Refer your family! Spread the word! With PALMco's Referral 
Incentive, you could receive a bill credit worth between 5% and 100% of the supply portion of your energy 
bill every month. If you would like to take advantage of this opportunity, please visit our website for the 
complete terms and conditions of our Referral Credit Incentive at Palmcoenergy.com/Referral. To obtain 
your referral code, please log into your online customer portal at Palmcoenergy.com/portal. 

• PALMco Perks® - Earn points for your monthly energy usage. With PALMco Perks® you can choose 
merchandise, vacation packages, event t ickets, and more! Please visit our website for the complete terms 
and conditions of PALMco Perks,. at Palmcoenergy.com/Palmco-perks. To create your PALMco Perks® 
account with the My Energv Perks website, please log into your online customer portal at 
Palmcoenergy.com/portal. 

Please see the reverse side for some Frequentlv Asked Questions. You should also read the Natural Gas & 
Electric Power Supply Agreement and keep it for your records. 

Enrollment promotion for this account: Let Us Treat You to Dinner! You chose to receive $25 Restaurant.com Gift 
Cards for your enrollment. You will receive your first Restaurant.com Gift Card after your second bill. You will 
receive an additional Restaurant.com Gift Card after every second bill thereafter, up until your 12th bill. 
Remember, in order to receive the Restaurant.com Gift Card, your account must not be in for cancel lation. For 
complete terms and conditions of this promotion, visit palmcoenergy.com/let-us-treat-you-to-dinner. 
Utility: Columbia Gas 

Sincerely, 

President 
Electricity and Natural Gas Division 

875118'h Avenue, Brooklyn, New York 11214 - Toll Free (877) 726-5862- Fax (718) 851-



Frequently Asked Questions: 

What ls the difference between the Delivery charge and Supply charge? 

The Delivery charge is your Utility's charge for delivering your energy through its pipelines and wires. The 
Supply charge is the charge for the actual natural gas and/or electricity you use. 

What makes PALMco unique? 

Unlike other energy service companies, PALMco is owned and operated by a family that has been in t he 
energy business since 1938. We understand the importance of maintaining our relationship with each and every 
customer; that is why We treat you like family3 . PALMco provides the quality and personal service you deserve. 

Will my Utility be mad at me for switching? 

Of course not! You have only changed the supply portion of your bill to PALMco. Your Utility has always made 
its money on the delivery of the energy through its pipelines and wires, not from the sale of the commodity itself. 
Your Utility wi ll continue to deliver your energy when PALMco sells you your natural gas and/or electricity. 

Will PALMco ever run out of natural gas or electricity? 

Under normal circumstances, no, this cannot happen. Your Utility still ensures the delivery of natural gas 
and electricity to your premises. The natural gas pipeline is under constant pressure and full of natural gas, and the 
electric wires always have electricity flowing through them. 

Is the quality of natural gas and/or electricity from PALMco different than the Utility's? 

Not at all. All the Natural Gas and/or Electricity comes from the same places, whether you buy from PALMco 
or your Utility. In fact, PALMco' natural gas and electricity are mixed in the same pipelines and w ires as the Utility's 
natural gas and electricity. 

What if I smell natural gas or have a power outage? 

Call your Utility immediately! If there are ANY emergencies regarding your natural gas and/or electricity, 
your Uti lity will always respond the same way it has in the past 

Who reads my meter? 

The Utility will continue to read your meter and will report the usage to PALMco. If you have any questions 
regarding your meter readings, please call your Utility. 

Are there any special fees associated with being a customer of PALMco? 

No! We do not charge a fee to join, we do not have a monthly participation fee, and we do not have any 
cancellation fees. 

How long do I have to remain a customer? 

PALMco does not have a requirement on how long you have to be a customer. Your service will be month to 
month without a long term commitment, giving you the option to cancel at any t ime wi thout a penalty. We hope that 
you remain a customer of ours for years to come. 

How does the referral incentive benefit me? 

The more friends or family you refer, the greater the referral credit you can receive! You can receive between 
a 5% and 100% referral credit toward the supply charge on your energy bill. Remember, your referral credit applies 
only to the supply portion on your monthly bill. Other terms and conditions apply, which are available at our website 
at Pa/mcoEnergy.com/referral. 

Why should I open a PALMco Perks• account? 

With PALMco Perks• you can receive points for something you already do ... use energy! Why not take 
advantage of this incentive and accumulate points toward something you wi ll enjoy, like your favorite movie on DVD, 
the latest electronic device, or a trip to the Caribbean? Please visit PalmcoEnergy.com/Palmco-perks for more 
information and to review the terms and conditions of the PALMco Perks®. 

Why should I create an on line customer proflle? 

With an online customer profile you can track your enrollment status, anywhere and anytime, w it h a cl ick of 
a button. You can also view your PALMco Perks* points and referral related information, like your referral code and 
the number of referrals you currently have for your account with PALMco. 

Why should I download PALMco's smartphone app? 

PALMco's smartphone app gives you access to certain account information right at your fingertips. Through 
the app, you can also view and edit certain account settings, like your contact preferences. 

Please refer to our website, 
www.palmcoenergy.com 

For any inquiries, terms or details. 

875118\h Avenue, Brooklyn, New York 11214 - Toll Free (877) 726-5862 - Fax (718) 851-2427 



pAfNfCO 

Cambridge, OH 43725 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
875 l 18th Avenue 

Brooktyn, NY 11214 

w: PalmcoEnergy.com 
e: CustomerServk:e@PalmcoEnergy.com 

toll free: 1 (877) 726 5862 

6/13/2017 

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

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Number: 
Rate Plan: Introductory Rate of $0.37980 for the first three bill ing cycles, and a variable rate 
thereafter. 
Cancellation Fees: None 
Budget Billing: Please contact Columbia Gas. 

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

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

Thank you again for choosing us as your energy supplier I 

Sincerely, 

PALMco Customer Service 

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

V.OHE 17-03.01 





PATNicli' 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation letter (or in 

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

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

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

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement. 

ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 

PALMco sales representative with whom you have spoken 

represents PALMco and is not from your utility or affiliated with 

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

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

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

18 years old and authorized to make decisions concerning such 

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

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

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

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

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

not guarantee savings or promise rates lower than your 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 WRITIEN CONFIRMATION NOTICE FROM YOUR GAS 

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

AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND ADVISING 

YOU OF YOUR RIGHT TO RESCIND YOUR ENROLLMENT WITH 

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

FROM THE DATE OF THE POSTMARK OF THAT NOTICE DURING 

WHICH YOU MAY RESCIND THIS AGREEMENT AND YOUR NATURAL 

GAS ENROLLMENT WITH PALMCO WITHOUT PENALTY BY 

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

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

THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 

RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 

WITH PALMCO WITHOUT PENALTY BY CONTACTING YOUR 

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

LENGTH OF 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-S862; (b) sending a letter to 

PALMco at 87Sl 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 automatically without penalty to you if any 

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

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

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

PALMco returns you to your utility's applicable tariff service 

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

natural gas supply service with PALMco Energy without penalty 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 the case of a Service 

Address relocat ion, 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 utili ty after choosing PALMco, 

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

as those available to other customers served by your natural gas 

and/or electric utility. 

PRICING. 

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

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

pay an Introductory Price as set forth in your Confirmation Letter 

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

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

will automatically become for the length of this Agreement either 

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

Confirmation Letter. 

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

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

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

your fixed term, PALMco will send you a notice with your cont ract 

renewal and pricing options. Your service will automatically 

continue under the specified renewal terms unless you contact 

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

Renewal Notice. If you terminate this Agreement prior to the 

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

termination fees. 



Natural Gas Variable Price (when applicable): You 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 conditions, plus PALMco's costs, expenses and 

margins. 

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

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

locational marginal price ("LMP") determined on a day ahead or 
real time basis, any supply and agency functions that PALMco 

performs for you, line loss, compliance costs, certain transmission, 
capacity, ancillary, and administrative costs incurred by PALMco, 
and other prevailing market conditions, plus PALMco's costs, 

expenses and margins. 

Natural Gas andfor Electric Supply Price Disclosures: There is no 

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

and your Variable Price may be higher or lower than your utility's 
standard offer service rate in any given month. PALMco does not 
guarantee savings in any month or for the entire length of this 

Agreement. PALMco's current and historical prices are not an 
indicator of future prices. 

Other Charges: You are also responsible for paying and 
reimbursing PALM co for all applicable taxes, and other government 

fees, assessments, and charges, however designated, relating to 
the natural gas and/or electric supply service provided under this 

Agreement. This may include, but shall not be limited to, utility 
taxes, gross receipts taxes, and sales or use taxes imposed on 
PALMco and/or you by federal, state, and/or local authorities. If 

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

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

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

termination fees. 

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

written notice to you of the Agreement's renewal ("Renewal 

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

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

accordance with the Termination section herein, then your 
Agreement will automatically renew on a month to month basis at 

the rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without your 

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

terms and conditions. 

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

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

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 utilit y ("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 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 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 ut ility and 

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

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

CUSTOMER INFORMATION RELEASE. You authorize PALMco to 

begin your enrollment, initiate service to the accounts listed in your 

Confirmation Letter (or in any addendum) and to obtain historical 
bill ing data and other information about you ("Customer 
Information") from your gas and/or electric utility(ies), so that 

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

if it is unable to obtain the necessary Customer Information or it 

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

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

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



social security number and/or account number(s) without your 

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

collections and/or credit reporting, participation in programs 

funded by the universal service fund, pursuant to section 4928.52 

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

another third party supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 

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

the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail at 875118th 

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, i f you provide PALM co w ith your email address, you agree that 

PALMco may t ransmit 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 w ill be 

deemed to have been received if t ransmitted 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 act ion, utility action, storm, 

hurricane, flood, explosion, shortage or unavailabilit y of 

transmission facil ities, and other events that cannot be prevented 

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

not include an inability to pay any amount owing under this 

Agreement. 

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED BY 

APPLICABLE OHIO LAW, 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 ANO/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 MERCHANTABILlll' 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 th is Agreement, including, w ithout limitation, the Public 
Utiliti es 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 utilty's service. 

This Agreement is the entire understanding between you and 

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

promises, covenants, or undertakings other than those expressly 

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

change to the terms of this Agreement w ithout first obtaining your 

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

if due a change in market conditions, PALMco w ishes lower the 

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

this Agreement and no other terms and conditions are changed. 

You may not assign this Agreement without 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 ELECTRIC!TY·RELATED 

EMERGENCY, SUCH A.SA GAS OR ELECTRIC OUTAGE OR GAS LEAi<, 

YOU SHOULD IMMEDIATELY CONTACT YOUR LQCAL UTILITY. 

V.E.17-03.27 



SOMETHING NEW 
IS COMING! 

PAi MNERGY® ind ra ® 

ENERGY 



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 

PAL Meo Energy 875118th Avenue Brooklyn, NY 11214 I 1 .877.726.5862 I PalmcoEnergy.com 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Drake Riley <contactthepuco@puc.state.oh.us> 
Thursday, March 14, 2019 11:47 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258653 [ ref:_OODtOGzXt._ 
500t0Fn6tl:ref] 

Follow Up Flag: Follow up 
Flagged Flag Status: 

Ohio Public Utilities 
Commission 

CASE ID: 00 
CUSTOME 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

ADDRESS: kron, Ohio 44320 
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(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Mr. ~lieges that during his enrollment he was guaranteed that his 
commodity rate would not increase above $6.00/Mcf. His rate spiked to 
approximately $8.00/Mcf which prompted him to end his relationship with 
your company. He was quoted the standard 1-2 billing cycles and then 
experienced a rate over $17.00/Mcf. The customer feels that this was done 
intentionally and that he was misled during the initial sale. 

Please provide all enrollment documents to include: TPV, Sales call, 
welcome letter, T&C's, expiration notice, etc. 
Please confirm the end flow date. 
Will his rates be adjusted? 



If so, please provide supporting documentation for the re-rate. 

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: OODtOGzXt. 500tOFn6tL:ref - -

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Drake and the PUCO, 

William Schaaf 
Friday, March 22, 2019 8:06 AM 
Drake Riley 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258653 [ ref:_OODtOGzXt._ 
500tOFn6tL:ref J 
••IPV.mp3;-.greement.pdf- Gas Confirmation Pack.pdf; Indra 
Postcard.pdf 

Regarding Case ti 00258653, 

Mr.- nrolled his gas account in Palmco's variable plan on 5/2/18, 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. Palmco began servicing the customer's account on 5/30/18. 

Gas Plan: Variable. This included a two-month introductory rate of $2.30 per Mcf, after which the rate would vary 
month-to-month . No ETFs. 

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

We received an inbound pending drop transaction on 2/6/19, and the customer's account stopped receiving our supply 

on 2/28/19. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited service end date, we 
are willing to rerate the customer's final gas bill to the rate we have on file for his gas ut ility, which results in an 
adjustment of $166.39 for the bill ing cycle of 1/31/19 - 2/28/19. 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. 

Begin 
Billed 

Supply ReRate 
End Date Usage 

Date 
(ccf) 

Charge To: 

1/31/2019 2/28/2019 116 $201.42 $0.3020 

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

William Schaaf - Asst. Compliance Officer 

ind ra .. 
ENERGY 

www .Indra E ne rg y.co m 

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

ReRate Amt Due 
Total Customer 

$35.03 $166.39 



From: Drake Riley <contactthepuco@puc.state.oh.us> 
Sent : Thursday, March 14, 2019 11:47 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258653 [ ref:_OODtOGzXt._500tOFn6tL:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00258653 
CUSTOMER: 
ADDRESS: Akron, Ohio 44320 
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(0 )(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Mr. - alleges that during his enrollment he was guaranteed that his 
commodity rate would not increase above $6.00/Mcf. His rate spiked to 
approximately $8.00/Mcf which prompted him to end his relationship with 
your company. He was quoted the standard 1-2 billing cycles and then 
experienced a rate over $17 .00/Mcf. The customer feels that this was done 
intentionally and that he was misled during the initial sale. 

Please provide all enrollment documents to include: TPV, Sales call, 
welcome letter, T&C's, expiration notice, etc. 
Please confirm the end flow date. 
Will his rates be adjusted? 
If so, please provide supporting documentation for the re-rate. 

Sincerely, 

Drake Riley 
Public Utilit ies Commission of Ohio 

2 



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._500tOFn6tl:ref 

3 



E-m•ll Address: 
Pleaa prolltdt u. wll ' ~r ...,,. M 
euslomer pcl1al and acU• 
Service Address: 

PALMto Energy OH, LLC / 
PALMto Power OH, LLC 

ars11a• Awnue Brooklyn, NY 1121• 
eu:itomoraoivlc«i!!P~lmcoonorvy.com 

We1>11to: www.palmcoon«gy.com 
PhoM: I 126-5862 

AEP - Collmbut SOU!hem (17 OigHs)- 1- Race ors~/ kWh !Cf nm 1 monlh ldowed by a Ffxe<I R.- of s ____ ,kWh Ill' th• r--...g !?, M0111hs 
DAfP-Ofllo Power (17 Dlglls)- lrlU1I Ra1e o1 $0.081 00/ kVl'll for llttt! monlh ,_.d by t Alrod Raio of S _ __ I kWh (or Ille terNi.ling ll monlhs 
DOP&L (10 OlgMs)- loli!lll Raio ol $~/kWh forllrtt ! monlhlolowed by a Fbced Rate ar s __ _ / kWh for lho romolnlng 11 months 

Oou1<E (10 Digits)- lnMl11 Raio of $~/ kWh fo<fir111 montll fdlowed bye Axed Raio of s _ ___ /kWh lor the remslnlno ll months 

00h'o Edison (20 Digits) - lnlUel Raio of S 0.05400 I kWh lo< n..1 ! month lollowed by• Fixed Rat• ol S ----' kWh for th• nontalnlnG .ll mon!N 
On .. 111umlnn~no Company (20 Digit•) - lnUlal Rat• of $ O.OS400 I kWh for n1111 """'"' fOllOwed by a Flxoel Rall of$----' kWh for 111• romainnv ll monlll• 
0 Tclodo Edison 20 ils - lnill•I Role of $0.05400 / kWh for f<SI 1 month folawed by a Fixed Rall of S I kWh IOI tile tWllah! 1% mon4hs 

1. The rep1osenli1Uve statecJ lhat ho/sho was 111presonUng PALMc:o and wao not ri om tho Ele<:trlc ancJ/or Neturul Gas Dietlibution Company. 

2. The r-entadve oxplo1ned that by algnlno lhe enrollment rorm I was entering Into an agreemenVcontract ror PALMco to supply rrry olockfchy 
or nallKI! gaa. 

3. The teP<•senlative explalned to me the ptloe for elecltlcity and/or natunil ll&' under !his contract. 

4. For varloblo nito cuatomora on!v: The ropreuntallve explained lhll the conttac:t 1$ for one mo.rWh end v.111 conllnue on a monlh-to-monll 

una ol1her PAI.Meo or I decides to cane* JM conllact. I con access "'1 fllturo verial*s pricing lnfonnaUon at btt l almo08 .com/ 

5. 

6. Tiie repre•entaUvo oxp!alne<l my fight to cancel. 

The representallvo left two c~et!KI rlglil lo caneel notices wtlh mo. 

1. t omontand "'1 e1-lc and/or nalUtal OM ullilypas) Wilt rama:n re1ponslble fer 118 delivery d eltclriclty end/or natural gas to my prernlw Ind Wit conliooe 
to neSjK)lld lo any service cab and emergond ... 

2. I underlland lhllt my U1llty(ies) wtl uncJ,,,. a alngle bll coverino my electtlc and/or nan.al gas dellYery aervlCe, and PAlMco·s supply let\'lce. 
3. I ull<letatand NI PAU\lco dOeS not uarentoo sa s under this A amonVConlroc:t. 
INITIAL COOLING OFf PERIOD: YOU, THE BUYER, MAY CANCEL THIS TRANSACTION AT /INY TIME PRIOR TO MIDNIGHT OF THE THIRD BUSINESS DAY 
AFTER THE DATE OF YOU R.ECEIVE COPIES OF THIS AGREEMENT. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPL.ANTIDN OF THIS 
RIGHT. 
FURTHER RIGHT(S) OF RESCISSION: Th1ro1fter, You, tne buyer, have unVI the seventh day after the po•lmerk oate on your enrollment conllnnaUon notlco, from 
your utlhty, lo rescind lhls Agreement v.1ttlout paytng anything. You must contact your uUllty t rescind. 

By •IGnlr'G below, ,.... agree lo lh• '"'""' ...S --of !his Agn.enuw•t. Including tho T11m1 

~ ~ 

By: 



Akron, OH 44320 

Thank you for choosing PALMco as your energy supplier! 

PAL\llcoEnergy 
8751 l8U1 Avenue 

Brooklyn, NY 11214 

w: PalmcoE11ergy.com 
e: C11stomcrScrvicc@PahncoEnergy.co111 

toll free: I (877) 726 5862 

5/4/2018 

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

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

Below is a summary of your service account with PALMco: 

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

letter. 

Utility Account Number 

Rate Plan: Introductory Rate of $2.30000/Mcf 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 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 get your feedback, so plea se 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 pa lmcoenergy.com/rewards 

Y.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 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 
ut ility(ies) will continue to deliver your gas and/or electricity and 
send you your natura l gas and/or electricity bills, which will 
contain both your ut ility's charges and PALMco's charges. (E) 
PALM co does not guarant ee 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 current ly 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, 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 anot her 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 t o pay for the natural gas and/or electric 
supply service provided by PALMco prior to the effective date of 
the termination. The effect ive 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 transfer your PALMco 
Energy contract to your new Service Address(es). You also may 
cancel t his Agreement with PALMco Power without penalty if 
you relocate your Service Add ress(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 cancellat ion 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 
elect ric utility after choosing PALMco, you may not be served 
under the same rat es, terms, and conditions as those available 
to other customers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natural gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
Letter for the time period set forth in your Confirmation Letter, 
and thereafter, your price for natural gas and/or electric supply 
service will automatically become for the length of this 
Agreement either a Variable or Fixed price as described herein 
and as stated in your Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed t erm, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALMco in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administ rative 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 t axes, 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 PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
elect ric utility charges you for those services. 
No Early Termination Fee. If you terminate th is Agreement prior 
to the expiration of the term, you will not be subject to any early 
t ermination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expirat ion of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
{" Renewal Notice"). The Renewal Notice wil l set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then you r Agreement will automatica lly renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You 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 t hat 
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 cha rges. 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 sat isfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnects your service, 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 cha rge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bi ll, you shou ld 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 you r gas and/or electric 
ut ility(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 unsat isfactory. PALMco Energy will not 
release your social security number, accoun t 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 Agreem ent to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s) without your written or elect ronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of th e 
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 uti lity, 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 th e 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 
t hat PALMco may transmit to you all notices and ot her 
communications, including those required in t his Agreement, 
electronically t o the email address provided by you. You shall be 
responsible for notifying PALMco of any change in email add ress 
and/or any wit hdrawa l of your consent to electronic 
communications. Notices transm itted to you via email will be 
deemed to have been received if transmitted to you at t he 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 materia l, 
unavoidable occurrence beyond a pa rty's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
indust rial distu rbance, act of t error ism, government action, 
ut il ity action, storm, hurricane, flood, explosion, shortage or 
unavailabi lity of t ransmission facilities, and other events t hat 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inabilit y 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 DAM AG ES ARISING FROM 
A BREACH OF THIS AGRE EMENT, INCLUDING, WITHOUT 
LI MITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/ OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
All ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS ANO AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC ANO/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC ANO/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE ANO THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALM CO 
POWER M AKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and t he orders, rules, 
and regulations of government al agencies having ju risdiction 
over t he subject matter of t his Agreement, including, w it hout 
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 assu mes no responsibility or 
liabilit y for t he following it ems that are the responsibi lity of 
t he ut ility(ies): operation and maintenance of t he utili ty's 
natu ral gas and/or electrica l syst em, any int erruption of 
service, terminat ion of service, and deterioration of the 
utility's service. This Agreement is the entire underst anding 
between you and PALMco w ith respect to t he subject matter 
hereof and t here are no promises, covenants, or undertakings 
ot her than those expressly set forth in this Agreement. PALMco 
w ill not make a mat erial change to t he terms of t his Agreement 
without first obtaining your consent in writing or through third 
party verifica tion (TPV), except if due a change in market 
condit ions, PALMco w ishes lower t he price (per ccf or mcf or 
kilowatt-hour as applicable) charged under t his Agreement and 
no other t erms and conditions are changed. You may not assign 
t his Agreement without PALM co's prior written consent. 
PALMco may sell, transfer, pledge, or assign t he accounts, 
revenues, or proceeds hereof, in connection wit h any financial 
agreement and may assign this Agreement to anot her energy 
supplier, energy services company or other entity in accordance 
with t he rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inu re to and be binding 
upon t he successors and assignees of t he parties hereto. No 
delay or fai lure by eit her you or PALMco to exercise any right or 
remedy to which eit her party may be entitled t o 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 



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 descript ion of 
the characteristics 
associated with 
each possible 
generation 
resource. 

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

Projected Data for the 2017 Calendar Year 
Actual Data for the Period 01/01/17 to 12/31/17 

Wind, 
2.5% 

Natural 
Gas 
25% 

37% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 
Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Other 

Coal 
33% 

1% 

Biomass 
0 .5% Wind 

2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

::::Actual 

Biomass 
0.5% 

Nitrogen oxides 

~~· 
:~~~I:~: ~Projected 

Sulfur Dioxide :~~~~~-~-~--
Regional Average 

Type: Quantity: 

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

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

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact 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 

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



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 12:47 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258584 [ ref:_OODtOGzXt._ 

500t0Fn304:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00258584 
COMPANY: 
CUSTOME 
ADDRESS: Re noldsburg, Ohio 43068 
SERVICE ADDRESS: Reynoldsburg, Ohio 43068 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided with in 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: 

This customer contacted the PUCO for assistance in resolving a 
billimng dispute he has with the company. He believes that he was 
enrolled by a door-to-door marketer. 

1. What was the method of enrollment? 

2. Please provide all proof of enrollment consistent with the method 
of enrollment including, but not limited to, copies of any sales calls, 
copies of any welcome letters, copies of any TPVs, l.P. addresses 
used, e-mail addresses used to enroll, copies of any signed 
enrollment documents, and the terms and +conditions of the 
enrollment. 

" 



3. If this was originally a fixed contract which transitioned to a 
variable rate after the fixed contract expired, please provide a copy of 
the notice sent to the customer per O.A.C. 4901 :1·29·10(F). 

Sincerely, 

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

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

ref:_ 00Dt0GzXt._500t0Fn304 :ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Thursday, March 21, 2019 5:31 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._ 
500t0Fn304:ref I 
~PV.mp3; ~greement.pdf;~as Confirmation Package.pdf; ••• 
Electric Confirmation Package.pdf; Indra Postcard.pdf 

Hello Michael and the PUCO, 

Regarding Case# 00258584, 

Mr. - enrolled his gas and electric accounts in Palmco's service on 5/3/18, as the result of a door-to-door sale. 
We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages sent 
to the customer detailing the terms of service. Palmco began servicing the customer's gas and electric accounts on 
5/8/18 and 5/29/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of 36.9 cents per Ccf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: 13-Month Two-Phase Fixed Plan, including 5.1 cents for the initial month, followed by 7.7 cents for the 
remaining 12 months. No ETFs. 

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

On 2/14/19, Mr. - contacted our Customer Service line to cancel his accounts with Indra, and drop transactions 
were processed~ penalty. The customer's gas and electric accounts stopped receiving our supply on 3/8/19 and 
2/25/19, respectively. 

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 are will ing to rerate the customer's final gas bill to the rate we have on file for his gas utility, 
which results in an adjustment of $115.47 for the billing cycle of 2/7 /19 - 3/8/19. We've included a chart below detailing 
our calculations for this adjustment. 

Begin 
End Date 

Billed Supply ReRate ReRate 
Date Usage Charge To: Total 

2/7/2019 3/8/2019 106 $158.77 $0.4085 $43.30 

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

William Schaaf - Asst. Compliance Officer 

indra .. 
ENERG Y 

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

l 

Amt Due 

Customer 

$115.47 



www.IndraEnergy.com 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 15, 2019 12:47 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._500tOFn304:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00258584 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

urg, Ohio 43068 
Reynoldsburg, Ohio 43068 

***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: 

This customer contacted the PUCO for assistance in resolving a 
billimng dispute he has with the company. He believes that he was 
enrolled by a door-to-door marketer. 

1. What was the method of enrollment? 

2. Please provide all proof of enrollment consistent with the method 
of enrollment including, but not limited to, copies of any sales calls, 
copies of any welcome letters, copies of any TPVs, l.P. addresses 
used, e-mail addresses used to enroll , copies of any signed 
enrollment documents, and the terms and +conditions of the 
enrollment. 

2 



3. If this was originally a fixed contract which transitioned to a 
variable rate after the fixed contract expired, please provide a copy of 
the notice sent to the customer per O.A.C. 4901: 1-29-1 O(F). 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOFn304:ref 

3 



PALMco EnerBY OH, LLC / 
PALMco Power OH, LLC 
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Reynoldsburg, OH 43068 

Thank you for choosing PALMco as your energy supplier! 

P ALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

n~ PahncoEnergy.com 
e: CustomerService@PabncoEnergy.com 

toll free: I (877) 726 5862 

5/7/2018 

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

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

If, for any reason, we are unable to enroll your account we will be sure to contact you to 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 $0.36900/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/ oh io-variable- rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Columbia Gas. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

YOHE 18-01.26 





PAfMcii 
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 PALM co 
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 requi red 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 electricity and 
send you your natura l gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/o r 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 RESCI ND 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 t ime by (a) calling PALMco at (877) 726-
5862; (b} sending a lett er 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 automatically 
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 
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 t erritory of your 

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



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's cu rrent and historical 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ohio/ohio
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric util ity charges you for those services. 
No Early Termination Fee. If you terminate th is Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your ut ility(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 month ly bill from your utility that contains both 
PALMco's charges and your utility's cha rges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bil l. 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 sat isfy any agreed upon payment 
arrangement you may have, your ut ility 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 del ivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility Is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power 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 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 t ra nsmitted to you at the email 
address provided to PALMco by you. 
FORCE M AJEURE. 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, storm, hurricane, flood, explosion, shortage or 
unavailabi lity 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 PALMCO Will BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
All ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE} BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, t he Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liability for the following items that are the responsibility of 
the utility(ies): operation and maintenance of the utility's 
natura l gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and PALMco with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. PALMco 
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 t he ru les 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 eit her party may be entitled to herein will 
constit ute 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. 
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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 with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

Projected Data for the 2017 Calendar Year 
Actual Data for the Period 01/01/17 to 12/31/17 

Natural 
Gas 
!5% 

Hydro 
1.5% 

2.5% 

37% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Coal 
33% 

Hydro 
1% 

Other 

Biomass 
0 .5% Wind 

2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

:::: Actual 

33% 

Biomass 
0.5% 

~Projected 

Sulfur Dioxide 

Type: Quantity: 

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

Low-Level Radioactive Waste Unknown 
Ft'Jl,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. 





Reynoldsburg, OH 43068 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

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

toll free: I (877) 726 5862 

5/7/2018 

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 PALM co. 

We are currently processing your enrollment 
Your enrollment will be sent to AEP. You will receive a confirmation notice from AEP confirming your selection 
of PALMco as your electricity supplier. Your service will begin with your first meter read by your utility after your 
enrollment is accepted, and may take up to 1-2 billing cycles. If 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: Initial Rate of $0.05100/kWh for the first month followed by a Fixed Rate of $0.07700/kWh 
for the remaining 12 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. Learn how to refer friends for discounts! Visit palmcoenergy.com/rewards 

V.OHE 18-01.26 
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PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Lett er, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALM co 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) wil l continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you swit ching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY{IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR 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 t erminate as 
provided in this Agreement, it shal l 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 t erminated as provided in this Agreement, you 
will remain obligated to pay for th e natural gas and/or electric 
supply service provided by PALMco prior to the effective date of 
the termination. The effective date of termination w ill 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 utilit y or (b) within the service territory of your gas uti lity if 
you r gas utility does not permit you to transfer your PALMco 
Energy contract to your new Service Address( es). You also may 
ca ncel this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Address relocat ion, 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 uti lity 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 
natura l 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 you r 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 Electr ic Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term ind icated in your Confirmation Letter. Before the 
end of your fixed term, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in it s sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALM co in its sole discretion 
based on a zonal locational marginal price ("LMP" ) determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
ent ire length of this Agreement. PALM co' s current and historica I 
prices are not an indicatoroffuture prices. You can access future 
variable prlcing 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 
fu rnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that you r gas or 
elect ric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of th e 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 the Termination section 
herein, then your Agreement will automatica lly renew at the 
rate then in effect in accordance with the terms set forth in th e 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility{ies) 
at interva ls 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 cha rges 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 t o satisfy any agreed upon payment 
arrangement you may have, you r utility may disconnect your 
service in accordance with th e provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a t imely basis or does not meet any agreed-upon 
payment plan, 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 se rvices 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 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power wi ll not release your socia l 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 ca n 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 t his Agreement, 
electronically to the email address provided by you. You shall be 
responsible for notifying PALM co of any change in email address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at t he 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 materia l, 
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 PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM 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 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL {AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/ OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR 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 j urisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT Will BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibili ty or 
liability for the following items that are the responsibility of 
the utility(ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and det erioration of the 
utility's service. This Agreement is the entire understanding 
between you and PALMco with respect to th!:! 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 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) cha rged 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 tra nsact ions. This Agreement will inure to and be binding 
upon t he successors and assignees of the parties hereto. No 
delay or fa ilu re 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. 
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Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

Projected Data for the 2017 Calendar Vear 
Actual Data for the Period 01/01/17 to 12/31/17 

Natural 

Hydro 
1.5% 

Wind, 
2.5% 

Gas 

Biomass Power 

Coal Power 

Hydro Power 

Projected 

Other 

Coal 
33% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
2.5% 

Other 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Natural Gas Power Air Emissions and Solid Waste 

Nuclear Power Radioactive Waste 

Oil Power Air Emissions and Solid Waste 

Other Sources Unknown Impacts 

Solar Power No Significant Impacts 

Unknown Purchased Resources Unknown Impacts 

Wind Power Wildlife Impacts 

Carbon dioxide 
::::::::::;:::;:::::;:;:~:;:::::::;:;:::::;:;:;:;J:;:;:;:;:;:;:::::;:;):;:;:;:;:;::::::::::::d:::;:;:;:;:;:;:;:;:;:;: 

-.·~~~~. 

Actual 

::::Actual 

Biomass 
0.5% 

Nitrogen oxides - : .............................. ~ ............ ~ ..... I ~Projected 

Sulfur Dioxide :~~.--~~·~-~-~~______., 
Regional Average 

Type: Quantity: 

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

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

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefi ts 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 

PAfMC"fi· 
PALMco Energy 875 l 18th Avenue Brooklyn, NY 11214 J 1.Sn.726.5862 I PalmcoEnergy.com 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Thursday, March 28, 2019 8:08 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._ 
500t0Fn304:ref) 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00258584 
COMPANY: 
CUSTOME 
ADDRESS: Re noldsburg, Ohio 43068 
SERVICE ADDRESS: 
AIQ: Palmco Energy 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

,Reynoldsburg, Ohio 43068 

***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 advise when this customer can expect to receive his refund 
check. 

Sincerely, 

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



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

ref:_ OODtOGzXt._ 500t0Fn304 :ref 
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Sariah Brinker 

From: 
Sent 
To: 
Cc: 
Subject: 

Good afternoon, 

William Schaaf 
Friday, March 29, 2019 2:58 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._ 

500t0Fn304:ref] 

The credit has not been sent yet, but we expect it to be sent to the customer's utility within the next few days. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy.com 

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

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Se nt: Thursday, March 28, 2019 8:08 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._500t0Fn304:ref] 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00258584 
COMPANY: 
CUSTOME 
ADDRESS: Re noldsburg, Ohio 43068 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

eynoldsburg, Ohio 43068 

***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 advise when this customer can expect to receive his refund 
check. 

Sincerely, 

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

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

ref:_OODtOGzXt._500t0Fn304:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Friday, March 29, 2019 4:11 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._ 
500t0Fn304:ref] 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00258584 
COMPANY: 
CUSTOMER: 
ADDRESS: Reynoldsburg, Ohio 43068 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Reynoldsburg, Ohio 43068 

***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 send the refund directly to the customer. Please remember 
that Columbia Gas has stated that it will not accept payments from 
the company. Also, this customer happens to be current with his gas 
bill. 

Sincerely, 

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



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

ref:_OODtOGzXt._500t0Fn304:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Michael, 

William Schaaf 
Wednesday, Apri l 03, 2019 11:54 AM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTIUTIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._ 
500t0Fn304:ref] 

We are sending a check directly to the customer, and expect the customer to receive it by the end of next week. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.lndra Energy .co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, April 3, 2019 10:23 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258584 [ ref:_OODtOGzXt._500t0Fn304:ref] 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00258584 
COMPANY: 
CUSTOMER 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Please send the refund directly to the customer. Please remember 
that Columbia Gas has stated that it will not accept payments from 
the company. Also, this customer happens to be current with his gas 
bill. 

Please advise when the customer should receive his refund. 

Sincerely, 

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

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

2 



ref:_OODt0GzXt._SOOt0Fn304: ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Friday, March 22, 2019 11:54 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260439 [ ref:_OODtOGzXt._ 
SOOtOGHMSg:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260439 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
Ohio 44131 
AIQ: Palmco Energy OH LLC 

:: .!. • ~ I.: ~j : ER: 

, Ohio 441 31 
Seven Hills, 

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

DESCRIPTION OF ISSUE: 

Customers rate has skyrocketed and his bill has gone from $86 to $238 to 
$496 in the past three months since he rate has gone variable. They are 
an elderly couple on a fixed income and they can not afford th is. They 
have entered into a payment arrangement that strains their entire budget 
just to keep the service on. 

-Please provide enrollment TPV and the contract terms. 
-Please process cancellation immediately and provide drop date. 
-Please issue credit to adjust the high variable rates the customer was 
billed. 
-Please place customer on your DNC and DNK list. 

1 



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:_ OODtOGzXt._ 500tOGHMSg:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Darita and the PUCO, 

Regarding Case# 00260439, 

Will iam Schaaf 
Wednesday, March 27, 2019 2:34 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260439 [ ref:_OODtOGzXt._ 
500tOGHMSg:ref J....._ 
•••rPV.mp3~greement.pdf;-Confirmation Pack-Gas.pdf; -
Confirmation Pack-Electric.pdf 

Mr- enrolled his gas and electric accounts in Indra's variable rate plans on 10/1/18, 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. Indra began servicing the customer's gas and electric 
accounts on 11/5/18 and 10/23/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0520 per kWh, after which rate 
would vary month-to-month. No ETFs. 

On 3/15/19, M r.-=ontacted our Customer Service line and verified a switch to a new fixed rate plan for his gas 
account. However, we later received an inbound drop on 3/23/19, and the customer's gas utility established an 
estimated service end date of 4/11/19. The customer's electric account has now been dropped as well, and a service end 
date will be determined by the customer's electric utility. 

In the interest of resolving the customer's concerns with his gas account and to provide the customer with the effect of 
an expedited return to his utility's standard service, we are willing to rerate the customer's most recent variable 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 $328.42 for the billing cycle of 2/27 /19 - 3/8/19. The customer's upcoming final gas bill was also be 
adjustment once it is rendered. 

Begin 
Billed Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

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

(Ccf) tax) 

2/7/2019 3/8/2019 212 $397.57 $0.3020 $64.02 $5.12 $69.15 $328.42 

This customer has been added to Indra's DNC and DNK lists. Let us know if we can be of any further assistance. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

1 



indra~ 
EN ERGY 

www.Ind raEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 22, 2019 11:54 AM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260439 [ ref:_OODtOGzXt._SOOtOGHMSg:ref) 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260439 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
Ohio 44131 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

, Ohio 44131 
Seven Hills, 

***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: 

Customers rate has skyrocketed and his bill has gone from $86 to $238 to 
$496 in the past three months since he rate has gone variable. They are 
an elderly couple on a fixed income and they can not afford this. They 
have entered into a payment arrangement that strains their entire budget 
just to keep the service on. 

-Please provide enrollment TPV and the contract terms. 
-Please process cancellation immediately and provide drop date. 

2 



-Please issue credit to adjust the high variable rates the customer was 
billed. 
-Please place customer on your DNC and DNK list. 

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:_OODtOGzXt._SOOtOGHMSg:ref 

3 



indra e 

1515 Martel SllMI, lk'te 1200 
Phllad•lphl•, PA.19102 

CuatomllCaN@lndrlEnergy.com 
Website: www.lndreEnergy.com 

Phono: 888 5~72 

not sol. l>'OY!do. or sl\aro G' •·mall lnformaliM wilh lhitd P•rtios 

lty: SJ,l)eN HA\ State: tJ?-f Zip Code: 

City: / State: Zip Code: 

ifHome 

Per Ccf Mc 

1. The repteS11nta~ve stated lhat he/she was represenUng Indra end was not from Iha Electr1c end(or Natural Gas Dl&trlbuUon Company. 

2. Tho roprosont~tlv• .. plained 1hat by oignlng lhe enrollment form t woo entering Into an agroomenVcontract for Indra to supply my eloctrlcity and 
or nal\lrat gu. 

3. The repteSentaUve explained to me Iha p~ce for eteclricity and/or natural oas under this contract. 

f:cli~1•£• cuatome,. only: Tho nopreHntaUve 8J<plained lhal the contract is 10< one mon1h and wlEI continue on a montlHo-montll b<>sl 
" . I or I diiCldG to ca,,.,.i tho c:onlrad. t can ™ my ~· variabM pricing lnfonmattcn at https://lndraanotgy.coml 

variable-rates. 
For flxod rato cu~omora only: The reproscntalive explained to me that the conlract is for a total i.rm ol months and it wiU be automallea' "'"eiNOd at il\o o of my fll'.ed rate, lo tho rote lhat Is then In el!ect, In accordance with my Renewal Ni'iilCeand Terms and Conditions. 

8. The represenlaUvo explalnod my right to cencel. 

7. The roprasentaUve loft two completed right to cencel notices with me. 

The representattve dlsdosed that no earty lermination liability t.!e would apply, ~ I cancel the contract 

I understand my electric and/or natural gas utility[les) will remain responsible for the delivery of electricity and/or natura gas o my 
premise and will continue to respond to any service calls end emergencies. 

2. I un~erstand lhat my utilltyQas) will send ma a single bill covering my electric and/or natural gas delivery service, and Indra's supply 
servtce. 

3 I understand that Indra does not guarantee savings under this AgreemenVContract. 
N . , , Y C N E C R D OF DA 

AFTER THE DA.TE OF YOU RECEIVE COPIES OFTHIS AGRE.EMENT. SEE ATTACHED NOTICE OF CANCEU..ATION FORM FOR All EXPLANTION OF THIS 
RIGHT. 
FURTHER RIOHT(S) OF RESCISSION: Thoreaf\or, You, lho buyer, havo until tho seventh day after ltte postmarl< date on you< 9fWOlmen1 oonftrmallon notice, 
lr«n your utillty, lo rescind lhls A!J'eement wllhout peylng anything. You l1'UGI contact your uijllty to rescind. 
By signing below, you agrM to lhe le<ms and conditi0n8 of l/lis Agreement, lncludir'9 lhe Atse side. 

By: 

OH-E 40000843 



indra ® 

ENERGY 

Seven Hills, OH 44131 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1 S 1 S Market Street. Suite 1 200 

Phi ladelphia, PA, 19102 

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

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

10/3/2018 

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 confirma tion 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 t o 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 ~nroll your account we will be sure to contact you to resolve the issue. 

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

Utility Account Number 

Rate Plan: Introductory Rate of $2.60000/Mcf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing infonnation, updated monthly, visit Indra's website at 
https://ln d ra Energy .com/ oh io/ oh io-varia ble-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. Learn how to refer friends for rewards I Visit lndraEnergyRewards.com 

V.OHE 18-10.01 





indra~ 
f. N E R GY 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation l etter, 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 Let ter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled In PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT ANO 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, 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 Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any t ime by: (a) calling (888) 504-6372; (b) 
sending a letter 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) w ithin the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract t o 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric lntroductorv or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable) : You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency funct ions 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 elect ric 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 cu rrent 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 
reimbursi11g Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement . This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exempt ion 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 t he expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement 's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewa l option(s), including any applicable 
information required by t he Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination sect ion 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This informat ion is updated 
periodically following the requirements of the Public Uti lities 
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 elect ric supply service based on meter readings and 
consumpt ion information that Indra receives from your utility 
("Billing Quantity'') . You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fai l to pay your bill for 
natural gas and/or electric supply service or you fai l 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 seNice, 
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 port ions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it Is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participat ion in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact 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 elect ronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted t o you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of t his Agreement if such breach is due to a force 
majeure event . A " force majeure event" means a mat erial, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor st rike, 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 include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITIED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PAR.AGRAPH 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 TH IS 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 t he 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 t he utility's 
natural gas and/or electrical system, any interruption of 
service, term ination of service, and deteriorat ion 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 
will not make a material change t o t he terms of this Agreement 
w ithout first obtaining you r consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Ind ra 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 it hout Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other enti ty in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 
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IS: Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
LbsJl,000 kWh 

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

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





indra ® 

ENERGY 

Seven Hills, OH 44131 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street. Suite 1200 

Philadelphia, PA. 19102 

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

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

10/3/2018 

This letter is confirming your select ion of Indra Energy as your electricity supplier and t his package contains a 
copy of t he Terms and Conditions of your service with Indra Energy. 

We are currently processing your enrollment 
Yo ur enrollment w ill be sent to Cleveland Illuminating. You w ill receive a confirmation not ice from Cleveland 
Illuminating confirming your selection of Indra Energy as your electricity supplier. Your service will begin w ith 
your f irst meter read by your ut ility after your enrollment is accepted, which may take up to 1-2 bill ing cycles. If 
you decide to rescind yo ur 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 w e w ill be sure to contact you to resolve t he issue. 

Below is a summary of your service acco unt wit h Indra Energy: 

Utility Account Number 

Rate Plan: Introductory Ra e o • !1 or e 1rs o billing cycles, and a variable rate 
thereafter. To access future variable pricing infonnat ion, updated monthly, visit Indra' s website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

Renewable Energy Product Information: One hundred percent (100%) of your electricity usage will 
be matched with renewable energy credits {RECs), generated from renewable or alternative energy 
sources in the United States. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how t o refer friends for rew ards! Visit lndra EnergyRewa rds.com 

V.OHE 18-10.01 
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ENE R G Y 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement . 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will cont inue 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 
current ly 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 you r 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 t o 
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 rily 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 Confirmat ion Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated In your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price {when applicable): You 
w ill 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 discret ion, 
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, alternat ive 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://I nd ra Energy .com/ ohio/ ohio-va riable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or elect ric 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 Indra and/or you by federal, 
state, and/or local authorit ies. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior t o the expiration of the term, you will not be subject to 
any early terminat ion 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 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 M IX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric re newable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on t he bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1·29--09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit report ing, 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@JndraEnergy.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 t o t he email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawa l of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted t o you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of t his Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor st rike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility act ion, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events t hat 
cannot be prevented or overcome by ordinary due di ligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIEO BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/ OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE All ISSUES, CLAIM S 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 AGREEM ENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or " Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your'' to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibil ity of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in t his Agreement. Indra 
will not make a material change to the terms of this Agreement 
without firs t obtaining your consent in writi ng or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which eit her 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 
Characterist ics-

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

Air Emissions -

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

Radioactive 
Waste -

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

Projected Data for the 2018 Calendar Year 
Actual Data for the Period 01/01/ 18 to 6/30/18 

Natural 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Hydro 
1.5% 

0110.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildli fe Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

Unknown Impacts 

Wildlife Impacts 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

~~~~~~I=:===• 
~I~ 

r--~..__~-~-~_...._
Regional Average 

Type: Quantit y: 

Unknown 

Actual 

Other 

35% 

::::Actual 

~Projected 

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

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

Solar 
0.5% 

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





Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Tuesday, April 02, 2019 3:09 PM 
Indra Energy Compliance 
PUBLIC UTllffiES COMMISSION OF OHIO - CASE it: 00260439 [ ref:_OODtOGzXt._ 
SOOtOGHMSg:ref) 

Ohio Public Utilit ies 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00260439 
COMPANY: 
CUSTOME 
ADDRESS: Seven Hills, Ohio 44131 
SERVICE ADDRESS: 
44131 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Seven Hills, Ohio 

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

DESCRIPTION OF ISSUE: 

Thank you. Please provide resolution/credit for the electric account. 

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:_ OODtOGzXt._ 500tOGHMSg:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Darita, 

William Schaaf 
Wednesday, April 03, 2019 12:21 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260439 [ ref:_OODtOGzXt._ 
SOOtOGHMSg:ref I 

We are also rerating the customer's most recent electric bill to the rate we have on file for the customer's electric utility. 
We've included a chart below detailing our calculations for this adjustment, which amounts to $62.89 for the billing 
cycle of 2/22/19 - 3/22/19. The customer's upcoming fi nal electric is also set to be billed at the rate we have on file for 
the electric utility. This will provide the customer with financial effect of an expedited return to his utility's standard 
service. 

Begin 
End Date 

Billed Supply Re Rate 
Date Usage Charge To: 

2/22/2019 3/22/2019 519 $91.69 $0.0555 

William Schaaf - Asst. Compliance Officer 

indra .. 
ENERGY 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

Re Rate 
Total 

$28.80 

From: Darit a Patterson <contactthepuco@puc.state.oh.us> 

Sent: Tuesday, April 2, 2019 3:09 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Amt Due 
Customer 

$62.89 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260439 [ ref:_OODtOGzXt._SOOtOGHM Sg:ref] 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00260439 
COMPANY: 
CUSTOMER: 
ADDRESS: Seven Hills, Ohio 44131 
SERVICE ADDRESS: 
44131 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

even Hills, Ohio 

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

DESCRIPTION OF ISSUE: 

Thank you. Please provide resolution/credit for the electric account. 

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:_OODtOGzXt._SOOtOGHMSg:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Monday, March 25, 2019 11:02 AM 

Indra Energy Compliance 
PUBLIC UTILmES COMMISSION OF OHIO - CASE #: 00260440 [ ref:_OODtOGzXt._ 
SOOtOGHMTU:ref) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260440 
COMPANY: 
CUSTOMER 
ADDRESS Barberton, Ohio 44203 
SERVICE ADDRESS: 
44278 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Tal lmadge, Ohio 

***Note to suppl ier: 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: 
The customer states signing up for service in 12/18 at $2.40-2.60 per mcf 
and then the rate increased to $13 per mcf on the current bill. The 
customer cancelled the contract in march 2019 and states not signing up 
for a two month contract. The customer has a $400-500 bill due 4/4/19 to 
Dominion. 
Provide a copy of the sales call, tpv and welcome letter with terms and 
conditions of the contract. When did the contract start and end? When will 
the contract effectively end? Work to rerate the customer to the 
introductory rate or the ldc's sea rate. 

Sincerely, 

1 



Mariner Taft 
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._ 500tOGHMTU :ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Thursday, March 7, 2019 2:58 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._500tOFNlxB:ref) 

Ohio P\lbllo IJtflftlH 
Commletron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASEID:OO~ 
CUSTOMER:---
ADDRESS: Ravenna, Ohio 44266 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. - contacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 

1. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 

1 



5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOFNlxB:ref 

2 



William Schaaf 

From: William Schaaf 
Sent: 
To: 

Thursday, March 14, 2019 7:59 AM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._ 

500tOFNlxB:ref] 
Attachments: 

Hello Shanequa and the PUCO, 

Regarding Case# 00257350 & 00257354, 

Ms. - nrolled her gas and electr ic accounts in Palmco's service on 9/13/18, 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. 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 10/19/18 and 
10/30/18, respectively. 

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

On 1/7 /19, Ms ~ontacted our Customer Service line and requested the cancellation of her electr ic account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms. - contacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. 
An outbound drop was submitted, and t he customer's gas account stopped receiving our supply on 2/21/19. No 
termination fees were issued for cancellation. 

The TPV for this enrollment was conducted by and the customer was billed according to the variable 
terms of her enrollment with Palmco/lndra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 ., nd raL Philadelphia, PA 19102 
P: 888.504.6372 

E NERGY F: 718.851.2427 

1 



www.l nd raEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.st ate .oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 
CUSTOMER: 
ADDRESS: 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. - contacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 

1. Has the customer contacted the company regard ing th is issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 

2 



5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed , what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer ServiC-e·tnvestigator 
(800) 686-PUC.O (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._500tOFNlxB:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Friday, March 8, 2019 9:35 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ ref:_OODtOGzXt._500tOFNJ4M:ref l 

Ohio Publlc Utmtr~• 
Corrrmlesron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 002-
CUSTOMER: 
ADDRESS: ·---------Ravenna, Ohio 44266 

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms. -=ontacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She contacted the company and was told that there was no record of an 
account for her. 
Please reply to the following questions: 

1. Has the customer contacted the company regarding th is issue? If 
so, what was the company's response? 

2. When and how was the customer solicited or marketed? 
3. When and how was the customer enrolled? 
4. Was a TPV completed for this customer? 
5. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
6. Is an adjustment in process for th is customer? If no, why not? 



7. If and adjustment is in process will it be a refund or an adjustment to 
the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 
Shanequa Jones 

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

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

ref:_OODtOG zXt._500tOFNJ4M :ref 
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William Schaaf 

From: William Schaaf 
Sent: 
To: 

Thursday, March 14, 2019 7:59 AM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ ref:_OODtOGzXt._ 

500tOFNJ4M:ref] 
Attachments: 

Hello Shanequa and the PUCO, 

Regard ing Case# 00257350 & 00257354, 

Ms.- enrolled her gas and electric accounts in Palmco's service on 9/13/18, 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. 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 10/ 19/ 18 and 
10/30/18, respectively. 

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

On 1/7 /19, Ms ontacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms.- contacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. 
An outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2/21/19. No 
terminat ion fees were issued for cancellation. 

The TPV for this enrollment was conducted by and the customer was billed according to the variable 
terms of her enrollment with Palmco/lndra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

William Schaaf - Asst. Compliance Officer 

indra-. 
ENERGY 

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

1 



www.IndraEnergy .com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh .us] 
Sent: Friday, March 8, 2019 9:35 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ ref:_OODt0GzXt._SOOtOFNJ4M:ref) 

I 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257354 
CUSTOMER: 
ADDRESS: Ravenna , Ohio 44266 
!. Cit • • .. • • • • • -

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms. ~ontacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She contacted the company and was told that there was no record of an 
account for her. 
Please reply to the following questions: 

1. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. When and how was the customer solicited or marketed? 
3. When and how was the customer enrolled? 
4. Was a TPV completed for this customer? 
5. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
6. Is an adjustment in process for this customer? If no, why not? 
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7. If and adjustment is in process will it be a refund or an adjustment to 
the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 
Shanequa Jones 

Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
~b.,t--~.~ ·~ ··~'~ .~ . 
... ~.~ 1:t ...,. 

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. 500tOFNJ4M:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Good Morning, 

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

Friday, March 15, 2019 12:08 PM 
William Schaaf 

RE: PUBLIC UTILmES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._ 
500tOFNixB:ref ] 

Thanks for the prompt response. 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 

Sincerely, 

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

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com) 
Sent: 3/14/2019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ 
ref:_OODtOGzXt._SOOtOFNixB:ref] 

Hello Shanequa and the PUCO, 

Regarding Case# 00257350 & 00257354, 

Ms.~nrolled her gas and electric accounts in Palmco's service on 9/ 13/18, 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 
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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 10/19/ 18 and 10/30/18, 
respectively. 

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

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

On 1/7/19, Ms - contacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms. - ontacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. An 
out~ was submitted, and the customer's gas account stopped receiving our supply on 2121119. No termination 
fees were issued for cancellation. 

The TPV for this enrollment was conducted by and the customer was billed according to the variable 
terms of her enrollment with Palmco/lndra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to ftnisb reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please foe! free to reach out to confirm. 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.IndraE nergy.com 
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMlSSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzX.t._500tOFNlxB:ref] 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 

ADDRESS Ravenna, Ohio 44266 

AIQ: Palmco Power OH LLC 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided with in 3 business days of the init ial 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, 

Ms.~ontacted the PUCO regarding an enrollment issue. 
She~t she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 

1. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 
5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

fny additional information that the company can provide would be greatly 
~p~eciated . · ... , 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

4 



(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. 500tOFNixB:ref - -
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, March 25, 2019 12:59 PM 

To: William Schaaf 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257350 [ ref:_OODtOGzXt._ 

500tOFNixB:ref ] 

Good Afternoon, 

I spoke with the customer and she states that the company advised her that the adjustment would not be applied 
until 3 bill cycles. 

I previously was advised by the Company of a different timeline. 

Please advise. 

Sincerely, 

Shanequa Jones 
Public Uti lit ies Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
WWW. PUCO .Ohio.gov 

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

--------------- Original Message ---------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3115/2019 5:15 PM 
To: contactthepuco@puco.ohio.gov 
Cc: cornpliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ 
ref:_OODtOGzXt._SOOtOFNixB: ref] 

Hello Shanequa, 

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

t he utilities to receive these adjustments w ithin 10 days. 
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William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra._ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.lodraEnerqy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 4:19 PM 
To: William Schaaf <wschaaf@lndraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Afternoon, 

Thanks for the prompt response-

Do you know the timeline before the adjustment will appear on the customer's bill? 

Sincerely, 

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it. 
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--------------- Original Message --------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3/15/2019 12:49 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ 
ref:_OODt0GzXt._ 500tOFNixB:ref) 

Hello Shanequa, 

We will honor your request here and re rate the customer's gas and electric variable bills to the rates we have on file for 
the customer's gas and electric utilities. I've provided charts below detailing these adjustments. Let us know if you need 
anything further. Thanks. 

Electric 

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

12/28/2018 1/31/2019 1362 $329.15 $0.0544 $74.09 $255.06 

Gas 

Billed 
Supply 

ReRate ReRate ReRate ReRat e Amt Due 
Begin Date End Date 

Usage 
Charge (with 

To: Pre Tax Tax Total Customer 
tax) 

1/23/2019 2/21/2019 113 $210.44 $0.3020 $34.13 $2.47 $36.60 $173.84 

12/20/2018 1/23/2019 114 $97.58 $0.3712 $42.32 $3.07 $45.39 $52.19 

$226.03 

William Schaaf - Asst. Compliance Officer 

ind rat. 
1515 Market Street, Suite 1200 

r:-.;f'l(,y 
Philadelphia, PA 19102 

P: 888.504.6372 
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F: 718.851.2427 

www .IndraE ne rg y.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 12:08 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Morning, 

Thanks for the prompt response. 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 

Sincerely, 

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

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

--------------- Original Message --------------
From: William Schaaf [ wschaaf@indraenergy. corn] 
Sent: 3/1 4/2019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ 
ref:_OODtOGzXt._500tOFNlxB: ref] 

Hello Shanequa and the PUCO, 
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Regarding Case# 00257350 & 00257354 

Ms.- nrolled her gas and electric accounts in Palmco' s service on 9/13118, as the result of a door-to-door sale. 
We~ 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. 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 10/ 19/18 and 10/30/18, 
respectively. 

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

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

On l /7 /19, Ms - contacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms. ~ntacted our Customer Service line again on 1/29/ 19 and requested the cancellation of her gas account. An 
outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2121 /19. No termination 
fees were issued for cancellation. 

The TPV for this enrollment was conducted by md the customer was billed according to the variable 
terms of her enrollment with Palmco/lndra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

William Schaaf - Asst. Compliance Officer 
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1515 Market Street, Suite 1200 

indra-. Philadelphia, PA 19102 
\ £ • (, -

P: 888.504.6372 

F: 718.851.2427 
www .lndraE ne rgy.co m 

Fr om: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._500tOFNixB:ref ] 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 

CUSTOMER: 

ADDRESS: Ravenna, Ohio 44266 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. - ontacted the PUCO regarding an enrollment issue. 
She~t she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 

1. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 
5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed , what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 
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Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

ref:_ OODtOGzXt._ 5 OOtOFNTx B :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Good afternoon, 

William Schaaf 
Friday, March 29, 2019 3:15 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._ 
500tOFNixB:ref] 

Sorry for the delayed response. We expect the adjustments to be sent to the customer's gas and electric utilities early 
next week. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www .Ind raE ne rgy. 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: Friday, March 29, 2019 2:27 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Afternoon, 

Are there any updates on when t he customer's adjustment will be applied? 

Sincerely, 

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

This message and any response to it may constitute a public record and thus may be publicly available to 
anyone who requests it. 
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-------------Original Message -------------
From: PUCO Consumer Call Center {contactthepuco@puc.state.oh.us] 
Sent: 3/25/201912:59 PM 
To: wschaaf@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Afternoon, 

I spoke with the customer and she states that the company advised her that the adjustment would not be applied until 3 
bill cycles. 

I previously was advised by the Company of a different t imeline. 

Please advise. 

Sincerely, 

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

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

--------------- Original Message --------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 5:15 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compl iance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref) 

Hello Shanequa, 

These adjustments w ill be sent to the customer's gas and electric utilities in order be applied to the accounts. We expect 
the utilities to receive these adjustments within 10 days. 
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Wi ll iam Schaaf - Asst. Compliance Officer 

1515 Market Street. Suite 1200 

indra.., Philadelphia, PA 19102 

!. '£ t< G' 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 4:19 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 { ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Afternoon, 

Thanks for the prompt response-

Do you know the timeli ne before the adjustment will appear on the customer's bill? 

Sincerely, 

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

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

---------Original Message--------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 12:49 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 
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Hello Shanequa, 

We will honor your request here and rerate the customer's gas and electric variable bills to the rates we have on file for 
the customer's gas and electric utilities. I've provided charts below detailing these adjustments. Let us know if you need 
anything further. Thanks. 

Electric 

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

12/28/2018 1/31/2019 1362 $329.15 $0.0544 $74.09 $255.06 

Gas 

Billed 
Supply 

Re Rate Re Rate ReRate 
Begin Date End Date 

Usage 
Charge (with 

To: Pre Tax Tax 
tax) 

1/23/2019 2/21/2019 113 $210.44 $0.3020 $34.13 $2.47 

12/20/2018 1/23/2019 114 $97.58 $0.3712 $42.32 $3.07 

Wil liam Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
~IR f, v 

P: 888.504.6372 

F: 718.851.2427 
www .lndraEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 12:08 PM 
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ReRate Amt Due 
Total Customer 

$36.60 $173.84 

$45.39 $52.19 

$226.03 



To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._500tOFNlxB:ref] 

Good Morning, 

Thanks for the prompt response. 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 

Sincerely, 

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

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

--------------- Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/14/2019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._500tOFNlxB:ref) 

Hello Shanequa and the PUCO, 

Regarding Case# 00257350 & 00257354, 

Ms. - enrolled her gas and electric accounts in Palmco's service on 9/13/18, 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 confi rmation 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 10/19/18 and 
10/30/18, respectively. 
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Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 

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

On 1/7 /19, Ms contacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms. -=ontacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. 
An oz= drop was submitted, and the customer's gas account stopped receiving our supply on 2/21/19. No 
termination fees were issued for cancellation. 

The TPV for this enrollment was conducted by and the customer was billed according to the variable 
terms of her enrollment with Palmco/lndra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

ind rat. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject : PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref J 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 

ADDRESS: Ravenna, Ohio 44266 

AIQ: Palmco Power OH LLC 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. - contacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
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She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an account 
for her. 

Please reply to the following questions: 

1. Has the customer contacted the company regarding this issue? If so, what 
was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 
5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it f ixed or variable? If fixed, 

what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to the 

bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

.: Shanegua ,Jpnes •· 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 15, 2019 12:49 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00257350 [ ref:_OODtOGzXt._ 
500tOFNixB:ref ] 

Hello Shanequa, 

We will honor your request here and rerate the customer's gas and electric variable bills to the rates we have on file for 
the customer's gas and electric utilities. I've provided charts below detailing these adjustments. Let us know if you need 
anything further. Thanks. 

Electric 

Begin Date End Date 
Billed Supply ReRate 
Usage Charge To: 

12/28/2018 1/31/2019 1362 $329.15 $0.0544 

Gas 

Billed 
Supply 

Re Rate 
Begin Date End Date 

Usage 
Charge (with 

To: 
t ax) 

1/23/2019 2/21/2019 113 $210.44 $0.3020 

12/20/2018 1/23/2019 114 $97.58 $0.3712 

William Schaaf - Asst. Compliance Officer 

indra .. 
EN ERG Y 

www .Ind raE nergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate Amt Due 
Total Customer 

$74.09 $255.06 

ReRate ReRate 
Pre Tax Tax 

$34.13 $2.47 

$42.32 $3.07 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 12:08 PM 
To: William Schaaf <wschaaf@indraenergy.com> 

ReRate Amt Due 
Total Customer 

$36.60 $173.84 

$45.39 $52.19 

$226.03 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref ] 

Good Morning, 

Thanks for the prompt response. 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 
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Sincerely, 

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

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/14/2019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257350 [ 
ref:_ OODtOGzXt. _ 500tOFNixB :ref] 

Hello Shanequa and the PUCO, 

Regarding Case# 00257350 & 00257354, 

Ms.- nrolled her gas and electric accounts in Palmco's service on 9/13/18, 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. 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 10/19118 and 10/30/18, 
respectively. 

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

Electric Plan: Variable. This included a two-month introductory rate of $0.05 10 per kWh, after which rate would vary 
month-to-month. 
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On I 17 /19, Ms- ontacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra 's supply on 1/31119. No 
termination fees were issued for cancellation. 

Ms. ~ontacted our Customer Service line again on 1/29/ 19 and requested the cancellation of her gas account. An 
outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2/21/19. No termination 
fees were issued for cancellation. 

The TPV for this enrollment was conducted by and the customer was billed according to the variable 
terms of her enrollment with Palmco/Indra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer 's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confinn. Thank you. 

William Schaaf - Asst. Compliance Off icer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www .Ind raE nerg y.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO -CASE#: 00257350 [ ref:_OODt0GzXt._500tOFNixB:ref ] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 

CUSTOMER 

ADDRESS: Ravenna, Ohio 44266 

AIQ: Palmco Power OH LLC 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. - contacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 
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1. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 
5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

l. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

s 



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

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 4:19 PM 

To: William Schaaf 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._ 

500tOFNixB:ref] 

Good Afternoon, 

Thanks for the prompt response-

Do you know the timeline before the adjustment will appear on the customer's bill? 

Sincerely, 

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

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 12:49 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ 
ref:_OODtOGzXt._500tOFNixB:ref] 

Hello Shanequa, 

We will honor your request here and rerate the customer's gas and electric variable bills to the rates we have on file for 
the customer's gas and electric utilities. I've provided charts below detailing these adjustments. Let us know if you need 
anything further. Thanks. 
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Electric 

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

12/28/2018 1/31/2019 1362 $329.15 $0.0544 $74.09 $255.06 

Gas 

Billed 
Supply 

ReRate ReRate ReRate 
Begin Date End Date 

Usage 
Charge (with 

To: Pre Tax Tax 
tax) 

1/23/2019 2/21/2019 113 $210.44 $0.3020 $34.13 $2.47 

12/20/2018 1/23/2019 114 $97.58 $0.3712 $42.32 $3.07 

William Schaaf - Asst. Compliance Officer 

indra .. 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www. Ind raE nergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 12:08 PM 
To: William Schaaf <wschaaf@indraenergy.com> 

ReRate Amt Due 
Total Customer 

$36.60 $173.84 

$45.39 $52.19 

$226.03 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Morning, 

Thanks for the prompt response. 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
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gas back to the date fo llowing the introductory rates? 

Sincerely, 

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

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/14/2019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257350 [ 
ref:_ OODtOGzXt._ SOOtOFNixB:ref ] 

Hello Shanequa and the PUCO, 

Regarding Case# 00257350 & 00257354, 

Ms. - nrolled her gas and electric accounts in Palmco's service on 9/13/18, as the result of a door-to-door sale. 
We have been unable to locate a signed agreement for this enrnllment, but have attached the TPV recording, 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 10/19/18 and 10/30/18, 
respectively. 

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

Electric Plan: Variable. Thls included a two-month introductory rate of $0.0510 per kWh, after which rate would vary 
month-to-month. 
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On 1/7/19, Ms - contacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra 's supply on 1/31/19. No 
termination fees were issued for canceUation. 

Ms. - ontacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. An 
outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2121 /19. No termination 
fees were issued for cancellation. 

The TPV for this enrollment was conducted by and the customer was billed according to the variable 
terms of her enrollment with Palmco/Indra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

William Schaaf - Asst. Compl iance Officer 

1515 Market Street, Suite 1200 

ind rat, Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www .Ind raE ne rgy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO -CASE #: 00257350 [ ref:_OODtOGzXt._500tOFNixB:ref ] 

4 



Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 

ADDRESS: Ravenna, Ohio 44266 

AIQ: Palmco Power OH LLC 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms.~ontacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 
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I . Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 
5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bi ll? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated.- ; 

. . .. ; io'-( ·/. 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

6 



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

From: William Schaaf 
Sent: 
To: 
Cc: 

Friday, March 15, 2019 5:16 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257350 [ ref:_OODtOGzXt._ 
500tOFNlxB:ref] 

Hello Shanequa, 

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

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www .Ind raE ne rgy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 4:19 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject : RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._500tOFNlxB:ref] 

Good Afternoon, 

Thanks for the prompt response-

Do you know the timeline before the adjustment will appear on the customer's bilJ? 

Sincerely, 

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it. 
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--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 12:49 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ 
ref:_ OODtOGzXt. _ 500tOFNixB:ref] 

Hello Shanequa, 

We will honor your request here and rerate the customer's gas and electric variable bills to the rates we have on file for 
the customer's gas and electric utilities. I've provided charts below detail ing these adjustments. Let us know if you need 
anything further. Thanks. 

Electric 

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

12/28/2018 1/31/2019 1362 $329.15 $0.0544 $74.09 $255.06 

Gas 

Billed 
Supply 

ReRate ReRate Re Rate ReRate Amt Due 
Begin Date End Date 

Usage 
Charge (with 

To: Pre Tax Tax Total Customer 
tax) 

1/23/2019 2/21/2019 113 $210.44 $0.3020 $34.13 $2.47 $36.60 $173.84 

12/20/2018 1/23/2019 114 $97.58 $0.3712 $42.32 $3.07 $45.39 $52.19 

$226.03 

W ill iam Schaaf - Asst. Compliance Officer 
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1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.co m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 12:08 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_OODtOGzXt._SOOtOFNlxB:ref] 

Good Morning, 

Thanks for the prompt response. 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 

Sincerely, 

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

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

--------------- Original Message ---------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3/1412019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257350 [ 
ref:_ OODtOGzXt. _ 500tOFNixB :ref] 
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Hello Shanequa and the PUCO, 

Regarding Case# 00257350 & 00257354, 

Ms. - nrolled her gas and electric accounts in Palmco's service on 9/13/18, 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 
confinnation 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 10/19/18 and 10/30/18, 
respectively. 

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

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

On 1/7 /19, Ms - ontacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31119. No 
termination fees were issued for cancellation. 

Ms.- ontacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. An 
outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2/21/19. No termination 
fees were issued for cancellation. 

The TPV for this enrollment was conducted by nd the customer was billed according to the variable 
terms of her enrollment with Palmco/Indra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confinn. Thank you. 
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William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

ENERGY 
P: 888.504.6372 

F: 718.851.2427 
www.I n dr a Energy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 7, 2019 2:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257350 [ ref:_ OODt0GzXt._500tOFNI.xB:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00257350 

ADDRESS: avenna, Ohio 44266 

AIQ: Palmco Power OH LLC 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms. ~ontacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She states the company billed her $323.89. 
She contacted the company and was told that there was no record of an 
account for her. 

Please reply to the following questions: 

1. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. Has the company billed the customer for $323.89? If so, why? 
3. When and how was the customer solicited or marketed? 
4. When and how was the customer enrolled? 
5. Was a TPV completed for this customer? 
6. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
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7. Is an adjustment in process for this customer? If no, why not? 
8. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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8 



Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 11:44 AM 

To: William Schaaf 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257354 [ ref:_OODtOGzXt._ 

500tOFNJ4M:ref] 

Good Morning, 

Thanks for the prompt response 

In li ght of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 

Sincerely, 

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

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/1412019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ 
ref:_ OODtOGzXt._500tOFNJ4M:ref] 

Hello Shanequa and the PUCO, 
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Regarding Case# 00257350 & 00257354, 

M~nrolled her gas and electric accounts in Palmco's service on 9/13/18, 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. 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 10/19/18 and 10/30/18, 
respectively. 

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

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

On 1/7/19, Ms- ontactcd our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms. ~ontacted our Customer Service line again on 1129/19 and requested the cancellation of her gas account. An 
outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2/21/19. No termination 
fees were issued for cancellation. 

The TPV for this emollment was conducted by nd the customer was billed according to the variable 
terms of her enrollment with Palmco/Indra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

William Schaaf - Asst. Compliance Officer 
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1515 Market Street, Suite 1200 

ind rat. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.Indra Energy.co m 

From: PUCO Consumer Call Center [mailto:contacttbepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 9:35 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00257354 [ ref:_OODtOGzXt._500tOFNJ4M:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257354 

CUSTOMER: 

ADDRESS: Ravenna, Ohio 44266 

AIQ: Palmco Energy OH LLC 
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***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 
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 -29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good Morning , 

Ms.~ontacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She contacted the company and was told that there was no record of an 
account for her. 
Please reply to the following questions: 

I. Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. When and how was the customer solicited or marketed? 
3. When and how was the customer enrolled? 
4. Was a TPV completed for this customer? 
5. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
6. Is an adjustment in process for this customer? If no, why not? 
7. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

1. Copy of the sales script used to market th is customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 
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Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

ref:_OODtOGzXt_500tOFNJ4M:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 15, 2019 12:49 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ ref:_OODtOGzXt._ 
500tOFNJ4M:ref] 

Hello Shanequa, 

We will honor your request here and rerate the customer's gas and electric variable bills to the rates we have on file for 
the customer's gas and electric utilities. I've provided charts below detailing these adjustments. Let us know if you need 
anything further. Thanks. 

Electric 

Begin Date End Date 
Billed Supply ReRate 
Usage Charge To: 

12/28/2018 1/31/2019 1362 $329.15 $0.0544 

Gas 

Billed 
Supply 

Re Rate 
Begin Date End Date 

Usage 
Charge (with 

To: 
tax) 

1/23/2019 2/21/2019 113 $210.44 $0.3020 

12/20/2018 1/23/2019 114 $97.58 $0.3712 

William Schaaf - Asst. Compliance Officer 

indra~ 
EN ERGY 

www .In draE ne rg y.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate Amt Due 
Total Customer 

$74.09 $255.06 

Re Rate ReRate 
Pre Tax Tax 

$34.13 $2.47 

$42.32 $3.07 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 11:44 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

ReRate Amt Due 
Total Customer 

$36.60 $173.84 

$45.39 $52.19 

$226.03 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ ref:_OODt0GzXt._500tOFNJ4M:ref] 

Good Morning, 

Thanks for the prompt response 

In light of there not being a signed agreement, Will the company re- rate the customer for both the electric and 
gas back to the date following the introductory rates? 



Sincerely, 

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

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

--------------- Original Message --------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/ 14/2019 7:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: cornpliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ 
ref:_OODtOGzXt._500tOFNJ4M:ref] 

Hello Shancqua and the PUCO, 

Regarding Case# 00257350 & 00257354, 

M nrolled her gas and electric accounts in Palmco 's service on 9/13/18, 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. 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 10/ 19/18 and 10/30/18, 
respectively. 
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Gas Plan: Variable. This included a two-month introductory rate of$2.60 per Mcf, after which the rate would vary 
month-to-month. 

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

On 1/7119, Ms - contacted our Customer Service line and requested the cancellation of her electric account. An 
outbound drop was submitted, and the customer's electric account stopped receiving Indra's supply on 1/31/19. No 
termination fees were issued for cancellation. 

Ms. ~ontacted our Customer Service line again on 1/29/19 and requested the cancellation of her gas account. An 
outbound drop was submitted, and the customer's gas account stopped receiving our supply on 2/21/19. No termination 
fees were issued for cancellation. 

The TPV for this enrollment was conducted b and the customer was billed according to the variable 
terms of her enrollment with Palmco/Indra. Both accounts have already since stopped receiving our variable rate supply. 
The customer raised concerns over her final gas bill, and we'd be willing to rerate that bill if it would help resolve the 
customer's concerns (typically, we would send that to the gas utility as an adjustment to the customer's account). 
Otherwise, we will wait for you to finish reviewing the customer's complaint and advise us how you'd like us to proceed. 

Please feel free to reach out to confirm. Thank you. 

Will iam Schaaf - Asst. Compliance Officer 

1515 Market Street. Su ite 1200 

indra-. Philadelphia, PA 19102 

f\!R<iY 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEne rgy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 8, 2019 9:35 AM 
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To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257354 [ ref:_OODt0GzXt._500tOFNJ4M:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257354 

CUSTOMER: 

ADDRESS: Ravenna, Ohio 44266 

AIQ: Palmco Energy OH LLC 

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms ontacted the PUCO regarding an enrollment issue. 
She states that she did not authorize a switch. 
She contacted the company and was told that there was no record of an 
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account for her. 
Please reply to the following questions: 

l . Has the customer contacted the company regarding this issue? If 
so, what was the company's response? 

2. When and how was the customer solicited or marketed? 
3. When and how was the customer enrolled? 
4. Was a TPV completed for this customer? 
5. What rate did the customer agree to? Was it fixed or variable? If 

fixed, what was the term length? 
6. Is an adjustment in process for this customer? If no, why not? 
7. If and adjustment is in process will it be a refund or an adjustment to 

the bill? 

Please provide copies of the following: 

t. Copy of the sales script used to market this customer. 
2. Copy of the sales call 
3. Copy of the Welcome Letter with Terms and Conditions 
4. Copy of the TPV 
5. Copy of the IP and email address if applicable. 
6. Copy of the signed enrollment agreement 
7. Copy of the renewal letter 

Any additional information that the company can provide would be greatly 
appreciated. 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

5 



ref:_ OODt0GzXt._500tOFNJ4M:rcf 
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This foregoing document was electronically filed with the Public Utilities 

Commission of Ohio Docketing Information System on 

10/10/2019 12:18:13 PM

in

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

Summary: Exhibit Ex. 7 Part 11 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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